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Customer Care Operations

Customer Care Services

(Front Office)

Austin 311
provides information and
connects citizens with
COA services

Utility
Contact Center
provides customer service
for all utility customers

Customer Services
Management
handles utility escalations
and Customer Assistance
Program.

Customer Account Management

(Back Office)

Revenue Measurement &
Control
provides Meter Read
Services & Data for Billing

Billing Services
manages Bill Production,
Payment Processing and

Collections for all utility
accounts

Quality Management
provides Business Process
Improvements & Training
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Customer Interactions

2016 Total Customer Interactions

Utility Contact Center | 1,519,460

Austin 311 | 1,000,405

Annual Total | 2,519,865

Customer Interactions
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Drivers
= Weather Related Events

" Media Events

= Rate Changes

= New Programs / Services
= Policy Changes

= Seasonal Increase in
Start/Stop requests
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Service Levels

Targets
= Utility Contact Center: 90% in 90 seconds

= Austin 311: 90% in 30 seconds

Nov Dec Jan Feb Mar Apr May Jun  Jul Aug  Sept Oct Nov

Month

2015 2016 2016
Utility
Contact
Center (%)
311 (%) 88 93 93 90 74 86

Service Level Improvement

= Utility Contact Center added additional full time positions and increased
contractor pay, decreasing attrition

= Austin 311 took Outage Calls during regular business hours to offset UCC call
volume in September during a seasonal increase
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Customer Account Management

€ED

Meter reads, bill production and
payment processing for all utility
accounts

Internal Collections processes for
unpaid bills

Annual Billed Revenue
(All Utilities)

111

FY 2012- FY 2013- FY 2014- FY 2015-
2013 2014 2015 2016

$2,250,000,000

$2,000,000,000

$1,750,000,000

$1,500,000,000
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Active Accounts Receivable

GREATER THAN 30 DAYS AS PERCENT OF MONTHLY BILLED REVENUE

m— Including PA % Target %
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2014 2015 P y g =ep 2016 Ap y g=ep 2016
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Questions?

Thank you!!

EEEEEEEEEEEEEEEEEEEEEEEEE



	��Austin Energy’s Strategic Plan and�Monthly Performance Dashboard: �Customer Collaboration
	Slide Number 2
	Customer Care Operations
	Customer Interactions
	Service Levels
	Customer Account Management
	Active Accounts Receivable
	Questions?



