
 
 
 

BOARD AGENDA 
 

Regular Session 
 

May 15, 2024 – 6:00 P.M. 
 

 
I. Call to Order  
 
II. Roll Call    

    

 
____Brett Parker, District 3 
____Mary L. Gonzales, At Large, Position 1 

  ____Tom Groneman, District 2 
  ____David Haley, At Large, Position 2 
  ____Stevie A. Wakes, Sr., District 1 
  ____Rose Mulvany Henry, At Large, Position 3  

 
   
III. Approval of Agenda 

 
IV. Approval of the Minutes of the Regular Session of May 1, 2024 

 
V. Visitor Comments 

 
VI. United Way Update – Todd Jordan 

 
VII. General Manager / Staff Reports 

 
i. Customer Service Survey Results 

ii. 2023 Annual Audit 
iii. Resolution # 5299 Approval of 2023 ERC Over Recovery  
iv. Resolution # 5300 Adoption of 2023 Audited Financials 
v. Miscellaneous Comments 

 
VIII. Public Comments on Agenda Items 

 
IX. Board Comments 

 
X. Executive Session 

 
XI. Adjourn 



2024 KCBPU Customer 
Satisfaction Survey

PRESENTED BY        



For more than 35 years, our mission has 
been to help municipal governments 

gather and use survey data to enhance 
organizational performance.

ETC Institute is a National Leader 
in Market Research for Local 
Governmental Organizations



Purpose

To objectively assess customer 
satisfaction with the delivery of 
KCBPU services

To compare performance to other 
providers both regionally and 
nationally

To set a new benchmark for 
performance that will provide 
valid comparisons moving forward



Customer 
Survey 
Methodology

Survey Description
• Three-page survey

Method of Administration
• By mail and online to random sample of households 

who receive KCBPU services
• By mail and online to ALL commercial customers who 

receive KCBPU services

Sample Size
• Residential Customers: 603 
• Commercial Customers: 81

Margin of Error
• +/-3.75% at the 95% level of confidence



Bottom Line Up Front
Satisfaction with the delivery of services by KCBPU is very high
◦ Residential Customers: 
◦ 81% of residential customers are satisfied with the overall quality of water services
◦ 79% of residential customers are satisfied with the overall quality of electric services

◦ Commercial Customers: 
◦ 74% of commercial customers are satisfied with the overall quality of water services
◦ 75% of commercial customers are satisfied with the overall quality of electric services

◦ KCBPU compares favorably to national and regional averages
◦ U.S. Average: 72% are satisfied with water and 81% are satisfied with electric services
◦ KC Metro Average: 73% are satisfied with water and 77% are satisfied with electric 

services



Bottom Line Up Front
Overall satisfaction with the RATES compares favorably
◦ Residential Customers: 
◦ 37% of residential customers are satisfied with the amount charged for water services
◦ 31% of residential customers are satisfied with the amount charged for electric services

◦ Commercial Customers: 
◦ 35% of commercial customers are satisfied with the overall quality of water services
◦ 32% of commercial customers are satisfied with the overall quality of electric services

◦ U.S. Average: 31% are satisfied with water service charges and 28% are 
satisfied with electric service charges

◦ KC Metro Average: 40% are satisfied with water service charges and 35% 
are satisfied with electric service charges



Interactions 
with KCBPU Staff
INTERACTIONS ARE POSITIVE



Most of the contacts for both residential and commercial customers were related to billing concerns or electric services

Interactions with KCBPU Staff
RESIDENTIAL CUSTOMERS

48% of residential customers have had an 
interaction with KCBPU within the past two 
years

Most (56%) of the contacts were with office 
staff, 16% with field staff, and 28% a 
combination of both

Seventy-two percent (72%) made contact by 
phone, 16% in-person, 7% by email, 2% by 
mail, and 1% by social media

48% of residential customers have observed 
KCBPU field staff within the past two years

COMMERCIAL CUSTOMERS

59% of commercial customers have had an 
interaction with KCBPU within the past two 
years

Forty-three percent (43%) of the contacts 
were with office staff 13% with field staff, and 
45% a combination of both

Sixty-nine percent (69%) made contact by 
phone, 17% in-person, 13% by email, and 2% 
by mail

42% of commercial customers have observed 
KCBPU field staff within the past two years



Overall ratings are strong and both residential and commercial customers are mostly satisfied with all the areas assessed



Satisfaction is very high for all of the items rated



Service Restoration
UNPLANNED DISRUPTIONS TO SERVICE



Disruptions across residential and commercial customer accounts are similar

Disruptions & Service Restoration
RESIDENTIAL CUSTOMERS

Only 13% of residential customers have had an 
unplanned disruption to their water service

52% of residential customers have had an 
unplanned disruption to their electric service

COMMERCIAL CUSTOMERS

Only 9% of commercial customers have had an 
unplanned disruption to their water service

44% of commercial customers have had an 
unplanned disruption to their electric service



Both residential and commercial customers are both highly satisfied with the amount of time it took to restore water services



Commercial customers are slightly more satisfied – but experienced disruptions at lower rates than residential customers



Billing Services
HOW RESIDENTIAL & COMMERCIAL CUSTOMERS PERCEIVE BILLING



Residential and commercial customers have similar perceptions of KCBPU’s billing services and procedures – including costs

Items Residential 
Customers Believe Should 

Receive the Most Emphasis
• Ease of contacting BPU 

with concerns
• Accuracy of your bill
• BPU’s overall 

responsiveness to billing 
concerns

• Usage information

Items Commercial 
Customers Believe Should 

Receive the Most Emphasis
• Ease of contacting BPU 

with concerns
• Ease of understanding 

your bill
• BPU’s overall 

responsiveness to billing 
concerns

• Accuracy of your bill



Perceptions
HOW CUSTOMERS PERCEIVE KCBPU 



Overall agreement with the statements is high when incorporating “neutral” responses into the results 



BPU’s services are well aligned with other utility services in value, but gas bills were likely lower during administration





Questions?
THANK YOU!



2023 Audited Financial Results
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Financial Results
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Revenues – 2023 YTD

Variance – YTD comparing 2022 Actual to 2023 Actual Electric:
Residential     $1.3M
Commercial    $3.9M
Industrial        ($783K)

Water:
Residential       $1.0M
Commercial     $851K
Industrial          $43K

**Dollars in millions

**Recognized ERC Over Collection for 2023 3rd & 4th

Quarter of $4.1M. Recognized in Jan-June of 2024

(CY) 2023 (PY) 2022 Budget 2023 (CY) 2023

YTD YTD YTD YTD

Electric 300.314$            332.255$            310.487$     300.314$     

Water 55.033               52.824               53.249         55.033         

Combined 355.347$            385.079$            -7.7% 363.736$     355.347$     -2.3%



Financial Results

3

Operating Expenses – 2023 YTD

**Dollars in millions
Electric:

Purchased Power   ($11.8M)
Fuel ($23.1M)
Production              $4.1M
T&D                         ($236K)

G&A $10.4M

Water:
Production   $170K
T&D               ($605K)
G&A              $2.4M

Variance – YTD comparing 2022 Actual to 2023 Actual

(CY) 2023 (PY) 2022 Budget 2023 (CY) 2023

YTD YTD YTD YTD

Electric 226.313$             244.131$             241.239$      226.313$      

Water 37.731                 35.645               40.872        37.731          

Combined 264.044$           279.776$            -5.6% 282.111$       264.044$     -6.4%



Financial Results
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Change in Net Position – 2023 YTD

**Dollars in millions

(CY) 2023 (PY) 2022 Budget 2023 (CY) 2023

YTD YTD YTD YTD

Electric 25.533$              38.006$             21.315$        25.533$       

Water 11.244                 11.344                 6.067           11.244          

Combined 36.777$              49.350$             27.382$       36.777$       



Financial Results
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Cash Position & Debt Coverage

(CY) 2023 (PY) 2022 (CY) 2023 (PY) 2022

December December December December

Electric 2.52 2.73 Electric 1.80 2.03
Water 2.26 2.19 Water 1.77 1.72

Combined 2.67 2.83 Combined 1.94 2.12

Debt Coverage with PILOT Debt Coverage w/o PILOT

(CY) 2023 (PY) 2022 2023

December December November

Combined (E&W) 58.20$               44.56$               58.03$               
Days Cash-on-Hand 97 68 96

1 Day = Approximately $600K-$625K
(Based on 12 month rolling average of expenses









 







 




































 




           


 

 




            

   








            
            
            




 



 







 









 















 










 




  







 





 






 






 




  
   


              


 





            





        


 

 

 

 
 




   


 



 






 




















 











 


  





 








  


  


  








 






 







 






 



 









































                 
              


 







  













 























 

 

 



 

               

            



              



 





























 















 











 



 



 



  



  











 









        


 

 



             



 



        
            


 

 













 







 












 






 


 


  


 












              
             


 

 

 

 

 

 



              


 

 

 
 







 




  


 
 




  






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
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

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 
 







  











 
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 
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 
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
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