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What is innovation? 

Wikipedia defines innovation as: 
 
“The development of new customers value 
through solutions that meet new 
needs….accomplished through more effective 
products, processes, services, technologies, or 
ideas….” 
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Why be innovative? 

#1 Trigger business growth 
 

#2 Create more efficient processes 
 

#3 Increase quality of service 
 
#4 Retain customers 
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Great idea… 
but how? 
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• Customer Billing & 
Payment 1 

• Customer 
Communications  2 

• Rates and Charges 3 

Innovation Suggestions 
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Customer Billing 

• Use lines, colors and 
headers to 
differentiate major 
sections 
 

• Historic 
consumption graph 
 

• Customer message 
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Customer Billing 

• Payment 
instructions 

• Website 
information 

• Address Changes 
• Description of 

charges 
• Important phone 

numbers 
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E-Billing & E-Statements 

• Decrease cost 
• Increase revenue 
• Customer satisfaction 
• Streamline processes 
• Integrate information 
• Gradual conversion 
• Opportunity to 

communicate with 
customer frequently 

8 



E-Payment 

• Cash management 
• Increase customer 

satisfaction 
• Delinquent account 

management 
• Pay-by-phone and auto-

draft options 
• Streamline late fee 

processing 
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Your customer wants to 
hear from you….. 
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And you should want to 
hear from them…. 

• Tool to help plan and manage 
challenges 

• Identify customer needs 
• Promote the value of water & 

wastewater service 
• Build support 
• Obtain financial resources for 

improvements 
• Improve customer perception 
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Customer communication 101 

• Be proactive! 
• Be frequent! 
• Be honest/transparent! 
• Tell your story. 
• Ask for feedback! 
• Take every opportunity to 

educate. 
• Engage community 

groups/HOAs/civic 
leaders/politicians. 

• Go to the customer! 
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Innovative methods 

• Social Media/Website 
• Text Message 
• News article 
• Community meeting or 

advisory group 
• Take every opportunity to 

educate – keep it simple! 
• Corporate citizenship 
• Timing is everything! 
• Outage communication is 

key. 
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Innovative rates and 
charges 

• Non-recurring charges 
• Who caused the charge? 
• Benefits ratepayers 
• Example: 

– New customer account 
charge 

– Reconnect charge (water) 
– Convenience fees/charges 
– After hours reconnect charge 

 
• Streamlined approval 

process 
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SC Experiences… 
• Palmetto Utilities, Inc. 
http://www.palmettoutilities.com/ 
 
• Kiawah Island Utility, Inc. 
http://www.kiawahislandutility.com/ 

 
• Utilities, Inc. 
http://www.uiwater.com/ 
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QUESTIONS? 
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