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Management System Model
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Linkage and alignment between V2020, CEO Scorecard, Business 
Unit metrics, accountability and performance evaluations

• Initiated a Gap-Based Business Planning process

• Performance Management
1

CHALLENGE SESSION

 Management System Model
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Operational Excellence

Pena, Eugster, Moore, Kotara, 

LeBlanc-Burley

External Relationships

Shellman, Campbell, Saenz

Financial Integrity

Gold-Williams, Madison, 

Hollingsworth

Customer Relationships

Saenz, Pena 

Technology and Innovation

Moore, Eugster, LeBlanc-Burley, 

Kotara

Employee Relationships

LeBlanc-Burley

Renewables/Carbon Constraints/

Environment

Eugster, Pena, Kotara, LeBlanc-

Burley, Moore

Business Plans To be developed in uniformed format enterprise-wide. 

Reported out quarterly at SDT

Performance Evaluations

Medium: Roar or Taleo, Frequency: Annually 

Residential Customer Sat (75)

EE survey metric

Captured in the Board Assessment (AIP)

Captured in Leadership (LTIP)

Productivity-- The ratio of corporate 

revenues less all non-labor costs charged to 

the income statement divided by employee 

labor costs (including benefits) charged 

directly to the income statement. Capitalized 

labor costs are not included in the 

denominator as they are expensed to 

depreciation.  The metric will be based upon 

an average cumulative percentage change 

beginning with the CEO's installation date.

Increased Renewable Energy Supply & 

Participation -- Based on renewable 

energy contracts  and programs (14MW 

Blue Wing Solar, 150 MW Cedro Hill 

Wind, 20MW Solar) & (200M kwh sales or 

1% of our load signed up by 10,000 

Windricity Customers)  (14MW Blue Wing 

Solar, 150 MW Cedro Hill Wind, 20MW Solar) & 

(200M kwh sales or 1% of our load signed up by 

10,000 Windricity Customers)

Maintain Bond Ratings -- January 2010:  Fitch 

= AA+; S&P = AA; Moody's = Aa1  

Audit -- Successful completion of annual 

financial audit without any material weakness 

identified

Safety-- The number of recordable work-related 

injuries as defined by the Occupational Safety & 

Health Administration (OSHA) incident rate of 

≤3.0

System Average Interruption Duration Index 

(SAIDI) -- Minutes off the system to the average 

total number of retail customers served 

(Maintain performance no lower than 2nd 

quartile, with continuous improvement in trend 

as compared to annual benchmark)

Equivalent Forced Outage Rate (EFOR)-- 

Reflects both forced outages and forced derating 

that reduces available capacity (Consistent with 

industry average found in GADS data with 

continuous improvement in trend)

Equivalent Availability Factor (EAF) --  Measure 

of the maximum possible annual generation (MWh/

yr) / (Peak capacity (MW) x 8766 hrs/yr) 

(Consistent with industry average found in GADS 

data with continuous improvement in trend)

CAIDI

Accountabilities Tracked in ROAR, some w/ KPIs. Each Accountability should have a KPI attached

Tracked in KITA, reported out bi- weekly
BU KPI’s tracked by business unit reported out 

quarterly w/ Business Plans

 Major ProjectsGoals/KPIs Key  Initiatives

Challenges, 

Risks and 

Assumptions

.Maintain position as the lowest cost provider in 

Texas and among other major cities

.Be the Energy experts for our customers

.Be more visible and transparent with our customers/ 

provide proactive communications

.Provide reliable, accurate and timely outage 

communication

.Develop new and enhance existing product and 

service offerings in response to market demand

.Make it easier to do business with CPS Energy by 

completing timely and accurate transactions

.Invest in Economic Development by retaining 

commercial, retail and industrial businesses, and 

diversify the job base to increase opportunity and 

attract quality jobs

.Enhance employee trust in the management and 

leadership direction through transparency and 

communication

.Demonstrate "open door" management 

processes

.Provide Development opportunities to perform 

their jobs efficiently and accurately through 

continuous learning and cross training 

opportunities

.Create a culture where “Everyone gets home 

safely”

.Make adjustments to current organizational 

structure to promote efficiency

E
n

h
a

n
c

e
d

 K
P

Is

.Enhance public trust in CPS Energy

.Demonstrate open and accessible mgmt. and

 processes

.Retain our current structure - municipally owned,

 but not opted in to retail competition

.In conjunction with city leaders, develop and 

maintain leadership in energy efficiency and 

conservation as a "Green" city

.Participate in the legislative process to influence  

regulatory actions and minimize the cost impact on 

our community

.Support the development of pricing plans to 

facilitate financial stability and sustainability results

.Achieve the expected savings of 771 MW 

from energy efficiency initiatives

.Add 1200 mw renewable energy capacity, 

100 from non-wind services

.Provide customers with the tools research 

indicates will create sustainability

.Reduce CO2 emissions to 2005 levels by 

2020

.Monitor the progress of STP 3&4 

development to support DOE loan guarantees, 

ensuring CPS Energy customers gain the 

benefits of low cost carbon-free energy 

.Develop plan to link to Mission Verde

.Publish a Sustainability Report

.Be a partner in the testing of technologies that 

promote sustainability and internal efficiencies

.Gain customer input in product design and 

deployment to understand the value proposition 

and create the desired behavior

.Deploy systems that promote cost effective use 

of company resources and create customer value

.Remain the public power leader in renewable 

energy deployments, including wind and solar 

technologies, and geothermal heating/cooling

.Produce Revenue Requirements in support of 

the Rate Adjustment Process

.Maintain financial integrity as evidenced by 

strong financial metrics that benefit all CPS 

Energy stakeholders

.Enhance the rigor/discipline to the planning 

process to support external relationships

.Manage all aspects of the budget and resource 

planning process in a transparent manner with 

regards to our owner

Small/Medium Business Customer Sat

Large/Key Business accounts Customer Sat
Enhanced SAIDI and SAIFI 1st Quartile?

Enhanced EFOR and EAF benchmark?

Overall Budget oversight

System Average Interruption Frequency Index 

(SAIFI) -- Measure of the number of times the 

average customer experiences an interruption in 

supply (Maintain performance no lower than 2nd 

quartile, with continuous improvement in trend as 

compared to annual benchmark) 

.Be a provider of highly reliable, competitively 

priced energy to our customers

.Efficient management, maintenance and 

modernization of an expanding grid, gas system 

and generation assets to meet environmental 

requirements and serve a growing community

.Continue to strive for mechanical and error free 

operations

Clean Air Interstate Rule (CAIR) 

Regulations

Compliance Assurance Monitoring (CAM) 

Compliance
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Strategy for 

Near Term (1-

2yrs) and Long 

Term (3-5yrs)

Debt to capitalization Ratio

Communicate w/ 100% of customers for 

outage communication service within 5 mins

Revenue to new products and services ratio

Wholesale Power profit margin

Retention/Turnover

Succession Planning for L3s and L2s

Management of Rate Case Strategy and 

Development

Distributive Generation 

Fleet Management

Ownership (“Solar Mecca”)

Public Hybrid Electric Vehicles (PHEVs)

Network Availability

Enhanced Safety Metric

Bi-monthly reports to City Council; regular 

meetings with City Staff

Gas Market Penetration

Gas Earnings Before City Payment

Energy Efficiency / Conservation -- 

Metric is annual increase in demand 

reduction through the use of energy 

efficiency (Additional 45MW of reduction 

through STEP)

Office of the President 10.18.10

LEED Certification

Metrics Hierarchy
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CEO Accountable 

to Board

BU/BA Leader 

Accountable to 

CEO

Metric Owner 

Accountable as 

Defined in Metric 

Template

Metric Owner 

Accountable to 

BU/BA Leader

Tier 1

Tier 2

Tier 3

Tier 4

• Business Unit/Area Leader Scorecard

— Every relevant metric from CEO 

Scorecard

— Other critical BU/BA success 

measures

• Business Unit Scorecard

— Metrics that support attainment of 

BU/BA scorecard

• Business Unit Supporting Metrics

• Not Required for Current 

Planning Cycle

• CEO Scorecard

— As defined in Vision 2020

Customer 

Relationships

Employee 

Relationships

External 

Relationships

Renewables/ 

CC/ Env.

Tech & 

Innovation

Financial 

Integrity

Operational 

Excellence

Credit Risk Management: 

Liquidity & Concentration
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Customer Contact Service 

Level

4

Historical, Actuals & Targets Gap Analysis

• Enhance systems to 

allow for more self-

service functionality

• Improve existing 

systems to allow  

current staffing levels 

to become more 

productive  

• staffing Issues

– Attendance

– Vacancies

Root Causes

Historical Actuals Latest Est. Targets GAP

FY 2009 FY 2010 FY 2011 FY 2012 FY 2013 FY 2010-13

61% 70% 70% 72% 75% 5%

# Initiative Name Amount of Gap Closure

RE.SVL.001 System Enhancements to Allow More Online Customer Self-Service 20% of Gap

RE.SVL.002 System Enhancements to Improve CSR Productivity 30% of Gap

RE.SVL.003 Attendance 30% of Gap

RE.SVL.004 Staffing 20% of Gap

G
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o
d

Initiatives TargetFY 2010Historical LE Target Industry Top Quartile

Wholesale Margin 

Initiatives
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#
Initiative 

Name
Initiative Description

Amount 

of Gap 

Closure

Key Milestones / Actions

Description
Start 

Date

Due 

Date

ED.WHM.001 Optimization of 

sales, long term 

versus mid and 

short term

Develop and implement process 

for determining sales targets 

across long, mid, and short term 

book, optimizing wholesale sales 

and balancing risk and return.  

(Process reviewed annually)

Owner: John C Bonnin

50%

Identify and scope issues, contributing 

factors, and desired outcomes (JCB)
2/1/11 3/30/11

Identify sources of data and develop  

high level tool descriptions (JCB)
2/15/11 3/15/11

Spec and develop decision support 

tools/systems  (JCB)
5/1/11 6/30/11

Develop, review, approve and deploy 

tools and models (JCB)
7/15/11 9/1/11

Report results , benchmark, and refine 

tool (annually beginning end of first 

year) (JCB)

9/15/11 1/1/12

ED.WHM.002 Upgrade  and 

Improve Margin 

and Fuel 

forecast 

process

Develop and deploy more 

accurate and reliable fuel 

forecasts and sales forecasts.  

(Forecast process to be 

reviewed and validated annually)

Owner: John C Bonnin

50%

Review and map current process  (JCB) 2/1/11 3/15/11

Meet with consultant to sketch out high-

level approach to upgraded forecasts  

(JCB)

3/15/11 4/15/11

Develop scope of work and project 

timeline for upgraded forecast 

methodology (JCB)

4/1/11 5/15/11

Develop, review, approve and deploy 

new forecast methods (JCB)
6/1/11 8/31/11

Benchmark new forecasts against prior 

forecasts and actuals (JCB)
9/1/11 1/31/12

Initiative Financials
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# Initiative Name

Included in Approved 

Budget ($000s)

FY 2012

Not Included in 

Approved Budget 

($000s) FY2012

Projected ($000s)

FY 2013

Remaining Costs 

Estimate ($000s)

Annual Recurring Costs 

($000s)

Capital O&M Capital O&M Capital O&M Capital O&M Capital O&M

FS.EEI.001 180 Reviews of 

Management $0
$72.9

(travel)
$0 $0 $0

$72 .9 

(travel)
$0 $0 $0

$72 .9 

(travel)

FS.EEI.002 Communications / 

Celebrations $0
$72.9 

(travel)
$0 $0 $0

$72 .9 

(travel)
$0 $0 $0

$72 .9 

(travel)

FS.EEI.003 Behavioral 

Principle Work 

Sessions

$0
$72.9 

(travel)
$0 $0 $0

$72 .9 

(travel)
$0 $0 $0

$72 .9 

(travel)

FS.EEI.004 Division 

Engagement

Teams

$0

$11,576 

(FS Total 

Labor)

$0 $0 $0

$12,094 

(FS Total 

Labor)

$0 $0 $0

$12,094 

(FS Total 

Labor)

FS.SLB.001 LPPC

Participation $0
$72.9

(travel)
$0 $0 $0

$72 .9 

(travel)
$0 $0 $0

$72 .9 

(travel)

FS.SLB.002 Ratings Agencies 

Communi-cation 

Plan / In-Person 

Meetings.

$0
$72.9 

(travel)
$0 $0 $0

$72 .9 

(travel)
$0 $0 $0

$72 .9 

(travel)

FS.SLB.003 Financial Planning 

Risk Analysis $0
$72.9 

(travel)
$0 $0 $0

$72 .9 

(travel)
$0 $0 $0

$72 .9 

(travel)

FS.SLB.004 Investors 

Relations Plan $0

$11,576 

(FS Total 

Labor)

$0 $0 $0

$12,094 

(FS Total 

Labor)

$0 $0 $0

$12,094 

(FS Total 

Labor)

FS.FIA.001 Financial Training: 

Historical 

Accounting

$0

$11,576 

(FS Total 

Labor)

$0 $0 $0

$12,094 

(FS Total 

Labor)

$0 $0 $0

$12,094 

(FS Total 

Labor)

Mission and Statistics

Mission

• The Sustainable Growth Business Unit develops strategies and supports initiatives that facilitate CPS 

Energy’s transformation from a successful conventional energy company to a utility focused on sustainable 

resources, practices, programs enabling long-term growth for our community. We look to accomplish this task 

through the increased use of renewable energy sources, stepping up energy efficiency programs across the 

community, environmental management, targeted technology research and development and long-term 

strategic planning initiatives.

SGO Statistics

• Four groups within SGO

• Long term Integrated Resource Planning

• Environmental Planning, Compliance, & Sustainability

• Energy Technology and Innovation

• System Measurement & Technology

• Headcount:  78 FTEs

• FY 2012 O&M Budget:  $10.2M

• FY 2012 Capital Budget:  $16.9M

• Sets overall corporate strategy and works with business units to implement programs aligned with strategy

• Face to the community regarding CPS Energy’s path toward sustainability
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Legal Business Plan

Gas Business Plan

Doyle Beneby

President and CEO

Reviewed By:

Paula Gold-Williams Ed Belmares

EVP, Treasurer and CFO VP, Chief of Staff

Reviewed By:

Company Confidential

2012 - 2013 Enterprise Business 
Revision 0

March 4, 2011

Approved By:

Business Plan Rollout

Lessons Learned

Sustainability Process

(e.g., Business Planning 

Procedure, Metrics and 

Initiatives Tracking, 

Review Meetings)

Revisions, 

Reconciliation, and 

Finalization

• Identified strategic drivers • Developed metrics hierarchy • Defined metrics and targets • Conducted root cause and 

gap analysis

• Conduct challenge sessions • Developed mission, statistics, 

risks, assumptions & strategies

• Defined initiative financial 

requirements

• Developed initiatives to close 

gaps in performance

• Revise based on feedback in 

challenge sessions

• Complete enterprise section 

and compile

• Develop rollout plan and 

lessons learned

• Develop sustainability 

process

We 
Are 

Here



Feb 2
nd

Load Shedding
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• CPS Energy is critically self-assessing performance

 Created a high impact team to perform the assessment

 Conducted a detailed lessons learned session

 Primary deliverables, due by March 4  

1. Timeline of events: what we did and when did we do it  
2. Analysis of events: report detailing what happened and why 
3. Lessons learned: critical self assessment of what we learned (positive/negative)
4. Corrective Action Plan: project plan to implement the lessons learned

• Responding to numerous external inquiries

• Committed to remaining accountable to stakeholders

Document the 

Timeline 

Analyze the 

Events

Perform 

Lessons 

Learned

Plan and 

Implement 

Corrective 

Actions



Legislature could shift natural gas role in 

Texas energy future
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• CPS Energy Progress

 CPS Energy will continue dialogue with the Lieutenant 
Governor’s staff

 CPS Energy is exploring the option to pursue a third 
party partnership

"Lt. Gov. Dewhurst is interested in gradually increasing the use of cleaner-burning 
Texas natural gas through market-based incentives, so we can continue to 

improve air quality, create more Texas jobs, increase our energy independence 
and provide for the future energy needs of our growing population," 

-Dewhurst spokesman Mike Walz



STP 3&4 Update
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• Department of Energy Loan (DOE) Guarantee    
Interagency Process

 Application has been reviewed by the DOE Credit Committee 

with conditional approval

 The application is awaiting Office of Management & Budget and 

Treasury review

 The DOE Credit Review Board would have final approval

 The Executive Branch would formally sign off indicating 
conditional approval

• NRG has approached CPS Energy to discuss options


