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Customer Contact Center Costs

1. What are the Customer Contact Center total annual costs, 2005 through 2007?

SoCalGas Response 1:

The following table shows the SoCalGas Customer Contact Center total annual costs, 2005 through 2007, in direct and nominal dollars.
	Year
	Labor
	Vacation & Sick
	Non-labor
	Other
(Vehicle Utilization)
	Total

	2005
	$29,676,315
	$4,653,172
	$5,002,567
	$9,215
	$39,341,269

	2006
	$31,012,478
	$5,352,245
	$2,950,762
	$5,760
	$39,321,245

	2007
	$31,196,258
	$5,749,160
	$2,612,681
	$5,404
	$39,563,503

	
	
	
	
	
	


Response prepared by:  Mark Serrano

2. What is the total annual call volume for the Customer Contact Center for 2005 through 2007?

SoCalGas Response 2:

The following table shows the annual call volume for the SoCalGas Customer Contact Center for 2005 through 2007.  The call volume, or “calls offered”, is comprised of customer service representative (CSR) calls, Interactive Voice Response (IVR) calls, and calls abandoned.
	Year
	CSR
	IVR
	Abandoned
	Total Calls Offered

	2005
	7,873,796
	2,181,296
	254,111
	10,309,203

	2006
	7,911,488
	2,169,322
	316,244
	10,397,054

	2007
	7,593,924
	2,030,442
	246,128
	9,870,494


Response prepared by:  Mark Serrano

3. What is the annual Customer Contact Center projected call volume increase through 2034?

SoCalGas Response 3:

The projected incremental call volume related to AMI deployment is shown in the following table.  SoCalGas did not project the total call volume increase through 2034.
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2012
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2014
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CSR Calls

14,676

18,803

19,074

19,100

13,768

IVR Calls

14,676

18,803

19,074

19,100

13,768

Total Calls

29,352

37,607

38,148

38,200

27,536

Incremental AMI Calls During Deployment


Refer to Workpapers for Chapter III SoCalGas AMI Deployment Plan, Costs, and Operational Benefits; Section II.E. Customer Contact Center; 1.b. CCC Cost_Full.

Response prepared by:  Mark Serrano

4. SCG Chapter III Workpapers “Financial Template_CCC_Full 6” states that there are 600 existing CSRs and 90 annual new trainees.

a. What has been the annual CSR attrition rate for 2005 through 2007?

b. What have the annual CSR staffing levels been 2005 through 2007?

c. For projected project life (through 2034) what are expected attrition rates and net staffing levels for CSRs?

SoCalGas Response 4:

a. The following table provides the SoCalGas annual CSR attrition rate for 2005 through 2007.

	Annual
	Annual CSR Attrition Rate

	2005
	18%

	2006
	14%

	2007
	17%


b. The SoCalGas annual CSR staffing levels for 2005 through 2007 are shown in the following table.


	SoCalGas
	Average Annual CSR FTE

	2005
	490

	2006
	493

	2007
	483


c. SoCalGas assumed the staffing levels in the CCC to remain constant during the project life.
Response prepared by:  Mark Serrano

5. SCG Testimony,( Ch III-13, lines 8-9) seems to indicate CSR training costs of $0.125 million for the deployment period, 2010 to 2015, or $25,000 annually.  Please indicate how these funds are to be used and how the estimate was arrived at. 

SoCalGas Response 5:

The estimated $0.125 million in direct costs represents total direct incremental Customer Contact Center costs during the deployment period.  

Total $0.125 million direct costs during the deployment period include:

$0.023 million for CSR training costs;
$0.079 million for CSR labor re-directing AMI calls to installation support team;
$0.013 million for labor modifying the IVR system; 

$0.010 million for telephone expense related to AMI calls.

The $0.023 million for CSR training costs was based on one hour of training on AMI rollout procedures for each of the approximately 600 existing CSRs during the first year of deployment, and one hour of training for each of the approximately 90 new CSRs annually (due to attrition) during the deployment period 2010 to 2015.
The $0.079 million for CSR labor was calculated based on the estimated incremental AMI calls (3% of AMI meters to be installed, of which 50%, or 1.5% of AMI calls will be handled by CSRs), multiplied by the estimated average handle time of each AMI call (to re-direct the AMI call to the installation support team), and then multiplied by the average CSR labor rate.
The $0.013 million labor for modifying the IVR system was based on a one-time three-month labor from a member of the technology team of the Customer Contact Center (CCC) to modify the IVR system to handle 50% of the incremental AMI calls.
The $0.010 million for telephone cost was calculated based on the estimated incremental AMI calls (3% of AMI meters to be installed), multiplied by the average handled time of each AMI call, and then multiplied by the estimated average telephone rate.

Please refer to Workpapers for Chapter III SoCalGas AMI Deployment Plan, Costs, and Operational Benefits, Section II.E. Customer Contact Center (CCC).
Response prepared by:  Mark Serrano
6. SCG Testimony, (Ch III-12, lines 23-25) states that half of the customer calls regarding AMI will be handled by interactive voice response (IVR).

a. Fully describe IVR.  Is it a recorded response system?

b. State how the other 50% of AMI calls will be handled. 

SoCalGas Response 6:

a. IVR or Interactive Voice Response is the front-end menu offered to customers contacting SoCalGas’ Customer Contact Center.  The IVR greets customers; allows customers to select from a menu of services to facilitate the efficient routing of calls to appropriate agents; and, enables customers to complete a variety of self-service transactions.  Misdirected AMI customer contacts, those not directed to the AMI installation support team, will have the option to self serve or speak with a CSR by selecting the appropriate IVR menu option.  For customers opting to self serve, the IVR will be programmed to provide AMI contact information.

b. For the 50% of misdirected customer contacts opting not to self serve via the IVR menu option for AMI installation related contact information, they’ll be able to get the same contact information via SoCalGas CSRs. 

Response prepared by:  Mark Serrano

