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HAND DELIVERED 77-9G-</35

Ms. Deborah Cheshire
Cole County Circuit Clerk
Cole County Courthouse
Jefferson City, MO 65101

Re:

State ex rel. Alma Telephone Company et al.
v. Missouri Public Service Commission

Dear Ms. Cheshire:.

Enclosed for filing please find an original and one copy of the Petition for Writ of

Review. Please stamp the enclosed extra copy "filed" and return same to me.

If you have any questions concerning this matter, then please do not hesitate to contact

me. Thank you very much for your cooperation.

Sincerely,

BRYDON, SWEARENGEN & ENGLAND P.C.

By Bl V. M€ CaJVM

Brian T. McCartney

BTM/da
Enclosures

cc:

Parties of Record
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July 19, 2002

Executive Secretary F , L E D3
Public Service Commission

P. O. Box 360

Jefferson City, MO 65102 JUL 1 9 2002

RE: Case No. GO-95-177 ServiSgNl Public

Ommiasion

Dear Mr. Roberts:

Enclosed for filing with your office in the case papers of the above-referenced case please
find a copy of MGE’s report for the month of June 2002. This includes:

® tclephone center monthly activity report and monthly summary report which measures
response time to answer incoming telephone calls

® monthly telephone center activity code summary

® monthly report of the staffing level of the Customer Services OQrganization

¢ monthly report of the volume of consecutive estimated customer bills

¢ monthly report detailing the status of work order activity

Ms. Kremer has been provided this material directly from MGE. Pursuant to Mr. Schwarz’s
memo of February 13, 1997, I am sending a copy of Janet Hoerschgen.

cc w/encl;

cc w/o encl:

Sincerely yours,

"N

Gary W. Duffy

Office of the Public Counsel
Janet Hoerschgen

Lisa Kremer

Rob Hack

95-177June02/gdmydocs/wp8
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Missouri Gas Energy
Customer Service Staff

June 2002
May May Term/Resign June June
Full Time Part Time New Hires Full Time Part Time
Director 2 -1 1
Manager 3 -1 2
Supervisor 5 5
Advisor 3 3
Administrative Assistant 1 1
Analyst 1 1
Trainer 2 2
Quality Assurance 1 1
Switchboard 0 1]
Credit Administrator 0 0
Contact Center 50 7 50 7
Training Class 0 0 0 0
Billing Services 15 2 -1 14 2
Account Services 11 0 11 0
Seasonal Empioyees 0 0 0 0
PBO Main Street 5 5
PBO Joplin 4 4
PBO Monett 2 2
FBO St. Joseph 3 3
“ITOTAL 108 9 -3 105 9
GRENDITOTARE E LT PR e e




MIBSUURI GAD ENERGY - CUSI1UMEK CUNTACH CENIER

June 2002
CALLS ANSWERED TOTAL TOTAL TOTAL ROLLOVER ROLLOVER AVG  AVG AVG: AVG SERVICE
PHONE  ACCTSVCS | CALLS OFFERED HANDLEDBY  INCOMING FROM FROM % CALLS SPEED TALK  NOT READY DELAY LEVEL
DATE | CENTER  &BILLING ABAND  CALLCTR AUTOMATION CALLS MOTOTX TXTOMO ACR  FTE PERFTE| ANSWER  TIME TIME ABAND %
1 0 324 324 0.00%

WEEK 0’ 0 0 0 324 324 0 0 0.00% () #DIVIOL #DIVIOY #DIV/O! #DIV/0| #DIVIO!

2 0 147 147 0.00%
3 4323 275 48 4,644 636 5,280 0 0 0.B87% 61 75 16 200 27 93 94%
4 3227 0 3 3,230 507 3,737 0 o 0.08% 49 66 3 197 28 50 100%
5 3,181 0 4 3,185 468 3,653 0 0 0.11% 53 60 3 199 29 20 100%
8 2,926 ) 2 2,928 453 3,381 0 0 0.06% 50 59 4 197 27 7 100%
7 2,784 0 1 2,785 425 3,210 0 0 0.03% 49 57 3 194 20 2 100%
8 0 248 248 0.00%

WEEK 16,441 275 56 16,772 2,884 19,656 o 0 028% 52 321 6 167 28 34 99%
9 0 121 §21 0.00% '
10 3,855 89 9 3,953 553 4,506 0 0 0.20% 65 61 4 198 32 59 99%
19 3,218 0 1 3,219 414 3633 0 0 0.03% 51 63 3 202 25 3 100%
12 2,609 0 0 2,699 414 3,113 0 0 0.00% 53 51 3 199 33 1 100%
13 2718 0 0 2,718 260 2,978 0 () 0.00% 52 52 3 202 32 1 100%
14 2,889 o 3 2,892 404 3,296 0 0 0.09% 50 58 3 193 27 4 100%
15 0 332 332 0.00%

WEEK 15,379 89 13 15,481 2,48 17,979 o 0 0.07% 54 286 3 159 30 14 100%

16 i} 123 123 0.00%
17 3,674 44 8 3,726 978 4,704 0 0 0.17% 58 64 4 200 25 17 99%
18 2,757 0 1 2,758 416 3174 0 0 0.03% 50 55 3 199 26 8 100%
19 2,815 0 i 2,816 394 3,210 0 0 0.03% 52 54 3 188 29 2 100%
20 2,692 0 2 2,604 403 3,097 0 0 0.06% 51 53 3 204 32 12 100%
21 2,739 0 8 2,748 428 3,176 0 0 0,28% 41 67 6 194 26 29 98%
22 0 253 253 0 0 0.00%

WEEK 14,677 44 21 14,742 2,995 17,737 0 0 0.12% 50 294 4 196 28 14 99%

23 o 100 109 ) 0 0.00%
24 3,843 105 2 3,950 479 4,429 0 0 0.05% s8 68 4 188 27 2 99%
25 2,841 0 2 2,843 378 3221 0 0 0.06% 48 50 3 192 28 4 100%
2 2,853 o 5 2,854 391 3,245 0 o 0.03% 50 57 3 199 a1 4 100%
27 2,765 0 8 2,773 382 3,155 0 1} 0.25% 41 67 5 197 34 14 09,
28 3,080 0 2 3,082 410 3,402 0 0 0.06% 48 64 4 196 29 20 100%
29 0 289 289 0.00%

WEEK 15,382 105 15 15,502 2,438 17,940 0 0 0.08% 49 315 4 196 29 9 100%
30 0 139 139 0.00%

WEEK 0 o 0 0 138’ 139 ] ] 0.00%

MTD 61,879 513 105 62,497 11,278 73,775 0 0 0.14% 52 1,200 4 197 29 18 99%
YTD 874,131 43,511 99,504 1,017,146 138,727 1,155,873 0 0 B.61% 46 19,949 115 240 35 100 63%

Revised 07/08/02



Activity Code Summary

June 2002

Stats for month of June

0O ~NO0bkwN->

Ride

Service Order Initiation

Pay Agreements

Account Activity Verification
Payment Options

ABC

High Bill Concerns

Energy Assistance

Gas Leak/Emergency
Typing Request

MGE/SUG General Information
Deposits

Estimated Bills

Total Calls Coded
Average Talk Time (seconds)
Maximum Talk Time (seconds)

Total Calls Answered this Month
Percent Coded

Average  Percent of
Number Talk Time" Activity-Code

of Calls (seconds) Calls
12,315 242 22.38%
12,966 192 23.56%
15,331 151 27.86%
4,952 186 9.00%
1,884 173 3.42%.
2,408 158 4.38%
197 203 0.36%
323 197 0.59%
3,185 202 5.79%
1,429 153 2.60%
32 © 168 0.06%
5 202 0.01%
' 100.00%
55,027
189
242
62,392
88.2%



ONLINE STATUS REPORT

June 2002
Beginning Number Number Ending YTD YTD
Balance  Received Completed Balance Received Completed %
On-Line 0 838 838 0 30,470 30,470 100.0%
Meter Shop 52 73 125 0 6,864 6,864 100.0%
NPSO 0 11 11 0 11,842 11,842 100.0%
TOGS 0 | 210 210 0 10,569 10,569 100.0%
Totals 52 1,132 1,184 0 59,745 58,745 100.0%

Notes:
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ESTIMATED METER SUMMARY FOR

JUNE-02
RE: SOUTHERN REGION || 1 month |2 months|3 months]4 months| 5 months 6 months[7 months|8 months] 9+ monthsT Grand Total
Location:
JOPLIN, MO 3 0 0 0 0 0 0 0 0 3
MONETT, MO 0 0 0 0 0 0 0 0 0 0
Region Total: 3 0 0 0 0 0 0 0 0 3
OTAL 16 0 -0 0 o 0 0 0 0 16

[RE: KANSAS CITY REGION ]| 1 month | 2 months|3 months[4 months]5 months[6 months]7 months]8 months] 9+ months| Grand Total

Location: )
INDEPENDENCE, MO 0 0 0 0 0 t] 0 0 0 0
WARRENSBURG, MO 0 0 0 0 0 0 [V} 0 0 0
KANSAS CITY, MO 13 3 3 1 0 0 1 0 0 21
LEE'S SUMMIT, MO 0 0 0 0 0 0 0 0 0 0
ST. JOSEPH, MO 0 0 0 0 0 0 0 0 0 0
KANSAS CITY NORTH 0 0 0 0 0 0 0 0 0 0

Region total 13| 3 3 1 0 0 1 0 0 21

YE 585 122 40 20 11 6 2 1 0 787

NOTE: Beginning a new fiscal year - 2002 (July '01-June'02}



