
CUMBERLAND MUNICIPAL UTILITY
POST - COVID



CHANGES THAT HAVE HAPPENED SINCE COVID
 Transforming how we interact with our customers

 We are stressing now more than ever to remember, when you answer the phone, the image of our Utility & you as an individual are on 
the line

 We are accepting customer service applications over the phone

 We are working with our customers for payment arrangements by telephone

 Assisting customers (focusing on the elderly) to set up online payments

 Difficulties in changing from a “personal customer service” office to a more “remote customer service” office

 Making sure our staff understands that how they leave our customers feeling after having a conversation with them becomes their 
trademark

 Outbound calling

 Staff changes

 Due to retirement and inability to find daycare

 Training staff while trying to maintain social distancing

 Making sure our “seasoned” employees are open to change and new ideas from the “less seasoned” employees



CHANGING FROM 

CUSTOMERS COMING IN 

THE OFFICE TO 

COMPLETE FORMS TO 

ACCEPTING FORMS BY 

TELEPHONE

 Change made due to customers not 

feeling comfortable coming in the office

 We are now working with customers to 

receive service applications & 

payment/deferred agreements via 

telephone, previously we required 

customers to come into our office

 We request driver’s license number  & 

last 4 digits of social security number



ASSISTING OUR CUSTOMERS TO SET UP ONLINE PAYMENTS

• Before COVID, we received more than 60% of our payments from walk in customers – COVID 
has changed the way our customers now pay

• We miss seeing our customer’s faces, but we knew we needed to help them (especially the elderly) to make 
paying their bill easier

• We have focused a great deal of our time into assisting our customers to help them set up 
online bill payment.  

• We have placed an article in our newsletters informing our customers that we will assist them 
in setting up online billing – each month we do this we have gained 15- 30 new online 
payment customers

• If our customers wanted to pay by telephone, previously we directed them to our payment 
processing provider, we now take phone payments

• We were definitely “behind the times” in this, this has been a great service that we now provide to our 
customers & we receive so much gratitude from our customers for this.

“We miss the way things used to be when we saw more of our customers 

face to face, but we knew we needed to step up & help them”



OUTBOUND CALLING
BIG CHANGE FOR OUR OFFICE!

WE NOW USE OUTBOUND CALLING FOR THE FOLLOWING:

• WATERMAIN BREAKS

• PLANNED OUTAGES

• PAYMENT REMINDERS

Pre-COVID, we made personal calls to each of our customers. 

• Due to less staff in the office during COVID, we knew we needed to make some changes.  

• We also knew we would be hiring new office staff, so we felt the time to change was before new staff were 

hired.

• We asked our customers (note on their bill & in the newsletter) to please verify their phone numbers & 

email addresses that we have on file for them as we were going to begin using outbound calling.

• I would suggest informing your customers that you are making this change prior to implementing the 

change



STAFF CHANGES

• 3 Office Staff share more than 

100 years of service to CMU

• 1 retirement prior to COVID, 1 

retirement during COVID

• New staff and lack of daycare

• Training staff while trying to 

maintain social distancing

• Training staff while employees 

are being quarantined

• Lack of training materials

• Making sure the “seasoned” 

staff are open to new ideas 

from the “less seasoned” staff

 We were prepared for our first retirement, (or so we thought) we hired for this 
position more than a year before the retirement.

 Lack of training materials

 New hire becomes pregnant just prior to COVID

 One year later we were facing a second retirement – hiring during COVID was 
difficult.

 Getting people to apply

 Training an employee while wearing face masks

 Training an employee while trying to maintain social distancing

 Not being able to touch common surfaces (computer mouse, pens, computer 
keyboard, etc.)

 First new hire unable to find daycare – the hiring process begins again

 Getting people to apply – even more difficult

Cumberland Utility was lucky, we have had very little change over in 

our office over the years, but when it comes, it all comes at once & 

during a Pandemic, we had some learning to do!



OUR BIGGEST CHALLENGES

LACK OF TRAINING MATERIALS

 Since we had such “seasoned” staff, we really failed in the 

training process as we hadn’t trained for so many years 

 How do we teach our new hires how to explain the parts of a 

bill when customers contact us?  (It seems that today 

customers have become increasingly interested in 

understanding their consumption & how they can reduce their 

use)

 We needed to focus on “change” & let the new employees 

“train” us a bit

 We needed to remember that just because it seems “simple” 

to us, we have been doing our jobs for more than 30 years & 

there may be a “better more efficient” way to do a certain task

WHAT WE DID

 Developed an “OFFICE TRAINING” folder, detailing step by 

step instructions for every module

 This has been EXTREMELY useful to our new hires

 One new employee would manually verify a handful of 

bills each month while the other “verified” the “verifier”

 We do this to help them understand our bills & their components

 Working on having our new hires complete a “PSC, WI 

Administrative Code Scavenger Hunt”

 We are doing this to try & help them understand the rate tariffs, 

PSC Rules & Regulations, WI Administrative Codes, etc.

 This should help them learn where to look for information 

regarding the rates & rules“In learning you will teach, and in teaching you will learn.”



OUR BIGGEST CHALLENGES

 Training during a Pandemic is difficult!

 Staff out due to a quarantine

 Staff afraid to be so close to another co-worker

 Loss of customer contact

 Listening to the new hire

 “Seasoned” staff need to listen to the new hires

 Be open to new ideas

 Just because we have done it that way forever doesn’t 

mean it’s the “best” way to do something

 Not only listen to their ideas, implement them

 COVID actually helped us to “change our ways”

 Since we had to make changes due to COVID with our office 

being closed, staff working both remotely and in office, 

customers fear of coming back in the office when we re-

opened, etc, it actually helped us when training the new hires 

& listening to their ideas.

 COVID helped us to simplify steps, which in turn helped 

our new hires learn more efficiently

 Customer Service Applications

 Deferred Payment Agreements

 We learned that we needed to do more cross training, we 

needed our staff to be willing to pass on some of their tasks

TRAINING

“That is what learning is. You suddenly understand something you've understood all your life, but in a new way.”


