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PUBLIC SERVICE
RECOGNITION WEEK

! % PUBLIC SERVICE BECAUSE-

\We help people !

UBLIC SERVICE
COGNITION WEEK

SERVICE BECAUSE

‘ 1'% PUBLIC SERVICE BECApS
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PUBLIC SERVICE




Who i1s Customer
Service?

high
jooint



Facts

Total Budget FY 24- 25 - 56,862,488.00

Total Staff — 61 employees

Daily Operating hours —7:30 am to 5:30 pm

After hours staff — 24/7

CCCCCC



Core functions

Water Meter
Services

Contact Center

Meter Reading

Field Services

Advanced
Metering
Infrastructure
(AMI)

Electric Dispatch

Utility Billing And
Collection

Showroom Tax
Collections
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W ater Meter Service

A /

INSTALLATION  MAINTENANCE

/ ¥,

REPAIR REPLACEMENT




Meter Reading

« Over 1 million meters read annually
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Utility Billing and Collection

Approximately Over 60,0000 bills Approximately
and reminders 1,700 walk-in

monthly customers

Over 46,000

$200,000,000
customer accounts

annually

Tort 3968833111
711

high, Utiities statement VDD Retoy 7
Nt. Billed on: 08/17/2023 Ny ki T it i H
point o —_g . This does not
Account: 123456 - Steve Rogers — Over 20,000 ebills
PnNe: 3456 3 v i I d Ik i
Lost Payment of$208.12 Received on 81472023 - Thark You —z Inciuae walik-in
oo Sl gl W . monthly
[ $208.12 s20812) [ sarser] | 50.00] $276.87 Sep 07,2023 | { payments
& Service Location Next Reading Date: QM/!
New Charges [ o P oo e o e v e Vo
-
w0 oo §
aun m 7 sct ),‘
1
— - 4
Sokd Wase Avaabity Foa ' ¢
Totat New Charges z;
Out records ndicate your elephane number is (136) 685.2134. I this is incorrect please notiy us >

Messages:
PUBLIC COMMENT PERIOD OPEN FOR DRAFT WATER SHORTAGE RESPONSE PLAN
North Cagpline Gacerad Sisb oment ) ogikali

ek 143851 e el ol gove s g secgies 1o g Pl 19 g




Contact Center

o
®
®
250,000 calls annually
Average wait times of less than 60 seconds

Calls cover a wide range of topics

Establishing Trash and
city services sanitation calls

Utility bills Power outages Etc.




Field Services

\[e)=E 3= 1o o Same day service (before 3 pm)
Move-out e Over 25,000 annually

Non-pay

e Over 16,000 annually
enforcement

Tampering
enforcement iy or
high
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Electric Dispaitch

Monitor all
electrical
circuits

Monitor
sewer
backup

Monitor
power
outages

(after hours) [4 7 -

CITY OF

hio h
pom



Field Services
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Showroom Tax Collection

Over $1.7 Million
Collected Annually
N\

162 Showroom

Customers
N\

HPVIKT

HIGH POINT MARKET
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The future of
Customer Service
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Advanced Meter Infrastructure
(AMI)

scheduled to be complete in
2025-2026

O
O
©
 AMI implementation is
currently underway and

Smart Meters

Real-Time Data

Improved Accuracy

Remote Disconnect/Reconnect
Demand Response

Energy Conservation

Outage Management

Data Analytics

Enhanced Customer Service
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* lIncreased Information

Reporting For
Corporate

Weather

Usage In Depth Data

Information

Comparisons

Analysis Customers

SIMIBMZB FORHOME- FORBUSINESS- OUTAGES- ENERGY MANAGEMENT-  CONTAC

R ——

Customer portals and energy audits are the most interesting offers for City of High Point Electric
0-01 (Residential Exampie) s | ¢ Utilities Residential customers. Six-in-ten are interested in each, followed by half being interested in
solar (either purchasing rooftop solar or community solar).

@ Compare Last Bill | ) Compare Year Over Year @ Compare in my Area

Home
Compare Usage to Last Year Program Interest
b w to Compare Usage to Laltt ‘Year. This tool shows you how your consumption compares to the same period last year. Improvements in your censumption should show if y % Very/Somewhat Interested
ymer ve implemented any energy savings programs. R R ; ; 3 )
Q. How d you are in p ly p this product, service, and offering ..
E— Public Power Residential 2023 Competitor Residential City of High Point Electric Commercial and Industrial 2023
—_— Oomparing| Gas (Maler I0: GO00040MET) 4 jBy| Usage Utilities Residential
Transactions
R o 2023 62%
Customer portal 41% 2022 53%
|.I|I Compare My Usage to Last Year i 2023 30%
Programmable smart thermostat 33%
Billed Usage 2022
e o 2023 46%
lI o Energy audit - 25% 2022 32%
s Purchasing & insta solar panels o7 2023 35%
Smart Meter Purchasing & installing solar panels 23% i .
- 2023 %
a Sola ommunity o
Compare 9 Pre-pay option 2023
pdy Opt 2022
2 are e semin 2023 31%
A Energy usage seminar p— 20%
Outages )
of Purchasing an electric vehicle 339 % 2023 2%
E N . i . N = - " 2 & - - 2022 13%
37 E::E?IR :is:eunrﬁ:n(tns:-;uf]llc Power (n=501), Residential 2023 (n=2,134), Competitor Residential (n=500), Commercial & Industrial 2023 (n=157), City of High Point Electric The experience & insights platform

Q_OFFERINTEREST. For each item, please tell us how interested you are in personally purchasing this product, service, and offering or if you already have it



. The Future of Communications

Text for outages

Text to inquire
about balance and
due date

Q. And how do you prefer to receive outage information from your utility?

~{y RESIDENTIAL
ol 2023/2022

Text message

I 35
Email .
o 31%
- 27%
Direct phone call _ ,
S 30%
Outage map I 2%
I 21

Utility website

Mobile Application _ 18%
Social Media B 12%

other | 1%

69%

78%

CITY OF HIGH POINT ELECTRIC
UTILITIES RESIDENTIAL

I

I

Other information

regarding city
services

Reporting a
power outage?
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. Payment Methods

] ] North Point Walk-in Payments
* Increase in online payments

35,000 32,287
30,970

29,329

* Decrease in traditional

28,450

30,000
26,312
payment methods 25,172

25,000
PREPAY AVERAGE PERFORMANCE METRICS 20,000 ;579 16,669 15 142
Customer ‘ 15,000 12,318
Satisfaction i Bad Debt
Customer satisfaction 85%'93% Write-offs reduced 25%-56%
improvements SATISFIED REDUCTION 10#000

i Y 5,000

Operations Ly Energy (Q) :

= Reduced payment = |mproved field Eff|C|ency 5 5% 14%
arrangements efficiencies due to fewer Customer will ] =

= Reduced billing costs credit disconnects save energy SYAVIN[@S

2014 2015 2016 2017 2018 2019 2020 2021 2022 2023
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. Continuous Improvement

* Employee Training and Development —
OPTIMIZE

* Technology Upgrades BUSINESs  WHANAIEE
PROCESS

* Process Optimization IMPROVEMENT

* Data-Driven Decision Making

MONITOR

* Customer Feedback Integration REDESIGN

 Sustainability Initiatives

* Employee Involvement

hich
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Questions

Jeremy Coble

CCCCCC


mailto:Jeremy.coble@highpointnc.gov
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