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Overview of the UCRC O

The Utility Customer Research Consortium (UCRC) is a blue-ribbon panel of executives

working together to identify opportunities for improvement and innovation in customer service and care.
UCRC members represent large energy utilities and leading vendors from across the US. The current
membership represents over 70 million customers.

The UCRC emphasizes peer-to-peer interaction and information sharing. The members meet annually
to consider customer-facing challenges and opportunities, and to plan the UCRC research agenda. In
addition, they interact regularly through online “spotlight” calls to investigate emerging customer-facing
issues and solutions. Finally, the UCRC is committed to working with the members to conduct
collaborative research and consumer surveys, and to develop other content to enrich the dialogue
among members and to provide thought leadership in the utility sector.

The UCRC focuses on short-term tactical and operational challenges and develops a forward-looking
strategic vision for future customer experience and engagement.
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Tim Montgomery is a 30-year contact center veteran who
has advised some of the most recognized brands in the
world such as Coca-Cola, USAA, Dell, Allstate, and many
other Fortune 500 companies.

Thirteen years ago, when call center cloud technology was
in its infancy, he started the first 100% cloud-based BPO
contact center, Culture, Service, Growth (CSG). In five
years, CSG grew to nearly 1,000 employees and supported
eight Fortune 500 companies. Along the way, he started
two call-center, cloud-focused technology companies that
he maintains today.

In 2016, Tim sold CSG to international outsourcer Qualfon.
He has since helped companies of all sizes and industries
move their call centers to leading-edge cloud technologies.
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A few of the companies Tim has worked
with
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Quality programs’
impact on culture
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1

World class is NOT
something you
deliver; itis a
RESULT of
something you are.

—John Didulius
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Quality is a process not a form

* Increase Customer Satisfaction
* Increase First CallResolution

* Increase Employee Satisfaction
* Increase Call Quality

* AgentQuality Results - Accuracy, Knowledge,
Communication Skills

» Customer Satisfaction Results —Repeat Calls,
Complaint Calls, Survey Results

.

Qualit
* Quality Forms
* Voice and Screen Captures \ Ls
* Surveys e l n e

* Management Review Sessions

s s Continually

* Customer Trend Analysis
= Operational Opportunity Report

« First ContactResolution Rates I m p ro ve d

» AgentSpecific Coachingand Training

» Operational Process Improvements

* Communication Changes—Internaland External
* Systems Utilization Adjustments J

\_
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Best-in-class quality assurance
(QA) examples

Quality is viewed as something that is for agents, not
something done fo agents

» Goal is to help agents get better

= Scores are indicators of behaviors ... conversations focused on
behaviors

= Quality and getting better are 100% within the agent’s control
= Coaching conversation, not form conversations
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Best-in-class QA examples

Challenging conventional call center QA processes

= WWhy scores if it's about getting better?

Moving to the aisle versus the room

Not everyone has to be treated the same

Letting reps calibrate on a regular basis

Agents come prepared with good and bad, not just four calls
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Best-in-class QA examples

Respecting the program

= As important as a break schedule

Weekly conversations about getting better

End all team meetings by listening to a great call
Call-of-the-month celebrations and rewards

Agents working on one or two things to improve every week

= All levels listen to a call every week—background office noise
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Best-in-class QA examples

Quick wins and considerations

= Avoidable contact teams

Connect survey to agents and QA reviews
Not everyone has to be treated the same
Meet to discuss the “why” behind the program
Peer monitoring

Database of great calls
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Workforce
management
programs impact
on culture

[3 Source



Best-in-class workforce management
(WFM) examples

[ |Bverage N quired |Eq Coat per C58

o i i == 2 ki gk-iim _|Fer Agent ___|Apest Howr* S

Sephralaar |s B0 5 | 15/ L3147

Az srant Seperasor | S0 5 02| 15! 5202

Taam Liws g a0 3 2692 | 15, 5170

Semlor Manager 5 800 % 57.21| 100 5057

[Dirnctar SRRETE 5 L0 5 g2z H _ S35

Fantutive Suppare (V8] |3 =000 5 16637 | 500y 5034

Quality Marager 15 B0 5 4375 153y 5023

Clulity Anabyst 5 EAT 2356 | 100 5034

Training Manager 5 5000 3, 47 500 50.08

Teminer B 000§ 2356 | | ErET B .
WEM Manager |5 000 5 5048 500 500 tt - t
o 2 Zanls 7l %0 s ottom-up capaci
Reporting/An abytics 5 M.000 3 1238 100 5013 . .

Eall Comter HA Becruiter |4 S0 5 Ja6s | 1560 i3z

S o s s planning with all

11 Tlnenm an Devicton Amatyst 0w 4 A% e 5032

AT-Thlaenm Manpes g 125,00 5 Ba ) | 07

IT Telecom Frogrammer 5 B5.000 3 5721 | a:-:ng 502 COStS

Tetal | S10A%

* g gumnies 173 paded holers per manth - hally sllocanied cost per sSdTional peo Suion Bour

T | Do Target |Equivabesa Cedgn per C58
;m-u Heur*

Faciities T (Based on appresimately 100 feed per front line employee 5158
Phioese Sy Lneedds g asd ﬂISpaw per mnnlhmlfulltm‘ﬂ-: rnent of feanu e, | rcliadiog ecordimg, WL, 108
Consetivity radii-chaees ircluding socld mada, outbound, busls-ie DR, e |

Des ktnp Applicytion Liossming | 5500 par aperd per month 1o cover emall ara CAM application: (inclu sas suppeet) | 5241
sl | | S | - : ! Sa.0m
Age s ‘Wape Assumptians o ]

hesn _ Fromn bngats, pluz 40 Percent Benedits | ! |l by Gt Phrs Overbead
CSR Rt | g 2240 | 237 &1

© 2023 E Source | Proprietary and confidential 13 E Source



Best-in-class WFM examples

Model Inputs - All Numbers in Red Drive Output

After Efficiency

21i|
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CSR Average Hourly Rate w/o benefits l 3 18.00] Total FTE Staff Re quired
Total FTE Staffing Cost| $ 16,573,163.94
CSR Activities Cost Per Call| $ 4.64
Number of Paid Holidays Per Year 8 Cost Per Minute 1.02
Number of Paid Sick Days Per Year 8 Agent Occupancy Rate 95.55%)
Number of Paid Vacation Days Per Year 16
Number of Other Days Per Year (FLMA, Floating, ETC) 4 Current State
Daily Breaks (Mins per Rep per day) 30 Total FTE Staff Required 215
Meetings (Hours per Rep per month) 2 Total FTE Staffing Cost| $ 16,796,351.55
Non-phone Work (Hours per Rep per month) 10 Cost Per Call| $ 4.67
Training (Hours per Rep per month) 2 Cost Per Minute| $ 1.02
Other (Hours per Rep per month) 2 Agent Occupancy Rate 95.59%)
Adherence Rate (% of scheduled work time) 90%
Total Savings
Service Level Objective Total FTE Staff Required 3
SLO Objective - Numerator (Percent of Calls to be 80% Total FTE Staffing Cost| § 223.187.61
Answered)
SLO Objective - Denominator (Number of Seconds) 45 Cost Per Call| § 0.03
Cost Per Minute| $ (0.00)
Capacity Inputs
Avg
Call Routing - Current Calls \':';T:‘I: %‘2:;:?5 g:::sRnuhng - Current Monthly Volume 1H—Iar:1'l:le
(secs)
Call Type 1 148,875 298 Call Type 1 150,000 300
Call Type 2 148,875 248 Call Type 2 150,000 250
0 - 0 -
0 - 0 -
First Contact Resolutions Improvement 0.25%
Call Volume Reduction Improvement 0.50%
Average Handle Time Improvement 0.75%
Per Agent |Total
Current Cost $86 | 5 222,361
InContact Cost W/O Efficie ncy $167 | § 431,793
Total Savings with IC Efficiency FTE Cost Savings $ 223,188

Bottom-up

capacity planning

with all costs
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Best-in-class WFM examples

» Simple dashboards

» One version of the truth

= Reacting in advance

= Creative intra-day

* Training for all on WFM; it's not just a team in the corner
* Power of One training for all agents

= Know what the metrics mean and why
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Best in class WFM exam
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Best-in-class WFM examples

2 O - » 7 hours of phone time

= Caught on 3 long calls 0
- a day (20 minutes) 7 9 /
m I n Ute » 30 minutes of other 0
non-adherence time
AHT R

5- = 7 hours of phone time

= Caught on 3 long calls 0
M a day (5 minutes)
m I n Ute = 30 minutes of other 8 9 /0
non-adherence time
AUl perday
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Best-in-class WFM examples

= Agent WFM metrics within their control

= Show up
» Follow your schedule
= Celebrate Mondays—yprizes

* Don’t view WFM as a race to the bottom
* No after-the-fact schedule adjustments
» Creative scheduling around demand, not agents

» Understand that it's just math ...
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Questions?




i [ASource | FORUM 2023

September 19-21

Sheraton Denver
Downtown




Contact

Jamie Wimberly

Senior Vice President, Utility Customer Strategy
E Source

jamie_wimberly@esource.com

Tim Montgomery

Founder, Alamo Solutions
timm@alamocloudsolutions.com

You're free to share this document inside your company. If you’d like to quote or use our material outside of your business, please
contact us at esource@esource.com or 1-800-ESOURCE (1-800-376-8723).
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