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SRP Prepaid Electric Service Program 
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Senior Director, Customer Services  
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• Political subdivision of Arizona founded 
in 1903 

• 2nd largest electric utility in Arizona 
serving over 1 million residential, 
commercial, and industrial customers 

• 3rd largest public power utility in the U.S. 

• Provides roughly 1 million acre-feet of 
bulk water to Phoenix area 
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Salt River Project 
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Customer Services Mission/Vision 
Customer Operations Mission:   
We anticipate and deliver the ultimate customer 
experience to generate customer satisfaction 
that is among the best across industries. 

 
Customer Operations Vision: 
Our custoŵer’s jourŶey with us is: 
• Rewarding, Easy and Pleasant 

• Focused on value and innovation as defined by   
our customer 

• Proudly and safely provided by people who care 
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• Largest Prepayment Program in North America with more 
than 157,000 Active Customers 

• Represents 17% of our residential customer base 

• Provided as a voluntary alternative to standard residential 
Price Plans 
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M-Power Today 
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Growth in M-Power Customers 
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Next Generation Prepay 
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SRP 

Systems 

Remote 

Communication 

Customer 

$ 

Customer 

Remote = over the air 

M-Power App 



SRP PayCenter Locations 
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SRP PayCenter Locations 
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PayCenter Machine Usage & Satisfaction 
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56% 55% 58% 
64% 

57% 58% 

35% 37% 35% 
30% 

36% 35% 

FY13 (n=1262) FY14 (n=1272) FY15 (n=1262) FY16 (n=1264) FY17 (1265) FY18 YTD (n=1263)

93% 93% 94% 93% 92% 91% 



Benefits of Prepay 
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• Lower startup cost:  $114 plus tax, paid over time 
• compared to $290 deposit 

•No credit check 

•Pay for electricity as you use it 

•Better control over budget and cash flow 

•Ability to pay down past due and remain in power 
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Benefits (continued) 
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•Real-time display in the home 

•Real-time remote payments 

•No surprise bills or late charges 

•No payment fees with cash or check 

•View days remaining 

•Prepay App 
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Benefits (continued) 
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•Cancel without penalty 

•Unused credit returned upon cancel 

• Friendly credit every night 

•Monthly discount for income eligible customers 
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Benefits to SRP 
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• Reduced credit related costs 

• Positive, no up-front cost option to offer customers 

• Avoid negative customer interaction 

• Energy management 

• Passive collections 

• Highly satisfying program 
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68% 69% 70% 66% 66% 66% 

23% 23% 22% 
25% 24% 26% 

FY13 FY14 FY15 FY16 FY17 FY18 YTD

Very Satisfied Satisfied

91% 92% 92% 91% 
90% 92% 
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27% 25% 

33% 

23% 

33% 33% 35% 31% 

28% 

33% 29% 

36% 

28% 

28% 27% 

35% 
30% 

32% 

37% 36% 

43% 
53% 

47% 

39% 

44% 
49% 46% 

44% 45% 
43% 

38% 
34% 

38% 
41% 45% 38% 

55% 62% 
59% 

55% 
52% 55% 

64% 

57% 
60% 

69% 
67% 

74% 
77% 

72% 
75% 77% 76% 

74% 

Aug15-Oct15

(FY16 Q2)

Nov15-Jan16

(FY16 Q3)

Feb16-Apr16

(FY16 Q4)

May16-Jul16

(FY17 Q1)

Aug16-Oct16

(FY17 Q2)

Nov16-Jan17

(FY17 Q3)

Feb17-Apr17

(FY17 Q4)

May17-Jul17

(FY18 Q1)

Aug17-Oct17

(FY18 Q2)

Family/Friend recommended Pay off past bills Previous M-Power

Avoid late fee/disconnect Reduced deposit to start service Control over electricity usage

The top three reasons for 

enrolling in M-Power continue 

to be: Control over electricity 

usage (74%), Reduce deposit to 

start service (60%), and 

Previous M-Power customer 

(46%).  
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8% 

18% 

29% 

33% 

44% 

40% 

40% 

24% 

38% 

46% 

51% 

43% 

46% 

56% 

Lifestyle greatly inconvenienced

Household discusses more about electricity

Use a lot less electricity

Helped me manage finances

Prefer M-Power over monthly billing

Use electricity more wisely

M-Power could help a lot of people

Strongly Agree

Agree

96% 

86% 

87% 

84% 

75% 

56% 

32% 



User Display Terminal – Screens Used Most Often (FYTD18) 
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6% 

18% 

22% 

17% 

17% 

19% 

28% 

82% 

Other

Cost per hour

Estimated number of days of credit

remaining

Cost last month

Cost yesterday

Cost this month

Cost today

Remaining credit balance

% Answering

The most frequently viewed 

screen is the remaining credit 

balance (82%). 
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 Custoŵer’s CoŵŵeŶts 
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͞What Đaught ŵǇ eǇe is that ǁe didŶ’t haǀe to put this huge aŵouŶt oŶ the 
Đard at first.  We Đould paǇ it off sloǁlǇ.  I ǁas reallǇ happǇ to see this optioŶ.͟    
 

͞It ŵade ŵe feel uŶeasǇ at first just ďeĐause I ǁas so used to a ďill, ďut Ŷoǁ I 
love M-Poǁer…Ŷeǀer ǁaŶt to go to a Ŷorŵal ďill.͟     
 

͞Reps ǁere aǁesoŵe. TheǇ ǁere reallǇ good at eǆplaiŶiŶg the ǁhole prograŵ 
to me over the phone.  Very simple and to the point.  I felt really good about 
ŵǇ deĐisioŶ to ŵake the sǁitĐh.͟    
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 Custoŵer’s CoŵŵeŶts 
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͞WheŶ ǁe are goiŶg soŵeǁhere like ruŶŶiŶg erraŶds, ǁe ǁill just reload.͟   
 

͞I like ǁatĐhiŶg all the usage aŶd iŶforŵatioŶ oŶ the ďoǆ.͟   
 

͞I ǁould rather Ŷoǁ go ďaĐk to M-Power because I now pay a lot more than I 

ǁas for ŵǇ eleĐtriĐ ďill.͟  
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 Custoŵer’s CoŵŵeŶts 
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͞Neǁ meter for m-power is so nice. Great job SRP on this nice upgrade. It is really nice to 

pay  from your phone an you can see what your spending  every day. Amazing one happy 

customer. Thank You Thank You Thank You͟ 

 

FINALLY!!! I WISH YOU WOULD HAVE DONE THIS A FEW YEARS AGO!! This is so much 

easier.... especially when you don't have a car and it is 115 degrees outside!! Anyways 

thaŶk Ǉou agaiŶ!͟  
 

͞I haǀe ďeeŶ lookiŶg forǁard to this M poǁer feature eǀer siŶĐe I started usiŶg M poǁer 7 
years ago. I love using M power because I can manage and see my electric usage. This app 

is going to make buying electricity fast, simple and one less errand in the car. Thank you 

SRP!!!͟  
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Community-Based Organization Speaks 
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͞We haǀe ŶotiĐed that ĐlieŶts ǁho are ďudget 
conscious prefer the pay as you go option and 

purĐhase ǁheŶ theǇ haǀe the fuŶds ͞a little ďit at 
a tiŵe .͟  For people that are on a fixed income, 

or  self employed clients this is a great way to 

purchase when you get the income outside of the 

traditional monthly or bimonthly pay 

schedule.  Folks that get paid weekly also prefer 

the paǇ as Ǉou go rather thaŶ the ŵoŶthlǇ ͞ďig 
ďill͟ alloǁiŶg theŵ to staǇ oŶ traĐk ǁith their 
eleĐtriĐ Ŷeeds…͟    
 -  Gene Munoz-Villafane, HS Coordinator, 

     Vista del Camino Center  
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Next Generation of Prepay 
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