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Overarching Recommendations:

Participation in and exposure to outside professional resources for knowledge
gain of best practices, process improvement, change management of culture,
development of change control process to ensure smooth and thorough
implementation of process and system changes. The recommended start is
participation in professional and technical user groups but not limited to only this
stream of resources.

Continue quarterly reporting to Council, which include measurements of

success and goals with progress made meas

Periodically engage the Ad Hoc Citizen
recommendations, as envisioned.

There is a clear interrelations dations cited in"the Raftelis
ations resulted in a siloed

practices, lessons lea practical application of solutions, covering the entire
scope of activities related to utility billing, hardware and software applications,
system interfaces, and processes, ie. AWWA Customer Service User Group,
Badger / Itron User Groups, New World User Groups,

Helpful to have access to professional change management resources to support
cultural change efforts; user groups, workshops (online during COVID-19),
mentoring, etc.
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It would it be immensely helpful to have access to outside change management
professionals, training or mentoring.

Lacking - every customer-client interaction is an opportunity for problem solving
and the use of strong customer service skills/tools. Outside exposure to other
company practices, training, support and process documentation is highly
recommended.

Recommendation #2 - Establish formal perfor measures to track service

delivery
Seek understanding of industry standa implementation;
call center metrics, AWWA guide to per ew World

Develop prioritization of KPI de ing. Include a continual
review process of KP| effectivene it
metrics.
KPIs need to have's internally and externally by
hboards and communication
Weekly digest of electric usage —

Develop high level, single page, process flow for reference and serve as the
process package with supporting, related SOP documentation

SOPs are an integral part of the change control process. They need to be woven
into the process of documenting the review, approval and implementation of
changes to processes.
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Utility Billing is a dynamic environment, and, with such, attention and importance
needs to be placed on formal change control and risk analysis whenever a process
change is recommended.

Recommendation #4 — Develop an enhanced training program

Outside resources to gain knowledge and understanding of successful training
programs, documentation and incentive programs.

Recommend site visits and interaction with top nters within utility sector

and outside.

ommendations to
ndling customer

g, but startin
eference guides

Suggested deliverables, not a complete
include scenario planning, scripting, q
calls, decision tree matrix, etc.

Recommendation #7 — Synchro

This is a key action ing : ing, billing and
reporting needed SS C i and customer access to

the read/hi

in a timelier man

Greater data transpare

(Reference to weekly digest of electric usage — shared by Steve Saboe)

Recommendation #13 — Adjust staffing to reflect short-term needs and prepare
for AMI implementation
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This effort needs to be in a project plan for staffing to demonstrate the need
related to the implementation of AMI functionality.

Recommendation #15 — Create an Inclusive AMI Implementation Team

Communication, inward and external facing, is critical.

All stakeholders need to be represented and partici



