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Fourth Worst Storm In Oncor’s History 

Outages over the course of the storm:  572,682
Total Customer Outages Dallas: 185,710

Maximum Customers Out:  234,225  Fri 2/12 9:00 AM
Dallas - 80,211 Fri 2/12 2:00 AM

Restoration Personnel:    3,159
- 1026 Company Employees

- including 203 Damage Evaluators
- 184 Mutual Assistance Crews
- 649 Contract Distribution resources
- 1,300 Vegetation Management 

Contractors

Safety Statistics:  
4 Safety Incidents
1 Vehicle accident Dallas
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Call Volumes were Significant 
Agent Calls IVR/TFCC*

Total Calls

55,999 640,905

Overall Highest Hour of Calls

2/11/2010 4‐5PM 1,863 2/12/10 8‐9AM  39,270

Daily Peak Hours

2/11 4‐

 

5PM 1,863 9‐10PM 20,623

2/12 9‐10AM 1,575 8‐9AM 39,270

2/13 10‐11AM 856 9‐10AM 9,666

2/14 9‐10AM 583 9‐10AM 3,377

Average Calls Per Hour 

2/11 842 5,897

2/12 840 15,382

2/13 411 3,810

2/14 240 1,615

Call Volumes
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* Interactive Voice Response and high call volume 
automated handling service

Fourth Worst Storm In Oncor’s History 
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Storm Communication Improvements



 

Outage status map with 
key message capability 
during major storms on 
Oncor.com



 

Brad Barton, WBAP 
Meteorologist to assist 
with customer 
communication during 
major storms

New On-Line Outage Map and Weather Information 
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Storm Communication Improvements



 

Provided additional training to Contact Center Representatives that 
will help the field know more about the customer’s specific situation, 
as well as help with setting more realistic customer expectations



 

Greater access to live agents during major storms or extended 
outages (day 2 or more)



 

Modified Interactive Voice Response System to enable a standard 
storm message for all callers and improved redirect performance with 
Twenty First Century Corporation to reduce call delivery issues during 
major events



 

Send outbound messages with updates on restoration efforts

Call Center and Interactive Voice Response System Changes    

Corinth

Waco
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

 

Provide regional specific estimated 
time of restoration as quickly as 
damage evaluation can be performed 
and information assimilated



 

Where available, using Smart Meter 
information to determine valid outage 
locations



 

Providing customer magnets with their 
ESId and outage reporting information 
along with energy efficiency 
information at Ask Oncor events

Additional Changes Implemented this year    

Storm Communication Improvements
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

 

Customer Focus Groups to review Interactive 
Voice Response System and identify 
improvements, such as clearer instructions, 
multiple calls from same customer route to live 
agent, provide updates while waiting for an agent 



 

Text Pilot by year end for friends and family to 
report outage, receive text confirmation with 
estimated time of restoration and restoration 
complete messages



 

Proactively solicit additional phone numbers for 
customer’s account to telephone matches and 
ease of reporting



 

Implement automated outbound message 
capability to verify power restoration and provide 
for automated outage ticket creation if power is 
not restored

Next Steps    

Storm Communication Improvements
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Questions?
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