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Challenges in 2024 W===

Telephony System Issues

e Customer Services encountered significant telephony issues, hindering our ability to

consistently connect, support, and route customers to the appropriate resources for four
months.

* Unable to record customer calls, impacting coaching, feedback, and staff training efforts for
a majority of 2024.

Strategic Resource Commitments

 Allocating sufficient resources was critical to capturing requirements, processes, and pain
points to successfully transition from our 20+ year-old Customer Service application to the
new SAP Service Cloud CRM.

Returning to Office Logistical Issues

 Staff space requirements, equipment relocation, and telephony needs
had to compete with other groups within the utility also returning to
the office simultaneously.

Realigning Resources to Support the CXEA Reorganization

* Extended turn around time for position reviews and structures slowed
the roll out of the new Customer Experience and External Affairs
organizational structure.




Accomplishments H:==

Enhanced Customer Feedback

* Changes in how customers participated in post call surveys resulted in increased feedback
rate from 1.8% of customers to 13.1% of customers.

Increased Customer Satisfaction

* Based on 18,425 completed Customer Post Call Surveys customers reported a satisfaction
score of 4.3 on a five point scale in 2024. This was up from a score of 3.9 in 2023.

Improved First Call Resolution (FCR)

* FCR increased from 73.6% in 2023 to 77.1% in 2024. This increased eliminated approximately
11,000 additional customer calls.

Customer Program Enrollment

* Increased enrollment in BCAP from 781 at the beginning of 2023 to over 10,000 by the end of
2024.

Completed Business Process Documentation for 2025 Service Cloud CRM

* Documented existing business process, pain points, policy requirements and reporting needs
for the 28 most critical processes to support our Customers.




Customer Assistance Dollars
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Households Assisted and Dollars Disbursed for 2024

Households Assisted Program/Source

Dollars Disbursed

Climate Commitment Act

36,826
LIE Discounts
BCAP Credits

LIHEAP

Utility Pledge

757 | LIHWAP Wastewater Pledge

275 LIHWAP Water Pledge
69 | TPU Cares
76| LIAD Payment
bl | Warm Fund
14 | Power Assistance Pledge

1 | Financial Education Credit

]| County Treasury Credit

1] DOCA Funds

51,158,250
586,762
582,667
520,652
518,737
511,636
56,800
6,064
5429

5413

53,498,443

Total Assistance Dollars for 2024:

$17,932,154



Contact Center E===

Customer Surveys e Customer Call Types for 2024
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e Completion of post . .

call surveys * First Call Resolution

increased from 1.8% FCR increased to 77.1% in 2024. This increase negated approximately 11,000

1 0,

n 5023 to 13.1% of additional customer calls.

calls in 2024.
. 18425 = Total * Non-Phone Support in 2024

number of post call 10,801 Service Orders

surveys completed * 3,042 TPU MyAccount Orders

in 2024. e 7,622 Zendesk Orders




Lobby and In Person Channels Mz==

Lobby Visits * Shift in reasons customers behind customer lobby visits
* Pre-pandemic data shows less visits but more payments collected

7 36.9% via the lobby.

e 2019 = lobby staff processed $42.5 million in payments

2024 = lobby staff d $26.4 million i t
Customers visits to the obby staff processed $ million in payments

TPU lobby compared to * 2024 data indicates customers are coming to the lobby for more
pre-pandemic levels. complex matters. PayBox Payments by Tender Type 2023 - 2024
* 22,215 = Total * TPU Paybox Revenue Collected ‘
number of lobby * TPU Paybox kiosks provide customers 53,855, 6% S
visits in 2019 who prefer "in-person" payment
* 30,404 = Total options with greater flexibility,
number of lobby allowing them to make payments «CordPaymens = Cah Payments = heck Payments
visits in 2024 outside of standard Iobby hours. PayBox Revenue by Tender Type 2023 - 2024
. $53.8 million  Popular channel for unbanked, ki
collected by Lobby underbanked or cash customers. ‘
staff and TPU e 2024 = TPU Payboxes processed 12,351,517, 45% 638,150, 525%

Payboxes in 2024 $27.4 million in payments

m Card Revenue  » Cash Revenue  » Check Revenue



e Key Performance Indicators (KPIs) and individual metrics employed by Customer
Services are being revised to align with the purpose of the organization with a focus
on the customers perception of the service we provide.

* Examples of Metrics/KPIs for 2025

e Call Center Measures
* Service Level — Percentage of calls answered within a set period of time
* Post Transaction Survey / North Star — Average customer satisfaction

rating provided by the customer
* Availability — Percentage of time an agent is on a call or available to

take an incoming call
 Efficiency — Related to Adherence
* Quality — Score related to call or interaction quality

* Agent Measures
* First Call Resolution — Percentage of customers who complete their
tasking during first interaction
e Schedule Adherence — Percentage of time an agent is working on the
task assigned
* Quality — Individual score related to call or interaction quality
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Customer Service Realignment EACIES

Phase Il - Effective January 27th, 2025 CS Division Manager Office Manager
) Shana Williams Jessica Loper-Garcia
Changes in Red
Business Office Field Operations Customer Solutions Business Enablement Business Service Analyst
Asst. Div. Manager Asst. Div. Manager Asst. Div. Manager Asst. Div. Manager Principal
Lisa Quitugua VACANT Francinge Artis Michael Hill Richelle Krienke
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Lot Taldany Harcly Lesid: Hyans Vs o Tasha Moore Mail Services Leadt dsifie Bl AM Billing 3BEA, Seniar 3 Financial Assistants
Lead WcinT £ CSR Techs - Lobby MF“LETW CS4 Prineipal BSA Principat: at Wiler 3854 s e Mann
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. B Coms * Ea Car «  Kufstin Beagley «  Tamerd Fleccher
- Betnay Comeis — ° Teshua Wae AMETS Mal& Prnt Senices * Camaiym Coley-Booker CSR Techs - AN QAWFE
. i = Trese Fovsberg - Gt S © G A . BoblyA
. EMEI?W“' +  Lanssa Reidy . mm . f‘:‘a‘m’r . A Matingr -\‘a.w_,ri..em': EE_E_;}_Prn:.mal - KACANT

il = Chwisting Gaptan * * Cramond . Moling I e VFLS Support Servic
L 3CS5R Techs - Collections * Dan Bomowman * Do Jotwson c;m)rm Ly Whale Ariarict Miditiion 3 Aehnin Aesitane
S o . . *  lora Tanshe Shalton i serats
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GP-12 Metric
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Phone Service Level

49.0%

of 295,686 inbound customer calls from
January 1%, 2024 through December 315,
2024 were answered by a live agent within
30 seconds and did not meet the target goal
of 75% or more.

* Phone Service levels decreased slightly by
1.8 percentage points and did not meet
the established target.

* Average daily call volume is 5.1% lower
than what was observed in 2023.

« [?)

Average Speed of Answer

175...

The average amount of time customers
waited to speak to a live agent after exiting
the self service automated phone system
from January 15t, 2024 through December
315, 2024 and did not meet the target goal of
60 seconds or less.

* The overall ASA decreased 7 seconds
compared to 2024 but did not meet the
established target.

* The Average Speed of Answer in 2024
ranged from 57 to 293 seconds.
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Percent of Customer Invoices
mailed within 3 days

95.0%

of customer invoices generated from January
15t, 2023 through December 31, 2023 were
printed and mailed within 3 days of the
meter read




2025 Goals T===

Customer Focused Metrics and KPIs
e Replace our current KPl and Metrics with those focused on the realignment of the
organization and customer expectations.

Bill Credit Assistance Program (BCAP) Review
e Revisit program income limits and application process to ensure the program is meeting
the needs of our customers.

Build and implement SAP Service Cloud as part of the SAP Now program
* Replace of our aging, 20+ year old customer service platform used to support our
customers with a modern CRM solution as part the SAP Now program and SAP S/4
Upgrade.

Installation of QA Program
* [nstallation of a new QA program that aligns with the goals of our North Star vision and
places the customer at the forefront of what we do.

Telephony Modernization
* |dentify and select a telephony solution that will provide better reliability, increased
functionality and streamlines back end support needs.
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