






24 INSIGHTS • WINTER 2009 WINTER 2009 • INSIGHTS 25

Since the facilities use water to generate power, no emissions 
are released into the environment, and there is no waste 
byproduct. The water that comes through the plant every 
day is recycled. Nothing is put in or added to it except for a 
negligible increase in temperature.

Hydro plants are very desirable from a renewable 
generation standpoint, but require thousands of acres of land 
for construction of reservoirs. Plants must also be located on 
a river, and many rivers are now being used for residential 
and commercial development. 

Pumped storage facilities like Fairfield are economical, 
as well as environmentally sound because they “flatten out” 
load variations on the power grid. This allows thermal plants, 
including coal-fired and nuclear, that provide base-load 
electricity to continue operating at peak efficiency while 
reducing the need for “peaking” power plants that use fuels 
that cost more than water.  

As a pumped storage facility, Fairfield also uses “stored” 
renewable fuel. When the demand for electricity peaks 
during the day, SCE&G can draw from that stored-up 
charge, decreasing the reliance on base load plants. This is 
called “peak shaving” and is fundamental to demand-side 
management.

Clean power
Pumped storage plant conserves 
energy, protects environment 

Penstocks are 
constructed at 
the water intake 
structures for 
Fairfield Pumped 
Storage, which is 
celebrating its 30th 
anniversary. Fairfield Pumped Storage will always operate  

as reliable reserve and peaking power for SCE&G.  
“For those times when it’s particularly hot outside  
and all the units are running — we can start up quickly,” 
Spell concluded. 

“The system controllers really appreciate us,” Shealy 
said. “If they lose a larger plant, they know we’re here.” 

“That’s what makes us special,” he noted. “When 
they call us and say, ‘Give me all you’ve got as fast as 
you can get it,’ we know that we are really making a 
difference.”

A big project 
Fairfield Pumped Storage received its permit to construct 
in September 1974. Two years later, workers had dammed 
Free’s Creek to construct the tailrace to connect the plant to 
the lower reservoir. In December 1977, water from the creek 
began filling the reservoir. In June of the following year, the 
first four of eight units were ready to go online. Six months 
later, the remaining units went online. 

The project cost close to $200 million to complete. It took 
6.11 million work hours and 1,100 workers. 

Constructing the powerhouse and the support structures 
took 323,700 cubic yards of concrete. They are reinforced 
with 6,570 tons of steel. 

To prepare the site and construct the two miles of dam 
used to build the upper reservoir, Lake Monticello, 12 million 
cubic yards of earth were moved. The intake structure for 
the upper impoundment consists of 127,000 cubic yards of 
reinforced concrete. 

Lake Monticello has a surface area of 6,800 acres and 
is 425 feet above sea level. The lake reaches 180 feet at its 
deepest point. In operation of Fairfield Pumped Storage 
facility, the lake level rises and falls four-and-a-half feet. The 
lake’s watershed comprises approximately 17 square miles.

Eight hours of generation at the station takes 25,000 acre-
feet of water, which is 8.1 billion gallons, from the lake. 

Four earth-filled dams were constructed across Free’s 
Creek, the largest of which is 5,000 feet in length and 180 
feet high. The three saddle dams range from 900 to 3,400 
feet in length, and are less than 100 feet high. The result 
was the creation of the upper Reservoir, Monticello. The Parr 
Reservoir, the lower reservoir, has a surface area of 4,400 
acres and is 266 feet above sea level. It rises and falls 10 feet 
each day as part of the operation of the station. 
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J.D. Power satisfaction
No. 1 in the South  
No. 3 in the U.S.

So joining the ranks of companies studied by  
J.D. Power and Associates was not only exciting but 
viewed by PSNC Energy as another opportunity to  
learn more from their customer base.

“Our company has long emphasized customer 
service,” explained George Ratchford, general manager 
of customer service. “We work hard to be responsive to 
customer needs, and the J.D. Power survey gives us some 
good indication on how we’re doing.”

Well known for its consumer research, J.D. Power 
and Associates began assessing customer satisfaction 
among natural gas utility customers in 2002. One year 
later, PSNC Energy became part of their annual study.

Still using the telephone, J.D. Power contacts a list of 
randomly selected customers from the largest natural 
gas utilities across the country. Nearly 60 companies are 
included in the annual survey, and they are subdivided 
by geographic region: North, South, East and West. 

Customers are asked to rate their respective 
utility’s performance in six key areas:  company image, 
communications, price and value, billing and payment, 
customer service and field service.

“In 2003 we got to see how we fared compared to 
other gas utilities,” said Ratchford, “We excelled in areas 

of customer service and field service, and our overall 
score was above average, but we knew we had some 
work to do in other areas.” 

Since its first exposure to the customer satisfaction 
survey, PSNC Energy converted to an automated meter 
reading program, launched a bi-annual customer 
newsletter, Comforts of Home, began its “call before 
going” scheduling feature and changed the layout 
of its billing statement based, in part, on customer 
recommendations. 

 “Last June we invited customers to join our online 
Voice of the Customer panel,” added Ratchford. 
“Currently we have about 2,000 participants who 
complete periodic surveys, and we’ve been really 
pleased with their enthusiastic response and the 
information it gives us.”

According to the Gas Utility Residential Customer 
Satisfaction Study conducted by J.D. Power and 
Associates, PSNC Energy must be striking the right chord. 
Five years from its debut in the research firm’s survey, 
the company posted the highest score in overall customer 
satisfaction among peer utilities across the South.

“We’re number one, and I’m extremely proud of this 
achievement and equally proud to be associated with the 

employees we have at PSNC Energy,” said Rusty Harris, 
PSNC Energy president and COO. “Everyone plays a role in 
the delivery of customer service, so it’s a true team effort.”

“But you can’t let up on your improvement process 
just because you make it to the top rung; we just got  
here a little quicker than we expected.”

In fact, in 2007, PSNC Energy implemented an 
initiative to clinch their region’s top spot in the  
J.D. Power & Associates survey by 2012. With 
accelerated regional honors under their belt,  
PSNC Energy employees are eyeing the first place 
position for the entire country, and they don’t have  
far to go. In 2008, the company placed third  
nationally in overall customer satisfaction.

“This recognition is greatly appreciated, and our 
employees are very deserving, but with or without 
awards, our commitment to our customers is ongoing,” 
said Harris. 

“We’ll keep listening and looking for ways to enhance 
the customer experience, and by doing the right thing,  
I expect we’ll come out on top all the way around.”

PSNC Energy employees 
are the key to satisfied 
customers. Delivering 
excellent service 
are, from left, PSNC 
Energy field service 
representative Arnold 
Coleman, who is 
setting a natural gas 
meter at a new home 
in Holly Springs, N.C.; 
Tabitha June, customer 
relations specialist 
at the Lowell Contact 
Center in Gastonia, 
N.C., answering a 
customer’s question by 
phone; and installation 
specialist Sam Deckard, 
who is explaining the 
process for installing a 
tankless water heater 
to a PSNC Energy 
customer in Cary, N.C.Top 

of the list

As a company dedicated to providing 

outstanding customer service,  

PSNC Energy actively solicits 

customer feedback. The natural gas 

utility contacts its customers through 

a variety of avenues to gain insight  

on what it’s doing right and what it 

can improve.

by Angie Townsend//  photos by robert clark



H.E.A.T.
SCANA Energy customers 
donate through bills

SCANA Energy, a leading natural 
gas marketer in Georgia, proudly 
began its partnership with H.E.A.T. 
in 2001. Since then, SCANA  
Energy has donated more than  
$1 million in financial contributions 
and in-kind services to H.E.A.T. 
for Georgians in need of energy 
assistance. 

SCANA Energy is the only 
natural gas marketer that gives 
customers the opportunity to 
donate to H.E.A.T. through their 
natural gas bills. SCANA Energy 
also helps raise awareness of 

H.E.A.T. through its ongoing 
grassroots outreach programs and 
various promotional activities.

SCANA Energy is pleased to 
honor its commitment to meet 
the needs of its communities 
throughout Georgia. 

By supporting charitable 
causes and collaborating 
with community and state 
organizations, SCANA Energy is 
able to provide relief year-round 
to Georgia’s citizens. 

“SCANA Energy looks forward 
to continuing its partnership 
with H.E.A.T. and to warming 
more homes and hearts in our 
neighborhoods,” said George 
Devlin, SCANA Energy vice 
president and general manager.

S&P 500
SCANA joins ranks of 
prestigious stock index 

SCANA joined the ranks of the 
prestigious Standard & Poor’s 
500 Index, a widely accepted 
benchmark of the stock market, 
Wednesday, Dec. 31, while 
simultaneously issuing 2.875 
million shares of stock raising in 
excess of $100 million.

The S&P 500 is comprised of 
blue chip, large capitalized stocks, 
representing about 75 percent 
of the total U.S. equities market. 
SCANA was previously listed in the 
S&P MidCap 400.

“This means that as investors 
buy S&P 500 based index funds, 
they will be buying shares 
of SCANA along with other 
companies included in the 
index. It is recognition that in 
volatile times we continue to be 
a relatively consistent, stable 

company,” said Betty Best, SCANA 
director of financial planning and 
investor relations.

SCANA Chief Financial Officer 
Jimmy Addison said current 
economic conditions are drawing 
more investors to electric utilities 
and other industries seen as 
stable even in tough times.

pril 18 is the date for the Community Foundation of 
Gaston County’s seventh annual Run for the Money  
event, and PSNC Energy volunteers and runners will  
be there in full force help raise money for the 115  

non-profit organizations participating in this year’s event.
More than 150 PSNC Energy employees and families were  

part of the Run for the Money 6 last year, which raised more than 
$1.43 million for a host of area community organizations. PSNC 
Energy has been a presenting sponsor of the event, which is 
managed by the Community Foundation of Gaston County, and  
has helped organizers raise more than $6 million since its inception 
in 2003.

“The Run for the Money is great because it allows me to support 
my charity, plus the money I contribute is stretched even further 
by the match from the community foundation,” said PSNC Energy 
Business Planning Manager Todd Rhoney, who participates in  
the run each year and helps organize PSNC Energy’s efforts to 
support the event.

Run for the Money
PSNC Energy prepares for annual  
community fundraising event

updates from our companies & customers
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A construction worker 
stands in the penstock 
under construction 
at Fairfield Pumped 
Storage in 1978.
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