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OVERVIEW
Customers think about their utility more when the power is off than when it is on. When the lights go out, they’re on their phones,
scrambling to know what’s happening. In this narrow window of time, utilities have the best chance to impress or frustrate their
customers. Communications are put to the ultimate test when outages occur. That’s why planning for outage communications is
critical.
When there’s an outage, customers are looking for information everywhere – in the form of emails, text messages, social media,
and even non-digital communications. Utilities must inform customers right away through a variety of channels including the
website, social media, and phone recordings — even before sending out a press release to local media. Whether it’s a planned
outage or a storm event, providing information to customers keeps customers happy and calls out of your call center during
power outages.
At EUCI’s 9th Outage Communications conference, utility and industry professionals will share their best practices in dealing with
outages and how their organizations continue to transform the communications landscape. Attendees will leave with valuable
takeaways to help them keep customers informed when the next planned or unplanned outage hits.

LEARNING OUTCOMES
This conference will provide attendees an opportunity to:
•
Discuss how to collaborate with customers, community groups and other stakeholders to stay ahead of impending
disasters
•
Demonstrate how to Identify and influence real-time customer sentiment
•
Discuss how to survive a class action lawsuit as a result of a utility vegetation management program
•
Identify lessons learned from case studies of storm communications to improve day-to-day communications
•
Explore new and traditional ways of communicating with customers to improve outage communications
•
Recognize how to establish open lines of communication throughout the organization
•
Demonstrate how to be proactive with notifications to improve customer engagement

WHO SHOULD ATTEND?
Individuals working in the following areas will benefit from attending this event:
•
Customer service
•
Internet services
•
E-business services
•
Social media
•
Web risk-management
•
Contact center management
•
Corporate communications
•
Web designers, interactive group
•
Business planning and information systems
•
Strategic planning and performance management
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AGENDA
MONDAY, NOVEMBER 18, 2019
8:00 – 8:30 am

Registration & Continental Breakfast

8:30 – 8:45 am

Introduction and Overview

8:45 – 9:15 am

Opening Remarks and Welcome Address from Austin Energy
On behalf of Austin Energy - the nation’s 8th largest publicly owned electric utility and the host
utility for this conference – Charles Dickerson will welcome his power industry colleagues to Austin and
review how the conference focus supports this fundamental industry requirement.
Charles Dickerson, Deputy General Manager and Chief Operations Officer, Austin Energy

9:15 – 10:15 am

Controlling the Narrative: A Live Demonstration of SCE’s Customer Communications Portal
The modern customer expects their utility to proactively provide relevant information as a two-way
dialogue, at the right time, in the proper format, over their preferred channel. Consistent with their other
brand experiences, customers expect these interactions to expose tools to reduce friction with the least
amount of effort. For utilities, the inherent complexities of meeting these demands can be challenging
delivering large volumes of time-sensitive multichannel communications, ensuring the integrity of
customer contact information and the relevance of the information shared, while supporting internal
business rules and operational practices through integration with disparate data systems.
In this fast-paced session, Message Broadcast and SoCal Edison take you to the scene of an impending
large-scale outage event. Watch the two work together in real time as they execute against an
emergency plan and are forced to pivot communications due to unforeseen events. During the
presentation you will learn several things including how to:
Identify and influence real-time customer sentiment
•
•
Leverage TCPA Safe Harbors to validate existing customer contact data
•
Move seamlessly on and off playbook messaging
Tomaso Giannelli, Senior Manager, Southern California Edison
Bill Joiner, Chief Strategy Officer, Message Broadcast

10:15 – 10:45 am

Networking Break

10:45 – 11:30 am

Beyond Outages: Anticipating Cyber Attacks, Wildfires, Crypto Overload & Dam Breaches
Outage communications programs are integral to electric utilities’ annual preparations. We plan,
practice and tackle storms with a keen eye on continual improvement for our customers. But, what
about those other potential crises looming below the surface that threaten customer safety, test
our resilience and burden our utilities with unplanned workloads? Neil Neroutsos will share his
experiences working for two utilities in the Pacific Northwest to anticipate events and develop proactive
communications to address a range of potential organizational landmines. The session will include
examples of successful collaborations with customers, community groups, government agencies and
other stakeholders – all aimed at staying several steps ahead of impending disasters.
Neil Neroutsos, Corporate Communications Manager, Chelan County Public Utility District

“This is a great conference for utilities to meet together and compare best
practices.” Communications Manager, ComEd
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AGENDA
MONDAY, NOVEMBER 18, 2019 (CONTINUED)
11:30 am – 12:15 pm

Ground to Sky Tree Clearance
In this session, learn how one utility survived a class-action lawsuit (not to mention a terrible program
name) after chopping down trees along a designated scenic road as part of its vegetation management
program, and now has customers and communities embracing the importance of tree trimming. Randi
Berris, electric operations communications manager at DTE Energy in Detroit, will share the company’s
four-step communications process and PR strategy that has built up strong support for trimming trees
to improve reliability. The session will include a case study on the PR disaster that led DTE to revamp
its entire program and how communications, including social media, has helped turn the tide in the
company’s favor.
Randi Berris, Manager Corporate Communications, DTE Energy

12:15 – 1:15 pm

Group Luncheon

1:15 – 2:00 pm 		

Developing Strategic Outage Communications: Best Practices and Lessons Learned
Establishing more strategic customer outage communications and enhancing explicit alerts requires a
deliberate and tactical approach. From field ops to customer satisfaction, from IT to customer service,
from regulatory to communications, all departments need to be involved and on the same page. This
presentation will serve as a platform to educate and share how uniting multiple departments behind a
company-wide initiative to design proactive, timely outage alerts and deploy a comprehensive outage
communications strategy improves customer satisfaction. Topics to be covered in this session include:
Lessons learned and the best practices deployed along the way
•
•
Understanding best practices for managing a highly entangled internal outage process
•
Hear about “quick wins” that realize results during a long-term engagement
Melanie Wemple, Director, E Source

2:00 – 2:45 pm

Social Media Outage Communications
Whether it’s a blue-sky day or during a storm, the ComEd Social Media Team is committed to providing
proactive, transparent, accurate and up-to-date information as quickly as possible to our customers.
Learn about how ComEd is breaking the mold of a traditional utility social media team to bring timely
communications to its customers that surprise and delight them on our digital channels. During the
session, discover what goes into a successful social media communications plan at ComEd, including
strategy and planning, messaging & creative, social listening & sentiment measurement, analytics, and
more!
Kim Smith, Director, Business Strategy & Technology, Customer Operations, ComEd

2:45 – 3:15 pm

Networking Break

3:15 – 4:00 pm

Weathering the Digital Storm: Managing the Expectations and Demands of Hyper-Connected 		
Audiences
In this segment, Knoxville Utilities Board (KUB) will share its best practices and lessons learned from
managing multiple digital channels during times of crises, both big and small. Using actual case studies
of power outages — such as equipment failures to transformers or different types of severe weather
— KUB will also discuss how this very progressive utility matured to better use technology and social
media to protect the company brand and enhance stakeholder engagement.
Jay Miller, Business Management Analyst, Knoxville Utilities Board
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AGENDA
MONDAY, NOVEMBER 18, 2019 (CONTINUED)
4:00 – 5:00 pm

Roundtable Discussion on Outage Communications
In this roundtable discussion, you will have the opportunity to talk with your peers about
successes and challenges with outage communications. This session also gives you the
opportunity to brainstorm new ideas that might work to develop new initiatives at your
utility. Bring your questions, challenges and thinking caps to the table.
Moderator: Scott Benzie, Enterprise Consultant, Message Broadcast
Panelists:
Randi Berris, Manager Corporate Communications, DTE Energy
Neil Neroutsos, Corporate Communications Manager, Chelan County Public Utility District
John Halter, IT Business Systems Analyst, Sr., ESD Projects & Technologies, Austin Energy
Jay Miller, Business Management Analyst, Knoxville Utilities Board

5:00 – 6:00 pm

Networking Reception

TUESDAY, NOVEMBER 19, 2019
7:45 – 8:15 am		

Continental Breakfast

8:15 – 9:00 am

Austin Energy’s Two-Way Communication project
This session will cover the challenges that Austin Energy went through with first getting approval
for their new two-way communication system and then dealing with the implementation process.
Attendees will also hear how AE uses its new outage communication tools to cope with the outages
process, along with lessons learned for future enhancements to outage communication and restoration
processes.
John Halter, IT Business Systems Analyst, Sr., ESD Projects & Technologies, Austin Energy

9:00 – 9:45 am

Effectively Preparing Customers for Planned Outages
Effectively communicating (both internally and externally) and executing planned outages is crucial to
the customer experience. Utilities today are faced with greater pressure not only on their restoration
efforts, but with how effective they are with relaying timely and concise information to their customers
to help them better prepare for a planned outage. Hear about some of the improvements that ENMAX
has already put in place to continuously improve the planned outage process and what ENMAX is
looking at far as improvements for 2019 and beyond to their planned outage process.
Judy Morgan, Manager, Customer & Stakeholder Relations, ENMAX Power Corporation

9:45 – 10:00 am

Morning Break

“If you work with customers and outages, you need this conference.”
Admin-Electric Reliability, City Utilities of Springfield
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AGENDA
TUESDAY, NOVEMBER 19, 2019 (CONTINUED)
10:00 – 10:45 am

Top Features of a Successful Outage Map
This session will cover the history of outage maps as well as the current state of outage maps in the
utility market. This will be followed by talking about the top features today’s maps should include
to be effective when dealing with outages. Lastly, attendees will hear a real-life example of a utility’s
outage map with these features, and how they have been used to improve customer satisfaction and
engagement.
Jordan Kharma, Senior Director of North American Sales, KUBRA

10:45 – 11:30 am

How Con Edison’s Communications Team Handled the Unexpected
In July, a power cable fire sparked a cascading series of systemic failures that plunged a swath of
New York City into darkness resulting in a three-day crush of press conferences, interviews and
meetings. Despite not having immediate information about the blackout’s cause, Con Edison knew it
had to respond quickly and communicate with the public. In this session, learn how the Con Edison
communications team handled this unexpected crisis in a timely and efficient manner under the close
eye of the media and elected officials.
Michael Clendenin, Director of Media Relations, Con Edison (invited)

11:30 - 11:40 am

Conference Adjourns / Load Shuttle for Optional Tour

Austin Energy’s System Control Center Tour
11:40 am – 12:45 pm

Optional Tour of Austin Energy’s System Control Center
The Austin Energy System Control Center (AE SCC) was commissioned to replace
the Energy Control Center building. Austin Energy (AE) required an advanced, 24/7 mission critical
facility that supports system reliability, while contributing to the utility’s energy conservation and
peak demand reduction goals. AE’s System Control Center personnel monitor essential utility system
operations, including Austin Energy’s transmission and distribution system, and must be ready for
prolonged periods of intense activity under critical conditions. The tour of AE’s System Control Center
will also include a view into the system operations room for the first 25 attendees to sign up for the tour.
A valid State/Federal issued ID (Driver’s License or Passport) is required.

12:45 pm

Return to Hotel and Conference Adjourns

“EUCI offers the best conference opportunity to share and learn
best practices for managers with responsibilities for customer
communications.”
Senior Manager Customer Relations, Oncor
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INSTRUCTIONAL METHODS
Case Studies, Panel Discussions and PowerPoint presentations will be used in the program.

REQUIREMENTS FOR SUCCESSFUL COMPLETION
Participants must sign in/out each day and be in attendance for the entirety of the conference to be eligible for continuing
education credit.

IACET CREDITS
EUCI has been accredited as an Authorized Provider by the International Association for Continuing Education
and Training (IACET). In obtaining this accreditation, EUCI has demonstrated that it complies with the ANSI/
IACET Standard which is recognized internationally as a standard of good practice. As a result of their Authorized
Provider status, EUCI is authorized to offer IACET CEUs for its programs that qualify under the ANSI/IACET Standard.
EUCI is authorized by IACET to offer 1.0 CEUs for the conference

EVENT LOCATION
A room block has been reserved at the ATT Executive Education and Conference Center, 1900 University Ave, Austin, TX 78705,
for the nights of November 17-18, 2019. Room rates are US $209 plus applicable tax. Call 1-512-404-1900 for reservations and
mention the EUCI event to get the group rate. The cutoff date to receive the group rate is October 17, 2019 but as there are a
limited number of rooms available at this rate, the room block may close sooner. Please make your reservations early.

REGISTER 3, SEND THE 4TH FREE
Any organization wishing to send multiple attendees to this conference may send 1 FREE for every 3 delegates registered. Please
note that all registrations must be made at the same time to qualify.

SPONSORSHIP OPPORTUNITIES
Do you want to drive new business through this event’s powerful audience? Becoming a sponsor or exhibitor is an excellent
opportunity to raise your profile before a manageably sized group of executives who make the key purchasing decisions for their
businesses. There is a wide range of sponsorship opportunities available that can be customized to fit your budget and marketing
objectives, including: Platinum, gold, or VIP sponsor, Reception host, Networking break host, Tabletop exhibit, Workshop
sponsor, Lanyard sponsor, Luncheon host and Breakfast host.
Please contact Grant Neptune at gneptune@euci.com or 720-988-1248 for more information.
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REGISTRATION INFORMATION EVENT LOCATION
Mail Directly To:
PMA Conference Management
PO Box 2303
Falls Church VA 22042
OR, scan and email to:
register@pmaconference.com

p:201-871-0474
f:253-663-7224

Click Here to Register

PLEASE SELECT
2019 UTILITY OUTAGE COMMUNICATIONS CONFERENCE ONLY
NOVEMBER 18-19, 2019: US $1395
EARLY BIRD on or before NOVEMBER 1, 2019: US $1195
YES, I WOULD LIKE TO ATTEND THE OPTIONAL TOUR OF
AUSTIN ENERGY’S SYSTEM CONTROL CENTER
TUESDAY, NOVEMBER 19, 2019

A room block has been reserved at the ATT Executive
Education and Conference Center, 1900 University Ave,
Austin, TX 78705, for the nights of November 17-18, 2019.
Room rates are US $209 plus applicable tax. Call 1-512-4041900 for reservations and mention the EUCI event to get the
group rate. The cutoff date to receive the group rate is October
17, 2019 but as there are a limited number of rooms available
at this rate, the room block may close sooner. Please make
your reservations early.

ENERG ZE WEEKLY
Energize Weekly is EUCI’s free weekly newsletter, delivered to
your inbox every Wednesday. We provide you with the latest
industry news as well as in-depth analysis from our own
team of experts. Subscribers also receive free downloadable
presentations from our past events.
Sign me up for Energize Weekly

I'm sorry I cannot attend, but please email me a link to the conference
proceedings for US $295

How did you hear about this event? (direct e-mail, colleague, speaker(s), etc.)
Print Name		

Job Title

Company
What name do you prefer on your name badge?
Address
City

State/Province

Zip/Postal Code

Phone

Country

Email

List any dietary or accessibility needs here
CREDIT CARD INFORMATION
Name on Card		

Billing Address		

Account Number		

Billing City

Exp. Date
OR Enclosed is a check for $

Security Code (last 3 digits on the back of
Visa and MC or 4 digits on front of AmEx)

to cover

Billing State

Billing Zip Code/Postal Code
registrations.

Substitutions & Cancellations
Your registration may be transferred to a member of your organization up to 24 hours in advance of the event. Cancellations must be received on or before October
18, 2019 in order to be refunded and will be subject to a US $195.00 processing fee per registrant. No refunds will be made after this date. Cancellations received after
this date will create a credit of the tuition (less processing fee) good toward any other EUCI event. This credit will be good for six months from the cancellation date.
In the event of non-attendance, all registration fees will be forfeited. In case of conference cancellation, EUCI’s liability is limited to refund of the event
registration fee only. For more information regarding administrative policies, such as complaints and refunds, please contact our offices
EUCI reserves the right to alter this program without prior notice.
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