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OVERVIEW
Close to 90% of utilities in North America face an emergency outage event at least once per year and nearly 1 in 4 utilities deal with
as many as five outages per year. While the primary focus for utilities is restoration of power during an outage, in the minds of many
customers, communication is a big part of the restoration process. During outages customers are looking for information everywhere –
in the form of emails, text messages, social media, and even non-digital communications. Customers want an estimate as to when their
power will be back, knowledge of affected areas, and even tips on what to do and expect.
At EUCI’s 7th Outage Communications conference, utility and industry professionals will share their best practices in dealing with
outages and how their organizations continue to transform their communications landscape. Conference attendees will enjoy quality
networking with industry peers and will take away great ideas for refining and administering their outage communications programs.

LEARNING OUTCOMES
This conference will provide attendees an opportunity to:
Critique the value of investing in process improvement initiatives as a primary means of improving customer service
•
with outage communications
Discuss how to automatically enroll customers for proactive outage push alerts
•
Discuss how to build quality relationships with regional emergency responders
•
Explain how to use the power of video to re-energize your brand during outages
•
Recognize and implement the necessary components of a good customer experience
•
Evaluate how to get the most out of an utility’s social media efforts
•
Identify lessons learned from case studies of storm communications to improve day-to-day communications
•
Recognize how to establish open lines of communication throughout the organization
•

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

“As someone who is new in both the communications and
emergency preparedness department, this has been an amazing
conference, full of helpful information. I also made some great
contacts.”
Communications Specialist, Dominion Energy
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AGENDA
WEDNESDAY, SEPTEMBER 27, 2017
12:30 – 1:00 pm 		

Registration

1:00 – 1:15 pm 		

Introduction and Overview

1:15 – 2:00 pm 		

Leading the Way at Xcel
Xcel Energy has quickly ramped up its outage communications capabilities in recent years, and is fast
emerging as a leader in this critical area. Last year, the company was the first in the industry to announce
its intention to automatically enroll customers for proactive outage push alerts after the Federal
Communications Commission’s decision in August regarding the Telephone Consumer Protection Act.
That decision explicitly informed utility companies that they may enroll customers to receive outage
alerts, so long as the customer has provided the utility with their contact information. Xcel Energy has
made a number of other efforts this year around people, process and technology to drive a better allaround experience. Megan Scheller will provide an update on all of Xcel’s efforts in recent months to
improve outage communications.
Megan Scheller, Customer Experience Manager, Xcel Energy

2:00 – 2:45 pm 		

Enhancing the Outage Communication Process at TEP
In an effort to enhance overall customer satisfaction, Tucson Electric Power Company looked to improve
unscheduled outage communications during the most volatile and unpredictable time of the year
(monsoon season). Over a period of six months, TEP enhanced the general outage communication
process, improved features of the outage map, streamlined life alert communications, and added its
services to customers with extended outages. With an overall JD Power Score of 803 in Customer
Satisfaction, TEP’s efforts to improve outage communication processes have demonstrated the value of
investing in process improvement initiatives as a primary means of improving service.
Ed Jones, Manager, Customer Automation, Analytics, and Digital Solutions, Tucson Electric Power Co.
(TEP)

2:45 – 3:15 pm 		

Networking Break

3:15 – 4:00 pm		

Breaking Down Silos: Integrating Utilities into Local Emergency Response
Colorado Springs Utilities has created an emergency management culture that integrates with local,
regional, and state emergency management and public safety. Through networking and collaboration,
Colorado Springs Utilities has formed strong relationships with the local and regional emergency
responders for daily operations, along with emergency managers in the area to create valuable
relationships before disaster strikes. This presentation will provide examples of how to build those
relationships, and how those relationships provide mutual benefits during small and large incidents.
Presentation Objectives:
Identify opportunities to interact with local public safety and emergency management staff
•
•
Describe the value of establishing working relationships before they are needed
•
Develop plans to interact with your local responders
Ken Hughlett, Senior Emergency Management Specialist, Colorado Springs Utilities

“Great opportunity to learn best practices & new strategies from
our peers!”
Manager, Digital Communication, Entergy

PAGE 3

2017 OUTAGE COMMUNICATIONS
September 27-28, 2017 | Denver, CO

AGENDA
WEDNESDAY, SEPTEMBER 27, 2017 (CONTINUED)
4:00 – 5:00 pm 		

Improving How Electric Operations and Communications Work Together
When the power goes out, an electric utility’s customers aren’t happy about it. Customers want their
power back as soon as possible, and they expect their experience with the local electric utility to be
consistent with other types of services present in their everyday lives. In this presentation, Dominion
Energy will discuss the various platforms used to communicate with customers, particularly during
power outages, and how they have improved on many of them to enhance their customers’ experience.
The presentation will also focus on how effective collaboration with operations and communications
is critical to establishing real-time, consistent information that customers have come to expect. The
presentation will also discuss lessons learned and how to remove the wall between operations and
communications.
Janell Hancock, Senior Communications Specialist, Dominion Energy
Crystal Bright, EPC Critical Services Communications Specialist, Dominion Energy

5:00 – 6:00 pm 		

Networking Reception

THURSDAY, SEPTEMBER 28, 2017
8:00 – 8:30 am		

Continental Breakfast

8:30 – 9:15 am 		

Leveraging Video Technologies to Enhance the Customer Experience when Lights Go Out
If pictures are worth a thousand words, videos are worth 10,000 views. Thanks to video integration
across nearly all social media platforms, there’s no denying that video traffic is growing globally.
Hydro Ottawa uses video to educate and connect customers to its business, employees and events in
a dynamic way. The utility shares its best practices on how to stand out on social channels, its visual
storytelling strategies, and how to use the power of video to re-energize your brand during outages.
In this presentation, learn the importance of extending reach beyond your followers and using public
sentiment to strategize a new path forward for your utility.
Daniel Seguin, Manager, Media & Public Affairs, Hydro Ottawa

9: 15 – 10:00 am 		

Dear Neighbor Communications Enhance Customer Relationships at SCE
In the past two years, SCE greatly expanded its customer communications, including the extension of
outage schools to both business customers and residential customers as well as the launch of “Dear
Neighbor” communications. SCE’s “Dear Neighbor” letters proactively notify customers who may
experience increased traffic, lane or street closures, noise, or other inconveniences while SCE is working
on large construction projects. This communication may be in the form of a letter, email, or through
targeted social media communications, either from SCE directly or through communication channels
coordinated with affected cities. In 2015, SCE sent nearly 52,000 Dear Neighbor letters to customers. SCE
expanded the program in 2016. Learn how this outreach is transforming SCE’s outreach to residential
customers.
Tomaso Giannelli, Senior Project Manager, Outage Communications, Southern California Edison

“Great conference and venue. Topics were relevant and good
information sharing regarding hot practices.”
Director, Corporate Communications, National Grid
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AGENDA
THURSDAY, SEPTEMBER 28, 2017 (CONTINUED)
10:00 – 10:30 am

Networking Break

10:30 – 11:15 am

Mutual Assistance Efforts
Restoring power after a major storm is a complex task, and a speedy restoration requires significant
logistical expertise, along with skilled line workers and specialized equipment. Utilities affected by
significant outages often need mutual assistance from companies across the country to help speed
restoration. Mutual assistance is an essential part of the power industry’s service restoration process
and contingency planning. In this session, Brian Lindsey will focus on Alabama Powers philosophy of
transferring control of portions of their distribution system to mutual assistance teams and he will share
operations best practices that they have adopted resulting in improved restoration efforts
Brian Lindsay, Distribution Technology Solutions Manager, Alabama Power

11:15 am – 12:00 pm

How Customer Phone Data Impacts the Customer Experience, Operational Costs and TCPA Risks
At the heart of customer communication is identity — if you don’t get it right, everything else will
be wrong. How are organizations able to communicate with their customers when consumer data
are constantly changing? Changing customer data can negatively impact a utility’s bottom line, the
customer experience and create challenging TCPA risks. Hear how City Utilities is turning TCPA lemons
into enterprise lemonade. They’ll discuss lessons learned during their TCPA risk mitigation journey and
how customer phone number management can positively impact the entire customer communication
experience. Additionally, City Utilities will share highlights from a detailed customer data analysis they
conducted with Neustar. This analysis highlights the current state of their customer phone data and
how much it changed within various demographic groups over a three-month period.
Nathan Bruns, Administrator of Electric T&D Reliability, City Utilities of Springfield
Chris Clark, Director – Fraud, Risk and Compliance, Neustar

12:00 – 1:00 pm 		

Group Luncheon

1:00 - 1:45 pm 		

Social Media for Utilities V 2.0: Enhancing the Customer Experience During Outages
Since 2015, Seattle City Light has been developing the UtiliSocial platform to improve the customer
experience during outages. UtiliSocial uses GIS data, to monitor social posts in surrounding utilities
service areas to better prepare for potential outages. This social monitoring worked extremely well in
2015 when a big storm was approaching and the utility was able to give the crews a 30 minute head
start. As a result of their efforts, Seattle City Light was one of only six utilities where customers who
experienced an outage were more satisfied than those who didn’t. In this session, learn how Seattle
City Light is finding hidden social media conversations to better prepare their crews and customers for
outages.
Scott Thomsen Senior Strategic Advisor Communications, Seattle City Light

1:45 – 2:30 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, Managing Director, Strategy & Optimization Consulting, E Source
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AGENDA
THURSDAY, SEPTEMBER 28, 2017 (CONTINUED)
2:30 – 2:45 pm 		

Networking Break

2:45 – 3:30 pm 		

Preparing Customers for Planned Outages at APS
Planned power outages are sometimes necessary in order to upgrade and/or maintain the electrical
system. Preparing customers for the outage and setting expectations is critical. Effectively tracking,
communicating (both internally and externally) and executing planned outages are crucial to customer
satisfaction and improved productivity. In this session, learn about some of the improvements that have
already been put in place to continuously improve the planned outage process and what APS is looking
at as far as improvements for 2017 and beyond.
Anne DeGraw, Communications Consultant, Arizona Public Service (APS)

3:30 – 4:15 pm		

Consolidating Outage Communications
Today, utilities recognize that they need to break down information silos in order to improve customer
experience and access to outage information. In response, many companies are looking for ways to
reduce barriers to use by not only expanding channels, but also making resources easier to access. In
this session, discover how Colorado Springs Utilities (CSU) has streamlined its outage communications
by providing a fully integrated outage map that includes its electric, water, and gas services into one
map that works across platforms. Learn about how this project was accomplished as well as what other
additions CSU has planned for the future.
Mathew Wells, Distribution Operations Support, Colorado Springs Utilities
Kelvin Brown, Client Relationship Manager, KUBRA

4:15 – 5:00 pm 		

Panel Discussion
Throughout North America, many utilities are overhauling their outage communications programs as
a result of customers’ expectations for outage information to be two-way, accurate and real time. This
roundtable discussion and open forum will discuss successes and challenges common to utilities as they
develop and implement their outage communications strategies. It gives attendees the opportunity to
ask questions and brainstorm new ideas to continue to improve outage communications at your utility.
Tomaso Giannelli, Senior Project Manager, Outage Communications, Southern California Edison
Nathan Bruns, Administrator of Electric T&D Reliability, City Utilities of Springfield
Daniel Seguin, Manager, Media & Public Affairs, Hydro Ottawa

5:00 pm			

Conference Adjourns

“I always come away from EUCI conferences with new insights and new
friends in the utility industry.”
Director, Public Affairs, SCANA Corp.
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PRE-CONFERENCE WORKSHOP

How Dynamic New Approaches in Outage
Communications are Transforming the
Customer Experience
WEDNESDAY, SEPTEMBER 27, 2017
8:00 – 8:30 am 		

Registration and Continental Breakfast

8:30 – 11:30 am		

Workshop Timing

OVERVIEW
When an outage happens, your utility knows exactly how to react to restore power. As part of the utility team, you’re
communicating with people you know and trust, you understand the resolution process, and you are certain that the resolution
process will work. That’s your experience, and it’s a good one. The question is: Are your customers having the same experience you
are?
When outages occur, it’s crucial that your customers see your utility as proactive and responsive. How you approach your
communications, including when and how you begin that dialogue to build trust, can make the difference in winning loyal
customer advocates for your utility. At this workshop, attendees will learn how to intentionally design and actively manage all
aspects of outage communications to create a powerful customer journey for your customer community. Success lies in the
customer journey; find out how to take the first step in building a transformative outage customer experience.

LEARNING OUTCOMES
•
•
•
•
•
•

Discuss why the role of outage communications is critical to the overall customer life cycle
Explain how to leverage intentional design and testing of your outage experience
Explain how to optimize your communication channels and touchpoints before, during and after an outage
Discuss which communications best practices and analytics are right for specific contact channel and touchpoint
communications
Discuss which measurement methods for effective Outage communications work best
Demonstrate how case studies illustrate what’s possible
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WORKSHOP AGENDA
WEDNESDAY, SEPTEMBER 27, 2017
•
•
•

•
•
•
•

Customer Experience Management
Discussion of Customer Life Cycle Development and the Importance of Delivering an optimal Outage Experience in
Order to Enhance the Overall Customer Experience
Journey-mapping Activity
o
Journey-mapping of current Outage Experience and Communication Touch points
o
Identify Key Moments of Truth
o
Identify Customer Pain Points
Group Discussion Related to Outage Communication Improvements
Case Studies for Outage Communication Best Practices
o
Review of communication channels and messages
o
Analytics related to Outage communications
Developing the Business case for Outage Communications Improvement
Summary and Wrap up

WORKSHOP INSTRUCTOR
Elizabeth Scoville

VP-Content, Creative & Marketing, Questline
Elizabeth Scoville wrote her first story at age 6 (a mystery involving kittens), launching her passion for
strategy, storytelling and solving puzzles. With a B.A. in Journalism from The Ohio State University, she
worked in Chicago and Columbus producing winning B2B and B2C content and marketing programs for
companies like Abercrombie & Fitch, Ameriprise, The Equity Group, OCLC, Prudential Healthcare, Tibco
Software and others.
Today she serves as VP-Content for Questline, celebrating her fourth year working as a strategist in the
energy utility space. In this role she drives omnichannel innovation for Questline’s Content products and
services in an effort to dazzle the business and residential customers of energy utilities nationwide with
“killer content” that educates, entertains and engages. Previously she served as Questline’s VP- Business
Strategy, Marketing and Creative Services. Under her leadership, Questline has grown its Content asset
collection to include videos, slideshows, infographics, quizzes and more, maintaining 4+/5.0 reader ratings
and above-market engagement metrics. Now she is excited to expand Questline’s reach through best-inclass Content that lifts program conversions and customer satisfaction with stellar customer experience.
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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 program to be eligible for continuing education
credits.

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 this conference and 0.3 CEUs for the workshop.

EVENT LOCATION
A room block has been reserved at The Curtis Hotel, 1405 Curtis Street, Denver, CO 80202, for the nights of September 26-27, 2017.
Room rates are US $239 plus applicable tax. Call 1-303-571-0300 for reservations and mention the EUCI event to get the group
rate. The cutoff date to receive the group rate is Septemer 5, 2017 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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Please make checks payable to: “PMA"

EVENT LOCATION
WWW.EUCI.COM
p: 303-770-8800
f: 303-741-0849

PLEASE REGISTER

A room block has been reserved at The Curtis Hotel, 1405
Curtis Street, Denver, CO 80202, for the nights of September
26-27, 2017. Room rates are US $239 plus applicable tax.
Call 1-303-571-0300 for reservations and mention the EUCI
event to get the group rate. The cutoff date to receive the
group rate is Septemer 5, 2017 but as there are a limited
number of rooms available at this rate, the room block may
close sooner. Please make your reservations early.

2017 OUTAGE COMMUNICATIONS
CONFERENCE AND WORKSHOP
SEPTEMBER 27-28, 2017: US $1795
Early bird on or before September 8, 2017: US $1595
2017 OUTAGE COMMUNICATIONS
CONFERENCE ONLY
SEPTEMBER 27-28, 2017: US $1395
Early bird on or before September 8, 2017: US $1195
PRE CONFERENCE WORKSHOP ONLY
SEPTEMBER 27-28, 2017: US $595
Early bird on or before September 8, 2017: US $495

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 August
25, 2017 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 course 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
offices
at 303-770-8800.
contactour
our
offices
at (201) 871-0474.
EUCI reserves the right to alter this program without prior notice.
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