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     When given the task of writing ‘a little something’ about the customer care team, I decided 
to go straight to the horses’ mouths. Below are their answers to the question – What Do You 
Love Most About Your Job?
1. OUR CUSTOMERS – We only hire people who can truly have a heart for people and a 
desire to help and assist our customer base.
2. Flexibility – We understand that life happens sometimes and work hard to accommodate 
those changes. It’s all about work/life balance at Texas Power.
3. Management – Simply practicing The Golden Rule and leading by example.
4. Co-Workers – Knowing that most people stay long term, management takes great care in 
hiring folks who will fit into the Texas Power environment.
5. Atmosphere/Environment – I call the call center ‘the garden’ at Texas Power, where we 
nurture and grow our employees as human beings and employees.

     Success in a call center environment is, to say the least, a challenge and is directly tied to 
maintaining a team of seasoned and knowledgeable employees. As we all know, seasoning 
only comes with time and experience, unheard terms in most call centers where employee 
turnover is more the rule. Being the very first customer care employee and now the customer 
care manager, I can honestly say that Texas Power has worked hard to create an atmosphere 
where we become family members and not just co-workers, thus growing a knowledgeable 
team for you the customer.

Win a $25.00 credit if you 
find YOUR OWN account 
number hidden in our 
February newsletter.  Email 
us at shineonmarketing@ 
texaspoweronline.com by 
March 10th, 2009 and tell us 
you found YOUR account 
number. We will credit your 
next bill $25.00.  
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     At Texas Power we not only love having you as our customer, but are thankful 
you made the choice. Our next goal is for you to feel the same about us. We also 
want to provide the service that you expect and deserve. While our goal is to get it 
right every time, I also realize there will be times when we miss the mark. Please let 
me know how we are doing, regardless of the 
outcome.
     In our last newsletter, we mentioned that we 
had several thoughts on electric savings and 
how to work within your budget. I encourage 
you to continue checking our website for 
suggestions and updates as we look to 
partner with you through these tough 
economic times.
     Please do not hesitate to let me know 
how we can improve our service to you and 
thank you for choosing Texas Power!

How may I best serve you?

Shine On!
David Chase
70561
david.chase@texaspoweronline.com 

by Debbie Graf, Customer Care Manager

Larry Kelly

10 THINGS TO LOVE ABOUT TEXAS POWER

A Love Note from the C.O.O.

When you call for any reason, you are talking to a fellow Texan.
No problem is too big for us to handle, and you will talk with a live person who 
will take the time to go over your issues, cares, questions and concerns.
No problem is too small for us to take on. You will always be treated as a 
person and NOT a number on hold in the phone queue. It never costs to call us 
and talk; no customer service fees on your bill, ever.
You can relax knowing that what we say is what we mean.
We care about conservation. Check out our conservation tips at 
http://www.texaspoweronline.com/learn/conserve.
We care about our community. When you choose to send in an extra few dollars 
to help your Texas neighbors in need, we send that money to Mission Arlington 
as they help pay the utility bills of area residents in need.
When you call, your time on hold will be very short, if you have to hold at all.
We actually give YOU a courtesy call you when you forget to pay your bill.
You are investing in the Texas economy because we work for YOU right here in 
Arlington, Texas. (All of our jobs are in Texas!)
Most importantly, the lights will come on when you flip the switch.

     After 30 years in the natural gas, water and electric utility business I have learned one 
sure thing - nobody likes a utility company. Maybe the reason is that we think we have a 
God given right to these basic services. I don’t know. I find it interesting that no one really 
hates the local gas station. I never hear anyone ranting and raving to the station clerk about 
high prices. Nor do I hear such hatred of Best Buy, Macy’s or Sears. We just pay the asking 
price and go merrily on our way, often thanking the store clerk for taking our money. When 
one of our employees gets frustrated with an irate customer facing discontinuance of 
service I say, “Look, nobody really likes a utility company, but you can make them like 
YOU.” I tell them to give the best service you can, let that customer know you care, and do 
all you can to make the customer like you, even if they hate the company. So, the next time 
you feel like berating your electric provider, try to mix a little love in with the hate. After all, 
you really do need us.
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Can you feel the love?



     At the end of each year I make several New Year’s 
resolutions. My resolutions are usually about trying to 
change a bad habit I have acquired over time. This year 
I have resolved to exercise weekly, eat less, to clean up 
the garage, to add another item to my recycling efforts, 
and to review and rebalance my needs and wants list 
monthly. My first three resolutions speak for themselves; 
my last one may need some additional expanding. I 
have a bad habit of mixing up my needs and my wants whenever it suits me. Needs are those 
things that I must have to survive and live. Needs are my essentials. The wants are things that 
I would like to have. Wants make my life easier and more enjoyable. Wants are not essential. 
My need list includes my home, my electricity service, my water service, my clothes, etc. You 
get the picture. My want list would be cable TV service, cell phone service, that new set of 
golf clubs, the Remington 12 gauge shotgun that I have had my eye on for sometime and that 
summer trip to Colorado. I like to “blur” my lists and put a want in front of a need when I 
really get a hankering for a certain want item. With the economy in its current crisis, it is very 
important that I rebalance my list and keep a proper priority ranking of my needs first and my 
wants second; no matter how badly I want to have that shotgun. Whenever I have put one of 
my wants in front of my needs and acted on that impulse, the result is not pretty. My credit 
card balance skyrockets to a level that I don’t really like or feel comfortable with. Hey, don’t 
get me wrong, we need to eventually purchase some of those “wants” to enjoy life but that is 
where budgeting comes into play. Dave Ramsey is all about budgeting and keeping that 
wants and needs list balanced and healthy. I would highly recommend you listen to what he 
has to say. That shotgun will be so much more enjoyable if you do.  

Needs vs. Wants

Ask a Texpert
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Example:
I was sick and tired of getting my 
bill each month and seeing my 
current rate, my usage and then 
some random line item that I don’t 
even understand. I didn’t under-
stand it because it was filled to 
the edges with cow chips. I wish 
they would have been upfront with 
me when I signed up and saved 
me some time and money. Now I 
am with Texas Power. They are 
friendly, helpful and more impor-
tantly, no more cow chips.

A Texpert is a Texas Power 
employee that knows 
everything there is to know 
about Texas Electricity. The 
Texas Experts always go above 
and beyond the call of duty.

February
FACTS:

The King Ranch in Texas is 
bigger than the state of 
Rhode Island.

February 1st, 1861: Texas 
secedes from the Union.

Texas comes from the 
Hasinai Indian word tejas    
    meaning friends or allies.

Amber S.

     Amber is dedicated and professional in 
her work performance. She continually 
demonstrates a commitment to detail. Her 
positive attitude is an important attribute 
since she is often the first person to greet 
new customers to Texas Power. She is 
extremely helpful to new customers and 
her loyalty and hard work are great 
examples for all. Amber’s success with 
Texas Power should not be a total surprise 
as it is in her blood. Her mother was one of 
our first Customer Care Agents!
     Amber is a devout Christian and loves 
spending time with her family. She also 
loves her two dogs Jake and Chica. She is 
a huge workout buff and it is not 
uncommon to find her working out in her 
spare time as her goal is to become a 
personal trainer. If you ever need to catch 
up on The Office, One Tree Hill, Curb Your 
Enthusiasm or Grey’s Anatomy, just let her 
know. She is a huge Eagles and Mavericks 
fan and loves soccer. You can always find 
her drinking an energy drink and eating Hot 
Cheetos. Amber is a skilled artist and has a 
passion for music. Last fall she started 
crocheting a blanket; it has turned into a 
very fashionable half blanket!

     Ian Graf, simply put, is the wizard 
behind the curtain. Ian has served in just 
about every role imaginable here at Texas 
Power. You may never speak to Ian on the 
phone, but know that when you have an 
issue, Ian is behind the scenes seeing to it 
that it is resolved.
     Texas Power always has been, and 
always will be a family company. Ian’s 
mother, Debbie Graf, was our Texpert of the 
month in the November newsletter. It is 
now apparent that excellent customer care 
runs in the family.
     Outside of Texas Power, Ian enjoys 
spending his time reading an off-beat book, 
drinking hot tea or, like most guys his age, 
tearing up the virtual stage on Guitar Hero. 
Smart, funny, reliable and diligent are 
words that only begin to describe Ian. The 
best word might be indispensable.

Ian G.

Cow chips
We all know what they are, and 
many of us have encountered 
them. Some of us have even 
stepped in them. The encounter 
usually happens when you don’t 
have a good hose handy and you 
are wearing a brand new pair of 
shoes. Simply put, a cow chip is 
what a cow leaves behind after a 
good meal. When our Texperts talk 
about cow chips, they are referring 
to hidden fees on your bill.

February 2nd, 1946: Farah 
Fawcett is born.

     Check out Dave’s website for vast 
resources in personal finance help. Dave 
learned about money the hard way but 
went on to become a New York Times 
best-selling author and 
nationally-syndicated radio show host. 
His advice is simple. Just like your 
grandmother would say ... live on less 
than you make, save money and don't 
go into debt.
    Watch Dave Ramsey weeknights on 
Fox Business, 7pm and 11pm CST.  

Reality Check
At the beginning of January, I began to think about our theme for the February newsletter. January’s 

newsletter was tough with a lot of hard realities to face and deliver to you. As I was reviewing our last 

several newsletters, we had nice, pretty themes to deal with – Thanksgiving & Christmas. I thought, 

“well, February is Valentines month and we do need to spread some love around after that last 

newsletter,” but, then I quickly dismissed the thought realizing it sounded silly and too unprofessional. I 

couldn’t let it go, though, so we began experimenting with a few ideas, sending out emails to our staff 

asking for some feedback and before I knew it, we had a down right love fest going on!! By the time the 

love snowball was fast speeding down the mountain, everyone was piping in with why they loved 

working here and it truly gave us a great new perspective. We know we are blessed just to have a job 

today, but to come to work in a place where you get up every morning actually looking forward to going 

to work and not dreading it, that is a blessing and a gift!! I know it is hard to love your electricity 

company, but I have never given up the hope of making you love us! You know when you see that bad 

guy, that villain, in a movie or TV show that you just love to hate? Well, at Texas Power we want to be 

that electricity company you HATE TO LOVE! Happy Valentine’s Day! Happy February!

Editor’s Note

With the economy in its 
current crisis, it is very 

important that I rebalance 
my list and keep a proper 

priority ranking of my needs 
first and my wants second.

BY BART SIMMONS :: C.E.O TEXAS POWER, LP
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     When given the task of writing ‘a little something’ about the customer care team, I decided 
to go straight to the horses’ mouths. Below are their answers to the question – What Do You 
Love Most About Your Job?
1. OUR CUSTOMERS – We only hire people who can truly have a heart for people and a 
desire to help and assist our customer base.
2. Flexibility – We understand that life happens sometimes and work hard to accommodate 
those changes. It’s all about work/life balance at Texas Power.
3. Management – Simply practicing The Golden Rule and leading by example.
4. Co-Workers – Knowing that most people stay long term, management takes great care in 
hiring folks who will fit into the Texas Power environment.
5. Atmosphere/Environment – I call the call center ‘the garden’ at Texas Power, where we 
nurture and grow our employees as human beings and employees.

     Success in a call center environment is, to say the least, a challenge and is directly tied to 
maintaining a team of seasoned and knowledgeable employees. As we all know, seasoning 
only comes with time and experience, unheard terms in most call centers where employee 
turnover is more the rule. Being the very first customer care employee and now the customer 
care manager, I can honestly say that Texas Power has worked hard to create an atmosphere 
where we become family members and not just co-workers, thus growing a knowledgeable 
team for you the customer.

Win a $25.00 credit if you 
find YOUR OWN account 
number hidden in our 
February newsletter.  Email 
us at shineonmarketing@ 
texaspoweronline.com by 
March 10th, 2009 and tell us 
you found YOUR account 
number. We will credit your 
next bill $25.00.  

GM’s Corner

– M a n a g i n g  E d i t o r

– S e n i o r  E d i t o r

– D e s i g n  &  A r t  D i r e c t o r

Larry Kelly
Bart Simmons
David Chase
Debbie Graf

Oncor 
888.313.6862

Centerpoint
800.332.7143

AEP
866.223.8508

TNMP
888.866.7456

NUECES
800.632.9288

     At Texas Power we not only love having you as our customer, but are thankful 
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want to provide the service that you expect and deserve. While our goal is to get it 
right every time, I also realize there will be times when we miss the mark. Please let 
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outcome.
     In our last newsletter, we mentioned that we 
had several thoughts on electric savings and 
how to work within your budget. I encourage 
you to continue checking our website for 
suggestions and updates as we look to 
partner with you through these tough 
economic times.
     Please do not hesitate to let me know 
how we can improve our service to you and 
thank you for choosing Texas Power!
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When you call for any reason, you are talking to a fellow Texan.
No problem is too big for us to handle, and you will talk with a live person who 
will take the time to go over your issues, cares, questions and concerns.
No problem is too small for us to take on. You will always be treated as a 
person and NOT a number on hold in the phone queue. It never costs to call us 
and talk; no customer service fees on your bill, ever.
You can relax knowing that what we say is what we mean.
We care about conservation. Check out our conservation tips at 
http://www.texaspoweronline.com/learn/conserve.
We care about our community. When you choose to send in an extra few dollars 
to help your Texas neighbors in need, we send that money to Mission Arlington 
as they help pay the utility bills of area residents in need.
When you call, your time on hold will be very short, if you have to hold at all.
We actually give YOU a courtesy call you when you forget to pay your bill.
You are investing in the Texas economy because we work for YOU right here in 
Arlington, Texas. (All of our jobs are in Texas!)
Most importantly, the lights will come on when you flip the switch.

     After 30 years in the natural gas, water and electric utility business I have learned one 
sure thing - nobody likes a utility company. Maybe the reason is that we think we have a 
God given right to these basic services. I don’t know. I find it interesting that no one really 
hates the local gas station. I never hear anyone ranting and raving to the station clerk about 
high prices. Nor do I hear such hatred of Best Buy, Macy’s or Sears. We just pay the asking 
price and go merrily on our way, often thanking the store clerk for taking our money. When 
one of our employees gets frustrated with an irate customer facing discontinuance of 
service I say, “Look, nobody really likes a utility company, but you can make them like 
YOU.” I tell them to give the best service you can, let that customer know you care, and do 
all you can to make the customer like you, even if they hate the company. So, the next time 
you feel like berating your electric provider, try to mix a little love in with the hate. After all, 
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