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Please provide the name of the witness/responder.
For any questions requesting numerical recorded data, please provide all responses in working excel spreadsheet format if so available.
For any question requesting documents, please interpret the term broadly to include any and all hard copy or electronic documents or records in SoCalGas’ possession.

[bookmark: _GoBack]Call Center Follow-Up
1. Following up on DR 23-15, 
a. Please provide a narrative description of events in the call center (e.g., implementation of technology, unusual weather events, etc.) during the years 2009 and 2010.  Identify any reasons during any time periods when the average speed to answer would increase, the CSR level of service would decrease, the percentage of calls abandoned would increase, or the number of calls taken per CSR staffing hour (as defined in DR 23-15) would decrease.

b. We have calculated that the number of calls per CSR staffing hour was much higher in the first half of 2009 than in the second half of 2009 and in most of 2010.  Please explain why.

c. Please explain why the CSR Abandoned call rate was in the range of 2.4 to 4.3% from January to September, 2009, increased the 5% range for October-December 2009, Increased further to the 6-11% range from January-July 2010, and then fell back below 3% in September-December, 2010.

d. Please explain why the number of IVR calls answered declined in the last four months of 2012 and increased in most months of  2010 relative to 2009.
e. Please provide a narrative explanation as to why the average speed to answer was over 80 seconds in November 2009 and January-April of 2010, and July 2010.

f. Please explain why the number of pay-by-phone calls answered declined precipitously in October, 2009 and has not increased back to the levels experienced before that month.

2. Please provide information on the average handle time of phone calls by month from 2007-2010.

3. Please provide daily data similar to TURN DR 23-15 for 2007 and 2008.

4. Please provide a description of all quantitative goals or targets used by management as indicators of for call center operation (i.e., average seconds to answer of XX seconds; Y% of calls answered in Z seconds; abandoned call percentage of Q percent, etc.).  Identify any changes in goals or targets since January 1, 2007.
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