
Lincoln Electric System improves customer satisfaction, 
reduces late-payment and streamlines billing process 
with CSG Output Solutions and Message Manager.

THE CHALLENGE

Lincoln Electric System (LES) promises its customers 
safe, reliable, affordable power. 

Servicing approximately 200 square miles within 
Nebraska’s Lancaster County, they supply electricity 
to more than 118,000 residential customers and 
16,000 commercial and industrial customers. Their 
footprint includes the cities of Lincoln, Prairie Home, 
Waverly, Walton, Cheney, and Emerald.

LES has been delivering on its promise of safe, 
affordable power for over 50 years. But they were 
struggling to deliver on customer satisfaction when it 
came to billing statements.

Industry research shows that 95 percent of customers 
open and read printed statements, making it a valuable 
sales and marketing tool. But customers overlooked 
important promotional notices, which had been 
obscured by a hard-to-read layout. The design and 
complexity of the locally printed statements led to 
customer service calls, slow payment, even short pays.

LES needed a billing statement that delivered 
information effectively and efficiently, but one that 
was also visually appealing.

They needed a solution that would help reduce call 
volume, highlight promotions, facilitate proper/timely 
payment, and reinforce their brand promise.
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THE SOLUTION

First, CSG redesigned the billing statement, creating 
a logical layout that even new customers could 
follow at a single glance. Full-color text and graphics 
emphasized and drew the eye to key information 
such due dates, sales promotions, and energy 
saving tips. White space created the perfect canvas, 
separating and highlighting messaging.

In addition, CSG implemented Message Manager,  
creating more opportunities for dynamic billing and 
relevant promotions.

LES could not only personalize promotional messages 
and information, but target it to specific customer 
types using criteria such as payment status or zip 
code. And they could change those messages as 
often as necessary using Message Manager’s secure 
web-based interface Message Wizard.

They could also automate scheduling messages, in 
addition to managing, tracking, and measuring the 
success of ad campaigns and revenue-generating 
messages. 

LES’s commitment to the environment and desire for 
a strong, consistent brand were satisfied through 
CSG’s successful integration of their electronic and 
paper billing channels.

Using strategic color placement, customers could 
immediately find the information most relevant to 
them.

UNIVERSIT Y OF LOYOL A , MARYL AND S TUDY
“COLOR INCRE ASES BR AND RECOGNITION 
BY UP TO 80%.”

“THE NE W L AYOUT WITH S TR ATEGIC 
USE OF COLOR MAKES IT E ASIER FOR 
OUR CUS TOMERS TO GLE AN ALL THE 
INFORMATION THE Y NEED AT A GL ANCE.”

LINCOLN ELECTRIC SYSTEM
PO BOX 80869
LINCOLN NE 68501-0869

Account Number: 123456789
Customer Name:                        JOE CUSTOMER
Service Address: 123 ST
Billing Date: 03/31/15
 

Please remember to include the payment coupon below with your payment. If paying by check, please write your account number on the check.

7502 0100 NO DO 05 03052014 NNNYNNNN 0000002 Non-Q     1 oz.

 
 

 

MAIL PAYMENT TO

Account Number 123456789
Service Address: 123 ST
Billing Date                             03/31/15

See reverse side for details

JOE CUSTOMER 
123 STREET
CITY ST 12345

This product was created by the CSG International 
Creative Design Services Group. This sample is for 
presentation purposes and does not represent a final 
production product. For additional information 
contact Teresa Zwiener at 402-964-1709.

Summary of Charges 

Previous Balance $26.68
Payments  (26.68)
  $0.00

Current Energy Charges 56.26 

Taxes & Other Charges/Credits 6.24
Balance as of 03/31/15 $62.50

 
 

PO Box 80869
Lincoln, NE 68501-0869

Account Information

12345678900000011173114

Due on or Before 04/30/15:         $62.50

Did you know you can pay your bill 
24/7 online at www.les.com or over 
the phone at 1.866.462.8432? There is 
no fee and you can use your checking 
or savings account or Visa, Discover or 
MasterCard.

Get paid to save! Take advantage of 
funds available to make your home 
or business more energy efficient 
through LES’ Sustainable Energy 
Program. Visit www.les.com/SEP 
for more info. 

For as little as $1 per month, you 
can voluntarily support local parks, 
libraries and older adults. Interested? 
Sign up for Lincoln Cares today! Enroll 
at www.les.com/lcdonate or call 
402.475.4211.
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Past 13-24 Months Past 12 Months

Billing Period Billing
Days

kWh Avg. kWh
per day

Avg. High
Temp

Avg. Low
Temp

Dec 2013 30 4,400 147 35° 11°
Dec 2014 31 4,440 143 44° 26°
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Usage
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OLD S TATEMENT NE W S TATEMENT

www.les.com 
Billing Questions: 402.475.4211
Report an Outage: 1.888.365.2412 
Email: customerservice@les.com

Contact Information

Residential - Acct.# 123456789    

Total Amount Due 04/30/15 $62.50

Meter #  Previous  Recent   Usage

Current Energy Charges
Energy Charge  618 kWh   $45.11
Customer Charge   11.15
Total Current Energy Charges   $56.26

Taxes & Other Charges /Credits
City Dividend   $2.15
Sales Tax   4.09
Total Taxes & Other Charges/Credits   $6.24

Previous Balance  26.68

Payments  (26.68)

3946564  79,209  79,827    618 kWh
02/20/15 03/22/15

Clean or replace furnace filters regularly. 
A dirty or plugged filter reduces the amount 
of heated air supplied to your home or 
apartment, increasing your heating cost.

LES Walter A. Canney Service Center: 2620 Fairfield St. 
(27th & Fairfield)

PAY YOUR BILL ONLINE OR OVER THE 
PHONE WITH NO FEE 
Now you can go to www.les.com and use our convenient 
online system or call 1.866.462.8432 to make your
payment. Our system accepts these payment types: 
Visa, MasterCard, Discover and your checking or
savings account. 
Disponemos con servicio de pago en español.     

Closed during recognized holidays: New Year’s Day, 
Memorial Day, Independence Day, Labor Day, Veterans 
Day, Thanksgiving Day, the day after Thanksgiving and
Christmas Day.   

WHERE TO PAY
LES business office: 1040 O St. (11th & O) 
Monday-Friday, 8 a.m.-5 p.m. 

24-HOUR DROP-BOX LOCATIONS
LES Lincoln Electric Building: 1040 O St. (11th & O), east side

  

Or, Mail to:
PO Box 80869
Lincoln, NE 68501-0869 

AUTOMATIC BANK BILLING
Sign up to have your electric bill automatically taken out of 
your checking or savings account each month. LES will send 
you a bill each month for your records and automatically 
withdraw the bill amount on the due date. Automatic bank 
billing is available through most financial institutions, including
banks and credit unions.  

SCCEF007

INFORMATION ABOUT YOUR ELECTRIC BILL
Customer and Facilities Charge: This charge covers a portion of the costs 
to make service available to you. This includes customer-related costs, as 
well as a facility maintenance such as energy transmission, distribution and 
service cost. These costs do not vary with the amount of electricity you use.

Energy Charge (kWh): This charge is the cost of the electricity you use. 
The abbreviation “kWh” stands for kilowatt-hour – the unit of measure for the 
amount of electricity used. A kilowatt-hour equals 1,000 watts of energy used 
for one hour. 

City Dividend for Utility Ownership: The City Dividend for Utility Ownership 
is a payment by electric customers due to the city of Lincoln for its ownership 
of LES.

Summer Conservation Credit: This credit is issued monthly to residential 
customers who have daily average use less than 10 kWh per day during the 
summer billing months. 
New Account Fee: This fee is applicable to each new account, move, 
transfer, etc. of service at the time of the request. This fee is waived only if 
the account is covered by a landlord agreement or if temporary service is 
being replaced by permanent service. 
Late Payment Fee: A late payment fee of 3 percent will be assessed monthly 
on all past-due charges. 
Returned Payment Fee: A returned payment fee will be assessed on all 
payments that are returned to LES by a financial institution. 
Budget Billing: Customers may elect to sign up for the level-payment plan to 
pay a set amount each month.  Actual charges and the budget amount paid 
will be compared at least annually, and the budget amount will be reset.

YOUR RIGHTS AS A CUSTOMER
Hearing of disputed electric bills: If you dispute the accuracy of the amount 
shown as due on this bill, you have a right to an informal hearing. You may 
notify LES of your desire for a hearing by contacting the credit specialist by 
telephone (402.475.4211), mail or in person at the LES business office prior 
to the due date listed on the bill. You may be represented by an attorney at 
the hearing if you wish. After the hearing, you will be informed of the results 
in writing. If you are not satisfied with the results, you will be advised of the 
procedure for appeal. 

FACILITY ACCESS REQUIREMENTS
LES service regulations require unobstructed access to meters, transformers 
and other facilities at all times.
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THE RESULTS

After implementing CSG Output Solution and Message 
Manager, LES noticed an immediate reduction in 
volume to the call center regarding billing statements, 
indicating increased customer self-help and higher 
satisfaction.

They also saw a difference in customer payments. 
More invoices were paid on time with fewer  
short-pays.

LES also benefited from increased awareness when it 
came to promotions and messaging.

WHY CSG

CSG is a leading document provider and Top 10 USPS 
mailer, generating more than 730 million printed 
documents every year. CSG serves both business-
to-business (B2B) and business-to-consumer (B2C) 
industries, including telecommunications, utilities, 
financial services, insurance, and home security 
markets. We operate state-of-the-art production 
facilities in Nebraska and Florida, processing mail 24 
hours a day, seven days a week.

With over 35 years of experience, CSG has a 
long-standing reputation for outstanding quality, 
consistency and customer service. Talk to our 
experts about how you can deliver clear customer 
communications with CSG Output Solutions. 

“WE ARE VERY HAPPY WITH OUR 

DECISION TO WORK WITH CSG. WE SE T 

OUT TO SOLVE SOME SPECIFIC ISSUES,  

WE DID THAT, AND MORE.”
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