CUSTOMER
ENGAGEMENT

PROACTIVE IN CUSTOMER
SERVICE - IT IS EXPECTED, NOW.




AMBER
Wesche Hollandsworth

Vice President
Community Relations & Member Services
glennhollandsworth@mte.com

‘ ‘ H - Middle
I Tennessee
‘ Electric
Energy. Service. Life.

Product Manager
amber.wesche@nisc.coop



IMPROVING BILL




PROACTIVE

Energy Cost Projection
Service Address: 123 TEST AVE
Dear Valued Member,

At MTE, our goal is to help you understand your energy
usage and save money.

Through the use of some industry leading tools, we are now

able to give you a projection of your energy cost for your
current billing cycle. This projection evaluates usage
through the middle of the billing period and then projects
your bill throughout the remainder of the billing period. The
projection is intended to provide you with an early indicator
of your possible energy cost for the period it measures

Below is your projected energy cost for this billing cycle.
However, it is important to note that this is just an estimate.
Your chosen myEnergy Plan and usage throughout the
billing period will determine your actual bill amount.

Login to myMTE to explore your recent usage.

YOUR PROJECTED ENERGY COST

Bill period 05/01/2022 to 05/31/2022 *

$100

§55

Below Normal

19 Days Leftin
Billina Cvcle




PROACTIVE

Usage Alert from MTE

You have the following usage alerts:

Account 123456 with meter 123456 had usage of 13.3 kWh at 1/31/14
9:12 AM - 1/31/14 10:12 AM

Make the most of your myMTE account by customizing your
notification settings including

Outage Alerts
Account Changes
Usage Alerts

You can also control how you receive notifications through
text messages, mobile app, or via email




PROACTIVE HIGH BILL
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+44.38
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PENDING

LEBANON Sep 26, 2026

Pending Choose an option
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LEVELIZED BILLING

AUGUST 2026 41,383
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Payment Reminder ;
|

Please note your payment is due on Jul 15, 2018. @i
1

Account: 123456
Service Location: 123 Main St
Service: Electric

Amount: $120.00
Due Date: Jul 15, 2018
Paid With: Draft Type

Draft Date: Jul 15, 2018




‘\\‘
e \
X X S SN oy \}\‘Jt;\v QA

AUGUST 2026 145,535




MTE PROGRAMS

x

»
M



PERSONALIZED

Personalized Advice

Personalized efficiency checkup to help
you save energy.
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{ More Program Enroliments

Home Energy Checkup

Home Energy Checkup Request
me:
Middle
Tennessee
e Electric

Home Energy Checkup Request

Thank you for your interest in a Home Energy
Checkup from Middle Tennessee Electric!

During this visit, a local MTE Energy Pro will
review your home’s energy profile and provide
you with a customized list of recommendations
to help you reduce your energy consumption
and, ultimately, your monthly bill.

As a reminder, these checkups are performed
at no additional cost! It's one of your many
benefits as an MTE member.

Please fill out the form below and someone
from our Energy Services team will contact you
soon.

First Name (Homeowner) *

om o« ray CHEIgY INBIGIMS  INUUNvauvns

12159 1]

=
€ Usage Tips to Save Energy ®

Buy a smart thermostat

Smart thermostats can learn homeowner patterns to
efficiently adjust temperatures in your home.

Allow minimum clearance around
your fridge

Keep enouah space between vour fridae
AV
1]
Energy Insights

Bringing
Good Energy



EV OPPORTUNITIES

EV Ready - Member Program

ot Asaress

cay*

Dectrical and Vanscte infor

Type of plug installed (eg. NEMA
1450) Contractor Name.

Please Verfy instalistion
Electrical instaliation of 240 vol phug o support Level 2 EV Charging ($50
credit on electrc ball)

Level 2 Charger Brand MWow did you hear abeut our
centive?

Flease select

Yes, | agree to this
An MTE employee may need to assist me with this

agree that MTE 3 pr
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INCREASING CONTACTS

12:12 ¢ o T B2

( Back Report an Issue/lnquiry

Other Issues/General Inquiry

ALERTS
& REPORT AN
OUTAGE

>
Power Outage no
hte myMTE is reporting your power
is out as of 10-31-2024 10:31 G E T O U TA G E

AUGUST 2026 85,000




PERSONALIZED

e Energy. Service. Life.

Information Regarding Recent Power Outage

Dear MTE Member,

We understand that any power interruption can be frustrating, and we
want to provide information about the outage that affected your area
yesterday.

The outage was caused by a snake coming into contact with equipment
at the Watertown substation. This caused the station to lock out and
interrupted power to approximately 5,405 members.

Our Systems Control operators immediately began switching portions
of the electric system to safely restore service to as many members as
possible while crews responded to the substation.

We sincerely appreciate your patience and understanding as our crews
worked to restore service safely and as quickly as possible. Please
know that we continuously maintain and improve our electric system to
provide safe, reliable power to the communities we proudly serve.

Thank you for being a valued MTE member. It is our privilege to serve
you.

Sincerely,

(e

Chris Jones
President and CEO
Middle Tennessee Electric







Live Chat

Hi there!

We're here to help. Please give us some info to
get started.

Please enter your name

Email address

Please enter your email address

How can we help you?

Ask a question




EXPECTATIONS ARE SET

Customers will expect a virtual assistant from their utility
within the next year.

The question is no longer whether utilities should have a virtual
assistant. It is whether their virtual assistant will become a true
digital assistant or remain just another chatbot.
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