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MLGW SERVICE AREA

Shelby County Municipalities

MLGW provides electric and gas
service to all of Shelby County

MLGW provides water services to
all of the Memphis and parts of
unincorporated Shelby County, as
well as Arlington and Lakeland
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ONE OF THE LARGEST 3 SERVICE UTILITIES
IN THE UNITED STATES
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| WHAT DO WE NEED TO COMMUNICATE?
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Correspondence

Impacting cutomer bills, cutoff notices, documents
Reminders
Payment Reminders

Cutoff Notices

Utility Assistance
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MULTIPLE COMMUNICATION CHANNELS
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INnquiry coming in acrogwultiple communication channels
A IVR / Phone
A Text
A eMail

A Online chat

A Social media
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CONFUSED CUSTOMER ENGAGEMEI

This multtpronged approach

can create confusion and delays

Impacts your ability to provide a
rapid response at a time when

the customer needs it most
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TECHNOLOGY CHALLENGES / DECISIOI

Challenges

A Missed calls, Long Hold times
A Missed appointments meant starting the process all over again
A No immediate feedback from customers

A Reduce Call in the Call Center (Community Offices Shutdown)

Upgrade or Replace?

Replaced legacy system for a more modern approach

Created New Environment for My Account

A Drive improvements to customer experience
A Consolidate workflows

A Increase efficiencies

A Provide safer environment for workers in the field ‘
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