PUC MEI Implementation Plan  


[image: image1.jpg]



PPL Electric Utilities Corporation

Management Efficiency Investigation Implementation Plan
Submitted In Response
To The Recommendations In The
Management Efficiency Investigation Audit Report
Prepared By The

Pennsylvania Public Utility Commission

Bureau of Audits

Issued September 2012
Docket No. D-2012-2285343
October 12, 2012
Chapter III – Affiliated Interests and Cost Allocations

Recommendation III.1 
Submit for Commission review and approval an updated affiliated interest agreement which identifies each affiliate company that PPL Electric Utilities receives services from or provides services to, which should include information regarding the services rendered or received and a description of the cost allocation methodology applied.
Response:  Accept 

PPL Electric filed with the Commission an updated Affiliated Interest Agreement on August 7, 2012 that includes the following changes:

1. The corporate names of PPL Electric and the holding company will be corrected in the agreement.  In addition, a list of all current affiliates will be attached to the agreement.  In the future, PPL Electric will update that attachment to reflect any changes in those affiliates.
2. The description of services will be expanded and clarified to accurately reflect services that will be provided by PPL Electric to its affiliates, and services that will be provided by the affiliates to PPL Electric.

3. A description of the currently approved three-factor allocation methodology will be included in the agreement.

Implementation Plan: 

	III.1 Implementation Milestones
	Date (Actual/Estimated

	File an updated “umbrella” Affiliated Interest Agreement with the Commission
	September 2012 A


Responsible Manager:
Joseph M. Kleha, Manager – Regulatory Compliance


and Rates
Chapter III – Affiliated Interests and Cost Allocations

Recommendation III.2 
Perform periodic assessments of the services provided by PPL Services to market relative to cost and level of service and, as appropriate, strive to improve PPL Service levels to become competitive with the market.
Response:  Accept 
PPL Electric accepts the recommendation to compare the internal cost of services provided between PPL Electric and its corporate affiliates to market rates on a periodic basis and document the actual savings realized from any resultant changes.  

PPL Electric anticipates developing and releasing a Request for Information (RFI) to consultants in order to assess alternative approaches to performing a comparison of service levels between internally-provided and market-provided services.

Implementation Plan: 

	III.2 Implementation Milestones
	Date (Actual/Estimated)

	Continue to compare the internal cost of services provided between PPL Electric Utilities and their corporate affiliates to market rates on a periodic basis
	Ongoing E 

	Develop and release RFI to identify alternative approaches to compare service levels between internally-provided and market-provided services.
	

	Document the actual savings realized 
	Ongoing E


Responsible Manager:
Carey Brinckman, Manager - Corporate Budgeting
Chapter IV – Operations and Electric Reliability

Recommendation IV.1 

Develop methodologies to assess asset health and consider including a risk based approach for repair/replacement of equipment.
Response:  Accept

PPL Electric agrees with Audit Staff’s assertion that a robust distribution line inspection program can provide benefits to electric service reliability. PPL Electric believes that its current approach utilizing a Circuit Performance Index (CPI) to prioritize circuits for foot patrols, in conjunction with performing thermography inspections on multi-phase circuits, is a cost-effective means by which to improve reliability. PPL Electric performs condition-based overhead line inspections as indicated by circuit performance based on CPI score and an analysis of line outages.

PPL Electric conducted an overhead line visual inspection cost benefit study in 2010.  This study calculated a reliability benefit as a probability that inspections and the associated repairs will reduce equipment failure service interruptions.  The overall probability is the product of (a) the probability that an equipment failure service outage is preceded by a visible condition, (b) the probability that the visible condition exists at the time of inspection, (c) the probability that an inspector actually detects a condition that exists and (d) the probability that the condition is repaired before a service interruption occurs.  For seven of the thirteen overhead distribution component codes, actual inspection data established little likelihood of visible conditions preceding failure.  For the remaining six component codes, subject matter experts were surveyed.  The resulting probability estimates were applied to actual service outage data to estimate avoided Customer Minutes Interrupted (CMI) per mile.  The inspection and repair cost per mile divided by CMI avoided per mile yielded an estimate of cost per CMI avoided.  

The study also estimated avoided CMI/mile for visual inspections that follow infrared inspections because there is significant overlap between the two methods:  infrared identifies both visible and hidden defects in current carrying components, while visual inspection detects only visible defects in electrical and mechanical components.  

PPL Electric concluded that, although universal overhead visual inspections are not cost-effective, targeted visual inspections have more value.  In a typical year, less than 15% of the circuits are responsible for 80% of equipment failure CMI.  

Consequently, PPL Electric employs the condition-based visual inspection approach described above, combined with Expanded Operational Reviews, field checks and overhead inspections in conjunction with pole inspections.   

PPL Electric currently is embarking on an evaluation program to assess the health of transmission and distribution substation transformers, batteries, circuit breakers, as well as distribution line PMH switch cabinets. These assets were chosen for their data availability, as well as high financial and reliability impact. For this study, PPL Electric is partnering with Kinectrics, a global leader in asset management, to leverage their extensive experience of industry best practices to develop health and criticality matrices to support a capital replacement strategy. This study will assign a health score for each individual asset derived from test and inspection results, maintenance activities, documented manufacturer issues, and asset outage history. Criticality matrices will be developed for transformers and circuit breakers taking into consideration the reliability impact of an asset failure. The combination of health and criticality will yield a risk score for each asset. Resulting risk scores will identify assets in need of action and be used to facilitate repair vs. replacement decisions. 

Risk scores also will be used in conjunction with financial considerations to create an optimized replacement program, as well as a maximum deferral plan. Both plans consider capital replacement costs compared to ongoing cost to maintain in order to achieve the most efficient use of resources. Upon completion of this initial study, PPL will re-evaluate the benefits received from this initiative and determine if conducting asset health evaluations with other asset classes is justified.
Implementation Plan: 

	IV.1 Implementation Milestones
	Date (Actual/Estimated)

	Evaluate cost effectiveness of Asset Condition Assessment.
	May 2012 A

	Select consulting services to support in condition assessment
	June 30, 2012 A

	Determine asset classes for inclusion in initial study
	September, 2012 A

	Develop algorithm to be used to asset health calculation
	November 15, 2012 E

	Develop and implement risk evaluation methodology
	December 14, 2012 E

	Aggregate data to support creation of health indices
	January 31, 2013 E

	Receive results of Asset Condition Assessment
	May 31, 2013 E

	Incorporate changes as appropriate into the 2014-2019 business plan.
	July 31, 2013 E

	Study effectiveness of initiative; determine if expansion is justified
	December 31, 2014 E


Responsible Manager:  Stephen Gelatko, Manager – Distribution Asset Management
Chapter IV – Operations and Electric Reliability

Recommendation IV.2 

Strive to reduce equipment failure and tree related outages.
Response:  Accept
PPL Electric agrees with the Audit Staff’s assertion that electric service reliability can improve by reducing the frequency of interruptions due to equipment failure and trees-not-trimming-related cases of trouble.  As a result, for many years, PPL Electric has had in-place a portfolio of robust and comprehensive inspection and maintenance programs that effectively reduce the likelihood of incurring these two types of service outages. 

Regarding plans to reduce service interruptions due to equipment failure, as is noted in the response to recommendation IV .1, PPL Electric conducted a cost/benefit analysis of its distribution line inspection program and identified opportunities for improvement that will result in a reduction of cases of equipment failure over time.  

PPL Electric employs various programs to proactively replace equipment which has been identified as prone to failure, including copper-weld overhead distribution lines, paper-insulated lead cable, manholes and vaults with known structural problems, submersible transformers nearing the end of their life, and numerous pole-top components (Distribution Circuit Performance Improvement Process). PPL Electric is in the early phases of evaluating the effectiveness of these programs as they roll out. PPL Electric also overhauls circuit reclosers and sectionalizing devices on an 8-year cycle.

PPL Electric recently filed a Long term Infrastructure Improvement Plan (LTIIP) with the PUC, which contains many specific programs aimed at proactively replacing aging infrastructure and targeting the improvement of deteriorated equipment.  The Long Term Infrastructure Improvement Plan is a continuation of the Asset Optimization infrastructure replacements, in addition to various other prudent capital investments to ensure the safety and reliability of the distribution system.  The investments are expected to mitigate the growth in equipment failure projections in the short-term and eventually reverse the trend in the long-term.  Equipment failure trends and asset-specific contributions to system-level reliability metrics are analyzed on an ongoing basis to ensure funding is invested appropriately.

PPL Electric recently implemented a daily screening call for failed equipment. On this call, all prior day failures are discussed, fixes are prioritized through a standard process, and standardized required dates are set. As a result of this new business process, the amount of unaddressed known equipment issues has plummeted.  It is expected that this process will reduce the reliability risk on the system by handling all known issues in reasonable timeframes.

Regarding plans to reduce interruptions due to trees-not-trimming-related, PPL Electric has changed from four-year-urban and six-year-rural trim cycles to four-year-south and five-year-north trim cycles. The new trim cycles are based on vegetation growth rates occurring above and below the Blue Mountains, and should more effectively address vegetation mitigation needs on those circuits historically exhibiting the highest number of cases of vegetation-related trouble. Reliability performance criteria continues to be factored into the prioritization of the circuits on an annual basis to help ensure vegetation management work occurs in areas that will yield a high return on investment in terms of reliability benefit.

Additionally, PPL Electric employs “prescriptive clearing” along circuits exhibiting unsatisfactory reliability performance due to vegetation-related outages, and has enhanced vegetation management service contracts to include incentives and penalties based upon resulting reliability performance.

PPL Electric realizes Danger Trees are the cause of a significant portion of outages and will increase funding for hazard tree removal.  In 2013, PPL Electric will increase its focus on hazard tree removal, allotting additional funds to this area. Process changes will be implemented to eliminate cost barriers that contractors encountered in the past related to the removal of these trees.
Implementation Plan: 

	IV.2 Implementation Milestones
	Date (Actual/Estimated)

	Implement improved screening process to ensure most vulnerable equipment is prioritized.
	July 2012 A

	Develop metrics to ensure equipment issues are addressed in a timely manner.
	July 2012 A

	Develop a Long Term Infrastructure Improvement Plan and incorporate into the business plan.
	September 2012 A

	Continue Distribution Circuit Performance Improvement Process and evaluate effectiveness.
	October 2013 E

	Streamline danger tree removal process. Secure additional funding.
	2013 E


Responsible Managers:
Stephen Gelatko, Manager – Distribution Asset Management

William Klokis, Manager – Vegetation Management
Chapter IV – Operations and Electric Reliability

Recommendation IV.3 
Explore the feasibility of utilizing condition-based maintenance triggers for substation equipment.

Response:  Accept

PPL Electric currently is in the Definition and Discovery phase of a project to implement condition-based maintenance for substations.

The objectives of this effort include:

· Defining complex algorithms that can be used to mathematically identify assets for replacement or maintenance

· Evaluating technologies that can be leveraged to compute the algorithms
· Re-configuring WAM and CASCADE to hold computed asset health indicators and generate work requests
· Evaluating and implementing a mobile solution that allows for real-time capture of inspection and repair data
The projected benefits include:
· Provide a systematic, sustainable approach to asset maintenance

· Maintain customer reliability expectations

· More efficiently meet PUC and NERC standards

· Provide improved operational information to drive capital replacements

· Extend equipment life

· Reduce failure rates 

· Control O&M spending while maintaining reliability

· More timely and accurate budget forecasting

Implementation Plan: 

	IV.3 Implementation Milestones
	Date (Actual/Estimated)

	Create a business case to justify the IT costs of developing condition based maintenance functionality for substations
	September 2012 A

	Develop a triggering mechanism to automatically create a Work Request when operational thresholds are exceeded.
	December 2013 E

	Develop algorithms to determine when maintenance is required
	December 2013 E

	Evaluate technologies (e.g. OSI PI) that can be leveraged to compute the given algorithms.
	December 2013 E


Responsible Manager:
Stephen Gelatko, Manager – Distribution Asset Management
Chapter IV – Operations and Electric Reliability
Recommendation IV.4 
Explore and implement the most efficient and practical solution to conduct and record distribution, transmission and substation inspections.
Response:  Accept
PPL Electric has a 5-year strategy for additional mobile applications and processes.  Included in this strategy are the development and/or enhancement of database(s) to store substation, transmission, and distribution inspection results.  Electronic inspection forms also will be developed that can be completed in the field by the personnel performing the inspection.  The inspection results recorded on the electronic inspection forms then will populate the database(s) through an interface.
A pilot will be conducted in Q4 of 2012 to provide CASCADE mobile inspection functionality to substation specialists.  The pilot will be reviewed to determine if the quality of the inspection information and efficiency of the inspection process improves with the use of mobile devices.  If improvements are found, PPL Electric will pursue pushing this functionality out to other inspection types on the Distribution System.

PPL Electric has a few third-party vendors that collect and store inspection information.  This information is freely visible to PPL Electric through access to the vendor’s asset repositories.  Starting in 2013, PPL Electric will begin an effort to acquire this information and store it alongside other asset information that it stores in its enterprise asset management system.  Doing so will give PPL Electric a single place to review all relevant asset information.  Currently helicopter patrol, pole inspection, and underground cable remediation information is held with third parties.
Implementation Plan: 
	IV.4 Implementation Milestones
	Date (Actual/Estimated)

	Kick off pilot program performing mobile substation inspections using CASCADE.
	September 2012 A

	Evaluate pilot program
	3Q 2013 E

	Integrate third-party databases that contain PPL Electric asset information into PPL Electric’s Enterprise Asset Management System
	December 2013 E

	Develop business case to move distribution inspections to electronic format
	March 2014 E


Responsible Manager:
Stephen Gelatko, Manager – Distribution Asset Management
PUC Audit Implementation Plan  

Chapter IV – Operations and Electric Reliability

Recommendation IV.5 
Strive to reduce the number of customers experiencing multiple service interruptions per rolling 12-month period.
Response:  Accept
PPL Electric agrees with Audit Staff’s assertion that reducing the number of customers experiencing multiple interruptions (CEMI) is an important mechanism to increase customer satisfaction, as well as improve electric service reliability. To ensure a focus on this component of reliability, PPL Electric has various CEMI performance goals, and very actively communicates CEMI results across the organization. 

To further strengthen PPL Electric’s CEMI management capabilities, a cross functional CEMI Task Force was created with the goal of preventing or reducing the number of customers experiencing multiple service interruptions to less than ten per year, as well as to communicate in an effective and timely manner with these customers when service interruptions do occur.  CEMI performance is monitored closely by the system reliability group, regional distribution planners and reliability supervisors to identify cost-effective solutions that are submitted to the CEMI Task Force.  The Task Force maintains a prioritized list of approved submitted projects based upon prior year CEMI results and authorizes projects based upon available funding.
The CEMI program is structured around three key attributes:
· Anticipate – analyze, predict and attempt to prevent multiple service interruptions from occurring.
· Mitigate – when multiple service interruptions occur, determine root causes, develop solutions, and ultimately implement corrective actions to help in reducing the risk of future service interruptions.
· Communicate – following multiple service interruptions, contact customers to inform them that PPL Electric is aware that a service interruption has occurred, provide the cause of the service interruption and its plans to prevent future service interruptions, among other pertinent details.  In addition, when solutions are implemented, contact customers and advise them of the improvements made.  Customers are contacted if they have had ten or more service interruptions in a previous year and if they have five or more blue sky service interruptions in a rolling 12-month period. 

There are two metrics that PPL Electric currently tracks - customers experiencing more than three service interruptions, and customers who experience ten or more service interruptions in a calendar year.  The goals are to limit the number of CEMI > 3 customers to 5% of the PPL Electric customer base, and limit the CEMI ≥10 customers to 150.  As a result of the CEMI Task Force process, there have been many positive effects realized from the CEMI program.  Typically once a customer has been a CEMI ≥10 customer, they do not repeat.  Only 22 of the 314 CEMI ≥ 10 customers in 2011 have seen more than three service interruptions this year (through the end of August).  In addition, the maximum number of service interruptions has reduced from 16 in 2009 to 12 in 2010 and 2011.  Industry benchmarking shows many companies having 15, 20 and, in one case, 40 individual customer service interruptions in 2011.  The average service interruption duration for these CEMI ≥10 customers also has decreased.  

The CEMI Task force recently improved its capability to impact this metric by implementing a method to perform emergent tree trimming along circuits with high CEMI customers.  The emergent tree trimming process allows for hazard tree removal in these poor reliability areas to mitigate immediate service interruptions on the circuit, while long-term solutions can be planned, engineered, and constructed.

The Task Force will revise the CEMI procedures for planning projects and review the associated customer communications in order to ensure that they are improving customer satisfaction in the most effective way.  This will include developing a metric to track service interruptions over a rolling 12-month period, which will provide visibility to recently experienced customer outages.
Implementation Plan: 
	IV.5 Implementation Milestones
	Date 
(Actual/Estimated)

	Develop CEMI Project Ranking procedure
	1/30/2012   A

	Develop Emergent Vegetation process
	1/30/2012   A

	Update & improve CEMI procedures
	12/31/2012 E

	Implement rolling 12-month CEMI metric
	1/15/2013   E


Responsible Manager:
Stephen Gelatko, Manager – Distribution Asset Management
PUC Audit Implementation Plan  

Chapter IV – Operations and Electric Reliability

Recommendation IV.6 
Strive to further improve and develop methods and technologies aimed at preemptively identifying outages.
Response:  Accept
Presently, PPL Electric effectively integrates the advanced meter infrastructure (AMI) with the outage management system (OMS) to determine service outage location and more quickly restore its customers.  This has been accomplished through a series of efforts to constantly evaluate and implement methods to further improve the accuracy of AMI data with OMS information at the location of service outages. 

PPL Electric will evaluate improvements to the utilization of the AMI data with OMS through the development of a business case.  The business case will focus on additional improvements identified through the utilization of the AMI data to more accurately pinpoint the location of the service outage.  This will aid in dispatching crews to the right locations to improve restoration efforts.  In addition, PPL Electric plans to investigate methods to proactively identify service outages before the customer contacts PPL Electric.
PPL Electric has researched advanced methods to pilot a mechanism to proactively submit a service outage without having to rely on a customer to report it. The proactive outage detection pilot currently is in testing and deployed in production for a limited number of feeders. The pilot will run through the remainder of 2012. Full implementation will depend upon successful pilot results and tentatively is planned for 2013.  
As outlined in its Long Term Infrastructure Improvement Plan, PPL Electric is embarking on a long-term strategy to dramatically improve system reliability through the implementation of advanced Distribution Automation technology.  The strategy includes deploying intelligent sensors, processors and communication technologies on distribution equipment which will allow for remote monitoring and operating of assets in an optimal manner with and without operator intervention.  By 2018, over 2,300 distribution devices will receive this capability, and directly impact nearly 50% of customers.

By having near-instantaneous information on distribution faults, PPL Electric will be able to actively route power around faulted circuits and restore as many customers as possible very quickly.  By the end of 2014, an advanced Distribution Management System will be in place which will have the capability to control those smart Distribution Assets without user intervention, thus minimizing customer service outages.  The Distribution Management System will be integrated with the Outage Management System to ensure the most up-to-date customer interruption data can be seen by all internal storm management personnel, as well as customers.
Implementation Plan: 

	IV.6 Implementation Milestones
	Date (Actual/Estimated)

	Enable real-time view of smart grid devices to operators
	July 2012 A

	Service outage AMI detection pilot in Harrisburg region.
	December 2013 E

	Develop and implement Distribution Management System to automatically detect customer interruptions
	December 2014 E

	Employ distribution automation coverage to approximately 48% of all circuits and customers.
	December 2018 E


Responsible Manager:
Stephen Gelatko, Manager – Distribution Asset Management
Chapter VI – Materials Management 

Recommendation VI.2 
Strive to further increase PPL Electric Utilities performance at providing sufficient lead times for Supply Chain to procure and fill material requests.
Response:  Accept 
PPL Electric implemented a new Work Management system in the period March through June, 2012.  There has been a learning curve to using the new tool.  As such, the Company’s performance in this area has decreased from 80% to 59%.  The Company has initiatives underway to improve its performance.  The Company has established weekly Work Management Review calls to discuss performance gaps with all key stakeholders in the process, including Work Management, Logistics, and Engineering.  In addition, the Company has formed several Work Management process improvement teams to improve the current processes and make them more efficient.
Implementation Plan: 

	VI.2 Implementation Milestones
	Date (Actual/Estimated)

	Monitor performance and take corrective actions as appropriate 
	Quarterly E


Responsible Manager:
Jill Walter – Manager –Work Control & Coordination 

Chapter VI – Materials Management  

Recommendation VI.3 

Work to further reduce inventory levels and increase inventory turnover to at least 3.0 turns.
Response:  Partially Accept
PPL Electric agrees that optimizing inventory levels will increase turnover and can offer significant savings; however, it believes that striving to increase the inventory turn ratio from to 3.0 is beyond reach.  

PPL Logistics, in conjunction with PPL Electric, will strive to increase its inventory turn ratio to at least 2.0 turns.  

To achieve an average turn ratio of at least 2.0 turns, PPL Electric will:

1) Perform an extensive review of inventory quantities for 30-45 potential excess/obsolete inventory items on a bi-weekly basis and promptly disposition outdated items.
2)  Continue the discipline of returning unused or over max inventory to the CDF.  This process shifts inventory from satellite locations and concentrate it at the CDF, where it will be more readily used across the system. 

3) Enforce the process for Supply Chain to identify excess and obsolete material on a quarterly basis.    

Implementation Plan: 

	VI.3  Implementation Milestones
	 Date (Actual/Estimated)

	Define process to identify and disposition excess/obsolete inventory items.
	December 1, 2012 E

	Identify, on a quarterly basis, additional excess/obsolete inventory items.  Disposition as appropriate 
	Quarterly


Responsible Manager:
Elias Cekovic, Manager – Logistics Services
Chapter VI – Materials Management 

Recommendation VI.4 
Strive to further reduce the volume of inventory returns by more closely aligning material requests with material needs.
Response:  Accept
PPL Electric implemented a new Work Management system in the period March through June, 2012 that is more closely integrated with the Company’s Material Demand system.  Once engineering is completed and the work is scheduled with crews a minimum of three weeks in the future, the material request is visible to Logistic Services in the Material Demand system.  The Company is developing a metric to measure the percentage of work that is locked down in the five-week schedule.
Implementation Plan: 

	VI.4 Implementation Milestones
	Date

 (Actual/Estimated)

	Develop a metric to monitor the percentage of work that is locked down in the five-week schedule.
	December 31, 2012 E

	Establish a ‘target’ percentage for the metric to monitor schedule lock down.
	March 31, 2013 E

	Monitor performance and take corrective actions as appropriate.
	Monthly  E


Responsible Manager:
Jill Walter – Manager – Work Control & Coordination
Chapter VII – Customer Services

Recommendation VII.1 
Strive to reduce the number of customer terminations and decrease bad debt expense by monitoring the success of ongoing programs and procedures and making adjustments as necessary.
Response:  Accept

PPL Electric recognizes that customers in arrears often require more frequent contacts and additional information to keep their account balance from entering the termination process.  On an on-going basis, technical and commercial options are reviewed, and when economically feasible, changes are made.  

In addition to the actions taken from the prior ME Audit, in 2012 PPL Electric is implementing four new collections related initiatives which are expected to substantially reduce write-offs and related collection actions in the long term (3-5 years).  Information about these programs was presented to PUC staff in August 2012, including a new risk ranking system, real time posting project, business intelligence project, and increased field productivity.  These programs are described below.  In the early stages of implementation these initiatives will collectively have the effect of increasing collections activity, until overdue balances have decreased, after which a lower level of sustained collection activity will likely be possible unless prices or economic conditions cause overdue balances to grow again. 
Implementation Plan: 

	VII.1 Implementation Milestones
	Date (Actual/Estimated)

	Objective: Implement a new, more refined risk ranking system to refine our ability to work longer with customers likely to pay overdue balances, while recognizing sooner those requiring termination.

Project:  PPL Electric’s Customer Services Department implemented the commercial produce offered by TSI, and installed at many utilities.  Although only early results are available, PPL Electric will evaluate results after the 2012 collection season concludes.


	May 2012 A

	Objective: Eliminate erroneous field trips and customer terminations for non-payment, by installing a system that allows PPL Electric to recognize real-time when a customer has paid through a third party earlier in the day (currently not known till 3 p.m.).

Project:  The custom Real Time Posting project is underway as of September 2012, and is expected to be completed in Q1 of 2013, in time for the onset of collections season.  An additional benefit of this project will be reducing the customer fee by $1.00 for payment through a third-party, by enabling a link to their services on PPL Electric’s customer website.
	March 2012 E

	Objective: Analyze customer collection paths at the account level, to enable more targeted and refined strategies to work with overdue customers.

Project: A “business intelligence” system has been selected and is being installed.  The system will sequester customer account data into a specialized database and query / reporting system to gain deeper understanding of customer collection patterns.  The system selected was a commercial system called the Customer Behavioral Analysis Engine offered by Oliver Wyman Consulting.


	January 2013 E

	Objective: Increase field productivity, to enable more metering and collections work to be completed with the same workforce, without increasing costs to customers.

Project:  PPL Electric Customer Services has implemented reporting improvements and a route visualization tool, both of which enable supervisors to coach field staff on opportunities to make their routes and work more productive.  As a result, this year PPL Electric will be able to complete a higher volume of work with the same resources compared to same time last year.
	May 2012 A


Responsible Manager:
Mark Velicer, Director – Revenue Assurance & Regulatory Operations
Chapter VIII – Fleet Management 

Recommendation VIII.2 

Develop and maintain KPIs for each vehicle class and track actual performance against the KPIs.
Response:  Accept 

Transportation Services currently is in the process of revamping all KPIs for all vehicle classes with the focus on maintenance costs, availability and O&M impact. These new KPIs will enhance Transportation Services’ evaluation of each vehicle’s maintenance cycle and suitability for replacement. Implementation will be complete by February 2013.

Implementation Plan:
	VIII.2 Implementation Milestones
	Date (Actual/Estimated)

	Develop KPIs to effectively measure vehicle operating costs.
	February 2013 E

	Develop and publish a Transportation Services’ KPI Report.
	Quarterly


Responsible Manager:  John Adkisson, Manager – Transportation
Chapter VIII – Fleet Management 

Recommendation VIII.3 
Review and update the vehicle life cycle analysis by vehicle class periodically to support the vehicle replacement life cycles that are being used.
Response:  Accept 
PPL Electric does realize that, with changes in vehicles used, efficiency of newer model vehicles and increased/decreased usage of the fleet, each specific vehicle classes’ lifecycle needs to be continually evaluated.  Transportation Services is in the process of acquiring a Lifecycle Analysis comparison module from the company that conducted a fleet benchmarking study in 2012. This tool will provide comparative Life Cycle Analysis (LCA) strategies (by vehicle class) used throughout PPL Electric’s region by companies with similar fleets and utilities.  

The vehicle lifecycles currently used by Transportation Services will be analyzed with this module to identify cost-ineffective vehicle classes.  The results of this analysis will determine whether the current life cycles are appropriate, or need to be modified. 

Implementation Plan: Transportation Services will develop a new fleet Lifecycle Cost Analysis model before the beginning of the 2013 fleet purchase cycle.

	VIII.3 Implementation Milestones
	Date (Actual/Estimated)

	Develop and perform a new fleet Lifecycle Cost Analysis
	February 2013 E


Responsible Manager: John Adkisson, Manager – Transportation
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