CUSTOMER SERVICE

Self-Service Customer Service:

KCP&L's Award-Winning eServices

Customers
really like being
able to just dial
up, look at their
balance and pay
their bill. It’s the

quickest and
easiest way to
pay the bill.
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Kansas City Power & Light Company
(KCP&L), a wholly owned subsidiary of
Great Plains Energy Incorporated, is a
regulated provider of energy-related
products and services for more than
490,000 customers in the Kansas City
metropolitan area. KCP&L launched its web
site (www.kcpl.com) and introduced
AccountLink®, a self-service account
management tool, to residential and small
business customers in 1996. Very quickly,
KCP&L's web presence earned recognition,
including being named one of the world’s
top utility web sites by Andersen Consulting
and CIO Magazine, clearly demonstrating
the sophistication and usability of the
website.

AccountLink is a free web-based self-service
through which customers can securely
access personal account and billing informa-
tion as well as make payments online.
AccountLink users can view information
such as:

e Bill Comparisons - View side-by-side
comparisons of current and prior bills

e Daily Usage - Track usage by day

e Transaction History - View detailed,
real-time account of billing and payment
history

e Bill Notifications - Receive email
notification when a bill is issued.

What makes AccountLink powerful is its
integration with KCP&L's AMR technology.
The CellNet-based AMR technology reads
virtually all KCP&L meters daily, thus

FOR THE UTILITY EXECUTIVE

May 2005

providing daily usage information to
AccountLink users. The combination of
these two technologies provides real value-
added services to customers. We spoke with
Randy Vance, KCP&L's eServices product
manager about AccountLink and other
eService offerings.

AccountLink has been well-received by
customers, with usage increasing gradually
since 1996. While the eService was available
in late 90’s, KCP&L was somewhat ahead of
the Internet billing curve. However, now
acceptance and usage is growing rapidly.
Approximately 12 percent of KCP&L's
residential customers are registered.

As these customers log-in, they are not only
able to look at usage, billing, and payment
history, but they can quickly and easily pay
the bill. Vance indicates that online bill
payment is the primary driver of usage for
AccountLink, “It's the fastest way to pay and
customers like that best. Many want to pay
the bill quickly to avoid late charges.”
AccountLink is simple to use, and compared
to other payment channels, it's the quickest
and easiest.

Some customers will never adopt online
payment services, instead preferring to pay
by automatic debit or check. KCP&L recog-
nizes this and doesn’t force the issue. For
instance, KCP&L offers customers the
option of eliminating the paper bill rather
than forcing customers to give it up as a
condition of use. KCP&L has found that
sooner or later, as a natural progression,
eService users will decide for themselves
that they no longer need the paper bill.
Letting them choose when this happens
avoids dissatisfaction and complaints.
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Daily Readings Enhance eServices

Nearly all of KCP&L's meters have been
automated (969% of meters) with CellNet's
wireless AMR technology. The remaining
meters are located in rural areas that
require a different technology solution.
KCP&L is currently pursuing a drive-by
solution for these. In addition to providing
on-demand reads, KCP&L's wireless AMR
network also provides key information
when there’s a problem or a disruption in
service. Each meter is equipped with a “last
gasp” alarm, which alerts customer repre-
sentatives to outages at each location. This
helps KCP&L's outage management system
pinpoint the source of a problem very
quickly.

KCP&L has observed that many of its
AccountLink users log on daily to keep an
eye on daily electricity usage, in addition to
paying electronically. Vance reports that
many customers also download electricity
usage into spreadsheets.

Recognizing the interest in energy manage-
ment and conservation, KCP&L is interested
in adding tools and reports to the site to
help customers track and see the impact

of energy efficiency initiatives. This will
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provides key services to support energy
management. ALA offers account manage-
ment, more control over billing and pay-
ments, energy history and benchmarking
(12 month), bill comparison, daily usage,
summary billing, interval load data, and
real-time pricing.

What makes
AccountLink
powertful is its

About 60 percent of eligible key accounts . . ]
P 2 y integration with

participate in ALA—30 percent are frequent

users and 18 percent of key accounts are KCP&L's AMR
paid through ALA. KCP&L has designed ALA  technology. The
so that it can be user-customized to include CellNet-based
a company logo and other related informa-
tion in the account management module. AMR tec(mO[Ogy
Additionally, ALA users can create account reads virtually
categories, apply general ledger coding, all KCP&L
select paperless billing options for some meters daily,
accounts or all, and define who should e
receive email notification alerts (issued bills, thus'p rov1d1ng
payment reminders, and payment confirma- ) dally u;age
tion). information to
AccountLink
ALA users can pay bills in one of four ways USErs

electronically—EasyPay, web pay, web
approve, and ACH push. Users can also
select which accounts should be paid and
how much to pay. KCP&L's Business
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most likely accompany other service
offerings such as distributed generation,
weatherproofing, and load control.
KCP&L is working with its public service
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Customer Call Center provides day-to-day
telephone and email support for key ac-
counts as well as ALA users.

Just last year, KCPL introduced its newest
eService—ApartmentLink, a specialized
website for property management compa-
nies. Apartments represent a lot of activity
and turnover for utilities, customers, and
property management companies. KCP&L
created a web service to provide the infor-
mation for which these customers fre-
quently call, including the handling of
automatic on/off orders. KCP&L has de-
signed the web site to match how services
are delivered offline. A speciality group of
representatives in the call center have been
designated to support these users, both
online and offline.

Consolidation of Portfolio
Improves Performance

About 2 or 3 years ago, KCP&L realized
that management of various customer
payment options was scattered among
different departments. Additionally, cus-
tomer research revealed that KCP&L
payment options were not receiving good
customer recognition.

As a result, all payment options were pulled
together and managed as a portfolio of
services. “Once we did that, we were able to
organize and prioritize services, eliminating
those that didn't make sense. Then, we
were able to start promoting our electronic
options and communicating with customers
in a much better way,” adds Vance. As a
result, electronic payments have grown to
28 percent of retail revenue, up from 12
percent in 2002.

KCP&L is now able to manage and track
usage of each payment service and demon-
strate growth in certain services. “We
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concentrate more on making
them aware of these op-
tions, letting them decide
what makes sense for
them,” states Vance.

It also helped KCP&L better
understand the services that
customers want, such as
credit card payments.
KCP&L is now working with
its commissions to introduce
a cost-effective credit card
payment option for custom-
ers.

Good Planning
Pays Off

Vance recommends that
companies pursuing
eServices take the time to
plan each service introduc-
tion, getting the right
people together to organize
the effort. This will make
sure that the right processes
are supported and that the
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new service doesn’t cause a flood of calls to

the call center.

Listening to your customers also increases
acceptance and usage, and Vance recom-
mends a structured approach. KCP&L
conducts extensive customer research with
every major product release. For instance,
prior to the introduction of AccountLink
Advantage, KCP&L conducted one-on-one
interviews with its top 200 accounts, in
conjunction with a service review initiative.
The interviews identified the types of
transactions that key customers would be
interested in doing on the Internet. The
feedback was used extensively in the design
of ALA. KCP&L has followed-up over the

Continued on next page - see KCP&L
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performance in best performing companies
is measured and reported clearly and
concisely—employees have a clear idea of
job expectations and performance.

In order to improve, meter reading perfor-
mance must be measured and tracked. This
includes individual measures of performance
as well as group or departmental measures.
Employees must understand the importance
of their role in customer satisfaction—
through accurate readings and bills, good
company relations, and efficiently read
routes. This importance should be communi-
cated clearly and reinforced through perfor-
mance metrics and rewards and incentives.

Make sure your meter reading processes,
both the people and technology-driven
processes are effective and efficient. Review
work tasks, route standards, and systems
periodically to identify opportunities for
improvement.

Benchmarking performance is an effective
technique to understand your meter reading
department’s level of performance and
opportunities. Be sure to compare cost and
service for a balanced view of performance
(like the metrics in this study).

You can purchase the results from this
benchmarking study, Meter Reading
Profiles and Best Practices, at our web
site www.ascentgroup.com. Results are
available in a printed and bound format, on
CD-Rom, and online (downloadable pdfs).
Contact Christine Kozlosky at the Ascent
Group for more information 478-469-
3950.
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last two years with user group reviews of
its heaviest users to identify enhancements
to the web site.

In conjunction with a recent upgrade of
AccountLink, KCP&L asked groups of users
to test prototypes of the proposed changes.
Additionally, small focus groups were
convened to discuss the new features and to
gather feedback.

Aside from customer feedback, KCP&L
looks to web reporting and analysis to track
usage. Although KCP&L has access to web
log files and standard web traffic reports,
Vance would like a more systematic way to
analyze web usage, to really see how
customers are using the system.

One design feature has proved very helpful
in understanding how customers use the
system. KCP&L attaches pertinent customer
information to any emails generated within
an AccountLink session. When an email is
sent to a representative, it is flagged with
the customer’s account number as well as
the module and webpages that have been
accessed in AccountLink. This helps agents
understand the context of the message,
making it much easier to be responsive to
inquiries and requests. Vance also receives
any of the “hard questions” from users, as
these usually indicate opportunities for
improvement or clarification.

KCP&L's portfolio management approach to
payment and billing options has helped the
company be more responsive to customers.
Future eService enhancements will provide
online thermostat control, outage notifica-
tion, service tracking, and payment arrange-
ments.
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...AMR
implementation
remains the top

plan for the
future, whether
it’s a partial or
complete
implementation,
or just
investigating the
technology’s
potential.
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