
Manager's Briefing

City of High Point

Meeting Agenda

Municipal Office Building

211 S. Hamilton Street

High Point, NC 27260

Cyril Jefferson, Mayor

Michael Holmes, Mayor Pro Tempore (Ward 6),

Britt W. Moore (At Large), Amanda Cook (At Large), Vickie M. 

McKiver (Ward 1), Tyrone Johnson (Ward 2), Monica L. Peters 

(Ward 3), Dr. Patrick Harman (Ward 4), and Tim Andrew (Ward 5)

3rd Floor Conference Room4:00 PMMonday, July 15, 2024

CALL TO ORDER

PRESENTATION OF ITEMS

2024-296 Fire Department Overview

Staff will provide an overview of the Fire Department.

Fire Department OverviewAttachments:

2024-298 Customer Service Overview

Staff will provide an overview of the Customer Service Department.

Customer Service OverviewAttachments:

ADJOURNMENT
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Frequency of EMS Calls by Hour of Day

HPFD has determined that EMS incident alarms most often
 occur between the hours of 7 am and midnight, with a peak
 between 11 am and 2 pm.

Frequency of Fire Calls by Hour of Day

HPFD has determined that fire incident alarms most often 
occur between the hours of 9 am and 10 pm, with a peak
between 4 and 5 pm.







Department Highlights
AFG Grant Recipient – 2015
Applied for SAFER Grant – 2022
Apparatus Replacement Plan
Fireworks RMS
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PURPOSE: Staff will provide an overview of the Fire Department. 
 
BACKGROUND: n/a 
 
BUDGET IMPACT: n/a 
 
RECOMMENDATION/ACTION REQUESTED: n/a 
 

 

TITLE: Fire Department Overview 
 
FROM: Brian Evans, Interim Fire Chief MEETING DATE:   July 15, 2024 

PUBLIC HEARING: n/a ADVERTISED DATE/BY: n/a 

ATTACHMENTS: Fire Presentation 
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PURPOSE: Staff will provide an overview of the Customer Service Department. 
 
BACKGROUND: n/a 
 
BUDGET IMPACT: n/a 
 
RECOMMENDATION/ACTION REQUESTED: n/a 
 

 

TITLE: Customer Service Overview 
 
FROM: Jeremy Coble, Customer Services Director MEETING DATE:   July 15, 2024 

PUBLIC HEARING: n/a ADVERTISED DATE/BY: n/a 

ATTACHMENTS: Fire Presentation 



Customer Service 
Department 





Who is Customer 
Service? 



Facts

Total Budget FY 24- 25 - $6,862,488.00

Total Staff – 61 employees

Daily Operating hours – 7:30 am to 5:30 pm

After hours staff – 24/7 



Core functions

Utility Billing And 
Collection

Advanced 
Metering 

Infrastructure 
(AMI)

Contact Center Field Services

Water Meter 
Services Meter Reading

Electric Dispatch
Showroom Tax 

Collections



Water Meter Services

INSTALLATION MAINTENANCE 

REPAIR REPLACEMENT



Meter Reading
• Over 1 million meters read annually



Utility Billing and Collection

Approximately 
$200,000,000 

annually

Over 46,000 
customer accounts

Over 60,0000 bills 
and reminders 

monthly

Over 20,000 ebills
monthly 

Approximately 
1,700 walk-in 

customers

This does not 
include walk-in 

payments



Contact Center

Calls cover a wide range of topics

Utility bills Establishing 
city services

Trash and 
sanitation calls Power outages Etc. 

Average wait times of less than 60 seconds

250,000 calls annually



Field Services

• Same day service (before 3 pm)
• Over 25,000 annually

Move-in and 
Move-out 

• Over 16,000 annuallyNon-pay 
enforcement

• Electric and WaterTampering 
enforcement 



Field Services



Electric Dispatch

24/7
Monitor all 
electrical 
circuits

Monitor 
power 

outages

Monitor 
sewer 

backup 
(after hours)



Electric Dispatch



Showroom Tax Collection

Over $1.7 Million 
Collected Annually

162 Showroom 
Customers



The future of 
Customer Service



Advanced Meter Infrastructure 
(AMI)
• AMI implementation is 

currently underway and 
scheduled to be complete in 
2025-2026

• Smart Meters
• Real-Time Data
• Improved Accuracy
• Remote Disconnect/Reconnect
• Demand Response
• Energy Conservation
• Outage Management
• Data Analytics
• Enhanced Customer Service



Increased Information 

Usage 
Information

Weather 
Comparisons

In Depth Data 
Analysis

Reporting For 
Corporate 
Customers 



The Future of Communications

Text for outages
Text to inquire 

about balance and 
due date

Other information 
regarding city 

services



Payment Methods

• Increase in online payments 
• Decrease in traditional 

payment methods 



Continuous Improvement

• Employee Training and Development
• Technology Upgrades
• Process Optimization
• Data-Driven Decision Making
• Customer Feedback Integration
• Sustainability Initiatives
• Employee Involvement



Questions

Jeremy Coble
jeremy.coble@highpointnc.gov
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