Vision — Mission - Objectives

Our Vision

TO SET THE STANDARD

industry

To deliver the best customer service experience of any COMPANY in the

Our Mission

reliable PRODUCT

COMPANY is dedicated to exceeding our customers’ expectations in
producing and delivering environmentally responsible, safe, low cost and

eiImprove reliability
eProvide solutions

einvest in employee
development and training
eProvide career growth and
learning opportunities

effectiveness

eMeasure and improve
performance

eMinimize environmental
impact

Customer Employee Performance & | Operational . :
T Financial Strength
Service Growth Excellence
eBeing prompt and eReward exceptional eImprove productivity and | eEnsure long term
timely performance achieve cost financial stability

ePreserve and enhance
our assets for long term
eManage risks
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Operation’s Orientation
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Asset Management

Power Power Customer
e Generation Delivery Care
Production
System Customer |
Power Power
: —» Control : - Care —
Generation : Delivery )
Operations Operations
Metering
Power Marketing Billing & Collections

Generation Delivery




Customer Service Orientation

Customer makes New Service Request
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Residential Large Commercial ‘ Industrial/Corporate ‘ Large Project
Small Commercial
\
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Account Rep Project
Request initiates Manager
Assessed Service initiates
Request Project
Engineering
creates
Specifications
Power Power Conservation #
Production Purchasing Resources
Operations
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performs
y Work
Customer Customer
Load Power
Balancing > Delivery 8 ™ CEE
Power Operations
# Metering
Billing & Collections
Power Selling * v *
Customer Customer Customer
Outage Service Service

Resolution Modification Termination




Customer Value Stream Business Process Model

Customers

Feedback

Process Outputs

Leadership Processes

Core Customer Processes

1
Design and Manage
= Products and Services
5
2 8 2 4
N = .
S G ” Yy Service Customers
o = —j% Neuner > (Members and groups)
oL L R Sell and Renew
§ e v Business 3
5 A 4 Enroll and 7y
= 5 Re-Enroll McKenna
Manage Provider Networks
v
c McKenna
< 6
o
L Neuner Manage Medical Benefit
g > Expenses (quality & outcomes)
g ECS Morrow
U) >
= 2
o
% TBD
- 1L 1L
Support Processes
c
o
o_'g 8 10 11 12 13
(S}
T; = WETETEES Manage Financial Manage Manage Manage Legal/ Manage
< |¢ Develop Human Asset Corporat Technol Regulatory/ Public Relati
]¢c £ Resources ssets orporate echnology egulatory ublic Relations
_g o Services Resources Compliance Efforts
Kleppe Peterson McKenna McKenna Niemiec Neuner

Copyright © Giannetto 2009




Information Flow must be Unbroken

Budgeting and Planning Customer Satisfaction Workload and Costin
* Long-term workload/cost projections « Predicts customer expectations « Predicts actual costs
* Basis for budget and workload forecasting « Short-term workload and cost projections « Predicts inventory costs and turns

* Major impact on strategic objectives « Major impact on overall “noise” levels - Major impact on variable costs

INFORMATION FLOW

Project Service

Plan Request — Work Order

INFORMATION FLOW

Budgeting and Planning Customer Satisfaction Workload and Costing
 Provides “factual” actual to planned « Compares actual performance « Collects labor usage - cost
* Provides performance and satisfaction info. to organizational standards

« Collects inventory usage > cost

< Improves predictability of predictions - Provides necessary performance data
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Data Consolidation

Budget, Planning &
Estimation Entry

Consolidated Reporting
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