
City of Grand Island
Tuesday, April 26, 2016

Council Session

Item G-8

#2016-94 - Approving NPPD Call Center Agreement

Staff Contact: Tim Luchsinger, Stacy Nonhof
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Council Agenda Memo

From: Timothy Luchsinger, Utilities Director
Stacy Nonhof, Assistant City Attorney

Meeting: April 26, 2016

Subject: NPPD Call Center Contract

Presenter(s): Timothy Luchsinger, Utilities Director

Background

The Department’s Phelps Control Center is located next to the Burdick Power Station on 
Cherry Street. It is the main facility for the Transmission Division, which is responsible 
for all power dispatching and electric substation operations, and includes a command 
center manned at all times.

While multiple personnel are in the center during normal business hours, it is staffed by 
one individual during nights, weekends, and holidays. This command center monitors 
system operations, schedules power transactions with the regional electric system 
operator, coordinates power generation, and answers the Department’s trouble phone 
lines. The trouble phone lines are four lines that customers can call to notify of their 
service problems and other power and water issues.  Standby crews are dispatched by the 
command center in response to the trouble calls as required. Unanswered calls are routed 
to a message recording system.

This system normally is sufficient, however, during storms and other abnormal 
conditions, the one individual manning the center can be overwhelmed by the amount of 
calls, in addition to monitoring and responding to the system operation, and dispatching 
crews. The phone system is usually also overwhelmed and customers then call the 911 
emergency center, which leads to more calls than the emergency center can handle, and 
disrupts emergency life safety callers.

The voice messaging system is often not able to be checked for several hours after calls 
are received, thus extending times when customers are out of power or in a hazardous 
situation. The Department has struggled with options to correct this issue; however, 
solutions either require expensive call management systems and/or additional phone lines 
and personnel with costs not easily justified by the rare frequency of these situations.
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Discussion

The Department became aware of call answering services provided by the Nebraska 
Public Power District (NPPD). NPPD recently expanded its call answering center in 
Norfolk, including installing the communications systems and hiring of personnel to 
address many of the issues facing Grand Island.

This call answering facility includes storm hardened areas and redundant power and 
communications systems. To help provide a mutual benefit for NPPD and other Nebraska 
utilities, NPPD is providing an outsourcing of their call answering facilities and services.  
Currently twenty-two Nebraska municipalities and public power districts are subscribing 
to this service.

NPPD provided a proposal to Grand Island for services in which all Grand Island system 
customer calls would be received by NPPD, and the issue of the call immediately entered 
into a trouble call system that would be monitored by Grand Island personnel. The phone 
line would continue to be the local Grand Island number, but merged into a cloud system 
to NPPD that could handle dozens of callers at one time, and answered as the Grand 
Island Utilities Department. This system would shift the constraint of an abnormal or 
storm situation from communications with customers to the limits of Department 
resources responding in the field.

A five year agreement is proposed by NPPD, with a one-time setup charge of about 
$7,700.00 and a monthly charge of around $4,300.00, based on the number of customers 
and calls answered. This includes both electric and water utility customers. The 
Department staff has reviewed this proposal and recommends its acceptance as providing 
a positive impact to customer service at a reasonable cost.

Alternatives

It appears that the Council has the following alternatives concerning the issue at hand.  
The Council may:

1. Move to approve
2. Refer the issue to a Committee
3. Postpone the issue to future date
4. Take no action on the issue

Recommendation

City Administration recommends that the Council approve the Customer Outage Call 
Processing Service Agreement between Nebraska Public Power District and City of 
Grand Island, Nebraska. 

Sample Motion

Move to approve the Customer Outage Call Processing Service Agreement between 
Nebraska Public Power District and City of Grand Island, Nebraska.
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Approved as to Form ¤ ___________
April 22, 2016 ¤  City Attorney

R E S O L U T I O N    2016-94

WHEREAS, the City of Grand Island’s Utilities Department provides 24 hour 
service for all power dispatching, electric substation operations, and a command center that 
monitors system operations, schedules power transactions with the regional electric system 
operator, coordinates power generation, and answers the Department’s trouble phone lines; and

WHEREAS, this system is normally sufficient, however, during storms and other 
abnormal conditions, the one individual manning the center  during nights, weekends and 
holidays can be overwhelmed by the amount of calls, in addition to monitoring and responding to 
the system operation and dispatching crews; and

WHEREAS, the Nebraska Public Power District (NPPD) recently expanded its 
call answering center and this call answering facility could address many of the issues facing 
Grand Island Utilities, and

WHEREAS, NPPD provided a proposal to Grand Island for services in which all 
Grand Island system customer calls would be received by NPPD, and the issue of the call 
immediately entered into a trouble call system that would be monitored by Grand Island 
personnel; and

WHEREAS, a five year agreement is proposed by NPPD, with a one-time setup 
charge of about $7,700.00 and a monthly charge of around $4,300.00, based on the number of 
customers and calls answered; and

WHEREAS, the Legal Department has reviewed and approved the Agreement.

NOW, THEREFORE, BE IT RESOLVED BY THE MAYOR AND COUNCIL 
OF THE CITY OF GRAND ISLAND, NEBRASKA, that the Customer Outage Call Processing 
Service Agreement between the Nebraska Public Power District and the City of Grand Island is 
approved, and the Mayor is hereby authorized to sign the agreement on behalf of the City of 
Grand Island.

- - -

Adopted by the City Council of the City of Grand Island, Nebraska, April 26, 206

____________________________________
       Jeremy L. Jensen, Mayor

Attest:

_______________________________
RaNae Edwards, City Clerk
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