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By the Community, For 
the Community 
When you think of October, 
pumpkins, Halloween, and 
beautiful fall foliage naturally 
come to mind. But October is 
notable for another reason – it’s 
National Co-op Month! This is the 
time of year when cooperatives 
across the country, including 
Sussex Rural Electric Cooperative, 
celebrate who we are and, more 
importantly, the members we 
serve. You, the members, are at the 
heart of everything we do.

>> CONT. PAGE TWO

By: Chris Reese, President & CEO
      contacttheceo@sussexrec.com

Sussex Rural Electric was built by 
members who came together to 
bring electricity to our community 
and 82 years later, SREC still 
provides safe, reliable, and 
affordable energy to you, the 
modern members of the Co-op. 

We are locally governed. SREC’s 
leadership team and employees 
live right here in the community. 
The members of our board of 
directors, who help set priorities 
for the Co-op, live locally on 

Co-op lines. These board members 
have been elected to the position 
by neighbors like you.

We know our members have a 
valuable perspective. That’s why 
we are continually seeking your 
input. Whether through 
community events, our social 
media channels, or the annual 
meeting, we want to hear from you.
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Our close connection to the community ensures we 
get a first-hand perspective on local priorities, thereby 
enabling us to make more informed decisions on 
long-term investments. Another way that we facilitate 
this connection is through member surveys and our 
Member Advisory Committee, or “MAC” for short.

The Member Advisory Committee is made up of 
volunteer members from each of our three districts. 
MAC members meet with SREC’s board of directors 
and management team twice yearly to learn about the 
current goings-on of Sussex Rural Electric 
Cooperative and to act as sounding boards for changes 
in service processes and development of new 
programs. We encourage members who are interested 
in joining this committee to apply for current open 
positions. You can learn more about MAC and apply 
for the committee at www.sussexrec.com/mac.

Sussex Rural Electric Cooperative takes an active role 
in the community. This is where we work and live, so 
we strive to always work to the benefit of the 

community. For instance, we’ve lent our support to 
community organizations like our local fire 
departments. We’ve also hosted donation drives at our 
office on behalf of local charitable organizations, 
collecting clothes for homeless veterans and toys for 
underprivileged children during the holiday season. 

SREC also runs a food drive all year, accepting 
nonperishable goods for the Division of Social 
Services Food Locker. 

We are also heavily involved with local schools, 
hosting field trips and educational presentations, as 
well as offering grants to local teachers and 
scholarships to students bound for college or trade 
school. We also participate in the National Youth Tour, 
where we take some of our community’s brightest 
young people to Washington, D.C. for a week-long 
excursion to experience democracy in action.

Ultimately, you empower the Co-op through your 
membership and through your participation in and 
support of these programs.  We hope you will think of 
Sussex Rural Electric Cooperative as more than your 
energy provider, but instead as a local business that 
supports this community and powers economic 
development and prosperity for the people.

We will continue to learn from our members about 
their priorities so that we can better serve you – 
because your electric Co-op was built by this 
community, for this community. 

 

Making Member Satisfaction Happen
By: Steve Sokolowski, Marketing Associate
      ssokolowski@sussexrec.com

Director Dr. Barbara Miller presents at the Pennsylvania 
Rural Electric Association’s Summer Meeting at Penn State 

in State College, Pennsylvania, July 2019

For a member-owned Cooperative, there are few things as important as living up 
to the expectations of the membership. This is why every year, Sussex Rural 
Electric Cooperative uses a Member Satisfaction Survey to gather information on 
our members’ needs, priorities, and general satisfaction of service.

We distributed this year’s edition of the survey in several different ways. They 
were given out at our Annual Meeting, made available online, placed in our lobby, 
and printed in Currents so members could fill them out at home to mail to our 
office. After months of receiving surveys, we’ve reached the point where we’ve 
logged over 250.

These surveys let us collect data on a lot of things relevant to the service we 
provide our members: what members find most important, how we meet members’ 

expectations, how members prefer to pay their bill, etc. All of this information is taken into consideration by Co-op 
employees so we can continue to provide the best service in every way possible. We also answer every question asked on 
surveys by members who provide contact information. Issues such as tree trimming, program inquiries, and questions 
regarding solar panels were addressed by SREC staff.

These surveys also allow us to receive an official score from the American Customer Satisfaction Index (ACSI). You may 
have seen other companies advertise high ACSI scores in their field as proof of customer satisfaction. The Index provides 
unique customer experience benchmarking capabilities that come from the Index’s one-of-a-kind, cross-industry structure. 
For two decades, the ACSI has used its science-based, proprietary methodology to analyze customer satisfaction for 10 
economic sectors and more than 40 key industries that together represent a broad swath of the national economy.

This consistent, reliable, and precise approach means customer satisfaction results as produced by the ACSI are comparable 
across all sectors, industries, companies, and time periods in the Index. No other measure in the United States offers both 
competitive and cross-industry customer experience benchmarking.

We’re happy to announce that, after sending our survey results in 
for processing, this year SREC received an ACSI score of 94 out 
of a possible 100 points. 94 is an absolutely excellent score 
which we at Sussex Rural Electric are proud to have received 
from our members. Additionally, this score ties us for the highest 
ACSI score out of all the participating rural electric cooperatives 
in the nation!

While it is great to see member satisfaction of the Co-op 
quantified like this, the real important takeaway for us comes 
from the individual surveys. Being able to read through kind 
comments left by members, or resolve problems and questions 
raised in surveys, allows us to maintain that personal 
connection with the community. Included in the survey were 
questions on members’ preferences, which help us 
understand the needs of our members. You can see some of 
these results to the right.

Our 2019 survey has already been submitted to the ACSI, but 
that does not mean we’re done taking responses from our 
members for the year. If you’re so inclined, we highly 
encourage you to go to www.sussesrec.com/surveys to let us 
know your experience with our service. Every chance for 
feedback from our members makes the Cooperative stronger, 
so please share your thoughts!
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