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1. On Call Center Answering Service presentation by Interactive Utility Communications 

(IUC).  See memorandum dated June 15, 2021 from Power Director Hugh Richardson.  

Also, see attached PowerPoint presentation prepared by IUC. 

2. Monthly progress report regarding Strategic Planning activities.  See memorandum dated 

June 15, 2021 from Chief Information Officer Michael Hicks.  Also, see attached 

PowerPoint presentation. 
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DATE: June 15, 2021 

 

TO:  The Honorable Mayor and Members of City Council 

 

THROUGH: Mercedes Miller, Interim City Manager 

 

FROM: Hugh Richardson, Power Director 

 

RE:  On-Call Center Answering Service Presentation by Interactive Utility 

Communications 

 

 

PURPOSE:  Present and review how an on-call center can supplement the Power Department 

after hour calls. 

 

REASON:  Assistance is sometimes needed to help answer telephone calls.  Those times of need 

are typically when power outages occur and there are hundreds or thousands of incoming calls. 

 

RECOMMENDATION:  Review the presentation and become thoroughly familiar how and 

when the call center operates.  IUC has a partnership with Electric Cites of Georgia (ECG) and 

works for 13 ECG cities plus 10 other utilities. 

 

BACKGROUND:  During large power outages, particularly during last year's hurricane Zeta 

experience, many incoming calls were not answered or there were no updated information or 

recordings to inform the customers.  An on-call center will help provide an answering service for 

the City. 

 

COST TO CITY:  $4,000 setup fee plus $1,300 per month for 400 minutes (6.7 hours). 

 

BUDGETED ITEM:   Yes, 510-4600-52-6130 Contractual Services 

 

REVENUE TO CITY:  N/A 

 

CITY COUNCIL HEARING DATE:  June 21, 2021 

 

CONSIDERATION BY OTHER GOVERNMENT ENTITIES:  N/A 

 

AFFECTED AGENCIES:  N/A 

 

RELATIONSHIP TO EXISTING ORDINANCE OR RESOLUTION:  N/A 
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Workshop Agenda Item (ID # 8900)  Meeting of June 21, 2021 

Updated: 6/15/2021 4:34 PM by Rosyline Robinson  Page 2 

 

REQUIRED CHANGES TO WORK PROGRAMS:  N/A 

 

STAFF:  Power Department, Customer Service Department 

 

ATTACHMENTS: 

 IUC Presentation (PDF) 

 

Review: 

 Hugh Richardson Completed 06/04/2021 2:25 PM 

 Rosyline Robinson Completed 06/11/2021 3:50 PM 

 Purchasing Completed 06/15/2021 6:06 PM 

 Althea Philord-Bradley Completed 06/15/2021 3:57 PM 

 Mercedes Miller Completed 06/16/2021 9:45 AM 

 Mayor & City Council Pending 06/21/2021 6:00 PM 
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We answer the call… 
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About IUC

•Management team has over 50 years experience 
in utility emergency dispatch and customer 
support 

Only support utility and city services

Compliant w/ Federal DOT standards for drugs 
and alcohol regulation

Scale service to any utility/city

Customize operating system 

Offer quick/flexible set up

Alachua, FL

Buford, GA

Calhoun, GA

Cairo, GA

Douglas, GA

East Point, GA

Elberton, GA

Fairburn, GA

Fitzgerald CPW, GA

Greer CPW, SC

Lawrenceville, GA

Marietta Power & Water

Monroe, GA

Natural Gas Connection

Norcross, GA

Southern Company 
Pipelines(AL,GA,MS,TN)

Statesboro, GA

Sugar Hill, GA

Union, SC

Washington, GA

West Point, GA

Winder, GA 

CONFIDENTIAL

Structure and Strategy Clients We Serve
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The Right Facility by Design 

CONFIDENTIAL

• 15 workstations, station UPS battery 

back-up, 3 network UPS battery back-

ups, 36kw Natural Gas Generator, 3 

phase underground electric w/ MPW

• Multi-Layer Load Balance 

Firewalls/VPN 

• AT&T Fiber/Comcast WIFI  

• Dispatchers work remotely and/or 

Marietta Dispatch Center

• Staff schedules based on historic call 

volumes and weather forecasts

1.1.a
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Services

Electric

Water 

Sewer

Gas

Propane

Sanitation

Public Works

Code Enforcement

Animal Control

Telecom/Internet/Cable

Parks and Recreation

Customer Service

After-Hour Reconnect

Select Clients- daytime emergency/customer 
support (SCP, EP, MPW, Alachua)

WISE Messaging

CONFIDENTIAL
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h

Local #

is pointing to IUC  

assigned number

Greeting by 

Auto Attendant 

Instruction 

Prompts to 

reason for call.

Self-Report 

option 

selected or 

presented if 

hold time 

exceeds 1 

minute.

Call 

answered 

by IUC 

Dispatch 

Call Flow-IUC           

Emergency Dispatch 

All customers 

reporting issues 

via self-report are 

processed thru 

same process as 

live calls.  

IUC Mass Outage Management
• Able to process 100 simultaneous calls per client line
• Identify and dispatch thru HW street locations to crews
• Load outage message on electric queue informing callers of 

status and asking them to report any down lines, blown fuses 
or anything else that may assist in identifying the cause of 
the outage.

• Update crews with significant events to assist in restoration 
process.

• IUC Subscribes to Client Alert Notification services and 
incorporates that information on our calls with customers.

• IUC does not provide estimated restoration times
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CONFIDENTIAL

“Interactive Service Application” powered by HiperWeb

Menu-driven for ease of 

use

On-screen prompts for 

consistency

Simple address search 

increases speed and 

accuracy

Client customized tasks

Comment box allows 

additional explanation or 

information

1.1.a
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Built-In Help File

CONFIDENTIAL

Embedded client  business 

rules

Ensures accuracy and 

consistency  

Reduces call handle time 

because dispatch isn’t search  

helpfile.

1.1.a
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Electric Outage Qualifier

CONFIDENTIAL

• Process Driven Dialogs
• Speeds processing
• Reduces errors

• Power Outage Script
• Qualifies the event
• Consistency 

throughout center
• Records responses

• All calls are recorded

1.1.a

Packet Pg. 11



Control Center Dashboard

CONFIDENTIAL

• Color codes determine 

action items

• Emergency Dispatch

• Non-emergency 

notification

• Customized for each 

client
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Crew Dispatch

CONFIDENTIAL

• Select and contact on-call 

crew

• Emailed to client group 

and/or crew members

• Time stamped
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Service Location Mapping

CONFIDENTIAL

• Helps IUC direct crews

• Helpful for mass

events

• Eliminates concern

w/IUC in different

state.
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Crew/Client Service Request Email

CONFIDENTIAL
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Packet Pg. 15



Task Usage Report

Weekly, Monthly, Quarterly, Annual Reporting

Determine workforce needs

Identify new training opportunities

Identify system related issues

Demonstrate progress and process 

improvement

Manage costs through setting priority levels

CONFIDENTIAL

Director Department Issue Description #S.R. % Dept % Total

H McKinnon Electric POWER OUTAGE 7 28%

RECONNECT/NON-PAY CUT OFF 4 16%

POWER OUTAGE - PARTIAL 3 12%

POWER OUTAGE-MASS 3 12%

STREET LIGHT OUT 2 8%

MISCELLANEOUS ELECTRIC 2 8%

TRAFFIC LIGHT ISSUE 1 4%

BLINKING LIGHTS 1 4%

CUT OFF ELECTRIC 1 4%

POWER RESTORED-TRIPPED BREAKER 1 4%

Total 25 100% 38%

M Hudson Gas 0 100%

Total 0 100% 0%

M Hudson Water INVESTIGATE A REPORTED LEAK 5 38.46%

CUT ON WATER - AT METER 3 23.08%

CUT OFF WATER - AT METER 2 15.38%

NO WATER 1 7.69%

MISCELLANEOUS WATER 1 7.69%

RECONNECT - DNP 1 7.69%

Total 13 100% 20%

M Hudson Sewer SEWER BACK UP - IN HOUSE 7 50%

SEWER BACKUP - ON GROUND 4 28.57%

MISCELLANEOUS SEWER 2 14.29%

CLEANOUT - LEAK 1 7.14%

Total 14 100% 21%

W Bolder Customer AMI Meter Reconnection 3 38%

Service BILL INQUIRY 2 25.00%

CUSTOMER DISCREPANCY 2 25.00%

ADMINISTRATIVE SERVICES 1 12.50%

Total 8 100% 12%

TransWaste Sanitation Garbage PickUp 3 100%

MISC SANITATION 1

Total 4 100% 6%

K Davis Streets REMOVE TREE 1 50%

STREET SIGN ISSUE 1 50%

Total 2 100% 3%

G Christopher Animal Control 0

Total 0 0%

Total Service Issues Recorded 66
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Summary
IUC "Answers the Call" with dedicated contact center solutions for the Utility and
Municipality Industry. IUC’s service applications are designed to meet the needs of
the unique nature of work for each utility client and the services they provide. IUC
provides the rare combination of experience, knowledge and technology. As a result
our clients gain greater efficiencies, improve crew morale, increase customer
satisfaction and reduce overtime expense associated with after-hours operations.

We look forward to the opportunity to work with you and your departments to provide 
outstanding support and service to your crews, customers and management staff.

CONFIDENTIAL
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DATE: June 15, 2021 

 

TO:  The Honorable Mayor and Members of City Council 

 

THROUGH: Mercedes Miller, Interim City Manager 

 

FROM: Michael Hicks, Chief Information Officer 

 

RE:  Strategic Planning Update 

 

 

PURPOSE:  To give Mayor/Council update on Strategic Planning Committee task of expanding 

committee groups and updating their Committee activities. 

 

REASON:  To work collaboratively among all Departments to complete various task that is in 

line with our Strategic Goals/Objectives  

 

RECOMMENDATION:  To approve update. 

 

BACKGROUND:  Strategic Planning Committee was tasked to provide monthly update to 

Mayor/Council on progress of Committee Activities 

 

COST TO CITY:  N/A 

 

BUDGETED ITEM:  N/A  

 

REVENUE TO CITY:  N/A 

 

CITY COUNCIL HEARING DATE:  June 21, 2021. 

 

CONSIDERATION BY OTHER GOVERNMENT ENTITIES:  N/A 

 

AFFECTED AGENCIES:  N/A 

 

RELATIONSHIP TO EXISTING ORDINANCE OR RESOLUTION:  N/A 

 

REQUIRED CHANGES TO WORK PROGRAMS:  N/A 

 

STAFF:  Chief Information Officer Michael Hicks/Chair Strategic Planning Committee 
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Workshop Agenda Item (ID # 8938)  Meeting of June 21, 2021 

Updated: 6/15/2021 4:19 PM by Rosyline Robinson  Page 2 

ATTACHMENTS: 

 Strategic Plan Council Update_06-21-2021 (PPTX) 

 

Review: 

 Michael Hicks Completed 06/15/2021 3:05 PM 

 Rosyline Robinson Completed 06/15/2021 4:19 PM 

 Mercedes Miller Completed 06/15/2021 4:55 PM 

 Mayor & City Council Pending 06/21/2021 6:00 PM 
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Strategic Planning Committee
June 21, 2021 Update

• Strategic Goals
• Core Values
• Local Economy & Growth and 

Transportation & Mobility

1.2.a
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Five Strategic Goals

• Local Economy and Growth  

• Quality of Life  

• Transportation and Mobility 

• Public Safety and Security

• Governance and Customer Service

1.2.a

Packet Pg. 21



1.2.a

Packet Pg. 22



SERVICE
We are a hospitality city at our core. We are committed to providing 

exceptional service, caring, and respect in every process, product and 

interaction we deliver. Our residents, visitors, and businesses can expect 

responsive, consistent, fair, and friendly acts of kindness.

RESPECT
We recognize and celebrate the diversity of backgrounds and experiences of 
the people that live in, work in, and visit our community. We are dedicated to 
listening to the needs of all people and delivering practices and policies with 
respect and dignity.

EQUITY AND INCLUSION 
We believe that everyone in our community has a voice. Each member should 
be afforded the chance to shape the City’s future, and that the members of our 
community will be treated as equals by everyone in our government structure.  
We are dedicated to creating, nurturing and advancing a culture of equity and 
inclusivity where we value and respect all backgrounds and experiences 
regardless of race, creed, color, religion, socio-economic status, or gender. We 
recognize the legacy of systems and events of oppression still affect many 
people through systemic racism and other institutional injustices. We will 
strive to ensure all of our stakeholders are valued, respected and treated with 
dignity.

1.2.a
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Core Values Continued

INNOVATION
We strive to set a standard of excellence in leadership. We encourage and 

reward creative ideas and solutions and are empowered to explore innovative 

approaches to problem solving, planning and delivery of services. 

INTEGRITY
We build trust by behaving honestly, ethically and fairly. We take pride in our 

work and are dedicated to resolution-oriented and consensus-building service. 

All those who represent our city- including the Elected Officials, employees 

and staff, conduct ourselves with openness, transparency, integrity and a 

commitment to do the right thing.

ADVANCEMENT
We embrace success and strive to evolve as a daily routine. We are 

committed to continually improving our city. The future is bright in College 

Park and we endeavor to build a strong and vibrant community that is simply 

the best place to live, work, do business and visit.

1.2.a
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Local Economy and Growth
The Local Economy and Growth team exists to ensure that our 

community’s economic base thrives and that municipal revenues continue to 
grow.

Quality of Life
The Quality of Life team exists to advance inclusive opportunities for 

residents and visitors to work collaboratively to enhance the services and 
amenities within the City of College Park.

Public Safety and Security
The Public Safety and Security team exists to utilize all available resources 
to ensure that College Park residents, businesses, staff and visitors receive 

the highest levels of public safety services in the metropolitan Atlanta 
region.

Transportation and Mobility
The Transportation and Mobility Team exists to advance transportation 

projects, programs and a Smart Cities approach.  The Team ensures more 
efficient and effective movement of people, goods and traffic not only within 

the City of College Park but more regionally and in collaboration with the 
airport, federal and state departments of transportation, MARTA and 

freight interests.

Governance and Customer Service 
The Governance and Customer Service team exists to ensure that each 

department and each employee is efficient and transparent with all 
resources. The team will make sure that employees have the tools, resources 
and training to do their jobs and meet a standard of excellence as they serve 

College Park’s residents, businesses, staff and visitors.

The Charge for 
the Team

1.2.a
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Local Economy & Growth and Transportation Update

Local Economy & Growth Service Lead-Michelle Alexander
Transportation Service Lead – Jackson Myers

Team Members
• Michelle Alexander, Artie Jones, Oscar Hudson, Mercedes Miller, Jackson Myers, Hugh Richardson, City  
Engineer, Gary Young.

Objectives: 
• Develop a city-wide, growth oriented Comprehensive Plan
• Ensure Comprehensive Plan addresses transportation throughout the city
• Develop innovative ways for hotel, GICC and future Six West guests access downtown
• Automate permit filing procedures and streamline decision making process (first step establish SOPs)  
Milestones: 
• Managed Comprehensive Plan outreach (with ARC) - Housing and Transportation meetings; interviews with 

Old National Hwy Merchants, Airport, Woodward, Cultural Community, Housing Authority, and Main Street. 
• Secured Pedestrian Bridge award; bid for cost estimates and secured additional funding commitments
• Consolidated affected Department head’s list of 5-year Work Program projects
• Invited four permitting software companies to conduct demonstrations for affected Staff
• Completed SOPs for Building Department
• Designing Rhodes street for Six West transportation network “spine”

Anticipated Completion:
• Draft Comprehensive Plan July 2021
• Finalize flowchart review process; Planning SOPs July 2021
• Release RFP for permitting software before September 2021

1.2.a
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QUESTIONS

THANK YOU

1.2.a
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