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August 11, 2010
Review Panel

Strategic Plan:
Business Process Improvement

Kelly Enright, Customer Care Director
Carol Butler, Corporate Performance Director
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We have a Vision……
› To set the standard for delivering the best customer 

service experience of any utility in the nation.

› An integral part of achieving our vision involves 
making business process improvements

› Our agenda today will cover the what, when, why,  
and how of business process improvements
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Strategy

Where are the greatest 
opportunities?

•$avings
•Efficiencies
•Value

Measurement

How can we sustain our ability to 
improve?

•Metric results
•Eliminate drift

Identification

Are bottlenecks impeding 
operations?

•Workflows
•Analysis
•Define gaps

Business Process Improvement
Design

Implementation

Can redundancies be eliminated?

•Eliminate gaps
•Streamline work
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Business Process Improvement Alternatives

Short Term Lower Costs Short Term Highest Costs
Long Term Higher Rates Long Term Lower Success Rate

•

•

Do Nothing Targeted & 
Phased 

Improvements,  
Building 
Internal 
capacity

"All at once" 
/   Significant 
use of 
Consultants  
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A sample of what have we done and what 
are we doing  

Completed Projects
• Customer Electric Service 

Installation Program
• Street Lighting
• Overtime Plan
• Meter Exchange 
• Accounting Division Review
• Inventory Process 
• Project Management

Current and Future Projects
• Pole Damage Claims
• Billing
• Outage Management
• Work and Asset Management
• Customer Accounts and Credit and 

Collections
• Customer Connections
• Joint Use Poles
• Implementing technology at crew level
• Electronic Billing
• Implement Advanced Metering 
• Improved Budgeting
• Energy Trading & Risk Management 

System

Further Discussion Follows
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Completed Project: Customer Electric Service 
Installation Process Project

What we did:
• Focused on documenting and improving work 

processes over a three year period

Outcomes:
• Reduced service connection time for customer 

requested work
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Completed Project:  Streetlights

What we did:
• Data base clean up

Outcomes:
• Generated $50 k in savings
• Responded to 90.2% of streetlight trouble tickets  
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Completed Project:  Overtime

What we did:
• Analyzed OT spending and processes

Outcomes:
• Dollar Savings
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Current/Upcoming Project: Implement 
Advanced Metering Infrastructure

Intent:
• To replace over 400,000 electro-mechanical meters with “smart”

digital meters

Challenges:
• Securing approximately $102 million for the project
• Timing (current electro-mechanical meters are obsolete employees 

are retiring)
• Technology is still changing

Anticipated Benefits:
• Efficient and accurate meter readings
• Reduced energy consumption
• Captures potential loss revenues
• Significantly reduced labor costs for meter reading and billing
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Current/Upcoming Project: Improved Budgeting

Intent:
• Improve budgeting process by providing longer-term context 

(through linkage to rates & strategic plan) and improved tools for 
internal budget development

• Enable “program based” budgeting

Challenges:
• Internal systems, external timeline/requirements, coordination 

required

Anticipated Benefits:
• Improved transparency, more efficient process
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Current/Upcoming Project: Energy Trading 
Risk Management System

Intent:
• Purchase and install a transaction management software solution 

that will provide Power Marketers and Risk Oversight the complete 
view of our energy portfolio and enable the elimination of 1,000
spreadsheets.

Challenges:
• Reliance on current systems / continuity of operations
• Transition from customized tools to “off the shelf” solution

Anticipated Benefits:
• Improved risk management
• Less duplication of effort / improved valued-added work
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Macro level view:  Energy Transaction Lifecycle

Business Processes Improvement – Power Marketing

Planning

Pre‐Transaction Risk 
Analysis

Transaction entry,

Valuation,

Monitoring

Settlement / 
Payment

33
Transactions are executed, 

entered into system of record, 
confirmed, valued, monitored.

22
As  quarterly plans are executed, 
market price, hydro conditions, 

generation availability, credit, and 
related trends are analyzed.

11
Annual Transaction Strategies 
refined in quarterly hedge and 
position management plans.

44
After transaction has flowed and 

becomes expired, data 
reconciliation with counterparty 
is completed to enable billing and 

payment.Focus of analysis
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At start of 
shift

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24

Affected 
Balancing 
Authorities

Approve eTag

Counter Party Buy / Sell
Build / Send 
eTag (Sell)

Receive e-Tag 
approval

Risk 
Oversight

Address credit 
issues, if any

SCL Realtime 
Marketer

Receive cutover 
from prior shift -- 

strategy and 
conditions

Decide buy/sell 
based on 

strategy (long / 
short)

Identify 
potential 

counterparty

Survey the 
market

Buy / Sell
Determine 

energy source

Determine 
transmission 

source

Create deal / 
energy 

schedule
Request TSR

Receive TSR 
confirm

Receive e-Tag 
approval

Verify control 
numbers (Net 

Scheduled 
Interchange)

Telephone
Make phone calls 

to determine 
interest, price

Make phone 
calls

Make phone 
calls

Over recorded 
phone call

Stancil All calls are 
recorded

Record 
conversation

ACES See energy  
position

Validate 
Transmission is 

available in ACES 

Manually enter any 
changes into 
ACES and 

recalculate data

Send any Slice 
updates (tag 

changes) to BPA 
via ACES

Manually enter 
future hour 

generation data from 
LdForecast 

spreadsheet

Verify sufficient 
credit 

Find grandfathered 
TSR with txm 

availability - stack or 
redirect as 
necessary

Enter data

Complete 
transmission path 
information,  auto-
submit to OASIS

Automatically 
updated from 
OASIS with 

TSR#

(If "buy", enter 
in ACES and 

submit)

Displayed in 
ACES; 

scheduled tag is 
implemented

Compare NSI in 
ACES and WIT - 

ensure 
consistent

Compare NSI with 
xx.xls, resolve 

conflicts (at least 
every hour)

ACES has 
checkout 

functionality, we 
don't use it

EMS

Data 
automatically 

pulled for 
SOCWeb

Provide data for 
LdForecast.xls 
(manual update 

request)

Marketing 
Logging 
System

Manually enter 
data for all sales 
and purchases

Power 
Management 

Report

Generate 
checkout report

Manually compare 
MW and $Total to 
RT daily (xx.xls) 

spreadsheet

Investigate 
differences and 

resolve

Daily Mktg 
Strategy 

Instructions

Read 
instructions

Scratch paper Write down 
specifics of deal

SkagitSchedR
ealtime.xls

See energy 
position

Reshape future 
hours as 

appropriate to 
optimize resources

Validate 
Transmission is 

available in ACES 

Manually enter any 
changes into 
ACES and 

recalculate data

Enter generation 
actuals for prior 

hour from 
SOCWeb

Enter inflow ("go 
fish") to achieve 
desired elevation 

(future hours)

Determine 
available energy

Boundaryxx.xl
s (xx=day, 00 

is today)

See energy 
position

Reshape future 
hours as 

appropriate to 
optimize resources

Validate 
Transmission is 

available in ACES 

Manually enter any 
changes into 
ACES and 

recalculate data

Enter generation 
actuals for prior 

hour from 
SOCWeb

Enter inflow ("go 
fish") to achieve 
desired elevation 

(future hours)

Determine 
available energy

RT.Scheduler
date.xls (Slice 

- Daily)

See energy 
position

Reshape future 
hours as 

appropriate to 
optimize resources

Validate 
Transmission is 

available in ACES 

Manually enter any 
changes into 
ACES and 

recalculate data

Send any Slice 
updates (tag 

changes) to BPA 
via ACES

Determine 
available energy

SlicePlng.xls 
(Slice - 

Weekly)

See energy 
position

See constraints, 
validate any 
changes are 

consistent with 
them

LdForecast.xl
s

See load 
position

Pick 2 representative 
days, generate load 
curve (historical  + 

forecast)

Manually 
request update 
from EMS every 

hour

Compare actual to 
forecast, adjust as 

appropriate

Enter anticipated 
future hour 

generation data 
into ACES

MidC hourly 
prices.xls

See price 
position

Enter hourly 
average sales / 
purchase price

COB hourly 
prices.xls

See price 
position

Enter hourly 
average sales / 
purchase price

Realtime daily 
spreadsheet 

(xx.xls)

Enter transaction 
data (energy / 

txm), other 
deliveries

Compare NSI with 
ACES, resolve 

conflicts (at least 
every hour)

SOCWeb

Determine  
Reserves, manually 

decrement from 
available energy

Get actual 
generation and 

hydro data, enter 
into spreadsheets

PM Portal ?

Instant 
Messaging

IM 
counterparties to 

get "feel"

BPA Website

See wind 
performance
(up ~ $drop; 
down ~ $up)

Price Forecast 
websites 
(Various)

Obtain price 
intelligence

Determine price

Television See Natural Gas 
Indices

WIT

Compare NSI in 
ACES and WIT - 

ensure 
consistent

OASIS

(Automated) 
Receive request 
from ACES, send 

to BAs

OASIS 
automatically 
overlays temp 
TSR# in ACES

Realtime  Marketing (v1.1 - 070910)
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Iteratively throughout shift, 
and in response to reliability curtailments

Determine position / Optimize Resources

Upon Transaction (Buy or Sell -- Sell used as example)
Update transaction data 

at least hourly

Closeout - update duplicate 
repositories with deal data; validate 

ACES and spreadsheets in sync

At end of shift

Checkout
(end of shift)
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A look at how work is done surfaces challenges for the organizations supporting 
all aspects of the Power Marketing function

“As is“ Process and Dataflow – Documentation and Analysis

Processes documented:
‐ Contracts

‐ Forward Forecasts:  Energy and Transmission
‐ Forward Marketing

‐ Day Ahead / Balance of Month Marketing
‐ Realtime Marketing

‐ Settlements:  Short Term and Long Term
‐ General Accounting
‐ Cost Accounting

Dataflow diagrams created:
‐ Logical view
‐ Physical view
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Manipulating data 
in spreadsheets

Executing transactions

Doing value‐added work:
Strategy, Planning, Risk Analysis, Marketing

How Staff spend their time
We have the power to choose.  Which will it be?

Today The Future

Tim
e
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In Conclusion

• Business Process improvements integral to:
› Preparing the Utility for the Future
› Setting the standard for customer service
› Meeting expectations regarding rates/budget

• Strategic Plan will further detail initiatives 
including timeline / cost & benefits

• Joint team

Q & A


