You Can’t Spell Best Without BTES

Leslie Blevins
Public Relations &
Communications Manager

Alcolm Baldrige
/ National Quality Award
Bristol Tennessee Essential Services ”01 7 Award Recipient

Electric  Internet - Telephone + Cable



Who i1s BTES?

SERVICES

Electric
Internet
Telephone
Cable



WE SERVE
33,000 17,000

ELECTRIC = FIBER

customers customers —

/WASHINGTON
CO. PARK

p—

Il King College
Pemberton ’
TVA m

280  ingg

SQUARE  EMPLOYEES

miles

Ruthton
|

3 Blt_:bﬁtville

(UL B Hollow

[ ]
Bluff City =
District

WARRIOR'S PATH Vs
STATE PARK

e 280 Square Miles

/

W Existing 161/69 KV Substations

ROCKY MOUNT e B Existing 69/13 KV Substations
Boone am MUSEUM —— W 2017 - 2018 Work in Progress
JOHNSON
CITY ELIZABETHTON

ﬁilcolm Baldrige
National Quality Award

2017 Award Recipient




OUR JOURNEY
Aﬁ'ﬁ?&?}.ﬁa‘:’.ﬂs‘f

2017 Award Recipient

Tennessee
+ Center
%ﬁlm y
. N2012 4 2017
T e” SAppll'(z\d fo:]I 2014
Qu Applied for ~State Awar

State Award 2012

e B |

m y I 2008

y I 1994
1993

I 1992

2005-2006

Added Internet, telephone
and cable television services

ﬁilcolm Baldrige
National Quality Award

2017 Award Recipient




; g Malcolm Baldrige
J—‘ Annal Quality Awndg

Bristol Tennessee Essential Services .
Electric « Intermet « Telaph 3 i 2017 Award Recipient




Values Statement
The Rotary 4-Way Test

Of the things we think, say or do:

IS it the truth?
Is It fair to all concerned?
Will it build goodwill and better friendships?

Wil it be beneficial to all concerned?
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Continuous Improvement Team
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Improvement Initiative Process

Communication
Define if OFI or positive
Categorize, as appropriate
Review in weekly CIT meeting
Process Improvement

Action Plans

Deploy

Review data in CIT
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1Good

Bill and Alert Options

*LMB Letters Sent to Eligible Customers
*Customer Communication Campaign

*New Website Launched
*Bill Revisions

*Mobile App Launched
*Newsletter Articles

*Provided E-
*IVR System
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Process Improvement

—

Check Act




SMART

Tutorial Library

Training Schedule

¥ Construction - Preparing Trucks for Morning Work

Tutorial - Preparing Trucks for Morning Work - Tutorial

¥ Accounting - Accounts Payable

Tutorial - 4 Digit Local PO and Dental - Tutorial
Tutorial - 5 Digit Local PO - Tutorial
Tutorial - Invoices with an approval and Adding a Vendor - Tutorial

Tutorial - Print Checks - Tutorial

¥ Accounting - 499Q
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Training
Organizational Behavior Course




Training
Org Behavior Course — Pole Yard Project
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Quality Performance Areas

Key Responsibilities I R et e n t i O n

EBTES Quality Performance Appraisal

Bristol Tennessee Essential Services

A. |[Knowledge of Job

Type of Employment: O Full Time o Part Time

Driver's License No: Expiration Date:
Employee Name: Job Title:
Date of Hire: Appraisal Period:  From To
B. |Planning / Organization Use of Sick Leave: Days Absent: Instances: Job Description Changes? QvYes ( No

For each applicable performance area, mark the hox that most closely reflects the employee's level of performance for this
appraisal period. The four performance levels and performance area are defined on the attached sheet.

C. |Quality of Work

Below Meets
Performance Area Unacceptable : ;
Expectations Expectations
A Knowledge of Job
- " B Planning / Organization
C Quality of Work
D Quantity of Acceptable Work
E Cost Consciousness
Communications
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Retention

Goals and Personal Desires

A. Short-range (within the next year) - Be Specific

SNITI102 Wi

1. What can we do to help you achieve this goal?

2. What actions are you taking to achieve this?

B. Long Range

1. What can we do to help you achieve this goal?
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Career
Development

Workplace

Retention

Fair Family-
Treatment Friendly

Workforce

Community
Involvement

Recognition /
Reward
Programs




Retention
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Retention
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Best Practices

Values Statement

Key Success Factors

Continuous Improvement Team
Improvement Initiative Process

SMART

Training

Retention
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