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Where we are going

Efficiency is doing things right; Effectiveness is doing the right things — peter Drucker

1. Improve Customer Service

Two goals set by CEO

Current State

e Customer Service serves as the initial
customer contact receiving the burden of
all organization issues

e Customer Service Specialist (CSS)
training has been subpar in the past

« Minimal reporting or reporting capabilities
« No future state plan

e Broken & antiquated processes

* No formal documented processes

e Lack of control

Transformation

Proactive

Reactive

Customer Intake Solution Oriented

Areas of Focus

Future State

CSS's own problems

Analyze and identify issues related to
accounts before they become
problems

Provide customer closure

Advanced customer engagement and
expansion of communication channels

Customer Self Service
Expansion of Call Center Capabilities

Appointments based customer
service

Stabilization
e System outages/failures
e Processes

Workforce
e Organization
« Effectiveness/Efficiency
¢ Development

Data
Accuracy
Tracking
Monitoring

Projects Completed

¢ IVR Implementation

e Enquesta Server Move
e Service Interruption

» Collections

e Legal Collections

e Mail Room Outsourcing

e CSS Assessment

e CSS staff re-org plan

e CSS Training/expectations

¢ New hires

* Redevelop training model/methods
e CSS evaluation tool

-3-

Names to accounts
Data reclassification
Work order assessment
Performance Dashboard
Contract spending




Metrics

Call Volume & Avg Hold Time
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Metrics

Shut Eligible
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Upcoming

* Kiosks

* New Bill

» Self Service Portal

e Additional Customer Service Training
e New Training Material

e Work Order Clean up

e Spanish Marketing Materials
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