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Parts of 9 West Tennessee Counties

- Primarily Tipton, Haywood, Madison, &
Chester

49,000 meters in service

3,800 miles of line in service

21 delivery points

Density of 12.92 customers/mile
Approximately 82% residential

Maintain 4 district operation centers
(Covington, Brownsville, Jackson, and
Henderson) and a customer service
office in South Tipton county
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o What are our current processes?
— Which ones are we good at?

e Data Issues
— Where is data kept?
- Who maintains the data?
— Who is using the data?

e What applications are you stuck with?
— What limitations do they impose?
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e Define ultimate and interim
processes that
— Require minimal data handling
— Play to our strengths
- Work within the limitations imposed
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High Bill Complaints AMR High Bill Complaints

Customer Contacts Customer DM contacts Meter Department Customer Contacts Customer
Service or Dispatch to arrange on site meter test Service or Dispatch
Customer Service or Dispatch

Customer Service or Dispatch Meter Department tests meter checks usage against history
checks usage against history and gives results to DM

Complaint
Complaint contacted for energy survey
Resolved?
Customer Service or Dispatch
No Power Use Department contacts forward complaint to District
Customer Service or Dispatch TVA Manager (DM
forward complaint to District
Manager (DM DM contacts Meter Department
TVA visits site, investigates and to arrange on site meter test
sends report to Power Use dept
Meter Department tests meter
Reading and gives results to DM

Checked? Power Use sends copy of report
to DM Power Use Department
contacted for energy survey
DM contacts customer Power Use Department contacts
TV.

TVA visits site, investigates and
sends report to Power Use dept
eld Personnel

check read Power Use sends copy of report
to DM
Reading 2 i DM contacts customer
Correct?

and communicates with
Customer

Customer Service corrects billing Field Personnel report finding to
DM
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o Proprietary interfaces
— Generally most efficient and reliable
— Generally limited to provider or select
players

e Multispeak
— Bridges more gaps
— May be less efficient

e Choose partners carefully
— Corporate culture
— Interface capability
— Multispeak may be a "“litmus test”
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Thank You
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