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About MLGW
The responsibility to provide excellent service to the citizens of 

Memphis and Shelby County inspires us every day, infusing our 

purpose, principles and direction. Founded in 1939, Memphis Light, 

Gas and Water Division is the nation’s largest full-service municipal 

utility company; our services of Electric, Gas and Water are the 

foundation to the quality of life that more than 431,000 customers 

enjoy. Each day, we strive to exceed expectations because “Serving You 

Is What We Do.”

Our Suppliers
The Tennessee Valley Authority provides MLGW with 

wholesale electricity. MLGW is TVA’s largest customer, 

representing about 11 percent of TVA’s total load. 

MLGW buys its natural gas from a variety of suppliers. 

It is transported by three pipeline companies – Texas 

Gas Transmission Corp., Trunkline Gas Co. and ANR 

Pipeline Co. Memphis receives its water from the 

Memphis Sand and Fort Pillow aquifers which is one 

of the largest artesian water systems in the world.
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Our Leaders
The president and a seven-member Board of Commissioners 

leads MLGW. Board members serve staggered terms. Two 

board members, who live outside of Memphis but within 

Shelby County, serve in an advisory, non-voting capacity. 

The Memphis Mayor appoints the President and the Board 

members with the approval of the Memphis City Council.

Board of Commissioners
Michael E. Pohlmann 

Leon Dickson Sr. 

Carlee McCullough, Vice Chair 

Steven Wishnia, Chair

Mitch Graves

Advisory 
Board   
Members
Kevin Young 

Dwain Kicklighter

Senior Leadership Council
Jarl “J.T.” Young, President and CEO 
Dana Jeanes, SVP, CFO & CAO

Secretary - Treasurer 

Alonzo Weaver, SVP & COO 

Christopher Bieber, VP of Innovation 

   and Analytics 

Gale Jones Carson, VP of Community 

   and External Affairs 

Cliff DeBerry Jr., VP of Design, Construction 

   and Delivery 

Von Goodloe, VP of Shared Services 
Nick Newman, VP of Engineering and Operations 

Cheryl Patterson, VP and General Counsel 

Lashell Vaughn, VP and CIO 

Lesa Walton, Chief Internal Auditing Officer 

Jim West, Chief Customer Officer 

Roland McElrath, Controller 
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President’s Letter
In 2018, I accepted the call to become the 11th President and 

CEO of Memphis Light, Gas and Water Division. As a servant 

leader, it is my responsibility to make sure MLGW employees 

have the resources needed to safely deliver services that create 

and sustain superior customer experiences. It is our mission, 

the very reason MLGW exists.

We spent much of the year reconfiguring our departments 

within the Division in order to improve efficiencies and 

the speed of service delivery. With no layoffs, we made 

adjustments to elevate the visibility of safety and wellness, 

emphasize the importance of innovation and create greater 

value for our customers, among other goals.

I’ve said this often: when we care for each other, we 

can better serve our customers. MLGW employees are 

thoroughly embracing an enhanced culture of safety through regular safety conferences and 

departmental meetings. Safety is caring and it is working as evidenced by a trend of fewer on-

the-job safety incidents as compared to 2017.

MLGW focused on the customer service experience in 2018. For example, we installed a 

new interactive voice response (IVR) system that makes it easier for customers to reach a 

live advisor. Smart meters not only saved customers more than $4.6 million in 2018 but they 

also allowed us to restore disconnected service much more quickly and efficiently and they 

allowed us to offer a pay-as-you-go option known as “PrePay” to our customers. 

In 2018, MLGW continued to increase value for our customers with timely responses to 

restore services lost during powerful storms. In addition to our commitment to provide 

reliable service, our employees were active participants in the community, visiting schools, 

participating in parades and boosting interest in STEM careers. More households were able to 

receive assistance to reduce their energy burden by tapping into the resources raised by the 

Share the Pennies program.

Finally, MLGW framed and presented an infrastructure improvement plan designed to 

deliver more value for our customers in the future by deploying technology and additional 

resources to improve reliability measures for all our services. Although the plan was not fully 

approved, we are confident that as we move forward, our customers will soon enjoy the full 

range of value from our initiatives.

“Serving You is What We Do” is part of our ongoing commitment to be the trusted provider 

of exceptional customer value in the communities that we are privileged to serve in 2019 and 

beyond.

Jarl “J.T.” Young

President and CEO
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MLGW Focused On Organizational Structure
Under the direction of MLGW President and CEO J.T. Young and the senior management 

team, Memphis Light, Gas and Water Division successfully underwent a reorganization in 2018.  

The reorganizational changes were effective September 9. The objectives for the changes were: 

1) Elevating the visibility of safety

2) Improving efficiency and speed of customer service and accountabilities 

3) People development opportunities 

4) Re-alignment of several areas to help create and maintain a culture of integrity,             

     accountability, efficiency and people development

MLGW Among The Best In 
Rates And Charges

Since 2013, Memphis has 

earned the top spot for having the 

lowest combined typical winter 

residential bill among selected 

cities across the country.

The largest three-service 

municipal utility system in the 

nation, MLGW delivers electricity, 

natural gas and water throughout 

Memphis and Shelby County. 

Each year we strive to not only 

deliver the best possible price, but also the highest quality 

service. One way we measure our performance is to examine 

how Memphis’ typical winter bills compare to other cities in 

the U.S and Europe.

We surveyed 41 cities, including many that are 

geographically close to Memphis, as well as utilities that are 

similar in size. All costs covered in this survey are based on 

published rates effective January 2018.

MLGW started collecting data on rates in the early 1990s. 

Memphis continues to outperform many cities in terms of 

what customers pay for electricity, natural gas and water 

services. In 2017, a typical winter residential bill was $253.09; 

the bill decreased to $244.10, a difference of $8.99, in 2018. 

MLGW’s financial management remains a driving force in 

keeping utility bills as low as possible.
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Focused On Improving 
Infrastructure

In 2018, small 

rate increases for 

electric and gas 

went into effect 

with the July 

billing periods. 

The increases for 

electric and gas 

averaged about 

two percent. The 

revenues raised 

helped fund capital improvement projects such as: 

• New electric Substation 89 completion and other 

substation and transmission upgrades and replacements 

• New customer interactive voice response and crew mobile 

dispatch systems along with other information systems 

projects 

• New distribution system circuit ties 

• New and replacement transmission natural gas pipelines

• Continued work on the Cast Iron Replacement project.



7

President Young Stresses Safety Culture
Are you ready to care about people? The question sets the foundation 

for how President J.T. Young plans to cultivate a strong culture of safety 

at Memphis Light, Gas and Water Division. “At the end of the day, you 

need to care about people,” Young told a roomful of MLGW leadership 

who gathered 

for the 2018 

MLGW Safety 

Conference, 

held Sept. 26 

at the Teaching 

and Learning 

Academy on 

Union Ave. 

“Without 

caring, you 

really can’t be a leader.” Caring is critical. Nothing we do is more important 

than safety, Young stressed.

In the utility industry, there is little room for error. “I’ve seen people get 

injured, break bones in their body, and all they did was walk down the hall,” 

said Young.  “The culture is important when it comes to safety,” said Young, 

adding that zero safety accidents can be achieved throughout a company if 

the culture recognizes safety as a core value. 

“It’s not about the numbers as much as it is about caring for people,” he 

said, noting how co-workers, holding one another accountable, can save 

lives because everyone has a role when it comes to work culture and safety. 

“When you get the culture in your work environment to a place where 

safety is a given… then you are really on your way to having a great safety 

culture.”

FOCUSED ON 

SAFETY
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MLGW Earns Top Power Reliability/
Safety Designation

Memphis Light, Gas and Water 

Division earned a Diamond Level 

designation in the American 

Public Power Association’s 

Reliable Public Power Provider 

Program (RP3), which recognizes 

utilities that demonstrate high proficiency in reliability, 

safety, workforce development and system improvements. The 

Reliable Public Power Provider program has been ongoing 

since 2005. 

In 2018, 118 utilities earned the designation 

and, in total, 254 of the more than 2,000 public 

power utilities nation-wide hold the RP3 

designation. The 2018 designation marked the 

sixth time that MLGW has earned APPA RP3 

recognition. 
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MLGW Improved Customer    
Service Experience

Memphis Light, Gas 

and Water Division 

improved the customer 

service experience 

by streamlining the 

new Interactive Voice 

Response (IVR) system 

on the customer service 

line, 544-6549, and 

enacting an additional 

safeguard for customers who pay online. Those who use the 

customer service line can reach a live advisor by using the 

key words “representative,” “help,” “agent” or “operator” 

from the general information menu or any sub-menu after 

accessing their account. That was a significant change from 

the previous outdated IVR system. To further assist customers 

who pay online, customers making a one-time payment 

must select if their funds are being processed from either a 

personal checking or savings account or business checking 

or saving account. A payment won’t be processed without a 

selection.

FOCUSED ON 
INNOVATION
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Innovative LNG Sales Exceed Goals
MLGW surpassed its goal of $5 million in liquefied natural 

gas sales revenue in 2018. The final 2018 LNG sales revenue 

was $6.2 million. On average, MLGW sells about 800,000 

gallons of LNG per 

month. 

“MLGW’s LNG 

sales is a great 

source of revenue 

for MLGW that 

benefits all of our 

customers,” said Jeff 

Sissom, Supervisor 

of MLGW’s 

Gas Portfolio 

Management. “Since 

2012, MLGW’s LNG 

sales have benefited 

our customers by 

more than $35.1 

million.”

Focused On New Payment Options
MLGW expanded a new service made 

possible by smart meters, PrePay. It offers 

many benefits including eliminating 

deposits, reconnection fees and customer 

fees. The new option affords more control 

over their utilities and avoids those end-of-the-month bill 

surprises.

Now customers have the option to make smaller, more 

frequent payments, making it easier to set a household energy 

budget that makes sense for their lifestyle. For example, 

customers who get paid on a weekly basis, can choose to make 

payments when they get paid instead of once a month. New 

customers can start their PrePay account with just $100. 

Customers can choose text, phone or email for low balance 

alerts so they’ll always know how much money is on their 

account. In the event services are disconnected, they can be 

restored in about an hour after payment is made. 
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Family Grateful For MLGW’s Help
MLGW Credit Operations often receives calls for assistance. 

One from the St. Anne Conference of the Society of St. Vincent 

de Paul in mid-January spurred MLGW employees into 

action: Ms. Pearl, a grandmother who is responsible for five 

grandchildren, ages six to 13. 

Immediately, a few employees, who asked to remain 

anonymous, found a coat for the 9-year-old boy; however, 

the six-year-old twin boys needed underwear and the 12- and 

13-year-old girls needed shoes and more. Not to mention, 

their utility bill was high. In short order, more than $400 was 

collected toward the utility bill and other needs were met. 

“I wish that I could convey how truly grateful they are for 

your love and generosity. The smiles on the children’s faces and 

the tears in the grandmother’s eyes say more than words could 

ever express,” reads the “Thank You” card from St. Vincent de 

Paul, a Memphis organization that offers personal services to 

the needy.

FOCUSED ON 

VALUEGREATER 
CUSTOMER
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MLGW Employees Give 
To The Less Fortunate

In December, the “family” of employees in Purchasing, 

Contract Management and Supplier Diversity decided to do 

something different. Instead of gifting each other, they gifted 

the less fortunate for the holiday. What began with passing out 

50 hygiene kits to the homeless last year expanded to over 150 

kits—plus free food—this year. “It’s grown,” said Demetria D. 

Bowers-Adair, Purchasing, about the service project. 

Bowers-Adair said last year they walked from the 

Administration Building to the Memphis Union Mission 

handing out kits along the way; this year, they passed out flyers 

in advance to attract people to a tent stationed on High Street 

directly behind the mission. It worked. 

Dozens of homeless recently lined up for the hygiene kits, 

which included toothpaste, a tooth brush, mouthwash, bath 

soap, wash cloth, gloves, hand warmers, socks, shampoo and 

more. Cedric and 

Patrice Roby, owners 

of the Memphis food 

truck franchise of 

Oink and Moo BBQ, 

donated meals of 

chicken, pork chops 

and more as part of its 

ministry to serve the 

community, Mr. Roby 

said.
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MLGW Crews Completed Restoration
In the summer of 2018, 

Memphis Light, Gas and Water 

Division crews worked to 

restore service after storms 

knocked out power to about 

35,000 customers, causing 

extensive damage to many 

poles and wires, particularly 

in Whitehaven, Hickory Hill, 

Germantown, Collierville and 

South Memphis. President 

and CEO J.T. Young thanked 

crews and employees for 

their service: “Thank you to 

all employees for serving our 

customers and community. 

I share the gratitude of our customers for the efficient and safe work by our crews and the 

outside assistance that also came to our aid.” 

“Angels” After The Hurricane
In October, Florida Panhandle residents Randy and Marsha 

Chandler were without electrical power for over two weeks 

due to Hurricane Michael. Without 

a generator, the couple spent most 

nights heating up cans of soup on 

the barbecue grill and listening to 

their transistor radio in the dark. 

The Category 4 hurricane made 

landfall on October 10 near Mexico 

Beach, about 80 miles to the south of 

Chandlers’ home in Two Egg, Florida. 

When Randy finally saw utility trucks 

—MLGW crews — driving to his 

rural home on October 27, he told his wife, “Looks like angels 

from heaven driving to rescue us.” Two MLGW crews worked 

in Florida from October 12 to November 3. The Chandlers, 

who are West Florida Electric customers, called MLGW to give 

a shout-out to those crews who not only restored their power 

but gave them a boost of confidence in humanity. 



Focused On Supplier Diversity
IIn 2018, MLGW’s supplier diversity program celebrated 

its 20th anniversary. The program has had a stellar track 

record when it comes to encouraging women, minority and 

local small business participation. Renise Holliday, MLGW 

Supplier Diversity Coordinator said, 

“We continue to be very, very excited 

about our sheltered market program, 

which is our local small business 

program because it has done very well 

since its existence. We have outstanding 

numbers for 2018.” 

Share The Pennies’ Impact Grows
In 2018, the Tennessee Valley Authority (TVA) announced 

plans to invest in the Share the Pennies home weatherization 

program for low income residents in Memphis 

and Shelby County. The program is sponsored 

by Memphis Light, Gas and Water and 

Metropolitan Inter-Faith Association (MIFA). 

Share the Pennies rounds MLGW customers’ 

utility bills to the next full dollar amount. The 

additional amount, no matter how small, is then 

added to a fund managed by MIFA. These funds are 

then awarded to qualifying homeowners to 

assist with energy efficiency repairs to their 

homes. TVA’s extra funding provided money 

to weatherize the homes of more customers 

who can’t afford that themselves. For more 

information, please visit mifa.org/sharethepennies.
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2018 Supplier Diversity 
Procurement Spend Impact
Classification

Total Diversity Spend

Total Procurement Spend: $192M

Minority Business Enterprise $33,968,941.03

$22,364,599.73

$10,002,156.65

$66,335,697.41

18%

12%

5%

35%

Locally-Owned Small Business

Women’s Business Enterprise

Amount Percent of Total



To the Board of Commissioners and Valued Stakeholders: 

We are pleased to submit the Annual Report of Memphis Light, Gas and Water Division (MLGW) for the 

fiscal year ending on December 31, 2018, as required by the Charter Provisions of the City of Memphis 

(City) creating Memphis Light, Gas and Water Division. This report has been prepared in conformity with 

accounting principles generally accepted in the United States of America (GAAP) for proprietary funds of 

governmental entities. 

Responsibility for the accuracy and presentation of the information provided is the full responsibility of 

the management of MLGW. Disclosures necessary to assist the reader in understanding of the financial 

statements have been included. 

MLGW’s financial statements have been audited by Mayer Hoffman McCann P.C., licensed certified 

public accountants. The goal of the independent audit was to provide reasonable assurance that the 

financial statements of MLGW for the fiscal year ending on December 31, 2018 are free from material 

misstatement. The audit involved performing procedures to obtain audit evidence about the amounts and 

disclosures in the financial statements; evaluating the appropriateness of accounting policies used and 

the reasonableness of significant estimates made by management; and evaluating the overall financial 

statement presentation. 

The independent auditors concluded, based upon the audit, that there was a reasonable basis for 

rendering an unmodified opinion that MLGW’s financial statements for the fiscal year ending on 

December 31, 2018 are fairly presented in conformity with GAAP. The independent auditor’s report is 

presented as the first component of the financial section of the report. 

GAAP requires that management provide a narrative introduction, overview and analysis to accompany 

the basic financial statements in the form of a Management’s Discussion and Analysis (MD&A). This letter 

of transmittal is designed to complement the MD&A and should be read in conjunction with it. MLGW’s 

MD&A can be found immediately following the auditor’s report. 

Profile of the Government – MLGW was created by an amendment to the City Charter by Chapter 

381 of the Private Acts of the General Assembly of Tennessee, adopted March 9, 1939, as amended (the 

“Private Act”). MLGW operates three separate utilities, as divisions, providing electricity and gas in 

the City and Shelby County. Water service is provided by MLGW in the City, and together with other 

municipal systems, in Shelby County. 

Each division operates as a separate entity for accounting and financial purposes in accordance with the 

Private Act. For economic reasons, activities common to all three divisions are administered jointly and 

costs are prorated monthly among the divisions. A 1981 amendment to the City Charter permits forming 

additional divisions to provide other energy services. 

MLGW controls the administration of its activities and business affairs. It operates independently, 

manages its own finances and is responsible for obligations incurred in such operations, including 

indebtedness payable from operations of the Division. MLGW must have the City Council’s approval for 

MEMPHIS LIGHT, GAS AND WATER DIVISION

Letter of Transmittal
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its annual budget and also before incurring certain obligations, including purchasing real estate and 

exercising the right of eminent domain.

MLGW is managed by a Board of Commissioners, which consists of five members nominated by the 

Mayor and approved by the City Council and two advisory, non-voting members which were added 

in 2017. The Board is responsible for supplying the Division’s service areas with electricity, gas and 

water. Board members serve staggered terms of three years each. Every two years, the Board elects a 

Chairman and a Vice Chair, whose terms begin January 1. Board members continue to serve until a 

new board member is appointed by the Mayor and confirmed by the City Council. 

The daily operations of MLGW are managed by the President and Chief Executive Officer, who is 

nominated for a five-year term by the Mayor and approved by the City Council. Under the Private Act, 

the President generally supervises MLGW’s operations and its officers and employees. 

Local Economy – Memphis sits on the banks of the Mississippi River in the southwestern corner 

of Tennessee. The Bluff City ranks as the second largest city in the state and the 25th largest in the 

nation with a population of 668,228. In Greater Memphis today, there is more than $15 billion in 

recent, current and future development. According to the city, Union Row is poised to remake a key 

Downtown stretch, Indigo Ag just located its North American headquarters and 700 new jobs to the 

city, and ServiceMaster affirmed its commitment by moving its headquarters to Downtown. The city’s 

unemployment rate remains at historical lows, and about 18,000 more people are working today when 

compared to just a few years ago. 

Three Fortune 500 world headquarters – FedEx, International Paper and AutoZone – call Memphis 

home. In addition, Nike, Hilton, Coca-Cola and Medtronic have major offices or distribution facilities 

in Memphis. Memphis was recently named as the Number 1 city in America for black businesses.

MLGW has a major impact on the local economy. Of the $192 million the Division spent in 2018 for 

goods, supplies and services, 35 percent – or $66.3 million – went to companies owned by minorities 

and women or local small businesses. For the sixth consecutive year, MLGW has the lowest combined 

residential rates for electric, gas and water among 25 major metropolitan cities. All three Divisions 

hold excellent credit ratings from Standard and Poor’s and Moody’s. The rating agencies view MLGW 

as a reliable and stable financial investment. 

National Economy – According to the Bureau of Economic Analysis, a division of the U.S. 

Department of Commerce, real gross domestic product (GDP), a key indicator of economic growth, 

increased 2.9 percent for all of 2018. Increases in healthy consumer spending levels, including 

significant spending on light trucks, as well as strong business investment in equipment, software and 

intellectual research and development, contributed to the GDP’s growth in 2018. 

Financial Policies and Major Initiatives – MLGW maintains a comprehensive cash flow model which 

assesses the growth of the separate divisions and determines future rate increase and debt issuance 

requirements. MLGW also incorporates a five-year capital plan in its budgeting process. MLGW’s 

Electric, Gas and Water Engineering Departments develop detail technical master plans for their 

respective systems which are then correlated with the financial plan. 

In 2018 MLGW invested over $164 million in capital assets and system infrastructure.The smart 

meter project is a major continuing initiative which is moving ahead of the 2020 schedule. All 

residential electric smart meters have been installed, and the commercial and industrial meters 
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will be completed by the end of 2019. As a part of the smart meter program, MLGW began to offer 

prepayment options for customers which provides an alternative to receive and pay for utility 

services. 

Electric infrastructure investment is moving ahead for a new substation in the southern part of 

Shelby County and for additional substation capacity to an existing station in the central part of the 

county.

The Gas Division maintained progress on its 30-year cast iron pipe replacement program.  

Additionally, four critical transmission pipeline integrity projects were completed.  Gas smart meter 

deployment continues to be a primary focus. The residential smart meter installations for the Gas 

Division are planned to be completed by the end of 2020.

For the Water Division, work included major rehabilitation to the Mallory pumping stations, 

and several new wells were constructed and brought online at various pumping stations. MLGW is 

committed to removing lead service lines from the distribution system. The installation of residential 

water smart meters is scheduled to be completed by the end of 2020. 

Acknowledgements – The preparation of this report was made possible by the overall dedication 

of MLGW’s Finance Division. We would like to express our appreciation to all Finance Division 

members who helped prepare this report. Special thanks must also be given to Mayer Hoffman 

McCann P.C. and Jones & Tuggle PLLC for their efficient and timely completion of this year’s audit.

Respectfully submitted, 

J.T. Young   Dana J. Jeanes

President and CEO  SVP, CFO & CAO (Secretary - Treasurer)
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Serving you is 

what we do


