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Thanks for the High Regards
Survey results indicate high levels of member satisfaction.

Community Electric Cooperative will be closed Monday, Sept. 5, for Labor Day.
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Member satisfaction with 
Community Electric Cooperative 
is high, according to an 

evaluation provided by one of the nation’s 
leading customer satisfaction companies. 
CEC received a score of 87 on the 
American Customer Satisfaction Index, 
which has a maximum score of 100. 
Community Electric’s score is signi� cantly 
higher than the 2022 benchmark
satisfaction score (73) for all cooperative 
energy utilities.

More than 500 CEC members were 
asked to participate in the June survey 
that yielded the ACSI ranking. Areas 
for which Community Electric received 
particularly high scores include:

• Reliability of electric service (93);
• Restoration of service when power 

outages occur (90);
• Courtesy and helpfulness of 

sta�  (91); and
• E� orts to support the local 

community (87).
“I am pleased – but less than satis� ed — 

with the � ndings from the ACSI customer 
satisfaction index and the participation 
from our members,” CEC President and 
CEO Steven Harmon said. “It is heartening 

that our members appreciate the hard 
work that our employees put in to provide 
reliable power. It also is gratifying to see 
that our commitment to serve the 
community is recognized. At the same 
time, the index sends the message clearly 
that we have areas to work on. � is is 
feedback I take very seriously and is an 
area where we must improve.”

CEC Board Chairman Jeannette 
Everett said she is “well pleased” with the 
survey � ndings and with the cooperative’s 
willingness to conduct it.

“Community Electric is only going to 
continue serving this region well if it has 
the fortitude to ask its members how it’s 
performing and to act upon the feedback 
— good and bad — that it receives,” 

Everett said. “As this index bears out, 
CEC’s employees do a terri� c job in 
many areas. My experience has found 
them to be highly dedicated, professional 
and a pleasure to work with. To the 
extent this index has identi� ed areas 
for improvement, I call upon the CEC 
team to receive and embrace that feedback 
so that every one of our members feels 
valued.”

ACSI measures customer satisfaction 
across multiple industries throughout 
the United States. CEC’s survey was 
administrated by the cooperative and 
modeled by ACSI LLC using the 
proprietary ACSI methodology. ACSI is 
a registered trademark of ACSI LLC. For 
more information, please visit theacsi.org.
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Consumer Complaint Procedure
Supervisor of Complaints: Brenda H. Mansfi eld, Member Services Manager

All consumers will be noti� ed of the cooperative’s Consumer 
Complaint Procedure and all revisions within sixty (60) days 
of � nal board approval through the Cooperative Living
magazine mailed monthly to each consumer.

New consumers will be given this information either at 
the time of applying for service or mailed a copy within 
sixty (60) days of application.

Telephone Numbers for Consumer Use
� e cooperative has a single telephone number for use 
during business hours, 757-242-6181. It is manned by 
cooperative personnel during regular working hours, 
Monday through Friday, 8 a.m.-5 p.m. A toll-free number, 
855-700-COOP (2667) is provided for use a� er 5 p.m. and 
on Saturdays, Sundays and holidays. Such calls are taken by a 
dispatching service for the cooperative. Only power outages 
and emergencies will be handled a� er working hours.

� e cooperative will accept all calls that are of 
a legitimate nature.

Record of Complaints
� e cooperative will maintain a complete � le of complaints 
that will be available for audit by the proper authorities.
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Verbal Inquiry – In Person or by Telephone
When an inquiry, service request or complaint is received 
in verbal form, the cooperative shall record the contact. 
� is contact will contain the consumer’s name, address, 
telephone number and a summary of the contact. All 
subsequent contacts will be � led with this record.

Letters of Complaint
All letters will be acknowledged by mail or telephone 
within three (3) business days of receipt.

Complaint Resolved
When an inquiry or complaint is resolved, the consumer 
contact record will be noted and retained for at least sixty 
(60) days.

New Service
Requests for new service will be accommodated within 
� ve (5) working days, or the consumer will be contacted 
and advised of the estimated date on which the service 
will be provided. If a consumer is dissatis� ed with the 
cooperative’s action, the matter will be handled as a 
complaint as described above.

SIMPLIFY LIFE WITH OUR 
ONLINE ACCOUNT MANAGER

PAY MONTHLY BILLS 
MONITOR ENERGY USE 
REPORT A POWER OUTAGE 
ASK QUESTIONS AND MORE!

LOG INTO YOUR ACCOUNT AT COMELEC.COOP 
AND DOWNLOAD THE FREE APP.
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Nearly 17 years into his career 
with Community Electric 
Cooperative, Lead Lineman 

Jonathan Powell smiles when asked how 
many times he’s been deployed to help 
restore power to the member-owners of 
other cooperatives experiencing major 
outages. 

“A lot!” he replies, noting that he’s 
traveled as far as New Hampshire to the 
north, Alabama to the south and — in 
his longest deployment — spent 11 days 
in New Jersey a� er Hurricane Sandy 
decimated the Atlantic coastline in 2012.

It is a service he is proud to provide, and 
it is part of a tradition and commitment 
of mutual assistance that is a hallmark of 
the electric sector. While the New Jersey 
deployment marked the � rst time that 
electric cooperatives assisted an investor-
owned utility, mutual support among 
electric co-ops has long been commonplace. 
Cooperation Among Cooperatives is 
actually the sixth of seven guiding 
principles adopted many years ago by the 
International Co-operative Alliance. � e 
seventh principle, Concern for Commu-

nity, goes hand in hand with the sixth as 
a driving force for the mutual assistance 
that helps restore power to weather-rav-
aged electric systems faster than it would 
be otherwise.

Powell was among CEC crews that 
were on the road twice in June to assist 
Central Virginia Electric Cooperative 
and Rappahannock Electric Cooperative 
a� er severe storms swept through their 
territories. � e June 22 event, while far 

from the worst that Rappahannock has 
seen to its sprawling system in recent 
years, nonetheless caused tornado-like 
damage that brought recovery assistance 
from � ve di� erent cooperatives in Virginia 
and Maryland. Power was restored to 
nearly all of the 11,000 members who 
had lost power within 48 hours.

Last year, Powell also was among a 
team that assisted Southside Electric 
Cooperative when a major ice storm 
pummeled its distribution system.

“It’s a very rewarding job. I love what 
I do, helping our members and still being 
able to help other places,” Powell says. 
“Our goal is to stay safe and get people’s 
lights on so they can continue with their 
normal routines again.”

On the other end of the cooperatives’ 
mutual-assistance spectrum, Phil Jarvis 
leads a four-member team that monitors 
weather and outage maps continuously 
for the Virginia Maryland & Delaware 
Association of Electric Cooperatives. 
Jarvis is VMDAEC’s Manager of Safety 
Services. Operating mainly out of the 

Cooperation 
    Among 
       Cooperatives

Community Electric Cooperative crews assist Rappahannock 
Electric Cooperative following a June storm.

(continued on page 18)
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Association’s training center in Palmyra, 
20 miles southeast of Charlottesville, 
he coordinates the deployment of 
lineworkers, engineers and sometimes 
even mechanics and warehouse workers 
when requests for assistance are made.

“It can be a tricky task,” Jarvis says, 
since cooperatives nearest to those asking 
for help o� en have their own restoration 
work to perform a� er signi� cant weather 
events, and since cooperatives o� en have 
small sta� s to begin with.

“Everyone understands that 
cooperatives have to take care of their 
own systems and members � rst, so 
sometimes they may not receive 
assistance as quickly as they’d like it. 
But the help always comes,” Jarvis says.

Casey Hollins, Rappahannock’s 
Managing Director for Communications 
and Public Relations, says one of the 
“huge advantages” of the mutual-assistance
 network is the capability it o� ers to 
request and receive specialized equipment 
that can help expedite restoration e� orts. 
Rappahannock is a large cooperative 
serving more than 170,000 connections in 
all or parts of 22 counties, extending from 
Winchester in Virginia’s northern tip to 
Tappahannock and surrounding areas on 
the Eastern Shore.

“Because the terrain varies signi� cantly, 
the types of vehicles needed to access 
areas where power lines and poles are 
down o� en di� er as well,” Hollins says.

Community Electric typically sends 
four lineworkers from its 11-member 
construction team to assist other 
cooperatives. � at is a temporary 
reduction of nearly 50% of the 
lineworker sta� , since a few of CEC’s 
construction team members don’t 
perform line work day to day.

“Community Electric has been 
wonderful,” says Melissa Gay, 
Communications & Member Services 
Manager for Central Virginia Electric 
Cooperative, which serves 38,000 
member-owners in parts of 14 counties. 
Recalling assistance that her cooperative 
received last January when winter storm 
Frida dumped about a foot of snow on 
the region, Gay says, “Community is 
one-third of our size, and I hope members 

realize how incredible it is that 
other cooperatives, no matter 
how teeny they are, if they’re not 
in trouble, they’re going to send 
their crews to help. � at to me is 
awesome.”

An important new element 
of the cooperative spirit is the 
mutual communications 
assistance that was instituted 
during that storm, Gay says, in 
which Community also 
participates. Because communications 
sta�  can quickly become overwhelmed, 
just as line crews are, personnel from 
una� ected cooperatives are making it a 
practice to help provide social media 
content and other communications 
products to help keep member-owners, 
political leaders and other key stakeholders 
abreast of recovery e� orts and safety tips. 

Powell said the most challenging 
part of deploying to assist other 
cooperatives is working in areas and 
terrains with which responders aren’t 
familiar. � e cooperatives receiving 
assistance make it a practice to provide 
personnel — “bird dogs” is the name 
a� ectionately used for them — to get 
crews to their assigned areas and ensure 
they know the voltage of systems speci� c 
to that cooperative.

� e physical and logistical demands 
of power restoration a� er severe weather 
events are challenges that too o� en are 
not fully understood by the public, 
Powell feels.

“Many of those who criticize the 
restoration timeframe don’t realize that, 
in these rural areas, we o� en have to 
walk two to three miles in the brush and 
then climb several poles to get the work 
done, all while carrying our tools and 
gear.” he says. “You do that for two or 
three days straight and sometimes you 
work 18 or 19 hours a day, then get back 
to the hotel and get four to � ve hours of 
sleep. It gets tiresome a� er a while.”

Echoing Powell’s sentiments, Hollins 
says “the expectations for power to be 
restored immediately have certainly 
increased over the past couple of years.” 
Despite such expectations, it is of the 
utmost importance that crews prioritize 

safety when they respond to outages, 
she says.

� e coronavirus pandemic added 
another layer of complexity to the e� orts 
of host cooperatives to ensure the safety 
and relative comfort of recovery workers, 
Gay notes. “You don’t do bu� et lines 
anymore; you do individual meals,” 
she says, adding that di� erent 
cooperatives can have di� erent 
requirements for masking, lodging 
and other safety protocols.

Notwithstanding those variations, 
Hollins says there is a special bond that 
exists among lineworkers, no matter 
where they call home. “� ey share this 
drive and motivation to do everything 
they can for our membership. � at is 
very visible to us, and we know from 
our membership the appreciation and 
respect they have for them. I can’t 
emphasize enough how grateful our 
company is when other cooperatives 
can come and help.”

Jarvis says that, since joining 
VMDAEC in 2015 — a� er an 18-year 
career as a lineman for BARC Electric 
Cooperative in western Virginia — he 
sees that there’s really no “slow season” 
easing the demands for mutual 
assistance. Whereas hurricanes or 
major ice storms can topple hundreds 
if not thousands of utility poles at a 
time, even smaller, scattered events 
occur at a frequency that o� en strains 
local resources.

“Members should know that the 
cooperatives are working together to 
get members’ power back on as quickly 
and safely as they can do so,” Jarvis says. 
“When co-ops are hit, the other co-ops 
are going to come through to assist.”

CEC crews assist Central Virginia Electric Cooperative 
following Winter Storm Frida.

sep2022_CO_CL.indd   18sep2022_CO_CL.indd   18 8/15/22   12:07 PM8/15/22   12:07 PM




