
  



DRAFT Mission, Vision, Values (Nov. 2019) 
[These are reflected in all our work and are the underpinnings of our strategic plan.] 

 

Mission 

Seattle City Light is committed to providing our customer-owners with affordable, reliable and environmentally 
responsible energy services.   

 

Vision 

Our vision is to connect Seattle to our shared energy future, by partnering with our customers and ensuring that their 
energy needs are met, in whatever way they choose. 

 

Values  

We Value: 

Safe & Engaged Employees –– Employee and public safety come first, and we will actively demonstrate that 
commitment to everyone around us.  We treat each other with caring and respect, are personally accountable, and work 
effectively in teams. 

Customers First – We value our customer-owners.  We are approachable, respectful and responsive in providing the 
products and services that our customers want and need.   

Good Government – Everything we do is based on a strong financial foundation and solid, reliable infrastructure; we 
prioritize our investments and operating choices to that end. We strive for excellence every day, and we are forward-
focused, seeking new and innovative solutions to the challenges of today and tomorrow 

Community Connections – We are a community-owned utility and we will stay visible and actively involved in the 
communities we serve.  We prioritize social justice and the equitable provision of service to all.   

Environmental Stewardship - We care about the environment and we will enhance, protect and preserve it.   

  



Terminology Recap: 
Priority 

Highest level of focus for SCL from 2021 – 2026. 

Objective 

The objective is what we are hoping to attain through focusing on this priority area. It paints a picture of what we are 
working towards and why this is important. It is high-level and aspirational. 

Goal 
The goal statement follows S.M.A.R.T. (Specific, Measurable, Achievable, Relevant, Time-Bound) criteria – it is statement 
that outlines specifically how progress toward our objective can be measured and when we expect to see this outcome.  

 
Goal Setting: 

 
A proper goal has to describe both what you will achieve and how you are going to measure its achievement. Without 
measurement, you do not have a goal, all you have is a desire.  Goals are outcome not task based. 
 
 
Example:  
 
Objective: Create a customer centric culture 

 
Goals: 

• We will increase our customers satisfaction as measured by an increase of 10 points in our Residential JD 
Power score by YE 2022 

• We will increase our customers satisfaction as measured by a decrease in escalation calls by 10% by YE 
2023.   
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Priority #1:  

Ensure Future Financial Stability 

Objective:  
Increase financial flexibility and stabilize rates, positioning the utility to provide long-term value to our 
customer-owners, including vulnerable populations, though increased innovation.  
 
Preliminary Goals: 

1. Stable rates  
2. Financial flexibility  
3. Innovative programs 

Preliminary Measures: 
• A projected rate path that looks like 

inflation 
• Rate increases at or below projections 
• A debt service coverage  
• Contribution margin  

(retail revenue – power cost ≥ fixed costs) 

• Leverage ratio 
• Percent of eligible population enrolled in 

UDP 
• Average customer energy burden 

 
Priority #2:  

Prepare for Tomorrow's Energy Future Today 

Objective:  
Improve and modify our infrastructure assets to meet the evolving needs of transportation electrification, the 
environment, and security landscape as we move towards an undefined future.  
*Craig & Emeka are working on further refinement 

 
Preliminary Goals: still in development 

1. Ensure the grid is reliable – to be revised 
2. Ensure the grid is resilient – to be revised 
3. Ensure the grid is flexible – to be revised 

Preliminary Measures: still in development 
o Distribution Automation Adoption Rate 
o Physical security prevention 

• needs to be specified 
o Cyber security prevention 

• needs to be specified 
o DER Penetration Rate 
o Physical security recovery 

• needs to be specified 

o Cyber security recovery 
• needs to be specified 

o Customer adoption of new rates promoting 
electrification 

o Strategic customer projects requested vs 
completed (ferries, metro, etc) 

o Electric transportation adoption rates (personal, 
commercial, public transit…) 



Priority #3:  

Create a Customer Centric Culture 

Objective:  
Build strong relationships with our customer-owners and individualize the customer experience in response to 
changing expectations and disruptions in the energy industry. 
 
Preliminary Goals: 

1. Create a strong customer culture 
2. Build customer relationships 
3. Individualize the customer experience 

Preliminary Measures: 
o Response time to customer requests (ex: streetlights, new connections) 
o % first call resolution or % reduction in issue resolution time  
o Customer surveys (Call center/other transaction surveys, JD Power)  
o Portal utilization rate 
o Customer adoption of new rates 
o CEMI3 

Priority #4:  

Enable Transformative Change 

Objective:  
Develop a nimble and innovative culture prepared for changing industry needs by empowering employees, 
refining our processes, and always seeking operational excellence.  
 
Preliminary Goals: 

1. Increase workforce optimization 
2. Position our assets for an undefined future 
 

Preliminary Measures: still in development 
o Number of FTE positions strategically and equitably redeployed 
o Climate adaptation plan 

• needs to be specified 
o Processes refined 
o Employee survey (morale) 
 

 

 

  



Priority #5:  

Keep the Lights On 

Objective:  
Improve and align business operations in support of Seattle City Light’s core mission and vision.  
 
Preliminary Goals: 

1. Attract and retain a core workforce 
2. Always be safe 

o Public Safety 
o Employee Safety 
o Environmental Safety 

Preliminary Measures: still in development 
o Total recordable rate 
o Incident response time 
o Motor vehicle collisions 
o Equipment malfunctions 

o Stray voltage 
o Tree trimming 
o Streetlight green ticket response time 
o SAIDI, SAIFI, CAIDI 

 

 

  



Next step for City Light Executive Team – Initiative development 

 

Sample Strategy Presentation, including initiatives 

 

  



Closing thoughts 
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