
Member Engagement 
Committee Meeting

July 21, 2026



● Welcome and Call to Order

● Touchstone Energy Update 

● Program Updates

● NEXT Conference & Connections Program (with B.D.)

● New Employee Outreach

● Co-op Champions Network

● Roundtable

Meeting Agenda



Approval of February Minutes



Committee Terms





Incoming Members

15. Chris Rahn, Cherry-Todd Electric (SD)

16. Dustin Smith, Mountain View Electric (CO)



Touchstone Energy Update



2026 Strategic Priorities

• Expand program engagement to drive member value & 
retention.

• Presentations to Statewide/RM meetings
• Member engagement workshops
• Marketing outreach
• Monday.com tracking system 1



2026 Strategic Priorities

• Increase & diversify fee-for-service revenue streams.

• SHiNE Design & Build
• SHiNE Content Support
• Research reports
• Sponsorships
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2026 Strategic Priorities

• Strengthen and expand research & benchmarking 
programs.

• Awareness of TE investment and role in satisfaction surveys
• CFI/ACSI relationship
• Cooperative Advantage Report growth

3



2026 Strategic Priorities

• Focus on nonmember outreach to highlight evolution of 
Touchstone Energy.

• NEW CEO calls
• Speaking opportunities
• Nonmember marketing
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Touchstone Energy® 2026 Dashboard – June

Goals KPI Status UPDATE

Retain and recruit members to achieve budget. • Dues $8,335,000

• 30 proposals to non-member cooperatives

$7,971,156.05 ($246,711.62 in receivables)

23

Increase non-dues revenue • Maintain Leads in Process of $150,000

• $1.688 million in budgeted non-dues revenue

$367,525

$1,026,314

Continue outreach to lightly engaged members to schedule 

value enhancement meetings and highlight member value.

• 200 completed Member Value Meetings

• 10 Member Engagement Workshops

108

4

Strengthen and expand research & benchmarking programs. • 230 co-ops receive at least one ACSI score

• 375 scores

• 75 co-ops in Cooperative Advantage Report

• $257,500 Total revenue 

146

174

70 (77 sign ups; 7 did not receive enough responses)

$36,500 YTD (plus $65K in CAR report and services)

Expand use of SHiNE platform, web design services and web 

content support.

• Increase live websites by 20 (2025: 508)

• Generate $300,000 in revenue

• Transition 50% of all sites to SHiNE

• Generate $132,000 in Content Support revenue

• Maintain a monthly baseline of 15 subscribers

516 (plus 22 first time sites in development)

$178,275 YTD

29.7%

$81,950 YTD
24 Active

2026 Strategic Priorities

• Expand program engagement to drive member value & retention.

• Increase & diversify fee-for-service revenue streams.

• Strengthen and expand research & benchmarking programs.

• Focus on nonmember outreach to highlight evolution of Touchstone Energy.

GREEN: on pace to achieve year end goal. YELLOW: Tracking behind; additional focus needed. RED: At risk for not achieving goal.



KPI Status UPDATE

Map out the future of Co-op Connections to ensure value and 

appropriate costs.

• Develop program improvement plan

• Lower net expense to $55K

Lowered cost by $4,385/mos starting in August

YTD net expenses: $30,000

Fully promote revised Service Excellence training program and pilot 

SE 365 to create cohorts of participants that engage post training.

• Host 75 training sessions

• Generate program revenue of $120,000

26 Training Sessions (plus 13 sold and 45 leads)

$48,137.43

Promote and expand usage of Touchstone Energy creative materials 

among the membership.

• Conduct next phase of ad. value research.

• Expand ad tagging to 50 co-ops total (2025: 27)

• Expand leads/use of creative materials/services.

Preliminary results expected in July

13 (plus 20 leads)

Added a second newsletter to our design work

Increase LinkedIn Learning program usage by co-op employees and 

number of co-ops using the program.

• Increase users to 3+ for 40 co-ops (Total 340)

• Increase video views to 225,000

317 Active Cooperatives

72,938 Video Views

Successfully implement the 2026 NEXT Conference to achieve 

financial and programmatic objectives.

• Increase western attendance (2024: 390) 

• Achieve budgeted Net Revenue of $36K

• Attendee survey results >= 4.5

437 registered attendees

Current YE forecast > $54K net

4.5 rating

Expand use of Touchstone Energy SOCIAL to support members 

social media engagement.

• Content Support: 110 Co-ops (2025: 102)

• Management Platform: 18 Co-ops (2025: 12)

106 Co-ops (140 Profiles)

19 Co-ops

Promote branded Pre-Paid Credit card program to increase use and 

non-dues revenue.

• $1.8M through the program (2026: $1.49M)

• 175 Active Users (2025: 152)

$1,322,271.22

104

Touchstone Energy® 2026 Dashboard – June

GREEN: on pace to achieve year-end goal. RED: At risk for not achieving goal.YELLOW: Tracking behind; additional focus needed.
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New Comms/MSR Outreach

• Our top lead 
sources:

o Marketing Emails — 28% 
of total leads Incoming

o Emails/Calls — 27% of 
total leads



Outreach & Marketing Efforts tie back to specific KPIs



Marketing Systems

• New e-marketing tool: Campaign Monitor

• Touchstone Energy specific segmentation

• Drip Campaigns & Retargeting

• Custom HTML editors

• Agile and timely marketing



New Distribution Cooperatives: 

• Caney Valley Electric (KS)

• Southern Pine Electric (MS)

• Guadalupe Valley Electric (TX)

• Arkansas Electric Cooperatives, Inc. (AR)

Cooperative Service Provider: 

• Oncourse Home Solutions

Non-Member Recruitment (YTD 2026)

Trial Membership Terminated 3/31/2026

• Arkansas Valley Electric Cooperative (AR)

• Ashley-Chicot Electric Co-op, Inc. (AR)

• C & L Electric Co-op Corp. (AR)

• Carroll Electric Cooperative Corporation (AR)

• Clay County Electric Co-op Corp. (AR)

• Craighead Electric Co-op Corp. (AR)

• Farmers Electric Cooperative Corp. (AR)

• First Electric Cooperative Corporation (AR)

• Ouachita Electric Cooperative Corporation (AR)

• Ozarks Electric Cooperative (AR)

• Rich Mountain Electric Cooperative, Inc. (AR)

• South Central Arkansas Electric Cooperative (AR)

• Woodruff Electric Cooperative Corp. (AR)



● CEO Close Up (6)

● CEO Outreach Calls (2)

● Connect Conference (6)

● Engagement Workshops (5)

● Other (6)

Total: 25

Targeted Distribution Invitations KPI:  30 Non-Member Proposals

25 Delivered YTD (July), 19 Distribution



Committee Value Reports



2026 Member Value Reports • Reorganized  content to align with member journey
• Updated information with new resources and 

materials
• Out to CEOs next week
• Forwarded to Co-op Champions and Regional 

Members in August



Program Updates & Debut



Member Journey





27 © 2026 ACSI®. All rights reserved.

© Touchstone Energy, Inc 2026. All rights reserved.

National Cooperative 
Advantage ACSI Score
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ACSI Benchmarks based on the 

2026 ACSI Syndicated Study 



29 © 2026 ACSI®. All rights reserved.

© Touchstone Energy, Inc 2026. All rights reserved.

ACSI Scores by Member Identity

43%

53%

4%

43%

53%

4%
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2025… 2026…

* Scores flagged where sample size < 30

Interpret results with caution 
Indicates score change is significant at 90% confidence

ACSI:

Our findings suggest that members who identify themselves as members rather than customers report 

higher satisfaction levels. Why do you think that is?
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National Cooperative Advantage 
Model Results 
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(Cooperative) Model Scores, Industry Impacts

Satisfaction Drivers

Future Behaviors

ACSI®
85 1.8 Outreach 

86 1.8 Call Center Satisfaction 

91 1.6 Service Reliability 

89 1.5 Website Satisfaction 

93 0.9 Billing and Payment 

90 0.0
Call Center 

Representatives

Likelihood to Choose Again 4.6 87
Overall Satisfaction: 89

Compared to Expectations: 84

Compared to Ideal: 85

n = 17,539

86
Likelihood to Speaking 

Positively about Cooperative
4.8 89

Scores represent your performance as rated by customers.

Impacts show you which driver has the most/least leverage – where improvements 

matter most/least to your customers

Future behavior impacts show the expected change in respondent behavior for every 

five-point increase (or fraction thereof) in Satisfaction.

Likelihood to Recommend 4.9 88

Likelihood to Return to the 

Website 
1.9 92
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Impact onto Satisfaction

Satisfaction Priority Matrix 

▪ Drivers in the Top Priority quadrant 

have a high impact on CSI and a 

relatively low score. These are the 

drivers where the organization can 

achieve significant improvements 

and see positive changes in 

customer satisfaction. 

▪ Strengths are high impact drivers 

that also have high scores. There is 

less room for improvement with 

these drivers than the Top Priorities, 

however, these drivers have high 

impact on satisfaction. 

▪ Maintain identifies high-scoring 

drivers that do not have high impact 

on customer satisfaction. 

Maintaining the already high scores 

for these drivers is important. 

▪ Secondary Opportunities are 

drivers that have low impact on 

satisfaction and are relatively low 

scoring.

Maintain Strength

Secondary 

Opportunity
Top Priority

Call Center 

Representatives



Learning & Leadership Center



LinkedIn Learning

ANA

Playbooks: Community Service, Community & Economic Development

CAR, SECC, Member Perspectives, ACSI

Admire and Acquire

SHiNE Blog, Help Center, and User Manual

Educational Webinars and Program Demos

Service Excellence

SHiNE Townhalls

Speaker Bureau 

NEXT Conference

Connect, PowerXchange, Community Service Project

Commitment to Community Course

Member Engagement & SHiNE Workshops



On Demand

• LinkedIn Learning

• ANA

• Playbooks

• CAR, SECC, Member 
Perspectives, ACSI

• Admire and Acquire

• SHiNE Blog, Help Center, 
and User Manual

• Archived Webinars

• How to: Program Demos

Virtual

• Service Excellence

• SHiNE Townhall

• Educational Webinars

In-Person

• Service Excellence

• Speaker Bureau

• NEXT Conference

• Connect, PowerXchange, 
and Community Service 
Project

• Commitment to 
Community Course

• Member Engagement & 
SHiNE Workshops









LinkedIn’s 2025 Workplace Learning Report

“Career progress is people’s No. 1 motivation to learn.”

“Employees are more motivated when learning is tied to growth 

and advancement.”

“Learners with career goals engage 4x more than those without.”



Early 
Learning

Career 
Clarity

Motivation Retention





Your Cooperative Allotment 

• Every Cooperative receives 

between 5 and 250 licenses

• $360 per license savings

• Additional licenses available 

at a rate of $55 per employee 

per year.







Hands-on-experience for real life skill building



What are Cooperatives viewing?





Learning knows 
no limits

Learn the most in-demand business, 
tech and creative skills with 
personalized recommendations and 
courses taught by industry experts 
on the go.

Download the mobile app now! 
Access LinkedIn Learning anytime, 
anywhere



Two Ways for Employees to Gain Access

● Your Cooperative admin ● Cooperative.com, soon to be TSE.com



Managing Users



Add/Recommend Content



More Admin Capabilities

● Reporting 





New AI Features







AI Role Play







Questions?

LinkedIn Learning Mailbox

linkedinlearning@nreca.coop

Adriene Montalto

Program Manager

C: 571-289-0498

Adriene.Montalto@nreca.coop

mailto:Adriene.Montalto@nreca.coop
mailto:Adriene.Montalto@nreca.coop


Service Excellence
Member Services & Staff Engagement Training



Why Host Service Excellence Training...

Foster a culture that produces motivated and equipped
employees to increase member engagement and
satisfaction.

Teaches development skills to help anticipate
member-owner needs and learn how to lead with
proactive attitudes.

Leverage the Cooperative Advantage and
bring it to life at your staff level.



What is Service Excellence Training…

Four fun, high-energy and interactive sessions for 
employees and one for directors:

• Back To Basics

• Cooperative Culture

• Member Engagement

• What’s NEXT?

• Leadership Excellence (Directors)



Service Excellence Trainers

Kami Mohn – Associated | Sha Phillips - EKPC | Dana Bolwerk - Dairyland | Alex Dal Santo - Texas | Jeremy Woeste - Basin



Service Excellence: Back To Basics…

Focuses on the “why” of cooperative service. Co-ops
were formed to provide a service to communities that
no one else would: safe, affordable, reliable energy.
Providing this service is our entry-point to make life
better in our communities. What is our role in providing
service?

Learning modules include:

• Cooperative Principles & Purpose

• Behavioral & Learning Styles

• Problem Solving & Customer Service



Service Excellence: Cooperative Culture…

Focuses on the “how” of service, which is culture.
Culture is also a big way to maximize 
member resources by welcoming innovation, 
operating with trust, and creating a positive 
environment for service.

Learning modules include:

• Building Trustworthy Relationships

• Conflict Resolution & Collaboration

• Building Leaders at All Levels

• Effectively Leading Meetings



Service Excellence: Member Engagement…

Focuses on the most important function of the 
cooperative: meeting and exceeding the needs of the 
membership. Market research and understanding 
generational influences and technology preferences 
are just a few ways to increase member engagement.

Learning modules include:

• Member vs. Customer Identity

• Communicating Value of Membership

• Ways to Tell Your Co-op Story



Service Excellence: What’s NEXT?…

Focuses on the cooperative and member of the future. 
Technology and innovation are driving the operations 
within the walls of the co-op. Learn how to make your 
cooperative future proof and continually anticipate 
consumer-member needs.

Learning modules include:

• Building an Effective Business Plan

• Innovation vs. Invention

• The Future of the Industry



Leadership Excellence (Directors)

Engages Board Directors to charter and envision high levels of
standard to increase member satisfaction and engagement and
a positive workforce culture.

Learning modules include:

• The Cooperative Advantage

• Building Trust and Member Engagement

• Leaders At All Levels

• 10 Steps of Innovation



How to host Service Excellence Training

In-person training (recommended):

• 1 session/day: $3,500 + travel

• *2 sessions/day: $4,500 + travel

• 2 hour sessions

Virtual training (with live instructor):

• $1,500 per session.

• Up to (3) trainings per day.

• 90-minute sessions.

*2 recommended; up to 3 sessions/day if needed ($4,500)

Contact:
Program Manager, Member Experience & Organizational Effectiveness 

Adriene.Montalto@nreca.coop, 571.289.0498

mailto:adriene.montalto@nreca.coop


Easy steps to get started:

• Hop on a call to discuss goals & strategy.

• Pick sessions and scheduling format.

• Lock-in training dates.

• Connect with master trainer.

Next Steps

Contact:
Program Manager, Member Experience & Organizational Effectiveness 

Adriene.Montalto@nreca.coop, 571.289.0498

Get Started Here

mailto:adriene.montalto@nreca.coop
https://touchstoneenergy.com/service-excellence
https://touchstoneenergy.com/service-excellence
https://touchstoneenergy.com/service-excellence
https://touchstoneenergy.com/service-excellence


Program Reviews



SHiNE: Make Your Co-op SHiNE Online

520+ Websites

159 SHiNE (New) Live Sites















Pre-Paid Credit Cards

Participating cooperatives earn a 1–3% volume
rebate on every disbursement issued through 
the program.

2025: $1,493,000
152: Co-ops who distributed
209: Co-ops in program

YTD 2026: $1,322,271
104: Co-ops who distributed



TSE Hot Air Balloon & Mascots

• 2025: 33 Event Days

• 2026 Current: 25 Event Days

• PowerXchange (TN)

• Feedback on Mascots





New Employee Outreach



Touchstone Energy 
New CEO Information



Driving our nearly 650 members toward the North 
Star are:

• 13 volunteer Board of Directors.
• 21 volunteer Regional Members.
• 80 co-op employees on volunteer 

advisory committees.
• 17 National Staff Members.

Our Leadership…

Our North Star …
Touchstone Energy® Cooperative helps you 
strengthen your relationship with your member-
owners.



The Touchstone Energy 

Research Advantage
Our members have access to multiple resources that 

enable them to promote their ACSI® scores, benchmark 

their ratings against peers, and compare their member 

satisfaction results with national industry trends.

• ACSI Scores: Quarterly ACSI scores are included in 

Touchstone Energy membership

• ACSI Histograms: Accumulation of all ACSI scores that 

were received each quarter

• Co-op Customer Satisfaction Scorecard: Annual 

summary of ACSI score trends across all participating 

co-ops









Co-op Champion Network



Committee Roundtable 

“An Opportunity and a Win”



Future Meetings

Fall Board Meeting

October 2026

Virtual

Winter Board Meeting

January 2026

Virtual



Adjourn

Thank you for attending. 
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