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Progress Energy

2.8 Million customers in:
ÅFlorida

ÅNorth Carolina

ÅSouth Carolina

Largely small cities and

rural populations
ÅMajor Metropolitan areas:

ÅSt. Petersburg / Pinellas 

County

ÅRaleigh / Wake County

ÅOrlando / Orange County

Service territory 

Å34,000+ square miles in the 

Carolinas 

Å20,000+ square miles in 

Florida 



Services We Offer

¸Stable, Reliable Electric Power
¸Billing and Payment Options
ÈE-bill
ÈBank Draft
ÈEqual Payment Plan (CAR) / Budget Bill (FL)
ÈBalanced Bill (CAR) ïFixed Bill 

¸Products and Services
ÈHomeWire (CAR / FL) / HomeWire Deluxe (FL)
ÈWater Heater Repair
ÈSurge Protection
ÈLoad Control
ÈAudits 
ÈArea Lighting
ÈGreen Power (CAR)



Progress Energy Vision

To deliver products and services that 

provide ñComfort, Convenience and Peace 

of Mindò solutions to our customers and

financial benefit to the organization by: 

ïUnderstanding and filling our customersô needs in the 

safest and most cost-effective manner possible

ïValuing our customers and our partners and insuring they 

know it

ï Maintaining high employee satisfaction and effectiveness



HomeWIRE® Service

Á$3.95 per month

ÁCovers repairs of inside wiring, 

light switches, outlets, circuit 

breakers, fuses, meter base -- up 

to $500 annually

ÁUnlimited number of service calls 

with no service call fees

Á24 hour Emergency Hotline ï

available 365 days per year

ÁQuality workmanship ïusing 

licensed, insured, prescreened 

electricians

Á15% discount for non-covered 

repairs



HomeWIRE® Service Customer Value

Å Internally Administered

Å Launched in FL 1998; CAR 2001

Å Progress Energy performs all 

marketing & sales activities

Å Progress Energy sends out welcome 

kit and welcome survey

Å Progress Energy takes service call, 

troubleshoots and dispatches 

contractor

Å Contractor makes the repair and 

leaves a repair survey



HomeWIRE® Customer Growth
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Water Heater Repair Service

Å$4.99 per month

ÅCovered repairs or replacement up 

to $750 per year 

Å Unlimited number of service calls 

per year with no service call fees

Å 24-Hour Emergency Hotline ï

Available 365 days a year

Å Quality workmanship ïFast, 

reliable service offered by 

licensed, insured and certified 

technicians



Water Heater Repair Customer Value

¸ Program administered by Home 
Services, USA (HS)

¸ Program launched mid 2008; 32,000 
enrollments by year end

¸ HS does all marketing and inbound  
sales activity; PE performs cross 
selling; sends out welcome kit

¸ HS takes service call, troubleshoots  
and dispatches contractor

¸ HS does follow-up phone survey
within 48 hrs after repair is completed



WHR Customer Growth
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¸ In house challenges 

ÈMarketing funds / 
budget concerns / 
limitations

È Internal investment / 
resources

ÈRisk issues (self 
funding claims)

È Infrastructure 
requirements

In house vs. Outsourcing

¸Outsource benefits
ÈLow investment

ÈNo risk

ÈMinimal resources 
required

ÈAdministrator 
responsible for 
infrastructure

¸Outsource downside
È Lower profit than in-

house

È Less ócontrolô



Keys to Achieve Customer Satisfaction

ÅManage All Customer Touchpoints

Marketing Selling
Program 
Materials

Technical 
Support

Contractor 
Visit

Customer 
Follow-up

Manage Customer Touch Points Entire Lifecycle


