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Company Context * 100 Customer Service Agents spread
across 9 locations

SaskEnergy is a provincial Crown
corporation operating 72,662 kilometers

of distribution line, and 15,190 kilometers 1

of transmission line V\{ith a system that is ° G.reater ContaCt Centre InCI.UdeS
more than 99.99% reliable. Dispatch and Customer Business,
Deliverin t ly 415,000 . .

customergs tr?rr(])irgggoutOSaQI?:trc%ewan. brlnglng tOtaI agents to 150_160

* June 2025 —Amazon Connect within
AWS implemented as a Contact
Centre as a Service (CCaaS) suite for
entire Contact Centre
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Starting Point: 2023 ji#f  More work than people

CGA Energy Mexus & Annual Technical Conference 2025

Failing to meet call centre wait time targets

@ Low employee engagement scores

A Legacy organizational structure

LJ§ Decadesold technology
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Analysis

* Most work was outside of any system fo e

managing, prioritizing or assessing value 1 System/non-system, priority buckets:
61% of the tasks are Non-System
3“-——-—
* Regional workloads and approaches to Lost time: o
staffing 2 CSRs spend ~35% of their time in manual data entry and data transfer i - |
across platforms L S ="
* Lack of management reporting and : : : | =
information for decision making 3 Standard time potential opportunity: ;
Review process and work instruction to eliminate unnecessary tasks :
R —
Lead Effectiveness: —
4  Leads are too busy with admin tasks, limiting their capacity to provide o —
support to the front-line staff e
MOS: [
S  MOS lacks feedback loops to create the cycle of continuous
improvement :
~ —
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Strategy & Design

Easy for Customers.
Simple for Employees.
Efficient.

Provincial workforce

Centralized supports

Customer Value

Regional managers focused on people and
performance

Technology to enable
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Operational Excellence

No Objective

All the work, managed in one system:

1 Standardized Average Handle Time, Service Level and Skills Level by task.
Phone calls, emails, system tasks.
Readied work for handling in new technology.

Task Streamlining & Rationalization:

Over 30 opportunities identified and implemented.
2 Sunset “checking” work. Eliminate redundant steps. Create capacity to
serve customers.

Work Prioritization & Skill Based Routing: EeT———
’ I | " |l| '
3 Customer and work queue “pushed” to a qualified agent. ”I“”“I“!“l"“”“l
One job at a time. Automated work routing. Flexible workforce to 5_ |

achieve service targets. 3
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iy ati * Management organizational structure
Organlz_atlonal Changge 9
Design - Elimination of supervisory layer
| —— * Move to five regional managers
« FTE beneficial strategy
1= == |=
FEEREE » Contact Center support unit
r"'r"r:"'r—r— » Workload planning and scheduling
" - « System business administration

* Reporting
* New classifications, no net FTE increase

» Strateqgy to strengthen active
supervision and build engagement
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Technology
Enhancements

» Billing System (Oracle CC&B) not r"-‘-‘?x ——— i

Changed, but integrated . OMMICHANWEL CUBTOMER EXPERIENCE AGENT EMPOWERMENT AND PRODUCTIVITY
« Amazon Connect Platform L T ittt weSra i
+  \loice Over IP (VOIP) N ks X
« IVR Design L —— ——— . o——
. Customer Authentication (|n |VR) ;__:Z'.'..!-'.'.!-'.'.!'.'.!'.'.!'.'.!‘.'.!‘.'.'.‘.:.'::".'.ll‘.:IL;il'.E':‘.'.iL;'.:'.i:l':l'.'t!:';':._']:'..::!{'.“.'.”.'.'.'.'.I'!'.'!
» Self Serve Bill Check/Pay (in IVR) : '
« Engage Agent Desktop -
. Skills-Based Work Routing i 82 aal S R e 2 )
+ Quicksight Reporting | g . | e semoms  woname
» Al assisted Call Quality Assessments - i |
. NICE Workforce Management - D oD o5 S o ~'
Knowledge Base
* Multi-Channel Communications Hub

ADMINISTRATOR

CONFIGURATION AND FLEXIBILITY

AMALYTICE, INSIGHTE, AHND SPTIMIZATION CONMNEC

oAb, 558 mofti Wilsl 05 Dinid



CGA Energy Nexus & Annual Technical Conference 2025

Agent Desktop

’ e TA L @@ :
Leverage technology to reduce time - - en s ‘:'.'.“'“."‘
on the parts of each transaction that o
are not serving the customer.
« Customer self-authentication
* Integrated customer information
* Integrated contact history
» Integrated knowledge-base with Al -
assisted search i —— -
« Single interface for all work routing 1 — — , =3
* Realtime call transcription Sie e X —
-“gm

» Action templates (ie. Follow-up Email)

* Al generated wrap-up notes
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Ure=wr Hrlan

Supervisory Tools . oo

Leverage technology to create timely
access to information. Automate mass
transactions.

* Al-assisted speech analysis on every call
» Realtime visibility into all of the work
* Realtime and historical reporting

«  Workforce Management
* Forecasting
» Scheduling
* Intraday Management
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Results * Improved engagement scores
 Reduced manpower costs
« Customer survey targets exceeded
Contact Centre R, * Increased workforce flexibility

Modernization
Program

e 35% of customers use self-

Easy for customers,

Simple for employees, ' > " a u t h e n ti Cati O n

Efficient.

* 10x increase in self-serve billing
enquiries through Canada Post strike;
25% call deflection

* Transfer rates under 4%







