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Austin
M1_E/R Water-Related Calls to Utility Contact Center
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Austin
M1_F/R High Water Escalation Cases Opened
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Austin
M1_E/R High Water Escalation Cases Callback Times
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Austin
Ml‘ﬁ-‘/R High Water Escalation Cases Average Time To Resolution
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Austin
M1_F/R High Water Escalation Cases Time To Resolution in Weeks
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Austin
M1_F/R Leak Adjustment Information — FY19

YTD: FY19 FY18

Total Leak Cases 1122 1042
Water Adjustment $572,241 $414,987
Wastewater Adjustment $54,303 $23,954
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AW Hearing Requests FY2019

Hearing Requests 41 114
Denied 22 23
Settled 18 14
Convened (Held) 9 1
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Austin

M1_F/R 3+ Month Consecutive Estimated Reads
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Austin
MT_F/R AW Meter Services Field Request Backlog
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,'A.Iil'E/R AW Consumer Services To-Do Requests

450

400

350

w
o
o

250

200

150

# To-Dos by Age of Request

100

: i d

Oct-18 Nov-18 Dec-18 Jan-19 Feb-19 Mar-19 Apr-19 May-19 Jun-19 Jul-19 Aug-19 Sep-19

mm To Dos: 3110 60 Days == To Dos: 60+ Days  e====FY18 To-Dos  ====FY19 Goal

11



Austin
,l'll.lillE/R After-Call Survey Information — January 2019

I

UCC water-related calls 72,951 --
Service/info provided with initial 64,591 89%
contact
Supervisor transfer requests 8 0.0109%
Immediate Transfer to Lead or 3 0.0041%
Supervisor
Supervisor Call-Back 5 0.0069%

Note: After-call survey does not include customer comments.
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Austin
,}ll'lillE/ﬁ' First Call Resolution Survey Information

Total Calls Placed 7,084 9,065
Customers Taking Survey 1,917 2,331
Total Comments Received 406 361
Comments from Water-Related 4 3

Escalated Customers

=

Customer believed meter was misread; provided with photographs
Customer disputing use at vacant property; possible leak letter sent
Customer with high use saw meter spinning while water off, wanted
better monitoring and reports

w N
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