
LETTER AGREEMENT
NO. R1-98-03-PGE

PACIFIC GAS AND ELECTRIC COMPANY
INDUSTRIAL RELATIONS DEPARTMENT
2850 SHADELANDS DRIVE, SUITE 100
WALNUT CREEK, CALIFORNIA 94598
(510) 974-4282

INTERNATIONAL BROTHERHOOD OF
ELECTRICAL WORKERS, AFL-CIO

LOCAL UNION 1245, I.B.EW
P.O. BOX 4790

WALNUT CREEK, CALIFORNIA 94596
(510) 933-6060

MEL BRADLEY, MANAGER OR
DAVID J. BERGMAN, CHIEF NEGOTIATOR

Local Union No. 1245
International Brotherhood of

Electrical Workers, AFL-CIO
P. O. Box 4790
Walnut Creek, CA 94598

A Subcommittee of the Call Center 94-53 Committee has been discussing the Company's Remote
Monitoring Process. The Committee has recommended that the attached Call Quality Knowledge
and Skills Assessment Form and Call Quality Account Information Sheet take the place of the
Remote Monitoring Activity Log Sheet attached to Letter Agreement 95-153.

The primary objective of the parties is to ensure that all CSRs and Team Leads have the same
expectations on how calls should be handled. In addition, the Company will make certain that
adequate training is provided to all CSRs on an on-going basis.

The parties recognize that periodically changes and updates to the Call Quality Knowledge and Skills
Assessment Form and the Call Quality Account Information Sheet may be necessary. The Company
and Union will jointly discuss and agree to any future changes to these forms.

The Company agrees to follow the principles below when conducting remote monitoring or silent
listening:

1. Remote monitoring will be used in a positive manner by supervisors to maintain a high level of
service to PG&E customers.

2. Remote monitoring will not be used as the sole basis to discipline employees in the work
performance category. However, recognizing its use as one measure of performance, it may
identify areas where there is a need for additional training in the area of a Service
Representative's work skills and performance.
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3. To establish consistency and standardization in the program, reviewing supervisors will receive
formal training in observation procedures.

5. Employees will be given a copy of the Call Quality Knowledge and Skills Assessment and the Call
Quality Account Information Sheet on the same day they are monitored when practicable, but not
later than the end of the employee's next workday.

7. Charges of alleged discrimination or harassment in the application of this program shall be
investigated by the Local Investigating Committee described in Section 9.6 of the Clerical
Agreement.

If you are in accord with the foregoing and agree thereto, please so indicate in the space provided
and return one executed copy of this letter to the Company.

BY:.S9-~.
ChiefNiatO( ~

~~b ~ __ , 1998



Call Quality
Knowledge ~nd Skills Assessment

RATINGS: Exceeded Requirement - ER
M£~Requirement - MR
Did Not Meet Requirement - NR

For each Call Quality Factor (CQF) check the BOX (ER. MR or NR) that applies to the performance
observed or reviewed through Side by Side or Remote Monitoring session. If the CQF was not applicable
for the calls reviewed in the session check the N1Abox for that factor.

Enter the total number of CQF that were identified as necessary for effective call handling on the rrotal
Identified for Session- line. This would be all CQF that were not checked N1A

For each section. add together the total number of factors checked -ER- and "MR-. Divide this number by
the number entered on the "Total Identified in Session-line to obtain the "% of CQF rated MR or ER-.
Enter this percentage number in the appropriate box.

PROFESSIONAL BEHAVIORS



PROFESSIONAL BEHAVIORS (cont.>.
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Positive Image
• PrOiect a Dleasant tone of voice
• Positive attitude and imaae
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Hold Time
• Ask customer to out on hold wait for resPOnse
• Infann of the hold time when info. Is available
• Avoid excessive hold times when DOSSibie

• Thank the customer for holdina
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Ownership and Transfers
• Take ownershio of the call
• Use -we- not "'they"
• Inform the customer when transfenina
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Call Handle Time

• Stav focused on the nature of the call
• Keeothe customer on track
• Follow call auides and procedures
• Access' information In an eXPeditious manner
• Provide direct answers
• Follow TP down time procedures appropriately
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Satisfy Company Needs

• Utilizes co. publications for most uPdated Info.
• Demonstrate understanding of co. policies &

procedures
• Show understanding of svc. delivery process
• Communicate and offer products & services
• Educate the customer when possible
• Create effective information hand-off
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Listen Attentively With Empathy

• Avoid asking the customer to repeat
themselves by stayina focused on the call

• Acknowledae unioue situations
• Uses i.e. -I understand- to show empathy
• Offer aoolooles and options when a roPriate
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MANAGING THE CALL FLOW PROCESS
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Opening The Initial Call (CSR & SSR)
• Greet the customer- •••••PG&E" (CSR)

• Identify selVlce One (I.e. Cust. Choice, Emer.)
when available (CSRl

• First and last name provided to the customer
(CSR and SSRl

• Offer to assist. (I.e.-How may Ihelp you?") (CSR
andSSR)
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Gatherina Information
• Avoid interrupting the customer so they can

clearlY state DI'ObIem

• Ask probing questions to gather infonnation,
detennlne reason for call and identify needs

• Provide accurate and reliable infonnation

• Restate/clarify to fully understand the request
• Update credit infonnation
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Taking Action

• Attempt to resolve Issue on the first call

• Use all infonnation resources properly

• Communicate next steps to the customer

• Check to verify understandina

• Reassure issue will be resolved
• Notify WHEN action will be taken when

infonnation is available
• Communicate what you ·can do·

• When possible, complete follow-up work before
taking the next call to avoid ACW time

• Note pending activity on TP
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Summarizing The Call

• RecaDthe results of the call with the customer

• Verify agreed upon next steps

*iiiil\¥*.Q.utmIf.mtinil~irns.i.~§!9.B:i¥'Ji~lw.:llmm~:m~~llllll~;~~~f:~~~l~~~~~~:[:~:i1:1:11lmlll:Ji~~~~ji~:~MNl:K;~i1(~f~~[~~~~f~f~~~~~~~~~~~~~~~i~~~mm~~~m~i~~~~~t\1.ii'~.I~WAif®:.:-:->:.:.;.:.:-:.:.:.:.:.:.

Closing The Call
• Offer additional assistance when aDDroDriate
• Show appreciation for calling ·PG&E· (sign off

usina compan name)
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TRANSACTION QUALITY FACTORS

Review st u elrate schedule
• Review historical u e of remise
• Discuss electrical end use for rate options
• Infonn customer of their rate options
• Enter correct rate schedule on NEW E SCHED
• Enter correct TOU NEBS code
• Verify understanding of rate options
• Identify if DOG ownership-CNOTlHelp Ticket
• Identify access infor. (i.e. cross streets, contact

numbers, locked ate and note account
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TRANSACTIONS (Coot>.
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Use of Outaoe RePOrtino Tools
• AcaJr. IntatlJl~"commJcomoiete CTAs/OIS

• Ask uest. to Identify isolated outaoes

• Issue an orderllao

• Use ureto report lack of outage info.

• Recommend 5002 line for uooates

• Avoid making duplicate orders
Managing the Customers' Experience ~

Usten with emoathv -willina to help
.

•
• Provide timely and accurate infonnation when

available
• Assure outage will be investigated & restored

• If info. not avail. use knowledge to manage call

• Discuss "'stonn tiDS- as apProPriate
Basic Electricity Concepts
• Demonstrate ability to explain ele. restoration

• Use common electrical tenns

• Communicate big picture ofstonn situation

• Effectively communicate ·common causes·

• Communicate how outages can be prevented
when appropriate
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TRANSACTIONS (Cont.l

•
• action
•
•
•
•
•
•
•

Offer understandin for mis-reads
• Offer ·access roblem situations· 0 ions
• Use HT to uest invest. when a ro riate
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TRANSACTIONS (Coot.\.

Call Quality Summary Totals:

Average Total Percentage _

Summary and Development Planning: --------------------------



Call Quality Account Information

1. Professional Behaviors:

can Flow:

Transaction:

2. Professional Behaviors:

Cd Flow:

Tra"saction:

3. Professional Behaviors:

CaUFIow:

Transaction:

4. Professional Behaviors:

Call Flow:

Transaction:

5. Professional Behaviors:

CaRFJow:

Transaction:

6. Professional Behaviors:

Call Flow:

Transaction:

7. Professional Behaviors:

Call Flow:

Transaction:

8. Professional Behaviors:

Call Flow:

Transaction:

9. Professional Behaviors:

Call Flow:

Transaction:

10. Professional Behaviors:

Call Flow:

Transaction:


