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Introduction
A Look at Managing High Bill Complaints

In preparing for a market research engagement with a Mid-Atlantic utility, we 
performed a brief web scan of peer utilities to compare their websites in terms of p p p
effectiveness in addressing ‘High Bill Complaints’. 

Some utilities have been particularly proactive in addressing this issue and have 
launched an integrated communications campaign that encompasses all customerlaunched an integrated communications campaign that encompasses all customer 
contact channels – call centers, websites, bill inserts, print and media advertising, 
community outreach and social assistance agencies.  

From the research conducted thus far, it appears that a well-trained call center  staff, 
combined with a multi-channel communications effort, yields the best result in terms 
of reduced complaint calls and collection actions.  

In planning the overall communications strategy, the website can be a particularly 
cost-effective channel, when combined with an easy-to-use bill calculator or energy 
saving features.  Some examples are provided in the following slides.  
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BGE Example
BGE Has Attempted to Educate Customers Through Various Online Media 

p

Winter Bill Banner

C
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Audio and Video Tips with 
“Allegra Bennett”

Energy Calculator and 
Interactive House “Characters”



Dominion Current Practices
Dominion’s User-Friendly Web Interface, Prominent Bill Assistance Information, 
and Comprehensive Energy Calculators Save Customers Time and Frustration

Holiday Lighting Banner

Heating AnalyzerDominion Heating AnalyzerDominion 
Homepage
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National Grid Example 
National Grid Aids Offers Customers Interactive Bill Descriptions and Links to 
Massachusetts-specific Energy Assistance Programs 

p

Succinct BillSuccinct Bill 
Description MA Energy 

Assistance
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PECO Example 
PECO Walks Customers Through Energy Usage with a Wide Array of Energy 
Calculators and “Next Step” Links 

p

Thermostats:
Red = Heating
Blue = Cooling
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PPL Example
PPL’s Combination of Simple Web Interface and Suite of Energy Calculators 
Educates the Customer Regarding Energy Usage

p

Dedicated Web Page

Straightforward
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Straightforward 
Navigation



PSE&G Example
PSE&G Collaborates with the Multi-Utility New Jersey ‘Clean Energy’ Program, 
Offering a Suite of Energy Calculators and Conservation Tips 

p

Colorful Home 
Analysis Suite

NJ Utility Assistance 
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Utility Practices Summary Matrix
A Compilation of Data Gathered in Preliminary Market Research

Best practices from each utility summarized and utilities ranked:

y y

Utility Name:

Customer Service

Ease‐of‐Use
Low High Moderate High High Moderate

P i t C t tProminent Contact   
Information High High Moderate High High High

Educational       
ResourcesResources
Conservation Tips

High High Moderate High High High

Energy Usage Calculators
Low High Moderate High High High
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