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What You Don’t See

Before KUA began generating electricity 105 years ago, houses were lit with kerosene lamps and 
food was cooled in iceboxes. Now, in today’s fast-paced, technology-driven world, electricity 
energizes sleek stainless steel refrigerators, trendy art deco lighting fixtures, fancy espresso 
machines, revolutionary high-definition televisions and more.

Although electricity is invisible, its existence is essential, and it has become so ingrained into our 
culture and our everyday lives that people rarely ever think about how it gets there. What was once 
a luxury is now a bona-fide necessity.

Most people probably only think about electricity when the lights go out, and they realize they can’t 
see a thing. But what most people don’t realize is the effort it takes to consistently deliver this unseen 
commodity to our homes and businesses on a daily basis.

Some people may notice a power pole once in a while… but what they don’t see is the precise 
planning that goes into the placement of each and every power pole and the relationship  
between each pole and the utility’s vision – to be the right utility, providing the right services, at the 
right time.

Other people may notice a KUA sponsorship sign at a local community event… but what they 
don’t see is how that sponsorship helps to carry out the utility’s mission of providing reliable and 
economical services to our customers while partnering with the community and the environment.

Many people probably wouldn’t even recognize why these things are important. That’s why we are 
dedicating this year’s annual report to exposing the otherwise invisible aspects of electricity and the 
electricity business. These things are important because they benefit every member of the community 
in some way. Here’s a preview of what you’ll discover in this year’s annual report.

   • KUA began work to expand the popular community Wi-Fi system to include the entire 
Community Redevelopment Agency district in downtown Kissimmee.

   • On the expansion note, the utility also took several major steps to upgrade the electric system 
to keep up with the growth of the area.
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   • This year, KUA continued its outstanding level of service to the community and once again 
received the Community Service Award from the Florida Municipal Electric Association.

   • Customers benefited from KUA’s hard work this year after KUA instituted not one, but two  
rate decreases.

   • Finally, KUA had many reasons to celebrate employees in 2006, including one who was 
honored for 40 years of service.

We also find it fitting to mention the board of directors will bid a fond farewell to Domingo Toro in 
September 2007 after a distinguished 10 years of service. He made history as the first Hispanic to 
serve on the board and his contributions have been nothing short of brilliant.

2006 was an extremely successful year for KUA. As a utility, we are at the top of our game 
successfully managing customer growth, maintaining financial strength, improving operations 
and providing value to the community. We hope you’ll grab your favorite latte, read on and be 
enlightened!

Sincerely,

James C. Welsh    Nancy F. Gemskie
President and General Manager  Chairman of the Board

Left to right, standing: Domingo Toro, vice chairman, Bill Hart, secretary; Fred Cumbie, assistant secretary; 
Linda Goodwin-Nichols, mayor of Kissimmee; Jim Kasper, director; seated: Jim Welsh, president and 
general manager; Nancy Gemskie, chairman; Grant Lacerte, vice president and legal counsel.



Invisible Energy – Visible Results
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KUA has a reputation for energizing the community. Not just with the invisible product that lights up 
the night, but also with the energy you can see as employees buzz around the community donating 
time, talent and treasure to those in need.

In 2006, KUA financially supported more than 200 community projects and activities, including the 
“Flee to be Free” child abduction awareness program, child immunization programs, holiday gift 
drives and free swimming lessons for families unable to afford them.

In addition to making financial donations, the utility also believes pouring sweat equity into the 
community will make Osceola  County a better place to live. That is why KUA employees donate 
thousands of hours of their own time to worthy community projects every year.

Other ways KUA gave back to the community in 2006 included giving away trees to educate 
consumers about the importance of proper tree planting and pruning; matching the Good Neighbor 
Energy Fund donations at a rate of two-to-one to provide extra help during the cold winter months; 
and educating students in Osceola County about energy conservation and electrical safety by 
conducting an annual calendar art contest.

KUA.net, the telecommunications division of KUA, did its part for the community this year by 
partnering with the School District of Osceola County to provide free laptops and Internet 
connectivity to homebound students. The Internet service provider also provided Internet connectivity 
to facilitate communication between electronic voter identification systems and the elections offices 
in Columbia, Flagler, Osceola, Pasco, Manatee and Marion counties.

The Florida Municipal Electric Association (FMEA) recognized the utility’s efforts by honoring  
KUA with its coveted 2006 Community Service Award. The award is presented annually to utilities 
whose achievement or sustained performance shows a commitment to enhance the quality of  
life in a community through social, cultural, educational, environmental and economic programs  
and by providing opportunities for employee involvement.

At KUA, all of this is second nature, because partnering with the community is a core value of our 
organization and part of our mission statement. We’re proud of how we use a product, like invisible 
energy, to deliver such visible results to our community.



Envisioning Success
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The free Wireless Fidelity (Wi-Fi) network KUA.net launched in downtown Kissimmee during 2005 
was a huge success. More than a thousand users per month accessed the network using their laptop 
computers or personal digital assistants (PDA).

In 2006, KUA took the Wi-Fi network to a new level. Partnering with the City of Kissimmee and the 
Toho Water Authority, KUA.net launched a new Wi-Fi mesh network that not only allows for free 
public Internet access, but also allows private access for municipal purposes.

The six-month, $360,000 pilot project will double the size of the network to cover the entire 
Community Redevelopment Agency district, as well as the Kissimmee Gateway Airport by the first 
quarter of 2007.

The Wi-Fi network is another example of a less noticeable benefit provided to the community 
by KUA. While the network itself is virtually unseen, its existence is plainly evident. From the 
businessman in the coffee shop connecting to the office or shopping online to the woman pampering 
herself at the beauty salon while paying a few bills online or communicating with friends via email 
– the community Wi-Fi is clearly well-utilized.

In addition, public safety and utilities workers will use the secure Wi-Fi connection for laptops, video 
cameras, meter reading and vehicle tracking. From police headquarters, or from their in-car laptops, 
Kissimmee police officers will be able to monitor intersections and some neighborhoods with 
cameras that are part of the system.

KUA.net purchased and installed the network and the plans for system expansion will utilize revenue 
earned from premium features like faster connection speeds.

The goal is to expand the network until KUA’s service territory is completely “covered,” eventually 
providing the luxury of Internet access to everyone in our community.

While adding perks like convenience and flexibility to the lives of the people living, working and 
playing in Kissimmee, the Wi-Fi network also works to attract information-hungry visitors to the 
area. It positions Kissimmee as an innovative, information-friendly city – a trend that is on the rise 
throughout the country as a means of boosting economic development. We’re proud to say KUA is 
at the forefront of that movement, making our community an even better place. 



More than Meets the Eye
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There’s more to the 2006 Florida Lineman’s Rodeo than meets the eye. What at first glance looks 
like a group of men having fun climbing power poles and rescuing dummies is really a group of 
experienced lineworkers demonstrating the safety, skill and education of electric linemen.

This year KUA hosted the rodeo and even constructed a competition field for the event. The field 
was put to good use as spectators watched twenty-four teams from more than a dozen Florida 
electric utilities showcase their pride in the statewide competition.

The rodeo featured two levels of competition: journeyman and apprentice. The journeyman 
competition consisted of six timed events: hurtman rescue, lamp and photocell replacement and 
four mystery events that weren’t revealed to participants until the day before the competition. The 
apprentice competition also included six timed events.

The competition began with a special flag raising ceremony followed by a spectacular military 
aircraft flyover. It also included live music, concessions and activities for the kids, as well as training 
workshops and a vendor expo for the linemen.

KUA’s journeyman competitors included: Aaron Haderle, Logan Murphy, David Wolfe, Eddie  
Gluc, Jeff Powell, Paul Therriault, Mike Fulmore, Gary Guinan and Luis Santiago. KUA’s apprentice 
competitors were Dustin Kelley and Chris Ketner. Collectively the crews secured 10 trophies and the 
state’s fifth best ranking at the competition. KUA was the second most honored utility in the rodeo.

Once they finished the local competition, KUA lineworkers headed west to Sacramento, Calif. 
for the sixth annual Public Power Lineworkers’ Rodeo where 56 teams and 69 apprentices from 
throughout the United States competed. KUA’s journeyman team scored 496 points out of 500 
possible points. KUA’s journeyman team included Mike Fulmore, Gary Guinan and Luis Santiago, 
with Alberto Mercado serving as alternate. Dustin Kelley, Chris Ketner and David Wolfe competed 
in the apprentice competition.

The advantages of KUA crews participating in lineman rodeos are many. The rodeos offer 
simulations of the challenges faced by utility linemen as they work to keep electricity flowing to 
customers and allow the linemen to test their knowledge and skills in a fun, competitive environment. 
The end result is an eye-opener to the untrained eye – extra motivation and excitement for the 
lineworkers and better service to our customers.



KUA Sheds Light on Unseen Dangers
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Most parents know the Internet can be a valuable resource for their children. Experts say 45 percent 
of children in the United States turn to the Internet to research school reports, communicate with 
teachers and friends and play games.

But what some parents might not know is that children can encounter dangerous situations on the 
Web – from viewing inappropriate materials to being asked for face-to-face meetings with strangers. 
In fact, a recent year-long study by the University  of New Hampshire showed that one in five young 
people using the Internet received an online sexual solicitation. In an alarming 15 percent of those 
cases, the solicitor attempted to meet the child in person.

That is why KUA.net launched a free program designed to shed some light on the subject and equip 
children with the skills they need to safely navigate the Internet.

Through skits, music and storytelling, the 60-minute safety presentation addresses topics involving 
the safe use of the Internet, email, instant messaging and chatrooms. The program also provides 
important information on the use of passwords and the protection of personal information.

KUA.net hosted the inaugural performance of the program at Holy Redeemer Catholic School  
in Kissimmee.

In addition, KUA.net partnered with Radio Disney on a series of 30-minute talk shows to share the 
message with an even larger audience. The interviews were part of the weekly Kids’ Concerns Show 
that airs in Central Florida on Saturdays at 9 a.m. on WDYZ AM 990. Radio Disney kidcasters K.T. 
and Gabe interviewed KUA Internet experts Jef Gray, vice president of information technology, and 
Jason Borders, internet systems coordinator.

As an Internet provider in our community since 1998, KUA.net takes seriously its responsibility to 
bring to light both the benefits and dangers of the Internet. Without educational programs like these, 
parents might never realize the potential dangers their children face while online.

As community members, we must work together to ensure all children and their parents learn the 
basic principles of online safety. The staff at KUA.net is proud to step out and take the lead in 
safeguarding the children of our community.



It Takes Vision
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When KUA began providing electricity to Kissimmee 105 years ago, it utilized one 15-kilowatt 
generator -- enough to power 150 100-watt light bulbs or 12 personal hairdryers. Now, thanks to 
the vision of Walt Disney and others, KUA has grown to be Florida’s sixth largest community-owned 
utility, generating 305 megawatts of power. The utility currently owns and operates the Roy E. 
Hansel Generating Station and the Cane Island Power Park and has ownership interests in several 
other power plants.

Kissimmee’s first major population boom came in the 1970’s after the opening of Walt Disney 
World, but the growth hasn’t stopped. In fact, electric consumption has increased 49 percent in  
the last 10 years. In order to ensure its customers will always have an adequate supply of  
electricity, KUA employees must act as visionaries and continue to grow the utility’s assets and 
generating interests.

During 2006, the utility took several steps in this direction, including the commencement of 
construction on an $18 million electric substation along the Pleasant Hill Road corridor, an area 
that has experienced system load growth of 28 percent in recent years. The project will consist of a 
69/13.2kV substation and two 69kV overhead power line circuits, totaling 5.5 miles in length, and 
will provide the needed electric reliability to meet the increasing demand for electricity in that area.

KUA also celebrated the groundbreaking of a new $257.4 million power plant facility in St. Lucie 
County, Fla. The Treasure Coast Energy Center, scheduled to begin operation in 2008, will be 
owned by the Florida Municipal Power Agency (FMPA) and operated under contract by Fort Pierce 
Utilities Authority. It will provide KUA and other utilities with an additional energy source to help 
meet the state’s rising energy demands.

Additionally in 2006, KUA and 14 other municipalities worked together through FMPA to build a 
$30 million, high-efficiency electric generating unit in Key West. Keys Energy Services operates the 
47-megawatt low sulfur oil-fired combustion turbine, which provides KUA with yet another reliable 
and low-cost source of electrical power.

Although the power lines, substations and power generating facilities are the most visible part of 
KUA’s business, it’s really the vision behind those facilities that demonstrates KUA’s commitment, 
desire and ambition to be the right utility, providing the right services, at the right time.



What You See is What You Get
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The electric bill is probably the part of KUA customers are most familiar with. When they receive the 
bill, they know exactly where to look to find out how much electricity they used in the past month 
and how much it is going to cost them. 

Thankfully, in 2006, customers were able to see a little bit less of their utility bill as KUA reduced its 
rates two times – once in August and once in September.

Decreases in the market price of natural gas made it possible to lower the monthly bill of a typical 
residential customer using 1,000 kilowatt-hours (kWh) of electricity from $114.61 to $111.33, or 
2.9 percent in August.

The decrease was particularly helpful to customers because July was one of the hottest months  
on record, and consumption of electricity was near record levels in Kissimmee and throughout the 
nation. Customers no doubt appreciated the savings in their August bills, which reflected  
July consumption.

Lower fuel costs made it possible once again for KUA to slash rates by 3.6 percent in September, 
saving the typical residential customer about $4 a month. At that point, KUA’s rate per 1,000 
kWh was $107.32, and the total rate decrease for the year was 6.4 percent or $7.29 per 1,000 
kWh of electricity. The cumulative total of the two rate decreases in 2006 saved utility customers a 
whopping $1 million – a treasure for sure.

As a member of the Florida Municipal Power Agency, a nonprofit organization that supplies 
wholesale power to 15 municipal electric utilities in Florida, KUA is subject to fluctuations in the 
wholesale energy market. These costs are adjusted and billed on a monthly basis. 

In a statewide comparison of residential electric rates in September, only nine municipalities had 
rates lower than KUA’s $107.32 per 1,000 kWh. Blountstown residents were paying the least at 
$75.28, and Fort Meade customers were paying the most at $140.86.

KUA is pleased to have been able to offer customers two rate decreases in 2006. The economic 
impact of customers having an additional $1 million to spend is a benefit the entire community can 
and will see. 



See and Be Seen
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Hurricane Wilma cut a wide swath across south Florida on Oct. 24, leaving more than six million 
people without electric service. Luckily, the storm did minimal damage to KUA’s service territory, 
where high winds knocked out power to approximately 4,756 or eight percent of the utility’s 
62,000 electric customers.

After quickly and safely restoring electricity to KUA’s customers, KUA crews could be seen doing 
what they do best as they traveled all over south Florida assisting other utilities as part of the mutual-
aid agreement KUA holds with power companies throughout the state.

First, KUA sent 10 crews, six vehicles and several thousand pounds of supplies to Fort Pierce Utilities 
Authority. The hurricane left 94 percent of their 25,000 residents without electric service. Once 
finished in Fort Pierce, the crews headed to nearby Port St. Lucie to assist Florida Power & Light 
Company with its restoration. After a few days there, KUA crews then traveled to Ft. Lauderdale with 
another several thousand pounds of supplies.

When all was said and done, it took nearly 19,000 line workers from 33 states and Canada to 
complete the restoration in south Florida. KUA crews spent a total of 12 days on the road.

Back in Kissimmee, KUA continued its efforts to better prepare the community for hurricanes by 
launching a series of well-attended neighborhood meetings to inform the public about disaster 
preparedness and emergency response.

Prior to hurricane season, KUA had done its part to prepare for the season by conducting its annual 
full-scale mock disaster exercise. The four-hour drill included pre- and post-hurricane scenarios as 
well as a series of exercises to gauge how effectively the utility would respond to a pandemic or 
other major health threat. Additionally, KUA updated, prepared and distributed its annual hurricane 
guide in English and in Spanish, in print and on the Web.

As an added measure of excellence this year, KUA partnered with Microsoft’s MSN Alerts to 
provide important news, conservation and safety tips and power restoration updates to interested 
subscribers. The new service raises KUA’s visibility in the community as it delivers valuable 
information to our customers anytime, anywhere; and it compliments the high profile of our 
dedicated lineworkers who can always be seen working to restore the power.



Now You See Them, Now You Don’t
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One of Central  Florida’s best places to work got even better this year with the launch of a work-from-
home pilot program. Now, you might not see all of KUA’s employees working at the office, but that 
certainly doesn’t mean they’re not working!

Commuting is as much a part of the American culture as working itself. However, in recent years the 
workforce has been challenging the thought that people have to physically change location in order 
to accomplish their jobs.

At KUA, advanced technology, including computers, automation software and IP phones, allows 
employees full access to the utility from home, and managers can use the same technology to monitor 
and guide these employees remotely.

The dozen KUA customer service and information technology employees who are now working from 
home join the more than 14 million Americans who work from home at least part-time, and experts say 
the trend is anticipated to grow at a rate of approximately 20 – 30 percent per year.

The work from home program benefits KUA by allowing the utility to respond more quickly to peaks in 
customer service requests. When customer phone traffic picks up, KUA customer service managers can 
instantly route calls to employees at home, rather than waiting for them to drive to work.

Enabling employees to work from home is known for providing many intangible benefits, including:
•  Improving employee work-life balance 
•  Boosting employee effectiveness 
•  Attracting and retaining top-quality employees 
•  Expanding employer’s potential labor pool 
•  Strengthening an employer’s continuity of operations plan 

This pilot project has other benefits as well, including moving people off the roads and back into their 
homes where they can ably carry out their responsibilities for customers. At the same time, work-from-
home employees are reducing traffic congestion and able to spend more time with their families.

In 2006, KUA was named one of Central Florida’s “Best Places to Work” by the Orlando Business 
Journal for its team effectiveness, work engagement and people practices. The work-from-home pilot 
program is just one more example of why KUA made this high-profile list. 



Employees See Their Names in Lights
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Back when bread cost 22 cents a loaf and gas went for 30 cents a gallon, Ed Carter began work as 
a lineman apprentice at the electric utility in Kissimmee. That was Sept. 12, 1966. This year, Carter 
celebrated his 40-year anniversary with the utility.

Carter, who now serves as the utility distribution construction superintendent, earned a meager 
$1.60 per hour when he started in 1966. In his four decades of service, Carter has worked 
approximately 10,000 shifts and has seen the electric system grow from 5,000 customers in 1966 
to more than 62,000 today. Back then, the utility had two line crews, a service crew, a tree-trimming 
crew and one hydraulic bucket truck.

Carter was named employee of the quarter in October 1985 and employee of the month in both 
March 1997 and December 2000. In addition, he was selected as KUA’s 1997 employee of the 
year. In honor of his 40 years of service, Carter’s fellow co-workers and KUA’s board of directors 
paid tribute to him with a gift and an anniversary reception.

While Carter possesses more years of service than any other employee, KUA also celebrated the 
tenure of several of his co-workers in 2006. Terry Luke, lineman first class, and Virgil Minshew, line 
crew supervisor, both hit their 25-year milestones.

In addition to recognizing employees for their length of service, the utility also paid tribute to 10-year 
veteran Ray Eady by naming him KUA’s 2006 employee of the year. Eady, a tradesworker, was 
chosen from the year’s 12 employees of the month for his outstanding commitment to service. His 
daily contributions exemplify the characteristics of leadership, personal integrity and a strong work 
ethic.

But, those qualities are not held by Eady alone. He shares them with many of his colleagues. 
That’s why the utility takes the time every year to celebrate them with visible rewards for the unseen 
qualities they possess that help make KUA successful.

In fact, KUA’s efforts to recognize employees and foster an employee-friendly work environment were 
recognized for the ninth consecutive year by the Orlando Sentinel as KUA was once again named a 
“Top 100 Company for Working Families.”



Invisible Employee Works 24/7 for Customers
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Even the best employees need an extra hand every now and then. That’s why KUA utilizes an 
interactive voice response (IVR) system to help handle customer requests.

Since its launch in June 2005, the system has discreetly worked alongside KUA employees, 
processing more than 15,500 customer bill payments by telephone, totaling $3 million. Although 
they don’t actually see it, KUA customers enjoy the benefits of the system’s efficiencies as they fully 
embrace the more flexible, efficient method of paying their monthly utility bill.

Equipped with voice recognition, the system allows customers to either speak their responses or use 
a touch-tone phone keypad for data entry. The system makes customer account information instantly 
and easily accessible -- 24 hours a day, 7 days a week. Customers can check account balances, 
update account information and pay their bills.

The IVR payment module is easy to use. After calling KUA at whatever time is most convenient, the 
customer simply enters their utility account number and follows the recorded menu prompts.

It is through providing innovative services, such as the IVR system, that KUA continues to earn high 
marks in satisfaction from its customers. In 2006, KUA customers rated their overall satisfaction with 
KUA 7.10 out of 10 -- a favorable number considering overall customer satisfaction among utilities 
nationwide has declined since 2005 because of rising fuel costs and higher energy bills.

Customers expressed a great deal of trust and confidence in KUA, seeing it as a well-run, service-
oriented utility that values their business. And even though electricity prices are higher than in the 
past, they feel good about the value and service the utility provides.

Customers gave particularly high ratings to the courtesy and knowledge of the utility’s customer 
service representatives. They also praised the commitment of KUA employees to ethical business 
practices and the utility’s ongoing involvement in the community.

This feedback is evidence that KUA is achieving its ultimate goal of providing reliable and 
economical services to our customers while partnering with the community and the environment. 
While KUA employees appreciate positive feedback, they don’t dwell on it for long. In fact, they are 
already putting the finishing touches on plans to produce visible results in 2007.



KUA at a Glance

About KUA
Kissimmee Utility Authority is Florida’s sixth largest municipally-owned utility providing electric and 
telecommunications services to 63,000 customers in Central Florida. KUA owns and operates the 
Roy E. Hansel Generating Station and the Cane Island Power Park and has ownership interests in 
other generating stations, including coal, natural gas and nuclear sources.

KUA holds responsibility for customer service, meter reading and billing services for Toho Water 
Authority, under a management contract. KUA also provides billing for refuse and storm water 
services for the City of Kissimmee.

Mission Statement
To provide reliable and economical services to our customers while partnering with the community 
and the environment.

Our Vision
To be the right utility, providing the right services, at the right time.

Kissimmee
Population: 59,364 (2005)
Geography: 17.3 square miles
Location: 28°18’14”, 81°24’46”
Incorporated: 1883

Osceola County
Population: 231,578 (2005)
Geography: 1,506 square miles
Incorporated: 1887

Source: U.S. Census Bureau
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Operating Highlights 2006 2005 %  Change

Total Operating Revenues $161,618,197 $154,652,395 4.5%

Total Operating Expenses $152,176,675 $149,051,684 2.1%

Other ($7,216,112) ($5,078,683) 42.1%

Net Assets - End of Year $138,596,976 $136,371,566 1.6%

Debt Service Coverage 1.51 1.72 -12.2%

System Highlights 2006 2005

Customers (12 month average) 60,171 57,425

Electricity Sales (megawatt hours) 1,359,200 1,318,801

Peak Demand (megawatts) 317 319

Change in Net Assets $2,225,410 $522,028

Employees 304.5 307

Sales of Electricity

Other Revenue

Other Sources

Interest & Dividends

Net Costs Recoverable

Fuel & Purchased Power

Debt Related Expense

Non-Capital Uses & Funds

Other Operating Expense

Capital Outlay

O&M Expense

12%
49%

8%
10%

12%

7%

14%

Where the Money Comes From Where the Money Goes

67%

14%

13%

4%
2%

Kissimmee
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