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PROCESS (August – October 2020)

Formation 
of 12 

Member CS 
Project 
Team

(Aug 18)

Session 1: 
Kick Off 
Meeting
(Aug 21)

Session 2: 
Identify 
Current 

Customer  
Experiences

(Sept 4)

Session 3: 
Conduct 

SWOT 
Analysis
(Sept 11)

Session 4: 
Conduct 

GAP 
Analysis
(Sept 25)

Session 5: 
Conduct 

GAP 
Analysis
(Oct 2)

Session 6: 
Create 

Customer 
Service 
Vision
(Oct 9) 

Session 7: 
Finalize CS 

Plan
(Oct 30)
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Process Identified Six* CS Initiatives for 2021
1. Develop a new TRAINING PROGRAM
2. Develop a CX OMBUDSMAN ROLE 
3. Invest in customer-focused TECHNOLOGY
4. Hold regular INTERNAL AND EXTERNAL LISTENING 

SESSIONS
5. Expand CUSTOMER COMMUNICATIONS
6. Designate CX MANAGEMENT COMMITTEE

*Not listed in any particular order
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Our Customer Vision Statement

Connecting Hawaii with Efficiency and Aloha
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2021 CS Initiative:  Invest in Customer-Focused 
Technology

WHO will own this initiative?

HOW will we achieve in 2021?

WHEN do we meet the “HOWs”?

WHAT will success look like?
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2021 Proposed Tasks Timeline (August – October 2020)
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Wrap up
1. Note that CS Plan is a “living document” subject to modifications
2. Collect feedback and support from key stakeholders
3. Determine feasibility of action plans and modify
4. Submit quarterly progress reports to PUC
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Mahalo
Questions and 
Comments?
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