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The Road to Gold:

Elite Customer Service

Senior Consultant

Moran Consulting, Inc.

Overview of Customer Service
Department Activity

4,278 Total Customers Served in FQ4 2022
64 Days of Operation in FQ4 2022

4,203 Phone Calls

— 3,517 Inbound

— 410 Outbound

— 276 Internal

75 Walk-ins

Average of 67 customers per day
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Mesa Water Notify
Cogsdale Database Update Campaign

A brand is defined
by the customer’s experience.
The experience is delivered

by the employees.
~ Shep Hyken

e Between January - June 2022, 9 out of 10 customers were invited to verify or update
their customer information
e Customer Data is still actively being updated so the Cogsdale campaign continues

« Customers overall are appreciative of the interaction, even when they have already

been asked IﬁM
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Scorecard

« Evaluation of five key customer service metrics

e Method of rating:
- Gold (90%-100%)

Above Indstry !
Standard; Below Best A

— Red (0-71%) Pk

i nd ard
e Each KPI weighted industry Stand

_ Green (72%-89%)
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The Road to Gold .
Current Performance

and

2022
FY 2019 ggo,

FY 2020 92%
FY 2018 86%
85%

0

Best practice level of
performance;

FY 2017
Baseline
77%

At or above requires routine work
industry average; to support
needs minor
) changes or
Below industry improvements
average
performance; needs
major changes or m"
improvements
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Recommendations for Improvement

Continue weekly one-on-one coaching; spot-coaching by €S
Manager, based on Elite Customer Service benchmarks

Reinitiate Cross-Training in Customer Service for back-up support

Brainstorm ways Customer Service can continue to create positive
Customer Engagement

Continue pursuing positive customer feedback!

Recognize and praise all team members who are achieving and
promoting Elite Gold Medal Customer Service at Mesa Water.
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