PERFORMANCE

Unique Attributes to
Learning Teams



Moving away from investigations

Learning
Curve

Best
\_ Solutions Y,

Information




#1 - Team Make-up

—_
Normally
Successful!
“Masters of the

blue line” =




In the moment

#2 =




#3 = Focus on trust, transparency, and
collaboration




#4 = Focus on the story

JUST THE FACTS.




#5 = Team owns the outcome

Bypass PKR

Switch

Open = ‘@ Learning from a Timeout

Dear Co-worlkers,

T°d like to tell you my story...
Source PKR o
Load PKR

Switch March 18, 2015 was 2 sommal crew was seat out o set 2 30 . pole
Switch ‘g\lp ‘one span of duplex We gol the i trock set up, and then we set the Ducket uj
Closed um ST the 1038 AL tha point, e gitered up i the lne tuck and went over o [

efing Once we hud our cam - i e g o e kol framed g0 st (hepofe Alie
ks ‘ol was set he other B shys on the clew dot the line tck tmed arornd while T
&n T cvtsizgors down o the Lusket and put on sy harncss, 1 aled Gispatch (o o thom

o e were going o have that transformer off Tor about 20 mimutes. When they got

Closed

£ on doors and notifying the customers that we were gomg to have therr
ugm ou, T gpened up the transformar. When 1 spened it, 1 noticed the bottom of the
arvestor was bioke and needed to be changed At that point all of my focus went to

ging the arrestor. 1 lifted the riser and started to boora down to disciss

As I'was 5 down I was talking to my crew leader about the blown arrestor. At that
point, the job had changed

To Load
My focus was on siopping and talking zbout how things were changing and la.hng the
steps to change ont the arrestor ;alelv ‘«'hm [boomed Wﬂ Tboomed into a large

I was so focused on how the job w sn't i about the bucket boom.
AsT slanedmlatmg left o get ot the bnsﬂ stuck the tip o e the primary,
e primary to ground through the boom. The other fwo guys on the crew wete
gel et materal or e of them would have probally sesn the boom befors T bt the
assumed T was out of the danger zone because they saw me.
Bown Tt he job changing ake me out of the momeat. Twas fousing on geting closer
tothe ground so that we could falk about what wewere going t

No matter how a job changes always focus on the task at hand After the incident
ﬁ;pened boomed down andﬂ%ot out of the bucket. We ca.lled ‘qut_supervisor told him
{ happenid then we gthered up and went o another Job bifing 50 fai e could
safely restore servics and finish our mgmal b Yer this was not a ience but it
la\lgﬁl me to always stay in the moment focused on the task at hand, and don’t l think
SR e e A el e et rotetted every
e eronnd and that the line fuse blew s0 (hat we Gdn't have & Hot phase on the ground. Al
the 2nd of every day, | am ahways thankful that my coworkers a1 1 are going home

VBR 1 Voltage Regulator Bypass 3 kR i

|
Q Switching Procedure Videos DESCRIPTION: Tyco Misapplied Payment

SUMMARY:
ibe 8 On 12/1/15, Tyco was disconnected for non-payment. The day of the everf e t2
N Subscri Attbe tme, ey 6id notkauow i was fof Rox pasment 755 Dispateh never dispaiched a
oo ot e T ey, Enery A suage alad i s he payment hatbeen iyl

the swrong account. (Tyco has two sccount, but sends one check) He expressed frustration becanse it was the 3= fime m
2 year an error had ooctrred and they were Iosing money because they were not able to produce their procuct They bhad
tried to comply with 2l the previous sequests such 25 don'tstzple, add detail on memo ine 2nd include bills (dthough bil
& Download -~ Repon <0 ﬁ 0 stubs were not included with this payment). The customer care center verified the error and made the correction and
notfied the appropriate paries 1o restors porwer, The porwes was restored around 1130 AM o 122, Customeris
pursung reimbursement for Lost revenue

LATENT CONDITION:

* GPCermor coding on orders is sed over 60% incorrectly

Previous issues are not normally noted in CS§

Notes are not kept in €SS or within payment processing on previous issues

When 2 misapplisd payment occuss the only detection is notification from the customer

Disconnect notices are embeddad under the heading “Tmportant Notics” on the bill

Collection timeline is 21 Days for commercial customers

Accounts are verified by the Tax ID; account information is given with verification of tx ID

Limited iformation is discussed withour verifying tax ID due to the increased mumber of fraud cases

Original outage was issued on the wrong meter but at the correct address

Meter was pinged instead of sending wouble man to the site

Opportunities for exross increase when paper chacks are submited without bill stubs, zutomatic payments znd

payments that include the bill stubs have less issues

« Aftimes, Remitiance Processing will use the check account mumber onthe check to locate the CSS account(s) in
order to apply the payment

+ Noreportexists that flags excess eredits

ACTION ITEMS BEING EVALUATED (CONFERENCE CALL SCHEDULED 21916}

*= Education on how to work with h srrorissuss ~BOC

+
= Include im email - D«senmchonnnme
= Flaxibility 2ps — BCC y in o oftax ID

=5 Note mumber of mat » differens
=2 Possibly flagprevious misapplisd pavmants
= Usep

togst Bakif) - BCC

mestings; wil

** Raview dewos«poh.:\ Cnl]ac\mns (Armie Bashars)
"Re»ﬁw i E. L leted

Lesend: *Immediately, **Within a mondh, ***Long term (maybe budget rectricted)



Why wouldn’t you do this?




Any questions?
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