
New FPUA Utility Bill Format 



The primary reason we changed the bill format 
was so that customers could see in detail, and in 
total, what they are being billed for each utility 
service. 

 

Why FPUA changed the bill format 



• Added twelve (12)-month consumption histories for 
metered services  

• Layout reflects usage (Consumption) and charges (Rates), 
separately shown for each metered service  

• Rates at which you are billing are now included (Rate  x 
Consumption) 

• Rate for Power Cost Adjustment (PCA) for electric fuel 
charges are now included (PCA x Consumption) 

• Rate for Purchased Gas Adjustment (PGA) for natural gas 
fuel charges are now included (PGA x Consumption) 

• Taxes and surcharges are broken down for each service 
rather than grouped together 
 

What FPUA Changed 



• First, we held a focus group with some 
residential and commercial customers to 
determine what should be on our bill 

• Additional focus group with Key Account 
customers making sure utility bill insert 
explanations were sufficient 

• Utility bill insert with explanations one month 
prior to new bill release, so customers could 
compare old bill to new bill design 

Customer Notifications 



• Utility bill insert with explanations the month 
of the new bill deployment 

• New bill examples, posters, and flyers in lobby 
and on customer assistance desks/cashier 
stations 

• New bill examples at Off-Site Payment Centers 

• Special insert/letter to large multi-unit 
customers 

• Sent approximately 9,000 emails to customers 

 

Customer Notifications 



• Informed all FPUA Departments, via email to 
all employees, and onsite presentation to 
Exempt Staff 

• Trained FPUA Customer Service 
Representatives on why we changed the bill, 
and explained in detail the new features 

• Made extra staff available for Call Center 
inquiries 

Customer Notifications 






