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Who is BTES?

SERVICES

Electric

Internet

Telephone

Cable



WE SERVE

33,000 17,000
ELECTRIC

customers
FIBER

customers

68
EMPLOYEES

with280
SQUARE

miles



OUR JOURNEY

1992

1993

1994

2008

2009

2012

2014

2017

Applied for

State Award

Applied for

State Award

Applied for

Baldrige

TQA

Achievement

Award

Excellence

Award

2005-2006

Added Internet, telephone 

and cable television services



BEST 

PRACTICES



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?

Will it be beneficial to all concerned?



Key Success Factors

Reliability Safety Financial



Continuous Improvement Team



Improvement Initiative Process

Review data in CIT

Deploy

Action Plans

Process Improvement

Review in weekly CIT meeting

Categorize, as appropriate

Define if OFI or positive

Communication
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OFIs

Positives

Opportunities for Improvement & Positives
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Balance of Bill
*LMB Letters Sent to Eligible Customers

*Provided E-Bill and Alert Options

*Introduced Budget Billing

*New Website Launched

*Mobile App Launched

*Customer Communication Campaign

*Bill Revisions 

*Newsletter Articles  

*IVR System 

Good



Process Improvement

Act

PlanDo

Check



SMART



Training
Organizational Behavior Course



Training
Org Behavior Course – Pole Yard Project

Before After



Retention
…



Retention



Retention



Retention

Engaged 
Workforce

Workplace 
Support

Career 
Development

Fair 
Treatment

Family-
Friendly

Community 
Involvement

Recognition / 
Reward 

Programs



Retention
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BTES Baldrige Winner 1 Baldrige Winner 2

National Average Industry Benchmark

Retention

GOOD
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Retention

GOOD



Best Practices

Values Statement

Key Success Factors

Continuous Improvement Team

Improvement Initiative Process

SMART

Training

Retention



QUESTIONS?



Leslie Blevins

Public Relations and Communications Manager

lblevins@btes.net

www.btes.net


