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Customer Service

Update to the Tacoma Public Utility Board
October 27, 2021



Customer Service

2021 Challenges

* COVID effects

* Lobby closure & reopening

* Reconstitution planning

* Overdue items & moratorium
* Payment assistance



TPU Continues to Deliver

* High customer satisfaction & engagement
* New CX Board

* New outage map

* AMI Customer Portal development

* Evergreen Options grant

* Water grant & loan program

 Utility Modernization



Communications

Connecting customers with resources during COVID

e 2020 Emergency Assistance Program — distributed in multiple
languages

e 2020 CARES funds for small businesses

e 2020 Rates outreach — transitioned model from in-person outreach
to virtual

e 2021 Pierce County Emergency Rental Assistance funds — marketing
combined with calls and letters from customer service staff

e 2021 Lobby re-opening with online appointment setting system

. 4 ;

Limited-time utility
assistance funds

TPU residential customers who rent may qualify
for federal funds from Pierce County.



Communications

Preparing customers for resumption of disconnection services resuming
in 2022

* Leverage high-visibility partnerships to increase awareness and
word-of-mouth

* Create a sense of urgency around other factors
* Reflect & echo messaging from the State and other agencies

e Use our customer data for more impactful direct
communications Call — yape Keep
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* Increase frequency in TPU channels
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Measurements
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TACOMA PUBLIC UTILITIES

Contact Center Service level

Monthly Contact Center Service Level Performance
Jan '20 -Sep '21
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Goal 75% or
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of 499,358 inbound
customer calls from
January 1st, 2020 through
September 30, 2021 were 25
answered by a live agent
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e Customer Services is committed to delivering quality service in an efficient manner. By exceeding this industry
metric TPU demonstrates respect for our customers time and an eagerness to serve our community.

e While incoming call volumes have decreased an average of 30% with the suspension of credit related
disconnects, Customer Services has redeployed surplus staff to conduct proactive outreach informing our
customers about available resources and assistance programs.



TACOMA PUBLIC UTILITIES

Contact Center Average Speed of Answer

Average Speed of Answer
Jan20—Sep 21
120

3 3 Seconds 90
Goal

60 Seconds
or less

The average amount of time 60

customers waited to speak
to a live agent after exiting the Average
self service automated phone Speed of
P S Answer

system from January 1st, 2020
through September 30t, 2021 0
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* By keeping the Average Speed of Answer(ASA) below 60 seconds Customer Services makes sure customers can
easily reach a live agent when necessary. A low ASA avoids the customer hanging up and having to call back to have

their matter addressed.

« Achieving a low ASA leads to less customer frustration and reduces a component of dissatisfaction leading to better
customer satisfaction scores.



E TACOMA PUBLIC UTILITIES

Bills Ready to Print Within 3 Days

Bills Ready to Print within 3 days
Jan '20 - Sep '21 Goal 95% +

100
4 O e ~ 7 Bills Ready to
n O Print within 3

” Days

of 3,065,024 customer bills
generated from January
1st, 2020 through
September 30th, 2021 were 25
printed and mailed within
3 days of the meter read
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» Customer Services strives to provide our customer base with timely and accurate bills on a consistent basis.

* Relying on less experienced, temporary staff as we transition to AMI has at times had sporadic, negative impacts
to complete routes within the established window. Onboarding of additional temporary staff and route
optimization are mitigating those impacts at this time.
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Customer Assistance Programs
TPU Funded Customer Assistance from Jan ‘20 — Sep 21

Number of Customers Assisted  Program  Funds Dispersed

]| cares [ 5o
Discount
Assistance

1,228' BCAP . $404,758

216 | LIAD ‘ $20,593

e Over the 21 month timespan displayed above, Customer Services has been instrumental in directing and
distributing over $9.17 million in emergency and customer assistance funds to customers with limited incomes
or impacted by the COVID pandemic.

*Federal money distributed by TPU to assist Small Business customers impacted by COVID



E TACOMA PUBLIC UTILITIES

Customer Assistance Programs conta

Federal or Community Funded Customer Assistance from Jan 20 — Sep ‘21

Number of Customers Assisted Program Funds Dispersed

3,638 Community $1,736,459

Assistance
(All)

1,542 . Rental & Utility
Assistance

(T-RAP)

$1,708,370

LIHEAP

8,103 $3,481,332

* Over the same 21 month timespan, Customer Services also helped customers qualify for an additional $6.9
million in federal and/or community based assistance funds.
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Tacoma Water

2020 Water Services Accomplishments

» Telework: Water Customer Experience team

* Adopted Home Agent phone systems for ACD customer calls.

* Improvements

» Convert paper processes to electronic files

COVID -19 Impacts to Water Services

» Staffing levels were affected

* Onboarding new staff virtually

» Water Construction & Development team — lobby office remains closed.

» Supporting field staff in researching paper records
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Tacoma Water

Water Customer Experience Focus for 2021

« On boarding new staff (1) Customer Service Rep

Employee Survey Results Action Plan, workload and operational effectiveness

Customer Paid for Work

* Process improvements to automating workflow steps and easily identify project status

Project deployments
* Mobile Work Force Connect
* Advanced Meter Mass Deployment

» Customer Engagement Portal

Strategic Initiative - Water Customer Intent Statement

Lobby Reconstitution Plan for Water Construction & Development services 13



Measurement 2b - Water

Phone service levels: customer trouble line

« 2019 — 9,798 calls

« 2020 — 11,455 estimated calls.

« 2021 — 10,325 actuals calls (YTD Q3), estimated to be 13,000+ at years end.
Comments:

» Residents home more often

« AMI questions
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Residential Customer Satisfaction Survey
Fall 2021

We provide services that are vital to our quality of life.

TACOMA TACOMA

TACOMA PUBLIC UTILITIES
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Objectives & Methodology

Provide actionable guidance to help the company plan programs and initiatives that will be effective in strengthening customer relationships.

Give TPU employees easy access to specific, direct feedback that can be used to identify customer preferences and concerns, plan responses, and monitor
performance and progress over time.

A total of 400 telephone interviews and 1,078 web surveys were conducted across five customer types. The telephone quotas were set in proportion to their
distribution in the TPU residential customer population while the online interviews were weighted to match this distribution:

Weighted
Phone Web Web
n= n= n=
Power, Water, and Environmental Services 128 419 345
Power only single-family 89 239 244
Power only multi-family 101 208 262
Water only 48 105 134
Power and Water only 34 107 92

The sampling error for 400 telephone interviews is +/-4.9% at the 95% confidence level.

The sampling error for 1,078 online interviews is +/-3.0% at the 95% confidence level.
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Overall Satisfaction: Tacoma Public Utilities veon | e | oo

TACOMA PUBLIC UTILITIES

All TPU Customers - Phone All TPU Customers - Web
1% <1%
@
1% <1%

Don’t know/refused %0-4 5% %6-7 %8-10 Mean

By Customer Group — Phone (2021) By Customer Group — Web (2021)

<1%
Power, Water,
n=128 n=419
1% 1%
<1% <1%
Tecomatieley oo 7% Tacoma Water 75473 | 20%
3 escqlent Q2. Overall, how satisfied or dissatisfied are you with Tacoma Public Utilities as a provider of services in your area in general, and not necessarily just those of which you are a current 17
customer or user?

AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.



Being Well Managed
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TACOMA PUBLIC UTILITIES

All TPU Customers - Phone All TPU Customers - Web
5%
2z e L >
3%
6%

Don’t know/refused %04 5% %6-7 %8-10 Mean
%);Customer Group — Phone (2021) By Customer Group — Web (2021)
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n=352 n=973
3%
racoma wate e | 26% racoma water (o4 [ 51 o )
escqlen‘t How would you rate T-P-U’s performance with regard to...?

MANAGE. Being well managed

AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.
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Being an Organization You Can Trust ot | e | e

TACOMA PUBLIC UTILITIES

All TPU Customers - Phone All TPU Customers - Web
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Don’t know/refused %0-4 5% %6-7 %8-10 Mean

By Customer Group — Phone (2021) By Customer Group — Web (2021)

Power, Water, Power, Water, 1
n=128 n=419
1%

Tacomarovsy i 18 o
n=352 n=973 _
n=264 n=781
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TRUST. Being an organization you can trust

AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.



Being Easy to Do Business with

All TPU Customers - Phone

<1% 6%
o B T -

1% 5%

5%

Don’t know/refused

By Customer Group — Phone (2021)

%0—4

4%
Power Water, &% 14%
n=128
<1% 5%
Tacoma Power 6%  13% NN NN ¢
n=352
Tacoma Water 5% 6%13%
n:
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How would you rate T-P-U’s performance with regard to...?
EASYBUS. Being easy to do business with
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All TPU Customers - Web

6% —

2021 0 0

n=1078 1I/° % GE% @
6%

220 A
6%

2018 o s T -

5% %6-7 %8-10 Mean

By Customer Group — Web (2021)

2%
1% —

racoma ovter ke
2% __

racoma water [

Power, Water,
Env. Services
n=419

AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.
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Having Knowledgeable and Well-irained Employees
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2021
n=400

2020
n=400

2019
n=400

Power, Water,
Env. Services
n=128

Tacoma Power
n=352

Tacoma Water
n=264
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All TPU Customers - Phone
3%

2%

2%

Don’t know/refused %0-4
By Customer Group — Phone (2021)
2%
5%
3%
%
297
3%

How would you rate T-P-U’s performance with regard to...?

KNOWLEDG. Having knowledgeable and well-trained employees
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All TPU Customers - Web

4% —
@ 6% 16% 65% @

6%V

2021
n=1078

2020
n=1144

2019 Wshont it
5% %6-7 %8-10 Mean

By Customer Group — Web (2021)

_— 5%
power weter, OGN )
n=419

4%

n=973

5%
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water (N 6%

AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.
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Offering Assistance to Customers in Need*

2021
n=400

2020
n=400

2019
n=400

Power, Water,
Env. Services
n=128

Tacoma Power
n=352

Tacoma Water
n=264
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All TPU Customers - Web

e v R
2020 EPTMg%% 11% 15% 76
5% %6-7 %8—-10 Mean

By Customer Group — Web (2021)
Env. Services

n=419
Tacoma Power @8% 9% 16% @
n=973

Power, Water,

56%

Tacoma Water
n=781

*In 2020, BILLAST was changed from “Offering assistance to customers who are behind on paying their utility bills” to “Offering assistance to customers in need.”
How would you rate T-P-U’s performance with regard to...?

BILLAST. Offering assistance to customers in need

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.
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Bill Affordability

2021
n=400

2020
n=400

2019
n=400

Power, Water,
Env. Services
n=128

Tacoma Power
n=352

Tacoma Water
n=264

L]
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All TPU Customers - Phone

1%
3%
1%
2%
1%
3%
, %Not at all %Not ve
Don’t know/refused affordable affordablrg
By Customer Group — Phone (2021)
20
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POWER
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TACOMA
WATER

TACOMA
RAIL

TACOMA PUBLIC UTILITIES

All TPU Customers - Web

2%

2021 s 9

22 (B)E) s D ()
2%

2020 5o 18% 54% 74%
2%

2019 6% 16% 56% 76%

(g%%%%‘glheat %Very affordable %Total affordable

By Customer Group — Web (2021)

1%
oo [10% 4%
n=419
2%

1%
Tacoma Water @ m
n=781 @

BILLAFF. Given your household’s financial circumstances, would you characterize the bills you receive from T-P-U as being...?

AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.
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Electric Service Measures
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Overall Satisfaction with Electric Service

Provided by Tacoma Power

All TPU Customers - Phone

2021 3%% 12% 80% 8.5
<1%
218 el

Don’t know/refused

By Customer Group — Phone (2021)

%04

poweg Water, %
n=128

singie Famity 37°4% [
n=89

wat-Famity 205 I : ¢
n=101
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TACOMA PUBLIC UTILITIES

All TPU Customers - Web
1%

2 (@) I
<1%
2 o
<1%
21 i
5% %6-7 %810 Mean
1B0y Customer Group — Web (2021)
<1%
Cover Weter R
n=419 —
1%
shoeony o
n=239
<1%
Power-Only —
Multi-Family 3|% 9% 1% @
n=208 —

Q3_1 . Based on your overall experience as a customer, and using that same scale, how satisfied or dissatisfied are you with electric service provided by Tacoma Power

AWV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.
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Value of Electric Service
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2021
n=352

2020
n=352

2019
n=352

Power, Water,
Env. Services
n=128

Power-Only

Single Family
n=89

Power-Only
Multi-Family
n=101
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1%
-

1%

All TPU Customers - Phone
1%

Don’t know/refused

By Customer Group — Phone (2021)

%04

1%

from Tacoma Power in terms of the electric service you receive.
AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.
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> All TPU Customers - Web

6%
2021
7%
5% %6-7 %8-10 Mean

Power, Water,
Env. Services
n=419

Power-Only
Single Family
n=239

Power-Only
Multi-Family
n=208

By Customer Group — Web (2021)

1%
1%
1%

|l% 7% 23% 65% @

Q12. Using the scale from a 0 to 10 scale where a 0 means you receive a very poor value and a 10 means you receive a very good value, how would you rate the value you receive
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Water Service Measures
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Overall Satisfaction with the Water Service from
Tacoma Water - Phone

L]

All Tacoma Water Customers - Phone

3%
2021
n=210

2020
n=210 976%

<1%

2019
n=209

What does Tacoma
Water do well to

earn your

satisfaction?

All power customers n=

Water quality
Reliable service
Satisfied/no problems
Communication
Reasonable Rates
Customer service
Billing/payments
Maintenance

Other

2019

150

36%
35%
23%
6%
5%
8%
10%
3%
9%

Phone

2020

17**

41%
35%
24%
6%
6%
6%
6%
6%
12%

2021

NA*

Don’t
know/refused
Web
2019 2020
330 423
23% 20%
21% 19%
9% ¥ 13%
8% 7%
4% 7%
10%1N 6%
5% 5%
2% 3%
14% 15%

%0-4

2021

405

22%
21%
15%
8%
6%
4%
6%
4%
19%

All Tacoma Water Customers - Web
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TACOMA PUBLIC UTILITIES

<1%

<1%

2020
n=652

<1%
2019
n=498

5% %6-7 %8-10

What does Tacoma
Water need to

improve most to

earn your

satisfaction?

All power customers n=

Mean

Rates

Water quality
Billing
Communication
Maintenance
Water pressure
Other

*Not asked of phone respondents in 2021. **Base size <30, interpret results with caution. *** Insufficient sample size (n<10).

escalent

2019

58

34%
19%
9%
2%

3%
16%

Q5_2. What does Tacoma Water need to improve most to earn your satisfaction? (Asked of respondents who answered Q3_1 with a rating of 0-7)
AV Indicate significant differences between the current wave and previous waves. O /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.

Phone

2020

9***

2021

NA*

Q3_2 . Based on your overall experience as a customer, and using that same scale, how satisfied or dissatisfied are you with water service provided by Tacoma Water
Q5_1. What does Tacoma Water do well to earn your satisfaction? (Asked of respondents who answered Q3_2 with a rating of 8-10)

2019

167

40%
8%
12%
3%
4%
3%
9%

Web

2020

226

29%
12%
10%
4%
2%
2%
10%

2021

224

30%
10%
9%
4%
2%
1%
13%
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Value of Water Service veon | e | oo

TACOMA PUBLIC UTILITIES

All Tacoma Water Customers - Phone All Tacoma Water Customers - Web
1% 1%
22 [ @SN IS )
1%
1%

Don’t know/refused %0-4 5% %6-7 %8-10 Mean
By Customer Group — Phone (2021) By Customer Group — Web (2021)
2% 1%
Zover e [ o 2 pover Mote 555 0% [ 27

n=128 n=419

1% 1%
n=195 n=588

3%
All Water All Water

Multi-Family Multi-Family I 10%9% 32% 7.4
n=8** n=31

*Base size <30, interpret results with caution, ** Insufficient sample size (n<10).

escqlen‘t Q13. Using the scale from a 0 to 10 scale where a 0 means you receive a very poor value and a 10 means you receive a very good value, how would you rate the value you receive 29
from Tacoma Water in terms of the water service you receive

AWV Indicate significant differences between the current wave and previous waves. © /Q circles indicate significantly higher/lower percentages for web results versus the 2021 phone results.
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COVID-19
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Impact of COVID-19 on TPU Customers - Phone

Impact of COVID-19 on Customers Al TPU Power-Water-ES
Customers Customers

Now working remotely 25%
Had difficulty paying bills
Had difficulty buying groceries/supplies

Work hours were reduced

Lost your job/ Lost my job

Self or a household member tested positive for
COVID-19

Emotional impacts/lack of activity
Income reductions
Health/medical issues [general]
Bills/expenses have increased
Other/ Other impacts

37%

33%

No impact

All Tacoma Power

37%

Concern with Paying Household Bills in 2021 — All Customers

Don't know Very concerned Somewhat Only slightly
concerned concerned
1 ) )
- escqlen‘t COV1. How have you been impacted by COVID-19 (coronavirus)?
J COV2. How concerned would you say you are about paying basic household bills like your utility bills this year?

Not at all
concerned

All Water Customers

37%
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Impact of COVID-19 on TPU Customers - Web v | i | o

Impact of COVID-19 on Customers Al TPU Power-Water-ES All Tacoma Power
Customers Customers Customers All Water Customers
Had difficulty paying bills 19% 18% 19% 18%

Now working remotely 19% 22% 19% 19%
Work hours were reduced 17% 17% 18% 17%
Had difficulty buying groceries/supplies 17% 17% 18% 17%

Lost your job/ Lost my job

Self or a household member tested positive for
COVID-19

Emotional impacts/lack of activity
Children homeschooling/childcare issues
Working more/additional responsibilities
Income reductions

Other/ Other impacts

No impact 30% 26% 29% 30%
Concern with Paying Household Bills in 2021 — All Customers
2 e S
Don't know Very concerned Somewhat Only slightly Not at all
concerned concerned concerned

— | ]
- escqlen‘t COV1. How have you been impacted by COVID-19 (coronavirus)? 32
J COV2. How concerned would you say you are about paying basic household bills like your utility bills this year?
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Benchmarking
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Escalent National Energy Utility Benchmarking e R

TACOMA PUBLIC UTILITIES

Residential Electric and Electric-Gas Utility Customers
NOTE: TPU results exclude Water-only customers.

Mean Benchmarking

Phone Web Number of
Mean Rank  Quartile Mean Rank  Quartile Utilities
Having Friendly And Courteous Employees 8.8 3 8.3 7 91
Providing Reliable Service 8.8 7 8.5 16 99
Having Knowledgeable And Well-Trained Employees 8.6 6 8.2 11 94
Restoring Electric Service When Outages Occur| 8.5 8 8.2 13 99
Being a Good Corporate Citizen in the Communities Served 8.1 2 7.7 15 92
Promptly Fixing Customer Problems 8.3 2 8.0 5 89
Accessible By Phone During Outage 7.9 1 7.7 5 86
Helping Customers Use Energy Safely 8.1 5 7.9 11 91
Being A Company You Can Trust 8.2 11 7.9 23 929
Being Easy To Do Business With 8.3 14 8.0 22 99
Overall Satisfaction 8.5 10 8.1 28 99
Being Well-Managed 7.9 12 7.6 32 97
Providing Accurate Bills 8.4 13 8.1 33 99
Having Bills That Are Easy To Understand 83 16 8.0 33 929
Letting You Know What Caused Outage 7.3 20 7.1 27 88
Programs to Help Customers Use Energy More Efficiently 7.5 37 7.4 41 93
Value of Electric Product Delivered 8.2 25 7.8 67 98
Overall Favorability] 8.0 41 7.9 57 98
Reasonableness of Electric Rates 6.9 75 6.8 82 99
—
=, escalent 34
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