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I. Introduction 
In accordance with the Kentucky Public Service Commission’s Order of June 30, 2021 and 
subsequent order of December 6, 2021 in Case Nos. 2020-00349 and 2020-00350, Kentucky 
Utilities Company (“KU”) and Louisville Gas and Electric Company (“LG&E”) (collectively “the 
Companies”) submit their annual Advanced Metering Infrastructure (“AMI”) report.  

Pursuant to Ordering paragraphs 8, 11 and 13 in the June 30, 2021 Orders mentioned above, the 
Companies report provides the plan and progress toward maximizing benefits in the areas of 
reduced meter reading expense; ability to disconnect/reconnect remotely; reduced field service 
costs; avoided meter costs; fuel saving from decreased customer usage; conservative voltage 
reduction; time of day rates; electric distribution operations; improved outage response; 
management and prediction of outages, overloads, and shortfalls of transmission and distribution 
assets; data availability to customers within 4-6 hours; innovative rate design; reduced theft and 
earlier detection; a detailed plan for customer engagement of its AMI systems as well as detailed 
plans regarding how the Companies identify outages, how the AMI systems will facilitate 
notification and communication of information with customers regarding outages, the estimated 
times of repair, and the AMI systems’ interaction with the Companies other smart grid 
investments, including the outage management system. 

This report reflects data through the end of June 2025, except where noted. 

II. Quantitative Benefits 
Reduced Meter Reading Expense  
Meter exchanges began in September 2022.  Meter reading savings are reported on an annual basis. 
Through December 2024, there were 1.163 million meters/modules installed with remote meter 
reading capabilities. Based on the reduced need for manual meter reading, the company has 
captured approximately $11 million in regulatory liability related to meter reading savings through 
December 2024. 

Ability to Disconnect/Reconnect Remotely 
Electric meters installed to date (under 200 amp) have a remote disconnect/reconnect switch 
operation that was integrated with existing systems and implemented in June 2024 (see Appendix 
I for the schedule of planned work).  Remote disconnect/reconnect is utilized when customers 
move, disconnect/reconnect for non-payment, and for other  miscellaneous reasons.  Through June 
2025, there have been 462k successful remote switch operations.  Pursuant to the Orders 
referenced above, reconnection revenues are no longer being recovered when the remote switch is 
operated thereby, offsetting the regulatory liability by $1.7 million through December 2024. 



 

2 
 

Reduced Field Service Costs 
Reduced field service costs are associated with remote service switch enablement because field 
technicians are not needed to visit each electric meter for a disconnect or reconnect.   The company 
has captured approximately $1.2 million in regulatory liability related to field service savings from 
June through December 2024. 

Avoided Meter Costs 
Avoided meter costs are associated with not purchasing replacement meters at the same level as 
prior to AMI approval.  Through December 31, 2024, the Companies have realized savings of 
$6.9m related to avoided meter costs.1 

Fuel Saving from Decreased Customer Usage 
Meter installations began in the fall of 2022 with approximately 87% of customers having an AMI 
meter at the end of December 2024. Communications encouraged customers to take full advantage 
of their AMI meter capabilities in order to save energy, which results in avoided fuel expense for 
rate payers. On-going energy savings calculated on an annual basis are difficult to assess. For the 
346k meters that have been installed for a full 12 months as of December 2024, the preliminary 
on-going energy savings estimate is shown at 4.73% vs. the assumed rate of 0.35%. The 
Companies consider these energy savings estimates to be “preliminary” as the population of 
customers with access to interval usage data and the length of time customers have an AMI meter 
increases.  For the 22k customers that have meters installed for 24 months, the on-going energy 
savings is calculated at 2.44% in comparison to the assumed rate of 0.35%.  In addition to having 
more customers with AMI meters, a full 12-month comparison will assist in balancing 
consumption fluctuations due to weather. The Companies will continue to report on this in future 
annual reports.  

Conservation Voltage Reduction 
Conservation Voltage Reduction (“CVR”) is dependent upon integration with electric distribution 
systems.  Plans are to conduct system integration with distribution systems by the fourth quarter 
of 2025 (See Appendix I); therefore, CVR benefits are not planned to commence until 2026. The 
first report that may have CVR benefits will be the July 2026 report. 

Time of Day Rates 
The Companies currently have voluntary time-of-day (“TOD”) rates for residential and non-
residential customers with loads that do not exceed 50 kW.  All non-residential customers with 
loads that exceed 250 kVA are already on TOD rates.  AMI Meter installation began in the fall of 
2022.  AMI meters will provide customers with information to make an informed decision on 
whether a TOD rate would benefit them.  The customer communication and engagement plan will 
let customers know about these alternative rates and how they can utilize their AMI meter to make 
an informed decision.  As of December 2024, 266 customers with an AMI meter are on a 
residential TOD rate.  

 
1 Avoided meter costs are reported on an annual basis aligned with the Companies fiscal calendar (January 1 – 
December 31). 
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Electric Distribution Operations 
Electric Distribution costs are not expected to be affected by AMI until the end of 2025,2 when 
EDO and AMI systems are planned to be integrated.  Consequently, there is nothing to report until 
after these system integrations occur and maybe not until 2026 or beyond when future expenditures 
for distribution are planned. 

Improved Outage Response 
Important aspects of managing outages are identifying the outage area, isolating it, and then 
restoring service.  AMI enables the Companies to know of an outage down to the individual 
customer as soon as it occurs without the customer taking any action.  When integrated with 
electric distribution operations systems, the AMI system will report outages quickly and will 
reduce the time to accurately determine the outage location.  With earlier outage detection and 
location, faster and more effective restoration can be achieved.  This will translate into decreased 
crew time, overtime savings, reduced fleet costs, and lower contractor expenditures. 

Integration with distribution operations is scheduled to begin in the second quarter of 2024 and 
continue through the end of 2025 (see Appendix I.); therefore, significant outage benefits are not 
planned to commence until the end of 2025 at the earliest and most likely not until 2026.  The first 
report that may have outage management benefit reporting will be the July 2026 report. 

Management and Prediction of Outages, Overloads, and Shortfalls of Transmission and 
Distribution Assets 
Some distribution transformer failures may be predicted prior to failure by using AMI data for 
transformer load management.  This earlier identification allows the Companies to move from 
time-based maintenance to condition-based preemptive repair or replacement of the failing 
transformer before it fully fails, thereby reducing the outage duration and avoiding any additional 
cost of an “emergency” replacement.  This capability is especially important as more load is placed 
on the system by electrical vehicle charging which can stress transformer capacity especially 
during extreme heat or cold periods. 

AMI data can also be used to diagnose momentary outages related to overloaded hydraulic 
reclosers which are not connected to Supervisory Control and Data Acquisition (“SCADA”) 
systems.  Following weather events that cause an increase in demand, momentary outages can be 
plotted on a map to identify hydraulic reclosers that are operating due to load.  Pockets of 
momentary outages that appear on the map behind hydraulic reclosers indicate a recloser that was 
probably operating due to load.  Although the Companies have been installing intelligent reclosers 
since 2016 to identify these kinds of issues, there are more than 900 circuits that do not have an 
intelligent recloser and will benefit from the information AMI will provide.  Without AMI, these 
operations may go unnoticed until the recloser fails altogether. 

AMI can provide data for voltage management.  If the average voltage of a meter is outside of the 
normal band, but not low enough to be considered an outage, the meter can send the voltage 
reading to the system operator for analysis and response.  These voltage excursions will help the 

 
2 Case Nos. 2020-00349 and 2020-00350, Exhibit LEB-3, Table 24, page A-17, The labels on Table 24 should be 
2021-2030 instead of 2031-2040. 
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Companies identify where there may be issues in the system and can also be used to enable more 
advanced voltage management solutions on the distribution system. 

Utilities have experienced initial success at identifying failed or failing equipment based upon 
information from AMI meters.  Average voltage information can be used to identify transformers 
with windings shorted and can also identify regulators and switched capacitors that are not 
operating properly.  When voltage information is combined with circuit data, the type of problem 
identified can be scripted which allows repair orders to be automatically created and dispatched.  
Voltages that are out of range on a single meter indicate a bad meter and a work order will be 
issued.  Voltages out of range for multiple meters on a transformer create a repair order to swap 
the transformer.  Voltages out of range for multiple transformers are investigated for regulator or 
capacitor problems.  

The savings discussed above are dependent upon integration of AMI with distribution operations 
systems.  This is planned to begin in 2025. Therefore, these benefits are not planned to commence 
until late 2025 or beyond.  Thus, the first report that may address these benefits will be the July 
2026 report. 

AMI usage and demand data will be used to identify over or underutilized transformers.  There is 
additional value in keeping larger transformers from failing due to overload or replacing them with 
smaller transformers.  The process is very straightforward for transformers with only one customer 
served.  The same process can be applied to smaller transformers by summing the load from all 
the AMI meters that are connected to the transformer.  This process will identify overloaded 
transformers and may also identify transformers that have mis-linked meters.  Additionally, this 
can help identify distribution losses or theft. 

The Meter Operations Center is monitoring various alerts including power outages and 
restorations. Further project activities such as Release 5 and broader business formalization of 
analytical data models using a newly designed and developed data warehouse will allow improved 
identification of outage issues and more.  

Data Availability to Customers Within 4-6 Hours 

The Companies are providing electric usage data within 4-6 hours to the My Meter portal for 
customer use and will continue to do so as AMI electric meters are installed across the service 
area. 

Innovative Rate Design 
The Companies affirm their commitment to offer innovative rate designs to ensure customers 
receive benefits from AMI beyond the operational savings that will be reflected in their bills 
following future rate cases.  The Companies will explore offering residential customers a voluntary 
prepay option upon full deployment of AMI and plan to utilize AMI data to guide rate design and 
thus would not plan to offer these rates until 2026 or later when AMI data is available for all 
customers. 
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Reduced Theft and Earlier Detection 
The identification of theft or the failure of metering equipment resulting in under billing of a 
customer is dependent upon AMI meter installation and the collection and analysis of interval data.  
For the roughly 1,339,000 meters installed through June 2025, 2,260 accounts with potential issues 
related to theft or tampering have been identified for initial review with 34% of those accounts 
requiring further investigation. There have been 5,570 cases of equipment failure such as high-
temperature events, service disconnect switch errors, and communication issues, which were 
investigated and resolved by the MOC since deployment began. 

Customer Engagement 
The Companies developed an Advanced Metering Infrastructure Customer Engagement and 
Communications Plan (attached as Appendix II) that includes awareness, education, and 
engagement phases before, during, and after metering equipment upgrades. 

The fully executed plan tactics include paid awareness advertising in areas where deployment is 
occurring as well as search engine marketing ads in all areas of the service territories to drive 
customers to the Companies’ dedicated website when searching for information online. Awareness 
ads are placed on a variety of platforms to have the widest impact possible while also remaining 
targeted to only the current deployment areas at any given time. Tactics include digital media, 
social media, online music streaming radio, and other mediums as appropriate in each area of the 
media market, such as outdoor and print, to build awareness of the project and explain the benefits 
of the technology to the customer.  

The Companies’ website includes a deployment map and frequently asked questions (FAQ’s) 
which are regularly updated online for customers to find answers they seek. Informational articles, 
printed flyers, fact sheets and My Meter tutorial videos highlight the customer benefits of the 
project, reinforce the safety of the technology, and explain the elements of the project that are 
currently underway. These are offered to interested customers by dedicated AMI Ombudsmen and 
the customer-facing employee base. 

The AMI Ombudsmen also attend community meetings, engage with community leaders and 
organizations, and field questions from stakeholders and customers alike during both the 
awareness and the education phases of the project. These employees are responsible for  
maintaining a high level of customer satisfaction and their roles include:  

• managing customer expectations during the deployment of AMI metering equipment in a 
specific area 

• establishing mutually beneficial dialogue and building strategic relationships with 
community leaders and organizations 

• researching and resolving complex and escalated customer complaints/inquiries; and 
• serving as leaders in furthering the adoption of the AMI strategic plan   

In addition to the AMI Ombudsmen, the Companies’ Key Accounts Managers work closely with 
their non-residential customers to ensure a smooth meter upgrade process with the least impact to 
their business operations.  
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Also, during the education phase, critical direct customer notifications are executed that include 
emails, letters, postcards, text messages and automated outbound calls notifying customers of the 
approaching installations in their zip codes. The timing of these notifications is approximately four 
weeks prior to each customer’s scheduled service date, with reminders two weeks prior and a final 
reminder the week prior. This tiered strategy is intended to provide customers with clear and 
accurate information to prepare them for and facilitate the installation of their new AMI metering 
equipment, provide opt-out information for those customers who choose to opt-out of receiving an 
advanced meter and to minimize the inconvenience to the customer by offering appointments, 
where necessary.   

During the meter exchange, technicians who have been fully trained on the importance of both 
safety and creating a positive customer experience approach each premise and attempt a friendly 
exchange with the account holder prior to the meter exchange procedure, alerting the customers of 
the event and providing further information. Door hangers are left with the customer after the meter 
exchange providing information about the My Meter tool and where to find more information.    

After meter exchanges are complete, the Companies will continue to use established 
communication channels like Power Source newsletter, customer mailings and the advocacy of 
community stakeholders to engage customers by encouraging them to take full advantage of the 
benefits that will be available to them upon installation of their AMI meter. The Companies will 
encourage them to track their energy usage and avail themselves of innovative rate structures so 
they can make more informed decisions and change behaviors to reduce their bills, if desired. An 
example of one such communications piece, a promotional marketing postcard explaining the 
various customer benefits of the My Meter tool, that is being mailed to customers after meter 
exchanges are complete in each area of the service territory.  

With the successful launch of Green Button Connect My Data® in June 2023, LG&E, KU and ODP 
customers with AMI meters can also access the two Green Button standard energy data formats 
through the My Meter usage portal.  

The first post-meter-exchange customer satisfaction surveys were performed in the first quarter of 
2023 and continue at the end of each subsequent quarter. The purpose of the surveys is to collect 
feedback on customers’ experience, gauge the effectiveness of advance communications, monitor 
the performance of contractors, and ensure operations comply with expectations. Overall, 
customers show satisfaction with meter exchanges, with Q1 2025 results remaining strong with an 
overall satisfaction of 4.23 on a 5-pt. scale.    

To support our employees during this project, the Change Management and Training teams prepare 
employees for the future-state so they can best serve our customers. A Change Agent Network of 
employees was established to facilitate top-down and bottom-up communication and change 
within the organization. The Change Agents are AMI ambassadors who help filter information out 
to the different areas of the business. Employee news articles keep the wider employee base 
informed about the status of the project and customer talking points are frequently updated and 
shared to assist employees in fielding questions from customers, neighbors and friends about the 
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AMI technology, the deployment schedule and using My Meter to track usage and change 
behaviors in order to save energy. 

During and after full deployment, the Companies will continue to work to identify opportunities 
that engage customers and third parties, and to enhance the customer experience and improve 
community relations. 

III. Outage Management 
AMI meters can do much more than just provide usage and billing data.  They act as a coordinated 
group of sensors throughout the service area.  In that capacity, they can be used to provide various 
types of information the Companies can use to prevent and handle power outages and validate 
restoration.   

Integration with electric distribution operations is scheduled to be in place by the end of 2025. (See 
Appendix I.)  Therefore, outage benefits are not planned to commence until the end of 2025 at the 
earliest and most likely not until 2026.  Thus, the first report that may have outage management 
benefit reporting will be the July 2026 report. 
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Introduction and Background 
The LG&E and KU Advanced Metering Infrastructure (AMI) will consist of new digital meters to replace 
existing electric meters for customers, new communication modules for gas meters in areas of combined 
electric and gas service, and a new two-way system that will allow for wireless communication between 
the meters and the utilities. Initially, AMI will require a significant investment in the meters and 
supporting infrastructure that will, over time, lead to cost savings from reductions in operational expenses 
associated with reading meters and service connections/disconnections/reconnections.  

In addition, there are many short- and long-term benefits to the customer experience. For example, the 
new service will allow for enhancements in outage detection that will lead to faster and more efficient 
power restoration, especially when combined with automated controls that already are being installed in 
electric distribution. Moreover, the new meters will capture more detailed and real-time energy usage 
information that can: 

• help customers become more informed about their usage patterns and behaviors; and 
• help LG&E and KU develop and offer new programs and rate options, both of which offer the 

potential for lower energy bills and greater customer satisfaction. 

AMI provides customers new data, tools, and control over their energy consumption. A robust customer 
engagement strategy is the key element in engaging customers to take advantage of the benefits AMI 
offers. Without robust customer communications, education, and support before, during and after 
deployment, the Companies are likely to encounter customer concern, resistance, and low adoption of 
advanced capabilities. Consequently, the Companies are committed to educating and engaging customers 
and other interested parties to help them understand and take advantage of the benefits of their AMI 
meters. 

Using the Companies proven approach to communications, LG&E and KU will: 

• communicate to customers the benefits of AMI; the installation process; and greater control, 
increased options, and improved convenience available with AMI meters. 

• encourage customers, and any third parties they designate to adopt AMI meters and their 
associated benefits. 

• establish communication channels that allows the companies to reach all customers with 
information about AMI meters. 

• support collaboration with stakeholders to enhance customer adoption and identify opportunities 
for additional programs and benefits. 

The LG&E and KU AMI Customer Education and Engagement Plan (Plan) reflects a customer-focused, 
collaborative strategy resulting from the Companies’ research, customer surveys, experience with 
participants in the LG&E and KU voluntary Advanced Metering System (AMS) Opt-In Program, 
collaboration with third-party stakeholders, and benchmarking with peer utilities. LG&E and KU 
developed an education and engagement strategy that: 

• ensures customers receive messages consistent with their preferences, 
• ensures third parties receive messages that enable them to educate and engage with their 

constituents, and 
• encourages customers and third parties to participate in discussions with the Companies about 

customer preferences and options. 

The Plan was developed through a collective and holistic process involving the Companies and various 
stakeholders. LG&E and KU gained insights into how best to communicate with their customers about 
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AMI meters while promoting and installing meters through their voluntary AMS Opt-In Program. In 
addition to anecdotal feedback LG&E and KU received from participants, the Companies reached out 
with surveys inviting customers to share direct feedback and comments. To further shape the Plan the 
Companies drew upon the expertise of industry professionals, research, and benchmarking from other 
utilities of similar size that have deployed AMI meters system wide. 

Various studies of third-party customer satisfaction surveys showed a connection between strong, 
proactive customer communications and positive customer experiences with AMI programs. With this in 
mind, LG&E and KU developed this comprehensive Plan to educate customers, as well as community 
stakeholders, throughout the duration of the deployment and after customers’ AMI meters are installed to 
encourage participation and support of AMI and future programs.  

The Plan includes providing customers a robust offering of information on a variety of topics, including: 

• how an AMI meter works  
• the meter installation process  
• new tools and features available through AMI  
• the online dashboard My Meter which provides features, tools, and ways to help manage energy 

use 

The overarching objective of the Plan is to inform customers of the benefits of AMI meters and promote 
engagement post AMI meter installation. The Companies have an unwavering commitment to customer 
service and satisfaction and implementing the action plan laid out in the Plan will ensure a positive 
customer experience before, during and after a system-wide rollout of an AMI. 

While communications tactics will be triggered based upon AMI deployment in geographic areas as part 
of the multi-phase strategy, the overall campaign will reflect two positions: 

• General Awareness: Raise customers’ and stakeholders’ awareness of our AMI meter rollout 
and educate our audiences about the benefits of modernizing our system (with specific emphasis 
on the role AMI meters play). 

• Direct Outreach: Target and engage affected customers with direct communications (pre- and 
post-rollout) to: 

o set expectations about the installation process (what to expect), 
o how the meter works, 
o how customers benefit from AMI, and 
o the tools, information and features they can access to gain the most benefit from their 

new AMI meter. 

Figure 1 below depicts the timing of these two positions based upon AMI deployment milestones and the 
multi-phase approach of the Plan discussed further below. 
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Figure 1 AMI Deployment Milestones 
 AMI Network Installation Begin Advanced 

Meter Rollout 
End AMI meter 
Rollout 

General 
Awareness 

Build on existing brand messaging 
 
Communicate the benefits of AMI and AMI meters to educate customers and 
promote engagement. 

Direct 
Outreach 

Phase 1 – Awareness 
 
Notify customers of AMI meter deployment 
and benefits 

      Phase 2 - Education 
 

      Prepare customers for advanced 
      meter deployment, provide 
      information on available  
      opportunities 
              Phase 3 – Engagement 
 

Equip customers with knowledge to 
make more informed decisions and to 
participate in AMI meter 
opportunities 
 

 

 

In executing the Plan, LG&E and KU will encourage adoption of the capabilities of AMI meters and 
provide customers with resources that allow them to manage their energy usage and costs. During and 
after full deployment, the Companies will continue to work to identify opportunities that engage 
customers and third parties, and to enhance the customer experience and improve community relations. 

History of Strong Customer Education and Engagement 
At LG&E and KU, the customer experience is one of our highest priorities. Employees understand and 
recognize the importance of ensuring a positive experience with every customer interaction. In addition, 
they appreciate knowing that their efforts to hold down costs and maximize performance also contribute 
to a positive customer experience. The Companies understand that a robust customer education and 
engagement plan is paramount to the success of AMI and to ensuring a positive customer experience.  

In 2015, the Companies established Customer Experience Action and Advisory committees to develop 
and implement strategies that enhance the customer experience. Internal leaders representing all lines of 
business comprise each committee.  Through regular communication, including strong internal 
messaging, a corporate website and mobile app available to all employees and contractors, the committees 
emphasize the importance of positive customer interactions. The committees advise all departments 
throughout the Companies on what, when, and how to communicate effectively with customers. The 
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committees are key to continuing the Companies’ outstanding customer satisfaction and will be utilized to 
assure AMI messaging resonates with customers. 

Prior to developing the Plan, the Companies conducted numerous surveys among customers to gauge 
their awareness and understanding of AMI meters. In addition, the Companies surveyed participants in 
their voluntary AMS Opt-In Program to gauge awareness and engagement. Survey results and industry 
research drove the development of a multi-phased communication approach. The Plan focused on three 
phases – Awareness, Education and Engagement – that built on the Companies’ prior “Empowering 
Possibilities” messaging phase which launched in early 2019. As future corporate messaging transitions 
and is launched, the AMI customer communications will continue to align with future corporate 
messaging. 

Understanding Customer Needs, Priorities and Expectations 
A successful plan must focus on understanding and anticipating the needs, priorities and expectations of 
customers. To that end, LG&E and KU reached out to existing advisory groups for feedback and insights 
into customer preferences and an understanding of AMI meters and their associated infrastructure. 
Respondents to our surveys provided the following insights into customers’ preferences, awareness, and 
perceptions about AMI meters: 

• Overall Awareness: In a brand favorability survey conducted among residential customers in 
April 2018, nearly 25% indicated they were familiar with the Companies’ AMS Opt-In Program. 
When asked to describe their overall feelings about advanced meters, 45% of those surveyed 
indicated they felt extremely or very favorable while 37% indicated they were somewhat 
favorable. Extremely favorable and very favorable responses were higher among customers in 
Eastern Kentucky with 57% expressing favorable feelings. Generation X customers were far 
more likely to have favorable feelings about advanced meters (58%) than Baby Boomers (40%) 
and Millennials (39%). 

• Sources of Knowledge: Customers who participated in the April 2018 brand favorability survey 
were asked to indicate their sources for general news and information. Three-fourths of them 
(75%) cited television; more than half (54%) indicated general internet; and over half (51%) cited 
social media. When asked for preferences for how to receive company news and information, 
more than half (56%) said email; 42% said a flyer with the bill; and 37% said direct mail. Other 
sources – LG&E and KU website, television, social media, print or digital customer newsletter – 
were also mentioned.  

• Feelings About Advanced Meters: In a survey conducted from August 24 to September 8, 2020, 
among customers who participate in the voluntary AMS Opt-In Program, more than half the 
respondents expressed satisfaction with the program. Customers who are most satisfied with the 
program mentioned ease of use and the ability to look at detailed data and usage trends to help 
make informed, energy-saving decisions as reasons for satisfaction. 

Customer Education and Engagement Plan 
LG&E and KU recognize the importance of engaging all market segments as well as the challenges in 
reaching every customer. To that end, the Plan includes customized approaches for all customers, 
including low income, seniors, high usage customers, customers with plug-in electric vehicles, and 
customers with private solar systems. The Plan, which was shaped by feedback from our customers, 
informs and engages customers throughout the various phases of implementation. LG&E and KU will 
reach out to customers to obtain feedback about their experience and adjust communication messages and 
channels based on customer feedback and preferences. 



 

15 
 

There is no “one size fits all” approach to communicating with customers. Customers will select the 
messaging methods they prefer. One of the Plan’s strengths is that it allows flexible, scalable, and 
measurable communications as the customer evolves and becomes more engaged. The Companies utilize 
tools and data that analyze which communications are most effective for educating and engaging each 
customer segment. The result of this analysis informs the Companies to adjust plans, communication 
channels, and messages to resonate with customers. 

In addition, the Companies’ proprietary online customer panel is a resource to share draft communication 
pieces and gain direct customer feedback.  

Multi-Channel Communications 
The Companies are committed to customer service and satisfaction, and they plan to ensure a positive 
customer experience before, during and after a system-wide rollout of an advanced meter infrastructure. 
The overarching objective of the Plan is to inform customers of the benefits of advanced meters and 
promote engagement post advanced meter installation.  

LG&E and KU will use a diverse range of methods to educate and communicate with customers about: 

• the Companies’ plans to deploy advanced meters system-wide 
• the installation process, and 
• the benefits afforded by advanced meters and the supporting infrastructure 

The Companies approach to communications includes using a variety of communication channels to 
distribute information. This may include but is not limited to, direct mail, emails, bill inserts, bill 
messages, outdoor signage (e.g., billboards), newspapers, radio, television, corporate website (e.g., 
information and videos), brochures/flyers, etc. In instances where there are key stakeholder groups (e.g., 
low-income agencies), the Companies will also provide education and materials to the groups to prepare 
them for any questions they may receive.   

The Plan involved a three-phased approach that built on the Companies’ existing “Empowering 
Possibilities” campaign. Empowering Possibilities was a territory-wide campaign that served as an 
introduction and the foundation that gives all LG&E and KU customers a broad sense of the future of the 
energy industry, its landscape and new technologies that benefit customers and add value to the 
communities served by the utilities. AMI messaging to customers will continue to transition and align 
with future corporate messaging. For more information about the original campaign, please see Appendix 
A.  

Phase 1: Awareness 
The Awareness Phase occurs prior to the installation of a customer’s advanced meter.  The Awareness 
Phase will include customized messages aimed at notifying all LG&E and KU customers of the 
Companies’ plans to deploy AMI system-wide and emphasizing the high-level benefits to customers and 
to LG&E and KU. The Companies will ensure customers from urban areas to more rural settings receive 
the messages. 

When interacting across multiple channels, customers recognize the messages easier and awareness 
increases. Messaging around the Awareness Phase will begin soon after receiving approval for full 
deployment. 

During this phase, messaging will emphasize AMI technologies along with benefits and opportunities to 
give customers more control, choice and convenience. Other messages will provide information, 
resources and assurance to customers who express concerns over safety, privacy and security.  
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Awareness Objectives 
• Educate all LG&E and KU customers about the Companies’ plans for system-wide 

deployment of new advanced meters. 
• Explain the reasons LG&E and KU are making this investment, with a focus on customer 

benefits, “What’s does it do for them?” 
• Educate LG&E and KU employees with a strong focus on those who have direct customer 

interaction so they can fully and effectively discuss the benefits and specifics of AMI with 
customers.   

• Start to inform elected officials, media, and other stakeholders (e.g., low-income advocacy 
groups) generally about AMI, the benefits, and the implementation process.  

Phase 2: Education 
The Education Phase would begin as the Companies approach meter installation in a specific area. 
Stakeholder communications will generally begin approximately six weeks before any advanced meter 
installations in an area. Direct customer communication will begin approximately four weeks prior to 
scheduled installation; additional communication will be deployed to each customer approximately two 
weeks prior to scheduled installation and again the week of the installation. The focus is on educating 
customers about the deployment process and the benefits of an advanced meter.   

Education Objectives 
• Educate LG&E and KU employees with a strong focus on those who have direct customer 

interaction so they can fully and effectively discuss the benefits and specifics of the initiative with 
customers.   

o Prior to the beginning of deployment, customer-facing employees will be trained on the 
process, provided detailed information about the schedule, and key points about the 
advanced meter and the capabilities it provides customers.  

• Follow up with elected officials, media, and other stakeholders (e.g., low-income advocacy 
groups) regarding the deployment process and timeline. 

o Approximately six weeks in advance of deployment in a specific area, the Companies 
will use a variety of communication channels to ensure all stakeholders are aware of the 
deployment schedule and the advantages of an advanced meter. This includes but is not 
limited to, local news interviews, newspaper articles, phone calls, etc.  

• Inform and educate all LG&E and KU customers about the Companies’ plans for system-wide 
deployment of new advanced meters. 

o The Companies will send three direct communications to customers prior to the 
installation of their advanced meter (i.e., two emails and/or letters and a postcard and one 
automated telephone call and/or text message – dependent upon each individual 
customer’s contact information on file).   

Messaging Initiatives 
The Education Phase will focus on AMI meter benefits and emphasize control, choice and 
convenience. Each deployment area will receive multiple messages through three distinct 
initiatives: 

1) Schedule and Deploy: Provide customers with clear and accurate information to 
prepare them for and facilitate the installation of their new AMI meter and gas AMI 
module (only applicable to LG&E electric and gas customers), and inform customers 
of opt-out process, and address other concerns. 

2) Opt-Out Coordination: Further, educate customers on advanced meter benefits and 
the opt-out process. 
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3) Minimize Inconvenience: Find ways to address concerns customers have about any 
inconveniences that may occur as a result of their advanced meter installation. 

Schedule and Deploy 
Specific information will be presented to the seven segmented audiences listed in the stakeholder 
column in the table below as a notification prior to advanced meter deployment. Given 
experiences with meter replacement, the Companies have decided that the most effective 
deployment notification should be delivered to customers approximately four weeks before their 
advanced meter is scheduled for installation. The initial communication will be followed by two 
additional communications – one approximately two weeks prior to scheduled installation and the 
other the week prior to installation. Doorhangers will be left the day of installation. See the table 
below, which depicts customer communications prior to AMI meter installation. 

 
~6 weeks prior ~4 weeks prior ~2 weeks prior Week prior to 

installation  
Day of Meter 
Installation  

 

Stakeholder  
Communications  
 

 

 

KYPSC 
Local Officials 
Low Income 

Agencies 
Medical Alert 
Special Needs 
Key Accounts 

Media 

 

 

Customer  
Notifications 

 or 

 

 

 

Customer  
Notifications 

 or 

 

 

 

 

 

 

Customer 
Notifications 

or  

 

 

 

 

 

 

 

Customer 
Notifications 

 
 

This initiative will conclude when LG&E and KU inform the customer that the advanced meter 
has been installed and will seek to assess the customer’s satisfaction with the process. This will 
be done through the following actions:  

o LG&E and KU will leave a door hanger on the door to notify each customer when their 
new advanced meter has been installed.  The door hanger has instructions for accessing 
and registering their online account via the My Meter portal and how/when they can 
begin to use the functionality. 

o Customers who have registered their email address with LG&E and KU will receive an 
email or letter notification after their new advanced meter has been installed. The 
communication piece includes instructions for accessing the My Meter portal. 

o The Companies will periodically execute customer satisfaction surveys to assess the 
deployment and installation processes.  

 

d. I d I 

~ 
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Opt-Out Coordination 
LG&E and KU will focus their opt-out campaigns on decreasing the number of customers who 
decline to allow the Companies to install an AMI meter by proactively alleviating typical 
concerns through awareness and education. For those customers who choose to opt-out even after 
reviewing the information, LG&E and KU will provide a clear opt-out process. 

Opt-out information will be included in the letter/notification customers receive. Customers who 
wish to opt-out will be instructed to call LG&E or KU. Opt-out coordination will be handled by 
employees specifically trained to provide customers with accurate and up-to-date information 
regarding advanced meters and the available opt-out process. Front-office employees and other 
individuals who will be handling customer contact and meter installations will receive 
information about opt-out processes.  

Minimize Inconvenience  
Consistent with each phase, LG&E and KU will design communications that are aligned with 
successful examples the Companies have employed in their voluntary AMS Opt-In Program, 
other large-scale company projects, and materials used throughout the energy industry.  

LG&E and KU materials will be clear, concise, non-technical and segmented based on customer 
demographics. Appendix B contains samples of materials LG&E and KU have used along with 
drafts of materials LG&E and KU would use. 

Phase 3: Engagement  
The Engagement Phase starts when a customer receives an AMI meter and access to the tools necessary 
to better understand their energy consumption as well as optional rates available to them.  The objective 
of the Engagement Phase is to assess and use insights gathered from customer surveys concentrating on 
the post installation user experience, focus groups and outreach experience to refine and promote new 
customer opportunities and future offerings. These activities will facilitate greater customer interaction 
with the Companies’ programs, increase access to energy efficiency tools and information, and provide 
for other energy management opportunities offered by the Companies and other innovative third-party 
vendors.  

A campaign will be developed to promote the information and benefits customers can access after their 
AMI meter is installed via the online My Meter portal. Additionally, LG&E and KU will highlight tools 
and features to customers via periodic notifications. This approach has proven to be extremely helpful 
during the existing voluntary program.  

For example, in early 2019, the Companies launched a monthly email update to AMS Opt-In Program 
participants3. Each update offers information about existing – or new – tools and features available to 
customers via the My Meter portal. Not only have LG&E and KU seen strong open rates and interest in 
the email updates, but engagement on the portal increases significantly in the days after an email update is 
deployed.4 

LG&E and KU have tools in place to increase customer engagement, and the Companies are investing 
more and more in digital channels. These digital channels will have the ability to gather and store 
customer preferences for the delivery of personalized, timely, effective, and educational communications. 
These communications will allow customers to make smarter energy decisions. Paired with information 

 
3 A history of these communications can be viewed at https://lge-ku.com/advanced-meter/roadmap  
4 See Appendix D 

https://lge-ku.com/advanced-meter/roadmap
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the Companies gather from the advanced meters, the engagement tools will allow LG&E and KU to 
transform their relationship with their customers by proactively providing new usage insights to 
customers. 

 Engagement Objectives 
• Educate customers about online resources and how to access My Meter.  

o The Companies will use multiple communication channels to engage the customer (e.g., 
bill messages, bill inserts, corporate website, videos) 

• Make it easy for customers to select energy management tools and energy efficiency offerings 
that are available to them based on their personal preferences. 

o For example, written materials and videos that explain each feature and how it can be 
used to accomplish an individual’s goals.  

Messaging Initiatives 
The Engagement Phase provides digital experiences while still recognizing that many customers 
prefer non-digital channels. Outreach programs will provide education materials through social 
and traditional channels to enhance face-to-face outreach from LG&E and KU personnel. The 
Engagement Phase is a long-term, holistic approach that leverages several digital and non-digital 
channels to engage and educate customers. 

The Digital Experience 
Among the digital channels used for ongoing customer engagement is the My Meter portal. 
LG&E and KU will create added value for customers by providing access to personalized and 
useful energy usage data. The portal enables customers to leverage this information to gain 
insights into how they use energy and then turn those insights into action. Specifically, the My 
Meter portal: 

• Provides customers with an easy, intuitive method to view their energy usage in near real 
time. 

• Provides a customized and personalized experience anywhere, anytime and on any 
device. 

• Provides customers the ability to download usage data in various formats, including 
Green Button format, which is the national standard. 

• Provides improved analytical capabilities to better understand customer behavior and 
empower customers with tools to make informed decisions.  

• Provides the ability to overlay additional data, including weather, price and comparisons 
to other Advanced Meter customers in the customer’s zip code and throughout the LG&E 
and KU service territory all in graphical format. 

• Utilizes a customer analytics engine that leverages advanced meter usage data to provide 
customers with insights and energy savings tips as well as personalized action plans to 
conserve and save. 

• Provides customers with proactive alerts associated with projected billing, home energy 
use, and customized thresholds set by customers (energy use or projected cost). 

• Provides the ability for customers to set markers for dates when they make certain energy 
improvements so they can monitor to gauge the effectiveness of their actions. 

My Meter portal functionality is tailored to specific customer segments (residential, small 
business, large commercial) and optimized for viewing on multiple devices (e.g., desktops and 
tablets). The portal integrates with the LG&E and KU corporate website, which means customers 
experience seamless access via a single sign-on process. The multi-channel experience extends to 
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the front office, which allows LG&E and KU customer service employees access to the same data 
screens as the customer.  

The end result of the My Meter portal is a low-effort, high-satisfaction digital customer 
experience that drives increased customer adoption. With “customers first” as the guiding 
principle at LG&E and KU, the My Meter portal sets the Companies’ direction while AMI 
provides the platform that helps bring it to life. 

Personalized Data Insights 
An important element of customer engagement is personalization. Traditional utility 
communications have been largely one-size-fits-all. LG&E and KU are committed to using a 
software platform that sends information that is relevant to each customer’s unique situation. The 
information takes the form of periodic energy reports for customers, customized with information 
ranging from new plots to energy saving tips to benchmark comparisons. The tips can be further 
refined based on publicly available non-utility information about the customer, such as the age of 
the customer’s house. In addition to the My Meter tools listed under the Digital Experience, 
below are even more tools integrated into the My Meter portal that LG&E and KU will employ to 
increase customer engagement: 

• A user-friendly, interactive visualization tool will allow customers to analyze their energy 
usage trends through a series of views. Customers will be able to see their data by 
different time periods (e.g., days, weeks, months, years). Customers also will be able to 
see their bill costs in addition to usage data. 

• Personalized energy cost comparisons across the standard residential rate and the 
Companies’ two residential time-of-day rates so that customers can determine what rate 
offers the best value for them.  

• A bill comparison tool will allow customers to compare their last bill to their previous 
bill or to the corresponding bill from the same time period the previous year. Comparing 
bills is a useful way for customers to track their energy use and identify possible causes 
for an increase or decrease in their bill. AMI data allows for a more personalized and 
detailed breakdown of bill differences, including the impacts of weather, rate plan 
changes, and peak versus off-peak usage. 

• Modules highlighting the resources available on the online portal and encouraging 
customers to engage with LG&E and KU online. 

The tools in the Digital Experience and Personal Data Insights are complementary to each other 
and will drive a customer journey for years after the deployment of AMI meters. See Appendix C 
for screen shots of some of the tools, data and information customers can access via the My Meter 
portal, including a direct mail piece postcard that highlights the functions of the online tool. 

Engaging All Customer Segments 
There are customer segments throughout the LG&E and KU service territory that require special 
engagement efforts. Some customers may not be comfortable receiving messages through digital 
channels while others may not have access to online services. LG&E and KU will use a range of 
channels beyond digital means to engage customers. Engagement with non-digital, seniors, low- 
to moderate-income and non-English speaking customers will include the efforts of Customer 
Outreach Ombudsmen. These employees will determine which customer segments are not 
receiving the appropriate messages and take action to fill those gaps. Mail, community groups, 
events, social services, libraries, and government centers can all be leveraged as channels for 
reaching customers with education materials or personal interactions. 
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The Companies also acknowledge that there are customer segments (e.g., high usage customers, 
customers with electric vehicles, solar customers) within their service territory that may have 
opportunities to take part in additional offerings. As such, LG&E and KU will provide targeted 
messaging to these customers that will revolve around additional opportunities to become 
involved in energy efficiency, third-party offerings, or other ways to save. 

Customer engagement will evolve over the course of AMI deployment through lessons learned, 
surveys, focus groups, and a building of awareness across the LG&E and KU service territory. 
More opportunities to engage across channels means customers will participate more and begin to 
adopt new behaviors. 

Customer Engagement - Remote Service Switch and Complex Meters 
As of June 10, 2024, phases two and three (also referred to internally as Releases) of the project 
implemented system updates to allow for remote service switch capability on most installed AMI 
electric meters and as well as installation of AMI meters for customers on more complex billing 
rates.  

 Promotion of Release 2: Complex Billing 
Residential service rates and general service rates began with meter deployment in September 
2022, This release includes enhancements made to multiple systems to bill customers on more 
complex rates and meter configurations and installation of these meters is in progress.  

This Release also includes system updates that enabled the automatic creation and routing of 
service orders for specific safety-related meter alarms.  

Informing customers: 

Complex metering customer installations began June 10, 2024. Where appropriate, Key Account 
Managers work with impacted customers to ensure a smooth transition. 

Promotion of Release 3: Remote Service Switch 
Additional updates to systems and process in this release, also live June 10, 2024, allow AMI 
electric meters equipped with remote service switches to be turned on or off without rolling a 
truck when a customer notifies the Companies they are moving or wish to temporarily suspend 
their service. Eligible customer accounts may be remotely disconnected and reconnected when 
necessary. 

Informing customers: 

Messaging to customers about the remote service switch capability is critical to assist them in 
understanding how this advanced electric meter functionality is beneficial and to assist them in 
learning new behaviors.  

External communications, in customer-friendly language, include using our paid, owned and 
earned media to explain the benefits of remote service switch capability. Once a remote switch 
capable electric meter is in place, customers will no longer have to wait for a technician to visit 
their property - not for the monthly meter reading or to turn service on or off however, 24/7 
access to the meter is still required by the Companies’ tariffs. 

The company will continue to engage customers and reinforce the benefits of the advanced 
metering infrastructure. This includes new information on the Disconnection Notice, Power 
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Source newsletter articles, planned paid advertising campaigns, bill inserts and messaging, 
Ombudsman outreach, and more. Since paid ad campaigns do not begin until Q3 2024, sample 
paid advertising and promotions of new remote service switch capability will be included in the 
next Plan update. Planned media include digital advertising, streaming radio ads and digital out of 
home boards. Community outreach efforts include collaboration with the low-income advocacy 
agencies to provide flyers and information to customers experiencing a disconnection. 

Sample customer messages around the benefits of AMI electric meter remote service switch 
capabilities include: 

• Advanced meters offer customers new tools and services – at no additional cost. 
• Advanced meters allow routine activities to happen easily and remotely. 
• The burden of waiting for a utility truck to visit your home or business has been removed. 
• Remote reconnection of service is available all day, every day. No need for live agent 

assistance – customers are encouraged to utilize self-service reconnection options 24/7 to 
reconnect service after payment following a disconnection. 

• No reconnection fee will be charged on AMI electric meters when the remote process is 
used. 

• Faster reconnection of electric service after disconnection for non-payment. 
• Safer and more convenient – physical access to a customer’s property is not typically 

needed any longer to read the meter (e.g., do not have to worry about locked gates or pets 
in the yard). 

• Faster completion of scheduled customer requests, such as moving or temporary 
suspension of electric service. 

Customer messaging has already begun in the form of updates to the Company website and 
Disconnection Notice changes. See Appendix E.  July 2024 Power Source for LG&E and KU 
customers has an article about the new capability and August 2024 bills will contain a bill insert.  
See Appendix F for examples of the Remote Service Switch campaign materials. 

Promotion of Release 4:  My Meter Tool 
The Companies continue to promote the My Meter tool to educate customers about ways they can 
better understand and manage their monthly bill.  This effort uses multiple communication 
channels to engage the customer (e.g., bill messages, bill inserts, corporate website, videos). and 
includes how to access My Meter through their My Account and how to use the data to change 
their habits and save energy.  See Appendix G for examples of additional My Meter Customer 
Engagement. 

The My Meter tool lets customers see how their habits affect their energy use, how extreme 
weather can change their bills, and lets them track other factors that impact their monthly costs. 
Once armed with information, the customer can then turn that engagement into action including 
participation in other energy saving programs offered by the Companies.  See Appendix H for 
examples of My Meter cross promotions. 

 

Employees were trained and the project continues 

The AMI project's Change Management and Training groups worked for months to prepare training 
modules for employees whose core functions are directly impacted by these changes. These teams worked 
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with the lines of business to create a schedule for comprehensive training conducted between May 6, 
2024 and the June 10, 2024 implementation of Release 2 and 3 functionality.  Internal online material is 
available 24/7 for employee reference and review. 

The project team is already focusing on the last two phases of the project, which include Customer 
Engagement and integration with Distribution Operations. More on those phases of the project in the next 
Plan update. 

 

Conclusion 
This Plan provides a framework to communicate and collaborate with customers and interested third 
parties in support of the Companies’ AMI initiative. While AMI and the My Meter portal provide 
technologies that support customer control, choice and convenience, the Plan will help customers and 
third parties better understand how to best take advantage of AMI. 

The Companies combined research, past experiences, benchmarking, and outreach to develop the Plan. 
The Companies’ collaborative relationship with customers, energy service companies, and other 
interested parties played an invaluable role in gaining extensive support for the effort. Energy data access, 
rate pilots, and additional AMI-enabled opportunities detailed in the Plan support security and 
convenience for customers and third parties. The Companies will continuously seek and benefit from 
feedback from interested parties to maintain a customer-centric focus as new AMI-enabled opportunities 
arise. 

In summary, the LG&E and KU AMI Customer Awareness and Engagement Plan provides a robust 
framework for successful customer awareness, understanding and engagement as part of AMI 
deployment.   
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Appendix A – Awareness Phase 
 
This phase is key to educating customers and community stakeholders about system-wide deployment 
and build awareness of AMI benefits prior to and during meter exchanges through: 

• Clearly communicating to customers the benefits of AMI; How a meter works; Explaining the 
Installation Process, Opt-Out Process and Fees; Promoting AMI’s Safety, Security, Control and 
Convenience; Tools and Features   

• Robust outreach to all customer segments; tailoring messaging to reach customers who require 
special engagement efforts. 

• Employing a variety of communication channels to reach all customers, including, where 
possible, outreach in each customer’s channel preference. 

• Collaboration with Stakeholders to encourage customers to embrace the technology and adopt 
new behaviors.  

Examples of customer-facing tactics utilized: 
 
Fall 2021 

• Updates to corporate website  
• Updates in AMP it Up! Monthly Emails to AMS Opt-In Participants 
• Communicating to stakeholders the project, filing approvals, and timelines 

January 2022 
• Monthly Power Source News articles 
• Paid Advertising - Search Engine Marketing keywords  
• Begin to inform key stakeholder groups with details of the project, e.g., Consumer Advisory 

Panel, Low-income advocacy groups. 
August 2022 to June 2025– Awareness Advertising in Market & Stakeholder Notifications 

• Corporate websites live with interactive Meter Upgrade Project Map, providing customers 
approximate start Quarter/Year that meter upgrades are coming to their area 

• Digital ads, Facebook, and Instagram ads  
• Out-of-home (billboard) advertising  
• Spotify radio ads where possible 
• Print ads for smaller market newspapers 
• Fact Sheets in English and Spanish 
• Flyers, posters, and handouts in customer-facing walk-in centers and business offices until 

closure in June 2024. Handouts and flyers are available through our AMI Ombudsmen. 
• Additional presentations to various stakeholder and advocacy groups, e.g.: 

o Consumer Advisory Panel – quarterly updates, presentations, and newsletters 
o Customer Commitment Advisory Forum – quarterly updates 
o Stakeholder outreach from AMI Ombudsmen, e.g. 

 Chambers of Commerce 
 Elected Officials 
 Mayors 
 County Judge Executives 
 Neighborhood Associations 
 Kiwanis Clubs 
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• As of June 2025, meter deployment customer awareness advertising and customer notifications 
have been completed in all areas of the service territory. Customer engagement continues through 
My Meter promotions, cross-promotions with other customer programs and tools, and through 
customer education efforts related to remote service switch. 

Post-installation surveys began Q1 2023 and were performed quarterly through Q1 2025.  

Sample Awareness Advertising  
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Corporate website https://lge-ku.com/meter-upgrade 

 

Advanced Metering Infrastructure (AM I) 
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Meter Upgrade Map available on the corporate website  https://lge-ku.com/meter-upgrade 

 

 

Example results from a location search: 

 

 

As of July 2025, the Meter Upgrade Map remains online, though no longer interactive, as deployment 
efforts are now at more than 97% completed. The Meter Upgrade Map will continue to be updated 
throughout the project timeline. 
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Appendix B – Education Phase  
This phase is focused on educating customers on the deployment process and the benefits of an advanced 
meter.   

Sample 4-weeks Advance Notice Letter5 

 

 
5 This is a sample letter.   

Advanced Metering Infrast ructure (AMI) 
Residential Phone: 

LG&E: 800-331-7370 I KU: 800-981-0600 
Business Phone: 

LG&E: 800-331-7370 I KU: 800-383-5582 

<Insert Date> 

Meter upgrade project 

Dear Valued Customer, 

PPL companies 

In the next few weeks, trained service technicians working on behalf of LG&E and KU wil l be in 
your area exchanging electric meter(s) in your property's zip code - [INSERT PREMISE ZIP CODE] -
at no additiona l cost to you. These new advanced meters help you manage your energy use and 
al low us to offer new tools and services. 

During the meter exchange process: 

• A technician from Utility Partners of America (UPA) wi ll upgrade your meter(s). They carry 
photo identification, and their vehicles are marked as LG&E and KU contractors. 

• The meter exchange wil l only take a few minutes and you do not need to be present. There 
may be a brief disruption of power during the meter exchange. Contact UPA at 800-91 4-
4179 if you have questions about the meter exchange. 

If you do not wish to receive an advanced meter, please visit lge-ku.com/meter-opt-out, and 
fi ll out the fo rm. We will contact you about the monthly charges you will incur by opting 
out. 

Visit our website at lge-ku.com/meter-upgrade to learn more about the meter upgrade process 
and the benefits of advanced meters. 

LG&E and KU Energy LLC I 820 West Broadway I Louisville, KY 40202 I lge-ku.comlmeter-upgrade 
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Sample 2-weeks Advance Notice Postcard6 

 

 

 

 

 

 

 

 

 

 

 

 

  

 
6 This is a sample postcard.   

During the meter exchange process: 

• A technician from Utility Partners 

of America (UPA) will upgrade 

your meter. 

They carry photo identification, and 

their vehicles are marked as LG&E and 
KU contractC>f'S. The meter exchange 
is at no addi tional cost to you 

• The meter upgrade will only take 
a few minutes and you do not 

need to be present. 

There may be a brief disruption of power 
during the meter exchange. Contact UPA 
at 800-914-4179 if you have questions 

about the meter e:«:hange. 

llyoudonotw..tito~..,ad,,a~meter, lill outthe 

contactform~ lp-lnl.con,/--op!-out. llyoueled 

toQP:-out,you'lbe,-ii,edtop,oythefeestooffsetthe 

CMr¥es••-ed~thern.anu;1I P,0Ce$<e$ requr ed 

topro,,,,deyou,.,,nrice.Afler!•ifll'.OUltheonlinefonn, 

- w~I ronw:tyou a boot themonlhlyt-youwill inc.. 

bvoe>tina:aut 

Advono:edMol ..... lMutrucl,n(AMI) 

IJ20Wts18'ood..., 
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Door Hangers (Examples)7 

 

 

 

 

 
7 These are sample door hangers.   

Today a technician successfully upgraded the 

following equipment at no additional cost to you: 

0 Electric Meter 0 Gas Module <LG&E ont,> 

Your new meter gives you access to the tools, 

resources and insights to better help you 

manage your energy usage and take steps to 

reduce your monthly energy bills. Soon you 

wil l be able to: 

• Stay updated on your usage 

• Set and manage energy usage alerts 

• Learn valuable energy-saving tips 

In a few days, you can register and start using 

your My Meter dashboard to track and manage 

your energy use. Visit lge-ku.com/mymeter to 

register and learn more about the features and 

benefits of the advanced meter. 

Visit lge-ku.com/meter-upgrade to learn more 

about our project to replace all meters with in 

our service territory. 

I Today's Date 

U~a ....... . ........ ........ 
UtiltyPartnlll1otAmerica 

AMIUPAl l/2l 

IO£ KU. 
PPL camp1nin 

Today a technician was unable to upgrade the 

following equipment: 

0 Electric Meter O Gas Module <LG&E ont,> 

The technician was unable to complete the 

exchange because of the following reason(s) : 

□ Pets 

0 Obstruction 

D Locked Gate 

0 Other: 

D Bushes/Shrubs 

0 Meter Inside 

D Safety Issue 

Please call 800·914•4179 at your earliest 

convenience to schedule a time for a technician 

to return. Normally, the entire process can be 

completed in a few minutes. You do not need to 

be present There may be a brief disruption of 

power during the exchange, Th is meter upgrade 

is at no additional cost to you. 

I Today's Date 

U~a ....... . . ...... . . ...... . 
Utlfty Partoo~ of Amerka 

IO£ KU. 
PPLcompenlts 

AMIUPAl l/1:l 
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Fact Sheets and Informational Articles (Examples)8 

 
 

 

 

 

 

 

 

 

 

 

 
8 These are sample fact sheets and informational articles. 

' l I • I • .. ' I ti . I., •• 
• ·• I p, H . • • - • • t . • :I I' • 

Privacy Fact Sheet 

What is an Advanced Meter? 
Aihanced met en giw emlOl'l'lll! t s more limefr information 

er, thNcnergyuse.After insta&at ion.cmtomersd al:1,0 

be ;able to access a cuslDmittd online dashboard that c.an 

help u~mlrac:k and COfflflate lhftr energy un,se by d-,, 

wttk. monlh o r ye.ar. 

Whie mini ~lers r~ rd ill r11111inglot1I of the energy uu d, 

an ad~anced metes a n ~md energy uuge data in 15, 30 or 
60 minute i111:nmes1b. Genera ll y. lhe meter wil only transmit 

the us;:q;e information 1or a ~w milltlln ead'I day. 

When we bu ild oul t!mnetWOfk of alh-anced meters ~, 

the next sel'efal year:!. and ir1St• lheneceD.11ry support ing 

intr-.structure, tll9e techoologi~ will lilen WOR. logether and 

help us morequid:ly detect whe11 an oobge oa::tsS and then 

cDmmta1iate with our syl1em to help i dentify ib laation. 

Utilities acliere to strict policies, 

Advanced Metering Infrastructure 

Will Advanced Meters keep 
my data safe and secure? 

-

A.llciarlwntt" irrfomtdt!Nl iscorrfidentilll 
;and orily nailable to the customer and 

aith01i1ed utility pet5011nel ;n needed b 
inform;nioo ~ch n mantenance, billing 
;wid cmlomer5en'ice.. Wepl~ ttieulm:isl 

import ance on our c111tomen.' sailety and 

sea.Jrity, and we have slri~enl pr.aclia:s in 
p1acet0protK11heirenergyusage int01m;1tion. 

Are Advanced Meters capable 

of invading my privacy? 

CD Ad-rance4mctenmu5Yl"e,bowmloldi erterff 

J'(l.r llH, .ncd on time~iby, rt11tl'I- ,VUIIH 
that eattgJ, Unless you innllll I home energy 

m11n,igement .1,:f1,lem. 1dy;1nced meien.air.101 

telwhetflertheener,gyHed islf'Omy,cM" ove,,, 

•conditioner. or hairdryer. 

M■br Un •~d• P...,J ■rt • 

fo c~..,..,, 11t1,ct.l'l to.,._...,,, l'lldel.allad ~ll(l~r,;on~hzed encr9 y u~cd~t a.~nd t o f~ll: 111 § 
helplhc'(cmp,,n,:-,; be t1cr ~,;~nd to;indrc,,;to repcr..,erou~ LG.f.E~nd KU11o 1U ~:~ ~ • 

11PSJ~demetervi,;;CQ'Jtlmenl~lr,o~()dn111nlloost1ocu~1ome~ iormo~ 1nform.1U01'1 ...., .... _ .. , • 

~bovl Mt~r.::ed M etoet1r,g lr,ir;astn1e1u- e • "-" l~bl oom,l'i.cte, IICl'.l:l ~de • • 

WHAT IS RN ADVANCED METER? 
Advanced meters provide private, t wo-way com m unications between energy co m panies 

and customers These new met ers communicate usage informat ion to KU s secure 

communication network several t im es a d ay and don't need to be m anually read 

Data from your advanced meter ,s used to generate your b,11 and a llows us to dehver 

a h igher level o f service to you 

Visi t our website at lge-k u.com / m eter-upg rad e t o learn more 

Health Fact Sheet 

What is an Advanced Meter? 
Advanc'@d mtters givt customers more timely Information 

on theW energy U'i.t . After lnst.il ll.tlon, customers will aho 

be able to access a, customized on line dashboard !hat c.an 

help them tract and compare their energy usage ti')' day, 

week, monthor.,ear. 

While mosl me1ers reeotd a running lotal of the energy used. 

an adYanced meter can record energyusqe data, In 15. 30 or 

60 mloote lnaements. Generillty, lh-e meterwl11 only transmit 

the usage Information lot a few mlnutts each day. 

When we build out thl:s net wort of adYanud meters OYel' 

thenex1several yeaIsand lnstalthenectilar; suppor1lng 

lnfrastructtll'e, thes.e technologies will then wot It togethel' and 

help us mott' quldly detect when an outa_ge occurs and then 

communicate with ow sys1em 1o help identify l1s locatlon. 

Advanced Metering Infrastruct ure 

Can Advanced Meters affect 
my health? 

CD The World Health Organizatlon (WHO)has 

concluled that it0adwersehealtheffecuhaw 
bffn clemoMtr.tff !tom uposure 10 low-ieYel 

radio frequency energy such as that produced by 
advancedmet~s' . 

Radio frequenc)' 5lsnals also weaken slgnlficantty as the 

disunce between voo and the device lnaeases.. The c.a!Jng 
of an adYanced metl!I', as wel as wall construction mate1lals.. 

alsodeaeasestheleYel ofRfenergy lntheYlclni1y. 

PSeasenotethatadYancedmeters1ransmitRfenl!fgyonly for 

shortperiodseach day.ln fact,anElectricPower Research 
Institute (EPRI) analysis of 47,000 advanced meters Instilled 

In southern C.aliforria found that 99.5'6 of the meltt"s were 
uansmlnlng tor approximate+, three mloo1es or less dally'. , __ ,_ __ .,._,_ 
1-o<-G . .... __ .. _....., ___ ~ --... ------·--... -· 

Radio Frequency Power Density l evels of Common Devices (in microwatts/cm2) 

500 1000 1S00 2000 2500 3000 3500 4000 4500 

Mlc..-aw o- •2 feet - 200 • so 
SmartMeter•3feet • 40 

40 

SmitlrtMetfl · lOfeet 

Wlfl llouter·3feet 

FMRadlo/TVlroack.nt 

_ ,_,1 __ .... ,-...... ... , _____ ,.. __ 
1 
~ 

1 
.oos 

Radio frequency by Advanced 

Meters are below levels produced 

bv cell phones, baby monitors, 

satellite TV's and m icrowaves. 

Md:erUnr;adePtojttt • 

To empow,, r °"' cuLlomers w1thdet~,led ond ~e,....,olued energy uso:;;c d:it:i, and to •~e .,, ! 
helptl-cCompon,.,. b~ ter re,por,d !o,.r,d rC'SU>repowero"1.o;e._LG& EondKU ril A,:~ ~ 0 

ui:r,;r...:lemcterwig equ1pmml ot no odd,ucmol coot to customers Fo, m<>re .,•ormol1on i.L ...,.,,..n,,. • 

<1boul Adv...,c:ed M eteon;; lnf,,.$hLOCtu,e ,-n,! lge luo com/meler-upgr.1de • • 
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 A

ppendix C
 – E

ngagem
ent Phase  

 

This phase is focused on the prom
otion of the inform

ation and benefits to custom
ers after m

eters are 
upgraded. C

ustom
ers can access the M

y M
eter online portal after their A

M
I m

eter is installed. This 
phase w

ill highlight tools and features to custom
ers via periodic notifications, as this approach has 

proven to be extrem
ely helpful during the existing voluntary program

. In addition, a M
y M

eter em
ail 

address has been established to field custom
er inquiries at m

y.m
eter@

lge-ku.com
 and em

ails are 
being sent to custom

ers from
 M

y.M
eter@

lge-ku.com
 during the custom

er notifications process to 
reinforce the M

y M
eter tool and resource. 

 M
y M

eter m
onthly users 

The num
ber of M

y M
eter m

onthly users has grow
n as m

eter exchanges are com
pleted and custom

ers 
learn m

ore about the tools and resources available w
ith an advanced m

eter. The bar chart below
 

show
s unique logins into the M

y M
eter tool each m

onth. C
ontinued grow

th is expected after 
additional prom

otions are launched to custom
ers follow

ing the C
ustom

er Engagem
ent enhancem

ents 
in Q

4 2024. 
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My Meter promotional postcard via home mailing after upgrade 

 

My Meter promotions via customer newsletters 

My Meter tips and tools are highlighted quarterly in monthly Power Source customer newsletters to 
continue to reinforce to customers the benefits of advanced meters as deployment continues. 
 

 

 

 

 

 

 

 

 

 

 

Green Button Connect My Data® made available June 2023 

The Green Button initiative allows customers to securely access, download and send their monthly or 
incremental energy use data to third-party applications or service providers choosing from two industry-
standard formats:  

o Green Button Download My Data®   
o Green Button Connect My Data.  

These apps and service providers provide tools that can help customers manage their energy consumption. 
Customers can securely access and download the data at their convenience.  Then, they can save it, share 
it, or authorize third parties to access it directly, when, and how they prefer. Green Button Download My 
Data was already available to customers with advanced meters. With the successful launch of Green 
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Button Connect My Data in June 2023, LG&E, KU and ODP customers with AMI meters can access both 
Green Button standard energy data formats through the My Meter usage portal.  

The Green Button initiative is just one of the tools and resources for our customers that will continue to 
roll out as the AMI project progresses. 

 

* GREENBUTTON CONNECT MY DATA and GREENBUTTON DOWNLOAD MY DATA are 
registered trademarks owned by the U.S. Department of Energy.  

e Green Button 
Connect 

' My Data® e Green Button 
Download 

' My Data ® 
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Usage Dashboard – Access and Home Page  

Customer communications continue to encourage use of the My Meter online tool to download data, set 
markers, use alerts and notifications – and more. An example of this is an email to customers with more 
than 13 months of My Meter usage explaining how data can be viewed and downloaded from the tool.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The Home Page, or Dashboard, is used in many of the My Meter promotions to reinforce the user-friendly 
and convenient tool.  

 
 

  

Dear Valued Customer, 

Advanced electric meters provide information, tools, and resources to help you 
manage your energy use when you log in to My Meter. 

If you have already checked out the My Meter 
tool , you may be familiar with viewing your usage 
data on a chart, but did you know you can print 
those charts and/or download the images? Here's 
how: 

Click on the hamburger on the top right of 
the chart to see the options for 
downloading images. 

Or cl ick on "Data View" to use a calendar­
style format. 

With either view, you can see your 15-
minute interval data for up to 13 months. 
To keep these details, download your data regu larly. 

---- -..... 
~""" dOt.Uf'Mftl 

~SV6v+ct0t~ 

,,. 

After 13 months, daily usage information will be available; however, the detai led 
data for every 15-minute increment will no longer be accessible. 

To save your personalized data, click the download button located between the 
range and marker icons. 

~(J(\'ltl) V ..,._ 

You can also set alerts or energy markers to receive notifications in near real time 
or an email each week that shows changes in your energy use. To request these 
options and more, check out "Your MyMeter Dashboard." 

Energy Management Made Easy - Your MyMeter Dashboard I 

Usage Dashboard Alerts Energy Marters 

L:!!! Charts • , 
~ 

Get usage alerts via text or email Set markers to note changes you've 
Data made that may impact your energy 

usage 

Property Profile Ways to Save Support 

..e,,,: I ~ .1.1 .. 
Find out how your energy usage Take advantage of our energy-saving We're happy to answer questions or 
compares to other slmllar-slzed Ops offer support 

properties 
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Usage Dashboard – Charts  

 

9 10  

11 

 

 
9 https://youtu.be/nhJ5lcEwvvk  
10 https://youtu.be/WD0N0qlA8zA  
11 https://youtu.be/tvz0_3PMom0  

• :°count*: Compare 
0 0 0 0 

~ your rat@ 19.95 kWh 149.S kWh 951.0kWh 
options l.0'41$1 Delly (Oi;t 10) i...,w"~ (S<o27l Leis-i MonU'I (Sep 21)2(1) 

C' Charts El Oala 9 Proporty ~ + 48, lrom '90 day &Yer• + l81'1rom1NeYIOtJ1 + 27,.rrixnPffflOOS 

+ Electric tS.-M111u1e v rn o o ........ .,.,, 

. 11111111111 Ill I I 1111 I 1111111 I 11111 I I 1 I 11 II I I I II ,II II ,111 II 1111" II I 11 h Ill II 1111 II 
IOOAM IQ OOAM 11 OOfM , ..... ...... , ...... lQQON """ , ..... ...... iOQ AM 

fllt65,td)lr-1CJ,XJ2bulinHildlrf:l1ct,,_._fffml_(WUwgtclm;n~e,-,u.~ Jl)'lllfdlt.t ~doH-..-• 11-,m1~ta.dlr9-wtlPP(ltl:lltej'Dl.lpirt,IJKt lll'll!l-bttlfft !J)~llld.-""95rtNllllt rlf'lll'IC>ll:ITftltft'lll)(a 

,:11CllotJ'l'dllllra--M,....~rtflfcu,aw,"JO,fttlft191td-Ndfle.~ -.cllll~batd_,_.0-t(lfj.......,lly'~twerlc.use,;c(Uclllt• ttl10un•l~ ,._.~IClft,•11011,,_-ac11.L11W.-..d'll'tlltl1'11«1:taufll~dlr,naMl~ICNI 
41t(Uk.ffl4'9ttaffiftlffr,fffirffl#(lll~f«J'DIA'~fofltW,,,,,,,lftl)lf~~Mld,billn;l\tJl"(lf)'l!IIIIO(.-.cl1Wtll 'fOll'L.4f.tttld.-..,ll(¢Ol,,nl..~ll)gll'l~YI/A«Ol"l'll 

Coor.act lG&E end KU fffdback f'rt'facy POiiey 

• 

- -- " 
Can you tell me more about 
the charts? 

How do I compare my energy 
usage over time? 

G Select La~uaoe • yo; 1 s l ~wered By fr'¥'1"18l81'Q:, 

Want to know more about 
your near real-time usage? 

https://youtu.be/nhJ5lcEwvvk
https://youtu.be/WD0N0qlA8zA
https://youtu.be/tvz0_3PMom0
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Usage Dashboard – Data 

 

 

12,13 
 
 
 
 
  

 
12 https://youtu.be/57f8WicBKnY  
13 https://youtu.be/DeCgv_TTRcE  

~ ~ccountJ 

~ chans Dato 9 Properly 

Compare O 
your rate 
options 

19.95kWh 
Ll!IIHt Daity (OCI 10) 

+ 48\. frcm90dayaYeJage 

0 
149.SkWh 
Lu i Weft (Ste, 27) 

+ 181\rromprmoos 

0 
951.QkWh 
le.SI Month (Sa, 20'20) 

+ 27\. from prevlool 

0 

i' Elecuic 0 .. _ OOI.V(S) C 

Oayb'JMcnth ~ 917453 (f v ■ •• 0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

Otc 2020 917483 

Sf1I 2020 917483 

Aug 2020 917483 

All 2020 917483 

JIJrl 2020 917483 

May 2020 917 483 

Al)f2020 917483 

Mar 2020 917483 

Feb 2020 917483 

Jan 2020 917483 

Dec: 2019 9174.83 

Nov2019 9174a) 

oc, 2019 917483 

Sep20l9 911483 

2.,si l."9 2.92 1.~. 3.0! 2.U 2.!9 2.3,:i 3 .49 l , 32 3.9,:, 3.42 

:! . -0 2.:t::. ,!3 1.i, 1."":!. 1.H 2 , 241 2. !4 !.H t .:C 3. 11 2 . 5~ 

AIJ!J 2019 917483 2,-:09 ,.i:, 4 , 26 ,.:,:. 3.2, ,.:.'I 2',E:l 2,:!! ,.ee 4,53 3,5! 2,"5 s.~l '·" 3,32 2,9, 4,,:!2 4,1' l,91 2,91 S, 33 2.24 1.99 1.! 

"-" 2019 917483 3.""! l.51 s.n 4.1.~ , .u S.3! (,,1.9' s . e2 ! ,1 't 3.0 3 .9, !.H , . .:.9 S,l2 2. U 2.2S 1.9 

JISI 2019 911483 

May2019 917483 

J(K20l9 917483 1.2s !.2" 1,9-, 1.0 :..se 

Mar2019 917.tal 

I want to know more about the 
data I see in my MyMeter 
dashboard. 

How can I use my MyMeter 
data to save energy in my 
home? 

c. ts 2.2~ .s.s 
1.!.3 l.!2 1.E 

https://youtu.be/57f8WicBKnY
https://youtu.be/DeCgv_TTRcE
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Alerts – Notifications  
 

 
 

14 
 
 
  

 
14 https://youtu.be/BP2_xuReeKU  

Add Threshold Notifications 

Notificallon Details 

Location 

Service Type 

Meier 

Threshold Details 

No1ify me when 

Aocoun1 

Electric 

Meterj 

15-Mil1ute " usage is Ovet 0 KWh " 

You curremly average 30.4288 kWh per day . 213.0018 kWh per week, and 912.8647 kWh per month on meter 917483 ( Re-sidential 
Electric Service} 

Recipient Details 

Contact Melllod Email Email Ema, Addr= 

X 

EMhi&ii:iii 
Delivery Method Enabled 

Tnere aie no recil)len1s lor ttllS notJ1Ic&uon. Please l~I 001 me recI1>en1 detallS section and CIiek llle "Adel RetlP•l!flt•· button to acid reclpIems to lilt nonllc&uon. 

Ck,Se fffiH•+M 

What are "alerts?" 

https://youtu.be/BP2_xuReeKU
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Energy Markers 
 

 
 

15 16 

 
 
 
 
 
  

 
15 https://youtu.be/GIK7uxoGNpo  
16 https://lge-ku.com/node/16246  

~ Account# Compare 
0 0 0 0 

~ your ratt 19.95kWh 149.Skwh 951.0kWh 
options L• ,.st Doi ly (Oa 10) Last WHI< (S.,, 27) Lo>! Mom~ (S.p 20lll) 

~ Chart• fl Data ~ Property ~ + 481- nom 90 ..,...,og, + 1U.rrompr .. loo1i + 27' nom pr""°"5 

Energy Miuker s C 

lllefe are c;irrenuy no mart:eis for rhls INOPerl)' or S<!Nice 
Typt 1 ..... , 

Stan Date 

1011112020 □ 

Start Time 

C;') 

flld Dale 

10111,2020 

Coarac:t l G&E end KU FetodNCM F'nracy Ptlllcy G seiect 
End Time 

Oesa1p.bon 

Vltw All Cm:tl -mm+ 

What is an Energy Marker®? What is the Energy Challenge? 

https://youtu.be/GIK7uxoGNpo
https://lge-ku.com/node/16246


 

41 
 

Property Profile  
 

 
 
 

17 
 

As of July 2025, both refreshed and new customer tutorial videos, new user guides, and updated 
frequently asked questions have been developed to assist customers in understanding how their My Meter 
energy usage visualization data can be used to help them save energy and money, how they can use the 
tool, and how they can participate in other customer programs through cross-promotions.  

 
17 https://lge-ku.com/node/16246  

,&.. Acooum,:, : w 
~ Cllail! 

Location #: 1 

9 
Details 
Name 

l(l~ 

Dara 9 Prop~11y 

Pf1mary l1Se ■■Ct,oose Propertv l'nle ■- ..,, 

Tolal Sq l't 

O<;cUl)anl~ 

ve.-r 8ull1 

Select you, property type to view arMI edit your prof!~ 
delBils. 

ComJ)ar@ O 19.95kwh 
Q 

~ your rate 
options LOIHl Dolly (()co IC) 

~ + 48,. ~o,n<jl)<lay ••tr"9t 

y 't stick 
Ttoe- Ent<91'Y-Pf(Md .. llllenEf!rJ'oll<""°)'SCO<•kl< 
~-~$t<lonvsat')tandbeflw ~•h«< 

/. SCCR of 10 me.aM )'Qtl" heme uses leu energy .aod lS et IClffll 

e-td 10;,mll;!r --• 1 lndooottSyOvhM mort 
Ol)ix,rtlJflltiE!!ilt:0911'M!f!!rW!f(JJ 

C01'111,litlt!l,.Dctolo$0Ct,onl01htltftandetoel:S-.~IOWto 
~In 

SCORE ,; I 

149.5kwh 
Q 

951.0kwh 
wtWNk (S,s,27) Loot 111011th (Sep 2Clll) 

,I, 18 .. &Om i>t,,o,,JS + 2 7" fu><n poev;..,s 

Profile 
0% Complete 

Wfs"O Ut l:tOYIOf lbtntf Jli)t,TJ" CCtl'll)tl(lton• tvi,' COff'oO'f'hOfllh:I 

Dl"ODtff)' g,ofiht 

UOdMHy<,u,n'lakf~Wl~M)1Ji!'ln-lfll~'Wlbe-1~CifVrll'l,wf~fl~DfOWat)Olacuati¥IIXlillf~)'Ou ~ID~fft!'IIIICue.,OUt !Mfq, 

lf'l",Nntfdtcil,IDO!llt~Dfofl lr~tioftt.MOCif'IMi 'fOl'I.OUtndl:.'UKo=i.m.Mfl~IOgWl~ M)' ol«Ol,N'III 

How do I complete my 
Property Profile? 

0 

https://lge-ku.com/node/16246
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User Guide for Electric Customers - available online at https://lge-ku.com/mymeter-learnmore 

 

 

  

A Closer Look at My Meter . . 
Your My Meter dashboard provides useful ID£. K1J . ap 
tools to manage your electric energy use -:-~ • 

A Quick Overview of 
My Meter Charts Dashboard 

0 SeledProperty 
tfyouhavemultipleproperties, 

youcansw1tchbetwttnthemherl! 

f) Uti lityDropdown 

GasandEJ«tnc.a~~at~. 
ifyouhavebothgMande~tricseMCe. 
youcanswitchbetweenservicetypes. 

€) Hi&h/lowTonk,Switdi 
Addslabelstoyoutdatasothatyou 

~nqu,dlyflndtMlow4!:Standh!iMs1 
poin1s ofusage. 

O Unit af Musurall'lllnt Dropdown 
Switch be1weeo vieWire usage (kWh) 
anddoDaramounts. 

0 ln~al Oropdown 
Switch betwttn intervals (e.g., 15-minute, 
Hourly, Daily) which will change how 

muchdataisdisplayed 

Q Dflellang• 
Change the period of time that displays, 
more time will i;how men u!Mlge. 

9 Com~10n l ool 
Addlt115,5UChasaverage temperature, 
tolh@screentoOYffbyyouruo;.age_This 

help!iyoubelteruriderstandhowother 
lac:torsimpact~~tridtyisU!.ed. 

0 ShowHowro-t 
Hover CNff a bar and a mini pop-up chart 
wdlappearw,1hmoredetail· 
1. Thetimeoluse 
2. The meter the USilil! was recorded on 
3. Comparisons YoU have sele<:ted. 
4 . Aminibarchartlhatexpandsthebar 

vouareho'Joerifli:O\ler,andshowire 
whatda tac:ompriselil:. 

A Quick Overview of 
My Meter Data Dashboard 

o ~er~ 
If you have multiple meters assonated with 
yourac:cooot,youcanswitchbetween 

f) TimHplln Drop Down 
Change the~ ol lnne that makes one 
blue/or an~ box, currentlv 'Day by Month' 
is.display1rcg,butthiscanal50bf!'Hour 
by o.av; 'Day by Week,' 'Month boJ Y,u,r' 
ill'ldsoon. 

€) Download 
Usi,wthedownloadbutton,youcan 
navigatetoanotherscreenwhereyou 
c.1ndownloadyourdata 

0 Hutmap 
Theb!ue/orangeboxesonthescreenare 
color-coded.Bluerepre:sentstimeperiods 

oflowerusage,orangerepresentstime 
periods of higher uSAge, and white 
repres.ents 50fflf!Whereinthemiddle. 

:o f :-····~ 
-· - -

-l.lla,tllll!a 

....... = 

https://lge-ku.com/mymeter-learnmore
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User Guide for Gas Customers - available online at https://lge-ku.com/mymeter-learnmore 

 

 

A Closer Look at My Meter . 
Your My Meter dashboard provides useful ,Of K1J • Q)P 
tools to manage your gas energy use - ._..i.. • 

A Quick Overview of 
My Meter Charts Dashboard 

Q Selact.Proparty 
lfyooha...emultipleproperties, 

youcanswikhbetweenthemhere. 

e utility Dropdown 
GasandElectricappearseparately, 
ifyouha<lebolh&asaodelectricseMCe. 
youcanswilehbetweenservicetypes 

f) High/1.-Tonla Switch 
Addslabelstoyourdatawth.atyou 
canquicklyfindthelowestandhighest 
poin1sofusage 

0 Unit of M.nurem11nt Oropdown 
Switch betWHn viewing usage (CCF) 
aoddobramou"lts. 

0 lnterv.al Dropdown 
Switchbetweeni'ltervals(e-&,.15-minute, 
Hourly, Daily) which will chanre how 

much data is di~. 

Q DateRange 
Chanit" the ll"'iOd of mne that displays, 
more time w,11 ~ more usage 

Q Com~sonTool 
Add Imes. wchu avefilge temperature. 
totheKreentoOYerbyyouru!Mlge. This 
hel!>§youbetterund@rstarKlhowothe­
factorsimpactw~natural11:asi5used 

0 ShowHoverChart 
HoYerOYer"abaraodaminipop-upchart 
willappearwithmoredetail: 
1. Th!!timeofuse 
2. Thi! metf!fthe usagewasrf!COl"~on 
3. Comparisons you haw, sele<:ted 
4. Aminibarchartthateq>andsthebar 

youarehow:ring<IVef,andshowing 
whatdatacompri~it. 

A Quick Overview of 
My M eter Data Dashboard 

0 Mfl• rSehidion 
If )'OU hi!~ multiple mete<s ;m,ociated Yfflh 
yoi. account, you can swikh between 
metervieWshere 

0 TimH pan Dropdown 
Change th!! span of tune th.it makes~ 
blul'jorange box. currMlly '0.iy by Month' 
isdisplaying.butthiscanalsobe'Hour 
by O.iv.' 'Day by Week.' 'Month by Year' 
andsoon. 

t) Dow......, 
Usi~ the download button, )'OU can 
navigatetoanotherscreenwhereyou 
can download your data 

0 HHlmap 
Thl!b!ul'/oraogeboxesonthescreenare 
color-coded.Bluerepn!SMISl1meperiodi;of 
lowerusage.orangerepresentst.imeperiods 
ofhigherui;age.andwhiterepn!i;ents 
somewhere il'1 the middle 

-UU,.Datl 

1-:-
1-;:-~ 

l~---

1:::_ 

"-~- • 2;.:n- "2:1..DG- • -~- ·-- ·--

https://lge-ku.com/mymeter-learnmore
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Fifteen tutorial videos covering various features and benefits of My Meter were created and are available 
to all customers with web access at https://lge-ku.com/mymeter-learnmore.

  

Learn more about the features and benefits of your My Meter 
dashboard 

'l'""'li,s; ;>, . 11d\111l • ., 

"" "" 
What is an Advanced Meu:r? 

My MeU:I' • Vie,,.- your 
detailed l!Electrk Usage as a 
Data M-'lp 

V.1 M <:ts ~ dd.1,~ 
G11~lh ... •Ch,,1 

My Meu: .. • Vie-w your 
detailed Gas Us~e ,Ha 
C.hart 

"""" 

My MeU:I' • How to set up 
Usage Alerts 

My Meui .. • How to create 
and track Energy Challengt: 
Go.tis 

My Meter FAQ 

Ci ·+:.a 

YJl\.ill,~ !n..-d 
11 .......... 11~ 

""'"" 
What is M'y Meter and how 
do I access it? 

,..,.,1.9 - . ,.1.,.•o,hJ<-
1....,.,,,n...n llt<W< sJ""ii~ 

""' "' 
How to view the effect of 
outside temper,uu rc>s o n 
your Electric Us.1ge 

.._, .. ... - ...... ~, ,.., .. i~ 

,...,P'!',,n.......,, (, .. v-:.~.i~ 

""' "" 
How to vicw the effect of 
outsidc temperatu res o n 
your Gas uuge 

My Meter • Mow to st:t up 
Energy Marke~ 

-------~ ·a •· ~ 
""-"" 

My Meter • How to download .... 

Mv u~tto, : ~ v, 1M,11h,,d 
lJ~(~ i1C"31"! 

"" "" 
My Meter • View your 
det.!liled Uectric Uwge asa 
Chart 

\t1 M-1 .. • ~ -• o~ .. wood 
c;..~v....,__...,.,.,.p 

"""" 
My Meter • Vicw your 
detailed Gas usage a.s a Data 
Ma.p 

~ 

My Meter • What are 
widgets? 

"""-' 

Mliiiiii_• 
w 1u.11,., ~ yProh1 .. ~ 

My Meter • What i:t a 
property profik:? 

"" "-' 

My Meter • How to aie.ate­
Metcr Gro-upiog~ 

Advaoct:d Mt"ter f:AQ 
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Appendix D – Customer satisfaction survey feedback 
 

Objective: 

• Collect feedback on residential customers’ experience with AMI installation 
• Gauge effectiveness of advance communications about AMI and the meter exchange process 
• Monitor the performance of contractors completing the meter exchanges 
• Ensure that operations comply with expectations 

Methodology: 

• Quarterly data collection among residential customers with a completed meter exchange 
• This survey is administered using mixed-mode phone and online (email invitations) 
• Among residential customers in the LG&E and KU territory  
• Sample is provided the first week after quarter-end  
• The study is conducted at the 95% confidence level 

 

Results from Q1 2024 Survey: 

Overall, LG&E and KU customers were satisfied with the meter exchange (4.45 on a 5-pts scale).  5 
means “completely satisfied” and 1 means “not at all satisfied.” 

Those recalling the advance notifications were more satisfied with their experience then those who did 
not recall the advance notifications.   

The Q2 2024 Survey to field in mid-July. 

 

Results as of July 2025: 

Overall customer satisfaction results remain high for meters installed from 2023 through Q1 2025 with 
mean scores of 4.38 on a 5-point scale. 
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Appendix E – Remote Service Switch Samples 
 

Updated Sample Disconnection Notice for a customer with an advanced electric meter: 

 

 

  

KU 
•PPLc:Ofllpa,ty 

DISCONNECTION NOTICE 
Ycu_..ltpaM, lb~,,,,_.DutllftOl 
... .., .. Au,.,O...,u ........ llt .... 
....... ..._..Dldte ..... .., .. ,....., -,___._: TIIIBRIIE~ 
... ,a., .. ,... ............. 
litf'Ar:e:cullo•-----..-.fs­
----~--tlt-Dr5p..a[T 
..., .... s,...n .. 111~M11., A 
..................... ,cardio'I.,........_ 
.tcMIIClc!Blicft ...... .., .. ,....,__... ......... -~·..__ .... 

_..,_7/8/24 $511.85 

Total Arnowlt Enclosed: 

IQJ 
IH'\. C........,.Y 
,o .. m119 
su-.MOUITJ.100 

..... 6125124 111r ~ t 3000-<l000--123C 

EMd!llf'Olila 0 CUSTOMER ASSISTANCE ---...... .,,._,..,_...,.....,,,.rr_. .. ,.,__., 
...---.: .IHIWlll --"' s.-,.._ 123....,.ST 101-.0iM,10 ............ ..,.__..,«m, 
~--- ....... -u:,,(~00,--- --.... ..,..., O...· ...... -

......... .oeoo,~1·1-3 --
c:.i.a.s.-.« ---------

111AIIIIII 

--,,, ... ST _,_., 

' DISCONNECTION NOTICE 
Your account is past due. If the Delinquent Amount Due is not 
~~v ~ 
1sconnection. Advanced Electric Meters may be remotely 

disconnected. 

If disconnected : The ENTIRE Delinquent Amount Due must be paid 
and you must request reconnection through our mobile app, online 
My Account, or our automated phone system. For same day 
reconnection, requests must be made by 5 p.m. ET. Requests 
received after 5 p.m. ET will be reconnected next day. A reconnect 
fee a 

dvanced Electric Meters may be remotely reconnected and will no 
be charged a reconnection fee. 

Unauthorized reconnec 

Di!O 30000000123'40000000051 USO DC 

NEED ASSISTANCE? 
Vnu m~u tut olinihlo tn rol'o iuo fin!Jnl"i!:il !Jccicbnro tn holn un11 n!Ju un11r 

Service Address: 

Payment Options 
(fees may apply) 

Customer Service: 

Make your paymenl 
listed above. 
Avoid disconnection 
OR by making a Pal 
Arrangement on thE 
this notice. 
Payment Arrangem1 
through our mobile 

~.:~:~= 1 ~---·- --·-=.J 
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Sample bill insert: 

 

 

 

 

 

 

 

 

 

 

 

 

 

Power Source customer newsletter article: 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

will 
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Created a new webpage, lge-ku.com/connect, to reinforce the ease of AMI electric remote service switch 
reconnection after payment by using self-service options. This page also contains links to the updated 
Meter Upgrade Map webpage and the My Meter tool information. 

 

  

Start service 

You will nHd to ptOlri~ 

Pri~ry end joint ilCCOUnt hold.,..s (if any) 

full 50ml 5«1.W'lty nl.fflbet(s~ 

Loution ilnd cont.Kt inform.oon 

Access to metw loation. 

SU.rt hrvlce N'qUIHt 

► 

Information at your fingertips 

Stop service ■ 

You\.Wlne-edtopn:,o,ril»: 

Account numbet"" end the liist fout dilns of 

th• account holders Social Secunty number. 

l.oatJOn .and conuct infonniltion. 

A«Hsto meter loation. 

Stop Hn'ka NqUNt 

.~ 
' fo!.....c.,,_ 

Move service 

You will nHd to provid• 

Primary iind joint ilttOUnt holder's (rf any) 

full Socul Security numbe,ts~ 

l.oation ilnd connict infonmition 

Access to meter location. 

Your previelus account number. 

Mov• nrvk■ NqU9rt 

When will I receive my meter upgrade? 

Cl'tK k our •u11y 1n!91'ac-.:w• map to SH wh91"1 ■1.c-.:nc meter up1rades are com,n1 

! Oyour area. 

https://lge-ku.com/connect
https://lge-ku.com/meter-upgrade
https://lge-ku.com/mymeter
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Appendix F – Additional Remote Service Switch Customer Engagement 
 

Summary: As noted in Appendix E, connecting and reconnecting service is more convenient for 
customers with an advanced electric meter, as most routine service activities can be performed remotely. 
Starting in August 2024, a paid advertising campaign was launched to promote customer education and 
engagement on the topic of remote service switch capabilities.  

As of July 2025, all areas of the service territories have been reached with this campaign and the paid 
campaign has concluded. 

Campaign mediums included: 

• Digital ads 
• Digital Out of Home (OOH) 
• :30 streaming radio 
• Traditional Out of Home (OOH) 
• Search engine marketing (SEM) 
• Social (boosted posts) 
 

Sample ads and sample platforms: 

 

w 
OOH 

Digita l 
Display 

Radio 

It ~ Spotify • ~,.Heart 
pandora 

lruNE P~ NE s0~
0

~s 
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Fact sheets were created to explain the benefits of remote connection and how using self-service customer 
service channels make having an advanced meter even more convenient for customers. 50,000 hard 
copies were made available to low-income advocacy partners to distribute to their clients and digital 
copies are available to customer-facing representatives, Key Account Managers, and other stakeholders. 

 

  

Take advantage of your Advanced Meter 

New and improved service 

Uectric met., rHdln11 occ:ur remotely. LG&E, KU, 

and ODf' won't nff<I access to read your meter e~ry 

monlh. Mel er readings tor most LG&E gas mete,s also 

will occur remotely. 

ROYtlM electrkity t1o1rn•Oft1, turn•off1 and moves 

from OM home or apartment to another un M 
don1 ,.mot, ly. Contact us ,11t ""•st 3 days before 
you nffd th,i, servll"e chan&td to enwrt your a.:count 

,supdated. 

Requests to reconnect 1l1ctrk H rvk• aft.r 
payment has bN n mack can k complatecl anytime 

~ or nl&hL Contact us ll'lln& our mob,lf' app, 
onl,ne or automat KI phoM systtm to in1tute tM 

reconnttbon - there is no need to cd to ~•k 

with a rep<esentahw No reconnection ftt is charged 
~ the remote process is used 

Know how much energy you're using -
make changes to lower your bill 

No more wa,t,ng unt~ yot;r monthly bill ar11ws to see 
how much energy you used. With an advanced meter, 

you can view )'Our uuge anytime through My Meter. 

Go onliM to My Account at my.lt;• ••u.com aM cl.ck 

"View My Meter" to Stt your energy uuge (in daily, 

hourly OI' l S-m1nute incr'll!ments), track and see when you 

a,e usint it the most and mab! changes to try and uw 

less.My Meler &IYll!S vou 
D11111 and Al1rts whl...,..., you 11r1. Keeps you 

informed ewn when you're away from home 

M11tklr1. Trad: important ewnts, ene,ay-s.av,n1 

upgrades. and cNlnges in enera:y use by wt tin& handy 

muke,son the days/limes wMn they Nlppened 

Comp11d1on1. Track againsl weather conditions, 

llke tempetature. or your prn,ous us.age. 

[ Mrgy chall1ng11. Set an eneray-s.aV1ng goal and 

track you, proates'li over time 

Service at your fingertips - anytime day • • 
or night V1s1t lge-ku.com/selfserve for /Gf KtJ • aP. 
more 1nformatcon or scan the QR code "u~,,' 
using your smart phone camera • • • . • , 

Conneding and reconneding service is more convenient 

W,th an advanced electric meter, the remale ser 'IICe lurn-on and turn-~I b11ngs conwnience to requHU for se,11ice. 

Thefe''li no more w111tin1 for a ut~ity 'littvice ttuc.k lo connect o, reconnect ~vice and no nffd to wouy about fer.CH, 

locked gales or pets in !he yard. Ad'<ancll!d meters al ow most routine wrllice 11cli11oties to Noppen ea1,1ly and remotely. 

NO( all meters in the LG&E, KU . .-id ODP service territories are ll!(IUipped with remote capab,ijtlll!s. 

Electric meters that Mw not been upgraded to advanced meters will still rll!(IUifll! the utility to send a truck and 

technician. 

LG&E gas customers wil sllll require a truck and technician to turn on/off wrllice. 

What makH ullna thl r1mota Mf'Ykl bltt1r? 

Remote reconnection after payment i1. avaolable al day, ewry day. 

• No reCOMectiOn lee is char~ when the rem01e 1)4'ocess i'li used 

• Saler and more conYll!nlll!nt • physical access to your property is not needed to read the meter 

What hn't changing? 

The guidelines fo, d,sconnection doe to non-payfflll!f'lt are not chanaina. 

A d,~onr'lll!Cllon not.ell!• tll!(!Ulrlf'II payment prior to the final pay dat e listed on the nobce • wil be sen! for accounts 

not p• od by the due date. Be sure to p.-y lhe amount on the drsconnection not.ell! ll!Yll!n ,I you receive the ne~t mont hly 

bill· tNlt amount IS still sub,ecl to drsconnechon. 

Avoid d,scorviectiOn by PIIY•"i the past-due amoonl or set1111g up a payment plan prior to the final pay date. Use ..,y 

~ the sell-wrv.ce options below. 

The 11ming ~ when you, bdl or d1sc.onnechon n01.ce is sent and due 11. not chan11ng. 

If disconnected, you must CMIIIC'f us ro reque,sr rKOMection of service 11M acttpr !he safety message to ensure your 
home or aJN,rtment i1. ready to be reconnected safe~ 

Reconnect 24/7 

lookint lo, ewn more c.onYenill!nt ways to aet ,econnectll!d 

alter payment? Uw any of thew wlf-Sll!fvice options any 

lime day or Nght 

• U~ our mot,;le app ~ 
• VISII My Ac.coon! -

at my.lge-ku.com 

Cal us.na our au1omatll!d phone w,llices: 

LG&E: 502-589-1444 or 800-331-7370 

KU/ODP: 800-981·0600 

PressH-2·2·1 

Don't wait on hold 

Our au1omated phone system pro,,.des you a last path 

to the Sll!l'V+c.H you want and need any lime. day« night. 
f rom paying yow bdl by phone, finding out your account 

balance. learn in&; when your bill i1. doe and more. OUr 

automated phone system i1. thll!fe for you 24/7/]65 

S,mp~ Now your .ccount number and personal identol ill!f 

ready when you call us, then press: 

Ac.count balance and due date: 1·2-1 
Request a payment arrangement ( ii el,gible) : 1-2-2 

Request reconnectiOn: 1-2·2·2-1 

Service at your fmgert1ps - anytime day II • 
or night V1s1t lge•k u.com/selfserve for IGf K1J • aP 
more information or scan the QR code '"'-•-•,' 
using your smart phone camera • • • . • , 
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Appendix G – Additional My Meter Customer Engagement 
Examples include direct mail postcards distributed to more than 500,000 customers in Q2 of 2025, LG&E 
version below:

 

Additional paid advertising has been created to educate and engage customers; the campaign began in 
April 2025 and continues in multiple flights across all service territories through early September 2025.  

Campaign mediums include: 

• Digital display 
• Native digital ads 
• :30 streaming radio 
• Search engine marketing (SEM) 
• Owned Social 
• :30 Streaming TV (x2) 
 
Sample ads: 

 
 

 

ACHIEVE 
ENERGY ZEI\' 
WITH MY 
METER. 

ACHIEVE 
ENERGY ZEN 
WITH MV METER. 

LouisvilleGasendEleetri<: 
820West8roedwey 
Louisville, KY40202 
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Television Ad 1;  Television Ad 2 
Radio Ad  
 
TV Ad 1 Christine & the cat - https://www.youtube.com/watch?v=XyiMSnw8FE0 
TV Ad 2 Fido - https://www.youtube.com/watch?v=p8mDrh2VCpY 
Radio Ad - https://www.youtube.com/watch?v=q22S6zO66lM 
 
Additional tactics will include a Q3 2025 buck slip bill insert, Q4 2025 bill messaging, and more. 
  

https://www.youtube.com/watch?v=XyiMSnw8FE0
https://www.youtube.com/watch?v=p8mDrh2VCpY
https://www.youtube.com/watch?v=q22S6zO66lM
https://urldefense.com/v3/__https:/www.youtube.com/watch?v=XyiMSnw8FE0__;!!EqogLg!ucV2j8F2LYrECSgQaPPR0zJG_3IrcrcyohPNHQ-dpTsPyDqqBA3iQONX3Ft_d1yXrS0yLCwtjuLKDQ7EGr4kDPVx5A$
https://urldefense.com/v3/__https:/www.youtube.com/watch?v=p8mDrh2VCpY__;!!EqogLg!ucV2j8F2LYrECSgQaPPR0zJG_3IrcrcyohPNHQ-dpTsPyDqqBA3iQONX3Ft_d1yXrS0yLCwtjuLKDQ7EGr78lFgKNg$
https://urldefense.com/v3/__https:/www.youtube.com/watch?v=q22S6zO66lM__;!!EqogLg!ucV2j8F2LYrECSgQaPPR0zJG_3IrcrcyohPNHQ-dpTsPyDqqBA3iQONX3Ft_d1yXrS0yLCwtjuLKDQ7EGr6ecBTIzA$
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Appendix H – My Meter Cross Promotions 
My Meter is being folded into cross-promotions with the Demand Side Management Programs, 
Regulatory Programs, Self-Serve Customer Service offerings, seasonal energy-saving tips, and more.  

Example: Thermostat promotion on the My Meter dashboard for the month of April 2025.

 

 

Later in July 2025, customers will receive an email promotion of My Meter that includes links to the 
tutorial video about how outside temperature impacts your electric usage. The email also includes tips to 
reduce your use and links to Energy Efficiency tips and programs so customers can find ways to manage 
their usage and budget more effectively - all in one place. 

 

 

 

Usage Dashboard 

e 
Charts Data 

Energy Efficiency 

Check out deals on smart 
thermostats • as low as $9.99 

My Notifications 

Get usage alerts via text and/or 
email 

Ways to Save 

Check out energy-saving tips 

Energy Markers 

Mark changes you've made that 
may impact your energy use 

Learn more 

0 
View FAQs and learn more about 

My Meter 
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