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How Utilities & Customers Can Benefit with Digital CX  

Identify and help the low-income households 

with their home energy bills, digitally

Craft personalized low-income assistance 

programs and rebates, with strict regulatory 

compliance. Plus, fulfill energy pledges 

delivered via agencies

Engage low-income applicants digitally and 

shorten the application to reimbursement 

lifecycle

Precise application processing and eligibility 

determination delivered with compassion and 

care

Leverage real-time participation data for 

program optimization and increased enrollment

Proactively communicate and educate on tips to 

increase energy savings
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Low Income Energy Assistance module enables and assists eligible low-income households with their heating and cooling energy costs, 
bill payment assistance, energy crisis assistance, weatherization and energy-related home repairs. Households can check for their 
eligibility online and apply for Energy assistance programs.

Advanced CX - Low Income – Energy Assistance

Value Driver / Benefits

• Digital Build-in Paperless Process 

• Bill Budgeting & Management 

• Real time Notifications

• Avoid Subsidization Costs

• Cash assistance / Bill Credits

• Linked to State / Fed Programs

• Fraud Preventions

• Live Dashboard for Prog Mgmt.

• Satisfy Regulatory Requirements 

• Simplify Program Participation 

• Reduced Collection Workflow Costs
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Payment Assistance Programs- Simplifying Enrollment 

Customer needs assistance through 
an affordable monthly payment plan1

Customer enters Digital CX platform 
and opt for desired program 2

If further assistance required raise a 
request for the same through CSP3

The CSR will check customer program 
eligibility4

Qualified customers will be enrolled for 
lower Income-payment assistance program5

After enrollment customer will be benefitting as
• A portion of customers monthly bill will be 

paid by the program
• Any past due balance will be gradually 

forgiven as a reward for on time payments

6

Saving tips 7
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WHO IS COBB EMC?
• Cobb EMC is one of 41 EMCs in Georgia

• There are more than 900 co-ops in the country

• #7 in the country  - Members

• #1 in the country  - Revenue



WHAT ARE CO-OPS

• Co-ops are created by community members 
to meet an unmet need in the community.

• Electric co-ops were created because 
investor-owned utilities thought it was too 
expensive to enter the rural market.

• Electric co-ops have deep roots but continue 
to evolve and grow to shape communities 
for the future.



CO-OP PRINCIPLES 
(AND WHY THEY MATTER)

1. Voluntary & Open membership

2. Democratic control 

3. Member economic participation

4. Autonomy and independence

5. Education, training and information

6. Cooperation among cooperatives

7. Concern for community



7. CONCERN FOR COMMUNITY



MORATORIUM ON DISCONNECTS

Georgia has an elected Public Service Commission (PSC) that oversees telecommunications, 

electric and natural gas utilities. And in March 2020 they Instituted a moratorium on 

disconnects due to non-payment, initially for 30 days. The moratorium would end up being 

extended through July 2020.

“The mission of the Georgia Public Service Commission is to exercise its authority and 

influence to ensure that consumers receive safe, reliable and reasonably priced 

telecommunications, electric and natural gas services from financially viable and technically 

competent companies.”



COMMUNICATIONS AND PRESS
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MARCH 2020 EFFORTS
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When March’s events were canceled, we helped the community in the following ways:

• Worked with IT and the Foundation to set up a fast track for Foundation funding requests 
for organizations who are in urgent need

• Set up an Emergency Relief Fund where members can donate to support Foundation 
efforts

• Helped MUST Ministries, Cobb Senior Services, Ser Familia, Communities in Schools and 
LiveSafe Resources feed families and seniors (financial support and groceries)

• Donated books to MUST Ministries to include with food for families. Books written by Cobb 
EMC-sponsored authors from past literacy weeks.

• Worked with Literacy Week authors to record videos of them reading their own books to 
share with local schools

• Donated books to civilians from the cruise ships staying at Dobbins National Guard Center

• Provided financial support to Communities in Schools to provide technology for students in 
need

• Provided meals to workers at Cobb and Douglas Public Health and Cobb and Cherokee 
911 centers

• Purchased masks to Cobb & Douglas Public Health, as well as The Extension

• Donated materials to Women’s Task Force to make masks for the community



AFTER THE MORATORIUM
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When the moratorium ended, we encouraged members to contact us if they were behind – we were there to help them.

At the beginning of Covid, we were planning worst case scenarios of our bad debt percentages increasing by between 

50% and 100%.

As a result of our efforts, these numbers are no higher than at this point in any other given year.

Our Tools:

1.     Flexible Payment Arrangements
Our typical payment arrangements are for 30 days. In this case, given the situation and the severity of the amounts 
past due, we worked with our members to create 6-month payment plans.

2.     Late Fess
For these members that were already behind due to circumstances beyond their control, a late fee only compounded 
the issue. We eliminated late fees from min-March through July, at a savings of $1M for those members

3.     Assistance Fund
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GETTING CUSTOMERS BACK ON TRACK

Energy Assistance Programs

Tucker Kennedy - Ameren Illinois
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Our 3,266 employees live, work and serve 1,200+ 
communities.

Downstate Clean Energy Affordability Act
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1.2

800K+

1,200+

44,000

83

26

Million Electric Customers

Natural Gas Customers

Communities Served

Square Miles

Counties

Customers per Mile of Lines

$9.8*

19,000+

$7.3

$422

$28.5

Annual Jobs

Billion in Employee Wages

Million in State Tax Revenue

Billion Triggered in Statewide Benefit

Trusted Energy Provider Economic Impact 

*Independent Economic Impact Study (2012-2017).

Billion Invested
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The Challenge posed by COVID-19

• Extreme financial distress in all income classes

• 16-month moratorium on disconnections for low-

income customers

• 126% increase in $$ arrearages: 2019 v 2020

• Average past due balance doubled by end of 2020
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Customer Behavior

Experience tells us…without imminent threat of 

disconnection, customers will not take action.
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• CX Collaboration 

– Marketing

– Communications

– Credit/collections

– Customer service 

• Multi Channel 

– Direct

– Owned

– Earned

– Paid

Clear Path to Recovery
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Direct

PR/Media

Web

Social

Safety

Partner






















