
April 19, 2002 

Mr. Dale Hardy Roberts 
Secretary/Chief Regulatory Law Judge 
P. 0. Box 360 
Jefferson City, MO 65 102 

RE: Case No. GO-95-177 

Dear Mr. Roberts: 

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

telephone 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 Organization 
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 to Janet Hoerschgen. 

Sincerely, 

cc w/enclosures 
Office of Public Counsel 
Janet Hoerschgen 

cc w/o enclosures 
Lisa Kremer 
Ron Crow 
Rob Hack 







Activity Code Summary 
March 2002 

Stats for month of March of Calls 

1 Service Order Initiation 14,050 247 
2 Pay Agreements 18,319 207 
3 Account Activity Verification 19,908 171 
4 Payment Options 8,737 195 
5 ABC 3,753 201 
6 High Bill Concerns 2,880 183 
7 Energy Assistance 529 185 
8 Gas Leak/Emergency 318 208 
9 Typing Request 2,119 189 
10 MGE/SUG General Information 2,379 174 
11 Deposits 26 148 
12 Estimated Bills 5 314 

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 

73,023 

81,650 
89.4% 

201 
314 

calls 

19.24% 
25.09% 
27.26% 
11.96% 
5.14% 
3.94% 
0.72% 
0.44% 
2.90% 
3.26% 
0.04% 
0.01% 

100.00% 
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ONLINE STATUS REPORT 
March 2002 

Beginning Number Number Ending YTD YTD 
Balance Received Completed Balance Received Completed % 

On-Line 0 123 123 0 29,252 29,252 100.0% 

Meter Shop 0 274 274 0 6,245 6,245 100.0% 

NPSO 0 122 122 0 10.048 10,048 100.0% 

TOGS 0 143 143 10,193 10,193 100.0% 

Totals 0 662 662 0 55.738 55,738 100.0% 
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