LAW OFFICES

BRYDON, SWEARENGEN & ENGLAND

PROFESSIONAL CORPORATION

DAVID V.. BRYDON 312 EAST CAPITOL AVEKUE DEAN L. COOPER l
JAMES C. SWEARENGEN P.G. BOX 458 MARK G. ANDERSON
WILLIAM R. ENGLAND, il JEFFERSON CITY, MISSOUR| 6§51 02-0458 GREGQRY C. MITCHELL
JOHNNY K. RICHARDSON TELEPHONE (573) 635-7 1 66 BRIAN T. MCCARTNEY
GARY W. DUFFY FACSIMILE (573) 835-3847 BRIAN K, BOGARD
PAUL A, BOUDREAL E-MaiL: nurﬂ@nmmnmw.con DiaNA CT. FARR
SONDRA B, MORGAN JANET E. WHEELER

CHARLES E. SMARR

OF COUNSEL
RICHARD T. CIOTTONE

April 19, 2002

Mr. Dale Hardy Roberts
Secretary/Chief Regulatory Law Judge t
P. O. Box 360 ;

Jefferson City, MO 65102

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 telegphone 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 matenial directly from MGE. Pursuant to Mr. Schwarz’s
memo of February 13, 1997, 1 am sending a copy to Janet Hoerschgen.

i

Sincerely,

Gary W. Duffy :

cc w/enclosures Lua E’c/

Office of Public Counsel

Janet Hoerschgen
cc w/o enclosures

Lisa Kremer

Ron Crow

Rob Hack
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Activity Code Summary
March 2002

Average Percent of
Number Talk Time Acfivity-Code

Stats for month of March of Calls (seconds) Calls
1 Service Order Initiation 14,050 247 19.24%
2 Pay Agreements 18,319 207 25.08%
3 Account Activity Verification 19,908 171 27.26%
4 Payment Options 8,737 195 11.96%
5 ABC 3,753 201 5.14%
6 High Bill Concerns 2,880 183 3.94%
7 Energy Assistance 529 185 0.72%
8 Gas Leak/Emergency 318 208 0.44%
9 Typing Request 2,119 189 2.90%
10 MGE/SUG General Information 2,379 174 3.26%
11 Deposits 26 148 0.04%
12 Estimated Bills 5 314 0.01%
100.00%

Total Calls Coded 73,023

Average Talk Time (seconds) 201

Maximum Talk Time (seconds) 314

Total Calls Answered this Month 81,650
Percent Coded 89.4%
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Missouri Gas Energy
Customer Service Staff

March 2002
February February | Term/Resign March March
Full Time Part Time New Hires Fulf Time Part Time
Director 2 2
Manager 3 3
Supervisor 5 5
Advisor 3 3
Administrative Assistant 1 1
Analyst 1 1
Trainer 2 2
Quality Assurance 1 1
Switchboard 0 0
Credit Administrator 0 0
Contact Center 50 7 50 7
Training Class 0 0 0 0
Billing Services 15 2 15 2
Account Services 11 1 11 1
Seasonal Employees 0 0 0 0
PBO Main Street 5 5
PBO Joplin: 4 4
PBO Monett 2 2
PBO St. Joseph 3 3
TOTAL 108 10 0 108 10

L kS RRERBETR . T L e B S o e e o s i L < e S e



(cosunr-10, ANt} ZoozZ - ek (eosy mau 8 BuiuuiBag ‘310N

069 0 } 0 € 6 Ll ¢ 0kl /1S L-NVIA

S/ 0 ! 0 4 9 } 8 g LG :[830} uoiDay
4 0 0 0 0 0 0 0 0 4 HLHON ALID SYSNYM
0 OW 'Hd3sor LS
[ 0 0 0 0 0 0 0 0 4 OW ‘LINWWNS S.331
L9 0 b 0 |z 9 L 9 8 32 OW 'ALID SYSNWYM
0 OW "DHNASNIHUYM
0 OW 'FONIJANIJIaNI

Uone307

T e e ——————

NOIDIY ALID SYSNYM :3Y

Zl 0 0 0 0 0 0 0 0 )

! 0 0 0 0 0 0 0 D }

0 0 0 0 0 0 0 0 0 0 OW "L LINOW

) 0 0 0 0 0 0 0 0 ) OW_'NIdOr
uonesoT]

sypow z[ yiow ¢

felo) pueis |sypow +6 [suow glsuuow ; Tsyjuow g Syjuou G [syjuow ¢ |syuow ¢

NOIOIN NYIHLINOS 3y

CO-HONVIN
HO4 AMVININNS ¥313N a31VINILST

Doy el L Taes . ae oo




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
Meter Shop 0 24 274 0 6,245 6,245
NPSO 0 122 122 0 10,048 10,048
TOGS 0 143 143 10,193 10,193
Totals 0 562 662 0 55,738 55,738

Notes:

%a

100.0%

100.0%

100.0%

100.0%

100.0%
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