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Customer Operations Overview

« Customer Operations was created 2012, bringing the Customer Service Centre,
Customer Data Management and Credit Management teams together to align
customer touch points.

« The Strategic Services team was also introduced in 2012 to enable us to better
predict customer call volumes and staff requirements across all customer interactions
— calls, emails and data processing.

« Some facts about us:
Customer Operations is made up of 9 teams, totalling 107 FTE
Opening hours are 8:30-5:00 (M-F)
GOS target is 80% of calls answered within 30 seconds
We handle 580k-600k customer interactions per year, including:
v/ 330,000 calls
v/ 230,000 customer data change requests
v’ 25,000 emails
We complete more than 1.5M meter reads per year
Send out 2.174M bills per year
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Operatlonal Plan 2012 2015

‘ CUSTOMER ‘ \ Right product, right price, right way ‘

“We want our people to be
skilled, empowered, engaged

“We want our technology to be

“We want our processes to be X L
P stable, accessible, efficient to

reliable, accurate, efficient and

“We want to be accountable
for the financial position of our

Job definition  Customer lifecycle definition IVR & Routing Budget Management & Reporting
Recruitment Best practice process re- Telephones i
Induction & Training engineering CTI
Coaching Quality Assurance Call Recording
Measurement Customer Advocacy Workforce Management

Voice of the Customer

Quality Management
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Functional Structure

CUSTOMER OPERATIONS
FUNCTIONAL STRUCTURE

Customer Operations
x 1 FTE
MARIANNE WALKER
Exec Mgr, Customer

Ogerations

Customer Performance Projects Strategic
Experience Management Innovation

Contact Centre Customer Correspondence Transactional Credit Debt Hardship
Relations Team Management Collection
(3" Party)
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Estimated Meter Reads Project

Estimated Read Reasons (2012-13) n = 47,000

Missing Meter
Cyble Mot Registering 29
295

Obstructed
294

CDog InYard
3%

Locked & Vacant
7%

"OTHER" [6%) includes:

- Mot inSequence

- Buried

- Refused Entry

- Bad Dial

- Locked Temp Fence

- Under Bush

- Key Required

- Cannot Locate Property

- After Hours Entry Req

- Unabkle to Read
Condensation

- Meter Numbers Differ

- Unable To Verify Meter
Number
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A day In life of a meter reader

A Residential properties account for 70% of
estimated reads.
» Older residences (especially on small inner city

blocks) do not conform with new metering
standards.

» Inaccessible meters are most commonly behind
locked gates, fences and walls.
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Root Cause Analysis
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Meter Cybles & New Handhelds

New hand held reading
devices capable of remote
reading

Recommended for all
customers with >3
consecutive estimated
meter reads
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Community Programs




What do we do?

Water Efficiency Programs

«  Education and Advice DOfenual forCO T\
Data Analysis & Modelling R Y
«  Behavioural analysis

«  Water accounting and security
Greening the West

« Linking sustainable water supplies to
community health and liveability

Community and Social Involvement

Greening the West

- Water literacy education and community st
participation AL
*  Vulnerable Customers Fregnns

« ldentify, approach & communicate with
our customers
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Some of our achievements

Water Efficiency Programs

. More toilets exchanged than the other retailers
combined

. Healthy Urban Habitat website (most
comprehensive in the industry)

. Showerhead exchange

« GTW
. Alliances built with local councils
. Media coverage
. Stakeholder buy in
. Projects commissioned
* Schools Education
. Provide school visits and resources

. Community involvement
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Thank You




