RESPONSE

QUESTION NO. CR-295

Describe the training programs for linemen, servicemen, and customer service representatives.  Include a description of all apprentice programs for these positions.  To the extent these programs differ for linemen and servicemen engaged in transmission functions, as opposed to distribution, describe the programs applicable to both.

RESPONSE NO. CR-295

Lineman and Servicemen Training

CSW provides continual training for transmission and distribution lineman and serviceman in the following areas:  safety, first aid, DOT, system operations, system maintenance, construction, as well as customer service.  This training is done through class room and on-the-job-training.  Our goal is to stay current with all local, state, and federal regulations as well as provide methods and training to deliver excellent customer service.  The CSW apprentice training program is described by the following:

CSW Line and Service Technician Certification Program including apprenticeship training is an approximately five year program that combines 416 hours of class room and field lab training with five years of closely supervised on the job training.  The program has 13 modules and has been approved by the Department of Labor.  The modules are:

1. Introduction to Climbing

2. Basic Electricity

3. Electrical Systems Fundamentals

4. Basic tools and Equipment

5. Advanced tools and Equipment

6. Delivery of Electrical Service

7. Distribution Construction

8. Transformer Installation and Troubleshooting

9. Underground Electrical Installation

10. Advanced Trouble Shooting

11. Substations

12. Hotline Maintenance

13. Transmission Work

Due to the voluminous nature of the data required to respond to this request, Attachment 1 is available for review in the voluminous room at the Austin offices of Central and South West (CSW), 400 West 15th Street, Suite 610, Austin, Texas 78701, telephone number (512) 481‑4547, during normal business hours.  
Customer Service Representatives Training

The Customer Relations Trainers lead six to eight weeks of training for full-time Telephone Service Representatives.  We also have utilized modularized training in two or three week segments.  This allows us to train “summer help” which assists in high call volume periods.  

We are also developing a standardized, validated pre/post test to measure the effectiveness of training delivered to the new Telephone Service Representatives (TSR).  See Attachment 2 for the types of training received by TSRs.

We also provide training opportunities for tenured TSRs through CSW University courses and selected outside seminars.  This encourages skill development beyond the initial training class.  We are currently developing short training courses for the TSRs and Supervisors which will allow them to polish the skills they use daily.  These will be in the form of one or two hour seminars and group meeting topics.
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