@ Liberty-

Liberty Utilities (The Empire District Electric Company)
Case No. ER-2021-0312
Office Public Counsel Data Request - 2008

Data Request Received: 2021-09-23 Response Date: 2021-10-15
Request No. 2008 Witness/Respondent: Jon Harrison
Submitted by: Geoff Marke, Geoff.Marke@opc.mo.gov

REQUEST:

By month for the past five years, what are each and every one of Liberty’s call
center metrics, including but not limited to Average Speed of Answer and
Abandonment Rates?

RESPONSE:

Please see attachment labeled “ER 2021 0312 Data Request 2008” for the below Call Center metrics by
month for Liberty’s electric, gas and water customers in Missouri, Oklahoma, Kansas, and Arkansas:

Average Speed of Answer

Incoming Calls

Calls Answered by IVR

Calls Abandoned (number, percentage)
Calls Answered by CSR

Average Handle Time

Average Talk Time

Average Hold Time

Service Level Percentage

Power Outage Calls

Electric 800 Number Incoming Calls
Gas 800 Number Incoming Calls
Switchboard calls

Average Logged in Times

Average Not Ready Times
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The Empire District Electric Company

A Liberty Utilities Company

2019 Empire District - A Liberty Utilities Company Case No. ER-2019-0374
Staffing for Joplin & OPC Data Request — 2082

AVERAGES and TOTALS PER SHIFT for Contact Center Agents Ozark Contact Ctrs

Average Average Average Average

Logged-In  Customer Agent Call We.mn»ﬂ» .23 Extension Calls Calls M s Contact
Agent Time  TalkTime WaitTime “c20Y TM€ ik Time Presented Answered grs SUPET oy Agts
Statistics | (br.min.sec) (hr.min.sec) (min.sec) (hr.min.sec)  (min.sec)
Jan 8:45:39 0:03:08 0:01:42 0:49:51 0:12:24 81 80 1 3 34
Feb 8:15:20 0:03:08 0:01:43 1:26:19 0:09:44 78 77 1 3 34
March 8:38:51 0:03:08 0:01:35 0:51:27 0:10:38 73 72 1 3 32
April 8:39:17 0:02:57 0:02:42 1:07:42 0:19:45 74 73 1 3 33
May 8:53:02 0:02:50 0:02:01 0:42:55 0:13:55 74 73 1 3 36
June 8:35:54 0:02:53 0:01:31 0:57:30 0:14:45 75 74 1 3 35
July 8:46:03 0:02:51 0:01:04 1:19:35 0:21:09 77 76 1 3 34
Aug 8:46:30 0:02:51 0:01:14 1:03:13 0:13:25 85 84 1 3 33
Sept 8:47:11 0:02:56 0:01:04 1:04:53 0:19:30 94 93 1 3 31
Oct
Nov
Dec
Totals & 7 Contact Ctr Agts Work
Averages 8:40:52 0:02:58 0:01:38 1:02:36 0:15:02 79 78 Help Desk Duties, 2 PT

CALL STATISTICS
CALLS RECEIVED, ANSWERED, & ABANDONED
Calls Calls
Incomin, Incomin Calls Calls Calls Calls Power
e g Electric M >=msumwnn Ansviiied Aliwsiedat Aisvered Answered bl Percentage Calls Answered Avg mvnn.a of Ouisge
Statistics Gas Calls FUpnS at Ozark Joplin Thru IVR at Contact by Caller Aleandoel S0:Seclloess Amssyer (minisec) Calls
Ozark Ctrs & IVR

Jan 62,230 42,198 12,941 29,257 17,638 59,836 2,394 4% 70% 0:41 1,424
Feb 55,961 36,945 11,702 25,243 16,905 53,850 2,111 4% 74% 0:34 2,452
March 62,758 40,449 13,940 26,509 19,603 60,052 2,706 4% 71% 0:43 4377
April 63,796 41,800 16,016 25,784 20,044 61,844 1,852 3% 81% 0:24 4,081
May 69,326 45,335 16,448 28,887 21,761 67,096 2,230 3% 83% 0:23 7,575
June 63,725 40,904 14,934 25,970 19,918 60,822 2,903 5% 72% 0:41 5,522
July 66,406 43,520 16,893 26,627 19,175 62,695 3,711 6% 58% 1:.06 5,050
Aug 67,612 44,685 14,228 30,457 19,961 64,646 2,966 4% 72% 0:37 6,727
Sept 61,506 41,358 12,105 29,253 17,403 58,761 2,745 4% 66% 0:44 3,244
Oct
Nov
Dec
Totals &
Averages 573,320 377,194 129,207 247,987 172,408 549,602 23,718 4% 72% 0:39 40,432
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The Empire District Electric Company
A Liberty Utilities Company

2018 Empire District - A Liberty Utilities Company Case No. ER-2019-0374
Staffing for Joplin & OPC Data Request — 2082
AVERAGES and TOTALS PER SHIFT for Contact Center Agents Ozark Contact Ctrs
Average Average Average Average
Logged-In  Customer Agent Call We.mwsm.wdoﬁ Extension Calls Calls M s Contact

Agent Time Talk Time Wait Time Y '™° TalkTime Presented Answered e UPET ctr Agts

Statistics | (hr.minsec) (hr.min.sec) (min.scc)  (hr.minsec)  (min.sec)

Jan 8:50:32 0:03:26 0:01:48 0:41:00 0:08:13 78 76 2 2 34

Feb 8:53:16 0:03:54 0:01:07 0:45:43 0:11:26 88 87 2 2 33

March 8:45:15 0:03:32 0:01:36 0:55:37 0:11:51 84 82 2 2 33

April 8:34:08 0:03:08 0:01:48 0:37:08 0:11:31 79 78 2 2 34

May 8:45:48 0:04:02 0:01:32 0:52:24 0:11:07 76 75 2 2 34

June 8:49:44 0:03:06 0:01:53 1:11:13 0:17:29 82 81 2 2 33

July 8:58:45 0:03:11 0:00:59 0:51:01 0:12:54 91 90 2 2 32

Aug 8:45:53 0:03:10 0:00:54 1:16:37 0:12:32 89 88 2 1 31

Sept 8:54:51 0:03:04 0:00:57 1:18:32 0:14:03 88 87 1 1 30

Oct 8:49:14 0:03:08 0:00:32 1:22:48 0:16:43 89 88 1 2 29

Nov 8:57:50 0:03:05 0:00:43 1:15:02 0:12:28 20 89 1 2 32
Dec 8:33:01 0:03:05 0:01:48 0:59:03 0:09:30 79 78 1 2 34

Totals & 7 Contact Ctr Agts Work

Averages 8:48:11 0:03:19 0:01:18 1:00:31 0:12:29 84 83 Help Desk Duties, 1 PT

CALL STATISTICS
CALLS RECEIVED, ANSWERED, & ABANDONED
Incomin Incomin, Calls Calls Calls Calls Calls Calls Power
Call ? Electric M >am$.‘o..a Answered Answered at Answered Answgied Abandoned Perteniage Callsidnswered AYE mvaa.a of Qutage
Statistics Gas Calls UOpRE 5 at Ozark Joplin Thru IVR JECoirdt by Caller ABatigons) SSeLEl Answer (min.sec) Calls
Ozark Ctrs & IVR

Jan 65,277 42,680 15,429 27,251 20,174 62,854 2,423 4% 82% 0:27 5,075
Feb 59,700 41,200 14,641 26,559 16,279 57,479 2,221 4% 65% 0:38 1,559
March 63,254 40,684 14,187 26,497 20,380 61,064 2,190 3% 75% 0:33 2,859
April 59,251 41,254 14,604 26,650 16,439 57,693 1,558 3% 82% 0:22 1,641
May 65,634 43,970 14,277 29,693 19,056 63,026 2,608 4% 76% 0:33 4,491
June 64,338 43,689 13,021 30,668 18,250 61,939 2,399 4% 68% 0:38 3,947
July 70,451 46,566 15,991 30,575 20,371 66,937 3,514 5% 61% 0:48 5,522
Aug 78,549 51,708 18,056 33,652 22,410 74,118 4,431 6% 53% 1:06 6,317
Sept 60,187 40,088 14,040 26,048 16,989 57,077 3,110 5% 59% 1:00 2,328
Oct 72,010 45,793 15,409 30,384 18,863 64,656 7,354 10% 37% 2:25 2,615
Nov 66,534 40,955 12,984 27,971 20,091 61,046 5,488 8% 42% 2:00 4,085
Dec 57,336 36,494 11,142 25,352 17,914 54,408 2,928 5% 67% 0:50 4,828
Totals &

Averages 782,521 515,081 173,781 341,300 227,216 742,297 40,224 5% 64% 0:56 45,267
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The Empire District Electric Company
A Liberty Utilities Company

2017 Empire District - A Liberty Utilities Company Case No. ER-2019-0374
Staffing for Joplin & OPC Data Request — 2082
AVERAGES and TOTALS PER SHIFT for Contact Center Agents Ozark Contact Ctrs
Average Average Average . Average

Logged-In  Customer Agent Call Wﬁ.._»m.“,.z ot Extension Calls Calls Mo a— Contact
Agent Time  TalkTime WaitTime " '™ TalkTime Presented Answered 9rs  SUPET oir Agts
Statistics | (hr.minsec) (hr.min.sec) (minsec)  (br.minsec)  (min.sec)
Jan 8:33:14 0:03:30 0:01:50 0:41:10 0:12:35 81 80 2 2 29
Feb 8:40:14 0:03:57 0:00:52 1:02:42 0:13:50 86 85 2 2 26
March 8:44:51 0:03:49 0:01:04 1:08:17 0:15:13 85 84 2 2 28
April 8:54:38 0:03:35 0:02:43 0:35:46 0:11:26 77 75 2 2 28
May 8:43:46 0:03:24 0:02:38 0:15:48 0:12:48 82 81 2 2 33
June 8:43:31 0:03:03 0:02:40 0:20:47 0:13:01 79 77 2 2 36
July 8:47:49 0:03:24 0:02:47 0:22:46 0:14:10 79 78 2 2 36
Aug 8:28:06 0:03:26 0:02:12 0:28:07 0:10:56 73 72 2 2 33
Sept 8:43:00 0:03:38 0:01:50 0:30:16 0:09:46 86 85 2 2 32
Oct 8:43:42 0:03:39 0:01:.03 0:50:00 0:13:00 94 93 2 2 27
Nov 9:01:02 0:03:42 0:01:12 0:51:51 0:10:13 94 93 2 2 29
Dec 8:30:56 0:03:18 0:01:44 0:25:34 0:12:04 92 90 2 2 30
Totals & Six Contact Ctr Agts Work
Averages 8:42:54 0:03:32 0:01:53 0:37:45 0:12:25 84 83 Help Desk Duties

CALL STATISTICS
CALLS RECEIVED, ANSWERED, & ABANDONED
. . Calls Calls
Mieomiing :_no.:.:.m Answered Calls Galis Calle Answered Calls Percentage Calls Answered Avg Speed of Fowee
Call Electric & 3 Answered Answered at Answered Abandoned . Qutage
Statistics Gas Calls Joplin & at Ozark Joplin Thru IVR at Contact by Caller Abandoned 30 Sec/Less Answer (min.sec) Calls
Ozark Ctrs & IVR

Jan 56,393 41,378 11,361 30,017 13,135 54,513 1,880 3% 78% 0:24 2,278
Feb 53,816 39,188 11,858 27,330 12,308 51,496 2,320 4% 59% 0:43 1,147
March 63,435 44,606 10,744 33,862 15,946 60,552 2,883 5% 63% 0:42 3,994
April 54,197 37,277 9,321 27,956 15,227 52,504 1,693 3% 88% 0:19 5,435
May 63,961 44,908 11,360 33,548 17,006 61,914 2,791 3% 93% 0:18 7,483
June 58,055 42,372 12,563 29,809 14,124 56,496 1,559 3% 90% 0:16 4,399
July 59,000 40,681 10,584 30,097 15,918 56,599 2,401 4% 92% 0:24 5,489
Aug 62,162 45,448 14,652 30,794 15,163 60,609 1,553 2% 89% 0:15 2,897
Sept 57,827 41,490 14,241 27,249 14,531 56,021 1,806 3% 82% 0:23 2,844
Oct 63,944 44,473 14,894 29,579 16,436 60,909 3,035 5% 61% 0:53 2,688
Nov 59,455 38,226 12,852 25,374 18,305 56,531 2,924 5% 64% 0:56 2,985
Dec 52,117 34,272 11,125 23,147 16,024 50,296 1,821 3% 71% 0:35 2,394
Totals &
Averages 704,362 494,317 145,555 348,762 184,123 678,440 26,666 4% 78% 0:30 44,033
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The Empire District Electric Company
A Liberty Utilities Company

2016 THE EMPIRE DISTRICT COMPANY i e e
AGENT STATISTICS Staffing for Joplin & OPC Data Request — 2082

AVERAGES and TOTALS PER SHIFT for Contact Center Agents Ozark Contact Ctrs

Average Average Average Average

Logged-In  Customer  Agent Call an_ﬂ._mm“.i ot Extension Calls Calls M Super Contact
Agent Time Talk Time Wait Time ALY NS Talk Time Presented Answered ars P Ctr Agts
Statistics | (hr.min.sec) (hr.minsec) (minsec)  (hr.minsec)  (min.sec)
Jan 8:26:02 0:02:57 0:02:21 0:21:36 0:10:09 85 83 2 2 34
Feb 8:35.08 0:03:02 0:01:40 0:23:51 0:09:33 95 94 2 2 32
March 8:33:24 0:03:01 0:01:50 0:24:56 0:13:10 88 86 2 1 31
April 8:41:38 0:03:05 0:01:42 0:36:51 0:12:50 88 86 2 1 29
May 8:59:55 0:03:26 0:01:41 0:36:18 0:14:25 80 87 2 1 32
June 8:32:08 0:03:17 0:01:47 0:32:02 0:15:04 87 85 2 1 32
July 8:43:59 0:03:16 0:01:52 0:36:49 0:15:41 91 88 2 1 32
Aug 8:44:49 0:03:36 0:01:43 0:37:50 0:15:01 86 83 2 1 29
Sept 8:38:55 0:03:35 0:01:30 0:46:06 0:14:54 88 86 2 1 29
Oct 8:53:25 0:03:32 0:01:22 0:44:09 0:14:26 92 90 2 1 30
Nov 9:02:39 0:03:34 0:01:08 0:50:16 0:13:44 96 94 2 1 27
Dec 8:55:42 0:03:24 0:02:14 0:45:49 0:12:40 82 80 2 1 29
Totals & Six Contact Ctr Agts Work
Averages 8:43:59 0:03:19 0:01:44 0:36:23 0:13:28 89 87 Help Desk Duties

CALL STATISTICS
CALLS RECEIVED, ANSWERED, & ABANDONED
Incomin Incomin Calle Calls Calls Calls Calls Calls Power
Call 3 Electric M. >=ms.§.3 Answered Answered at Answered Answered Abandoned Péreentige. CallsAnbwerey Avg mcno.m of Outage
Statistics Gas Calls Joplin & Ol Joplin Thru IVR at Contact by Caller Abandoned 30 Sec/Less Answer (min.sec) Calls
Ozark Ctrs & IVR

Jan 55,638 37,721 11,568 26,153 16,129 53,850 1,788 3% 91% 0:19 3,370
Feb 56,556 40,416 13,548 26,867 14,699 55,115 1,441 3% 83% 0:19 1,979
March 59,739 41,243 11,636 29,607 16,831 58,074 1,665 3% 84% 0:19 2,543
April 53,112 39,428 11,476 27,952 12,118 51,546 1,566 3% 82% 0:22 2,474
May 54,507 40,129 10,886 29,243 12,726 52,855 1,652 3% 81% 0:22 3,501
June 57,990 42,627 11,287 31,340 13,585 56,212 1,778 3% 83% 0:21 5115
July 57,489 41,103 13,055 28,048 14,134 55,237 2,252 4% 84% 0:23 5,759
Aug 64,207 46,267 15,277 30,990 15,037 61,304 2,903 5% 79% 0:29 4,858
Sept 58,964 42,990 14,203 28,787 14,106 57,096 1,868 3% 76% 0:26 2,791
Oct 58,266 43,154 12,789 30,365 12,897 56,051 2,215 4% 71% 0:32 3,438
Nov 52,634 37,521 9,726 27,795 13,219 50,740 1,894 4% 66% 0:36 2,196
Dec 49,379 34,846 9,503 25,343 13,019 47,865 1,514 3% 7% 0:25 2,938
Totals &
Averages 678,481 487,445 144,955 342,490 168,500 655,945 22,536 3% 80% 0:24 40,962
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The Empire District Electric Company
A Liberty Utilities Company

2015 THE EMPIRE DISTRICT COMPANY Case No. ER-2019-0374
AGENT STATISTICS Staffing for Joplin & OPC Data Request — 2082
AVERAGES and TOTALS PER SHIFT for Contact Center Agents Ozark Contact Ctrs
Average Average Average Average
Logged-In Customer Agent Call We.n.”ﬂnﬂion mﬁmsmmms Calls Calls M s Contact
Agent Time Talk Time Wait Time - 07 © M€ Talk Time Presented  Answered grs super Ctr Agts
Statistics (hr.min.sec)  (hr.min.sec) (min.sec)  (hr.min.sec) (min.sec)
Jan 8:35:12 0:02:37 0:02:28 0:23:21 0:12:02 88 85 2 2 34
Feb 8:34:20 0:03:22 0:02:22 0:23:27 0:09:25 82 80 2 2 33
March 8:31:24 0:02:32 0:01:58 0:41:53 0:12:02 105 94 2 2 33
April 8:41:02 0:02:46 0:01:50 0:27:31 0:14:55 98 96 2 2 33
May 8:30:48 0:02:59 0:02:01 0:16:08 0:15:09 91 89 2 2 33
June 8:34:34 0:02:58 0:01:41 0:18:54 0:15:04 95 92 2 2 33
July 8:38:49 0:03:00 0:01:35 0:30:29 0:17:00 93 91 2 2 32
Aug 8:40:21 0:02:47 0:01:24 0:37:11 0:14:13 101 99 2 2 32
Sept 8:43:28 0:02:56 0:01:24 0:31:15 0:15:54 99 96 2 2 32
Oct 9:03:30 0:03:16 0:01:25 0:37:53 0:13:05 103 100 2 2 32
Nov 8:46:13 0:03:20 0:01:10 0:38:45 0:14:51 98 96 2 2 32
Dec 8:47:37 0:03:07 0:02:13 0:22:01 0:13:04 89 87 2 2 34
Totals & Seven Contact Ctr Agts
Averages 8:40:37 0:02:58 0:01:48 0:29:04 0:13:54 95 92 Work Help Desk Duties
CALL STATISTICS
CALLS RECEIVED, ANSWERED, & ABANDONED
Incomin Incomin Callt Calls Calls Calls Calls Calls Power
Call ; Electric .M >=$<w red Answered Answered at Answered Kurered Abandoned Eercentigs  Calls Sopweced ALE mv.aﬁ_ o Outage
Statistics Gas Calls loplin: at Ozark Joplin Thru IVR at Contact by Caller Abandoned 30 Sec/Less  Answer (min.sec) Calls
Ozark Ctrs & IVR

Jan 58,952 42 463 13,445 29,018 14,809 57,272 1,681 3% 91% 0:16 2,822
Feb 54,771 38,695 13,081 25,614 14,262 52,957 1,814 3% 91% 0:19 2,517
March 60,585 44,254 14,291 29,963 14,760 59,014 1,571 3% 87% 0:18 2,193
April 61,470 44,638 15,513 29,125 15,033 59,671 1,799 3% 86% 0:20 2,517
May 59,196 41,497 13,162 28,335 15,851 57,348 1,848 3% 86% 0:20 4,547
June 61,424 45,344 13,505 31,839 14,276 59,620 1,804 3% 84% 0:20 4,147
July 63,297 44,581 13,098 31,483 16,702 61,283 2,014 3% 85% 0:21 3,571
Aug 66,287 45,946 12,922 33,024 17,674 63,620 2,667 4% 81% 0:27 6,024
Sept 65,322 45,733 13,161 32,572 16,799 62,532 2,790 4% 78% 0:30 4,662
Oct 68,431 47,943 14,621 33,322 17,650 65,593 2,838 4% 73% 0:34 4,346
Nov 60,787 40,692 12,565 28,127 17,887 58,579 2,208 4% 2% 0:31 4 477
Dec 54,292 37,962 11,731 26,231 14,990 52,952 1,340 3% 87% 0:17 3,623
Totals &
Averages 734,814 519,748 161,095 358,653 190,693 710,441 24,374 3% 83% 0:22 45,446
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The Empire District Electric Company

A Liberty Utilities Company

2014 THE EMPIRE DISTRICT COMPANY vtk Syt oo b
AGENT STATISTICS Staffing for Joplin & OPC Data Request — 2082
AVERAGES and TOTALS PER SHIFT for Contact Center Agents Ozark Call Ctrs
Average Average Average Average
rammon.mn Customer Agent OM__ Average H.AE Extension Calls Calls Call Ctr
Agent Time  Talk Time Wait Time Ready Time Talk Time Presented  Answered Hgirs; Super Agts
Statistics (hr.min.sec)  (hr.min.sec) (min.sec)  (hr.min.sec) (min.sec)
Jan 8:41:35 0:03:01 0:02:13 0:22:18 0:10:26 90 89 2 1 35
Feb 8:43:35 0:02:46 0:01:41 0:41:43 0:09:18 106 105 2 1 33
March 8:46:20 0:03:20 0:01:17 0:25:54 0:09:28 97 95 2 1 33
April 8:46.06 0:02:56 0:02:.07 0:35:29 0:11:44 92 90 2 1 33
May 8:34:37 0:02:52 0:02:24 0:16:05 0:12:01 g0 88 2 1 33
June 8:45:10 0:02:47 0:01:38 0:32:23 0:15:04 103 101 2 1 35
July 8:35:36 0:03:02 0:01:51 0:40:37 0:10:20 94 92 2 1 34
Aug 8:39:26 0:02:54 0:02:13 0:34:20 0:10:48 91 89 2 1 34
Sept 8:34:25 0:03:07 0:02:01 0:16:32 0:13:14 88 90 2 1 34
Oct 8:40:25 0:03:02 0:01:46 0:23:40 0:12:24 93 91 2 1 35
Nov 8:35:43 0:03:18 0:02:03 0:17:13 0:13:19 86 84 2 1 34
Dec 8:32:34 0:02:29 0:02:34 0:30:50 0:09:26 88 86 2 2 34
Totals & Seven Contact Ctr Agts
Averages 8:39:38 0:02:58 0:01:59 0:28:05 0:11:28 93 92 Work Help Desk Duties
CALL STATISTICS
CALLS RECEIVED, ANSWERED, & ABANDONED
Incomin Incomin Gatla Calls Calls Calls Calls Calls Power
Call ¢ Electric h"w >=m€.e.mn Answered Answered at  Answered AT Abandoned Percentage ‘Callshnsyared Avg mu.amn g Outage
Statistics GasCalle, OB ek Joplin Thrutvr tContact o oller Abandoned HhBeEke Aoy (mingec Calls
Ozark Ctrs & IVR
Jan 65,843 48,176 14,665 33,511 14,993 63,169 2,674 4% 85% 0:23 6,318
Feb 57,388 42,286 14,149 28,137 13,072 55,358 2,030 4% 75% 0:31 4,268
March 61,466 44,713 13,560 31,153 13,640 58,353 3113 5% 72% 0:43 3,397
April 60,669 43,516 12,729 30,787 15,010 58,526 2,143 4% 86% 0:23 3,907
May 59,983 44,160 13,968 30,192 13,925 58,085 1,898 3% 89% 0:21 5,055
June 70,033 50,344 13,841 36,503 16,910 67,254 2,779 4% 84% 0:25 8,365
July 63,434 46,666 13,325 33,341 14,688 61,354 2,080 3% 86% 0:23 5,130
Aug 62,439 44,547 11,976 32,571 15,529 60,076 2,363 4% 85% 0:24 5,030
Sept 64,579 46,843 14,102 32,741 15,641 62,484 2,085 3% 86% 0:21 5,596
Oct 65,313 49,348 15,385 33,963 13,873 63,221 2,092 3% 86% 0:21 3,553
Nov 53,650 37,874 10,046 27,828 13,690 51,564 2,086 4% 77% 0:32 3,379
Dec 53,285 39,682 11,287 28,395 12,053 51,735 1,550 3% 87% 0:19 2,279
Totals &
Averages 738,082 538,155 159,033 379,122 173,024 711,179 26,903 4% 83% 0:25 56,277
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16022
14604
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18047
18062
18705
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2010
January
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33339
34430
32938
27395
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43829
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5:23
5:25

4:46
505
5:03
5:42
6:11
6:16
5:57
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Average Speed of Answer

2019
January 041
Februzry 0:34
March 0:43
April 024
May 023
Jure 041
Iuy 1.06
Auvgust 0:37
Septerrter 0.44
October 106
Noverber 103
Decerber 0:33
Incoming Calls
2019
Janvary 62230
February 55961
March 62758
April 63796
May 69326
Jure 63725
Iy 66406
August 67612
September 61506
October 70526
Koverrber 55983
Decemrber 54611
Calls Answered through IVR
2019
January 17638
February 16905
March 19603
April 20044
May 21761
Jure 18318
Juy 19175
Avgust 15361
Septerber 17403
October 19623
Nowvember 18370
Decemrber 17517
2019
1054 2% Janvary
1005 2% February
726 2% March
415 1% April
LV 1% May
777 2% lure
€31 1% oy
1168 % Avgust
1029 2% September
1213 2% Oclober
1585 4% Kowvember
8§30 1% December
Calls Answered by CSR
2019
Janvary 42193
February 36945
March 40449
April 41800
May 45335
Jure 40504
Juy 43520
August 44685
Seplember 41358
October 46650
Koverber 36365
Decerrber 35306
Average Handle Time
1019
Janvary 4:42
February 4:39
March 4:49
April 4:22
May 4:14
Jure 4:31
Wy 4:36
August 4:27
September 4:32
October 4:41
Noverber 4:41
Decemrber 5:02

2018
January
February
March
April
May
Jure
luy
Avgust
September
October
November
December

2018
Janvary
February
March
April
May
Jure
Iy
August
Septemrber
October
Kovember
December

2018
lanuary
February
March
April
May
lure
July
Avgust
Septemrber
October
Novamber
December

0:27
0:38
033
022
033
038
0:48
106

2:25

2:00
0.50

65277

Calls Abandoned/Percent Abandoned

Average Talk Time

2019

2334
2111
2706
1952
2230
2903
3m
2586
2745
4223
3248
1788

2018
Janvary
February
March
April
May
Jure
Juy
August
Seplember
October
Kovemrber
Decemmber

2018
Jaruary
February
March
April
May
Jure
July
August
Septemrber
October
November
Decemrber

2018

4%
4%
4%
3%
3%
5%
6%
4%
4%
6%
6%
3%

42680
41200

41254
43970

46566
51703

45733
40355

423
448
4:35
4:25
4:26
4:25
4:26
4:31
4:27
4:53

4:39

2017
lanuary
February
March
Apiil
May
Jure
July
Avgust
Septemrber
October
Noeember
Decemrber

017
Jarvary
February
March
April
May
Jure
uy
August
September
October
November
Decerrber

2017
lanwary
February
March

1018
Janvary
February
March
April
May
lure
July
Avgust
September
October
Nowember
December

1017
Jarwary
February
March
April
May
Jure
July
Auvgust
Seplember
October
Noverrber
December

2017
Januzry
February
March
Apiil
HMay
June
July
Avgust
Septemrber
October
November
December

2017

024
043
0.42
019
0:18
0:16
0:24
015
023
0.53
0.56
035

62162
57827

59455
52117

2423
2221
2150
1558
2603
2359
3514
4431
3110
7354

2928

41378
39188

nmn
44508
42312
40631
45446
41450

38226
34272

313
3325
325
314

3:16
3:16
3:25
331
404
4:13
4:11

4%
4%
3%
3%
4%
4%
5%
6%
5%

5%

2017
Janvary 1880
February 2320
March 2883
April 1693
May 2048
lure 1559
uly 2401
August 1553
Septembel 1806
October 3035

Novemrber 2924
December 1821

RERREH

4%

3%
5%
5%
3%
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larvary
Febtuary
March
Aprit

May

Jure

Iuly
August
September
October
Kovember
December

021
Jaruary
February
Mzrch
April
May
Jure
July
August
September
Oclober
Kovember
December

2021
January
February
March
Apiil
May
Jure
July
August
Septemrber
October
Kovemrber
December

2021
January
February
March
Apiil
May
Jure
July
August
September
October
Novemrber
Decemrber

2021
Janvary
February
March
April
May
lure
vty
August
September
October
November
December

2021
Januzry
February
March
April
May
Jure

August
September

Kovember
December

2021
January
Februzry

3%
E6%
1%
95%
97%
93%
85%
75%
63%

4305
10449
4872
2947

3302
4494
6456
5525

12032
13778
16577
13929

13270
11547
11588
11345

1371
1416
1343
1223
1561

946
1691
1617

043
0339

January
February
March
April

May

Jure

Juy
August
Seplerrber
October
November
Decemrber

2020
Januzry
February
March
April
May
Jure
luly
August
September
October
November
December

2010
January
February
March

Janvary
February
March
Apil

2010
January
February
March
April
May
Jure
luy
August
Septemrber
October
Novemrber
Decemrber

2020
Janvary
February
March
April
May
Jure
July
August
September
October
Koverrber
December

2020
January
February

3:20 Jaruary 308 Janvary
323 February 303 February
323 March 3.06 March
331 April 2:57 Apiil

336 May 250 May

322 Jure 253 Jure

349 July 2:51 July

351 August 2:51 August
401 Septemrber 2:56 Septemrber
353 October 301 October
3:50 November 2:54 Koverber
338 Decemrber 31z December

Percentage of Calls Answered In 30 Seconds or Less

2019 018
% Jamwary 0% Janvary
8% February T4% February
S0% March 1% March
97% April 81% April
97% May 83% May
96% Jure 2% Jure
8I% July 55% July
75% August 125 August
79% Seplemrber 66% September
78% October 52% October
67% Koverber 59% November
24% Decemrber 70% Dzcember
Power Oulage Cslls
019 2018
1756 January 1424 January
1504 February 2452 February
3814 March 43717 March
3745 April 4061 April
5048 May 7575 May
5966 Jure 5522 Jure
4139 Juiy 5050 Juy
3629 August 6727 August
2068 Septemrber 3244 September
5841 October 4855 October
3908 Noverber 4549 Kovemrber
2874 Decerrber 1632 December
Electric 8004 Incomling Calls
2019 2018
45754 Janvary 51641 Janvary
41446 February 46467 February
43411 March 53435 March
36549 April 53526 April
35916 May 58956 May
42977 lure 55292 Jure
45396 vy 57375 vy
56355 August 58591 August
53718 September 52833 Septerrbet
61910 October 55026 October
77942 Koverber 49882 KNoverrber
76271 Decerrber 46124 Decemrber
Gas 8004 Incoming Calls
019 2018
7969 January 9164 Janvary
7148 February 7366 February
6431 March 7438 Mazich
5E50 April 8893 April
4912 May 8523 May
4615 June 6920 Jure
5020 oy 6865 Iuly
6138 August 6689 August
6284 September 6566 September
9199 October 9706 October
11788 Kovember 7425 Koveamrber
12305 Decemrber 6374 December
Switchboard Calls
2019 2018
1692 January 1425 January
1445 February 1528 February
831 March 1884 March
1192 April 1377 Apnil
953 May 1847 May
1283 Jure 1453 Jure
1715 July 2166 July
1454 August 1932 August
1061 September 2107 September
1wn October 1794 October
1418 Kovember 1610 Nowvember
1354 Decemrber 1613 Decamrber
Average Hold Time
2019 2018
041 January 030 Janvary
041 February 0:32 Febiuary

BI%
65%
75%
BI%
76%

61%
53%
59%
374
42%
67%

5075
1559
2859
1641
4491
3947
5522

2318
2615

4828

54764
49253
53157
43250
54385
54076
61354
63775
52720

55330

8318
8504
8362
§953
E480

6705

6202
9734
9432

2185

1735

2189
21e4
1792
2677
1265
2131
1772
1460

0:28
0:28

January
February
March
April

May

Jure

July
August
September
October
November
December

2017
January
February
March
Apiil
May
Jure
July
August
Seplember
October
KNoverrber
Decerrber

2057
January
February
Mareh
April
May
Jure
July
Auvgust
September
October
Noverber
Decemrber

2017
Janvary
February
March
April
May
Jure
July
August
Septembar
October
Noverrber
Decefrber

017
January
February
March
April
May
Jure
Iuly
August
September
October
November
December

2017
January
February

3:30
3:57
349
3:35
3:24
3.03
3:24
3:26
3338
3:39
342
319

8%
59%
63%
8%
93%

92%

82%
61%
4%
71%

2278
1147
3534
5435
7483
4393

2897
2244
2653

23

45839
43240
51522
45156
53131
48178
50100
52564
49335
52466
48967
44641

7756
m
9306
6329
8039
6892
6283
6614
5783
8847
8218
7476

2733
2803
2737
2212
2751
2985
2612
2984
2704
2631
270
1892

0:20
0:25
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March
April

Jure

July
August
September
October
Kovamrber
December

021
January
February
March
April
May
Jure

2021
January
February
March
April
May
Jure
July
Avgust
September
October
November
December

050
048
0.45
0:42
043
0.44
0:43

8:00:21
9:14.09
9:10:30
B:53.05
9.02.09
B:23:10
B8:27:26
9.06:43
9:38.06

March
April

May

Jure

July
August
Septemrber
October
Novemrber
Decerrber

2020
January
February
March
April
May
Jure
July
August
Septemrber
October
November
December

Jaruzry
February

8:41:57
8:20.04
8:42.03
7:33:10
8:12:52
B.03.46
8:53.07
8:54:38
50322
B:32:08
9:15:32
8:56:20

March 0:33
Apiil 0:30
May 031
Jurne 035
July 0:36
August 031
September 031
October 035
Novemrber 038
Decerrber 038
Average Not Read Time
2019
January 0.49:51
February 1:26:19
March 0.51:27
April 107:42
May 0:42:55
Jure 0.57:30
oy 1:119:35
August 103:13
Septerrber 1:04:53
October 1.00:55

Novemrber 0.57:35
Decemrber 0.57.05

Average Logged on Time

2019
Janvary B.45:39
February 8:15:20
March 8:38:51
April 8:39:17
May 8:53.02
Jure 8:35:54
July 8:46.03
August 8:46:30
Septerrber 8:47:11
October B:49.46

November 8:48:30
December 8:35:35

March
Apiil

May

Jure

July
August
Septemdar
October
Koverrber
December

1018
January
February
Mazrch
Apiil
May
Jure
oy
August
Seplember

2018
Janvary
February
March
April
May
Jure
Juy
August
Seplemrber
October
Noverrber
December

11502
0:59.03

8:50:32
8:53:16
8:45:15
83403
B.45:43
B:49:44
8:58:45
B:45:53
8:54:51
8:49:14
8:57:50
8:33.01

Karch
April

May

lure

vy
August
Septemrber
October
Novemrber
December

January
February
March
April

May

Jurie

uly
August
Septemrber
October
Koverrber
December

2017
Jarwary
February
March
April
May
lure
July
Avgust
Seplember
October
Kovemrber
Dacerrber

0:28
025

0:23
022
025
0:24
028
0:32
0:30

41:10
1.02:42
108:17
0:35:45
0:15:48
02047
0:22:46
0:28:07
030:16
0:50.00
0.51:51
02534

8:33:14
8.40:14
8:44:51
8:54:38
B.43:46
B8:43:31
B:47:49
8:28.06
8:43.00
B:43:42
9.01:02
8:30.56
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