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Who Are Our Customers?
• Rate Class Focus
• Service Focus
• Special Customer Focus

Customer Count Residential
359,033

Small Comm
32,381

Medium Comm
2,930

Large Comm
153

Miscellaneous
1,145
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What Our Customers Want

…environmentally responsible, safe, 
low cost and reliable power

From SCL Mission Statement

http://www.google.com/imgres?imgurl=http://gizmodo.com/assets/resources/2008/03/smart-switch_69.jpg&imgrefurl=http://gizmodo.com/373967/light-switch-electrocutes-you-greener&h=338&w=550&sz=86&tbnid=8acN8F7A_LlfLM:&tbnh=82&tbnw=133&prev=/images%3Fq%3Dpicture%2Bof%2Blight%2Bswitch&zoom=1&hl=en&usg=__sErD-B0kftUXTgAZwfPxCnv2tJg=&sa=X&ei=hoR2TPOaO4LUtQP4wMmgDQ&ved=0CA8Q9QEwAA
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Customer Service Channels

• Account Executive Office
• Account Services / Credit & Collections
• Electric Service Reps / Engineers
• Large Project Management
• Operations / Field Crews
• Communications and Public Affairs
• Web-site
• Other City Departments

http://www.google.com/imgres?imgurl=http://gizmodo.com/assets/resources/2008/03/smart-switch_69.jpg&imgrefurl=http://gizmodo.com/373967/light-switch-electrocutes-you-greener&h=338&w=550&sz=86&tbnid=8acN8F7A_LlfLM:&tbnh=82&tbnw=133&prev=/images%3Fq%3Dpicture%2Bof%2Blight%2Bswitch&zoom=1&hl=en&usg=__sErD-B0kftUXTgAZwfPxCnv2tJg=&sa=X&ei=hoR2TPOaO4LUtQP4wMmgDQ&ved=0CA8Q9QEwAA
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How We Gather Customer 
Requirements / Feedback

• General Feedback
• Direct Customer Solicitations
• Customer Focus Groups
• Satisfaction Surveys
• Programs and Services
• Hearing Officer
• Mayor’s Public

Engagement Initiative

http://www.google.com/imgres?imgurl=http://gizmodo.com/assets/resources/2008/03/smart-switch_69.jpg&imgrefurl=http://gizmodo.com/373967/light-switch-electrocutes-you-greener&h=338&w=550&sz=86&tbnid=8acN8F7A_LlfLM:&tbnh=82&tbnw=133&prev=/images%3Fq%3Dpicture%2Bof%2Blight%2Bswitch&zoom=1&hl=en&usg=__sErD-B0kftUXTgAZwfPxCnv2tJg=&sa=X&ei=hoR2TPOaO4LUtQP4wMmgDQ&ved=0CA8Q9QEwAA
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• Personalized Problem Solving

• JD Power Action Plan

How We Respond to
 Customer Feedback

http://www.google.com/imgres?imgurl=http://gizmodo.com/assets/resources/2008/03/smart-switch_69.jpg&imgrefurl=http://gizmodo.com/373967/light-switch-electrocutes-you-greener&h=338&w=550&sz=86&tbnid=8acN8F7A_LlfLM:&tbnh=82&tbnw=133&prev=/images%3Fq%3Dpicture%2Bof%2Blight%2Bswitch&zoom=1&hl=en&usg=__sErD-B0kftUXTgAZwfPxCnv2tJg=&sa=X&ei=hoR2TPOaO4LUtQP4wMmgDQ&ved=0CA8Q9QEwAA
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Future Customer Planning

• Customer Relationship 
Management System

• Long Range Customer Service 
Plan 

http://www.google.com/imgres?imgurl=http://gizmodo.com/assets/resources/2008/03/smart-switch_69.jpg&imgrefurl=http://gizmodo.com/373967/light-switch-electrocutes-you-greener&h=338&w=550&sz=86&tbnid=8acN8F7A_LlfLM:&tbnh=82&tbnw=133&prev=/images%3Fq%3Dpicture%2Bof%2Blight%2Bswitch&zoom=1&hl=en&usg=__sErD-B0kftUXTgAZwfPxCnv2tJg=&sa=X&ei=hoR2TPOaO4LUtQP4wMmgDQ&ved=0CA8Q9QEwAA
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Q & A
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