METROPOLITAN UTILITIES DISTRICT

Committee Meetings

8:15a.m. January 2, 2020
AGENDA

1. Safety Briefing
2. Roll Call
3. Open Meetings Act Notice

Construction and Operations — Frost, Cavanaugh, Friend
1. Capital Expenditures [Dave DeBoer, SVP & Chief Operations Officer] — Tab 6
2. Acceptance of Contracts and Payment of Final Estimates [Dave DeBoer, SVP & Chief
Operations Officer] — Tab 7
3. Bids on Materials and Contracts [Jon Zellars — Director, Purchasing] — Tab 8

Services & Extensions — Howard, Friend, Begley
1. Main Extensions [Cory O’'Brien, VP — Engineering & Construction] — Tab 9

Personnel — Beqgley, Frost, Friend

1. Wage and/or Salary Increases and Ratifications [Bonnie Savine, VP — Human Resources] -
Tab 10
2. 2019 Wage Reopener Recommendations [Bonnie Savine, VP — Human Resources] - Tab 11
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METROPOLITAN UTILITIES DISTRICT
Regular Meeting

January 2, 2020
AGENDA

Roll Call

Open Meetings Act Notice

Pledge of Allegiance

Approval of Minutes — Committee Meetings, Public Hearing & Regular
Board Meeting for December 5, 2019

Election of Chairperson (new Chairperson presides) and Election of
Vice-Chairperson

Capital Expenditures
Acceptance of Contracts and Payment of Final Estimates
Bids on Materials and Contracts

Main Extensions

Wage and/or Salary Increases and Ratifications
2019 Wage Reopener Recommendations

Appointment of Committees
Other Matters of District Business for Discussion

Adjourn Regular Board Meeting
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Customer Service Update
January 2020



What we do — Our Mission

To deliver superior customer service to our
community through accurate, timely, and respectful
Interactions.
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2019 Year in Review

v" Organizational & Leadership Changes
» Credit Services becomes Branch Delivery at Energy Plaza
» New VP & Director
» Dedicated Scheduling & Analytics Role

v" Simplified CSR Productivity Measures

v" Rolled out revised incentives within the Call Center

v" Introduced Searchable Engine for Reference Materials

v' Began effort to simplify IVR options

v Initiated due diligence for a scheduling tool

v Began CS Forums
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Drivers

Customer Leadershi Employee Productivity
Experience P Experience & Efficiency
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2020 - 2021 Plans

Customer Experience
v" Simplify IVR
v Enhance self-service options on myAccount
v" Introduce post-call customer survey option
v Enable Customer Communication Preferences
v" Expand Call Center hours
v Implement Customer Chat

Leadership

v Automate reporting; introduce dashboard

v Develop & Execute leadership development
program

v" Collaborate with industry peers
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Employee Experience

v" Introduce flexible scheduling
v" Develop cross-divisional training opportunities
v' Leverage move to new Headquarters

Productivity & Efficiency

v" Evaluate ACD options; Obtain staff
scheduling tool

v Enhance collection activity
v Expand QA function

v' Execute campaign for paperless billing
and self-service
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