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Ww s Responded to Changing
Cu mer Profiles and Regional Needs

Shifting Customer Base from
Textile Industry to Insurance
and Financial Services and
local Military Base growth

Water Wor -

. Regional Water

and Wastewater

Service Provider

* 68,000 Accounts
« 200,000 Population
* Fort Benning Contract

(50 years) '




CWW Has a History of Benchmarking
and Use of Measures

QualServe Self-Assessment and Peer Review
Competitiveness Assessments

QualServe Benchmarking — Performance
Indicators

Several AwwaRF/WERF Projects with Process
Benchmarking (Energy, IT, Customer Service)

National Biosolids EMS
Partnership for Safe Water

Performance Measures (Company Benchmarks)
with Previous Strategic Plans

Competing for Georgia Oglethorpe Award (Macolm
Baldrige criteria)




| CWw Faes Challenges Similar to Most Utilities
Today — Our Approach Was Strategic Planning

Rising Costs
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Al Strategic Planning
Process
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Strategic Planning Process Incorporated
Previous and On-Going Planning Efforts

) \

Previous On-Going Future
MERES MERE MERE

* 5 year CIP * BioSolids (EMS) * Annual Plan update

* 1999 Strategic Plan * Asset Management - [SO

» Facility Master Plan  « IT Master Plan * Oglethorpe Award

» Security Plan » Succession Plan » Effective Utility Mgmt.




CWW FoIIowed Scan, Plan, Do Process to Define

and Implement New Strategles
(From AwwaRF Project: “Strategic Planning for Water Utilities”)

LEADERSHIP ROLE & ALIGNMENT

—

DESIGN
APPROACH

-

INVOLVEMENT PROCESSES
COMMUNICATION PROCESSES
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cCWww Inolvd Internal Teams and
External Stakeholders and Customers in
the Scanning and Planning

* Strategic Planning Team (Senior Mgmt and New Leaders)
 Key Stakeholder Interviews
(Community Leaders, Local Government and Regulators)

* Customer Focus Groups
— Key Commercial & Industrial
— Developers
— Residential Customers
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The Strategic
Plan Was
Developed in
2004 and
Updated

in 2007

Infrastructyre N\
eriormance




Strategy Implementation Is Led by Cross-Functional

Teams Under a Division with Leaders and Members
From CWW Functional Units “

Board of Water
Commissioners

President

7 Division of Customer, N7 Division S~ Division of
. _Employee and JY( ofOperationsand I~ Anq Master Plan
\._Financial Services gl Technical Services Implementation

Functional ) (4 Functional w7 ,Cuggﬁﬁgglﬁsﬂ
Units Units 4 / *Regional Economics \
' *Information Technology '
*Infrastructure Performance 4
*Sustainable Workforce
inancial Stabilit
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CWW Adopted a Measurement Framework Tied to
Strategic and Operational Performance Management

L4
,s?: Vision
0}{" Mission
Values

Strategles Goals,
Objectlves

Tactics, Actions, T|meI|nes'
Roles and Respon3|b|I|t|es

Operational Plans & Budgets

S

DATA
Feedback on Performance




' Each Strategy Team Developed and
Carried Out a Company-Wide Strategy
Driven by Measurements

Tactics &
Actions

Strategy

_ Objectives |

|

Measures | IEES

Goals

* Company-Wide Measures (CWW Benchmarks)

« Strategy Team Measures (Progress on Tactics)




trategy Teams Track Measures and Adjust
Implementation by On-Going Review

STRATEGY #1: ENHANCE CUSTOMER SATISFACTION Priority | Start Time States Summary Estimated Effort to Accomplizh Comments

version18 08 Tacticz or Complete Tactics Uaderway

Use effective customer service relationships and approaches |[-Low Date What Who Tazkz and Resource Whe Feam Members: Linds Sanders-Team
to achieve Best in Class - Medium Activities [define | (daysidellarz) leader Nilliam Kent- Co-Foam

- High 3z needed for

s Leader, Sonje Hardimon, Sl Adams,
cach tactic)

Sam Sears, , Lynn Lot

Goal f- Respone (G cUSICmer requests at the point of Fully Partly Future Date = ot
contact Underway Underway | (Font Will Be Red) h ; d
1 Objective 1: Respond to and resolve routine customer Complete SR TRt
Lite @ o previous report
requests within established service standards

Meazare 1: Target 1: Comments
9
3 Cuztomer work order requests completed within establizhed zervice 90% of cuztomer requezts completed Tracking routine service request for top 10 most frequent request haz been tracked for two monthz. A spreadshect of cach zervice
standards within ¢established standard time order type and percentage haz been documented. Team haz been unable to receive 4 of the 10 types of service request from

Maximo due to vacancy of Maximo expert. Revamping remaining service orders to continue to monitor rezponse time . Alzo, We
will be monitoring Meter Leak request in addition to the exizting zervice request. Rezponses from Door Hangers referred to
rezponse time on meter leakz, We will be tracking in order to determine what iz acceptable and the expectations and commitment
for thiz type of service request,

4 Meazare 2: Target 2: Commeats
5 Yoice Link and Yoice Mail Callz returned within established service 100% of mezzages returned within next | Team members will alzo review number of callz returned for both Voice Link and Yoice Mail in addition to percentages to
standardsz buzinezz day determine if any adjusting on target iz necded.
[ Meazure 3: Target 3: Comments
7 Cuztomer Experience with CWW Telephone Syztem Cuztomer Wait time in Queue < 2minutez. [ Thiz meazuring of the abandened callz and wait time in Queue iz being meazured,
Abandeoned callz <10%
8
9 Tactic 1: Define each type of routine customer work order request High | Target Date: Sam,Linds,Sonja Definition of Routine Work Order Request defined. are!
received within Cw'w 131105 Connect, Dizconnect, Final Read, Rereads, Water Taps,
(Reached WWater Stub outz SewerStoppage, Sewer Tap,Meter
Target Leskz, Plan Reviews, Theze work orders are prioritized
by frequency and are in dezcending order.
Date) 2 X
£ This tactic completed )
10 Tactic 2: Capture data on volume of routine work order customer High | Target Date: Created zpreadzheet for 10 most frequent customer
requests [ by type) 13105 request bazed on 12 months of data received from dept.
{ This tactic completed)
1 Tactic 3: Identify and document service standards and performance High | Target Date: LindalSam Review of tracking meter service orders within meter
razults for routine customer service requast, W30S service dept haz been addressed and 3 more concize
process for response time and tracking was implemented
April 2006,  fT#is tactic completed]
12 Tactic 4: Develop customer service standards for C\WW bazed on High | Target Dote: LindalSam Gathering data from other utilities and rezearching for
benchmarking other utilities recognized a2 industry service leaders, W30S industry ctandard for rezponze time for the 10 work
requast above, T of 10 companias have responded with
rezponse time. { THis tactic completed}
12 Tactic 5: Evaluate waye to improve tracking of abandoned alle and wait | High | Target Data: Linda/Sonja Abandoned callz and wait time haz boen reviewed by
time. 13106 monitoring phone reports ereated on ACCESS, Pesk
colle ware reviewad to cuggest changing # of CSR's on
phene, lunch houre, Voice Link( answering sarvice) used
to angwer overflow calle, Team reviewed phona eystem
with CISCO. Pragant sustem can track abandoned ealle




. CWw argets “Top Quartile” Benchmark |
from QualServe Performance Indicators

CWW Results as % of Qualserve Performance Indicators

/  Bottom °
/  Quartile |
Top Quartile |/ 249, )

58% ‘

Medium |, "

1y
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_ CWW Uses Company-Wide Benchmarks ‘
as Basis for Bonus to All Employees

CWW Company Strategic Benchmark Results

V’Benchmarks |
~ Not Met
22%

Benchmarks
Met
76%

CWW Met or Exceeded 22 Out of 29 Company-Wide
Strategic Benchmarks for 2006-2007 Fiscal Year




ol _FExample Strategy
. and Results:
nhance Customer

Satisfaction




Exampl Strategy and Results Shows
How Measurement Drives Continuous

Improvement W Develops

Strategy Team Strategic Plan:

Adjusts Tactics & + Strategy Goals/
Refines / _ Objectives,

Measures/Target

Tactics/Actions

* Initial Measures &
Targets

Strategy Team
Measures and
Analyzes Results




W Strategy Framework Shows Goals,
Objectives and Measures/Targets

* Strategy #. Name
» Strategy Statement:

* Goal:
— Objective
» Measure/Target
» Measure/Target...
» Tactic (Who, When)
* Tactic...

* Goal:
— Objective
* Measure/Target
* Tactic (Who, When)...




Example Strategy #1 Statement and
Goals: “Enhance Customer Satisfaction”

Strategy Statement: Use effective customer
service relationships and approaches to achieve
best-in-class

Goal 1: Respond to customer requests at the point of
contact

Goal 2: Understand customer and stakeholder
perceptions and expectations

Goal 3: Community understands CWW mission




| Strategy #1 Implementation Shows
Tactics to Meet Goals and Objectives

Goal 1: Respond to customer requests at the point of
contact

Objective 4: Enhance and strive for maximum
utilization of technology based customer service

capabilities

Tactics (Examples):
— Evaluate current technology
— Evaluate IVR, Telephone System
— Evaluate CIS, Website, Payment Process
— Advertise available technology to customers




Strategy #1 Measure Shows Improved
Technology- Based Customer Service

Target: To Achieve or Exceed 27% of Customer Payments Electronically
Web, IVR and Electronic Fund Transaction per Fiscal Year

35
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30 i VR
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' Additional Strategy #1 Implementation Shows
Best-in-Class Practices (Tactics)

Goal 2: Understand customer and stakeholder
perceptions and expectations

Objective 1: Regularly collect, analyze and act on
customer and stakeholder feedback

Tactics (Examples):

— Continuous monthly surveys of customer
satisfaction

— Annual stakeholder interviews
— Focus groups with selected customer profiles




Strategy #1 Benchmark Measure Shows
Customer Satisfaction Exceeding Target Level

Y

Target: The Average for the Fiscal Year will Meet or Exceed the
Customer Satisfaction Target of 785 for all Customers

@ All Customer Results
== Target
== Margin of Error
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gl _Conclusion: CWW
Shows Successful
"Practices to

Maintain Effective
Utility Management




- -
CWW Demonstrates Measurement Drives
Continuous Improvement

-
."

» Strategic Planning Process (Scan, Plan,
Do) Sets the Direction

» Team-Based Organization Drives Each
Strategy’s Implementation

— * Best Practices Are Employed By Teams
= Through Tactics and Actions

| « Measures Are Tracked and Adjustments
Made to Achieve Strategy Targets

: » Updating of Strategic Plan Results in
| Continuous Improvement
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