.Presentation and
Discussion Item 10

[\ N

MesaWater o JA :

The Road to Gold:
Elite Customer Service

I |:‘ ol I o [ rl. .:n-.l.- T
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' Senior Consultant

Moran Consulting, Inc.

Overview of Customer Service
Department Activity

* 31,860 Total Customers Served in FY 2020
e 249 Days of Operation in FY 2020
* 26,964 Phone Calls

— 20,556 Inbound

— 6,034 Outbound
— 374* Internal

¢ 4,896 Walk-ins
* Average of 128 customers per day
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The year of DISRUPTION...

¢ November 18, 2019

¢ January 2020

— Training CS Back-ups
¢ March 2020

— Covid-19 disruption
[

April 2020 to TODAY

Adjusting to remote
customer service

December 10, 2020

Major service disruption
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Mesa Water District

Customer Service Cross-Training Program

Our motto is,.. flrst contact customer resolution
with a professional, friendly touch.

QOrientation: Who we are and what we do?
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Scorecard

* Evaluation of five key customer service metrics’

* Method of rating:
- Gold (90%-100%)

Above Industry
Standard; Below Best

~ Green (72%-89%)
~ Red (0-71%) i
At or below
Industry Standard

e Each KPI weighted
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The Road to Excellence
Current Performance

Best practice level of
performance;

At or above requires routine work
industry average; to support
gt:eds minor
anges or
Below industty  fmprovements
average
performance; needs
major changes or
improvements
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Recommendations for Improvement

Continue weekly one-on-one coaching; spot-coaching by CS
' Manager, based on Elite Customer Service benchmark

Resume Elite Customer Service Training & Coaching ASAP

Campaign initiative to promote increased customer feedback

4 Recognize and praise all team members who are achieving and
O 8 promoting Elite Gold Medal Customer Service at Mesa Water.
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Recommendations for Mesa Water

Beginning January 1, 2021, adjust the operational goal of the
Customer Service Metric of Speed to Answer to align with
industry standard

¢ 100% of calls answered within 20 seconds.

(American Water Works Association, 2017. AWWA Utility
Benchmarking Study. Performance Indicators — Customer
Relations, 59-66.)
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