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The environment at KUA during fiscal year 2007 can only be described in one way – dynamic. The 

energy and enthusiasm of our employees was contagious as everyone did their part to keep up 

with the demands rapid growth is placing on the utility. It is well known that Osceola County is the 

fastest growing area in Central Florida. 

During 2007, the utility’s 106th anniversary, KUA served more than 63,000 customers, an increase 

of approximately 2.7 percent over the previous year. KUA employees managed this growth with a 

$237.6 million budget, which included $18 million for construction and capital expenditures. 

The number of customers wasn’t the only thing changing at KUA this year. Our board of directors 

said goodbye to longtime member Domingo Toro. Toro, the first Hispanic to serve on the board, 

completed his second and final term on Sept. 30, 2007. To honor his 10 years of service, the board 

designated the planned substation on Neptune Road as the Domingo Toro Substation. 

KUA filled the vacated board seat left by Toro with Reginald Hardee, an information technology 

district manager for the state of Florida. Hardee is the first African American to serve on the board. 

He attended the University of Florida and is a 10-year resident of Osceola County. Welcome aboard, 

Reginald!

Although many things changed, one thing did stay the same – the man at the helm of KUA’s 

management. President and General Manager Jim Welsh celebrated a quarter-century with the utility 

in December 2007. He arrived in Kissimmee in 1982 when the utility had 85 employees and 18,000 

customers. Today, with 300 employees and 63,000 customers, KUA has grown into the state’s sixth 

largest municipal electric utility.

Along with the growth of customers, comes an increase in need. This year KUA raised more than 

$38,000 for its Good Neighbor Energy Fund, which provides assistance to families who need help 

paying their power bills. Since 1991, KUA and its customers have raised more than $500,000 and 

helped thousands of families in need. 

There were many more noteworthy events during 2007, so to tell the story, KUA annual report 

editors sat down with key KUA employees to get the scoop and find out how the area’s rapid growth 

has impacted their departments. Read on and enjoy!

Sincerely,

That’s the Way it Grows 

K U A  B O A R D

O F  D I R E C T O R S

(left to right, standing) Jim Swan, mayor of Kissimmee; Reginald Hardee, director; 

Fred Cumbie, vice chairman; Jim Welsh, president and general manager;  

Jim Kasper, assistant secretary; Grant Lacerte, vice president and general counsel; 

Bill Hart, chairman; (seated) Nancy Gemskie, secretary.

James C. Welsh

President and General Manager

William C. Hart

Chairman of the Board
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C I N D Y  H E R R E R A
D e p u t y  H u m a n  R e s o u r c e s  D i r e c t o r

Deputy Human Resources 

Director Cindy Herrera reveals 

several awards that prove rapid 

growth can’t stop KUA and 

its employees from excelling 

and winning recognition for 

operational superiority. 

Growing in Excellence
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KUA: The Florida Municipal Electric Association bestowed the Community 

Service award on KUA again this year. How do KUA’s efforts on this front  

make a difference?

CH: Addressing community needs is part of our mission statement. For this award, 

the FMEA is looking for utilities whose performances show commitment to enhancing 

the quality of life in their communities. In the past year, KUA has financially supported 

more than 250 community projects and activities. Some of the most notable projects 

include the “Flee to be Free” child abduction awareness program, voter registration 

drives, child immunization programs and holiday gift drives.

KUA: FMEA also recognized KUA with its Safety Award for safe operating 

practices this year. Why is that important?

CH: We’re really proud of KUA employees and their continued commitment to 

workplace safety, because when employees have positive attitudes toward safety, it 

benefits themselves, their families and our customers. For this award, FMEA ranked 

utilities by the most incident-free records. KUA received third place in the category for 

utilities with 500,000-749,000 worker-hours of exposure. 

KUA: KUA also received an award from the Florida Department of Education. 

Why does KUA focus so much effort in this area?

CH: The Florida Department of Education honored KUA with its Commissioner’s 

Business Recognition Award, which recognizes the many things KUA has done to help 

the local school district improve academic performance. We focus so much energy in 

this area, because students are the future of our workforce and the community.

KUA: KUA’s employees have really stepped up to the plate during these years of 

growth. How does Neil Beville, KUA’s 2007 employee of the year, fit into that? 

CH: All of KUA’s employees are phenomenal. But Neil Beville, our lead fleet mechanic, 

did stand out among the best. Neil has worked for KUA for 18 years and has an 

outstanding commitment to service. He always goes the extra mile and does whatever 

it takes to keep the utility’s fleet on the road. Neil understands how his role at KUA 

positively impacts our customers.

KUA: Larry Mattern was promoted this year. How has he grown with the utility 

and how does he fit into the future? 

CH: Larry has been with KUA for more than 17 years and was recently promoted 

to vice president of power supply. Larry will now manage our generation and 

transmission planning and will provide oversight for power plant operation, 

construction of new facilities, energy contract negotiations and fuel supply 

evaluations. He’s a shining example of how KUA’s employees grow with the business.

KUA: Microsoft recognized KUA’s Rob Morris. How does he help meet the 

challenges of growth? 

CH: Microsoft Corp. named Rob a Microsoft Most Valuable Professional for 2008. This 

is the fifth consecutive year he has earned this designation. The Microsoft MVP Award 

recognizes exceptional technical leaders who voluntarily share their expertise with 

others. He is truly one of technology’s best and brightest. 

Growing in Excellence
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“ . . . w h e n  e m p l o y e e s  h a v e  p o s i t i v e 

a t t i t u d e s  t o w a r d  s a f e t y ,  i t  b e n e f i t s 

t h e m s e l v e s ,  t h e i r  f a m i l i e s  a n d  o u r 

c u s t o m e r s . ”



R O N N I E  H A R D E E
L i n e m a n  F i r s t  C l a s s

Lineman Ronnie Hardee 

talks about how KUA 

lineworkers manage to keep 

up with the challenges of 

their positions and still make 

time for professional skill 

development.

Cultivating Skills
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KUA: KUA lineworkers compete each year in numerous competitions. Why does 

the utility do this? What’s the value?

RH: The advantages of KUA crews participating in lineworker competitions are many. 

The competitions, or rodeos, offer simulations of the challenges faced by utility linemen 

as they work to keep electricity flowing to customers and allow them to test and affirm 

their skills in a fun, competitive environment. In the end, lineworkers come back with a 

little extra enthusiasm, which translates into better service to our customers.

KUA: How does a lineworker competition work?

RH: There are two levels of competition within the rodeo: journeyman and apprentice. 

The journeyman teams consist of three members – two climbers and a ground person. 

A qualified journeyman has more than four years experience within the electric utility 

trade. An apprentice lineworker has four or fewer years experience and competes as  

an individual.

KUA: What kinds of events do they compete in?

RH: The journeyman team competition consists of six timed events: lamp and photocell 

replacement, hurtman rescue, 15kV switch replacement, insulator changeout and two 

mystery events. The apprentice competition also features six timed events, including 

lamp and photocell replacement, hurtman rescue, cross arm brace change, 3 phase 

wire and two mystery events. 

KUA: Who competed for KUA?

RH: KUA’s journeyman competitors included Eddie Gluc, Alberto Mercado, Luis 

Santiago, Jerry Barton, Jon Latiolais, Mike Taylor, Jamie Boswell, Mike Fulmore and 

Aaron Haderle. Apprentices included Rich Perez, David Wolfe and Jason Wright.

KUA: How did we do?

RH: Overall, KUA lineworkers brought home high marks and four trophies. The three 

journeyman teams scored 496, 494 and 490 points respectively out of 500 possible 

points. Apprentice, Jason Wright, took third place in the mutual aid event and the 

meter register skills event. He was ranked fifth as an apprentice overall. In the 

journeyman competition, KUA’s Aaron Haderle took third place on the team for the 

mutual aid event. 

KUA: You said this is a statewide competition – what other teams competed?

RH: Twenty-one teams and 25 apprentices from municipal utilities competed, 

including teams from Alachua, Bartow, Jacksonville Beach, Fort Pierce, Gainesville, 

Key West, Lakeland, Ocala, Orlando and Tallahassee.

KUA: How has the explosive growth of the Kissimmee area affected your job?

RH: The growth of the area means there’s a lot of work to be done. We are very busy 

with the general maintenance of our equipment, along with troubleshooting problems 

and managing new construction. The Kissimmee area has more than quadrupled in 

size in my 17 years at the utility. 

Cultivating Skills

“ W e  a r e  v e r y  b u s y  w i t h  t h e  g e n e r a l 

m a i n t e n a n c e  o f  o u r  e q u i p m e n t ,  a l o n g 

w i t h  t r o u b l e s h o o t i n g  p r o b l e m s  a n d 

m a n a g i n g  n e w  c o n s t r u c t i o n . ”
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C I N D Y  B R YA N
S e n i o r  B u y e r

Senior Buyer Cindy Bryan 

discloses how she makes 

smart purchasing decisions 

to help KUA keep a keen 

eye on the bottom line while 

managing growth.

Accruing Smart Assets
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KUA: How has the utility’s growth over the past several years impacted  

your job?

CB: It keeps me busy. As farm fields turn into new subdivisions, we must purchase 

the equipment to bring power to the homes that will be built there – from the 

transformers to the poles to the wires and even the equipment that goes on the 

outside of the house. The same is true for new shopping centers and commercial 

developments. Growth in our customer base also means we’re building new power 

plants and substations, so we’re purchasing all of the equipment to keep those 

projects moving along. We’re talking millions and millions of dollars.

KUA: How does the job you do for KUA impact customers?

CB: It’s my job to make the most cost-effective purchasing decisions for KUA. I 

research each and every buy to ensure the best price for the same quality product. 

Smart purchasing decisions help us keep operating costs down, which helps us keep 

rates low for customers.

KUA: What were the major purchases for 2007?

CB: The most significant purchases were the materials and transmission lines for 

the new Pleasant Hill substation. Again, we’re talking millions of dollars. The total 

investment for the project is around $18 million.

KUA: We understand KUA took delivery of a new crane this year. How will this 

help the company? 

CB: The new crane is the tallest aerial device in our 140-vehicle fleet. It’s called a 

hydraulic telescopic crane, and utility crews will use it for construction and repair of 

utility poles and lines. The crane has a working height of 168 feet, which is equivalent 

to a 17-story building, and it has a lifting capacity of 38 tons. The crane cost about 

$273,000. The great thing about this purchase is that the investment will pay for itself 

within five years in reduced crane rental costs.

KUA: We understand 2007 was the year of the rate cut. How is the utility able to 

cut rates when the number of customers keeps growing?

CB: KUA cut electric rates in five consecutive months during 2007. The final cut 

came in December and was a 2.8 percent reduction. That brought the total amount 

we reduced rates in 2007 to 17.5 percent or $20.11 per 1,000 kilowatt-hours of 

electricity. Overall, these rate decreases amount to more than $2.6 million in savings 

for utility customers. We were able to make those cuts because the cost of the fuel 

we use to generate electricity has been decreasing in price. It’s a win-win for all of us.

KUA: How does that impact a typical homeowner’s bill?

CB: That means the typical homeowner’s bill will drop from $114.61 monthly to 

$94.50, based on residential consumption of 1,000 kilowatt-hours. 

 

Accruing Smart Assets

“ S m a r t  p u r c h a s i n g  d e c i s i o n s  h e l p  u s 

k e e p  o p e r a t i n g  c o s t s  d o w n ,  w h i c h  h e l p s 

u s  k e e p  r a t e s  l o w  f o r  c u s t o m e r s . ”
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D A V E  A V I L E S
P o w e r  P l a n t  O p e r a t o r / M e c h a n i c

Power Plant Operator/

Mechanic Dave Aviles 

enlightens us on how 

KUA plans to continue to 

generate enough power for 

the community and more.

Powering up to Success
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KUA: How does KUA plan to meet the community’s need for electricity in  

the future?

DA: KUA and the Florida Municipal Power Agency are expanding the Cane Island 

Power Park by adding a high-efficiency, natural gas-fueled generator. The generator 

will be called Cane Island Unit 4 and will produce 300 megawatts of electricity. 

That’s enough electricity to serve about 60,000 homes. The new generator will have 

advanced environmental control technologies and will be one of the cleanest, most 

efficient plants in Florida. The new generator will be owned by FMPA and operated  

by KUA.

KUA: How much will the expansion cost and what is the timeline  

for construction?

DA: The expansion is estimated to cost approximately $450 million. Licensing  

will begin in 2008, construction will begin in 2009, and the unit will be in operation  

by 2011. 

KUA: Besides added electrical power, does this expansion provide any benefits 

to the community?

DA: Yes. Construction will create up to 300 jobs, and the spending created by the 

project will benefit our local economy.

KUA: Out with the old, in with the new. What is the significance of KUA handing 

over the keys and property deed for its Roy E. Hansel diesel power plant to the 

city of Kissimmee?

DA: The diesel generators at the Roy E. Hansel power plant were decommissioned in 

September 2005, after 104 years of continuous service. The KUA board of directors 

authorized the decommissioning in early 2005, because the units were no longer 

economical to operate. The vacated buildings and lakefront property, which is 

about four acres, will be included in the city’s redevelopment plans for downtown 

Kissimmee. We thought handing over the property was the right thing to do for the 

community.

KUA: We understand KUA set an all-time high for power consumption this year – 

three days in a row. Is this a sign of growth?

DA: Yes. The addition of new customers and an outside temperature of 97 degrees on 

Aug. 17, 2007, caused KUA to set three consecutive records for electricity demand. 

We hit an instantaneous peak demand of 338.8 megawatts at 4:38 p.m. that day.

KUA: And the Cane Island Power Park Unit 3 hit its own record on Jan. 26, 2007? 

DA: Yes. On that particular day, the unit hit a record generation output of 273.4 

megawatts. The previous record was 272.6 megawatts set in December 2004.

KUA: Speaking of generating units, KUA honored Ben Sharma by dedicating a 

unit to him. What is the significance of this?

DA: We paid tribute to our former vice president of power supply, Abani K. “Ben” 

Sharma, by naming the first generating unit at the Cane Island Power Park in his 

honor. He retired from KUA in March after 17 years.

KUA: He must have been a pretty significant employee to have a generator 

named after him.

DA: Ben’s made many contributions to KUA. He directed the entire design and 

construction of the $263 million Cane Island Power Park, and he was responsible for 

its operation and maintenance. Naming a generator after him is a lasting way for us to 

recognize his leadership, and it’s a fitting tribute to his many years of service to KUA.

Powering up to Success

“ T h e  n e w  g e n e r a t o r  w i l l  h a v e  a d v a n c e d 

e n v i r o n m e n t a l  c o n t r o l  t e c h n o l o g i e s 

a n d  w i l l  b e  o n e  o f  t h e  c l e a n e s t ,  m o s t 

e f f i c i e n t  p l a n t s  i n  F l o r i d a . ”
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S C O T T  G R I E V E S
S e n i o r  E n e r g y  C o n s e r v a t i o n  S p e c i a l i s t

Senior Energy 

Conservation Specialist 

Scott Grieves gives us the 

4-1-1 on three methods 

the utility uses to help 

encourage energy savings.

Increasing Efficiency 
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KUA: How does producing an annual calendar of energy conservation actually 

contribute to energy conservation?

SG: The calendar project is an excellent way for KUA to impact the thinking of 

students and their families. Submitting artwork for the calendar contest gives 

students the opportunity to think about ways to conserve electricity. The printed 

calendar allows students to appreciate their work, as well as the work of their peers. 

Then, when students take the calendars home and share them with their families, 

they spread the message of energy conservation yet again. This year we received 

more than 1,100 entries – that’s a lot of students and families. We also distribute the 

calendars, free of charge, at our customer service center.

KUA: KUA recently approved a rebate program. How did this program  

come about?

SG: KUA now offers five kinds of rebates. We chose the areas based on historical 

data that we collected during energy audits of homes and small businesses in our 

service territory. 

KUA: How does it work?

SG: Residential and small business customers can earn a $100 rebate for upgrading 

their attic insulation; they can earn a $75 rebate for performing maintenance on their 

central air-conditioning unit; they can earn a $75 rebate for repairing leaky ducts; 

they can earn a $3 rebate for replacing incandescent light bulbs with compact 

fluorescent bulbs; and they can earn up to $50 ($10 per sign) for replacing current 

exit signs with LED exit signs. 

KUA: How will this program help KUA and its customers?

SG: The end result is a win-win for the customer and the utility. Customers create 

more energy-efficient homes and businesses and save money on their utility bills. 

KUA wins by teaching their customers how to save money on their bills. Together we 

are using less electricity and conserving resources.

KUA: The utility also helps customers save money on their energy bills with 

home energy audits. Just how much can someone save?

SG: The home energy audit is a great thing! Typically we can save homeowners up to 

20 percent on their electric bills.

KUA: Wow, that’s a lot of cash! How many of these audits do you perform  

each year? 

SG: Currently, our goal is to perform at least 1,000 audits each year. In 2007, we 

exceeded that goal by performing about 1,300 audits. 

KUA: What do you do to help the customer save money? Are you a magician?

SG: No, I’m not a magician. I actually consider myself to be an educator. During the 

energy audit, we teach customers low-cost or no-cost ways to save money on their 

bills. Some of our recommendations save pennies, and others save hundreds of 

dollars. 

KUA: What is the value of these savings, and do they have any impact on the 

growth the area is experiencing?

SG: Customers tell us they love saving money on their electric bills, and, of course, 

KUA benefits by being able to produce and distribute less electricity. In the end, we 

are all doing our part to be good stewards of the environment. As more and more 

people move into the area, it will become even more important to continue to spread 

our message of energy conservation. 

 

Increasing Efficiency
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F E L I X  E S C O B A R
M a n a g e r  o f  D i s t r i b u t i o n  E n g i n e e r i n g

Manager of Distribution 

Engineering Felix Escobar fills 

us in on KUA’s plans to grow 

the distribution side of the 

business. 

Expanding Infrastructure 
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KUA: What is KUA doing to manage growth on the distribution side  

of the business?

FE: We are constructing an $18 million electric substation and transmission line. 

The project will provide added reliability and help us meet the growing demand for 

electricity along the Pleasant Hill Road corridor of Kissimmee. In recent years, the 

load growth for this area has increased by 28 percent. In addition to the substation, 

we will need to build two 69kV overhead power line circuits.  

KUA: Is there anything unique about this project?

FE: This project speaks to KUA’s commitment to reliability for our customers. Over 

the past ten years, KUA has spent more than $85 million on expansion and system 

improvement projects. As a result, our service reliability rating was 99.987  

percent in 2006. 

KUA: In addition to the Pleasant Hill Substation currently under construction, 

does KUA have any plans for future substations? 

FE: Yes. KUA recently purchased 6.1 acres from the Osceola Development Trust for 

the Osceola Parkway Substation. The substation will take up about 1.6 acres, and 

we plan to use the remaining 4.5 acres as an easement for a transmission line. That 

substation will be operational in 2011.

KUA: Does the utility do anything to ensure the integrity of its  

existing equipment?

FE: In 2007, we stepped up our efforts of inspecting wood poles to ensure the 

reliability of our transmission and distribution facilities. In 2006, the Florida Public 

Service Commission mandated regular pole inspections for investor-owned utilities 

and telephone companies, but they made the inspections optional for municipal 

utilities and rural electric cooperatives. KUA voluntarily adopted the inspection 

standards to ensure the highest level of reliability and customer confidence.

KUA: How many poles are we talking about?

FE: KUA currently has more than 15,000 wood distribution poles and 340 wood 

transmission poles. It’s something that is on the way out, though. KUA now uses 

concrete or steel poles for all new construction of main feeders and transmission 

circuits.

KUA: How often does this need to be done, and does KUA have enough staff?

FE: Wood distribution poles should be inspected on an eight-year cycle and wood 

transmission poles on a two-year cycle. Since the work is specialized, KUA hired 

a reputable contractor who will put each pole through a three-step analysis that 

includes a visual from the ground, sound and bore tests and a strength analysis. 

Based on the outcome of the inspection, poles may be treated, reinforced or 

replaced.

KUA: We understand KUA was rewarded for its commitment to reliability by the 

American Public Power Association. 

FE: Yes. APPA gave KUA its Reliable Public Power Provider™ recognition for 

providing consumers with the highest degree of reliable and safe electric service. KUA 

was one of only 48 utilities honored nationwide.

KUA: What does that mean to the utility and its customers?

FE: The Reliable Public Power Provider™ designation means KUA is demonstrating 

proficiency in the areas of reliability, safety, training and system improvement. 

The criteria within each of these areas show the utility’s commitment to delivering 

electricity safely and reliably. KUA is very proud to have one of the best operating 

records in the industry. 

Expanding Infrastructure 

“ A P PA  g a v e  K U A  i t s  R e l i a b l e  P u b l i c 

P o w e r  P r o v i d e r  r e c o g n i t i o n  f o r  p r o v i d i n g 

c o n s u m e r s  w i t h  t h e  h i g h e s t  d e g r e e  o f 

r e l i a b l e  a n d  s a f e  e l e c t r i c  s e r v i c e . ”
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D E E  S M I T H  ( l e f t )

C u s t o m e r  S e r v i c e  R e p r e s e n t a t i v e  I I

C A R O L A  F I G U E R O A  ( r i g h t )

C u s t o m e r  S e r v i c e  R e p r e s e n t a t i v e  I I

Customer Service 

Representatives Dee Smith 

and Carola Figueroa take time 

to brag about KUA’s many 

customer service enhancements 

during 2007.

Exceeding Expectations
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KUA: What changes has KUA made to keep up with growth in Osceola County?

DS: KUA launched a four-pronged plan to ensure continued high levels of  

customer service.

The plan includes the installation of additional phone lines, new direct-dial numbers 

for outage reporting and customer service, expanded parking at our customer service 

center and additional customer service personnel.

KUA: Can you elaborate on what you had to do for the additional telephone  

lines and why? 

DS: Naturally, with the increasing number of residences and businesses in Osceola 

County, customer phone traffic to KUA is also increasing. In August 2007, it was 63 

percent higher than in August 2006. To address this increase, we had to expand the 

number of inbound and outbound telephone lines to our main number by 33 percent. 

At the same time, we also established two new numbers to assist with the flow of 

telephone traffic – one for power outages, one for customer service. 

KUA: What about the parking?

DS: Vehicle traffic to the customer service center has increased by more than 50 

percent since 2006. So, we are increasing the number of vehicle spaces in the 

parking lot by 130 percent.

KUA: Additional parking must mean more people are visiting KUA in person?

DS: The number of walk-in customers at our customer service center has increased 

by 46 percent since 2006. We hired additional customer service representatives to 

staff the call center and the lobby. We also expanded our hours of operation by 90 

minutes a day. 

KUA: Has KUA had to do anything else to accommodate people who prefer to 

pay their bills in person?

CF: We installed a self-service payment kiosk in the lobby of the customer service 

center. The kiosk accepts both cash and checks and takes less than two minutes to 

process a payment. 

KUA: What about offsite payments? 

CF: We recently began waiving the $1.50 transaction fee for payments made at the 

Vcom machines at 7-Eleven stores. 

KUA: How have customers responded to all of these recent enhancements?

CF: Our 2007 customer satisfaction survey showed an overall satisfaction rate of 85 

percent among residential customers. This is up 14 points from 2006. The results 

showed marked improvement in almost every category.

KUA: What were some specifics from the survey?

DS: Customers expressed confidence in KUA’s operations and management. They 

expressed trust in KUA as an organization. Customers also gave us high ratings on 

our commitment to ethical business practices and our community involvement and 

praised the courtesy and knowledge of our customer service representatives. 

KUA: Is utility management pleased with the results?

CF: Every KUA employee should be pleased with these results, because each of us 

plays a vital role in customer satisfaction.

Exceeding Expectations
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T O N Y  M O R E L L I
M a n a g e r  o f  A p p l i c a t i o n  D e v e l o p m e n t

Manager of Application 

Development Tony Morelli 

explains the rationale behind 

KUA’s new bill format and 

describes how it helps other KUA 

departments and customers.

Enhancing Service

33



KUA: How has growth affected your area of the IT Department? 

TM: We’ve been very busy with many projects to help other KUA departments meet 

the needs of our growing customer base. We’re the behind-the-scenes people who 

give other departments the tools they need to serve customers as efficiently and 

effectively as possible. It seems as though we are doing more and more to help with 

the day-to-day needs of the utility. 

KUA: What were your most significant projects of 2007?

TM: One of the largest projects I worked on in 2007 was the redesign of the utility bill 

for the customer service department.

KUA: Why was that necessary?

TM: We redesigned the bill to make it easier for our customers to read. We’ve been 

keeping track of the questions most frequently asked by customers and realized we 

could make some enhancements in conjunction with our new customer information 

system to ensure the bills provide clear, concise information in plain language. We 

want to make things as easy on our customers as possible. 

KUA: How different is it?

TM: All of the information is the same, but we arranged it differently so it is easier 

to read. The account summary now appears at the top of the bill; the headings have 

been simplified; there are bar graphs for electric and water use history; the “Past Due 

- Pay Now” note is separate from the amount due and due date for current charges if 

the customer has an unpaid balance; and there is now a glossary of terms and other 

important information on the back of the bill.

KUA: Are there any other significant changes to the bill?

TM: The only other significant change is that we had to modify approximately 7,000 

customer account numbers to make them compatible with the new software system. 

So, those customers should note the new number. This is the first significant change 

to our bill design since 1989.

KUA: Why is the design of the bill important to KUA and its customers?

TM: Confusing or complicated bills can frustrate customers and cause them to have 

a negative view of the utility. Plus, research shows customers may put off paying bills 

they don’t understand. So, the philosophy behind it is simple – bills that are easy to 

read are more likely to get paid. A well-designed bill is good for the customer and 

good for the utility.

KUA: How does this fit into the growth trend we are seeing right now?

TM: The utility bill is an important communication vehicle for the utility. For some 

customers, it’s the most they see of us, so we have to make the most of the tool. As 

the area and the utility continue to grow, we will need to continue to maximize the 

positive impact of every communication vehicle we have with our customers to ensure 

smooth operations and the delivery of the highest quality service possible. 

Enhancing Service

“ W e ’ r e  t h e  b e h i n d - t h e - s c e n e s  p e o p l e 

w h o  g i v e  o t h e r  d e p a r t m e n t s  t h e  t o o l s 

t h e y  n e e d  t o  s e r v e  t h e  c u s t o m e r s  a s 

e f f i c i e n t l y  a n d  e f f e c t i v e l y  a s  p o s s i b l e . ”
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J A S O N  B O R D E R S  ( l e f t )

I n t e r n e t  S y s t e m s  C o o r d i n a t o r

T E R R Y  F A R L E Y  ( r i g h t )

M a n a g e r  o f  I n t e r n e t  S e r v i c e s

Manager of Internet Services 

Terry Farley and Internet 

Systems Coordinator Jason 

Borders take a look back at a 

few other key IT projects. 

Advancing Technology
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KUA: Why did KUA instigate a promotion for customers who pay their bills via 

Vcom kiosks?

JB: KUA formed a strategic alliance with 7-Eleven in 2004 to offer customers a 

convenient option for bill payment via Vcom, or “virtual commerce,” kiosks. Locally, 

16 area 7-Eleven stores host the machines where customers can pay their utility 

bills using cash, a checking account number or an ATM debit card. The promotion is 

aimed at increasing the usage of the Vcom terminals.

KUA: Why does KUA want to increase Vcom payments?

JB: Vcom payments are convenient for both the customer and KUA. We also 

waived the normal $1.50 transaction fee during the contest period to encourage 

participation.

KUA: Did it work? 

JB: Yes. During the three-month promotion, kiosk payments rose 93 percent in 

November, 48 percent in December and 82 percent in January. 

KUA: Who were the winners and what did they win?

JB: Each month during the three-month promotion, we randomly drew the name of 

one residential customer who used the Vcom kiosk to pay his or her bill. The three 

winning customers received credits on their accounts equal to the amount of their last 

monthly bills. Mayra Padilla won $282 in November 2006, Nikki Jo Sloan won $234 in 

December 2006 and Michael Carlo won $226 in January 2007. 

KUA: It seems as though IT has been diligently working with other KUA 

departments to increase the convenience factor for customers. Tell us about the 

partnership between KUA and EMBARQ.

TF: We opened an EMBARQ sales desk in the main lobby where customers can 

sign up for local and long distance telephone, high-speed Internet and satellite TV 

services. The partnership simplifies the process of signing up for new services and 

increases the level of service available to Kissimmee residents. Now customers 

can initiate electric, water, sewer and telecommunications services all at the same 

location. The desk is staffed during regular utility business hours and will save 

customers time and money. 

KUA: IT reached out to the community once again this year by partnering with 

Radio Disney, as well. Why does KUA invest time in this venture?

TF: The answer to that question is actually a bit frightening. Recent studies show 

that teenagers author roughly half of all blogs today – two out of three provide their 

ages, three out of five reveal their locations and contact information, and one in five 

reveals his or her full name. It is vital that we teach children how to safely navigate 

the Internet, just like we teach them to be safe in the real world.

KUA: When did the segment air, and what were the messages?

TF: The 30-minute radio talk show aired in September. Jason and Vice President 

of Information Technology Jef Gray stressed the importance of not revealing too 

much personal information. They addressed the safe use of Internet blogs and social 

network sites. They also provided important information on the use of passwords and 

the protection of personal information. They recommended children never offer any 

personal information including last name, contact information, home address, phone 

numbers, school’s name or e-mail address.

Advancing Technology
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A N G E L  Q U I L E S
M e t e r  R e a d e r

Meter Reader Angel Quiles 

says KUA meter readers have 

something to crow about.

Raising the Bar
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KUA: First, let’s start by finding out more about your job. What exactly does a 

meter reader do, anyway?

AQ: At KUA the basic duty of a meter reader is to walk or drive along a route and 

read customers’ consumption of electricity, water and irrigation. We also inspect 

meters for defects or damage, and turn on and off service when people move or 

fail to pay their bills. Meter readers also find themselves helping customers sort out 

problems with their bills from time-to-time.

KUA: What are some of the challenges meter readers face on a daily basis?

AQ: We walk quite a bit each day and must keep up the pace no matter what the 

weather conditions are like. Plus, some meters are in cramped or awkward locations, 

so we have to stoop or stretch to get to them. With those obstacles in mind, it’s easy 

to see why the biggest challenge is getting all of the meters read in a timely manner.

KUA: What is the most important part of your job?

AQ: Accuracy is the most important part of the job, so the customer always gets a 

bill for the correct amount. We pride ourselves on accuracy and strive for it, because 

we know any errors or delays from us mean it will take the utility longer to collect its 

revenue. Plus, our accuracy helps the customer service representatives in their jobs – 

fewer mistakes on meter reads means fewer dissatisfied customers.

KUA: Speaking of accuracy, we understand there were some meter reading 

records set this year. What were they?

AQ: Matt Myers was named KUA’s 2007 meter reader of the year for his accuracy. 

He read over 102,000 meters with just seven errors – that’s a 99.99 percent accuracy 

rate. I came in second by reading over 130,000 meters with 25 total errors – that’s an 

accuracy rate of 99.98 percent. 

KUA: How did the rest of KUA’s meter readers do?

AQ: Great. We have 23 full- and part-time meter readers. We ended 2007 with 1.8 

million total meter reads and an overall accuracy rate of 99.95 percent.

KUA: Is your job becoming increasingly more challenging as the utility continues 

to add customers?

AQ: Yes, most definitely. All 23 of us are very busy. Our routes keep growing and we 

keep adding new routes as well. The new routes are the most complex, because it 

takes time for us to analyze them, perfect the reading process and get our speed up 

to par.

Raising the Bar

“  I  c a m e  i n  s e c o n d  b y  r e a d i n g  o v e r 

1 3 0 , 0 0 0  m e t e r s  w i t h  2 5  t o t a l  e r r o r s 

–  t h a t ’s  a n  a c c u r a c y  r a t e  o f  9 9 . 9 8 

p e r c e n t .  ”
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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: 60,894 (2006)
Geography: 17.3 square miles
Location: 28°18’14”, 81°24’46”
Incorporated: 1883

Osceola County
Population: 244,045 (2006 estimate)
Geography: 1,506 square miles
Incorporated: 1887

Source: U.S. Census Bureau

Kissimmee

WHERE THE MONEY 

COMES FROM

WHERE THE MONEY GOES

Fuel & Purchased Power
Debt Related Expense
Non-Capital Uses & Funds
Other Operating Expense
Capital Outlay
O&M Expense

Sales of Electricty

Other Revenue

Other Sources

Interest & Dividends

77%

50%

3%9%

16%

8% 14%

17%

3% 3%

Operating Highlights FY2007 FY2006 % Change    

Operating Revenues 190,310,202  161,618,197  17.8% 

Total Operating Expenses 178,837,593  152,134,405  17.6% 

Other (2,421,713) (7,216,112) -66.4%   

Net Assets - End of Year 147,548,957  138,596,976  6.5%    

Debt Service Coverage 1.64  1.48  10.8% 

System Highlights FY2007 FY2006 % Change    

Customers (12 month average) 62,264  60,171  3.5% 

Electricity Sales (megawatt hours) 1,361,071  1,359,200  0.1%

Peak Demand (megawatts) 327  317  3.0%  

Change in Net Assets 9,023,435  2,225,412  305.5%

Employees 305.5  304.5  0.3%    
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Vice President of Engineering & Operations

 

Susan C. Postans

Vice President of Customer Service

 

Joseph Hostetler
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Wilbur D. Hill, D.R.S.
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Vice President of Corporate Communications
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