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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  II-R1 
 
Recommendation Statement: Fully staff Residential and Business Customer Service 
     Centers to meet and sustain service level goals 
 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: Cheryl Bruner 
 
 
II. RECOMMENDATION STATUS 
 
    X  COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
      ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
 
 
III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1. 
 
Complete construction of new call center in Morganfield, 
Kentucky. 

01/2011 Completed 
10/2011 

2. 
 
Recruit and hire Residential Service Center employees 
for Morganfield, Ky facility. 

01/2011 Completed 
02/2012 

3. 
 
Add employee agents in Residential Service Center and 
Business Service Center locations. 

01/2011 Completed 
02/2012 
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IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1: Complete construction of new call center in Morganfield, Kentucky. 
 

Employees moved into the new Morganfield call center on October 31, 2011.     
The News Transmission article below was published to all employees on 
November 22, 2011. 
 

NEWS TRANSMISSION 
New Morganfield facility opens its doors to customers  

 

 
The move to the new Morganfield facility continued over the weekend, 
with Business Office employees meeting their first customers at the new 
building yesterday.  
In addition to the five business office reps, 35 customer contact center 
employees and one employee from Economic Development have settled in 
to their new facility. Distribution Operations employees will relocate to 
their new digs before the end of the year.  
“The completion of the building has taken us just under a year, a 
relatively quick process for a project of this scope,” said Chris Hermann, 
Senior Vice President of Energy Delivery. “This will be a positive 
experience not only for our customers, but for our employees as well, as 
they settle in to the space where everything is bright and new.”  
An employee open house will be held at the new facility on Dec. 15. A 
formal ribbon-cutting ceremony with community leaders will be held in 
January. 
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The following is an excerpt from a News Transmission article that was published 
company-wide on January 12, 2012. 
 

NEWS TRANSMISSION 
New Morganfield facility officially opens today  
 
Representatives from LG&E and KU, along with state and local leaders, 
will gather today for a ribbon-cutting ceremony to officially open the 
company’s new, consolidated business and operations center at 
Morganfield.  
  
The 23,000-square-foot facility will house about 75 employees.  The 
largest portion of those employees are in a new customer contact center 
that currently employs 34 and will employ up to 54 by the end of the first 
quarter 2012.  The facility also consolidates Morganfield’s customer 
service business office representatives, western Kentucky economic 
development representative, line technicians, meter readers and field 
service personnel all under one roof.  For customers, the facility also 
features ample parking, a walk-in center and a customer drive-up 
window.  A storage facility for parts and equipment also is on the 
grounds.   
  
The contact center is already fielding calls from across LG&E and KU’s 
94-county service territory, becoming the company’s fourth call center in 
Kentucky.   
  
“Morganfield is an excellent site to expand our operations,” said Chris 
Hermann, senior vice president of Energy Delivery.  “We already had a 
presence in the community and existing facilities here.  The central 
location makes this a prime location for another storm-management hub.  
And as KU celebrates its 100th birthday later this year, this is a great 
place to kick off our second century of service to the state.” 
  
“The new facility enhances our field operations and customer service 
capabilities,” said John P. Malloy, vice president of Energy Delivery - 
Retail Business.  “The addition of Morganfield to customer contact 
centers in Louisville, Lexington and Pineville ensures customers will 
continue to receive the excellent service to which they are accustomed.”   
  
The new center will primarily serve customers in northwest Kentucky, in 
an area north of the Western Kentucky Parkway and west of the Pennyrile 
Parkway. 
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Initiative 2: Recruit and hire Residential Service Center employees for Morganfield, Ky 
facility. 

 
 Management has hired Residential Service Center (RSC) customer service agents 

for Morganfield.  The Company has 51 customer service agents in Morganfield as 
of February 20, 2012 (an employee list is shown on next page).   The excerpts 
below appeared in the PPL Dimensions Magazine for first quarter 2012. 

 
 All of the new employees who were hired for the contact center live in and 

around Morganfield. Company representatives hosted three job fairs in 
February 2011, and more than 200 potential applicants attended. A team 
that included HR and retail management reviewed more than 1,500 
applications and screened applicants to fill 48 positions to date with plans 
to bring on an additional 10 employees in February. 

 
"We were thrilled with the overwhelming response we had to the new 
contact center positions," said Paul Weis, senior HR generalist. "These 
positions require people with demonstrated customer service, problem-
solving and decision-making experience. We used technical and 
personality assessments to identify and screen for applicants with the 
skills, behaviors and motivators to ensure the right fit." 

 
A number of the newly hired employees had previous call center 
experience. When a local call center closed in July 2011, a number of 
those employees were able to bring their customer service experience and 
focus to the new positions at LG&E and KU. 
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The list below shows the employee ID number and hire date for each of the 51 
Morganfield customer service agents.  This report was generated by PeopleSoft, 
the Company’s HR Information System. 
 

  
 
 
 
 
 

# Hired Employee ID # Job Tit le Locat ion Descr Start  Date Full/Part Reg/Temp Dept Unit
1 00000026765 Customer Care Rep I Morganfield Office 5/2/2011 Full-Time Regular Residential Service RTAIL
2 00000026764 Customer Care Rep I Morganfield Office 5/2/2011 Full-Time Regular Residential Service RTAIL
3 00000026779 Customer Care Rep I Morganfield Office 5/2/2011 Full-Time Regular Residential Service RTAIL
4 00000026767 Customer Care Rep I Morganfield Office 5/2/2011 Full-Time Regular Residential Service RTAIL
5 00000026768 Customer Care Rep I Morganfield Office 5/2/2011 Full-Time Regular Residential Service RTAIL
6 00000026780 Customer Care Rep I Morganfield Office 5/2/2011 Full-Time Regular Residential Service RTAIL
7 00000026769 Customer Care Rep I Morganfield Office 5/2/2011 Full-Time Regular Residential Service RTAIL
8 00000026770 Customer Care Rep I Morganfield Office 5/2/2011 Full-Time Regular Residential Service RTAIL
9 00000026771 Customer Care Rep I Morganfield Office 5/2/2011 Full-Time Regular Residential Service RTAIL

10 00000026797 Customer Care Rep I Morganfield Office 6/13/2011 Full-Time Regular Residential Service RTAIL
11 00000026798 Customer Care Rep I Morganfield Office 6/13/2011 Full-Time Regular Residential Service RTAIL
12 00000026804 Customer Care Rep I Morganfield Office 6/13/2011 Full-Time Regular Residential Service RTAIL
13 00000026799 Customer Care Rep I Morganfield Office 6/13/2011 Full-Time Regular Residential Service RTAIL
14 00000026805 Customer Care Rep I Morganfield Office 6/13/2011 Full-Time Regular Residential Service RTAIL
15 00000026801 Customer Care Rep I Morganfield Office 6/13/2011 Full-Time Regular Residential Service RTAIL
16 00000026802 Customer Care Rep I Morganfield Office 6/13/2011 Full-Time Regular Residential Service RTAIL
17 00000026803 Customer Care Rep I Morganfield Office 6/13/2011 Full-Time Regular Residential Service RTAIL
18 00000026874 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
19 00000026875 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
20 00000026876 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
21 00000026877 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
22 00000026878 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
23 00000026879 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
24 00000026880 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
25 00000026881 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
26 00000026882 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
27 00000026883 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
28 00000026884 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
29 00000026885 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
30 00000026886 Customer Care Rep I Morganfield Office 10/17/2011 Full-Time Regular Residential Service RTAIL
31 00000026972 Customer Care Rep I Morganfield Office 1/16/2012 Full-Time Regular Residential Service RTAIL
32 00000026968 Customer Care Rep I Morganfield Office 1/16/2012 Full-Time Regular Residential Service RTAIL
33 00000026966 Customer Care Rep I Morganfield Office 1/16/2012 Full-Time Regular Residential Service RTAIL
34 00000026973 Customer Care Rep I Morganfield Office 1/16/2012 Full-Time Regular Residential Service RTAIL
35 00000026965 Customer Care Rep I Morganfield Office 1/16/2012 Full-Time Regular Residential Service RTAIL
36 00000026980 Customer Care Rep I Morganfield Office 1/16/2012 Full-Time Regular Residential Service RTAIL
37 00000026963 Customer Care Rep I Morganfield Office 1/16/2012 Full-Time Regular Residential Service RTAIL
38 00000026979 Customer Care Rep I Morganfield Office 1/16/2012 Full-Time Regular Residential Service RTAIL
39 00000026964 Customer Care Rep I Morganfield Office 1/16/2012 Full-Time Regular Residential Service RTAIL
40 00000026967 Customer Care Rep I Morganfield Office 1/16/2012 Full-Time Regular Residential Service RTAIL
41 00000026985 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
42 00000027001 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
43 00000026999 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
44 00000026978 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
45 00000026998 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
46 00000026969 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
47 00000026974 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
48 00000026976 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
49 00000026975 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
50 00000027000 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
51 00000026977 Customer Care Rep I Morganfield Office 2/13/2012 Full-Time Regular Residential Service RTAIL
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Initiative 3: Add employee agents in Residential Service Center and Business Service Center 
locations. 

  
 Management added 25% more RSC customer service agents between June 2011 

and February 20, 2012.  The Company added 59% more Business Service Center 
(BSC) customer service agents during the same time period.  

 

  
 
The additional employee agents contributed to the steadily improving Service 
Level in both the RSC and BSC.  Excerpts from the December 2011 Retail 
Operating Report reflect the improvement. 
 
The full Retail Operating Report contains confidential information which is not 
available to the general public. Given the nature of the information, LG&E and 
KU will provide the information for visual inspection at the Companies’ offices. 
  
 

Residential Service Center
Customer 

Service Agents

Customer 
Service Agent 
Contractors

Total Customer 
Service Agents

% Increase from 
June 2011

Jun-11 98 32 130 N/A
Dec-11 123 27 150 15%
Feb-12* 141 22 163 25%

Business Service Center
Customer 

Service Agents

Customer 
Service Agent 
Contractors

Total Customer 
Service Agents

% Increase from 
June 2011

Jun-11 11 6 17 N/A
Dec-11 15 7 22 29%
Feb-12* 25 2 27 59%

* As of February 20, 2012
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V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response and proposed implementation steps met the intention 
of Liberty Consulting’s recommendation. 
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VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 

LG&E/KU considers this action plan complete and requests that it be closed.   
 

VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 
  Raising the number of customer service agents in the Companies’ call centers will 

increase labor and associated costs.  Approximately $3.5 million annually was 
added for the expense of additional customer service agents including moving to 
the direct hire method.  However, raising the number of customer service agents 
(given static call volume) is expected to decrease expenses associated with long 
distance charges while customers are waiting in the call queue and decrease costs 
associated with overflow calls to the Companies’ third party vendor.  The capital 
cost to construct the Morganfield Call Center was approximately $5.3 million.  
Annual operating cost for maintaining the facility is projected to be approximately 
$245,000. 

   
 B. Benefit Analysis 
 

The increase in customer service agents should reduce long distance charges, 
reduce overflow call charges, reduce call volume (repeat calls/abandoned calls), 
reduce customer complaints and increase customer satisfaction.  

  
 C. Cost/Benefit Summary 
 

Category One Time Annual Recurring 
Cost: 

 
 
 

• Morganfield Call Center 
construction costs ($5.3 million) 

• Recruitment, hiring, and training 
costs to staff center ($15,000) 

• Morganfield Call Center facility 
operational costs  ($245,000) 

• Increased call center headcount ($3.5 
million) 

Benefit • N/A • Reduction in long distance charges 
and call overflow charges/fees   

• Reduced call volume (repeat 
calls/abandons) 

• Reduced customer complaints / 
increased customer satisfaction 

  
 D. Other Costs or Benefits 

 
None identified. 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  II-R2 
 
Recommendation Statement: Equip the Resource Planning and Management group to be 

able to manage RSC and BSC call centers by service level 
in real-time. 

 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: Cheryl Bruner 
 
 
II. RECOMMENDATION STATUS 
 
      COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
    X  ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1. 
 
Fill Call Center Analyst position Underway Completed 

01/2012 
2. 

 
Provide training to Analyst and RPM staff 11/2011 06/2012 

3. 
 
Further define roles, processes, and communications to 
support forecasting, scheduling and intra-day 
adjustments to maintain service levels 

06/2011 06/2012 

4. 
 
Incorporate service level accountability in Energy 
Delivery Management Performance Management 
Process 

06/2011 Completed 
06/2011 

5. 
 
Evaluate / upgrade call center software to allow for 
balancing between virtual call centers and to support 
queue-level forecasting / schedule / service level 
management 

06/2011 12/2012 

 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1: Fill Call Center Analyst position 
 

The Call Center Analyst position was hired on January 2, 2012.  Below is a screen 
shot from the Company’s HR Information System evidencing the hire date of the 
Analyst. 
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Initiative 2: Provide training to Analyst and Resource Planning & Management (RPM) staff 
  

The Call Center Analyst attended two separate week long seminars.   Those 
seminars were entitled: Administration: Workforce Management System 
Management Essentials and Workforce Management Advanced Forecasting, 
Scheduling and Tracking.  RPM staff attended a seminar entitled: Workforce 
Management Certification.    
 
The tables below identify completed and planned training sessions. 
 

 
 
 

Initiative 3: Further define roles, processes, and communications to support forecasting, 
scheduling and intra-day adjustments to maintain service levels 

 
 Management is working to define roles, processes and communications to 

maintain service levels through effective call center management. 
 
Initiative 4: Incorporate service level accountability in Energy Delivery Management 

Performance Management Process 
 
 Service level accountability has been included in the Performance Management 

Process objectives for the following employees: 
• Director, Customer Service and Marketing 
• Manager, Residential Service Center 
• Manager, Business Service Center 
• Operations Managers in Residential Service Center 

 
On the next page is a screen shot showing that Service Level is incorporated into 
the objective pertaining to Operational Performance/Customer Experience. 

Completed
Training Title Company Days Dates Location Attendee 
Administration: Workforce Management System 
Management Essentials Aspect 5 11/14/2011 - 11/18/2011 Nashville (Brentwood), TN Analyst
Workforce Management Advanced Forecasting Aspect 3 12/5/2011 - 12/7/2011 Nashville (Brentwood), TN Analyst
Workforce Management Advanced Scheduling 
and Tracking Aspect 2 12/8/2011 - 12/9/2011 Nashville (Brentwood), TN Analyst
Workforce Management Certification Benchmark Portal 2 2/23/2012 - 2/24/2012 Indianapolis, IN RPM

SWPP Conference (Workforce Management)

Society of Workforce 
Planning Professionals 
(SWPP) 3 3/7/2012 - 3/9/2012 Nashville (Opryland Hotel), TN Analyst and RPM

Planned
Training Title Company Days Dates Location Attendee 
Call  Management System (CMS) Training - 
Overview of Reports Avaya 0.5 3/21/2012 Louisville, KY All Call Center Support Staff
CMS Training - Report Configuration Avaya 1.5 3/21/2012 - 3/22/2012 Louisville, KY Analyst and RPM
Workforce Management Configuration Aspect 3 3/26/2012 - 3/28/2012 Nashville (Brentwood), TN Analyst and RPM
Introduction to Business Analysis Learning Tree 3 4/18/2012 - 4/20/2012 Washington, DC (Reston, VA) RPM
Critical Thinking and Creative Problem Solving Learning Tree 3 5/23/2012 - 5/25/2012 Washington, DC (Rockville, MD) RPM
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Initiative 5: Evaluate / upgrade call center software to allow for balancing between virtual 

call centers and to support queue-level forecasting / schedule / service level 
management 

  
Management is evaluating call center software that balances virtual calls centers 
and supports service level management.   

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response and proposed implementation steps met the intention 
of Liberty Consulting’s recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 
Initiative 2: Provide training to Analyst and RPM staff 
 

Management has identified other additional seminars in the coming months in 
which the Analyst or other members of the RPM staff will participate.  The status 
will be reported during the next progress report period. 

 
Initiative 3: Further define roles, processes, and communications to support forecasting, 

scheduling and intra-day adjustments to maintain service levels 
 

Management is working to define roles and responsibilities.   The status will be 
reported during the next progress report period. 
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Initiative 5: Evaluate / upgrade call center software to allow for balancing between virtual 
call centers and to support queue-level forecasting / schedule / service level  
management 

 
Management is evaluating call center software that balances virtual calls centers 
and supports service level management.   The status will be reported during the 
next progress report period. 

 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

Filling the Analyst position has annual recurring cost of approximately $120,000, 
inclusive of salary, benefits and other overhead costs.  Providing training to the 
Analyst and other RPM staff is estimated at $20,000 annually. 

   
 B. Benefit Analysis 
 

Increased optimization through efficient scheduling of agents should result in 
increased customer satisfaction with the contact experience. 

 
 C. Cost/Benefit Summary 

 
To be completed once the recommendation is marked as completed. 

 
Category One Time Annual Recurring 

Cost 
 

  

Benefit   

 
 D. Other Costs or Benefits 
 

To be completed once the recommendation is marked as completed. 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  II-R3 
 
Recommendation Statement: Institute a process with associated accountability to track 

telecom network activity and review busy studies on a 
regular basis to monitor telecom capacity. 

 
Implementation Priority:  Medium  
 
LG&E Person Responsible:  Cheryl Bruner 
 
 
II. RECOMMENDATION STATUS 
 
      COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
    X  ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1.  
 

Produce monthly reports for all trunks.  10/2011 Completed 
02/2012 

2.  Request routine reports from Telecom vendors on traffic 
information for local and long distance services.  IT 
Network Infrastructure to review and track reports 
monthly.  

10/2011 
 

07/2012 

3.  Develop process to review trunk utilization reports and 
information from telecom carriers after storm situations 
to better understand impact of storms on internal and 
external telecom networks and take corrective action as 
needed.  

01/2012 07/2012 

4.  Develop processes with telecom partners to leverage 
their available carrier tools/services to route calls to third 
party providers during major unplanned events.  

01/2012 Completed 
02/2012 

5.  Review accumulated monthly trunk and traffic reports 
annually.  Evaluate costs associated with any needed 
capacity improvements and incorporate into the next 
budget cycle. 

01/2012 01/2013 

6.  Investigate methods (tools, services, models) to more 
accurately predict high volume conditions and their 
impact on the telecom network.  

01/2012 07/2012 

7.  Evaluate “Virtual Hold” capability in next generation 
contact center architecture solution.  

01/2012 Completed 
02/2012 

 
 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1: Produce monthly reports for all trunks. 
 

Management has made system software changes necessary to utilize the Avaya 
Contact Management System (CMS) system to produce monthly reports for the 
Contact Center trunks.   These CMS reports will be run monthly.   Management 
will review each month and address any anomalies with the telecom providers.   
See Chapter II-R3 - Attachment 1 for a copy of the monthly report. 
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Initiative 2:  Request routine reports from Telecom vendors on traffic information for local and 
long distance services.  IT Network Infrastructure to review and track reports 
monthly. 

 
 Requests have been made to all three vendors involved with providing our 

services; AT&T, AT&T SE, and Windstream.   Management is actively working 
to obtain these reports. 

 
Initiative 3: Develop process to review trunk utilization reports and information from telecom 

carriers after storm situations to better understand impact of storms on internal 
and external telecom networks and take corrective action as needed. 

 
 Management is working to document the formal process. 
 
Initiative 4: Develop processes with telecom partners to leverage their available carrier 

tools/services to route calls to third party providers during major unplanned 
events. 

 
 The Companies have a contract with Twenty-First Century Communications for 

High Volume Call Answering services.  This service provides additional phone 
line trunks where the Companies’ automated voice response system is replicated 
and customers can report outages even if the Companies’ phone lines are full due 
to a large volume of incoming calls related to a major event.  On the next page is 
a summary from Twenty-First Century Communications showing the daily call 
volume they received during January 2012. 
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Initiative 5: Review accumulated monthly trunk and traffic reports annually.  Evaluate costs 

associated with any needed capacity improvements and incorporate into the next 
budget cycle. 

 
 Management created a process to review accumulated monthly trunk and traffic 

reports annually and it will be included in future planning processes. 
 
Initiative 6: Investigate methods (tools, services, models) to more accurately predict high 

volume conditions and their impact on the telecom network. 
 
 Management is working on developing analytics to create models for various size 

storms and their impact to the contact center. 
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Initiative 7: Evaluate “Virtual Hold” capability in next generation contact center architecture 
solution. 

 
Management has investigated “Virtual Hold” capability and determined not to 
implement it at this time due to other technology projects underway.  These 
projects include the implementation of new CTI/screen pop functionality, 
transition to a “soft phone” type of interface, planned modifications to the IVR 
scripts and flow, and the auto reconnect and auto payment arrangement projects. 
“Virtual Hold” will be considered again in the future.   

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 

 
LG&E and KU’s response and proposed implementation steps met the intention 
of Liberty Consulting’s recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 
Initiative 2:  Request routine reports from Telecom vendors on traffic information for local and 

long distance services.  IT Network Infrastructure to review and track reports 
monthly. 

 
Management will obtain routine reports from all three telecom providers.  The 
status will be reported during the next progress report period. 

 
Initiative 3: Develop process to review trunk utilization reports and information from telecom 

carriers after storm situations to better understand impact of storms on internal 
and external telecom networks and take corrective action as needed. 

 
Management will document the formal process.  The status will be reported 
during the next progress report period. 

 
Initiative 5: Review accumulated monthly trunk and traffic reports annually.  Evaluate costs 

associated with any needed capacity improvements and incorporate into the next 
budget cycle. 

 
Management will review the monthly trunk and traffic reports annually and 
incorporate any improvements into the next budget cycle.  The status will be 
reported during the next progress reporting period. 

 
Initiative 6: Investigate methods (tools, services, models) to more accurately predict high 

volume conditions and their impact on the telecom network. 
 

Management will develop a model.   The status will be reported during the next 
progress reporting period. 
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VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

Routine reports from telecom that provides traffic information for local and long 
distance is estimated at $10,000 annually.  Carrier tools and services that route 
calls to third party providers during major unplanned events are estimated at 
$10,000 annually. The development of tools, services, or models to more 
accurately predict high volume conditions and their impact on the telecom 
network is estimated at $100,000 and will require $10,000 annually to operate and 
maintain.   

 
 
 B. Benefit Analysis 
 

Trunk reports will provide Management needed information to identify any trunk 
constraints and take action if needed, which should enhance the customer 
experience. 
 

 C. Cost/Benefit Summary 
   

To be completed once the recommendation is marked as completed. 
 

Category One Time Annual Recurring 
Cost 

 
  

Benefit   

 
 D. Other Costs or Benefits 
 

To be completed once the recommendation is marked as completed. 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.: II-R4 
 
Recommendation Statement: Improve customer service hiring practices and working 

environment to facilitate higher Residential Service Center 
agent retention. 

 
Implementation Priority: High  
 
LG&E Person Responsible: Cheryl Bruner 
 
 
II. RECOMMENDATION STATUS 
 
      COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
    X     ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1. 
 
Recruit and hire a Retail Staffing Specialist to support 
direct hire staffing 

07/2011 Completed 
09/2011 

2. 
 
Implement survey of new hires 10/2011 Completed 

11/2011 
3. 

 
Develop and implement pilot to promote employee 
referrals 

10/2011 Completed 
01/2012 

4.  Further define career progression paths for CSRs 10/2011 Completed 
02/2012 

5.  Develop and implement additional pre-employment 
screening tools to assess suitability of agents and 
Coaches 

09/2010 Completed 
07/2011 

6.  Reduce overtime and occupancy targets 01/2012 06/2012 
7.  Identify additional off-call activities for agents 01/2012 06/2012 
8.  Develop reward and recognition programs 12/2010 Completed 

04/2011 
9.  Develop additional training for Coach and CSR 

development 
05/2011      7/2012 

 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1: Recruit and hire a Retail Staffing Specialist to support direct hire staffing 
   

A Retail Staffing Specialist was hired in September 2011 to support the 
recruiting, screening, and direct hire staffing of contact center and other customer 
service positions.  On the next page is a screen shot from the Company’s HR 
Information System evidencing the hire date of the Retail Staffing Specialist. 
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Initiative 2: Implement survey of new hires 
 

A new hire employee survey was developed in October 2011 and launched in 
November 2011 as a method to obtain feedback from newly hired employees on 
the recruiting, hiring and on-boarding process.  This survey is sent to new 
employees approximately two weeks after their hire date.  The new employee 
survey and the results of the new employee survey contain confidential 
information which is not available to the general public.  Given the nature of the 
information, LG&E and KU will provide the information for visual inspection at 
the Companies’ offices. 
    

Initiative 3: Develop and implement pilot to promote employee referrals 
 
 An employee referral program for customer service positions was developed and 

implemented.  A copy of the article that appeared in the Company’s daily 
employee newsletter, News Transmission, announcing the program to all 
employees is found in Chapter II-R4 - Attachment 1. 

 
Initiative 4: Further define career progression paths for Customer Service Representative 

(CSR) 
  
 Management further defined career progression paths for customer service 

representatives, and then developed a presentation for customer service 
employees highlighting the job families, position responsibilities, qualifications, 
and education necessary for various positions within the company.  This 
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information will provide customer service employees a guide to assist them in 
career progression with the company.   A copy of the presentation is found in 
Chapter II-R4 - Attachment 2. 

 
Initiative 5: Develop and implement additional pre-employment screening tools to assess 

suitability of agents and Coaches 
 

Management implemented the use of personality assessments in the screening 
process for customer service representative positions beginning with staffing of 
the Morganfield contact center in February 2011.  The use of the personality 
assessment was further expanded to the other residential contact centers and to the 
business service centers during 2011.  Given the proprietary nature of the 
information, LG&E and KU will provide the information for visual inspection at 
the Companies’ offices. 

 
Initiative 6: Reduce overtime and occupancy targets 
 
 The hiring of additional customer service agents (see response to Chapter II 

Recommendation 1) is expected to reduce overtime requirements and will allow 
management to align the occupancy targets with industry best practices. 

 
Initiative 7: Identify additional off-call activities for agents 
 
 Residential Service Center and Business Service Center management are in the 

process of identifying additional off-call activities for agents. 
 
Initiative 8: Develop reward and recognition programs. 
 

The Residential Service Center has developed and implemented reward and 
recognition programs. On the next page is a description of those programs and 
frequency. 
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Event Frequency Awarded
Monthly Recognition Monthly (Depends on Performance)
Quarterly Recognition Quarterly (Depends on Performance)
Year End Recognition Year-End (Depends on Performance)
Ambassador Shirts Once
Spontaniety Promotions Various

Holidays Frequency Awarded
Valentine's Day Once
4th of July Once
Thanksgiving Once
Halloween Once
Year-End Once

Special Events Frequency Awarded
Picnic Once per Location
Customer Service Week Once Per Location
Special Week Once Per Location
Retirement/Baby Showers Various
Health Safety Once

Performance Frequency Awarded
Attendance Awards 2012 End of 2012
Adherence-Coaches Monthly
Service Level Monthly
Adherence- Representatives Monthly
Top 25 Representatives Quarterly
Managers Yearly  

 
Initiative 9: Develop additional training for Coach and CSR development 
 
 Management has developed additional training for coaches and CSRs including 

“Soft Skills” training, leadership training for the Coaches, and additional training 
on rate tariff structures.  Management also is pursuing training on analytical skills 
for this employee group. 

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response and proposed implementation steps met the intention 
of Liberty Consulting’s recommendation. 
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VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 
Initiative 6: Reduce overtime and occupancy targets 
 

When training on all skills is completed for the additional customer service 
agents, the overtime needs and the occupancy target should be reduced.  The 
status will be reported during the next progress report period. 

 
Initiative 7: Identify additional off-call activities for agents 
 

Management will identify additional off-call activity for agents.  The status will 
be reported during the next progress report period. 

 
Initiative 9: Develop additional training for Coach and CSR development 
 

Management will execute additional training for Coach and CSR development. 
The status will be reported during the next project report period. 

 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

The goal of this recommendation is to increase the retention of the Company's 
residential customer service agents.  The Company invested over $4 million on 
the following initiatives that focus on hiring practices and employee working 
environment.  The initiatives are: increased customer service agent staffing level; 
hired a Staffing Specialist to lead the hiring of the incremental agents; moved 
away from "temp to hire" staffing strategy to a "direct hire" strategic model; 
developed and implemented a new employee referral program and pre-
employment screening tool; increased employee training; and enhanced employee 
reward and recognition program.   
 

 B. Benefit Analysis 
 

Improved hiring practices should result in lower employee turnover which would 
reduce the number of new employee training sessions.  Reducing the number of 
new employee training sessions provides the trainers additional time to focus on 
refresher and enhanced skill training for the other employees. 
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 C. Cost/Benefit Summary 
 
To be completed once the recommendation is marked as completed. 

 
Category One Time Annual Recurring 

Cost 
 

  

Benefit   

 
 D. Other Costs or Benefits 
 

To be completed once the recommendation is marked as completed. 
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Employee referral program begins  

News Category  

Human Resources; Retail  

 

Headline Date  

2/6/2012  

 

Know any great potential customer service employees? LG&E and KU want them to apply. Effective immediately, 

the company is launching its Employee Referral Program. 

  

This program seeks to fill customer service positions in business service centers, residential service centers and 

business offices statewide. These positions require candidates with demonstrated customer service, problem-solving 

and decision-making experience.  

  

Employees often are LG&E and KU’s best recruiting ambassadors when it comes to understanding utility customer 

service, and if you know candidates who you believe would be a good fit for a customer service career at the 

company, please encourage them to apply for a position when they are posted and list you as the referring employee.  

  

All regular full- or part-time LG&E and KU employees are eligible to participate in this referral program, excluding 

company officers, senior management, managers, HR employees, and supervisors in the business service centers, 

residential service centers and business offices. 

  

If you refer an applicant for a posted customer service position, the applicant needs to apply online and list you as 

the referral source. You do not need to complete any forms or contact anyone about the candidate. If the candidate is 

hired and listed you as a referral, Human Resources will notify you. 

  

Up to $500 in lump sum payments 

  

Two $250 lump sum payments, less applicable taxes and withholdings, will be paid to the referring employee for 

each referred applicant who is hired. The first payment will take place after the new employee has completed six 

months of employment.  If you and the employee are both active after 12 months of continuous employment by the 

new employee, the second payment will be made. 
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You may refer as many job candidates as you feel are qualified for customer service positions. However, this award 

does not apply for the referral of current company contractors or employees of contractors assigned to LG&E and 

KU. 

 

For more information about the program, see the Q&A below or contact your HR generalist or manager. 

  

Employee Referral Program Q & A 

  

Q. Why is the company establishing an Employee Referral Program at this time? 

A.  The company is establishing this program to provide employees an opportunity to actively participate in and 

benefit from the LG&E and KU’s recruiting efforts to employ qualified applicants for customer service positions in 

the business service centers, residential service centers and business offices. 

  

Q.  What positions qualify for the referral program? 

A.  The referral will apply to customer service positions in the business service centers, residential service centers 

and business offices. 

  

Q. Why are only customer service positions included in this program? 

A. Customer service positions are part of the critical link to ensuring a positive customer experience and require 

candidates with specific skill sets who may be difficult to identify through typical recruiting channels (i.e. web 

advertisements, classified ads, etc.) 

  

Q. Who is eligible to participate in the program? 

A. All regular full- or part-time KU or LG&E employees and their subsidiaries are eligible to participate, excluding 

company officers, senior managers, managers, HR employees, and supervisors in the business service centers, 

residential service centers and business offices. 

 

Q.  How do I make sure I am listed as the referral source for an applicant? 

A.  Inform the applicant that if he or she does not list you as a referral when applying for the position, you will not 

be given credit as the referral source. Applicants must apply for positions online in Kenexa and note your name in 

the system as the referring employee. 
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Q.  How much will I be rewarded for the referral? 

A.  Two $250 cash awards, less applicable taxes and withholdings, will be paid to you for the referral of an applicant 

who is hired. You will receive the first $250 after the new employee has completed six months of employment, and 

the second $250 after 12 months of continuous employment. 

  

Q.  Is the referral award applicable if I refer current contractors? A.  No, employees who refer current 

contractors or employees of contractors assigned to LG&E and KU will not receive the lump sum award. 

  

Q.  Are my family members eligible to be referred? 

A.  Yes, subject to the company’s policy on Employment of Relatives. 

  

Q.  When will I receive the bonus? 

A.  If you and the employee are both active after six months of the new employee’s start date, you will receive the 

first payment on the closest paycheck following that date.  If you and the employee are both active after 12 months 

of continuous employment by the new employee, the second payment will be made. 

  

Q.  Is there a limit as to how many candidates I can refer? 

A.  No. An employee can refer as many candidates they feel are qualified for customer service positions. 

  

Q.  How will I know if the person I referred is hired? 

A.  Human Resources will notify you if the person is hired, and will subsequently contact you if that person is 

employed after six months and when you should expect the first payment. HR will contact you again after the new 

hire completes 12 months of employment and indicate when you will receive the second payment. 

  

Q.  When does the program begin? 

A.  The program begins Feb. 1, 2012 and will continue until management deems it unnecessary. This program will 

be applicable to referred candidates who apply for a position on or after Feb. 1, 2012. 
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Retail Career Pathways 
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Retail business overview 

• Contact Centers 
• Business Offices  
• Billing Integrity 
• Remittance & Collection 

2 
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Retail business overview 

• 420 retail employees and contractors 

• 3.9 million customer contacts made to call centers 

• Handled 2.5 million calls in 4 call center locations 

• Processed 2.8 million walk in transactions in 26 business 
office locations  

• Approximately 1 million bills processed monthly 

3 
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Retail Career Opportunities — Job 
Families 

• Customer Care Representative 

• Customer Representative 

• Billing Analysis Associate 

• Rates and Tariffs Analysts 

• Remittance Collection Associate 

• Revenue Collection Associate/Investigator  

4 

Chapter II-R4 – Attachment 2 

Page 4 of 19 
Attachment to Response to LGE AG-1 Question No. 11 
Page 50 of 281 
Bruner



 
Job Family — Customer Care 
Representative 

Primary responsibilities 

• Responsible for answering incoming customer calls and 
performing comprehensive account transactions in 
accordance with policies, procedures and regulations 

• Works to exceed established productivity, schedule 
adherence, and quality standards 

5 
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Job Family — Customer Care 
Representative 

Basic qualifications include: 

• High school diploma or equivalent is required; associate 
degree preferred 

• One year of customer service experience analyzing and 
resolving customers problems in a customer call/contact 
center highly preferred 

• Demonstrated ability to work cooperatively with 
customers 

• Proficient with MS Office and with basic math skills 

6 
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Job Family — Customer Representative 

Primary responsibilities 

• Responsible for handling front-line customer transactions 
handled in an efficient, professional and courteous 
manner in accordance with policies, regulations and 
procedures 

7 
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Job Family — Customer Representative 

Basic qualifications include: 

• High school diploma or equivalent is required; associate 
degree preferred 

• One year of customer service experience analyzing and 
resolving customers’ problems in face-to-face customer 
service environment 

• Demonstrated ability to work cooperatively with 
customers 

• Experience cash handling and daily cash balancing 

• Proficient with MS Office and basic math skills 

8 
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Job Family — Billing Analysis Associate 

Primary responsibilities 

• Research billing exceptions identified by the customer 
billing system 

• Perform customer billing adjustments when billing 
inaccuracies are identified 

• Contact customers to discuss billing adjustments 

9 
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Job Family — Billing Analysis Associate 

Basic qualifications include: 

• Bachelor’s degree in accounting, finance or business-related 
major preferred; customer accounting/billing experience  

• Working knowledge of Windows-based operating system, 
proficient Excel knowledge and experience a plus 

• Able to work unassisted and with limited supervision  

10 
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Job Family — Billing Analysis Associate 

Basic qualifications include: 

• Able to work unassisted and with limited supervision  

• Possess excellent interpersonal skills with the ability to 
effectively deal with and solve problems for internal and 
external customers   

• Perform complicated rate calculations with multiple 
components, analyze and interpret data to render 
accurate decisions, effective organizational skills,  and 
maintain highest degree of accuracy and timeliness 

 

11 
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Job Family — Rates & Tariff Analyst 

Primary responsibilities 

• Able to perform and effectively explain complex billing 
adjustments 

• Calculate and explain complex rate structures to internal 
and external customers 

• Serve as expert to resolve billing errors 

• Research accounts and provide documentation to assist 
in the resolution of customer complaints 

12 
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Job Family — Rates & Tariff Analyst 

Basic qualifications include: 

• Bachelor’s degree in accounting, finance or business 

• Five years of customer accounting/billing experience 

• Working knowledge of PC systems; excellent Excel 
knowledge 

• Effective communication skills to handle internal and 
external customers 

• Excellent problem-solving skills are a must 

 

13 
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Job Family — Remittance Associate 

Primary responsibilities 

• Responsible for customer payments posting and 
balancing process 

• Involves making daily decisions on customer exception 
payments  

14 
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Job Family — Remittance Associate 

Basic qualifications include: 
• Knowledge of established payment and cash reporting 

procedures and a high degree of proficiency in 
understanding the source of all payments and details   

• Proficient in database applications, mail payment service 
provider web portals, cash management systems; 
demonstrated PC proficiency and MS Office software   

• Possess excellent interpersonal skills 
• Demonstrated ability to set priorities and manage 

multiple projects 

15 
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Job Family — Revenue Collection 
Associate 

Primary responsibilities 
• Handle customer transactions and credit related activities 

(deposit billing and refunds, transfer of balances, 
negotiating and entering payment arrangements 

• Able to explain billing and usage to customers, analyze 
account history, and resolve customer inquiries and 
disputes 

• Support collection activities including skip tracing, 
ad hoc reporting, credit reviews 

• Participate in the administration, processing, and reporting 
of bankruptcies and third-party collections 

16 
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Job Family — Revenue Collection 
Associate 

Basic qualifications include: 

• High school diploma or GED required; excellent 
PC/computer skills 

• Knowledge of basic mathematics and ability to organize 
statistical information and comprehend  

• Good written and verbal communication skills and 
interpersonal skills 

• Possess organizational and analytical ability with 
attention to detail 

• Ability to handle and manage confidential information 

17 
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Job Family — Revenue Protection 
Associate/Investigator 

Primary responsibilities 

• Investigate suspected theft or fraudulent use of service 

• Documents findings, including interviewing 
customers/witnesses, obtaining written evidentiary 
statements, taking photographs, completing necessary 
forms, and recording other pertinent information 

• Prepares reports suitable for review and action by 
prosecutorial authorities 

18 
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Job Family — Revenue Protection 
Associate/Investigator 

Basic qualifications include: 

• Associate degree; able to understanding complex rules 
and regulations 

• Excellent verbal and written communication skills 

• Ability to handle substantial responsibility independently 

• Possess a valid vehicle operator's license 

• Moderate amount of walking with few occasions 
requiring lifting and/or climbing into areas which are 
difficult to navigate 

19 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  II-R5 
 
Recommendation Statement: Enhance Customer Information System Usability. 
 
Implementation Priority:  High  
 
LG&E Person Responsible:  Cheryl Bruner 
 
 
II. RECOMMENDATION STATUS 
 
      COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
    X  ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
 
 
 
 
III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1. 
 
Discontinued request for social security numbers as a 
means of customer identification. 

09/2011 Completed 
09/2011 

2. 
 
Evaluate CSR usability and identify opportunities for 
system enhancements. 

06/2011 Completed 
12/2011 

3. 
 
Develop CTI screen-pop investment proposal and enter 
into contract. 

06/2011 Completed 
10/2011 

4.  Implement new screen-pop and soft phone capabilities. 10/2011 06/2012 
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IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1: Discontinued request for social security numbers as a means of customer 

identification. 
 

Alternative customer identification methods were implemented starting in 
September 2011.  A copy of a training guide delivered by Coaches in the RSC 
(called a “tailgate”) from September 22, 2011 is found below. 

   
Customer Care System Searching and Verification-from Quality 
Assurance group-the processes listed below will be coaching 
opportunities for September calls and scoring off for October calls. 
 
The preferred method of searching is as follows: 

• Account number 
• Account name (Do not add any other search criteria such as city) 
• Address (Do not add any other search criteria such as city) 
• Phone number (Do not add any other search criteria such as city) 

 
Method of Verification of social security number: 

• Last 4 digits of the social security number only. 
• Okay to verify full social security when the customer offers to 

provide it. 
• Last resort is to ask for full social security number if unable to 

access the account using the preferred method listed above. 
 
Note:  Educate our customers during the call to have their account 
number when customers make future calls to customer service. 

   
Initiative 2: Evaluate CSR usability and identify opportunities for system enhancements. 
 

SAP technical and business process experts were brought on site in September 
2011 to conduct a detailed evaluation of Customer Service Representative (CSR) 
usability, including system processes and technical design.  This review consisted 
of the SAP experts observing Residential Service Center and Business Service 
Center representatives to gain an understanding of current processes and agent 
concerns.  The technical experts reviewed the business processes, technical 
architecture and actual code within SAP for conflicts or “less than optimal” use of 
the SAP application.  As a result of this review, opportunities to enhance the 
usability of the system were identified.  Source code changes were made to 
further optimize the technical design.  Management is using established internal 
IT processes to prioritize the implementation of these enhancements.  
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Initiative 3: Develop CTI screen-pop investment proposal and enter into contract. 
 
The investment proposal for Computer Telephony Integration (CTI) was 
approved in October 2011 and contracts have been signed.  Below and on the next 
page are two sections of the approved investment proposal as support. 
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Initiative 4: Implement new screen-pop and soft phone capabilities. 
 

The CTI screen-pop project is on-going.  SAP software enhancements, setup and 
installation of the CTI software and hardware are progressing on schedule. 

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response and proposed implementation steps met the intention 
of Liberty Consulting’s recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 
Initiative 4: Implement new screen-pop and soft phone capabilities. 
 

Management expects to complete the implement the screen-pop and soft phone 
capabilities.  The status will be reported during the next progress report period. 

 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

The CTI screen-pop and soft phone enablement project is expected to cost 
$1,900,000.   

       
 B. Benefit Analysis 
 

Improvements to customer service representative usability of the Customer Care 
System (CCS) would be focused on reducing the complexity of the system and 
improving call handling times.  Implementing screen pop within the CCS system, 
in place of the current “pop” to a text box screen, should result in some time 
savings on the call; however, this savings cannot be quantified at this time. 
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 C. Cost/Benefit Summary 
 
To be completed once the recommendation is marked as completed. 

   
Category One Time Annual Recurring 

Cost 
 

  

Benefit   

 
 
 D. Other Costs or Benefits 
 
  To be completed once the recommendation is marked as completed.
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  II-R6 
 
Recommendation Statement: Implement actions to ensure that meter reading accuracy 

meets or exceeds targets. 
 
Implementation Priority:  Medium  
 
LG&E Person Responsible:  Butch Cockerill 
 
 
II. RECOMMENDATION STATUS 
 
    X  COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
      ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1.  
 

Conduct “all hands” meeting with all employees 
involved with the meter reading function along with the 
executives for our contract partners to communicate our 
new vision and commitment to improve our meter 
reading performance. 

08/2011 
 

Completed 
08/2011 

 
 
 

2.  Utilize benchmarking data to identify utilities that excel 
in meter reading accuracy and compare their processes 
and procedures to ours to seek improvement 
opportunities. 
 

a. Analyze and evaluate the benchmarking data to 
identify the comparable companies (i.e. Electric 
only, combo only with predominantly manual 
reading) 

b. Schedule discussions with comparable companies 
that have better performance and learn what they 
are doing differently and how the practice was 
implemented 

 
 
 
 
 

09/2011 
 
 
 

11/2011 

 
 
 
 
 

Completed 
10/2011 

 
 

Completed 
01/2012 

 
 

3.  Partner with internal customers to conduct 
comprehensive review of current processes and 
procedures to identify gaps.  Develop and implement 
corrective actions. 

11/2011 Completed 
01/2012 

4.  Utilize Companies’ personnel to institute field quality 
audits to spot check for meter read accuracy, condition of 
our facilities, etc.    

a. Develop process to monitor and report field audits  
 

b. Include an initiative for performing Quality 
Assurance Audits as part of company personnel’s 
Performance Excellence Process. 

 
 
 

12/2011 
 

02/2012 
 
 

 
 
 

Completed 
01/2012 

 Completed 
02/2012 

5.  Change our meter reading parameters contained in our 
meter reading system to tighten the tolerances for 
increase/decrease consumption in monthly meter reads. 

a. Work with IT and Billing Integrity to determine 
tolerance parameters  

 
b. Change tolerance parameter in meter reading 

system. 

 
 
 

10/2011 
 
 

11/2011 

 
 
 

Completed 
10/2011 

 
Completed 

11/2011 
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6.  Re-evaluate our current Performance Scorecard to 
determine if any changes are warranted.  If so, implement 
when current business partner contract expires in May 
2012. 

a. Discuss with comparable companies that utilize 
contract meter reader to learn what they are doing 
in relations to performance measures. 

 
b. Determine what changes, if any, should be 

incorporated into upcoming contracts. 

 
 
 
 

02/2012 
 
 
 

02/2012 
 
 

 
 
 
 

Completed 
02/2012 

 
 

Completed 
02/2012 

7.  Enhance communications with all meter reading 
employees to inform them on meter reading 
performance.  Create a “How are we Doing” bulletin 
board to post our monthly and YTD performance. 

11/2011 
 
 
 

Completed  
12/2011 

 
 
 

 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1:  Conduct “all hands” meeting with all employees involved with the meter reading 

function.  
 
Management conducted a meeting in August 2011 with all Meter Reading 
employees to review the findings and recommendations from the Customer 
Service Audit and discuss the need to improve meter reading accuracy.  
Additionally, Management met with executives of our contract partners – 
Accuread and TruCheck - in September 2011.  Below is the agenda. 
 

• Results of PSC Audit 
• Key recommendation - improve meter reading accuracy  

 Discuss the changes to take place in order to improve 
accuracy: 
o Tighten parameters in the handheld 
o Capture types of verified reads and post in CCS 
o Deny quarterly incentive if it falls below accuracy target of 

99.9% 
o Enhance meter reading training and follow up 

 Number of meters read consecutively without error 
 Documentation of results 
 Establish field audit process 
 Contractor to review all errors found on a weekly basis (use of 

cameras) 
 Increase employee accountability and adopt more stringent 

discipline measures if needed for continued performance issues 
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• Internal program implemented to also conduct Quality Field Audits on 
readers who miss monthly accuracy targets and all new hires  

• Quality Audits objective will be added in 2012 PEP 
• Posting results of key performance indicators in all locations on a 

monthly basis 
• Importance of accuracy as it relates to how errors impact customer 

bill and the overall experience your service is for our customers 
 

Initiative 2a:    Analyze and evaluate the benchmarking data to identify the comparable 
companies.  

     
     Management reviewed a proprietary benchmark data study during September 

2011.   Management selected, for comparison, those utilities that most closely 
matched our meter reading operation.   The goal was to compare Company 
performance against those considered to be “peer” utilities.   The comparison 
included a detailed review of errors, percent of meters missed, and the cost per 
meter read.    
 

Initiative 2b: Schedule discussions with comparable companies that perform well in meter 
reading accuracy. 

      
     Management reviewed a proprietary benchmark data study to select utilities that 

performed well and contacted them for further discussions regarding their meter 
reading operations.  Management discussions focused on meter reading accuracy, 
billing parameters, missed meters, inside meter access, and employee safety.  
Management also attended a workshop and participated in breakout sessions that 
provided direct interaction and discussion with other utilities regarding metrics 
and best practices in the meter reading area.  

     
Initiative 3: Conduct comprehensive review of current processes and procedures to identify 

gaps.   
     

Management reviewed all major processes and procedures in meter reading.  
Several changes were identified to streamline common practices across the two 
companies.  These included: creating a single Business Intelligence reporting for 
errors, harmonizing monthly performance reporting, using existing software 
instead of emails for tracking new and changed meters, standardizing the process 
for requesting meter read send backs, and creating a single data repository site to 
access data from multiple systems to enhance reporting. A copy of the action 
items related to this initiative is found at Chapter II-R6-Attachment 1.  
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Initiative 4a:    Develop process to monitor and report field audits.  
     
    Management developed a process to monitor and report field audits for meter 

readers.  Meter readers who do not meet their monthly accuracy target will be 
subject to being randomly selected for an audit.  Each month, meter reading 
management will randomly select a group of meter readers for field audits from 
those not meeting their accuracy target.  Additionally, based upon meter reading 
accuracy reports, Management knows the first few weeks are critical for a new 
meter reader, so Management plans to conduct a field audit on all new meter 
readers during their first weeks on the job. 

 
    On the next page is a copy of the Meter Reading Field Quality Audit form. 
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Initiative 4b:   Include an initiative for performing Quality Assurance Audits as part of company 
personnel’s Performance Excellence Process (PEP). 

     
   Management has reviewed and discussed performing quality audits with each 

Contract Coordinator.  An initiative to perform these audits has been added to 
each Contract Coordinator’s 2012 PEP.   Below is an excerpt of their PEP related 
to performing field quality audits. 

    
   Objective 1:  Customer Experience Objective 
 
   Description:  Increase customer’s satisfaction by enhancing the customer 

experience by offering timely solutions while maintaining a courteous and 
professional relationship with the customer. 

 
   Measurement: Work with contract meter readers to improve meter 

reading accuracy by conducting field quality audits on meter readers 
falling below accuracy target of 99.9% and on all new hires. 

 
Initiative 5a: Work with IT and Billing Integrity to determine tolerance parameters                               
    
   Management completed research and made a decision to change our current meter 

reading consumption tolerance parameters.  The research included contacting 
other utilities regarding their parameters and working with Billing and 
Information Technology to evaluate the impact of various tolerance parameters.   
A key concern was trying to determine the impact the tighter tolerance would 
initially have with the number of meters the readers would need to validate due to 
the tighter consumption tolerances.  Management decided to take an aggressive 
approach with the tolerance parameters.  A decision was made to tighten the 
parameters in the meter reading handhelds from 5 times high to 1.75 times time 
high on the upper consumption tolerance and from 99% to 50% for all rate classes 
except for residential gas which was changed to 75% for the lower consumption 
tolerance.  Management expects moving to these much tighter tolerances to create 
an increase in the number of meter reads the reader will be required to verify for 
the first few months.  However, the long-term benefits of improved accuracy will 
provide far greater benefits to customers, Billing Integrity and the Customer 
Contact Centers.   

 
Initiative 5b:   Change tolerance parameters in meter reading system 
 

 Management changed the consumption tolerance parameters in the meter reading 
system in November 2011.  The tolerance parameter compares the customer’s 
current month consumption to the same period in prior year.  The new tolerance 
parameter changed the consumption upper limit from 4 times higher to 1.75 times 
higher and changed the consumption lower limit from 99% lower to 50% lower 
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except residential gas which is 75% lower.   These tighter consumption limits 
resulted in improved meter read accuracy.   Excerpt from the December 2011 
Retail Operating Report reflect the improvement. 
 
The full Retail Operating Report contains confidential information which is not 
available to the general public.  Given the nature of the information, LG&E and 
KU will provide the information for visual inspection at the Companies’ offices. 

 

  
 
 
Initiative 6a     Discuss with comparable companies that utilize contract meter readers to learn 

what they are doing in relations to performance measures for Business Partners. 
 

     Management reviewed a proprietary benchmarking data study to identify utilities 
that use outside contractors to read their meters and performed well in the meter 
reading benchmarking study.   Management contacted those utilities to discuss the 
performance standards contained in the contract with their Business Partners.   
Areas discussed regarding possible performance targets include accuracy, route 
completion, missed meters, and if those companies included incentives or 
penalties associated with performance targets.    
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Initiative 6b    Determine what changes, if any, should be incorporated into upcoming contracts. 
 

While the discussions did not yield any significant findings related to 
performance measures other utilities utilize with their contract partners, the 
discussions were beneficial in they confirmed Management was focusing on the 
correct performance areas in managing our Business Partner relationships.  Since 
no significant findings were discovered, Management took advantage of the 
discussions with the other utilities to do some “brain storming.”  From these 
discussions, Management was able to identify several potential ideas.  Some are 
potential performance incentive opportunities and others are day to day 
operational opportunities.  Management is reviewing each idea for possible 
inclusion in upcoming contract.   
 
There are two ideas from the discussions that are likely to be included in the 
Scope of Work for the upcoming contract bid package.  The first is a performance 
incentive measure.  In an effort to continually improve our meter reading 
accuracy, Management is going to propose a two-tier incentive program for meter 
reading accuracy.  Management currently has a risk/reward provision in our 
current contract for meter reading accuracy.  This risk/reward incentive is tied to 
the Business Partner’s average meter reading accuracy.  The Business Partner is 
penalized or rewarded based upon their average quarterly meter reading accuracy 
measured against our accuracy target.  Management is going to propose keeping 
this program and introducing a new two-tier performance incentive program.  
Under this program, the incentive will be paid directly to each meter reader, based 
upon their meter reading accuracy.  This will be a reward program only and will 
provide the opportunity for each meter reader to earn an incentive for exceeding 
our accuracy target.  There will be two accuracy bands with incentives tied to 
each band.  The higher the accuracy band the higher the incentive.  Below are the 
details of the new program that are being proposed will be included in our 
upcoming Scope of Work for our contract negotiations. 
 

Two-tier incentive program for exceeding accuracy rate of 99.9%  
paid directly to the reader on a quarterly basis:  
 99.91 – 99.95%  $50/month or $250/quarter 
 99.96 – 100%  $100/month or $500/quarter 

 
The second idea from discussions likely to be included in upcoming Scope of 
Work is to leave a “Door Hanger” for every customer where an access issue 
prevented us from reading their meter.  The Company would also leave a copy of 
the customer’s meter reading schedule which would inform them of when the 
meter readers will read their meter in the following months.  If this program is 
successful, it should help reduce the number of meters the Company estimates. 
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Initiative 7: Enhance communications with all meter reading employees and contractors to 
keep them informed of our current and year-to-date meter reading performance.   

  
Management purchased and installed bulletin boards at all locations where meter 
reading employees and contractors are assigned.  Each month, the current month 
and year-to-date results of Meter Reading key performance goals are posted on 
the bulletin boards.  The goals include: meter read accuracy on a macro and micro 
level, percent of meters estimated, customer satisfaction, and safety. 
 
Below is a photograph of the Performance Metrics bulletin board at the LG&E 
Broadway Office Complex. 
 

 
 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response and proposed implementation steps met the intention 
of Liberty Consulting’s recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 

LG&E/KU considers this action plan complete and requests that it be closed.    
 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 

 
This exercise remains within the internal operating expenses of the Companies 
therefore minimal additional costs are envisioned.  
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 B. Benefit Analysis 
 
Benefits obtained from improved meter reads did transcend beyond Meter 
Reading into almost every area across the Retail Business.  Not only has it 
improved the customer experience, it has also improved overall performance, and 
reduced customer call backs.  This enhanced focus on quality has benefited 
customers by reducing billing errors and improving customer satisfaction. 

 
 C. Cost/Benefit Summary 
   

Category One Time Annual Recurring 
Cost 

 
• N/A • N/A 

Benefit • N/A • Reduce errors and rework 
• Reduce field trips 
• Reduce customer call backs 
• Improve customer satisfaction 

 
 D. Other Costs or Benefits 

 
None identified. 
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Meter Reading Process (Accuracy) Initiative
Implementation Action Plan

Chapter II-R6  Attachment 1

Page 1 of 3

Action 
Plan Item 
# Action Plan Item Notes

Timeline Start, 
Duration and 
Completion Findings/Status

1 In the short-term: Develop Microsoft 
Access database that integrates the 2 data 
sources for KPI reporting (CCS and 
Fieldnet) for Accuracy reporting

See Item # 2 for the long-term resolution: Allows for a 
single data source to produce meter reading accuracy 
reports and KPIs. Ensures that the detail and summary 
reports tie in totality and the data ties back in totality to 
the source creating a solid audit trail

1.1 Work with IT to gain access to Fieldnet 
data using Access

The initial approach by IT is impacting production 
performance. An alternative is to be researched and 
recommended by IT.

Start - 
12/7/2011
Target date:

3/7: COMPLETED.  Access to 
Fieldnet tables completed 2/22/2012

1.2 Work with IT and Clevest to modify Fieldnet 
"End of Day Summary" to include Device 
Type/Meter Type column

If 1.1 is accomplished this can be done in-house and not 
require Clevest

Start depends 
on completion 
of 1.1
Target date - 
1/27/2012

3/7: Developed in-house.  MR testing

1.3 Define requirements for and develop 
database and reports 
Limiting scope to 4 tables, 2 reports for 
initial implementation

KPIs and individual accuracy reporting will be based on 
the number of errors found in a period divided by the 
number of reads for a period.   Reporting back to the 
period it occurred can still take place through this new 
database if required.  Manager Meter Reading notifies 
Residential Service Center (RSC), Business Service 
Center (BSC), Billing Integrity and Business Offices if 
high errors found on any of the meter reader(s).

Depends on 
completion of 
Item #1.2
Duration - 4 
weeks

3/7: underway 

1.3.1 Define requirements for database tables. 
Four tables have be defined to this point 
(SOP Meter Reading Accuracy Reporting 
V2 - Appendix A-D)

Depends on 
completion of 
Item #1.2

3/7: Fieldnet data tables are defined.  
CCS data still to be defined.

1.3.2 Develop Access database tables and 
develop process to populate

Depends on 
completion of 
Item #1.3.1

3/7: Fieldnet data tables are defined.  
CCS data still to be defined.

1.3.3 Define requirements for Meter Reading 
Accuracy Report (SOP Meter Reading 
Accuracy Reporting V2 - Appendix E)

Detail accuracy report by reader Depends on 
completion of 
Item #1.1

3/7: Successfully duplicated the 
Fieldnet End of Day Summary report 
in Access.  User menu set up in 
Access to simplify user reporting 
process. Weekly sessions scheduled 
with MR clerk to develop and 
enhance MR reporting from Access. 
Target date:  4/30/2012.  (The S&OP 
role is not limited to development of 
an Access DB and reports, but also 
entails on-going maintenance and 
support.)

1.3.4 Define requirements for Meter Reading 
Monthly Report (SOP Meter Reading 
Accuracy Reporting V2 - Appendix F)

Summary accuracy report by area, by contractor group Depends on 
completion of 
Item #1.1

3/7: Weekly sessions scheduled with 
MR clerk to develop and enhance 
MR reporting from Access. Target 
date:  4/30/2012.

1.4 Test Access database and reports and 
perform rework

Depends on 
completion of 
Item #1.3.2;
Duration - 1 
week

3/7: Testing the database and 
reports is on-going through the 
weekly sessions with MR clerk

1.5 Train users on Access database and 
reports

Depends on 
completion of 
Item #1.4;
Duration - 1 
week

3/7: Dependent on completion of 1.4

2 Develop an IT-supported reporting platform The participation and support of IT is required to 
execute the long-term solution.  That target date is TBD. 
Meter Reading manager has submitted RFC 

Depends on 
RFC 91826 
assignment to 
IT

3/7: Not started – RFC 91826 Priority 

= Medium.   Requested B Cockerill 
help to escalate the RFC to the 
Prioritization Committee

Meter Reading Accuracy Reporting: 
Purpose: Meter Reading accuracy metrics report performance to target in the monthly Retail Operating Report. S&OP recommendations are intended to 
harmonize and enhance consistency in preparation of accuracy reporting.
Benefits:  Enhance consistency and accuracy in data collection methodology and calculation of the accuracy percentage (harmonize LGE/KU tracking 
and reporting processes). Ensures audit trail of any adjustments in accuracy calculations. KPIs and individual accuracy reporting will be based on the 
number of errors found in a period divided by the number or reads for the period.  Harmonize processes for TruCheck and AccuRead validation of 
preliminary error report. Contractors must provide support for the exclusion of errors from the accuracy calculation.
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Meter Reading Process (Accuracy) Initiative
Implementation Action Plan

Chapter II-R6  Attachment 1

Page 2 of 3

Action 
Plan Item 
# Action Plan Item Notes

Timeline Start, 
Duration and 
Completion Findings/Status

Meter Reading Accuracy Reporting: 
Purpose: Meter Reading accuracy metrics report performance to target in the monthly Retail Operating Report. S&OP recommendations are intended to 
harmonize and enhance consistency in preparation of accuracy reporting.
Benefits:  Enhance consistency and accuracy in data collection methodology and calculation of the accuracy percentage (harmonize LGE/KU tracking 
and reporting processes). Ensures audit trail of any adjustments in accuracy calculations. KPIs and individual accuracy reporting will be based on the 
number of errors found in a period divided by the number or reads for the period.  Harmonize processes for TruCheck and AccuRead validation of 
preliminary error report. Contractors must provide support for the exclusion of errors from the accuracy calculation.

2.1 Define requirements for reporting platform The reports defined and developed for the Access 
database and reports will be the starting point for the 
long-term reporting

Depends on 
RFC 91826 
assignment to 
IT

3/7: Not started – RFC 91826 Priority 

= Medium.   Requested B Cockerill 
help to escalate the RFC to the 
Prioritization Committee

2.2 Test reporting platform Depends on 
RFC 91826 
assignment to 
IT

3/7: Not started – RFC 91826 Priority 

= Medium.   Requested B Cockerill 
help to escalate the RFC to the 
Prioritization Committee

2.3 Train users on reporting platform Depends on 
RFC 91826 
assignment to 
IT

3/7: Not started – RFC 91826 Priority 

= Medium.   Requested B Cockerill 
help to escalate the RFC to the 
Prioritization Committee

3 Harmonize process for TruCheck and 
AccuRead validation of preliminary error 
report.  

MR vendors must provide support for the exclusion of 
errors from the accuracy calculation

Jan-12 3/7: COMPLETED.  Started for 
Accuread in January 2012 was 
already in place for TruCheck

4 Enhance CCS to route ZORR/ZRRR 
'sendback' orders to Field Services rather 
than Meter Reading for LG&E

LG&E ZORR/ZRRR orders occurring within up to 2 days 
after portion close to automatically route to Field 
Services to be consistent with KU.   This would eliminate 
a manual paper trail, but still an impact to Field Service 
and could impact the timing of getting bills out.   

Depends on 
RFC 91825 
assignment to 
IT

3/7: IT development is underway

5 Develop method to communicate to Billing 
Integrity billing meter reading adjustments 
which should not have been made and 
were removed from meter reading 
accuracy calculation  (either coming from 
AccuRead / TruCheck contesting an error 
or a customer complaint that is researched 
both after the fact) so that they can monitor 
and train their employees

Manager Meter Reading is okay with providing this via a 
manual process, but Manager Billing Integrity needs to 
determine the time frame (e.g. weekly, monthly).   This 
should be reported out of the new database.  In the 
interim, meter reading will send emails with 
documentation

Jan-12 3/7:  COMPLETED.  Started sending 
emails to BI with examples from BW 
error report back in February and 
send after each full month is 
completed

6 Enhance documentation of AccuRead and 
TruCheck remediation training on Meter 
Pro by readers falling below the established 
accuracy benchmark. This will be a part of 
the monthly reporting from the meter 
reading vendors.

Monthly written verification, field reports and outcomes 
that AccuRead and TruCheck are requiring their 
employees falling below our established benchmark are 
receiving remediation training on Meter Pro.   This 
reporting will be added to their normal monthly reporting.  
It will include name, date, and number of meters read 
correctly on Meter Pro and the frequency of remedial 
training for that individual

Jan-12 3/7: COMPLETED.  Requested 
vendors to include in monthly 
reporting but will include in language 
of the new contract effective June 1, 
2012

7 Manager Meter Reading performs an 
analysis on establishing a two tiered bonus 
system to better incentive employees for 
reinforcing accuracy

Once the budget impact can be calculated, Manager 
Meter Reading will make recommendations to upper 
management

Start - 1/3/2012
Completion - 
June 2012

3/7 in progress by MR manager

8 Begin implementing quality checks to 
independently check the field’s meter read 

starting in Q1 2012. A calendar will be used 
to track the QC checks scheduled.  
Paperwork with documented results will be 
scanned and saved.

Manager Meter Reading has developed a checklist form 
to use for this QC function. Based on the accuracy rate 
performance for the prior month.  All new hires and 
below performance targets will be audited and random 
audits of those meeting target if internal resources are 
able.  Manager Meter Reading working on schedule and 
tracking based on November 2011 stats.   It will be 
discussed with staff during December 2011 and will 
become part of auditors PEP in 2012.   This information 
will also be posted monthly on all meter reading 
reporting location bulletin boards

Start - 
1/1/2012.
On-going

3/7: COMPLETED 3/2012

Meter Reading Parameters: 
Purpose: Understand and optimize the CCS functionality for meter reading tolerance limits and independent validations.  Report on verified reads which 
are outside the Fieldnet parameters but within the CCS parameters, resulting in no CCS BPEM being created to Billing Integrity. This reporting reflects 
Implausible reads. 
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Meter Reading Process (Accuracy) Initiative
Implementation Action Plan

Chapter II-R6  Attachment 1

Page 3 of 3

Action 
Plan Item 
# Action Plan Item Notes

Timeline Start, 
Duration and 
Completion Findings/Status

Meter Reading Accuracy Reporting: 
Purpose: Meter Reading accuracy metrics report performance to target in the monthly Retail Operating Report. S&OP recommendations are intended to 
harmonize and enhance consistency in preparation of accuracy reporting.
Benefits:  Enhance consistency and accuracy in data collection methodology and calculation of the accuracy percentage (harmonize LGE/KU tracking 
and reporting processes). Ensures audit trail of any adjustments in accuracy calculations. KPIs and individual accuracy reporting will be based on the 
number of errors found in a period divided by the number or reads for the period.  Harmonize processes for TruCheck and AccuRead validation of 
preliminary error report. Contractors must provide support for the exclusion of errors from the accuracy calculation.

9 Test new Meter Reading ABAP report of 
Verified reads

Testing of the report is on-hold until Item #9.2 is more 
fully defined

Start - 
10/31/2011

3/7: Revisit with the MR manager the 
business value in pursuing the 
necessary modifications and testing 
to complete this report for production. 
On-hold until Billing Integrity 
parameter changes are stable, i.e., 
BI has a consistent BPEM caseload 
at a manageable level.
Target Date: 3/17/2012

9.1 Document the calculations of the CCS 
meter reading tolerances limits of 
independent validations functionality

Concepts to document include: expected consumption, 
degree day weighting, high and low factors, expected 
reading, maximum and minimum reading

Start - 
1/13/2012; 
Duration - 2 
weeks

3/7: Develop business narrative 
document describing CCS 
functionality rules for validating meter 
readings.
Target Date: 3/22/2012 
Reformat document with all MR 
implausible case types.
Target Date: 3/9/2012

9.2 Billing Integrity working with IT to fine-tune 
CCS independent validations (IV) 'bands' 
and tolerance limits

BI is exploring establishing new, smaller consumption 
factor 'bands' to fine-tune the validation rules that result 
in IV06 BPEM cases for implausible readings.  The goal 
is to safely modify the rules to reduce BPEM case 
creation.

Start - 1/5/2012 3/7: Current Billing Integrity bands 
and tolerance limits put into effect on 
12/22/2011

10.1 Enhance CCS with a new BPEM case 
for follow-up work assigned to the Field 
Services service order section when 
found/changed/new meter identified on 
the Meter Exception report

CCS BPEM cases will replace emails for workflow 
between MR and Field Services

Start: 1/4/12 2/23: COMPLETE.    In production on 
2/22/2012

10.2 Enhance BW reports to include 3-character 
code used by Field Services to identify 
various meter conditions, i.e., STL(stolen), 
CGI (Can't Get In)

Started but on-
hold

3/7: RFC 63863: This has been 
assigned to another BW developer 
and he’s provided an estimated 

target date. Escalate this RFC to the 
BW prioritization committee with goal 
of improving the priority.
Target Date: 3rd quarter

10.3 Develop recommendations for process 
improvements for new/found meters 
identified on the Exception report

Research As-Is processes and identify root causes and 
improvements. Based on historical data from the Retail 
Operating Report there are Distribution Operations 
touchpoints that need process improvements

Start: 1/10/12 3/7: COMPLETE. Process flowchart 
published on Sharepoint Friday 
3/2/2012

11 Review/analyze Meter Reading 
benchmarking data to identify peer utilities 
and reveal conclusions related to accuracy 
processes.

J Renfrow had compiled some quartile calculations 
based on raw data  but would like some additional 
analysis. Analysis completed on 2/1/12, but phone 
conference timeline TBD

Start:1/16/12; 

Duration: 2 

weeks

3/7:COMPLETE.  MR manager 
conducted two teleconferences with 
peers for MR, to discuss accuracy 
measures.

Meter Reading Exceptions (Found/changed meters): 
Purpose: A harmonized and automated (CCS–based) process facilitates timely and more transparent resolution of meter exception issues.

Benefits:  Eliminates duplicate work on the Exception report by multiple groups. Gets the exception identified, researched, and corrected in CCS using 
more consistent and timely processes - so the customer gets billed. Reduces service order volume and multiple tech visits to customer’s premise

Benchmarking Review:
Purpose: Compile data elements to identify peer utilities to confer with on meter reading best practices.
Benefit: Discover processes that other utilities have employed within meter reading that have positively impacted accuracy.
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  II-R7 
 
Recommendation Statement: Develop and implement Service Order business processes 

consistent with effective workforce management planning, 
service order prioritization, and a high level of schedule 
adherence. 

 
Implementation Priority:  Medium  
 
LG&E Person Responsible:  Butch Cockerill 
 
 
II. RECOMMENDATION STATUS 
 
      COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
    X  ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1.  
 

Conduct “all hands” meeting with all employees 
involved with the service order function along with the 
Companies’ contract partners to communicate the new 
vision and commitment to improve service order 
performance. 
 

10/2011 
 

Completed 
11/2011 

2.  Enhance communications with all service order 
employees to inform them on their performance.  Create 
a “How are We Doing” bulletin boards at all Field 
Services locations to display monthly and YTD 
performance metrics. 
 

11/2011 
 
 
 
 

Completed 
12/2011 

3.   Utilize benchmarking data to identify utilities that 
provide superior customer service in field services and 
evaluate their processes and procedures to seek 
improvement opportunities. 

  
a. Analyze and evaluate benchmark data to identify 

comparable companies to align internal KPIs and 
other operational and performance results.   

 
b. Contact those companies to discuss their service 

metrics and operational processes to identify 
potential improvement opportunities.  

 
 
 
 
 

10/2011 
 
 
 

11/2011 

 
 
 
 
 

Completed 
12/2011 

 
 

Completed 
01/2012 

4.  Partner with internal customers to conduct 
comprehensive review of current processes and 
procedures to identify gaps.  Will develop and implement 
corrective actions. 
 

12/2011 Completed 
12/2011 

5.  Institute field quality audit to spot check the customer 
experience and service order completion accuracy.  
Establish targets for appropriate company personnel and 
include in their Performance Management Plan.  

a. Develop process to monitor and report field 
audits.  

 
b. Include an initiative for performing Quality 

Assurance Audits as part of company personnel’s 
Performance Excellence Process  

 
 
 
 

12/2011 
 
 

02/2012 
 
 

 
 
 
 

Completed 
01/2012 

 
Completed 

02/2012 
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6.  
  
Create specific service level goals for customer-
requested orders, enhanced tracking of service level 
goals, establish processes to complete priority work 
orders within reduced timeframes, and identify 
opportunities to reduce the number of field visits. 

a. Reevaluate current process for classifying and 
prioritizing customer requested orders to ensure 
accuracy. 

 
b. Develop reporting process to analyze customer 

requested service orders not completed by date 
requested.  

 
c. Develop reporting process to analyze assigned 

service orders that are re-dated for another day. 
 

d. Develop corrective actions to address causes 
identified in 6b and 6c above.  
 

 
 
 
 
 

12/2011 
 
 
 

02/2012 
 
 
 

02/2012 
 
 

04/2012 
 
 
 

 
 
 
 
 

Completed 
03/2012 

 
 

06/2012 
 
 
 

06/2012 
 
 

08/2012 

 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1:  Conduct “all hands” meeting with all employees involved with the service order 

function.  
 

Management held meetings during October and November 2011 with all Field 
Service employees.  Topics covered included: review of audit findings, process 
issues, data entry errors and the impact those errors have on customer service, and 
customer relations in the field. Management also reviewed the recommendations 
for Field Services identified in the Management Audit Action Plan as well as the 
timelines for completing the recommendations. Below is a copy of the agenda. 

 
• Relation between Management Audit Action Plan and Field Service 

Operations 
• Relation between the Audit and our Customer Experience Strategy  
• “Tools” used to measure performance 
• Implementation Plan key points: 

 Accuracy of data entry on service orders (meter reads, meter 
numbers, notes) 

 Courtesy and helpfulness to customers in the field 
 Monthly posting of Field Services KPIs on bulletin boards at 

each location 
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 Importance and use of utility benchmarking data to measure 
performance 

 Timely completion and tracking of customer-requested service 
orders to meet customer expectations. 

 Implementation of the Quality Field Audit program to 
document customer feedback as well as technician abilities and 
performance 

• Question and answer 
 

 The dates of the “all hands” are shown in the table below. 
 

Operational Area Technicians Date Time Meeting Place Presenter 
LG&E Field Service Employees and Contractors 10/24/2011 8:30a-10:00a BOC Annex Dale Bielefeld

KU Lexington, Mt Sterling, 
Winchester, Georgetown, Versailles Employees and Contractors 11/14/2011 10:00a-11:30a Loudon St Office Dale Bielefeld
KU Greenville, Morganfield, 
Earlington, Eddyville, Barlow Employees 11/17/2011 3:30p-5:00p Earlington Office Dale Bielefeld
KU Elizabethtown Employees and Contractors 11/28/2011 8:30a-10:00a Elizabethtown Office Dale Bielefeld
KU Danville Contractors 11/29/2011 8:00a-9:30a Danville Office Troy Venables
KU Campbellsville Contractors 11/29/2011 10:00a-11:30 Campbellsville Office Troy Venables
KU Shelbyville Contractors 11/30/2011 9:00a-10:00a Shelbyville Office Troy Venables
KU Carrollton Employees 11/30/2011 11:00a-12:00 Carrollton Office Troy Venables
KU Paris Employees 12/2/2011 8:30a-9:30a Paris Office Troy Venables
KU Maysville Employee and Contractors 12/2/2011 10:30a-11:45a Maysville Office Troy Venables
KU London, Somerset Employees and Contractors 11/15/2011 9:00a -10:30a London Office David Marler
KU Pineville, Harlan, Middlesboro Employees 11/16/2011 9:00a -10:30a Pineville OC David Marler
ODP Norton, Pennington Gap Employees 11/17/2011 9:00a -10:30a Norton Office David Marler
KU Richmond Employees and Contractors 11/22/2011 8:00a - 9:30p Richmond SC David Marler
KU Morehead Contractors 11/22/2011 10:30a-12:30a Morehead Office David Marler

 
 

Initiative 2: Enhance communications with all service order employees to inform them on 
their performance.   

 
 Management purchased and installed bulletin boards at all locations where field 

service employees are assigned.  Each month, Management will post the results of 
Field Service’s key performance goals.  The goals include: monthly and year-to-
date service orders created and completed, current service order backlog, costs per 
order and average number of service orders completed daily per service 
technician.  

 
Below is a photograph of the Performance Metrics bulletin board at the LG&E 
Broadway Office Complex. 
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Initiative 3a:    Analyze and evaluate the benchmarking data to identify the comparable 

companies to align internal KPIs and other operational and performance results.    
  
     Management reviewed a proprietary benchmark data study to select utilities that 

most closely matched the Company’s size and field service operation.  The goal 
was to compare our performance against those considered to be a “peer” utility.  
Detailed reviews were conducted comparing our performance against the other 
utilities in the areas of service orders generated and completed annually, service 
orders completed per tech, and cost per service order completed.  

 
Initiative 3b: Contact those companies to discuss their service metrics and operational 

processes to identify potential improvement opportunities. 
 
Management reviewed a proprietary benchmark data study and selected 
comparable regional utilities that performed well and contacted them for further 
discussions regarding their field service operations.  Field Service Management 
also attended a workshop and participated in breakout sessions that provided 
direct interaction and discussion with other utilities regarding metrics and best 
practices in the field services area.  From these discussions, the Company was 
able to confirm the processes in place for addressing customer’s request for 
service are very similar across all the utilities.  
  
The following results were learned: 
 

• All of the companies dispatch and complete their service orders 
through mobile computing systems. 
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• Most of the companies utilize appointment scheduling in two-to-four 
hour timeframes; LG&E and KU schedules two-hour timeframes for 
customers who need appointments during the work week. 

• Most of the other companies utilize field surveys to measure technician 
performance, safety and technical abilities. 

• The peer group utilizes phone “call back” surveys to measure 
customer satisfaction.  We are planning to utilize this approach as well 
as field audits as discussed in Initiative 5 under this Recommendation 
and in our response to Recommendation 10 Initiative 4. 

 
Initiative 4:      Conduct comprehensive review of current processes and procedures to identify 

gaps.    
       

Management conducted a review of field service processes and procedures to 
identify potential operational gaps.  The review included an examination of 
internal service order processing procedures, Key Performance Initiatives, and 
Business Intelligence reports.  Management also reviewed the electronic order 
handling processes between CCS and Ventyx Mobile system.  From this review, a 
process gap was identified with after hour reconnects.  Further analysis of the 
after hour reconnect process determined the main issue resulted from inadequate 
coverage in certain areas across the state during weekends and holidays.  Working 
with Distribution Operations, this process has been streamlined and sufficient 
resources have been assigned during weekend and holiday periods.  

 
Initiative 5a:    Develop process to monitor and report field audits.   

  
   Quality monitoring for field service activities involves a two-tier approach: 1) 

management performing random audits in the field, and 2) phone surveying 
customers who have recently requested a service action.  Field Services has 
developed criteria that will be used to randomly select service technicians for field 
audits.   The Company already had an initiative that required management to 
conduct safety audits on field employees and complete a form documenting their 
findings.  This form has been updated to include a section for customer feedback.   
While at the job site conducting the safety audit, management personnel will ask 
the customer questions regarding their satisfaction with the work performed by 
the field service technician.  Audits are random and each technician will be 
audited (on average) twice annually.  The customer’s feedback will be shared 
with the employee, reviewed by management and followed up as necessary.  The 
phone survey process is explained in detail in our response for Chapter II-R10 
Initiative No. 4.  On the next page is a copy of the Field Service Audit Form. 
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Initiative 5b:    Include an initiative for performing Quality Assurance Audits as part of company 
personnel’s Performance Excellence Process (PEP) 

 
Management has reviewed and discussed the audit process with team leaders and 
contract coordinators and this initiative has been included in their 2012 PEP.   
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Below is a copy of the objectives included in the 2012 PEPs:    
 

Objective 4: Customer Satisfaction - Internal and External  
 
Description:  Improve LG&E customer satisfaction ratings by offering 
timely field solutions and exceptional service as defined in the Customer 
Experience Strategy.  
                                                                                                     
Measurements: 
• Conduct customer satisfaction survey during field safety audits when 

possible/applicable (correct order type and customer is present)  
• Investigate claims and issues impacting customer satisfaction and 

Field Service operations 
• Average of two Job site/safety audits per tech annually 

 
Initiative 6a:    Reevaluate current process for classifying and prioritizing customer requested 

orders to ensure accuracy. 
 
     Management conducted an evaluation to identify the key service orders that 

provide the greatest opportunity to improve customer satisfaction.  Based upon 
this evaluation, Management concluded their greatest opportunity to enhance 
customer satisfaction was by ensuring the efficient completion of customer 
requests for the following three service types:  Turn Service On; Turn Service 
Off; and Move In/Move Out.   

 
     Management also conducted a review of all service orders completed in 2011 and 

ranked them based upon the number of times a customer requested to have that 
type of service performed.  This review determined that Field Services completed 
over 350,000 customer requests for service for the three above referenced service 
types representing over 48% of the service orders completed in 2011(see table 
below).  These findings support Management’s recommendation to focus on the 
above noted service order types.   

 
     Management has reviewed the processes associated with completing these order 

types and is making plans to move forward to develop a tracking and reporting 
mechanism to measures the percentage of these orders completed by the customer 
“need date.”  The “need date” is the date by which the customer requests the 
service order be completed.  The “completion date” is the actual date the 
Technician completed the order in the field.    
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Initiative 6b:    Develop reporting process to analyze customer requested service orders not 

completed by date requested.  
 
     Management is working with Information Technology to create reports to monitor 

service order completion dates.  Once created, the reports will be generated from 
the Business Intelligence reporting function of the Customer Care System and 
sent to Field Service Management for review and analysis.   

 
Initiative 6c: Develop reporting process to analyze assigned service orders that are re-dated 

for another day. 
 
     Management is working with Information Technology to create reports that will 

monitor re-dated service orders.  Once created, the reports will be generated from 
the Business Intelligence reporting function of the Customer Care System and 
sent to Field Service Management for review and analysis. 

 
Initiative 6d:    Develop corrective actions to address causes identified in 6b and 6c above.  

 
This initiative is scheduled to begin in April 2012. 

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response and proposed implementation steps met the intention 
of Liberty Consulting’s recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 
Initiative 6b:    Develop reporting process to analyze customer requested service orders not 

completed by date requested.  
 
     Management will develop reporting to analyze customer request service order not 

completed by date requested.  The status will be reported during the next progress 
report period. 

 
 
 

Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Jul-11 Aug-11 Sep-11 Oct-11 Nov-11 Dec-11

Grand 
Total- 
2011

% of 
Total

Move In/Move Out 13,899 15,317 16,888 14,030 16,023 19,449 18,230 23,207 16,896 15,142 14,675 14,490 198,246  27%
Turn On Service 4,930    5,151    6,282    5,833    6,422    7,658    7,045    8,349    8,216    8,343    7,989    6,874    83,092    11%
Turn Off Service 4,280    4,789    6,694    5,883    7,529    7,121    5,921    7,536    7,896    7,267    6,011    4,816    75,743    10%
3 Service Orders Above 23,109 25,257 29,864 25,746 29,974 34,228 31,196 39,092 33,008 30,752 28,675 26,180 357,081  48%
Other Service Orders 30,646 30,600 37,612 32,898 32,847 28,265 21,414 37,336 35,005 36,169 31,115 30,149 384,056  52%
Total of All Service Orders 53,755 55,857 67,476 58,644 62,821 62,493 52,610 76,428 68,013 66,921 59,790 56,329 741,137  100%
Source: Business Intelligence Report 6620 Completed Service Orders for LG&E and KU for all of 2011
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Initiative 6c: Develop reporting process to analyze assigned service orders that are re-dated 
for another day. 

 
     Management will develop a reporting process to analyze service orders that are 

re-dated.  The status will be reported during the next progress report period. 
 
Initiative 6d:    Develop corrective actions to address causes identified in 6b and 6c above.  

 
Initiative will begin once the reports required for 6b and 6c above are created.  
The status will be reported during the next progress report period. 

 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 

 
The projected annual recurring costs to add the six additional resources are 
approximately $700,000 which includes salary and benefits.  The additional 
resources are necessary to ensure adequate staffing to timely complete volume of 
service orders created across both companies.  The costs to implement other 
recommendations are minimal.  The development of the quality assurance process 
and quality performance reporting can be accomplished with existing staff. 

  
 B. Benefit Analysis 

 
The additional resources will be utilized to work service orders affecting customer 
satisfaction, billing and revenue collection activities, and to develop and analyze 
operational data.  Quality assurance monitoring refers to the process of observing 
an employee’s meter reads or spot-checking completed meter reads.  This should 
help to reduce errors and rework, field visits, lower customer call backs, focus 
training efforts and create employee development opportunities, which should 
improve customer satisfaction.   

  
 C. Cost/Benefit Summary 
 

To be completed once the recommendation is marked as completed. 
   

Category One Time Annual Recurring 
Cost 

 
  

Benefit   
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D. Other Costs or Benefits 
 
To be completed once the recommendation is marked as completed.
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  II-R8 
 
Recommendation Statement: Standardize Billing Integrity business processes; review 

and address staffing levels, while establishing an 
environment of continuous improvement. 

 
Implementation Priority:  Medium  
 
LG&E Person Responsible:  Butch Cockerill 
 
 
II. RECOMMENDATION STATUS 
 
      COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
    X  ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1.  
 

Establish Business Continuity and Data Integrity 
functional group within Billing Integrity that is 
responsible for identifying and documenting key 
processes; developing training programs for key 
processes, monitoring employee adherence to key 
processes; implementing effective measures and targets 
to monitor departmental performance and effectiveness. 

10/2011 
 

Completed 
02/2012 

2.   Establish Key Processes: 
 

a.   Continue to pursue process standardization and 
continuous improvement between companies by 
documenting key processes to improve employee 
accountability and quality of work. 

 
Develop Training and Change Management Program 
 

b.   Develop training and change management 
program to train Billing Integrity employees on 
key processes to ensure they have the knowledge 
necessary to resolve assigned billing exception 
cases. 

 
Monitor Employees  

 
c. Develop a program to monitor employee 

adherence to key processes to improve employee 
accountability and quality of work. 

 
Implement Measures 
 

d. Identify the key measures that determine 
departmental performance and establish targets 
for those measures. 

 

 
 

03/2012 
 
 
 
 
 
 

04/2012 
 
 
 
 
 
 

04/2012 
 
 
 
 
 

04/2012 

 
 

08/2012 
 
 
 
 
 
 

09/2012 
 
 
 
 
 
 

09/2012 
 
 
 
 
 

08/2012 

3.  Staff Billing Integrity Rate and Tariff Analysts that are 
responsible for: ensuring billing adherence to approved 
tariffs; providing expertise in identifying customer 
impacts of proposed tariff changes; resolve customer 
billing complaints; and system testing for proposed 
billing changes. 

10/2011 
 

Completed 
10/2011 
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4.  Enhance hiring process to include pre-employment 

aptitude based testing and increased educational 
requirements for certain positions. 

06/2011 
 

Completed 
09/2011 

5.  Reduce Billing Exception resolution period: 
a. Re-examine current system tolerances in an effort 

to identify appropriate tolerance levels that result 
in quicker identification of valid customer data 
anomalies. 

 
b. Implement the new system tolerances levels 

based upon finding of above analysis and monitor 
impact of new tolerances and adjust if necessary. 
 

c. Develop a method to track the time required to 
successfully complete key billing exceptions from 
creation to resolution.  

 

 
10/2011 

 
 
 
 

02/2012 
 
 
 

04/2012 

 
Completed 

01/2012 
 
 
 

06/2012 
 
 
 

08/2012 

6.  Conduct evaluation of existing MV90 processes and 
system capabilities and recommend the most effective 
solution to address current requests to add more complex 
meters capable of capturing consumption over multiple 
time periods, support internal need for more detailed load 
utilization across entire service territory for enhanced 
forecasting capability, and prepare for future rate 
structure changes which will likely include more 
complex metering and billing structures. 
 
 
 
 

10/2011 
 
 
 
 
 
 
 
 
 
 
 
 

Completed 
01/2012 

 
 
 
 
 
 
 
 
 
 
 
 

 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1:  Establish Business Continuity and Data Integrity functional group  
 

Management developed job description for this newly created function.  This new 
functional group will consist of five analysts that are responsible for developing 
process maps of the key processes within Billing Integrity that will aid in 
harmonizing the processes between LG&E and KU.  In addition, these positions 
will conduct training as each process map is developed and establish and monitor 
quality standards for key billing exceptions.   
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Below is a screen shot from the Company’s HR Information System providing 
information supporting the hiring date.   
 

 
 

A copy of the job description is found at Chapter II-R8-Attachment 1.  
 

Initiative 2a: Establish Key Processes 
 

This initiative is scheduled to begin in March 2012.  This date was set to allow 
time to establish the Business Continuity and Data Integrity group, which is 
responsible for completing this initiative. 

 
Initiative 2b: Develop training and change management program 
 

This initiative is scheduled to begin in April 2012.  This date was set to allow 
time to establish the Business Continuity and Data Integrity group, which is 
responsible for completing this initiative. 

  
Initiative 2c: Monitor Employees 
 

This initiative is scheduled to begin in April 2012.  This date was set to allow 
time to establish the Business Continuity and Data Integrity group, which is 
responsible for completing this initiative. 
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Initiative 2d: Implement measures 
  

This initiative is scheduled to begin in April 2012.   This date was set to allow 
time to establish the Business Continuity and Data Integrity group, which is 
responsible for completing this initiative. 

 
Initiative 3: Staff Billing Integrity Rate and Tariff Analysts 
 

Management developed a job description for this newly created function.  The 
new functional group consists of five analysts that are responsible for ensuring 
billing adherence to approved tariffs and to provide expertise in identifying 
customer impacts of proposed tariff changes.  Billing Integrity has completed the 
hiring process and all five analysts started working during October 2011.  Below 
is a screen shot from the Company’s HR Information System providing 
information supporting the hiring date.   
 

 
 

A copy of the job description is found at Chapter II-R8-Attachment 2.  
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Initiative 4: Enhance hiring process to include pre-employment aptitude based testing. 
 

Management contacted various utilities to obtain information regarding their 
hiring and educational requirements for employees who perform their billing 
validation processes.  Also, Management analyzed the current tariff structure and 
billing calculation complexity for some of their larger customers.  Based upon 
these reviews, Management implemented the following changes to their 
recruitment process in an effort to enhance the employee recruitment process: 
• Implemented a pre-employment aptitude test to enhance the selection process.  

Billing Integrity, along with other areas, developed a Customer Billing 
Exercise that is administered to potential applicants to evaluate their ability to 
analyze and process data.  Depending on the position, examples include 
calculating a customer’s bill, determining a customer’s minimum payment, 
determining applicability of tariffs and writing an executive summary memo. 

• Enhanced the educational requirement by requiring a college degree and/or 
numerous years of billing experience for the new Rate and Tariff Analyst and 
Business Continuity and Data Integrity positions.   See Chapter II-R8-
Attachment 1 & 2 for copies of the jobs descriptions. 

• Modified current educational requirement for the Billing Analysts Associate 
positions by including language stating “A college degree was required or 
relative accounting/billing experience”.  See Chapter II-R8-Attachment 3 for a 
copy of the job description. 

 
Initiative 5a: Re-examine current system tolerances 
 
 Management conducted several analyses of our meter reading and billing 

consumption tolerance parameters in an effort to find the most effective tolerance 
bands.  Following these analyses, Management changed the meter reading 
consumption tolerance parameter in November 2011 (See response to Chapter II 
Recommendation No. 6).  Management is continuing to monitor this change to 
evaluate the effect on meter read accuracy, meter reader workload, and customer 
billing prior to making any further tolerance changes.    

 
Initiative 5b: Implement new system tolerances 
 

Management will determine next steps toward tightening the current billing 
consumption tolerance bands after completing the evaluation of the recent 
changes made to the meter reading consumption tolerance changes.  The current 
ongoing evaluation will provide information on the effect tightening the meter 
read tolerances had on meter read accuracy, meter reader workload, and provide a 
better understand the longer term impacts on customer billing.   
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Initiative 5c: Develop a method to track the time required to complete key billing exceptions 
 

This initiative is scheduled to begin in April 2012.  This date was set to allow 
time to establish the Business Continuity and Data Integrity group, which is 
responsible for completing this initiative.   

 
Initiative 6: Conduct evaluation of existing MV90 process and system capabilities 
 
 A cross functional team was formed to conduct an analysis of our MV90 

processes to determine how this system is used and by whom.  The primary 
purpose of this analysis was to gain a better understanding of how Billing 
Integrity currently uses this system and provide recommendations to improve the 
efficient use of the system.  The findings of this analysis provided 
recommendations to improve system reporting, system changes/enhancements, 
and made recommendations regarding the roles and responsibilities for the Billing 
Integrity employees that utilize this system.  The team also recommended we 
engage the software designer to conduct a site visit to monitor our use of the 
system and provide user training.  Management has reviewed the recommendation 
of the team and has agreed to bring the software designer onsite.  A copy of the 
MV90 overview and conclusions is found at Chapter II-R8-Attachment 4. 

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response and proposed implementation steps met the intention 
of Liberty Consulting’s recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 
Initiative 2a: Establish Key Processes 
 

This initiative is scheduled to begin in March 2012. The status will be reported 
during the next progress report period. 
 

Initiative 2b: Develop training and change management program 
 

This initiative is scheduled to begin in April 2012.  The status will be reported 
during the next progress report period. 

  
Initiative 2c: Monitor Employees 

 
This initiative is scheduled to begin in April 2012.  The status will be reported 
during the next progress report period. 
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Initiative 2d: Implement measures 
  

This initiative is scheduled to begin in April 2012.  The status will be reported 
during the next progress report period. 

   
Initiative 5b: Implement new system tolerances 
 

Management continues to monitor the results of the recent changes to tighten the 
meter reading consumption tolerances.  The status will be reported during the next 
progress report period. 

 
Initiative 5c: Develop a method to track the time required to complete key billing exceptions 
 

This initiative is scheduled to begin in April 2012.  The status will be reported 
during the next progress report period. 

 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 

 
The projected annual recurring labor and benefits cost for the additional Billing 
Integrity analysts is approximately $1.4 million. 

   
 B. Benefit Analysis 

 
The Company’s additional Billing Integrity resources and increased focus on 
process improvement for the key billing process should improve billing 
performance, address billing backlog issues, and improve customer satisfaction. 
 

 C. Cost/Benefit Summary 
 
To be completed once the recommendation is marked as completed. 

   
Category One Time Annual Recurring 

Cost 
 

  

Benefit   

 
 D. Other Costs or Benefits 
  

To be completed once the recommendation is marked as completed. 
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Chapter II-R8 – Attachment 4 

Page 1 of 4 

 

1 

 

 

 

MV90 Overview and Recommendations 

February 15, 2012 

 

 

Overview: 

 

Billing Integrity recently completed a review of the MV90 system, documenting the processes 

completed by the system and reviewed how the two Billing Integrity (BI) employees operate and 

utilize the system.  The purpose of the review was to gain greater understanding of how we use 

the system, increase our understanding of the system’s capabilities, and identify improvement 

opportunities.  The MV90 system captures meter pulse consumption data and translates the pulse 

data into numeric data.  This system is a vital tool for BI as the data maintained in the system is 

used to bill many of our largest customers.  Additionally, this system provides consumption data 

for other areas of the company aiding them with performing many of their tasks. 

 

The MV90 system is monitored and operated by two BI analysts working in Lexington.  The 

primary responsibilities of these analysts are meter setup, data maintenance, and data integrity.  

A large portion of this study was to monitor how these employees perform their work to gain a 

better understanding of their processes and challenges.  Within the LGE/KU service territory 

numerous customers have been set up with meters programmed to capture load profile meter 

pulse data.  These meters register pulse interval data in response to the customer's usage. MV90 

collects this meter pulse data received from load profile programmed meters and converts or 

"translates" this data into customer consumption data.  The MV90 system also converts this 

consumption data into numeric meter read data that can be entered in the Customer Care System 

(CCS) and billing purposes.  The majority of load profile meters used in the LGE/KU service 

territory capture pulse data in 15 minute intervals.  There are a few meters, however, that have 

been programmed to capture pulse data in 5 minute intervals.  

 

Depending upon the method used to collect the data determines the amount of interaction the 

Billing Integrity employees have with the data.  The two primary methods for collecting 

consumption data is by manually probing the meter or by remote interrogation.  Load profile data 

is acquired either manually or remotely.  Manually interrogated meter data is obtained by a meter 

reader who probes the meter with a hand held or lap top device.  Remotely interrogated meter 

data is obtained through one of several MV90 remote interrogation processes (electronically via 

Transmission Control Protocol Internet Protocol (TCPIP)/internet connection, modem or 

telephone line).   

 

A nightly batch process uploads the meter reads and usage data probed by the meter reader.  

Most of our larger customer’s meters are remotely interrogated.  With this process, the meters 

are remotely called once a week and on the periodic read date of the particular meter.  Because 

of the quantity of consumption these customers consume, BI analyses the usage weekly in an 

effort to identify and resolve potential issues prior to the end of the billing window.  The weekly 

reviews allow the MV90 personnel to quickly identify and respond to any informational gaps in 

Energy Delivery – Retail Business 
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the pulse data.  If the remote call fails, MV90 personnel attempt to manually call the meter.  If no 

connection is made with the meter, Meter Shop personnel are sent to the sight to investigate.   

 

Once all the data has been collected, the data must be translated into useful billing data.  This 

could include “splitting files”, combining files, and aggregating or totalizing meters.   All of 

these functions in addition to generating reports that are sent to some customers providing them 

with detailed Time of Day information about their operation are performed by the two MV90 

analysts. 

 

In addition to the billing data generated by MV90 and utilized by the Billing Integrity group, 

other internal departments also utilize the data maintained in the MV90 system. These groups 

include: Load Research, System Analysis and Planning, Engineering, Sales Analysis and 

Forecasting, and Major Accounts. 

 

 

 

Conclusions: 

 

Billing Integrity's MV90 Analysts perform a variety of duties.  They have responsibility not only 

for acquiring consumption data from meter pulse information; but, they are also responsible for 

ensuring that the meter data housed in MV90 is accurate and up to date.  Since the move to CCS, 

the MV90 translators have taken on added responsibility for ensuring the MV90 data is correctly 

entered into CCS.   A large portion of the MV90 personnel's time is spent validating and 

revalidating information to ensure that all meter data necessary for billing is obtained and entered 

correctly.  However, we learned that the MV90 analysts no longer have to review and interact 

with each piece of data processed through the system.  With some recent system upgrades and 

review of current operational processes, improvements were made that reduced the amount 

manual manipulation of data.   

 

Since the implementation of CCS, the companies' have introduced  new complex, 3 tier time of 

day (TOD) structured rates; acquired redundant capacity customers; revamped its curtailable 

service riders; and redefined LGE's method for calculating Power Factor.  Each of these items 

has brought new meter programming challenges, introduced the need for more specific rate 

understanding, and created more time consuming process steps.  More and frequent interaction 

with the meter asset group has also resulted, to address challenges related to the newly 

implemented rate tariff structures.  In addition, the introduction of CCS and more complex rate 

structures has created a need for more interaction between the MV90 and the Major 

Accounts/Economic Development groups. 

 

The recent merger of LKE with PPL has also placed more emphasis on revenue forecasting.  

This renewed emphasis has created the need for more real time consumption data from our 

largest customers.  As a result, there has been an increased interaction between MV90, the Load 

Research, and the Sales and Forecasting groups. 
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Each of these changes has placed more responsibility on MV90 personnel and introduced more 

process changes to their daily work.  Very little MV90 specific training outside of "On the Job" 

training has been provided to these individuals to address these new challenges.  Most of the 

training has been handed down from one analyst to the other based upon the way they were 

trained.  The lack of training and the lack of process change management have led to overworked 

individuals who are unsure of their responsibilities.  In addition, the MV90 data needs of other 

groups outside of Billing Integrity continue to increase and we have concerns about our current 

ability to fully address their needs.  These other groups look to the BI MV90 analysts as the 

MV90 experts. 

 

Recommendations: 

 

1.  Enhanced Vendor Support:   Engage Itron in addressing such items as: 

 File Maintenance to alleviate the cumbersome processes associated with splitting and 

combining files. 

 Total period data acquisition to more efficiently obtain daily peaks without the need 

to run each day as a separate report 

 Exception reporting to eliminate the need to maintain external "checklists" 

 Data calculations to eliminate the need for manual calculations in external 

spreadsheets 

 Automated report creation and customer data "push" capabilities to automate the 

emailing of the customer's meter data reports 

 System upgrade benefits and liabilities that include a full explanation of the pros, 

cons and customer experiences related to system upgrades. 

 Evaluate skill sets of our MV90 analysts and make training recommendations. 

 Meet with internal users to gain understanding of their MV90 needs and recommend 

corrective actions to address their issues. 

 Projected costs for a week long onsite engagement is approximately $20K 
 

2.  Training:   Provide MV90 specific training to those individuals who have primary 

responsibility for maintaining and utilizing the data in the MV90 system.  Evaluate the 

recommended training programs based upon Itron’s observation of our analysts.  Funds 

are available in BI current budget to provide the recommended training.   Itron offers the 

following specific MV90xi training courses:  

 MV90xi Basic Operational Training 

 MV90xi Advanced Operational Training 

 MV90xi Administrator Training 

 MV90xi IT Training 

 

3. Internal Operations Support:   Utilize the information obtained from Itron’s discussion 

with our internal users to evaluate the best way to meet their needs.  The evaluation 

should include the need to create “In- house” expertise to help business operations by: 

 Creating new customized reports to eliminate the need to manually enter data into 

external spreadsheets  

 Creating exception reporting to eliminate the need to maintain external "checklists" 
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 Providing easier and consistent communication between business and IT operations 

 Being a conduit for information and system capabilities for groups external to BI 

 Identifying process improvements and enhancement opportunities 

 

4.    Other systems:   Evaluate enhancements to Non-Mv90 systems to include 

 Provide MV90/CCS data reporting capabilities utilizing BW  

 Allow "Combined" files to be automatically exported from MV90 to CCS  

5. Process mapping and review:   Review current processes to determine if: 

 The roles and responsibilities MV90 personnel have for CCS data maintenance 

should remain as is or transition to Billing Associates/Analysts 

 Current criteria for the inclusion of a meter in MV90 are sufficient or determine if 

visual meter reading is more appropriate. 

 The responsibilities MV90 personnel have for load survey metering data and non-

billing report generation should transition to other non-billing groups. 

 The current status of meter reprogramming for meters set in the field is adequate. 

Many kVA billed meters have not been reprogrammed to capture kVA, which has to 

be derived from MV90 data. 

6. Upgrade MV90 2.0 to version 3.0 

 Just learned that need to move to 3.0 by year end to meet new internal IT Corporate 

mandate. 

 No system should be running on Window XP by end of year.   

 All systems need to run on Window 7. 

 Itron has stated will be able to assist us with this conversion while down conducting 

their operational review. 

 Need to work with IT on cost analysis 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  II-R9 
  
Recommendation Statement: Carefully plan and deploy full-balance dunning changes in 

a manner that is sympathetic to customer need. 
 
Implementation Priority:  High  
 
LG&E Person Responsible:  Butch Cockerill 
 
 
II. RECOMMENDATION STATUS 
 
    X  COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
      ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
 
 
 
III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1.  
 

Meet with KPSC in informal conference to discuss 
planned changes to dunning process 

07/2011 Completed 
07/2011 

2.  Implement full account balance dunning over the course 
of four months to control operational impact 

08/2011 Completed 
11/2011 
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IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1:  Meet with KPSC in informal conference to discuss planned changes to dunning 

process 
 
Management met with representatives from the KPSC and the Office of the 
Attorney General for an Informal Conference on July 18, 2011.  The purpose of 
the meeting was to review the Company’s plan for implementing Full Account 
Dunning.  Management also reviewed its customer communication plan and plan 
for working with customers who may have difficulty paying their entire past due 
balance.  See Chapter II-R9 – Attachment 1 for copy of the Company’s 
presentation reviewed during the Informal Conference. 

 
Initiative 2: Implement full account balance dunning over the course of four months to control 

operational impact 
 
The Company was aware that during the initial implementation of its Full 
Account Dunning program, some customers may experience financial hardships.  
Therefore, as part of the process to introduce the program, the Company 
developed a comprehensive communication strategy and enhanced its financial 
offering for customers.  Additionally, the Company decided to phase in the new 
program to minimize its affect on customers and ensure its employees were 
available to efficiently respond to customer inquiries.  Full Account Dunning 
began being phased into operation starting on August 1, 2011 in accordance with 
the Implementation Plan discussed during the Informal Conference.  Starting with 
customer billing in December 2011, the transition to Full Account Dunning was 
completed and remains in effect today.  Over 23,000 customers received past due 
bill notices during the four months the Company transitioned Full Account 
Dunning into operations.  Because of the Informal Conference with the KPSC and 
Attorney General’s office along with the advanced planning by the Company, no 
customer complaints were received as part of the implementation of this program. 

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response and proposed implementation steps met the intention 
of Liberty Consulting’s recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 

LG&E/KU considers this action plan complete and requests that it be closed.   
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VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 

 
The cost for the system development required to implement this change was 
approximately $165,000. 

 
 B. Benefit Analysis 

 
This change improved the management of collection’s performances. 

 
 C. Cost/Benefit Summary  
 

 
 D. Other Costs or Benefits 
  
  None identified.

Category One Time Annual Recurring 
Cost 

 
 
 

• Cost of implementing 
change ($165,000) 

• N/A 

Benefit • N/A • Improved the management of 
collection’s performance. 

Attachment to Response to LGE AG-1 Question No. 11 
Page 118 of 281 
Bruner



  

PSC Informal Conference  

Changes to Dunning (Collection) Process 

July 18, 2011 

Chapter II-R9 – Attachment 1 

Page 1 of 7 
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Page 2 

• Overview of dunning (collection) process (in place since April 
2009). 

 
• Review planned changes to the dunning process.  

 
• Review customer impact assessment. 

 
• Review implementation plan. 
 

Purpose of Presentation 

Chapter II-R9 – Attachment 1 
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Overview of Dunning Process 

• Current Process 
— Evaluate accounts based upon past due balance of  

“current bill only” to determine whether to issue a 
disconnect notice (“brown bill”) to customer. 
 

• Planned Process 
— Evaluate accounts based upon “total past due balance” to 

determine whether to issue a disconnect notice to 
customer. 
 

 

Page 3 
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Customer Impact Assessment 

• Number of customers eligible for full account balance dunning 
on June 27 was approx. 23,000 
— Residential customers are 90% of total 

 
• Average balance 
— Overall = $204 
— Residential = $198 
— Non-Residential = $277 

 
• Highest balance 
— Residential = $2,598 
— Non-Residential = $2,492 

 

 Page 4 
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• Customers should be aware 
of the amount they owe as it 
appears on each regular 
monthly invoice under the 
Billing Summary section and 
is included in the “Pay This 
Amount” section. 

• Approximately 60% of the 
23,000 customers have 
received a disconnect notice 
at least one time since April 
2009. 

Customer Impact Assessment 

Page 5 
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Implementation Plan 

• Modified language in “Important Information About 
Disconnection” brochure included with disconnect notice. 

• Establish thresholds to phase-in change beginning with 
August billing cycle and work through different $ threshold 
levels by end of November. 
 
 
 
 
 
 
 

* Table above reflects snapshot of customers on June 27; numbers change daily. 

Threshold # of Accounts Acct Balances 

August $225 5,951 $2.4 M 

September $150 - $224 5,456 $997 k 

October $105 - $149 5,957 $754 k 

December $75 - $104 5,198 $460 k 

Total 22,562 $4.6 M 

Page 6 
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Implementation Plan 

• Modified CCS to make it easy for Customer Service 
Representatives to identify customers impacted. 

• Offer generous payment arrangements to these customers 
who owe for many months but who have not been 
disconnected (i.e., up to one year if customer requests). 

• If customer is disconnected for non-pay, full past due balance 
must be paid prior to reconnection (as is the policy today). 

• If customer is required to pay a deposit following 
disconnection (because customer does not have one on file), 
allow customer to pay over 4 months as required by tariff. 

 

Page 7 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  II-R10 
 
Recommendation Statement: Improve the focus on Quality. 
 
Implementation Priority:  Medium  
 
LG&E Person Responsible:  Cheryl Bruner 
 
 
II. RECOMMENDATION STATUS 
 
      COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
    X  ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1.  
 

Evaluate efficiency (Average Handle Time) in relation 
to effectiveness (quality and first contact resolution) in 
completing customer calls. Develop metrics that reflect 
this balance. 

10/2011 Completed 
10/2011 

2.  Re-evaluate policies and practices in call centers to 
minimize the transfer of customers. 

10/2011 Completed 
01/2012 

3.  Develop “Soft Skills” training for management team 
and all front office and field personnel. 

01/2012 Completed 
01/2012 

4.  Expand “Quality Monitoring” by developing and 
implementing transactional surveys in the Field 
Services group. 

10/2011 Completed 
03/2012 

5.  Increase calibration sessions for management team and 
training group for RSC and BSC QA 

08/2011 Completed 
01/2012 

6.  Conduct random transactional monitoring/review of 
billing transactions. 

03/2012 09/2012 

7.  Perform route audits / field spot checks of meter 
readings and field orders. 

12/2011 Completed 
02/2012 

8.  Develop and implement a process to perform side-by-
side quality monitoring of Business Office transactions. 

10/2011 Completed 
01/2012 

9.  Perform random transactional monitoring of collections 
activities. 

03/2012 Completed 
03/2012 

10.  Add to monitoring process, some calls that have been 
surveyed for customer satisfaction. 

08/2011 Completed 
01/2012 

 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1: Evaluate efficiency (Average Handle Time) in relation to effectiveness (quality 

and first contact resolution) in completing customer calls. Develop metrics that 
reflect this balance. 

 
The Residential Service Center raised their Average Handle Time (AHT) target in 
October 2011 while placing more emphasis on the quality of the customer 
experience.   The Residential Service Center and Business Service Center 
modified their Customer Service Representative (CSR) evaluation placing more 
weight on quality monitored through monthly call sampling and less emphasis on 
average handle time.   The table below highlights the new AHT goals. 
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Skill Seconds Minutes Seconds Minutes
Outage- Electric 90 1:30
Billing 315 5:15 375 6:15
Credit 249 4:09 309 5:09
Moves 374 6:14 434 7:14
Reconnect 249 4:09 309 5:09

December 2010 - September 2011 Effective October 2011

    
 
Initiative 2: Re-evaluate policies and practices in call centers to minimize the transfer of 

customers. 
 

Management’s re-evaluation of policies and practices for transferred calls resulted 
in additional training plans and updates to the automated call response system.  
Below is an email sent to Quality Assurance emphasizing customer service 
representatives are to take the call (and not transfer it) if they have the needed 
knowledge, even if the call is of a type not assigned to the representative at that 
time.   The section below highlights the communication with Operations 
Managers and Quality Assurance employees: 
 

If a representative gets a call not related to a skill that comes in and the 
representative has the skill, the representative can go ahead and take the 
call.   Do not score them off.  For example, if the call comes in on Billing 
and the customer needs to make an installment plan and the representative 
has credit skill as well, the representative can help the customer install of 
transferring the call.  This will apply for all skills. 

 
Initiative 3: Develop “Soft Skills” training for management team and all front office and field 

personnel. 
    

A Retail Service Trainer was hired and has developed soft skills curriculum for 
customer facing and related management personnel. The “Soft Skills” training 
was added to new hire training curriculum beginning in January 2012.   Given the 
proprietary nature of the information, LG&E and KU will provide the information 
for visual inspection at the Companies’ offices. 
 

Initiative 4: Expand “Quality Monitoring” by developing and implementing transactional 
surveys in the Field Services group. 

  
Management developed a two-tier approach to expand their quality monitoring of 
the activities of the field technicians.  The two approaches are: 1) management 
performing random audits in the field; and 2) phone surveying customers who 
have recently requested a field service action.  The random field audit processed 
was explained in detail in our response to Chapter II Recommendation No. 7.  
Besides the random field audits, customers who contact the Residential Service 
Center to request a field service activity, will be randomly surveyed (by phone) to 
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provide feedback on their customer experience with the work performed by Field 
Services.  This survey was implemented in March 2012 and will be conducted by 
the same third party vendor that conducts our other transactional studies.  The 
data will be tabulated and reported to Field Service management for review and 
follow up as needed.   Given the proprietary nature of the information, LG&E and 
KU will provide the information for visual inspection at the Companies’ offices. 

  
Initiative 5:  Increase calibration sessions for management team and training group for RSC 

and BSC QA 
   

The Residential Service Center and Business Service Center calls are monitored 
by the Quality Assurance Team.  Customer Service Representatives are rated on 
the soft skills and technical aspects.   Internal ratings are calibrated on a weekly 
basis and the Management team calibrates on a monthly basis.  This helps to 
ensure consistency across the Quality Assurance rating.   The monthly calibration 
sessions were scheduled on January 9, 2012 for the full year.  Attendees at these 
recurring meetings include RSC Operations Managers, Coaches, Quality 
Assurance, Resource Management personnel, Retail Trainers, BSC Manager, 
BSC Specialist, and Business Office representatives.  The Quality Assurance team 
calibration occurs weekly.   

 
Initiative 6: Conduct random transactional monitoring/review of billing transactions. 
   

A responsibility of the newly created Business Continuity and Data Integrity 
functional group is to establish and monitor quality standards for key billing 
exceptions.   Additional details of the responsibilities of this group are explained 
in our response under Chapter II Recommendation No. 8 Initiative 1.  
 

Initiative 7: Perform route audits / field spot checks of meter readings and field orders. 
 
    Meter Reading and Field Service management has developed processes to 

monitor the activities of their field personnel.   Each month, management will 
randomly audit the performance of the field service employees by obtaining 
feedback from the customers they visited and by conducting random field audits 
to inspect how they are performing their work.  The meter reading field audits 
began in January 2012 and field service audits began in late February 2012.  On 
the next two pages are copies of the Field Audit Forms for Meter Reading and 
Field Services.  Additional details about the two field audits are contained under 
Chapter II Recommendation No. 6 Initiative 4 for Meter Reading and 
Recommendation No. 7 Initiative 5 for Field Services. 

 

Attachment to Response to LGE AG-1 Question No. 11 
Page 129 of 281 
Bruner
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Initiative 8: Develop and implement a process to perform side-by-side quality monitoring of 

Business Office transactions. 
 

A monitoring process described below has been implemented where Management 
conducts routine side-by-side reviews to ensure quality performance.  

  
• Regular side-by-side observations are conducted by the lead/manager 

with Customer Service Representatives (CSR) to review procedure 
adherence and appropriate utilization of customer service skills  
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• Lead/manager provides immediate feedback regarding performance 
• If necessary, lead/manager conducts a 1-1 to discuss findings and 

make recommendations   
• If additional training is recommended, the Retail Services Trainer is 

contacted to conduct refresher training 
  

Initiative 9: Perform random transactional monitoring of collections activities. 
 
 A collections activity identified as key to affecting customer satisfaction is 

prompt posting of customer payments to their account.  Mailed payments and 
electronic payments represent two methods used by many customers to pay their 
bill.  The electronic payments are entered by the customer into their bank website, 
Quicken, or some other electronic provider.  Unfortunately, errors made by the 
customer in entering these payments prevent the Company from posting the 
payment to their account.  Since the customer is not present when these payments 
are received, correcting these errors can be difficult.   However, if the customer’s 
payment is not posted to the customer’s account, the account is at risk for 
disconnection of service due to non-payment. 

 
Because of the potential impact this issue has on customer satisfaction, the 
Company has processes in place to attempt to correct errors made by customer’s 
when remitting their payment.    Examples of mail payment errors include failure 
to include the payment stub or account number, single payment for several 
accounts but amount of payment does not equal the amounts for the enclosed 
customer bills, and unable to read the check or other documents included with 
payment.  The error most often encountered with respect to electronic payments 
initiated by the customer is when the customer enters an incorrect account 
number.  The Company receives a list of payment exceptions daily and Company 
employees research each exception in an attempt to resolve the issue.   
 
Management began in March 2012 to conduct random reviews of the payment 
exception lists and monitor the actions taken by Company personnel.  
Management will also monitor the exception list for possible process 
improvement opportunities.  

 
Since the payment exception list is worked daily, the dollar balance total and 
quantity total remain low.  The table from the Customer Care System below 
shows the 33 payment exception items across LG&E and KU as of March 1, 2012 
for a total of $3,550. 
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Lot Item Selection Value 1 Payment amount Bank clearing acct CompNT
REG030212546 1213 999999999999 64$                   131204 KU
REG030112524 33 999999999999 20$                   131204 KU
REG022912527 359 999999999999 260$                 131204 KU
REG022712488 767 999999999999 110$                 131204 KU
REG022212418 2 999999999999 20$                   131204 KU
REG022212418 76 999999999999 105$                 131204 KU
REG022012367 1473 999999999999 21$                   131204 KU
KDH021712CKS 5 999999999999 636$                 131217 KU
REG021712352 1433 999999999999 132$                 131204 KU
REG021512276 2420 999999999999 57$                   131204 KU
REG021312250 1457 999999999999 122$                 131204 KU
REG020912198 694 999999999999 691$                 131204 KU
REG020912198 696 999999999999 24$                   131204 KU
REG020812153 3319 999999999999 49$                   131204 KU
REG020812153 3330 999999999999 35$                   131204 KU
REG020812153 3332 999999999999 10$                   131204 KU
REG020812153 3361 999999999999 70$                   131204 KU
REG020612118 1243 999999999999 35$                   131204 KU
REG012412922 696 999999999999 15$                   131204 KU
REG012312906 303 999999999999 32$                   131204 KU
REG022712502 107 999999999999 50$                   131080 LG&E
REG022412476 39 999999999999 9$                     131080 LG&E
REG022012368 487 999999999999 96$                   131080 LG&E
REG021612337 353 999999999999 9$                     131080 LG&E
REG021412244 360 999999999999 21$                   131080 LG&E
REG021312258 1093 999999999999 97$                   131080 LG&E
REG020912199 533 999999999999 117$                 131080 LG&E
REG020812154 529 999999999999 60$                   131080 LG&E
REG020612119 610 999999999999 145$                 131080 LG&E
REG012312907 57 999999999999 70$                   131080 LG&E
REG012312914 68 999999999999 76$                   131080 LG&E
REG010312540 73 999999999999 53$                   131080 LG&E
REG121311307 416 300099999999 239$                 131080 LG&E
Total LG&E and KU 3,550$              
 
 

Initiative 10: Add to monitoring process, some calls that have been surveyed for customer 
satisfaction. 

 
This has been added to the monitoring process.  The section below highlights the 
communication with Quality Assurance employees: 

  
 If you have a survey call for the month it will be part of your Quality 

Assurance scoring. 
 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response and proposed implementation steps met the intention 
of Liberty Consulting’s recommendation. 
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VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 
Initiative 6: Conduct random transactional monitoring/review of billing transactions. 

 
The status will be reported during the next progress report period. 

 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

The costs identified in this recommendation represent those incremental costs 
outside the costs of previously stated recommendations.   The transactional study 
in Field Services area is estimated at $75,000 annually. 

 
 B. Benefit Analysis 
 

Quality monitoring should improve accuracy in billing and meter reads and is 
expected to provide the benefit of fewer calls on these subjects and increased 
customer satisfaction.  Monitoring calls from customers who have been surveyed 
in our transactional studies provides the benefit of information on how the 
customer viewed the experience and the opportunity to discuss their experience 
with the agent.  Information received from additional transactional studies will 
provide the management team with meaningful information on the customer’s 
view of the experience, which will be used to enhance processes and staff 
performance. 

 
 C. Cost/Benefit Summary  

 
To be completed once the recommendation is marked as completed. 

   
Category One Time Annual Recurring 

Cost 
 

  

Benefit   

 
 
 D. Other Costs or Benefits 
  

To be completed once the recommendation is marked as completed. 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  IV-R1 
 
Recommendation Statement: Take a holistic view and address the cultural and 

management aspects of customer service, recognizing that 
mechanical fixes are no longer likely to be sufficient. 

 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: John P. Malloy 
 
 
II. RECOMMENDATION STATUS 
 
    X  COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
      ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1a 
 
 
 
 
 

1b 
 
 
 
 
  
 

1c 
 
 

1d 
 
 
 

1e 
 
 
 

1f 

Revamp the Customer Experience Strategic (CES) Plan 
 
Note: Actions included in the CES are continuing while this exercise occurs.  The 
longer timeline is to ensure the new aspects of the strategy are properly 
disseminated across the corporation. 
 
Implementation of the CES 
 
Note: Implementation of specific actions in the CES are well underway and/or have 
varying timelines depending on the specific nature of the action.  Therefore, the CES 
has a perpetual timeline given that tactics are completed and new tactics come into 
the plan.  
 
Integrate the CES in planning and budget process  
 
 
Set credible targets for metrics included in Retail 
Operating Report and incorporate into day-to-day 
decision making. 
 
Evaluate / implement TIA measures and determine 
recommended approach 
 
 
Inclusion of Customer Service priorities in strategic 
planning and budgeting process.  
 

See Rec.     
IV-9 

 
 
 

See Rec. 
IV-9 

 
 
 

 
 
 

See Rec. 
IV-8 

 
See Rec. 

IV-4  
 
 

See Rec. 
IV-10 

 
 

See Rec.  
IV-5 

  Completed 
03/2012 

 
 
 

Completed 
03/2012 

 
 

 
 
 
 

 Completed 
10/2011 

                 
Completed 

10/2011 
 
 

01/2013 
(Moved to 

IV-10) 
 

Completed 
10/2011 

 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1a:  Revamp the Customer Experience Strategic (CES) Plan 
 

The Customer Experience Strategy has been revised to reflect ongoing efforts to 
improve overall operational performance.  The implementation is fully funded in 
the Energy Delivery 2012-2016 Mid Term Plan.   A detailed review is included in 
response to section IV-R9 and also shown on Chapter IV-R1 – Attachment 1. 

 
Initiative 1b:  Implementation of the CES 

 
Implementation of the Customer Experience Strategy is well underway and fully 
funded in the Energy Delivery 2012-2016 Mid Term Plan.  A detailed review is 
included in response to section IV-R9 and also shown on Chapter IV-R1 – 
Attachment 1. 

Attachment to Response to LGE AG-1 Question No. 11 
Page 136 of 281 
Bruner



Initiative 1c:  Integrate the CES in planning and budget process 
 
The Corporate planning process effectively reflects the customer facing initiatives 
as well as the implementation of the Customer Experience Strategy.  Excerpts 
from the LGE – KU 2012 – 2016 Plan summary are referenced below.   
 
The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the information, LG&E and KU will provide the information 
for visual inspection at the Companies’ offices. 

 
1.1 Vision and Mission  
The Company’s vision is to empower economic vitality and quality of life, 
and our mission is to provide reliable, safe, competitively priced energy to 
customers and best-in-sector returns to our shareowners. The Company is 
guided by six core values which are essential to fulfilling our vision and 
represent the expectations of our customers, employees, and shareowners: 
safety and health, customer focus, employee commitment and diversity, 
integrity and openness, performance excellence, and corporate 
citizenship. The following examples demonstrate actions taken in 2011 
which are consistent with our vision, mission, and set of values: 
 
• The Company maintained a solid position in the most recent J.D. 

Power residential survey, with KU and LG&E ranking 5th and 6th 
among their peers in the Midwest region. In the 2011 J.D. Power 
Electric Utility Business Customer Satisfaction Study, KU and LG&E 
ranked 3rd and 10th (tied with Indianapolis Power & Light) 
respectively, among 22 utilities in the Midwest region.  

• The Company has renewed its commitment to superior customer 
service and satisfaction and has launched “The Customer 
Experience”, a corporate-wide initiative, designed to raise awareness 
among all employees and business partners about how they impact 
customers and how they can influence customer satisfaction. We are 
also implementing the recommendations of the KPSC customer service 
audit. Many of the recommendations were already underway as part of 
our “Customer Experience” strategy.  

 
2.4 Customer Service  
 
Customer satisfaction is a core value of the Company illustrated by a 
strong record of providing exceptional customer service, while keeping 
rates among the lowest in the country. As a result of the Company’s efforts 
in this area, the Company has received several J.D. Power awards over 
the years for residential and business customer satisfaction.  
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However, customer satisfaction across the utility industry began to decline 
in recent years as customers have been confronted with many external 
challenges, including severe weather events, an economic recession, and 
rising rates. The Company is not immune to these factors and has 
experienced a decline in customer satisfaction due to the 2008 wind and 
2009 ice storms; financial hardships on customers created by the failing 
economy; rate and tariff adjustments; and changes related to the 
implementation of a new customer information system. Furthermore, the 
Company’s filing of a Kentucky rate case in July 2008, negatively 
impacted customer satisfaction as significant changes to harmonize LG&E 
and KU tariffs went into effect, including late payment fees and 
modifications to the billing cycle. In the order settling that rate case, the 
KPSC initiated a focused management audit of LG&E and KU’s customer 
service areas, citing customer complaints as the driver, the majority of 
which were related to the rate case. The audit was conducted by Liberty 
Consulting and the report was issued on September 14, 2011.  
 
Well before the KPSC initiated the audit, the Company made significant 
investments in technology and initiated plans for the construction of a new 
call center to provide space for additional customer service 
representatives. Some of the technology investments included online self-
service options with additional enhancements to serve visually impaired 
and Spanish-speaking customers; web portals to serve low-income 
customers and property managers; a new automated phone system for 
customer service; an online outage map including estimated restoration 
times and Smartphone apps for easy access; and mobile Geographic 
Information System (GIS) and dispatch capabilities to improve 
communication and efficiency among field crews.  
 
The audit report states that the Company went too far in containing costs, 
rather than improving service. Liberty concluded the Company should 
have been willing to spend more in the interest of customers. The 
Company’s focus always has been and will continue to be to hold down 
costs for customers, while enhancing service. The audit report consists of 
56 key recommendations – 50 of which the Company submitted to Liberty 
for inclusion in the report. The Company is working with the KPSC to 
develop detailed action plans and has committed to making the necessary 
improvements. As part of the effort, the Company has planned for the 
incremental expenditures necessary to implement the recommendations 
which include the new $5 million Morganfield center and the hiring of 
more than 100 incremental customer service employees, to enhance 
service. The Company has also initiated CEO and officer daily customer 
inquiry tracking to enhance awareness and transparency. 
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Additionally, the Energy Delivery plan presentation contains more specific and 
targeted areas of customer facing objectives and metrics.  The abridged Energy 
Delivery 2012 – 2016 Mid Term Plan is included in this report (Chapter IV-R1 – 
Attachment 2).   
 
The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the information, LG&E and KU will provide the information 
for visual inspection at the Companies’ offices. 
 

 
Initiative 1d:  Set credible targets for metrics included in Retail Operating Report and 

incorporate into day-to-day decision making. 
 

Residential Retail Service  
 

Retail metrics have been revised to include credible targets to achieve industry 
first quartile metrics.  The Residential Service Level has steadily improved over 
the course of the 2010 and 2011.  By December 2011, the Residential Call Center 
achieved 79% of all calls answered in 30 seconds or less.  The graph below 
depicts the “stair stepped” monthly targets and associated performance against 
these targets.  Additionally, the Residential customer Abandonment Rate 
stabilized throughout 2011 and met the target level at or below 4% in December 
2011. 
 

 

RSC  Service Level (calls answered within 30 seconds) 
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Bellomy Research* completes Residential Call Center surveys of customers who 
have recently contacted the center.  Residential customer’s satisfaction continued 
to improve throughout 2011 exceeding the target of 8.5 on a scale of one to ten.  
The graph below depicts the overall customer experience. These surveys will be 
continued into the future. 
 
*Bellomy Research is an experienced market research firm that conducts multi-channel 
transaction-based customer satisfaction surveys for LG&E/KU.  Current studies include 
residential transactions (phone call, IVR, email, web and walk-in transactions), business 
transactions (phone call, IVR, web) and field transactions (tree trimming and field services 
metering work).  The overall objective is to measure customer perceptions regarding their 
interaction.  Results of the research are used to assess effectiveness of the handling of the contact 
and resolution of the issue. 

 
 

 
 
 
 
 
 
 
 

Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Agent Answered Telephone Calls 8.06 8.42 8.85 8.54 8.90 9.01 8.97 8.96 8.66 8.85 8.99 9.04

Standard Error Upper 8.34 8.67 9.08 8.80 9.11 9.22 9.17 9.16 8.92 9.06 9.19 9.24

Standard Error Lower 7.78 8.17 8.62 8.28 8.69 8.80 8.77 8.76 8.43 8.64 8.79 8.84
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Business Retail Service  
 
By December 2011, the Business Service Center (Business customer call center) 
achieved 89% of all calls answered in 30 seconds or less.  The graph below 
depicts the “stair stepped” monthly targets and associated performance against 
these targets.  On the following graph, the Business Customer Abandonment Rate 
stabilized throughout 2011 and met the target level of at or below 2% in 
November 2011. 
 
Also, the Business Service Center can and routinely does assist with residential 
customer calls during periods of high volume.   
 

 
 

BSC  Service Level (calls answered within 30 seconds)
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The transaction-based customer satisfaction surveys for the Business area 
continued to improve month over month throughout 2011.  By December of 2011, 
average business customer satisfaction ratings were 9.26 on a ten point scale.  
 

 

BSC  Abandonment Rate (calls abandoned after queued to an agent)
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Agent Answered Telephone Calls 8.78 8.75 8.72 9.16 8.78 8.95 8.99 9.06 8.94 9.22 9.33 9.26

Standard Error (Upper) 9.00 8.97 8.94 9.34 9.00 9.15 9.19 9.25 9.14 9.39 9.47 9.43

Standard Error (Lower) 8.56 8.53 8.50 8.98 8.56 8.75 8.79 8.87 8.74 9.05 9.19 9.09
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Email Service – Business and Residential 
 
Email service levels for both business and residential customers improved during 
2011.  Two separate targets are managed against; the internal 24 hour response 
time and the associated industry 48 hour response target.   Both service level 
targets were achieved and sustained by year end 2011 with performance of 96% 
against the 24 hour target and 99% against the 48 hour target.  The graph below 
reflects overall performance. 
 

Email Service Level 
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Target 80% Email - 48 Hr Target Email - 24 Hr Target

96%

99%

Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Jul-11 Aug-11 Sep-11 Oct-11 Nov-11 Dec-11

BSC Emails 1,222 1,098 1,266 1,664 2,070 2,125 1,736 1,993 1,583 1,480 1,477 1,404

RSC Emails 5,643 5,524 5,021 4,406 4,516 4,676 5,103 5,432 4,462 4,535 4,272 4,096

 
 

Email service levels and associated customer satisfaction levels dramatically 
improved upon the implementation of a dedicated email response team. 
 
Customers responded favorably through the email transaction-based surveys with 
a December 2011 score of 8.45 on a ten point scale as depicted on the graph 
below. 
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Agent Answered Emails 6.91 6.91 7.90 8.45 8.04 8.22 8.14 8.05 8.23 8.08 8.79 8.45

Standard Error Upper 7.30 7.35 8.36 8.83 8.47 8.63 8.53 8.43 8.63 8.49 9.20 8.85

Standard Error Lower 6.52 6.47 7.44 8.07 7.61 7.81 7.75 7.67 7.82 7.67 8.38 8.05
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The balance of Retail customer service metrics and transactional survey scores for 
IVRU, Web Self-Service and agent Assisted Walk-in (Business Offices) customer 
contact channels can be reviewed in the abridged December 2011 Retail 
Operating Report as Chapter IV-R1 – Attachment 3.   
 
The full Retail Operating Report contains confidential information which is not 
available to the general public. Given the nature of the information, LG&E and 
KU will provide the information for visual inspection at the Companies’ offices. 
 
Meter Reading 
 
Meter reading business process changes and associated quality control and quality 
assurance measures implemented from August through December of 2011 led to 
improved overall performance.  By December 2011, both LG&E and KU meter 
reading business partners’ accuracy improved to 99.93% and 99.94% respectively 
against a target of 99.9%.   
 
Additionally, the percentages of meter reading estimates are in line with 
expectations 1.13% for LG&E and 0.96% for KU.   Note: Meter Reading 
estimates are impacted by other non-performance related causes such as storms 
and customer allowed access.    
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The following graphs reflect performance across both accuracy and meter reading 
estimates. 
 

 
 
 

 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

LG&E 99.95% 99.95% 99.92% 99.91% 99.90% 99.89% 99.92% 99.92% 99.94% 99.85% 99.85% 99.93%

KU 99.78% 99.71% 99.73% 99.74% 99.78% 99.79% 99.79% 99.74% 99.72% 99.84% 99.89% 99.94%

Target 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9%
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Meter Reading Accuracy

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

LG&E 1.64% 1.01% 1.01% 1.04% 1.15% 1.15% 1.23% 1.14% 1.10% 1.12% 1.16% 1.13%

KU 2.16% 0.97% 0.82% 0.79% 0.90% 0.79% 0.72% 0.66% 0.65% 0.62% 0.65% 0.96%

Target 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1%
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Kentucky Public Service Commission Inquires 
 
The graph below provides a month over month reflection of KPSC inquiries from 
2009 through full year 2011.   
 

 
 
 
In late 2009, the Commission inquiries began to stabilize.  The trend continued 
and began to improve during 2010.  In 2011, 11 of 12 months were below the 
prior year – prior month and the total of 2011 inquiries was the lowest in several 
years.  
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Lastly, the Energy Delivery Balanced Scorecard indicates 2011 year end 
operational performance.  Below is an excerpt from the Energy Delivery Balanced 
Scorecard.   
 

 
 

The complete Energy Delivery Balanced Scorecard contains confidential and 
market-sensitive information which is not available to the general public.  Given 
the nature of the information, LG&E and KU will provide the information for 
visual inspection at the Companies’ offices. 

 
 
Initiative 1e:  Evaluate / implement TIA measures and determine recommended approach 
 

A new customer service index score has been developed to run in conjunction 
with the existing team incentive award as measured by the Residential 
Competitive Customer Satisfaction study (RCCS).  The RCCS covers many areas 
of customers’ opinions about their utility.  An overall index of critical satisfaction 
factors has been constructed to simplify the review of the information.  The 
resultant Customer Satisfaction Index (CSI) provides a single objective measure 
by which employees can compare LG&E and KU residential customers’ 
perceptions relative to the competitive group.  A total of 28 attributes are used to 
obtain the overall index and factors for residential customers.  The grouping of 
these attributes into five factors is confirmed using factor analysis.  The relative 
importance associated with each of the 28 attributes and five factors is determined 
using regression analysis.  Together they represent a balanced synthesis of the 
overall residential customer perceptions.  The CSI is comprised of five related 
factors.  These factors are as follows: 

KPI YTD Actuals YTD Target Full Year Target

Residential Service Level 79% December
December Target 80% 
of Calls Answered in 
30 Seconds

End of Year Target 80% 
of Calls Answered in 30 
Seconds

Business Service Level 89% December
December Target 80% 
of Calls Answered in 
30 Seconds

End of Year Target 80% 
of Calls Answered in 30 
Seconds

TIA Customer Satisfaction 
(points)   (RCCS Study Results)

Q1 Results - 0 Points         
Q2 Results - 3 Points                
Q3 Results -  6 Points       
Q4 Results -  3 Points    
YTD Results - 12 Points

N/A
18 Points (of possible 32 
Points)
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• Power Quality & Reliability  
• Price 
• Billing & Payment  
• Corporate Citizenship  
• Communications  
 
The target for all attributes and the overall CSI score is a mean score of 8.5 on a 
10 point scale.   
 
The CSI model contains proprietary information which is not available to the 
general public. Given the nature of the information, LG&E and KU will provide 
the information for visual inspection at the Companies’ offices. 
 
Management continued parallel tracking of this index along with the current “top 
two box” score method and will evaluate the effectiveness of an indexing method.  

 
Initiative 1f:  Inclusion of Customer Service priorities in strategic planning and budgeting 

process. 
 

The Corporate planning process effectively reflects the customer facing initiatives 
as well as the implementation of the Customer Experience Strategy.  Excerpts 
from the LGE – KU 2012 – 2016 Plan summary are referenced below. 
 
The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the information, LG&E and KU will provide the information 
for visual inspection at the Companies’ offices. 

 
1.1 Vision and Mission  
The Company’s vision is to empower economic vitality and quality of life, 
and our mission is to provide reliable, safe, competitively priced energy to 
customers and best-in-sector returns to our shareowners. The Company is 
guided by six core values which are essential to fulfilling our vision and 
represent the expectations of our customers, employees, and shareowners: 
safety and health, customer focus, employee commitment and diversity, 
integrity and openness, performance excellence, and corporate 
citizenship. The following examples demonstrate actions taken in 2011 
which are consistent with our vision, mission, and set of values: 
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• The Company maintained a solid position in the most recent J.D. 
Power residential survey, with KU and LG&E ranking 5th and 6th 
among their peers in the Midwest region. In the 2011 J.D. Power 
Electric Utility Business Customer Satisfaction Study, KU and LG&E 
ranked 3rd and 10th (tied with Indianapolis Power & Light) 
respectively, among 22 utilities in the Midwest region.  

• The Company has renewed its commitment to superior customer 
service and satisfaction and has launched “The Customer 
Experience”, a corporate-wide initiative, designed to raise awareness 
among all employees and business partners about how they impact 
customers and how they can influence customer satisfaction. We are 
also implementing the recommendations of the KPSC customer service 
audit. Many of the recommendations were already underway as part of 
our “Customer Experience” strategy.  

 
2.4 Customer Service  
 
Customer satisfaction is a core value of the Company illustrated by a 
strong record of providing exceptional customer service, while keeping 
rates among the lowest in the country. As a result of the Company’s efforts 
in this area, the Company has received several J.D. Power awards over 
the years for residential and business customer satisfaction.  
 
However, customer satisfaction across the utility industry began to decline 
in recent years as customers have been confronted with many external 
challenges, including severe weather events, an economic recession, and 
rising rates. The Company is not immune to these factors and has 
experienced a decline in customer satisfaction due to the 2008 wind and 
2009 ice storms; financial hardships on customers created by the failing 
economy; rate and tariff adjustments; and changes related to the 
implementation of a new customer information system. Furthermore, the 
Company’s filing of a Kentucky rate case in July 2008, negatively 
impacted customer satisfaction as significant changes to harmonize LG&E 
and KU tariffs went into effect, including late payment fees and 
modifications to the billing cycle. In the order settling that rate case, the 
KPSC initiated a focused management audit of LG&E and KU’s customer 
service areas, citing customer complaints as the driver, the majority of 
which were related to the rate case. The audit was conducted by Liberty 
Consulting and the report was issued on September 14, 2011.  
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Well before the KPSC initiated the audit, the Company made significant 
investments in technology and initiated plans for the construction of a new 
call center to provide space for additional customer service 
representatives. Some of the technology investments included online self-
service options with additional enhancements to serve visually impaired 
and Spanish-speaking customers; web portals to serve low-income 
customers and property managers; a new automated phone system for 
customer service; an online outage map including estimated restoration 
times and Smartphone apps for easy access; and mobile Geographic 
Information System (GIS) and dispatch capabilities to improve 
communication and efficiency among field crews.  
 
The audit report states that the Company went too far in containing costs, 
rather than improving service. Liberty concluded the Company should 
have been willing to spend more in the interest of customers. The 
Company’s focus always has been and will continue to be to hold down 
costs for customers, while enhancing service. The audit report consists of 
56 key recommendations – 50 of which the Company submitted to Liberty 
for inclusion in the report. The Company is working with the KPSC to 
develop detailed action plans and has committed to making the necessary 
improvements. As part of the effort, the Company has planned for the 
incremental expenditures necessary to implement the recommendations 
which include the new $5 million Morganfield center and the hiring of 
more than 100 incremental customer service employees, to enhance 
service. The Company has also initiated CEO and officer daily customer 
inquiry tracking to enhance awareness and transparency. 

 
Additionally, the Energy Delivery plan presentation contains more specific and 
targeted areas of customer facing objectives and metrics.  The abridged Energy 
Delivery 2012 – 2016 Mid Term Plan is included in this report (Chapter IV –R1 
Attachment 2).   
 
The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the information, LG&E and KU will provide the information 
for visual inspection at the Companies’ offices. 
 

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

Liberty Consulting believes the implementation plan developed by LG&E and 
KU is appropriate. 
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VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 

LG&E/KU considers this action plan complete and requests that it be closed.   
 
Please note that initiative Evaluate / implement TIA measures and determine 
recommended approach will carry on until January 2013, however future 
reporting will occur in Section IV-10. 

 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

These recommendations remain within the internal operating expenses of the 
Companies’, therefore no additional “explicit” costs are envisioned.  However, 
costs associated with the individual objectives or tactical plans are already 
included in the corporate budget and included in the cost analysis in other sections 
of this report.  

 
   B. Benefit Analysis 
 

Improvement in organizational attitudes and priorities regarding the corporate 
objective to advance the customer service culture. 

 
 
 C. Cost/Benefit Summary 
    

Category One Time Annual Recurring 
Cost N/A N/A 
Benefit N/A N/A 

 
 D. Other Costs or Benefits 
  

None identified. 
  

Attachment to Response to LGE AG-1 Question No. 11 
Page 151 of 281 
Bruner



Chapter IV-R1 – Attachment 1 

Page 1 of 29 

 

 
 
 
 
 
 
 
 
 
 
 

Customer Experience Strategy 
              

 
2012 Tactical Plan 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Prepared by: Wendy Wagoner 

February 14, 2012  

Attachment to Response to LGE AG-1 Question No. 11 
Page 152 of 281 
Bruner



Chapter IV-R1 – Attachment 1 

Page 2 of 29 
 

Page 2 of 29 
 

OUR VISION 
LG&E and KU will be superior utility providers of innovative customer experiences. 

 
 
OUR MISSION 
To expand our relationships with all stakeholders by delivering outstanding customer experiences that create value 

and build trust. 

 
OUR VALUES 

 Safety and Health 

 Customer Focus 

 Employee Commitment and Diversity 

 Integrity and Openness 

 Performance Excellence 

 Corporate Citizenship  

 

TOP PRIORITIES 
While the Vision and Mission provide the long-term objectives, a review of current circumstances in the form of „Top 

Priorities‟ illustrate the immediate objectives.   The Strategic Plan addresses these priorities. 

 Continue commitment to workforce and public safety. 

 Expand our relationships with customers by delivering positive customer experiences that create value 

and build trust. 
 Continue commitment to corporate citizenship and community involvement.  
 Align the organization, operations and processes of the business around the needs of customers. 
 Create collaborative relationships that promote employee engagement.   

 

In addition to the top priorities above, the following issues of importance have been identified and are included in the 

Customer Experience Strategy as areas of focus: 

 Develop strategies, process models and information technology to design, manage and optimize the 

end-to-end customer experience process.  
 Build metrics to comprehensively manage customers‟ end-to-end experience with the company. 
 Continue being effective stewards of financial, administrative and organizational resources. 
 Create tariffs that competitively position the company and respect the overall impact on customers. 
 Meet customer needs by advancing economic development and other customer products and services. 
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CUSTOMER EXPERIENCE STRATEGY 
Our strategic theme is “Making a Connection” with our customers. The essence of the strategy is to increase LG&E 

and KU customers‟ satisfaction by enhancing the customer experience through respectful relationships, timely 

solutions and exceptional service.  

 
 
 
 
 
 
 

 
 
 

 
Customer 
Perspective  
 
 

 
 

  

 Positive Experiences, 

Satisfaction, Trustworthiness 

and Advocacy 

 

 

Innovative 

Communications, Tools, 

Products and Services 

 

 

Safety, Reliability,  

Accuracy and Speed 

 
Financial 
Perspective 
 
 

   

 Connect New Customers 

Economic Development 

Products and Services 

 

Technology Advancement 

Infrastructure Investment 

Cost Management 

 

Tariffs and Regulations 

Customer and Operational Impact 

Cost Recovery and Earnings Growth 

Compliance Standards 

 

 
Internal 
Perspective 

 

 
 

Deming PDSA Cycle® 

  

Plan Plan ahead for change.  Analyze and predict the 
results. 
 

Do Implement the plan. Small scale if possible. 

Study Measure the new processes and compare the 
results against the expected results to ascertain any 
differences. 
 

Act Take action to improve the process. 

  
Learning & 
Growth  
Perspective 
 
 

“Communicate” “Involve” “Inform” 

Organizational  

Flexibility and Alignment 

 
Cross Organization Customer 

Commitments 

 
Sharing 

Knowledge and Information 

 

Change Management 
 
 

Cross Organizational Decision 

 Making and Metrics 

 
Accountability  

 
Employee Growth & 

Development 
 

Transform data into customer 

information 

 

Optimize Technology 

 

 

 
 

Plan 

Do Study 

Act 

Improve Customer Satisfaction and 
Increase Value 

Create 
Value 

 

Respectful 
Relationships 

Timely 
Solutions 

Exceptional 
Service 

 

Maximize 
Resources 

 

Grow  
Revenues 
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2012 TACTICAL PLANS 

CUSTOMER PERSPECTIVE  
 

 
Strategy 

 

 
(1)  Respectful Relationships  

 
Department 

 

 
Energy Delivery  

 
Tactical Initiative  

 

 
(1.1)  Enhance relationships with trade allies  

 
Objectives 

 

 
Improve the quality of trade allies‟ work as it relates to compliance with Company Operating 

Guidelines and Customer Experience Strategy when performing service work such as the 

initial establishment of service (concentration in multi-premise connection objects).  

 
Tactics: 

 

 
Establish a partnership with trade allies that promotes adherence to our processes and 

guidelines (e.g. multi-meter repairs, meter base repairs, etc.).  Additionally, create a process, 

similar to our Safety Passport Training.  Once certified, the trade allies will be listed as 

“Recommended Provider” for various programs (e.g. DSM). 

A. Identify and prioritize key adherence issues (e.g. cross meters, new 

installations, etc.). 

B. Develop a business plan for promoting adherence to processes and 

guidelines.   

C. Develop a process to monitor trade allies‟ compliance with company Operating 

Guidelines and Customer Experience Strategy.  

D. Develop training plan. 

E. Develop marketing and sales plan. 

F. Execute. 

 

 
Owner 

 

 
Butch Cockerill, Director Revenue Collections  

Dale Bielefeld, Manager Field Services  

David Huff, Director Customer Energy Efficiency  

Mike Hornung, Manager Energy Efficiency Plan and Development  

 
 

Timeline 
 

 
Q2 2012  

 
Budget 

 

 

 
Metrics  

 

 
TBD 
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Strategy 

 

 
(2) Timely Solutions  

 
Department 

 

 
Customer Energy Efficiency  

 
Tactical Initiative  

 

 
(2.2) Execute cost-effective energy efficiency campaigns.  

 
Objectives 

 

 
Implement cost-effective energy efficiency mass marketing and direct marketing campaigns 

that meet the individual 2012 participation and energy savings goals.   

 
Tactics: 

 

 
Expand Energy Efficiency programs to create additional company and consumer value and 

achieve program goals.  

A. New Residential Programs  

a. Refrigerator and Freezer Recycling  (April 2012) 

b. Rebates (May 2012) 

c. Smart Energy Profile (May 2012) 

B. New Commercial Programs 

a. Customized Rebates (April 2012) 

b. Direct Load Control (May 2012) 

Develop and implement mass media and communication plans to support all programs – 

specifically focusing on programs that do not include direct marketing campaigns (e.g. 

Customer Education, Residential Appliance Rebate, Refrigerator and Freezer Recycling, 

etc.). 

 
Owner 

 

 
David Huff, Director Customer Energy Efficiency  

Lisa Keels, Manager Energy Efficiency Operations  

Chris Whelan, Director Communications and Brand Management  

Brian Phillips, Manager External Communications  

Cheryl Bruner, Director Customer Service & Marketing  

Wendy Wagoner, Manager Performance and  Marketing  

 
Timeline 

 

 
Q1 – Q4 2012  

 
Budget 

 

 
CAP:  $  3,208,000     OPEX:    $26,883,000 

 
Metrics  

 

 
49 MW Savings       151,000 kWh Energy Savings  
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Strategy 

 

 
(2) Timely Solutions  

 
Department 

 

 
Field Services  

Customer Service  

 
Tactical Initiative  

 

 
(2.3) Advance Field Order Processing  

 
Objectives 

 

 
Process customer service order requests within the timeframes and specification 

recommended in Management Audit Action Plan (#7).   

 
Tactics: 

 

 
Reduce service order fulfillment times by establishing service level requirements. 

A. Evaluate current processes for classifying and prioritizing customer requested 

service orders (Q1 2012). 

B. Develop reporting process to analyze customer requested service orders no 

completed by the requested date (Q2 2012). 

C. Develop reporting process to analyze assigned service orders that are rescheduled 

(Q2 2012). 

 

 
Owner 

 

 
Butch Cockerill, Director Revenue Collections  

Dale Bielefeld, Manager Field Services  

 
Timeline 

 

 
Q2 2012  

 
Budget 

 

 
Fully Funded OPEX 

 
Metrics  

 

 
TBD 
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Strategy 

 

 
(2) Timely Solutions  

 
Department 

 

 
Distribution Operations 

 
Tactical Initiative  

 

 
(2.4) Implement Electric Mobile Dispatch 

 
Objectives 

 

 
Implement mobile dispatch for electric distribution operations to enhance customer 

communications and improve the efficiency of system response throughout the service area. 

 
Tactics: 

 

 
A. Adopt and implement standard mobile dispatch solution (2012-2013). 

B. Assess and integrate business processes around new technology (2012-2013). 

C. Deploy to metropolitan area first responders. 

D. Deploy to rural area first responders. 

E. Develop integrated business processes around new mobile technologies (2012-

2013). 

a. Damage Assessment 

b. Resource Planning and Allocation 

c. Estimated Restoration Time (ERT) Communications  

 

 
Owner 

 

 
Tom Jessee, Director Asset Management  

David Guy, Director System Restoration  

John Wolfe, Director Distribution Operations  

 
Timeline 

 

 
2012 – 2013  

 
Budget 

 

 
Fully Funded CAP 

 
Metrics  

 

 
Customer Satisfaction Survey Results  
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Strategy 

 

 
(3) Exceptional Service  

 
Department 

 

 
Reliability  

 
Tactical Initiative  

 

 
(3.2) Enhance the Hazard Tree Program 

 
Objectives 

 

 
Implement new processes and procedures to enhance the execution of the new Hazardous 

Tree Program (implemented in 2011). 

 
Tactics: 

 

 
A. Evaluate the potential development of a website to communicate information about 

tree trimming routes (e.g. current crew locations, trimming schedules, etc.). 

 
Owner 

 

 
Nelson Maynard, Director Reliability  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded OPEX 

 
Metrics  

 

 
TBD 

 
Revisions 

 

 
Update of Original Tactic  3.2  
 

 
 

 
Strategy 

 

 
(3) Exceptional Service  

 
Department 

 

 
Distribution Operations  

 
Tactical Initiative  

 

 
(3.3) Implement Underground Service Pilot  

 
Objectives 

 

 
Measure the value of undergrounding 500 existing overhead residential services (reference 

2009 Storm Report Recommendations). 

 
Tactics: 

 

 
A. Complete the installation of the underground services (Q4 2012) 

B. Assess the effectiveness of underground services (2012 – 2014) 

 

 
Owner 

 

 
John Wolfe, Director Distribution Operations  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded CAP $1,000,000 

 
Metrics  

 

 
TBD 

  

Attachment to Response to LGE AG-1 Question No. 11 
Page 159 of 281 
Bruner



Chapter IV-R1 – Attachment 1 

Page 9 of 29 
 

Page 9 of 29 
 

 
Strategy 

 

 
(3) Exceptional Service  

 
Department 

 

 
Billing Integrity  

 
Tactical Initiative  

 

 
(3.4) Improve customer billing performance to ensure accurately and timely delivery of 

customer bills.  

 
Objectives 

 

 
Enhance the effectiveness and efficiency of operational processes and procedures to reduce 

“billing backlog” (reference Management Audit Action Plan #8). 

 
Tactics: 

 

 
A. Establish  ”Business Continuity and Data Integrity” functional group (Q1 2012). 

B. Determine and implement appropriate consumption tolerance levels (Q2 2012). 

C. Develop training and change management program (Q3 2012). 

D. Reduce billing exception resolution period Q3 2012). 

E. Identify and establish key measurements that determine department performance 

(Q3 2012). 

 
Owner 

 

 
Butch Cockerill, Director Revenue Collections  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded OPEX 

 
Metrics  

 

 
Improvement over current monthly KPIs  
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Strategy 

 

 
(3) Exceptional Service  

 
Department 

 

 
Meter Reading  

 
Tactical Initiative  

 

 
(3.5) Implement actions to ensure accurate meter reads. 

 
Objectives 

 

 
Improve meter reading processes to ensure meter reading accuracy (reference Management 

Audit Action Plan #6 and 10.7). 

 
Tactics: 

 

 
A. Conduct comprehensive review of current processes and procedures to identify gaps 

(Q1 2012). 

B. Institute field quality audits to spot check for meter read accuracy (Q1 2012) (Audit 

Item 10.7). 

C. Determine and implement appropriate consumption tolerance levels (Q1 2012). 

D. Evaluate current contract and performance scorecard used to monitor meter reading 

business partners and identify potential changes to include in upcoming contract 

renewal (Q2 2012). 

 
Owner 

 

 
Butch Cockerill, Director Revenue Collections  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded OPEX 

 
Metrics  

 

 
Improvement over current monthly KPIs  

 
 
 
  

Attachment to Response to LGE AG-1 Question No. 11 
Page 161 of 281 
Bruner



Chapter IV-R1 – Attachment 1 

Page 11 of 29 
 

Page 11 of 29 
 

 
Strategy 

 

 
(3) Exceptional Service  

 
Department 

 

 
Distribution Operations and Customer Commitment  

 
Tactical Initiative  

 

 
(3.6) Improve processes for resolving customer inquiries and claims for damages.   

 
Objectives 

 

 
Improve the customer experience by effectively resolving customer complaints and damage 

claims.  

 
Tactics: 

 

 
A. Evaluate current processes. 

B. Develop an improved customer communications and resolution process. 

C. Establish consistent guidelines for resolution of claims. 

D. Educate and train employees and contractors. 

E. Establish role of Company employee to be responsible for customer communications 

and appropriate resolution of the issue. 

 
Owner 

 

 
David Guy, Director System Restoration  

Tim Melton, Manager Customer Commitment  

John Wolfe, Director Distribution Operations  

Butch Cockerill, Director Revenue Collections 

Denise Simon, Director Distribution Operations 

Barry Walker, Director Gas Control, Storage, and Compliance  

Nelson Maynard, Director Reliability  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded OPEX 

 
Metrics  

 

 
Improvement over current monthly KPIs  
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Strategy 
 

 
(3) Exceptional Service  

 
Department 

 

 
Gas Storage, Control, and Regulatory Compliance 

 
Tactical Initiative  

 

 
(3.7)  Improve Gas Safety and Regulatory Compliance Customer Processes and 

Communications 

 
Objectives 

 

 
Identify opportunities and implement enhancements to work processes, customer 

communications, and customer interactions that contribute to a positive customer experience. 

 
Tactics: 

 

 
A. Evaluate current work processes and customer interactions to identify opportunities 

for improvement. 

B. Review customer communications and identify opportunities to enhance or improve 

the customer experience. 

C. Ensure employees and contractors receive customer service training. 

 
Owner 

 

 
Barry Walker, Director Gas Storage, Control, and Compliance 

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded OPEX 

 
Metrics  

 

 
Reduction in KYPSC and Executive Complaints 
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INTERNAL PERSPECTIVE  
 

 
Strategy 

 

 
(7) Plan, Do, Study and Act  

 
Department 

 

 
Revenue Collections  

 
Tactical Initiative  

 

 
(7.1) Evaluate Customer Payment Processes and Options  

 
Objectives 

 

 
Implement changes to our operational processes that improve customer interaction, payment 

processes and structure additional payment options that makes it easier for customers to 

conduct business with the company and retain service.   

 
Tactics: 

 

 
Enhance existing payment methods and evaluate new service offerings. 

A. Late Payment Charge (LPC) and Deposit Requirements (Q2 2012) 

B. Expand credit card types offered through Bill Matrix (Q4 2012) 

 

 
Owner 

 

 
Butch Cockerill, Director Revenue Collections  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Evaluation Fully Funded OPEX 

CAP Investment Unknown 

Revenue Impact Unknown 

 
Metrics  

 

 
TBD 
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Strategy 

 

 
(7) Plan, Do, Study and Act  

 
Department 

 

 
Asset Management  

 
Tactical Initiative  

 

 
(7.2) Harmonize Outdoor Lights Process 

 
Objectives 

 
Enhance internal coordination of “Outdoor Lights” to improve efficiency 

 
Tactics: 

 

 
Coordinate and consolidate aspects relating to Outdoor Lights to alleviate the difficulty of 

tracking lights from department-to-department and improve availability of information. 

A. Develop and maintain schedule of improvements and process changes related to 

lighting (Q1 2012). 

B. Harmonize processes for private outdoor lights and contracts.  Partially dependent 

on tariff revisions (2012). 

 
Owner 

 

 
Tom Jessee, Director Asset Management  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded  

 
Metrics  

 

 
Reconciliation numbers between billing and mapping of Outdoor Lights.  Monthly comparison 

between numbers of lights set, removed, billed and mapped to ensure that all systems are 

synchronized. 
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Strategy 

 

 
(7) Plan, Do, Study and Act  

 
Department 

 

 
Strategic and Operational Performance  

 
Tactical Initiative  

 

 
(7.3) Advance Performance Reporting  

 
Objectives 

 
To develop and implement tools for monitoring operational performance and measuring 

actual versus forecasted results.  

 
Tactics: 

 

 
A. Evaluate effectiveness of the Retail Operating Report and Distribution Operations 

Balanced Scorecard measures, ensuring that performance metrics align with and 

measure operating results toward the Customer Experience Strategy, Tactical 

Plans, and the Focused Management and Operations (Customer Service) Audit 

Action Plan. 

B. Support Retail and Distribution Operations benchmarking initiatives through data 

collection and validation, promoting the use and application of results/findings in 

Energy Delivery planning processes (MTP). 

 

 
Owner 

 

 
Tony Ruckriegel, Manager Strategic & Operational Performance  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded  

 
Metrics  

 

 
TBD (Vice President Approval Required) 
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Strategy 

 

 
(7) Plan, Do, Study and Act  

 
Department 

 

 
Energy Delivery – Retail  

 
Tactical Initiative  

 

 
(7.4) Build Marketing & Sales Organization  

 
Objectives 

 
Create a corporate architecture to steer, navigate, and gain alignment among all marketing 

efforts to meet cross organizational objectives and goals.  

 
Tactics: 

 

 
A. Present organization design recommendation to applicable officers.  

 
Owner 

 

 
Cheryl Bruner, Director Customer Service & Marketing  

David Huff, Director Customer Energy Efficiency  

Chris Whelan, Director Corporate Communications  

 
Timeline 

 

 
Q2 2012   

 
Budget 

 

 
Fully Funded  

 
Metrics  
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Strategy 

 

 
(7) Plan, Do, Study and Act  

 
Department 

 

 
Performance  & Marketing  

 
Tactical Initiative  

 

 
(7.5) Advance Customer Experience Research  

 
Objectives 

 
Evaluate pre- and post-customer experiences through the detailed evaluation of high-impact 

interactions.  

 
Tactics: 

 

 
Construct and operate a customer online panel to evaluate customer impacts and acceptance 

of products, services and communications. 

A. Execute Request for Proposal (Q2 2012) 

B. Assign Contract (Q3 2012) 

C. Build Online Panel (Q3 2012) 

D. Begin Testing (Q4 2012) 

Expand customer experience transaction-based studies: 

A. Outage Communication  

a. Focus Groups (Q1 2012) 

b. Execute Request for Proposal (Q3 2012) 

c. Assign Contract and Begin Study (Q4 2012) 

B. Field Service Orders  

a. Design customer satisfaction study using existing multi-channel sample 

- Design (Q1 2012) 

- Fully Implemented by March 31, 2012 (Audit Item 10.4) 

b. Develop Field Service Specific Sample Design (Q2 2012) 

c. Execute Request for Proposal (Q3 2012) 

d. Assign Contract and Begin Study (Q3 2012) 

 
Owner 

 

 
Wendy Wagoner, Manager Performance & Marketing  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded  

 
Metrics  

 

 
On time implementation of each product.   

Targeted 8.5 Mean Score for each transaction study overall customer experience score. 
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Strategy 

 

 
(7) Plan, Do, Study and Act  

 
Department 

 

 
Customer Service & Marketing  

 
Tactical Initiative  

 

 
(7.7) Advance Contact Center Performance  

 
Objectives 

 
Increase overall contact center performance through the use of technology, process 

improvements, agent development and staffing. 

 
Tactics: 

 

 
A. Equip Resource Planning and Management Group (Audit Item #2) 

a. Train New Analyst and RPM Staff (Audit Item 2.2 - June 2012)  

b. Further define roles, processes, and communications to support forecasting, 

scheduling and intra-day adjustments to maintain service levels (Audit Item 

2.3 - June 2012). 

B. Improve Agent Retention (Audit Item #4) 

a. Reduce overtime and occupancy targets (Audit Item 4.6 - June 2012). 

b. Identify additional off-call activities for agents (Audit Item 4.7 - June 2012). 

C. Focus on Quality (Audit Item #10) 

a. Re-evaluate policies and practices in call centers to minimize the transfer of 

customers (Audit Item 10.2 - January 2012). 

b. Increase calibration sessions for management team and training group for 

RSC and BSC Quality Assurance (Audit Item 10.5 - January 2012). 

c. Develop and implement a process to perform side-by-side quality monitoring 

of Business Office transactions (Audit Item 10.8 – January 2012). 

d. Add to monitoring process, some calls that have been surveyed for customer 

satisfaction (Audit Item 10.10 - January 2012). 

 

 
Owner 

 

 
Cheryl Bruner, Director Customer Service & Marketing  

Jean Ann Pfisterer, Manager Residential Service Center 

David Daniel, Manager Business Service Center  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded  

 
Metrics  

 

 
Channel Specific Service Levels 

Customer Experience Scores – Target 8.5  
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Strategy 

 

 
(7) Plan, Do, Study and Act  

 
Department 

 

 
Smart Grid  

 
Tactical Initiative  

 

 
(7.9) Advance Smart Grid and Smart Meter technology deployment at LG&E and KU 

(formerly tactics 5.6 and 5.7) 

 
Objectives 

 
Advance Smart Grid and Smart Meter technology deployment at LG&E and KU. 

 
Tactics: 

 

 
A. Investigate and evaluate benefits of Smart Meter technology deployments. 

B. Evaluate the benefits of expanding the use of SCADA. 

C. Support value-added distribution and transmission automation projects. 

D. Continue to investigate, evaluate, and propose providing customers with tools to 

conserve energy (including display devices, better access to usage information, 

and partnerships for industrial and large commercial customers that integrate 

access to process information with energy usage). 

E. Evaluate customers‟ value of smart technologies, alternate rate structures and tools 

to conserve energy. 

F. Evaluate partnerships which can provide customer and company value from direct 

load control. 

 
Owner 

 

 
David Huff, Director Customer Energy Efficiency  

Jeff Myers, Manager Smart Grid Development  

 
Timeline 

 

 
2012   

 
Budget 

 

 
TBD 

 
Metrics  

 

 
TBD 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Attachment to Response to LGE AG-1 Question No. 11 
Page 170 of 281 
Bruner



Chapter IV-R1 – Attachment 1 

Page 20 of 29 
 

Page 20 of 29 
 

 
Strategy 

 

 
(7) Plan, Do, Study and Act  

 
Department 

 

 
Corporate Communications  

 
Tactical Initiative  

 

 
(7.10) Leverage Social Media  

 
Objectives 

 
Strategically introduce new external and internal social media channels to reach and engage 

key stakeholders.  

 
Tactics: 

 

 
The company‟s use of social media will be determined and managed by LG&E and KU‟s 

Corporate Communications Department.  Further develop the company‟s social media 

strategy. 

A.  Evaluate internal and external social media channels (e.g. SharePoint, Face book, 

Google+, Foursquare, etc.) and develop a recommendation that enhances current 

offerings. 

B. Create and lead a Social Media Advisory Council (SMAC) to manage all external 

and internal social media deployment and utilization.  Activities include but are not 

limited to: 

a. Benchmark Utility Best Practices  

b. Risk Mitigation  

c. Metrics  

 

 
Owner 

 

 
Chris Whelan, Director Communications and Brand Management  

Brian Phillips, Manager External Communications  

Cheryl Williams, Senior Communications Specialist  

Jennifer Whelan, Senior Communications Specialist  

Annalee Worthington, Senior Communications Specialist  

Darin Carr, Senior Web Specialist  

 
Timeline 

 

 
2012   

 
Budget 

 

 
TBD 

 
Metrics  

 

 
TBD 

 
 
 
 
 
 
 
 
 
 
 
 

Attachment to Response to LGE AG-1 Question No. 11 
Page 171 of 281 
Bruner



Chapter IV-R1 – Attachment 1 

Page 21 of 29 
 

Page 21 of 29 
 

LEARNING AND GROWTH PERSPECTIVE  
 
 

 
Strategy 

 

 
(9) Involve  

 
Department 

 

 
Human Resources  

 
Tactical Initiative  

 

 
(9.1) Expand a customer-focused culture. 

 
Objectives 

 
Foster a culture of thinking about all areas of delivery and service from the perspective of the 

customer.  

 
Tactics: 

 

 
Identify and implement activities and training associated with the promotion of a customer-

focused culture. 

A. Establish Management Focus Group to identify CE opportunities and messaging  

B. Develop 2012 CE communications plan 

C. Establish “Get to Know You” sessions between Distribution Operations and Retail 

D. Establish Job Shadowing between Distribution Operations and Retail  

E. Develop and deliver CE training for Business Partners 

F. Develop and deliver CE education for Energy Delivery and applicable areas 

companywide 

G. Identify measurable goals to determine progress and success 

 
Owner 

 

 
Sharon Johnson, Director Human Resources – Energy Delivery   

 
Timeline 

 

 
2012 

 
Budget 

 

 
Fully Funded OPEX 

 
Metrics  

 

 
Employee Opinion Surveys 

Residential Competitive Customer Satisfaction Study (TIA Points) 

Completion of Training and Education  
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Strategy 
 

 
(9) Involve  

 
Department 

 

 
Human Resources 

 
Tactical Initiative  

 

 
(9.2) Support Change Management  

 
Objectives 

 
Promote a culture where management and employees embrace the value of change and 

adaptability to meet customer needs and welcome the responsibility for delivery of customer 

service.  

 
Tactics: 

 

 
A. Provide education across Energy Delivery on the Customer Experience Strategy 

B. Partner with Line of Business management throughout Energy Delivery to create 

employee engagement  

C. Advance employee ownership of customer service across all Energy Delivery 

D. Coach management team to become champions of change to meet every-changing 

customer needs and expectations 

E. Partner with Organizational Development, Corporate Communications and Energy 

Delivery in the development, delivery, and evaluation of change management 

initiatives  

 
Owner 

 

 
Sharon Johnson, Director Human Resources – Energy Delivery  

 
Timeline 

 

 
2012 

 
Budget 

 

 
Fully Funded OPEX 

 
Metrics  

 

 
Employee Opinion Survey  

Performance Excellence Process (PEP) 
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Strategy 
 

 
(9) Involve  

 
Department 

 

 
Human Resources  

 
Tactical Initiative  

 

 
(9.3) Recruit and retain talented people  

 
Objectives 

 
Attract and retain talented people for Energy Delivery – Right People in Right Positions  

 
Tactics: 

 

 
Identify and recruit qualified and skilled talent for openings within Energy Delivery 

A. Develop and utilize assessment tools in the hiring process 

B. Identify recruiting resources to broaden candidate pools 

C. Advance the awareness of the utility brand as a “great” place to work 

D. Enhance the use of technology and social media in attraction of candidates 

E. Enhance the hiring and on-boarding processes to provide positive entrance into 

the company 

F. Conduct exit interviews and analysis of company departures 

 
Owner 

 

 
Sharon Johnson, Director Human Resources – Energy Delivery  

 
Timeline 

 

 
2012 

 
Budget 

 

 
Fully Funded OPEX 

 
Metrics  

 

 
Satisfaction of Line of Business Management in quality of hires and the staffing process 

Turnover Rates 

On-boarding Feedback 

New Hire Survey Feedback  
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Strategy 

 

 
(9) Involve  

 
Department 

 

 
Strategic and Operational Performance  

 
Tactical Initiative  

 

 
(9.4) Improve Business Processes  

 
Objectives 

 
Analyze business processes, prepare and evaluate analytics (historic, current and 

forecasted), consider options and alternatives, and collaboratively develop process 

improvement recommendations which promote financial and operational discipline, 

continuous improvement, and enhance the Customer Experience.  

 
Tactics: 

 

 
A. Realign the S&OP Process Analyst to better optimize the resources for quick, 

responsive, and meaningful improvements to the Retail business (Q1 2012). 

B. Implement a Steering Committee to identify and prioritize Energy Delivery Process 

Improvement initiatives based on Customer Experience Strategy objectives and the 

Focused Management and Operations (Customer Service ) Audit Action Plan (Q1 

2012). 

C. As determined, by the Steering Committee, conduct cross-functional business 

process analytics and root cause assessment – making recommendations for 

process improvements and process harmonization.  The Process Improvement 

initiatives shall foster operational excellence, achieved through a disciplined 

approach in which all parties follow the same process, find flaws in the process, 

change the process to eliminate flaws, and continue to force transactions into the 

process to identify additional opportunities.  

D. Document (process mapping) Energy Delivery cross-functional business 

processes.  

 

 
Owner 

 

 
Tony Ruckriegel, Manager Strategic & Operational Performance  

 
Timeline 

 

 
2012 

 
Budget 

 

 
Fully Funded OPEX 

 
Metrics  

 

 
TBD 
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Strategy 

 

 
(9) Involve  

 
Department 

 

 
Customer Service & Marketing  

 
Tactical Initiative  

 

 
(9.6) Advance  Customer Service Employee Hiring, Growth and Development  

 
Objectives 

 
To improve hiring practices and employee development. 

 
Tactics: 

 

 
A. Staff Contact Centers (Audit Item #1) 

a. Recruit and hire Residential Service Center employees for Morganfield facility 

(Audit Item 1.2 - June 2012). 

b. Add employee agents in Residential and Business Service Centers (Audit Item 

1.3 - March 2012). 

B. Equip Resource Planning and Management Group (Audit Item #2) 

a. Hire Analyst (Audit Item 2.12 - January 2012) 

C. Improve Hiring Practices and Retention (Audit Item #4) 

a. Develop and implement pilot to promote employee referrals (Audit Item 4.3 - 

January 2012). 

b. Further define career progression paths for Customer Service Representatives 

(Audit Item 4.4 - February 2012). 

c. Develop additional training for Coach and Customer Service Representative 

Development (Audit Item 4.9 - July 2012). 

D. Focus on Quality (Audit Item #10) 

a. Develop “Soft Skills” training for management team and all front office and 

field personnel (Audit Item 10.3 - April 2012). 

 

 
Owner 

 

 
Cheryl Bruner, Director Customer Service & Marketing  

Jean Ann Pfisterer, Manager Residential Service Center  

David Daniel, Manager Business Service Center 

Irv Hurst, Manager CCS Retail Business Readiness  

Paul Weis, Senior Human Resource Manager  

 
Timeline 

 

 
2012   

 
Budget 

 

 
Fully Funded  

 
Metrics  

 

 
TBD 
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Strategy 
 

 
(10) Inform 

 
Department 

 

 
Customer Energy Efficiency  

 
Tactical Initiative  

 

 
(10.1) Build an Energy Efficiency Operations and Marketing Database  

 
Objectives 

 
Implement an integrated data management system for managing and controlling all aspects 

of Energy Efficiency program operations, marketing and sales.  

 
Tactics: 

 

 
Integrated Data Management System*: 

A. Integrated with Energy Efficiency Vendors and CCS Systems. 

B. Near real-time updates on program installation status 

C. Operational and marketing campaign performance measures 

D. Customer segmentation  

Vendor Hosted Marketing Database: 

A. Data Feeds include: CCS, PVA and Bluegrass Mailing  

B. Data Enhancements provided by Datamentors “Pin Point”  

C. Data Analytics include segmentation, profiling and modeling  

D. Interdepartmental Product used by Sales & Forecasting, Energy Efficiency and 

Performance & Marketing  

 
Owner 

 

 
*David Huff, Director Customer Energy Efficiency  

Cheryl Bruner, Direct Customer Service and Marketing 

Chuck Schram, Director Energy Planning Analysis and Forecasting  

 
Timeline 

 

 
Integrated Data Management System (Huff) – Q2 2012  

Marketing Database – Q1 2012  

 
 

Budget 
 

 
Fully Funded  

 
Metrics  

 

 
TBD 
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Strategy 

 

 
(10) Inform 

 
Department 

 

 
Asset Management and Information Technology  

 
Tactical Initiative  

 

 
(10.2) Advance and exploit the use of technologies throughout the organization. 

 
Objectives 

 
Enhance business operations through the discovery and implementation of new technologies.  

 
Tactics: 

 

 
My Account Enhancements  

A. Implement Budget Billing (Q1 2012) 

B. Enable CSRs to enroll customers in CSS and paperless billing (Q2 2012) 

C. Design and Develop “What‟s New” layout (2012) 

 

 
Owner 

 

 
Tom Jessee, Director Asset Management  

 
Timeline 

 

 
2012 

 
Budget 

 

 
Fully Funded 

 
Metrics  

 

 
TBD 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Strategy 

 

 
(10) Inform  
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Department 
 

Customer Service & Marketing  

 
Tactical Initiative  

 

 
(10.3) Advance Contact Center Technology  

 
Objectives 

 
Increase overall contact center performance through the advancement of technology.   

 
Tactics: 

 

 
A. Equip Resource Planning & Management Group (Audit Item #2.5) 

a. Evaluate and upgrade call center software to allow for balancing between 

virtual call centers and to support queue-level forecasting, scheduling and 

service level management (December 2012). 

B. Customer Information Systems Usability (Audit Item 5.4) 

a. Implement new Computer Telephony Integration (CTI) and SAP 

Enhancements to provide “screen-pop” and “soft phone” capabilities (Audit 

Item 5.4 - June 2012). 

b. Evaluate Customer Service Representative (CSR) usability and identify 

opportunities for system enhancements (Audit Item 5.2 - June 2012). 

 

 
Owner 

 

 
Cheryl Bruner, Director Customer Service & Marketing  

Jean Ann Pfisterer, Manager Residential Service Center  

Irv Hurst, Manager CCS Retail Business Readiness  

 
Timeline 

 

 
2012 

 
Budget 

 

 
TBD 

 
Metrics  

 

 
TBD 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Strategy 

 

 
(10) Inform  
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Department 
 

Customer Service & Marketing  

 
Tactical Initiative  

 

 
(10.4) Expand the use of external telecom reports (Audit Item #3) 

 
Objectives 

 
Increase overall contact center performance through the management of external and internal 

telecom resources and reports.  

 
Tactics: 

 

 
A. Track Telecom Network Activity (Audit Item #3) 

a. Produce monthly reports for all trunks (Audit Item 3.1 - April 2012). 

b. Request and track traffic information for local and long distance services (Audit 

Item 3.2 - July 2012). 

c. Develop process to review trunk utilization reports and information from 

telecom providers for storm operations (Audit Item 3.3 - July 2012). 

d. Develop process with telecom providers to leverage available carrier tools and 

services to route calls to third party providers during major unplanned events 

(e.g. storms) (Audit Item 3.4 - July 2012). 

e. Evaluate costs associated with capacity improvements identified in monthly 

trunk and traffic reports.  Incorporate cost effective improvements into the next 

budget cycle (Audit Item 3.5 - January 2013). 

f. Investigate methods (e.g. tools, services, models, etc.) to more accurately 

predict high volume conditions and their impact on the telecom network (Audit 

Item 3.6 - July 2012).  

g. Evaluate “Virtual Hold” capability in next generation contact center architecture 

solution (Audit Item 3.7 - January 2013).  

 

 
Owner 

 

 
Cheryl Bruner, Director Customer Service & Marketing  

Dan Reffett, Manager Network Infrastructure  

 
Timeline 

 

 
January 2012 – January 2013  

 
Budget 

 

 
TBD 

 
Metrics  

 

 
Telecom Utilization Reports  
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Plan HighlightsPlan Highlights  

Page 2 

Customer satisfaction is a core value at LG&E and KU.  Energy Delivery strives to provide safe, 
reliable, and low cost service to our customers, enhancing the quality of life in the areas we 
serve.  We are committed to enhancing our relationship with our customers by delivering positive 
experiences that create value and build trust.   

•Funding levels within the proposed plan are established with the following priorities in mind: 
•Employee and public safety including compliance with industry regulatory requirements 
•Performance improvement in all customer facing areas 
•Improvement in gas and electric service reliability 
•Asset replacement to address aging infrastructure 
•Increased system capacity to meet forecasted customer demand 
•Significant increases in OPEX are proposed to: 
•Improve responsiveness to customer needs, in particular in the contact centers and billing 
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Plan HighlightsPlan Highlights  

Page 3 

Energy Delivery Safety Performance Data – EEI Data 

 
  

0 . 0 1 . 0 2 . 0 3 . 0 4 . 0       

 

2010 Nat’l Safety Council Avg.  - 3.20 

2010 EEI Top Quartile – 1.70   
2010 EEI Top Performer – 1.11 

Lost 
Work Day 

Rate 

Incident 
Rate 

  

 

 

 

 

 

 

 

 

2010 Energy Delivery — 1.05  

2010 Energy Delivery — 0.07 
2010 EEI Top Performer– 0.10 

2010 EEI Top Quartile– 0.31 
2010 Nat’l Safety Council Avg. – 1.0 

 2011 YTD Energy Delivery — 1.11 

 2011 YTD Energy Delivery — 0.11 
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Plan HighlightsPlan Highlights  

• Customer Experience 

— Advance the ―Customer Experience‖ strategy/initiative   

— Continue investments in enhanced customer  contact channels and the migration to 

a Corporate ―Unified Communications‖ platform 

— Continue progress on enhancements to Customer Care System functionality  

— Enhance our ―Customer Advocacy‖ role  through partnerships with customer focus 

groups 

— Continue commitment to corporate citizenship and community involvement 

— Create tariffs and regulations that competitively position the company and respect 

the overall impact on customers 

— Continue to expand the portfolio of customer energy efficiency programs, including 

customer education on the need for energy efficiency 

— Advance our understanding of customer behavior while gaining insight into 

customer  needs 

— Develop and pilot an overall Customer Experience index 
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Plan HighlightsPlan Highlights  

• OPEX 
— Major Initiatives: 

• Customer Experience Strategy 

• Reliability - Hazard Tree Program 

• Industry Regulatory Compliance 

— Major Financial Risks: 

• Storm Restoration 

• Customer Hardship and Uncollectible Accounts (uncertainty with LIHEAP) 

• Industry Regulatory Compliance 
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Plan HighlightsPlan Highlights  

• Capital 
— Major Customer Initiatives: 

• Energy Efficiency Programs and Services 

• Circuit Hardening / Reliability / Asset Replacement 

• Pole Inspection and Treatment Program 

• Distribution Automation 

• Substation Enhancements 

• Mobile Technology / Work Management Replacement 

• Gas Leak Mitigation 

• Magnolia Gas Compressor Addition 

• Gas Compressor Station and System Enhancements 

• Pipeline Integrity 
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Major AssumptionsMajor Assumptions  

• Energy Delivery improves our position in the residential J.D. Power and RCCS surveys 

with a continued focus on the Customer Experience.   

• Customer expectations regarding levels of service and availability of information will 

continue to increase.   

• Energy Efficiency projects and education will increase and continue to be an area of 

focus.   

• Storm budgets are based on 5 year average. 

• The plan includes no significant changes to industry regulation.   
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Retail Operating Report 

December 2011 

Abridged 

FINAL – January 12, 2012 
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Agent Answered Telephone Calls 8.06 8.42 8.85 8.54 8.90 9.01 8.97 8.96 8.66 8.85 8.99 9.04

Standard Error Upper 8.34 8.67 9.08 8.80 9.11 9.22 9.17 9.16 8.92 9.06 9.19 9.24

Standard Error Lower 7.78 8.17 8.62 8.28 8.69 8.80 8.77 8.76 8.43 8.64 8.79 8.84
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Residential Customer Experience 

Agent Answered Telephone Calls  
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Agent Answered Emails 6.91 6.91 7.90 8.45 8.04 8.22 8.14 8.05 8.23 8.08 8.79 8.45

Standard Error Upper 7.30 7.35 8.36 8.83 8.47 8.63 8.53 8.43 8.63 8.49 9.20 8.85

Standard Error Lower 6.52 6.47 7.44 8.07 7.61 7.81 7.75 7.67 7.82 7.67 8.38 8.05

5.00

6.00

7.00

8.00

9.00

10.00
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Residential & Business Customer Experience 

Agent Answered Emails  
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

IVR Self Serve 8.82 8.89 8.43 8.60 8.58 8.62 8.72 9.13

Standard Error Upper 9.06 9.08 8.72 8.86 8.87 8.89 8.96 9.34

Standard Error Lower 8.58 8.64 8.14 8.34 8.29 8.35 8.48 8.92
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8.00
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10.00
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Residential Customer Experience 

IVR Self Serve   
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Email Service Level  
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Target 80% Email - 48 Hr Target Email - 24 Hr Target

96% 

99% 

Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Jul-11 Aug-11 Sep-11 Oct-11 Nov-11 Dec-11 

BSC Emails 1,222 1,098 1,266 1,664 2,070 2,125 1,736 1,993 1,583 1,480 1,477 1,404 

RSC Emails 5,643 5,524 5,021 4,406 4,516 4,676 5,103 5,432 4,462 4,535 4,272 4,096 
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RSC  Service Level (calls answered within 30 seconds)  

and Abandonment Rate (calls abandoned after queued to an agent) 
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 SL Target

Service Level

Abandonment

Aban. Target 4%

79% 

4% 
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Agent Answered Telephone Calls 8.78 8.75 8.72 9.16 8.78 8.95 8.99 9.06 8.94 9.22 9.33 9.26

Standard Error (Upper) 9.00 8.97 8.94 9.34 9.00 9.15 9.19 9.25 9.14 9.39 9.47 9.43

Standard Error (Lower) 8.56 8.53 8.50 8.98 8.56 8.75 8.79 8.87 8.74 9.05 9.19 9.09
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Business Customer Experience 

Agent Answered Telephone Calls  
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

IVR Self Serve 8.38 8.58 9.11 8.51 9.05 8.43 7.72 8.48

Standard Error (Upper) 9.10 9.03 9.47 9.02 9.31 8.94 8.49 9.12

Standard Error (Lower) 7.66 8.13 8.75 8.00 8.79 7.92 6.95 7.84
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Letters = Significant difference at the 90% confidence level 

 

Business Customer Experience 

IVR Self Serve   
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BSC  Service Level (calls answered within 30 seconds) 
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Target 80% LG&E/KU

89% 
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BSC  Abandonment Rate (calls abandoned after queued to an agent) 
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Agent Assisted Walk-in Transactions 8.89 8.53 8.86 9.25 8.94 8.63 8.77 8.90 8.97 8.87 8.87 9.18

Standard Error (Upper) 9.20 8.89 9.14 9.49 9.23 8.97 9.04 9.17 9.23 9.18 9.17 9.40

Standard Error (Lower) 8.58 8.17 8.59 9.01 8.65 8.29 8.50 8.63 8.72 8.56 8.57 8.96
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Residential Customer Experience 

Agent Assisted Walk-in Transactions  
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Web Self Serve 8.99 9.04 9.11 8.88 9.35 9.30 9.09 9.14 9.12 9.13 9.21 9.28

Standard Error (Upper) 9.19 9.24 9.27 9.11 9.49 9.45 9.29 9.31 9.29 9.30 9.35 9.44

Standard Error (Lower) 8.79 8.84 8.95 8.65 9.21 9.15 8.89 8.97 8.95 8.96 9.07 9.12

5.00

6.00

7.00

8.00

9.00

10.00

M
ea

n
 S

co
re

 

Residential Customer Experience 

Web Self Serve   
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Web Self Serve 8.86 8.62 9.03 8.64 8.79 8.71 9.02 9.00 8.84 8.87 8.55 8.98

Standard Error (Upper) 9.06 9.06 9.34 8.95 9.08 9.04 9.32 9.29 9.14 9.21 9.07 9.28

Standard Error (Lower) 8.66 8.18 8.72 8.33 8.50 8.38 8.72 8.72 8.54 8.53 8.03 8.68
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Business Customer Experience 

Web Self Serve   
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Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

LG&E 99.95% 99.95% 99.92% 99.91% 99.90% 99.89% 99.92% 99.92% 99.94% 99.85% 99.85% 99.93%

KU 99.78% 99.71% 99.73% 99.74% 99.78% 99.79% 99.79% 99.74% 99.72% 99.84% 99.89% 99.94%

Target 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9%

99.00%

99.10%

99.20%

99.30%

99.40%

99.50%

99.60%

99.70%

99.80%

99.90%

100.00%

Meter Reading Accuracy 
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Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

LG&E 1.64% 1.01% 1.01% 1.04% 1.15% 1.15% 1.23% 1.14% 1.10% 1.12% 1.16% 1.13%

KU 2.16% 0.97% 0.82% 0.79% 0.90% 0.79% 0.72% 0.66% 0.65% 0.62% 0.65% 0.96%

Target 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1%
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  IV-R2 
 
Recommendation Statement: Give customer-service operational performance greater 

visibility and oversight at the corporate and parent levels 
 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: John P. Malloy 
 
 
II. RECOMMENDATION STATUS 
 
    X  COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
      ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1a 
 
 

1b 

Develop / report customer service operational metrics 
in senior level performance reports 
 
Retain the Customer Experience Strategy steering 
committee to formally track and report on performance 
of strategic goals and tactical objectives.  The steering 
committee includes:  SVP Energy Delivery, Chief 
Information Officer, VP Corporate Planning and 
Development, VP State Regulation and Rates, VP 
Corporate Responsibility and Community Affairs, VP 
External Affairs, VP Corporate Communication, VP 
Retail Business. 
 

10/2011 
 
 
 

Completed 

Completed 
11/2011 

 
 

Completed 

 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1a:  Develop / report customer service operational metrics in senior level performance 

reports 
 

KPSC Customer Inquiries are tracked and reflected in the CEO Daily Operating 
Report.  Below is an excerpt from the CEO Daily Operating Report.    

 
 

 
 

The full report contains confidential, market-sensitive, forward-looking 
information which is not available to the general public or to the investment 
community.  Given the nature of the information, LG&E and KU will provide the 
information for visual inspection at the Companies’ offices. 

 
 
 

KPSC Customer Inquiries
PUC Complaints Previous Day MTD YTD
KPSC LG&E 1 12 12
KPSC KU 2 11 11
VSCC ODP 0 0 0
TOTAL 3 23 23

Attachment to Response to LGE AG-1 Question No. 11 
Page 204 of 281 
Bruner



The Retail Operating Report reflects detailed monthly operational results against 
targets across the following divisions: 
• Residential Service Center  
• Business Service Center 
• Business Offices 
• Major Accounts 
• Economic Development 
• Customer Commitment 
• Metering 
• Meter Reading 
• Field Services 
• Billing Integrity 
• Remittance and Collections 
• Energy Efficiency 

 
These performance reports are included in monthly managerial discussions and 
planning efforts.  The full Retail Operating Report contains confidential 
information which is not available to the general public.  Given the nature of the 
information, LG&E and KU will provide the information for visual inspection at 
the Companies’ offices. 
 
The monthly Corporate Performance Report contains the following key 
performance indicators for Customer Service performance.  This report is 
reviewed by senior executives.   
 
  

 

 
 
Lastly, the Energy Delivery Balanced Scorecard is reported to senior leadership 
on a monthly basis and is also included in monthly managerial discussions and 
planning efforts.  The complete Energy Delivery Balanced Scorecard contains 
confidential and market-sensitive information which is not available to the general 
public.  Given the nature of the information, LG&E and KU will provide the 
information for visual inspection at the Companies’ offices. 
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Initiative 1b:  Retain the Customer Experience Strategy steering committee to formally track 

and report on performance of strategic goals and tactical objectives. 
 
The Customer Experience strategy steering committee remains an ongoing 
committee for formally tracking and reporting on performance of strategic goals 
and tactical objectives.  The steering committee includes:  SVP Energy Delivery, 
Chief Information Officer, VP Corporate Planning and Development, VP State 
Regulation and Rates, VP Corporate Responsibility and Community Affairs, VP 
External Affairs, VP Corporate Communication, VP Retail Business. 

  
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E/KU believes the implementation plan is appropriate. 
 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 

LG&E/KU considers this action plan complete and requests that it be closed.   
 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

This exercise remains within the internal operating expenses of the Companies 
therefore no additional costs are envisioned.   

 
B. Benefit Analysis 

 
Executive attention to operational performance will ensure course correction 
where required are timely. 

 C. Cost/Benefit Summary 
    

Category One Time Annual Recurring 
Cost N/A N/A 
Benefit N/A N/A 

 
 D. Other Costs or Benefits 
  

None identified. 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  IV-R3 
 
Recommendation Statement: Take actions at the parental level to reinforce PPL’s 

commitment to superior service. 
 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: John P. Malloy 
 
 
II. RECOMMENDATION STATUS 
 
      COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
    X  ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1a 
 
 
 
 
 
 
 
1b 
 
 
1c 
 

Set up Best Practice teams 
- Customer Service 
- Billing and Payment 
- Low Income programs 
- Energy Efficiency program 
- Economic Development 
- Community Involvement 
 

 Exchange Best Practices 
 
    
Exchange Call Center management expertise for review 
of current trends and business processes and seek 
performance improvement opportunities. 

03/2011 
 
 
 
 
 
 
 

   04/2011 
 
 

 11/2011 

Completed 
05/2011 

 
 
 
 
 
 

Completed 
12/2011 

 
12/2011 

(Moved to 
03/2012) 

 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1a:  Set up Best Practice teams 
 

Best Practice teams have been set up in the following areas: 
• Customer Service 
• Billing and Payment 
• Low Income programs 
• Energy Efficiency program 
• Economic Development 
• Community Involvement 

Initiative 1b:  Exchange Best Practices 
 

The 2011 LGE-KU / PPL Retail Best Practice Annual Report covers the areas 
identified above (Chapter IV-R3 – Attachment 1).  Additionally, separate reports 
reflect the comparison of low-income programs and energy efficiency programs. 
The 2011 LGE-KU / PPL Low Income Assessment Report (Chapter IV-R3 
Attachment 2) and the 2011 Energy Efficiency Program Assessment Report 
(Chapter IV-R3- Attachment 3) are included in this report.  
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Initiative 1c:  Exchange Call Center management expertise for review of current trends and 
business processes and seek performance improvement opportunities. 

 
This objective was completed on February 24, 2012.  A final report from this 
exercise will be available during the next reporting period.  

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
   

LG&E/KU believes the implementation plan is appropriate. 
 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 
Initiative 1c:  Exchange Call Center management expertise for review of current trends and 

business processes and seek performance improvement opportunities. 
 
The status will be reported during the next progress report period. 

 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis  

 
This exercise remains within the internal operating expenses of the Companies.     

 
B. Benefit Analysis 

 
The adoption of best practice approaches in managing the Retail business will 
improve overall operations. 

  
C. Cost/Benefit Summary 

    
Category One Time Annual Recurring 
Cost N/A N/A 
Benefit N/A N/A 

 
 D. Other Costs or Benefits 
  

None identified. 
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Customer Service Best Practice Report 
 

Team Customer Service  
Leads Cheryl Bruner/Bernie Molchany/Dave Ling 
Objective 

 
To enhance the relationship between LKE and PPL and to share 
best practices relating to Call Center operations, including: 
organizational structure, reward/recognition, training, quality 
assurance, forecasting/scheduling, technologies, and tech 
support. 

Scope  Establish strong peer to peer working relationships 
between the companies. 

 Share best practices, including these areas: 
o 21st Century's High Volume Call Answering 
o Web-based self-services 
o Enrollment in 21st Century's Mutual Assistance 

Service (MARS), 
o Avaya/Genesys phone system, 
o Increased adoption rates of IVR self-service. 
o Increased adoption rates of web self-service. 

 
Findings PPL EU and LKE have long histories of being customer 

focused.  The cultures of the companies are very similar and 
the peer to peer working relationships were established quickly 
and easily.  All are focused on continually improving and 
providing customers the best possible service at a reasonable 
cost.   
 
PPL experienced an unprecedented level of storms in 2011.  
The magnitudes of these storms lead to customer 
communication issues.   
 
PPL reached out to LKE to learn about their experience with 
Twenty First Century’s High Volume Call Answering (HVCA) as 
LKE has been using this service for a number of years.      

Recommendation Continue to strengthen the working relationships established 
and share best practices to meet the above objective. 

Status The parties have built solid working relationships that continue 
to strengthen.  PPL installed HVCA on 12/22/2011, and Dave 
Ling spent 4 days in Louisville in February 2012 seeking out 
and sharing best practices.  There is an opportunity to benefit 
from these continuing efforts. 
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Customer Service Best Practice Report 
 

Team Billing and Payment 
Leads Mike Cooper/Mark Velicer  
Objective 
 

To enhance the relationship between LKE and PPL and to share 
best practices relating to credit/collections and payments.  
 

Scope  Establish strong peer to peer working relationships 
between the companies. 

 Share best practices, including these areas: 
o Estimating Budget Payment Plan payments to avoid 

high ‘true-up” bills for customers. 
o Final accounts - outside collection agency performance 
o Active accounts - behavioral (risk) scoring practices 

and outside vendors 
o Red Flag Rules (defined by Fair and Accurate Credit 

Transactions Act)  
o Active accounts – payment arrangements 

 
Findings PPL EU and LKE both have similar cultures and strong 

credit/collection and payment practices, employing several 
industry best practices.  PPL EU has a significantly higher level 
of net write offs, primarily due to regulatory differences. There 
are potential synergies by using common collection agencies.   
PPL may benefit from adopting an external behavioral scoring 
model similar to LKE.  
  

Recommendation Consider leveraging combined value of accounts at outside 
collection agencies.   Investigate Total Solution behavioral 
scoring model for use at PPL.  Continue discussions on best 
practices and implement those where measurable benefits can 
be obtained.   
 

Status The team completed its review of LKE’s Budget Payment Plan 
and submitted to the KPSC.  Preparing a request for information 
to be released to potential collection agencies.  PPL is in contact 
with Total Solution and is moving forward.  Best practice 
discussions related to the scope above are continuing. 
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Customer Service Best Practice Report 
 

Team Low-Income Team 
Leads Tim Melton, Tim Dahl, Debbie Shobe  
Objective 
 

To enhance relationships between LKE and PPL and serve as an 
advocate for vulnerable customers and the agencies and 
organizations that serve them.  

Scope  Establish strong peer to peer working relationships 
between the companies. 

 Share best practices.  
 LKE and PPL plan to further explore  the programs offered 

to low income customers by both companies, to include 
and  ways to maximize LIHEAP funds obtained for these 
customers 

 Monitor and ensure that all financial commitments to low 
income programs are completed according to agreed 
upon assurances in 2010 rate case and PPL Change of 
Control agreements 

Findings PPL and LKE have long histories of providing targeted programs 
to assist customers in financial need.  PPL’s Universal Service 
Programs and LKE’s low-income program offerings have many 
similarities. The primary difference between PPL and LKE’s 
programs is the level of program funding provided through a rider 
or special charge on the customer bill. The companies work 
closely with agencies that administer LIHEAP funds.   
LKE monitored and ensured that all financial commitments to low 
income programs were completed according to agreed upon 
assurances in the 2010 rate case and PPL Change of Control 
agreements. 

Recommendation Maintain the present low-income offerings. Continue the best 
practice sharing between PPL and LKE. Continue the open 
dialogue concerning low-income programs, policies and practices 
with low-income advocacy groups by continuing quarterly 
Customer Commitment Advisory Forums.  Continue to 
aggressively pursue partnerships with agencies and organization 
that serve the low-income customers.  

Status A report comparing LKE and PPL low income programs was 
completed in October 2011.  Best practice discussions related to 
the scope above are continuing. 
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Customer Service Best Practice Report 
 

Team Demand Side Management (DSM) and Energy Efficiency (EE) 
 

Leads Tom Stathos and David Huff 
 

Objective 
 

To enhance relationships between LKE and PPL and exchange 
information about design, development and results of DSM and 
EE programs and ensure alignment on smart grid strategy. 
 

Scope  Establish strong peer to peer working relationships 
between the companies. 

 Share best practices and review programs deployed by 
LKE and PPL. 

 Share Smart Grid Strategy. 
Findings Both KE and PPL EU have DSM and EE programs that serve the 

entire spectrum of their respective customer bases.   At both 
utilities the DSM and EE programs are funded by rate payers. 
As a vertically integrated electric utility, LKE’s EE and DSM 
programs fit into their integrated resource planning and support 
the Kentucky Governor’s efforts to reduce carbon emission.   
PPL EU’s EE and DSM programs are primarily driven by Act 129 
requirements. Failure to meet compliance goals could result in 
fines.   
The key tenets for evaluating smart grid and smart meter 
technologies are demonstrated consistently in PPL and LKE’s 
deployment initiatives.  

Recommendation Continue to strengthen and enhance the channels of 
communications between the LKE and PPL EU.  Participate in 
the NIST Smart Grid Interoperability Panel (“SGIP”). 

Status A report comparing PPL and LKE program offerings was 
completed and filed with KPSC in October 2011.  Coordinating 
participation on the SGIP.  Best practice discussions related to 
the scope above are continuing.   
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Customer Service Best Practice Report 
 

Team Economic Development  

Leads Alan McGinnis and Don Bernhard  

Objective 
 

To enhance relationships between LKE and PPL and review best 
practices in both states. 

Scope  Establish strong peer to peer working relationships between 
the companies. 

 Establish and communicate best practices, including review 
of related tariffs 

 
Findings There are very different models in the two states based on a 

regulated versus deregulated environment.  In a deregulated 
environment economic development is no longer a revenue 
generator for a wires company, but expectations from communities 
for utility leadership remains high.   LKE continues a traditional 
utility economic development approach, which produces important 
public relations benefits with key community leaders plus revenue 
growth for LKE. Kentucky economic development staff has a direct 
impact on landing new jobs in the state and on strengthening local 
development groups to do the same. 
In both states the economic development teams work very 
successfully with state economic development teams. 
 

Recommendation Continue the best practice sharing between PPL and LKE. 
Periodically review our comparative experiences with specific site 
location consultants and with economic development experts who 
are potential speakers at our respective PPL sponsored state 
economic development forums. 
Look for opportunities to work together to strengthen national 
reputation. 
Continue to work closely with state and local economic 
development organizations. 

Status Kentucky and Pennsylvania economic development staff remains 
committed to providing leadership to local partners. Best practice 
discussions related to the scope above are continuing.   

Team Community Involvement  
Leads Debbie Shobe/ Don Bernhard  
Objective 
 

To enhance relationships between LKE and PPL and review 
practices related to community involvement and overall corporate 
giving. 
 

Scope  Establish strong peer to peer working relationships between 
the companies. 

 Establish and communicate best practices, including review 
of funding priorities and tracking mechanisms.  
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Customer Service Best Practice Report 
 

 
Findings PPL and LGE both have a long heritage of excellent customer 

service. However, scores related to awareness of community 
involvement are higher in Kentucky. 
Funding priorities are similar and compatible in Pennsylvania and 
Kentucky. 
In both states there is an effective combination of a high level 
budget to fund major philanthropic initiatives and local programs 
where funding decisions are made by people with strong local 
connections and knowledge. The local presence and local 
involvement is strength in both places.  
LKE is committed to maintaining a level of community involvement 
and charitable contributions comparable to or greater than pre-
merger levels. 
Initial benchmarking analysis shows that PPL at a corporate level is 
very close to the utility industry average for donations, especially 
when the analysis is done solely for US operations. 
 

Recommendation All community programs and donations are well structured and well 
executed and the company should continue to move forward with 
them. 
Pennsylvania should consider changes in its philanthropic process 
in order to raise awareness. 
LKE and PPL should continue to work closely with local 
organizations.  

Status Changes to philanthropy in Pennsylvania and the creation of an 
Ambassador program are under review.  
LKE and PPL are continuing to work closely with local partners. 
Best practice discussions related to the scope above are 
continuing.   
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Chapter IV-R3 – Attachment 2 

Page 1 of 4 

 

1 

 

 
 

 

Low-Income Program Comparison 

PPL/LG&E/KU 

October 2011 

 

PPL Electric, Louisville Gas and Electric and Kentucky Utilities have long histories of providing 

targeted programs to assist customers in financial need.  This memo and the matrix that follows 

provide an overview comparison of the utilities’ current offerings. 

 

PPL’s Universal Service Programs and LKE’s low-income program offerings have many 

similarities.  All three utilities offer programs geared to assist customers-in-need with monthly 

payments, provide weatherization services, allow flexible due dates, waive late payment charges, 

refer customers to other assistance agencies and provide “double” protection against 

disconnection for non-payment. 

 

The primary difference between PPL and LKE’s programs, however, is the level of program 

funding, in particular, funding provided through a rider or special charge on the customer bill.  

For example, PPL’s OnTrack Program is comparable in design and purpose to LG&E and KU’s 

Home Energy Assistance program.  However, the OnTrack program is funded through a 

Universal Service Rider charge on the customer bill of $0.00515/kWh ($5.15/mo for a customer 

using 1,000 kWh) and provides assistance for approximately 35,000 customers annually with a 

$50 million budget, while the Home Energy Assistance program is funded through a charge of 

$0.15/residential meter and provides assistance for approximately 4,000 customers annually with 

a $2 million budget. 

 

PPL’s Winter Relief Assistance Program (“WRAP”) is comparable to LG&E and KU’s WeCare 

program. Both programs provide energy education, energy audits and weatherization services for 

qualified customers.  The WRAP program assists approximately 7,000 customers annually with a 

$17 million budget, while the WeCare program assists approximately 1,200 customers annually 

with just under $2 million. 

 

PPL’s Operation HELP program is similar to LG&E’s Community Winterhelp and KU’s 

WinterCare program in that both PPL and LKE utilize community based organizations to 

administer the utility assistance programs.  Operation HELP assists over 4,000 customers with an 

annual budget of $1.4 million ($1 million PPL contribution).  Community Winterhelp and 

WinterCare assist more than 1,500 customers from customer contributions and a $300,000 

budget (company matching funds).  Additionally, LG&E partners with the Association of 

Community Ministries by leveraging $225,000 in shareholder dollars to assist approximately 

2,000 additional customers. 

 

All three utilities work closely with agencies that administer Low Income Home Energy 

Assistance Program (“LIHEAP”) federal funds.  PPL and LKE receive comparable amounts of 

LIHEAP funds, with  PPL receiving about $15.5 million annually for 50,000 customers, and 

LG&E and KU receiving about $16.2 million for 56,000 customers. 

Customer Service & Marketing 

Business 
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Chapter IV-R3 – Attachment 2 

Page 2 of 4 

 

2 

 

Low Income Programs 

October 2011 

PPL/LG&E/KU 

 

Focus Area PPL LG&E KU 

Bill Assistance On Track 

Funded by universal 

service rider on customer 

bills.  Provides reduced 

payments, arrearage 

forgiveness, and referrals 

to other assistance 

programs.  Administered 

by local agencies.   

Approx. 35,000 

customers assisted 

annually.   

Annual budget of $50 

million. 

 

Home Energy Assistance 

(HEA) 

Funded by $0.15 meter 

charge for residential 

customers.  

Arrearage payment (Fresh 

Start) and monthly bill 

assistance. Annual 

renewal.  

Approx. 2,000 customers 

assisted annually. 

$180,000 in shareholder 

dollars committed to 

program annually. 

Kentucky Home Energy 

Assistance (KHEA)  

Funded by $0.15 meter 

charge for residential 

customers.  

Bill assistance payments 

for seven months (July-

Sept and December-

March).  

Approx. 2,300 customers 

assisted annually. 

$120,000 in shareholder 

dollars committed to 

program annually.  

 

Bill Assistance Operation HELP 

Funded by donations 

from PPL, employees 

and customers.  Pays any 

type of home energy bill. 

Open year-round and 

administered by local 

agencies.   

Over 4,000 customers 

assisted annually. 

Annual budget of $1.4 

million.   

Community Winterhelp 

Funded by donations from 

LG&E and customers.  

Administered by 

Louisville Urban League. 

Assists customers 

January-April 

Over 1,000 customers 

assisted annually. 

Funded by approximately 

$200,000 in LG&E and 

customer contributions. 

WinterCare 

Funded by donations from 

KU and customers. 

Statewide program so 

other utilities contribute to 

fund. Administered by 

Community Action 

Kentucky and Lexington 

Community Action 

Council.  

Over 500 customers 

assisted annually.  

Funded by approximately 

$100,000 in KU and 

customer contributions. 

Beginning in 2011, 

minimum KU shareholder 

contribution is $100,000. 

 

Bill Assistance  Association of 

Community Ministries 

(ACM) Utility Match. 

Funded by $225,000 

shareholder contribution. 

Distributed by 16 

community ministry 

organizations. For every 

dollar raised by ministry, 

LG&E matches with $2 

until $225,000 is 
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Focus Area PPL LG&E KU 

distributed. 

Over 2,000 customers 

assisted annually. 

Low-Income 

Weatherization 

WRAP (Winter Relief 

Assistance Program) 

Provides free 

weatherization services, 

including energy 

education.  Energy audit 

and installation of 

materials by contractors 

and/or agencies.   

Approx. 3,000 customers 

assisted annually. 

Annual budget of $8 

million.   

 

WeCare (Weatherization, 

Conservation Advice and 

Recycling Energy) 

Funded DSM charge on 

residential bill.  

Managed by Energy 

Efficiency department.  

Approx. 600 customers 

assisted annually. 

Annual budget of 

$900,000. 

WeCare (Weatherization, 

Conservation Advice and 

Recycling Energy) 

Funded by DSM charge 

on residential bill.  

Managed by Energy 

Efficiency department.  

Approx. 600 customers 

assisted annually. 

Annual budget of 

$900,000. 

Low Income 

Assistance 

Referral 

CARES (Customer 

Assistance and Referral 

Evaluation Service)  

Provides short-term 

payment arrangements 

and protects customer 

from shutoff.  Refers 

customer to PPL or 

community assistance 

programs. 

Administered internally 

and assists about 900 

customers annually. 

 

CSRs provide short term 

payment arrangements 

and refer customers to 

community based 

organizations who offer 

utility payment assistance. 

CSRs provide short term 

payment arrangements 

and refer customers to 

community based 

organizations who offer 

utility payment assistance. 

Low Income – 

Late Payment 

Charge (LPC) 

Waiver 

LIHEAP recipients and 

OnTrack participants 

receive waiver of LPC. 

For LIHEAP recipients, 

the waiver remains in 

place until the next 

LIHEAP program year.   

For OnTrack recipients, 

the waiver remains in 

place as long as the 

customer is active in the 

program.   

 

LPC is waived for current 

month and eleven 

following months when 

customer receives a utility 

assistance payment.  This 

includes LIHEAP and 

other assistance as well. 

 

LPC is waived for current 

month and eleven 

following months when 

customer receives a utility 

assistance payment.  This 

includes LIHEAP and 

other assistance as well. 

Weatherization Act 129 Low Income 

Weatherization Free 

installation of 

conservation measures 

and energy conservation 

LG&E partners with non-

profit group “Project 

Warm” and funds first 

level weatherization.  

Occurs first two Saturdays 

KU partners with 

Lexington Community 

Action Council and funds 

first level weatherization.  

Occurs one Saturday in 
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Focus Area PPL LG&E KU 

education.   

Annual budget of $9 

million.  

Approx. 4,000 customers 

assisted annually. 

in November.  

LG&E employees and 

families volunteer for 

event. 

Approx. 300 customers 

assisted annually. 

October.  

KU employees and 

families volunteer for 

event. 

Approx. 50 customers 

assisted annually. 

Low Income – 30-

day Extension 

 LG&E grants an 

automatic 30-day 

extension beyond 

disconnect due date when 

50% of delinquent amount 

is paid with assistance 

agency involvement. 

 

KU grants an automatic 

30-day extension beyond 

disconnect due date when 

50% of delinquent amount 

is paid with assistance 

agency involvement. 

Flexible Due 

Dates 

Allows customers to 

change their due dates to 

coincide with receipt of 

social security benefits, 

pensions, etc.  

Fixed and Limited Income 

Extension (FLEX) 

Grants an additional 16 

days to pay without 

penalty. Program geared 

toward customers who 

generally pay at the first 

of month or only get a 

monthly check. 

 

Fixed and Limited Income 

Extension (FLEX) 

Grants an additional 16 

days to pay without 

penalty. Program geared 

toward customers who 

generally pay at the first 

of month or only get a 

monthly check. 

Bill Assistance LIHEAP 

About $15.5 million 

annually for 50,000 

customers.  Conduct 

outreach to inform 

eligible customers about 

the program. 

 

LIHEAP 

About $6.6 million 

annually for 21,000 

customers.  Promotes 

outreach through CSRs 

and Corporate 

Communications. 

LIHEAP 

About $9.6 million 

annually for 35,000 

customers.  Promotes 

outreach through CSRs 

and Corporate 

Communications. 

Optional Billing Double Notice Protection 

Allows a family member, 

friend, or other to receive 

a duplicate copy of any 

termination notice. 

 

Third Party Notification 

With permission of 

customer of record, third 

party receives a duplicate 

copy of any termination 

notice. 

Third Party Notification 

With permission of 

customer of record, third 

party receives a duplicate 

copy of any termination 

notice. 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.: IV-R4 
 
Recommendation Statement: Reevaluate KPIs in customer service, set realistic targets 

consistent with its vision and reestablish the credibility of 
the KPI program. 

 
Implementation Priority: High  
 
LG&E/KU Person Responsible: John P. Malloy 
 
 
II. RECOMMENDATION STATUS 
 
    X  COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
      ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
 
 
 
III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1. 
 
Set credible targets for metrics included in Retail 
Operating Report  
 
 

09/2011 Completed 
09/2011 
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IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1:  Set credible target for metrics included in Retail Operating Report  
 

Residential Retail Service  
 

Retail metrics have been revised to include credible targets to achieve industry 
first quartile metrics.  The Residential Service Level has steadily improved over 
the course of the 2010 and 2011.  By December 2011, the Residential Call Center 
achieved 79% of all calls answered in 30 seconds or less.  The graph below 
depicts the “stair stepped” monthly targets and associated performance against 
these targets.  Additionally, the Residential customer Abandonment Rate 
stabilized throughout 2011 and met the target level at or below 4% in December 
2011. 
 

 
 

 
Bellomy Research* completes Residential Call Center surveys of customers who 
have recently contacted the center.  Residential customer’s satisfaction continued 
to improve throughout 2011 exceeding the target of 8.5 on a scale of one to ten.  
The graph below depicts the overall customer experience. These surveys will be 
continued into the future. 
 

RSC  Service Level (calls answered within 30 seconds) 

and Abandonment Rate (calls abandoned after queued to an agent)
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*Bellomy Research is an experienced market research firm that conducts multi-channel 
transaction-based customer satisfaction surveys for LG&E/KU.  Current studies include 
residential transactions (phone call, IVR, email, web and walk-in transactions), business 
transactions (phone call, IVR, web) and field transactions (tree trimming and field services 
metering work).  The overall objective is to measure customer perceptions regarding their 
interaction.  Results of the research are used to assess effectiveness of the handling of the contact 
and resolution of the issue. 

 
 

 
 

Business Retail Service  
 
By December 2011, the Business Service Center (Business customer call center) 
achieved 89% of all calls answered in 30 seconds or less.  The graph below 
depicts the “stair stepped” monthly targets and associated performance against 
these targets.  On the following graph, the Business Customer Abandonment Rate 
stabilized throughout 2011 and met the target level of at or below 2% in 
November 2011. 
 
Also, the Business Service Center can and routinely does assist with residential 
customer calls during periods of high volume.   

Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Agent Answered Telephone Calls 8.06 8.42 8.85 8.54 8.90 9.01 8.97 8.96 8.66 8.85 8.99 9.04

Standard Error Upper 8.34 8.67 9.08 8.80 9.11 9.22 9.17 9.16 8.92 9.06 9.19 9.24

Standard Error Lower 7.78 8.17 8.62 8.28 8.69 8.80 8.77 8.76 8.43 8.64 8.79 8.84
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BSC  Service Level (calls answered within 30 seconds)
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The transaction-based customer satisfaction surveys for the Business area 
continued to improve month over month throughout 2011.  By December of 2011, 
average business customer satisfaction ratings were 9.26 on a ten point scale.  
 

 
 
 
Email Service – Business and Residential 
 
Email service levels for both business and residential customers improved during 
2011.  Two separate targets are managed against; the internal 24 hour response 
time and the associated industry 48 hour response target.   Both service level 
targets were achieved and sustained by year end 2011 with performance of 96% 
against the 24 hour target and 99% against the 48 hour target.  The graph below 
reflects overall performance. 

Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Agent Answered Telephone Calls 8.78 8.75 8.72 9.16 8.78 8.95 8.99 9.06 8.94 9.22 9.33 9.26

Standard Error (Upper) 9.00 8.97 8.94 9.34 9.00 9.15 9.19 9.25 9.14 9.39 9.47 9.43

Standard Error (Lower) 8.56 8.53 8.50 8.98 8.56 8.75 8.79 8.87 8.74 9.05 9.19 9.09
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Email Service Level 
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96%

99%

Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Jul-11 Aug-11 Sep-11 Oct-11 Nov-11 Dec-11

BSC Emails 1,222 1,098 1,266 1,664 2,070 2,125 1,736 1,993 1,583 1,480 1,477 1,404

RSC Emails 5,643 5,524 5,021 4,406 4,516 4,676 5,103 5,432 4,462 4,535 4,272 4,096

 
 
 

 
Email service levels and associated customer satisfaction levels dramatically 
improved upon the implementation of a dedicated email response team. 
 
Customers responded favorably through the email transaction-based surveys with 
a December 2011 score of 8.45 on a ten point scale as depicted on the graph 
below. 
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Jan (A) Feb (B) Mar ( C) Apr (D) May (E) Jun (F) Jul (G) Aug (H) Sep (I) Oct (J) Nov (K) Dec (L)

Target 8.5 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50 8.50

Agent Answered Emails 6.91 6.91 7.90 8.45 8.04 8.22 8.14 8.05 8.23 8.08 8.79 8.45

Standard Error Upper 7.30 7.35 8.36 8.83 8.47 8.63 8.53 8.43 8.63 8.49 9.20 8.85

Standard Error Lower 6.52 6.47 7.44 8.07 7.61 7.81 7.75 7.67 7.82 7.67 8.38 8.05
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The balance of Retail customer service metrics and transactional survey scores for 
IVRU, Web Self-Service and agent Assisted Walk-in (Business Offices) customer 
contact channels can be reviewed in the abridged December 2011 Retail 
Operating Report as Chapter IV-R1 – Attachment 3.   
 
The full Retail Operating Report contains confidential information which is not 
available to the general public. Given the nature of the information, LG&E and 
KU will provide the information for visual inspection at the Companies’ offices. 
 
 
 
Meter Reading 
 
Meter reading business process changes and associated quality control and quality 
assurance measures implemented from August through December of 2011 led to 
improved overall performance.  By December 2011, both LG&E and KU meter 
reading business partners’ accuracy improved to 99.93% and   99.94% 
respectively against a target of 99.9%.   
 
Additionally, the percentages of meter reading estimates are in line with 
expectations 1.13% for LG&E and 0.96% for KU.   Note: Meter Reading 
estimates are impacted by other non-performance related causes such as storms 
and customer allowed access.    
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The following graphs reflect performance across both accuracy and meter reading 
estimates. 
 

 
 

 
 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

LG&E 99.95% 99.95% 99.92% 99.91% 99.90% 99.89% 99.92% 99.92% 99.94% 99.85% 99.85% 99.93%

KU 99.78% 99.71% 99.73% 99.74% 99.78% 99.79% 99.79% 99.74% 99.72% 99.84% 99.89% 99.94%

Target 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9% 99.9%

99.00%
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100.00%

Meter Reading Accuracy

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

LG&E 1.64% 1.01% 1.01% 1.04% 1.15% 1.15% 1.23% 1.14% 1.10% 1.12% 1.16% 1.13%

KU 2.16% 0.97% 0.82% 0.79% 0.90% 0.79% 0.72% 0.66% 0.65% 0.62% 0.65% 0.96%

Target 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1%
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Kentucky Public Service Commission Inquires 
 
The graph below provides a month over month reflection of KPSC inquiries from 
2009 through full year 2011.   
 

 
 

In late 2009, the Commission inquiries began to stabilize.  The trend continued 
and began to improve during 2010.  In 2011, 11 of 12 months were below the 
prior year – prior month and the total of 2011 inquiries was the lowest in several 
years.  
 
Additionally, the Energy Delivery Balanced Scorecard indicates 2011 year end 
operational performance.  Below is an excerpt from the Energy Delivery Balanced 
Scorecard.   
 
The complete Energy Delivery Balanced Scorecard contains confidential and 
market-sensitive information which is not available to the general public.  Given 
the nature of the information, LG&E and KU will provide the information for 
visual inspection at the Companies’ offices. 
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V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

The actions proposed by LG&E and KU were generally consistent with Liberty 
Consulting’s recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 

LG&E/KU considers this action plan complete and requests that it be closed. 
 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

This exercise remains within the internal operating expenses of the Companies, 
therefore no additional costs are envisioned.   

 
 B. Benefit Analysis 
 

Provides management and staff credible targets to gauge overall operational 
performance improvement efforts while maintaining a long range focus on the 
Customer Experience Strategy’s vision. 

 
C. Cost/Benefit Summary 

    
Category One Time Annual Recurring 
Cost N/A N/A 
Benefit N/A N/A 

KPI YTD Actuals YTD Target Full Year Target

Residential Service Level 79% December
December Target 80% 
of Calls Answered in 
30 Seconds

End of Year Target 80% 
of Calls Answered in 30 
Seconds

Business Service Level 89% December
December Target 80% 
of Calls Answered in 
30 Seconds

End of Year Target 80% 
of Calls Answered in 30 
Seconds

TIA Customer Satisfaction 
(points)   (RCCS Study Results)

Q1 Results - 0 Points         
Q2 Results - 3 Points                
Q3 Results -  6 Points       
Q4 Results -  3 Points    
YTD Results - 12 Points

N/A
18 Points (of possible 32 
Points)
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 D. Other Costs or Benefits 
  

None identified.  
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  IV-R5 
 
Recommendation Statement: Directly reflect a high priority for customer service in 

strategic plans and in the planning and budgeting process. 
 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: John P. Malloy 
 
 
II. RECOMMENDATION STATUS 
 
    X  COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
      ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
 
 
III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1. 
 
Incorporate into strategic planning and budgeting 
process.  

05/2011 Completed 
10/2011 

 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1:  Incorporate into strategic planning and budgeting process. 
 

The Corporate planning process effectively reflects the customer facing initiatives 
as well as the implementation of the Customer Experience Strategy.  Excerpts 
from the LGE – KU 2012 – 2016 Plan summary are referenced below. 
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The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the requested information, LG&E and KU will provide the 
information for visual inspection at the Companies’ offices. 

 
1.1 Vision and Mission  
The Company’s vision is to empower economic vitality and quality of life, 
and our mission is to provide reliable, safe, competitively priced energy to 
customers and best-in-sector returns to our shareowners. The Company is 
guided by six core values which are essential to fulfilling our vision and 
represent the expectations of our customers, employees, and shareowners: 
safety and health, customer focus, employee commitment and diversity, 
integrity and openness, performance excellence, and corporate 
citizenship. The following examples demonstrate actions taken in 2011 
which are consistent with our vision, mission, and set of values: 
 
• The Company maintained a solid position in the most recent J.D. 

Power residential survey, with KU and LG&E ranking 5th and 6th 
among their peers in the Midwest region. In the 2011 J.D. Power 
Electric Utility Business Customer Satisfaction Study, KU and LG&E 
ranked 3rd and 10th (tied with Indianapolis Power & Light) 
respectively, among 22 utilities in the Midwest region.  

• The Company has renewed its commitment to superior customer 
service and satisfaction and has launched “The Customer 
Experience”, a corporate-wide initiative, designed to raise awareness 
among all employees and business partners about how they impact 
customers and how they can influence customer satisfaction. We are 
also implementing the recommendations of the KPSC customer service 
audit. Many of the recommendations were already underway as part of 
our “Customer Experience” strategy.  

 
2.4 Customer Service  
 
Customer satisfaction is a core value of the Company illustrated by a 
strong record of providing exceptional customer service, while keeping 
rates among the lowest in the country. As a result of the Company’s efforts 
in this area, the Company has received several J.D. Power awards over 
the years for residential and business customer satisfaction.  
 
However, customer satisfaction across the utility industry began to decline 
in recent years as customers have been confronted with many external 
challenges, including severe weather events, an economic recession, and 
rising rates. The Company is not immune to these factors and has 
experienced a decline in customer satisfaction due to the 2008 wind and 
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2009 ice storms; financial hardships on customers created by the failing 
economy; rate and tariff adjustments; and changes related to the 
implementation of a new customer information system. Furthermore, the 
Company’s filing of a Kentucky rate case in July 2008, negatively 
impacted customer satisfaction as significant changes to harmonize LG&E 
and KU tariffs went into effect, including late payment fees and 
modifications to the billing cycle. In the order settling that rate case, the 
KPSC initiated a focused management audit of LG&E and KU’s customer 
service areas, citing customer complaints as the driver, the majority of 
which were related to the rate case. The audit was conducted by Liberty 
Consulting and the report was issued on September 14, 2011.  
 
Well before the KPSC initiated the audit, the Company made significant 
investments in technology and initiated plans for the construction of a new 
call center to provide space for additional customer service 
representatives. Some of the technology investments included online self-
service options with additional enhancements to serve visually impaired 
and Spanish-speaking customers; web portals to serve low-income 
customers and property managers; a new automated phone system for 
customer service; an online outage map including estimated restoration 
times and Smartphone apps for easy access; and mobile Geographic 
Information System (GIS) and dispatch capabilities to improve 
communication and efficiency among field crews.  
 
The audit report states that the Company went too far in containing costs, 
rather than improving service. Liberty concluded the Company should 
have been willing to spend more in the interest of customers. The 
Company’s focus always has been and will continue to be to hold down 
costs for customers, while enhancing service. The audit report consists of 
56 key recommendations – 50 of which the Company submitted to Liberty 
for inclusion in the report. The Company is working with the KPSC to 
develop detailed action plans and has committed to making the necessary 
improvements. As part of the effort, the Company has planned for the 
incremental expenditures necessary to implement the recommendations 
which include the new $5 million Morganfield center and the hiring of 
more than 100 incremental customer service employees, to enhance 
service. The Company has also initiated CEO and officer daily customer 
inquiry tracking to enhance awareness and transparency. 

 
Additionally, the Energy Delivery plan presentation contains more specific and 
targeted areas of customer facing objectives and metrics.  The abridged Energy 
Delivery 2012 – 2016 Mid Term Plan is included in this report (Chapter IV-R1 – 
Attachment 2).  
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The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the information, LG&E and KU will provide the information 
for visual inspection at the Companies’ offices. 
 

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response is consistent with Liberty Consulting’s 
recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 

LG&E/KU considers this action plan complete and requests that it be closed. 
 
 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

This exercise remains within the internal operating expenses of the Companies, 
therefore no additional costs are envisioned.    

   
 B. Benefit Analysis 
 

Focused priority of Customer Service in the strategic planning and budgeting 
process to ensure operational goals are tracked and achieved.   

 
C. Cost/Benefit Summary 

    
Category One Time Annual Recurring 
Cost N/A N/A 
Benefit N/A N/A 

 
 D. Other Costs or Benefits 
  

None identified.  
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  IV-R6 
 

Recommendation Statement: Examine, in a formal quantified way, the long-term strategy 
for minimizing customer expenses to assure that the vision 
for superior customer service is not compromised. 

 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: John P. Malloy 
 
 
II. RECOMMENDATION STATUS 
 
      COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
    X  ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
 
 
 
III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1a 
 
1b 
 

Complete study 
 
Evaluate results for inclusion in strategic planning 
 
 
 

    01/2012 
 

04/2012 

   04/2012 
 

06/2012 
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IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1a:  Complete study 
 

Request for proposals have been received and are currently being evaluated.   
 

Initiative 1b:    Evaluate results for inclusion in strategic planning 
 

The evaluation of the results for inclusion in the strategic plan is scheduled to 
begin in April 2012. 

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response is consistent with Liberty Consulting’s 
recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 
Initiative 1a:  Complete study 
 

Management is working on the study.   The status will be reported during the next 
progress report period. 

 
Initiative 1b:    Evaluate results for inclusion in strategic planning 
 

The Companies inclusion of results into strategic planning will take place during 
the normal annual planning process.  The status will be reported during the next 
progress report period. 

 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

The recommendation entails a one-time study from an independent external firm 
and is projected to run approximately $80,000. 

 
 B. Benefit Analysis 

 
The study will provide an assessment of the Company’s long-term strategy of 
minimizing customer expenses to assure that the vision for superior customer 
service is not compromised.  
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 C. Cost/Benefit Summary 
   
  To be completed once the recommendation is marked as completed. 
    

Category One Time Annual Recurring 
Cost   
Benefit   

 
 D. Other Costs or Benefits 
 

To be completed once the recommendation is marked as completed. 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  IV-R7 

Recommendation Statement: Directly tie the budgeting process and the resulting 
allocation of resources to operational goals and objectives. 

 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: John P. Malloy 
 
 
II. RECOMMENDATION STATUS 
 
    X  COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
      ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
 
 
 
III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1.  
 

Restructure responsibility to the Mgr. of Strategic and 
Operational Performance and allocate analyst to this 
department. 
 
 
 

05/2011 Completed 
05/2011 

 
 

Note:  Analyst in 
role as of May 

2011. 
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IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1:  Restructure responsibility to the Mgr. of Strategic and Operational Performance 

and allocate analyst to this department. 
 

The Manager of Strategic and Operational Performance now has the responsibility 
for the strategic allocation of resources and associated operational goals and 
objectives.  This led to the consolidation of both a benchmarking analyst and an 
operational metrics analyst to the Strategic and Operational Performance group. 
This role currently has twelve (12) analysts responsible for the wide technical 
breadth of Energy Delivery operations, inclusive of Electric Distribution, Gas 
Operations and Retail services.  Additionally, this functional role tracks and 
reports on operational performance and actively works with the Director of Asset 
Management for prudent resource allocation.  

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response is consistent with Liberty Consulting’s 
recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 

LG&E/KU considers this action plan complete and requests that it be closed. 
 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

The annual cost for an additional analyst to support “collective reporting” is 
approximately $155,000 annually.    

 
 B. Benefit Analysis 
 

The optimization of operational performance led to the effective allocation of 
resources.  

 
 C. Cost/Benefit Summary 
    

Category One Time Annual Recurring 
Cost N/A • Additional analyst for 

collective reporting 
($155,000) 

Benefit N/A • Indeterminate 
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 D. Other Costs or Benefits 
  

None identified. 
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  IV-R8 
 
Recommendation Statement: Fully integrate the CES, when revised as desired, into the 

planning and budgeting process. 
 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: John P. Malloy 
 
 
II. RECOMMENDATION STATUS 
 
    X  COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
      ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
 
 
 
III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1a 
 
 

  1b 

Integrate the CES in planning and budget process 
 
 
Complete Gap analysis post completion of 
Recommendation 9 and close gaps, if any. 

05/2011 
 
 

03/2012 

Completed 
10/2011 

 
Completed 

01/2012 
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IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1a     Revamp the Customer Experience Strategic (CES) plan (from IV-1)  
(From IV-1):    

The Customer Experience Strategy has been revised to reflect ongoing efforts to 
improve overall operational performance.  The implementation is fully funded in 
the Energy Delivery 2012-2016 Mid Term Plan.  A detailed review is included in 
response to section IV-R9 and also shown on Chapter IV-R1 – Attachment 1. 
 

Initiative 1b     Implementation of the CES (from IV-1) 
(From IV-1):   

Implementation of the Customer Experience Strategy is well underway and fully 
funded in the Energy Delivery 2012-2016 Mid Term Plan.  A detailed review is 
included in response to section IV-R9 and also shown on Chapter IV-R1 – 
Attachment 1. 
 
The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the information, LG&E and KU will provide the information 
for visual inspection at the Companies’ offices. 
 

Initiative 1a:  Integrate the CES in planning and budgeting process 
 

The Corporate planning process effectively reflects the customer facing initiatives 
as well as the implementation of the Customer Experience Strategy.  Excerpts 
from the LGE – KU 2012 – 2016 Plan summary are referenced below. 
 
The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the requested information, LG&E and KU will provide the 
information for visual inspection at the Companies’ offices. 

 
1.1 Vision and Mission  
The Company’s vision is to empower economic vitality and quality of life, 
and our mission is to provide reliable, safe, competitively priced energy to 
customers and best-in-sector returns to our shareowners. The Company is 
guided by six core values which are essential to fulfilling our vision and 
represent the expectations of our customers, employees, and shareowners: 
safety and health, customer focus, employee commitment and diversity, 
integrity and openness, performance excellence, and corporate 
citizenship. The following examples demonstrate actions taken in 2011 
which are consistent with our vision, mission, and set of values: 
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• The Company maintained a solid position in the most recent J.D. 
Power residential survey, with KU and LG&E ranking 5th and 6th 
among their peers in the Midwest region. In the 2011 J.D. Power 
Electric Utility Business Customer Satisfaction Study, KU and LG&E 
ranked 3rd and 10th (tied with Indianapolis Power & Light) 
respectively, among 22 utilities in the Midwest region.  

• The Company has renewed its commitment to superior customer 
service and satisfaction and has launched “The Customer 
Experience”, a corporate-wide initiative, designed to raise awareness 
among all employees and business partners about how they impact 
customers and how they can influence customer satisfaction. We are 
also implementing the recommendations of the KPSC customer service 
audit. Many of the recommendations were already underway as part of 
our “Customer Experience” strategy.  

 
2.4 Customer Service  
 
Customer satisfaction is a core value of the Company illustrated by a 
strong record of providing exceptional customer service, while keeping 
rates among the lowest in the country. As a result of the Company’s efforts 
in this area, the Company has received several J.D. Power awards over 
the years for residential and business customer satisfaction.  
 
However, customer satisfaction across the utility industry began to decline 
in recent years as customers have been confronted with many external 
challenges, including severe weather events, an economic recession, and 
rising rates. The Company is not immune to these factors and has 
experienced a decline in customer satisfaction due to the 2008 wind and 
2009 ice storms; financial hardships on customers created by the failing 
economy; rate and tariff adjustments; and changes related to the 
implementation of a new customer information system. Furthermore, the 
Company’s filing of a Kentucky rate case in July 2008, negatively 
impacted customer satisfaction as significant changes to harmonize LG&E 
and KU tariffs went into effect, including late payment fees and 
modifications to the billing cycle. In the order settling that rate case, the 
KPSC initiated a focused management audit of LG&E and KU’s customer 
service areas, citing customer complaints as the driver, the majority of 
which were related to the rate case. The audit was conducted by Liberty 
Consulting and the report was issued on September 14, 2011.  
 
Well before the KPSC initiated the audit, the Company made significant 
investments in technology and initiated plans for the construction of a new 
call center to provide space for additional customer service 
representatives. Some of the technology investments included online self-
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service options with additional enhancements to serve visually impaired 
and Spanish-speaking customers; web portals to serve low-income 
customers and property managers; a new automated phone system for 
customer service; an online outage map including estimated restoration 
times and Smartphone apps for easy access; and mobile Geographic 
Information System (GIS) and dispatch capabilities to improve 
communication and efficiency among field crews.  

 
The audit report states that the Company went too far in containing costs, rather 
than improving service. Liberty concluded the Company should have been willing 
to spend more in the interest of customers. The Company’s focus always has been 
and will continue to be to hold down costs for customers, while enhancing 
service. The audit report consists of 56 key recommendations – 50 of which the 
Company submitted to Liberty for inclusion in the report. The Company is 
working with the KPSC to develop detailed action plans and has committed to 
making the necessary improvements. As part of the effort, the Company has 
planned for the incremental expenditures necessary to implement the 
recommendations which include the new $5 million Morganfield center and the 
hiring of more than 100 incremental customer service employees, to enhance 
service. The Company has also initiated CEO and officer daily customer inquiry 
tracking to enhance awareness and transparency. 
 
Additionally, the Energy Delivery plan presentation contains more specific and 
targeted areas of customer facing objectives and metrics.  The abridged Energy 
Delivery 2012 – 2016 Mid Term Plan is included in this report (Chapter IV-R1 – 
Attachment 2).   

  
The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the information, LG&E and KU will provide the information 
for visual inspection at the Companies’ offices. 

 
Initiative 1b:  Complete Gap analysis post completion of Recommendation 9 and close gaps, if 

any. 
 

A complete assessment of funding alignment has been completed as a part of the 
planning process and is reflected in the Energy Delivery 2012 – 2016 Mid Term 
Plan. 

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response is consistent with Liberty Consulting’s 
recommendation. 
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VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 

LG&E/KU considers this action plan complete and requests that it be closed. 
 
 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

This exercise remains within the internal operating expenses of the Companies, 
therefore no additional costs are envisioned.  Costs associated with the individual 
objectives or tactical plans are already included in the 2012 – 2016 corporate 
budgets and included in the cost analysis in previous sections of this report.  

 
 B. Benefit Analysis 
 

The improved clarity of corporate and operational objectives enhanced the overall 
customer service culture while driving operational performance.   

 
 

C. Cost/Benefit Summary 
    

Category One Time Annual Recurring 
Cost N/A N/A 
Benefit N/A N/A 

 
 D. Other Costs or Benefits 
  

None identified.
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  IV-R9 
 
Recommendation Statement: Make a number of specific changes to the CES to reinforce 

its effectiveness. 
 

a. The final CES should be accompanied by approved 
funding sufficient to fully implement the strategy. 

 
b. The CES should evidence a greater sense of urgency 

and a greater commitment to each of its initiatives, 
including specific goals and committed timetables. 

 
c. The CES should include correction of the basic 

performance shortcomings described herein and as 
already acknowledged by the Company. 

 
d. Specific, quantified goals should be included as 

opposed to broad concepts. 
 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: John P. Malloy 
 
 
II. RECOMMENDATION STATUS 
 
    X  COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
      ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
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III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1a 
 
 
 
 
1b 
 

Revamp the Customer Experience Strategic (CES) plan 
 
Note: Actions included in the CES are continuing while this exercise occurs.  The 
longer timeline is to ensure the new aspects of the strategy are properly 
disseminated across the corporation. 
 
Implementation of the CES 
 
Note: Implementation of specific actions in the CES are well underway and/or have 
varying timelines depending on the specific nature of the action. Therefore, the CES 
has a perpetual timeline given that tactics are completed and new tactics come into 
the plan.  
 

11/2011 
 
 
 
 
 
 

See note 
 
 
 

Completed 
03/2012 

 
 
 
 
 

   See note 
 
 

 
 
IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1a:   Revamp the Customer Experience Strategic (CES) plan 
 

The Customer Experience Strategic plan has been revised to reflect ongoing 
efforts to improve overall operational performance.   The Customer Experience 
Strategy is included in this report (Chapter IV-R1- Attachment 1). 

 
Initiative 1b:  Implementation of the CES 
 

Implementation of the Customer Experience Strategy is well underway and fully 
funded in the abridged Energy Delivery 2012 – 2016 Mid Term Plan (Chapter IV-
R1 – Attachment 2).  
 
The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the information, LG&E and KU will provide the information 
for visual inspection at the Companies’ offices. 

 
Initiative 1c    Integrate the CES in planning and budget process (from IV-1) 
(from IV-1):      

The Corporate planning process effectively reflects the customer facing initiatives 
as well as the implementation of the Customer Experience Strategy.  Excerpts 
from the LGE – KU 2012 – 2016 Plan summary are referenced below report. 
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The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the requested information, LG&E and KU will provide the 
information for visual inspection at the Companies’ offices. 
 

 
1.1 Vision and Mission  
The Company’s vision is to empower economic vitality and quality of life, 
and our mission is to provide reliable, safe, competitively priced energy to 
customers and best-in-sector returns to our shareowners. The Company is 
guided by six core values which are essential to fulfilling our vision and 
represent the expectations of our customers, employees, and shareowners: 
safety and health, customer focus, employee commitment and diversity, 
integrity and openness, performance excellence, and corporate 
citizenship. The following examples demonstrate actions taken in 2011 
which are consistent with our vision, mission, and set of values: 
 
• The Company maintained a solid position in the most recent J.D. 

Power residential survey, with KU and LG&E ranking 5th and 6th 
among their peers in the Midwest region. In the 2011 J.D. Power 
Electric Utility Business Customer Satisfaction Study, KU and LG&E 
ranked 3rd and 10th (tied with Indianapolis Power & Light) 
respectively, among 22 utilities in the Midwest region.  

• The Company has renewed its commitment to superior customer 
service and satisfaction and has launched “The Customer 
Experience”, a corporate-wide initiative, designed to raise awareness 
among all employees and business partners about how they impact 
customers and how they can influence customer satisfaction. We are 
also implementing the recommendations of the KPSC customer service 
audit. Many of the recommendations were already underway as part of 
our “Customer Experience” strategy.  

 
2.4 Customer Service  
 
Customer satisfaction is a core value of the Company illustrated by a 
strong record of providing exceptional customer service, while keeping 
rates among the lowest in the country. As a result of the Company’s efforts 
in this area, the Company has received several J.D. Power awards over 
the years for residential and business customer satisfaction.  
 
However, customer satisfaction across the utility industry began to decline 
in recent years as customers have been confronted with many external 
challenges, including severe weather events, an economic recession, and 
rising rates. The Company is not immune to these factors and has 
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experienced a decline in customer satisfaction due to the 2008 wind and 
2009 ice storms; financial hardships on customers created by the failing 
economy; rate and tariff adjustments; and changes related to the 
implementation of a new customer information system. Furthermore, the 
Company’s filing of a Kentucky rate case in July 2008, negatively 
impacted customer satisfaction as significant changes to harmonize LG&E 
and KU tariffs went into effect, including late payment fees and 
modifications to the billing cycle. In the order settling that rate case, the 
KPSC initiated a focused management audit of LG&E and KU’s customer 
service areas, citing customer complaints as the driver, the majority of 
which were related to the rate case. The audit was conducted by Liberty 
Consulting and the report was issued on September 14, 2011.  
 
Well before the KPSC initiated the audit, the Company made significant 
investments in technology and initiated plans for the construction of a new 
call center to provide space for additional customer service 
representatives. Some of the technology investments included online self-
service options with additional enhancements to serve visually impaired 
and Spanish-speaking customers; web portals to serve low-income 
customers and property managers; a new automated phone system for 
customer service; an online outage map including estimated restoration 
times and Smartphone apps for easy access; and mobile Geographic 
Information System (GIS) and dispatch capabilities to improve 
communication and efficiency among field crews.  

 
The audit report states that the Company went too far in containing costs, rather 
than improving service. Liberty concluded the Company should have been willing 
to spend more in the interest of customers. The Company’s focus always has been 
and will continue to be to hold down costs for customers, while enhancing 
service. The audit report consists of 56 key recommendations – 50 of which the 
Company submitted to Liberty for inclusion in the report. The Company is 
working with the KPSC to develop detailed action plans and has committed to 
making the necessary improvements. As part of the effort, the Company has 
planned for the incremental expenditures necessary to implement the 
recommendations which include the new $5 million Morganfield center and the 
hiring of more than 100 incremental customer service employees, to enhance 
service. The Company has also initiated CEO and officer daily customer inquiry 
tracking to enhance awareness and transparency. 
 
Additionally, the Energy Delivery plan presentation contains more specific and 
targeted areas of customer facing objectives and metrics.  The abridged Energy 
Delivery 2012 – 2016 Mid Term Plan is included in this report (Chapter IV-R1 – 
Attachment 2).   
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The full plan contains confidential, market-sensitive, forward-looking information 
which is not available to the general public or to the investment community.  
Given the nature of the information, LG&E and KU will provide the information 
for visual inspection at the Companies’ offices. 
 

 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response is consistent with Liberty Consulting’s 
recommendation. 

 
VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 

LG&E/KU considers this action plan complete and requests that it be closed. 
 
 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

This exercise remains within the internal operating expenses of the Companies, 
therefore no additional costs are envisioned.  Costs associated with the individual 
objectives or tactical plans are already included in the corporate budget and 
included in the cost analysis in previous sections of this report.  

  
 B. Benefit Analysis 
 

The improved clarity of corporate and operational objectives led to enhance the 
overall customer service culture while driving operational performance.   

 
C. Cost/Benefit Summary 

    
Category One Time Annual Recurring 
Cost N/A N/A 
Benefit N/A N/A 

 
 D. Other Costs or Benefits 
  

None identified.  
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Date Filed: March 14, 2012 

 
 
I. RECOMMENDATION REFERENCE: 
 
Recommendation No.:  IV-R10 
 
Recommendation Statement: Introduce into the TIA more aggressive, yet achievable, 

goals consistent with a much improved level of customer 
service. 

 
Implementation Priority:  High  
 
LG&E/KU Person Responsible: John P. Malloy 
 
 
II. RECOMMENDATION STATUS 
 
      COMPLETE (LG&E/KU considers this action plan complete and requests 

that it be closed.) 
 
    X  ONGOING (The implementation of this action plan is still in progress.) 
 
  DISAGREE (LG&E/KU does not agree with this recommendation.) 
 
 
 
III. IMPLEMENTATION STEPS TO ACCOMPLISH RECOMMENDATION 
 
No. Step Dates 
  Start Complete 

1a 
 
 
 
1b 
 

Evaluate TIA measures and determine recommended 
approach 
 
 
Implement recommended approach 
 

10/2011 
 
 
 

06/2012 

Completed 
02/2012 

 
 

01/2013 
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IV. ACTION TAKEN ON IMPLEMENTATION STEPS 
 
Initiative 1a:  Evaluate / implement TIA measures and determine recommended approach 
 

A new customer service index score have been developed to run in conjunction 
with the existing team incentive award measure.  The Residential Competitive 
Customer Satisfaction (RCCS) study covers many areas of customers’ opinions 
about their utility.  An overall index of critical satisfaction factors has been 
constructed to simplify the review of the information.  The Customer Satisfaction 
Index (CSI) provides a single objective measure by which employees can 
compare LG&E and KU residential customers’ perceptions relative to the 
competitive group.  A total of 28 attributes are used to obtain the overall index 
and factors for residential customers.  The grouping of these attributes into five 
factors is confirmed using factor analysis.  The relative importance associated 
with each of the 28 attributes and five factors is determined using regression 
analysis.  Together they represent a balanced synthesis of the overall residential 
customer perceptions.  The CSI is comprised of five related factors.  These factors 
are as follows: 
• Power Quality & Reliability  
• Price 
• Billing & Payment  
• Corporate Citizenship  
• Communications  

 
The target for all attributes and the overall CSI score is a mean score of 8.5 on a 
10 point scale.   
 
The CSI model contains proprietary information which is not available to the 
general public. Given the nature of the information, LG&E and KU will provide 
the information for visual inspection at the Companies’ offices. 
 
Management continued parallel tracking of this index along with the current “top 
two box” score method and will evaluate the effectiveness of an indexing method.  

 
Initiative 1b:  Implement recommended approach 
 

Activity is scheduled to begin in June 2012. 
 
V. ANSWERS TO QUESTIONS OF COMMISSION STAFF 
 

LG&E and KU’s response is consistent with Liberty Consulting’s 
recommendation. 
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VI. ACTIONS CONTEMPLATED PRIOR TO NEXT RESPONSE FILING 
 
Initiative 1b:  Evaluate / implement TIA measures and determine recommended approach 
 

The status will be reported during the next progress report period. 
 
VII. COST/BENEFIT ANALYSIS AND SUPPORT 
 
 A. Cost Analysis 
 

This exercise remains within the internal operating expenses of the Companies, 
therefore no additional costs are envisioned.   
  

 B. Benefit Analysis 
 

This action seeks to ensure incentive compensation is directly tied to managerial 
and employee decision making while advancing the corporate wide customer 
service culture.  

  
C. Cost/Benefit Summary 

    
  To be completed once the recommendation is marked as completed. 
 

Category One Time Annual Recurring 
Cost   
Benefit   

 
 D. Other Costs or Benefits 
  
  To be completed once the recommendation is marked as completed. 
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