
 

 

    
  

 
    

  
   

 
 

    
  

 
   

   
     
   
   

   
     

  
  
  

  
  
   
   
   
    
    
    
  
  
    

  

  

  

  

  

     
 

  

Community Input Committee (CIC) 
Subcommittee Report 

Customer Relations and Communication 
EXECUTIVE SUMMARY AND CHAIR REPORT FROM THE FEBRUARY 12, 2025, MEETING 

PREPARED FOR COMMITTEE CHAIR, MR. RICHARD FARIAS 
FOR REPORT AT THE MARCH 31, 2025, BOARD OF TRUSTEES MEETING 

The Customer Relations and Communication subcommittee met on February 12, 2025. As part of the 
agenda, the Committee: 

A. Received a presentation on CPS Energy’s Customer Overview 
a. We serve about 960,000 customers. 
b. LARGE & INDUSTRIAL ~5K (1% of total) 
c. SMALL & MEDIUM ~90K (9% of total) 
d. RESIDENTIAL ~865K (90% of total) 

B. Identification of Teams Directly Supporting Customers 
a. Enterprise Customer Experience – what we cover. 

o Customer Research and Insights 
o Customer Data Analytics 
o Customer Business Innovation 

b. Teams Utilized to Run Customer Experience 
o Public Relations 
o Internal Communications 
o Social Media 
o Marketing 
o Customer Service 
o Customer Revenue 
o Metering Services 
o Key Accounts 
o Corporate Responsibility 
o Community Engagement 

c. Measuring Success 

a. Brand Trust 

b. Service Satisfaction 

c. Product Experience 

d. Plans for 2025 

a. Develop Customer Experience roadmap, refine customer segmentation, and conduct 
quality control surveys. 

b. Develop Customer Experience Championship Team 



     
  

 

   
     

  

 

    

 

c. Support the development and execution of products and services to include customer 
feedback and effective engagement. 

Subcommittee members asked about the participation of the CIC committee in community engagement 
opportunities, such as the MLK walk that some members attended with CPS Energy staff, as well as other 
volunteer events that support REAP fundraising. 

The next Customer Relations and Communications Subcommittee meeting is scheduled for May 14, 2025. 


