COURSE OUTLINE

Title:         Utility Customer Service
Course Number:
UT 215



Credits:
12

Date:
2008 – 2009

Institution:                   
Clackamas Community College
Outline Developed by:            Utility Training Alliance Dept.
Type of Program:        
Occupational Preparatory
Course Description:
This course introduces new phone customer service representatives at PGE to the required 
knowledge, skills and abilities needed to provide the level of customer service expected by PGE. 
Students learn PGE’s vision, mission, values, confidentiality policies, software programs, how to 
deal with difficult customers, good phone etiquette and the Oregon Public Utility Commission’s rules 
and regulations. 
Course Objectives:
1. Introduce PGE’s vision, mission and values statement

2. Review basic computer skills and software programs including: Windows NT operating 
system, Outlook, and internet access and intranet access
3. Teach PGE’s Customer Information System (CIS) and how to identify and manage 
customer’s accounts such as: creating new accounts, customer disconnects, billing and 
payment options
4. Discuss and practice phone etiquette and basic customer service skills

5. Present PGE’s customer confidentiality policies

6. Review PGE’s policies and practices around rights, responsibilities  and payment 
requirements

7. Discuss Oregon Public Utility Commission’s (OPUC) rules and regulations for extending 
credit and payment options to electrical customers

8. Discuss ways to communicate with customers to negotiate payment options, and types of 
payment plans available

9. Review ways to deal with difficult people, respond to billing errors and meter reading 
inquiries.

10. Address how to speak knowledgeably about energy use including how meters work, 
electrical consumption rates of house hold appliances, lifestyles that reflect conservation 
strategies

Student Learning Outcomes: 
At the end of this course the students should be able to:
1. Be familiar with PGE’s vision ,  mission and values statement

2. Demonstrate the use of basic computer skills and  understanding of software programs 
including: Windows NT operating system, Outlook, and internet access and intranet access

3. Successfully navigate through PGE’s Customer Information System (CIS) and  know how to 
identify and manage customer’s accounts including: creating new accounts, customer 
disconnects, billing and payment options

4. Demonstrate proper phone etiquette and basic customer service skills

5. Know PGE’s customer confidentiality policies

6. Explain PGE’s policies and practices around rights, responsibilities  and payment 
requirements

7. Know the Oregon Public Utility Commission’s (OPUC) rules and regulations for extending 
credit and payment options to electrical customers

8. Successfully communicate with customers to negotiate payment options, and types of 
payment plans available

9. Successfully deal with difficult people, respond to billing errors and meter reading inquiries.

10. Speak knowledgeably about energy use including how meters work, electrical consumption 
rates of house hold appliances, lifestyles that reflect conservation strategies

Length of Course:       240 lecture/lab hours
Grading Method:
Letter grade (A-F) or Pass/No Pass
Prerequisite:
None
Required Text:
PGE Customer Services Training Quick Reference Manual
Major Topic Outline:

1. PGE’s vision, mission and values statement

2. Windows operating system, PGE’s e-mail system (Outlook), internet and intranet 

access and PGE’s Customer Information System (CIS)

3. Phone etiquette and basic customer service skills

4. PGE’s customer confidentiality policies

5. Customer service: new accounts, discontinuation of service, credit policies and 
payment options including bill averaging and installments

6. OPUC rules and regulations and the rights/responsibilities of PGE and electrical 
customers as determined by the OPUC

7. Communication, marketing and sales techniques

8. Customer service techniques for working with difficult people

