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OF COUNSEL
RICHARD T. CIOTTONE

May 20, 2002

Mr. Dale Hardy Roberts
Secretary/Chief Regulatory Law Judge
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 April 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, T am sending a copy to Janet Hoerschgen.

Sincerely,

Gary W. Dufty

cc w/enclosures

Office of Public Counsel

Janet Hoerschgen
cc w/o enclosures

Lisa Kremer

Ron Crow

Rob Hack



Missouri Gas Energy
Customer Service Staff
April 2002

March March Term/Resign April April
Full Time Part Time New Hires Full 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 Moneit 2 2
PBO St. Joseph 3 3
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Activity Code Summary

April 2002

Stats for month of April

o~ WN -

Service Order initiation

Pay Agreements

Account Activity Verification
Payment Options

ABC

High Bill Concemns

Energy Assistance

Gas Leak/Emergency
Typing Request

MGE/SUG General Information
Deposits

Estimated Bills

Total Calis 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
14,722 245 19.90%
19,883 203 26.87%
20,860 176 28.20%
7.217 196 9.75%
2,714 200 3.67%
2,937 179 3.97%
456 188 0.62%
639 228 0.86%
1,396 188 1.89%
3,120 176 4.22%
31 182 . 0.04%
9 245 0.01%
100.00%
73,984
201
245
85,913
86.1%




ONLINE STATUS REPORT

April 2002
Beginning Number Number Ending YTD YTD
Balance Received Completed Balance Received Completed %
On-Line 0 29,447 28,447 0 195 195 100.0%
Meter Shop 0 6,412 6,374 38 167 129 77.2%
NI.°SO 0 11,831 11,831 0 1,783 1,783 100.0%
TOGS 0 10,260 10,260 0 67 67 100.0%
Totals 0 57,950 57,912 38 2,212 2,174 98.3%

Notes:
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