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Customer  
Satisfaction SurveyTwo of the biggest factors in 

how much of an increase 
you will see are weather and con-
sumption (how much natural gas, 
electricity, etc. you use). When tem-
peratures drop, your furnace works 
harder (and consumes more energy) 
to keep your home warm. As a result, 
your usage, and your utility bill, will 
go up. With increased usage, along 
with the cost of heating fuels already 
at record-breaking levels, we could be 
seeing very high bills this winter.

GUC encourages its customers to get 
ready for the winter season by making 
EnergyWise home improvements and 
taking energy conservation measures. 
By preparing now, you can help control 
your usage, and your heating costs. 
Here are some EnergyWise tips:

•	 If your home has a heat pump with 
auxiliary electric heat “strips,” don’t 
adjust the thermostat daily. Set it at 
the lowest comfortable setting (The 

Department of Energy recommends 
68 degrees), and don’t adjust the 
thermostat. Just set it, and forget it. 

•	 In the heating season, set your 
thermostat for 65-68 degrees. Every 
degree you lower the thermostat 
setting can save around 7% (per 
degree) of the operating costs.

•	 Check and clean or replace your cen-
tral heating system’s filter(s) once 
each month. Keeping clean filters 
in the system can save as much as 
20% of the operating costs, and will 
increase the life of the system.

•	 A central forced-air heating system 
operates more efficiently if you keep 
the pathway between the sup-
ply and return air vents open and 
unobstructed. Don't close off rooms 
you're not using, and don't close 
or block off registers. In a modern 
heating system, closing vents can 
damage the unit and increase costs.

•	 Most energy used for washing 
clothes is for heating water. Two 
ways to reduce the amount of 
energy used for washing clothes: 
Use less water and use cold water. 
Clothes will be just as clean as when 
using warm or hot water and you’ll 
save money by not heating water to 
wash clothes. 

•	 Weatherize your home. Caulking, 
sealing and weather-stripping 
around all of your windows, outside 
doors, or where plumbing, duct work 
and electrical wiring penetrate exte-
rior walls, floors or ceilings can add 
up to big savings on your heating bill.

•	 Check your ducts for air leakage. 
Look for joints that should be con-
nected but have been separated. 
Leaky duct work will increase your 
utility bill significantly.

Call Greenville Utilities at 551-1525 for 
further information. 

Neighbor to Neighbor Don’t leave neighbors out in the cold 
this winter. Join us in supporting those in need. Our Neighbor 
to Neighbor Assistance Program provides funds to help pay 
heating bills through voluntary donations by our generous 
customers. We provide matching funds up to $10,000 a year. 
The Pitt County Department of Social Services screens ap-
plicants, determines who qualifies and distributes the funds 
during the winter heating season, November through March. 

Arrange for your monthly tax deductible donation of $1, $2, 
$5, $10, $15, $20 (or more) to be added to your utility bill year 
round, or make a lump sum donation (check or cash). Checks 
should be made payable to Greenville Utilities, noting it is 
for the Neighbor to Neighbor Fund on the check. 

The program has continued to grow since it began in 2001. 
We anticipate providing over $100,000 in assistance by the 
end of the 2005-2006 heating season. If everyone gives a 
little, it will make a big difference! For further information 
about the Neighbor to Neighbor Program, call us at 752-7166.

Beat-the-Peak If you have an electric water heater, central 
air conditioning unit or heat pump, you can save up to $70 
a year by helping us “Beat-the-Peak.” By reducing “peaks” 
which occur when all of our customers use the greatest 
amount of electricity, we can hold down the cost of whole-
sale power we purchase.

The summer program gives you credit on your utility bill 
during July, August, September and October. Summer cred-
its can total $40 annually–$20 for the hot water heater 
control and $20 for the central air conditioning control. If 
you participate in Beat the Peak’s winter program, you will 
receive a credit on your utility bill during January, February 
and March. Winter credits total $30 annually–for electric 
furnace control or heat pump heat strip control. Add sum-
mer and winter credits and save up to $70 each year!

To qualify you must be a residential customer of GUC, have 
an electric water heater (30 gallons or greater), and/or a cen-
tral air conditioning unit or heat pump (1.5 tons or greater) 
and/or an electric furnace. If you live in an apartment or du-
plex, you are still eligible, but you must own the property or 
have the owner's permission. Call us at 551-1583 for more info.

Two Programs That Lend A Hand 

As a community-owned utility, 
our driving force is a commit-

ment to customer service.  For that 
reason, it’s important for us to ask cus-
tomers how we’re doing. We have con-
ducted surveys in 1988, 1991, 1995 and 
1998, and results have consistently 
been positive. Based on results of the 
surveys, we made changes to improve 
our customer service. To ensure GUC 
is currently meeting expectations, we 
contracted with ECU’s Regional Devel-
opment Services to conduct a study of 
customer satisfaction. 

To find what issues were most impor-
tant to our customers, we held seven 
focus groups with both residential and 
business customers. Sessions were 
videotaped, transcribed, and analyzed. 
For the most part, focus group partici-
pants spoke highly of GUC’s customer 
service/reliability, but there were some 
negative comments about our price/
value. Ideally, participants wanted a 
reduction in cost, without sacrificing 
service quality. 

To explore these issues further, we 
followed up with a telephone survey of 
774 randomly-selected customers. The 
survey results indicate GUC is doing a 
good job keeping customers satisfied. 
With one exception, both residential 
and business customers’ responses 
to the 23 core survey items averaged 
above (more favorable than) the neu-
tral midpoint on the rating scale. When 
directly asked whether they were 
satisfied with GUC, 82 percent of the 
residential participants responded fa-
vorably, with 10 percent providing neu-
tral responses, and 8 percent providing 
unfavorable responses. Meanwhile, 86 
percent of the business participants 
responded favorably, with 11 percent 

providing neutral responses, and 3 per-
cent providing unfavorable responses. 
Customers are most satisfied with 
our service/reliability, particularly our 
response during emergencies. They are 
least satisfied with price/value. 
 
The results of this study will be ana-
lyzed by GUC staff and used to build 
on our strengths, and guide improve-
ments in the future. We extend our 
deep appreciation to the customers 
who participated in this important 
project. 

Meter Reading Accuracy

Our recent survey indicated that some 
customers are concerned about the 
accuracy of our meter reading. We’re 
pleased to report that GUC’s Meter 
Technicians read over 1,304,275 meters 
last year, with an amazingly high ac-
curacy rate of 99.9987%. Each Meter 
Technician is graded on his/her accu-
racy and their record impacts their an-
nual evaluation. Your utility meters are 
tested and checked for accuracy prior 
to installation, and all GUC meters are 
on a regular maintenance/replace-
ment schedule.

Customers often ask if Greenville Utili-
ties estimates meter readings. Esti-

mating bills is not a common practice 
at GUC. In fact, it’s very rare. Meter 
Technicians drive or walk to each 
location and make every effort to read 
each and every meter. If, for some rea-
son (locked gate, vicious dog, service 
under water, etc.), they’re not able to 
read the meter, they enter a code indi-
cating why the meter couldn’t be read. 
Normally, they don’t give up after one 
try. They go back a second time. If the 
meter is still inaccessible, the Meter 
Technician turns the information over 
to the Billing Section. Billing then 
issues a re-read order, and our Meter 
Technicians try to read the meter a 
third time. Only after three unsuccess-
ful tries, does Billing estimate a meter 
reading. 

GUC has also been phasing in AMR 
(Automatic Meter Reading) technol-
ogy.  Our Meter Section has been 
using Itron AMR capable hand-held 
devices since last summer. Meters 
equipped with an Itron ERT (encoder, 
receiver, transmitter) module allow 
for a radio transmission reading to 
the hand-held device.  ERT modules 
fit electric, gas or water meters. They 
record consumption and tampering 
information from the meters and 
communicate the data via radio to the 
handhelds.  That data then generates 
the customer’s bill.

AMR offers many benefits for GUC 
and our customers. The focus of AMR 
is customer service. Customers with 
hard-to-read meters will no longer 
have to make special arrangements to 
have their meters read. With AMR, the 
Meter Technician can simply stand in 
front of the customer’s house, press 
a button and the data will be sent 
automatically to the handheld. 

To ensure we always meet your expectations, we 
search for the issues you find most important
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GUC is advising its customers to 
prepare for higher heating bills 

this winter. All forms of heating fuels – electric, 
natural gas, propane, oil, and kerosene have 
increased to record-breaking levels. Nation-
wide, consumers will be facing higher energy 
costs. Some estimates are as high as a 40-50% 
increase over last year’s costs.  

Why? Because energy prices (specifically natu-
ral gas) have been on the rise both nationally 
and internationally since last winter due to 
short supply and high demand of natural gas. 
And lately, the situation has been aggravated 
because of global market pressures, coupled 
with the effects of Hurricanes Katrina and Rita 
on Gulf Coast production and refinery facilities. 

Greenville Utilities is doing all it can to cushion 
the impact that rising fuel costs will have on 
customers; but there’s no way of avoiding it 
– our customers should expect their heating 
bills to be higher. 

For many months we’ve done our part to 
prepare for the inevitable by securing reliable 

delivery of natural gas at the best rates pos-
sible. And since 1992, the amount GUC pays 
for wholesale electric power has increased by 
more than 18%. But by absorbing the majority 
of these increases, we have saved our custom-
ers more than $50 million in potential cost 
increases. In FY 2005 alone, GUC absorbed 
$700,000 in wholesale increases.

It is important for our customers to know 
that GUC purchases natural gas and electric-
ity, and we do not set the wholesale prices of 
these purchased commodities. They are set by 
our suppliers, subject to the forces of supply 
and demand. As our wholesale costs go up, 
we change our retail pricing only enough to 
recover our increased costs.

To assist our customers in reducing energy us-
age, GUC has developed an EnergyWise commu-
nications program. EnergyWise includes public 
workshops, advertising, presentations, and other 
methods to offer energy information. There is 
also a special EnergyWise section on our new 
website www.guc.com. 

Prepare for Winter Energy Costs

Energy Services Supervisor Andy 
Yakim discusses energy saving 
strategies at a recent EnergyWise 
Workshop

“Connections” is our  
customer newsletter, which 

we publish periodically to 
keep you informed about 

issues, activities and  
services at GUC.

If you have suggestions for 
topics or questions you’d 

like to see answered, please 
call our Public Information 

Office at 551-1522 or write to 
Connections, P.O. Box 1847, 

Greenville, NC  27835.
www.guc.com 

We look forward to hearing 
from you!

We all need to prepare our-
selves for higher heating 

bills this winter. The costs of all forms 
of heating fuels – electric, natural 
gas, propane, oil, and kerosene – have 
increased to record-breaking levels. 
And, if we have a colder-than-normal 
winter, customers’ usage (and their 
bills) most likely will go up.

To help, we are offering EnergyWise 
Workshops throughout the commu-
nity this heating season. On December 
13, GUC representative were on hand 
at the Carver Library to assist custom-
ers in learning ways they could save 
on their energy bills this winter. 

Now it's your turn. Two more work-
shops will be held at the following 
locations and times to the right.

Call 551-1525 for more details or visit 
our special Energywise section on our 
website, www.guc.com.

* Meeting is neither sponsored by nor endorsed by Sheppard Memorial Library.

Tuesday, February 7 

ECU's Willis  

Building

300 East First Street

3:00 pm to 7:00 pm

Saturday, January 7 

Sheppard Memorial 

Library*

530 Evans Street

10:00 am to 12:00 pm

Prepare for Winter Energy Costs

Solutions


