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UTILITIES COMMISSION 
NEW SMYRNA BEACH 

STRATEGIC INITIATIVES 2010 
 
 

VISION:     
  
CONNECTING YOU WITH THE QUALITY OF A NEW 
SMYRNA BEACH LIFE 
  
STRATEGIES: 
 
• ACHIEVE STRATEGIC PLAN OBJECTIVES 

USING TRADITIONAL AND NEW 
METHODOLOGIES 

• INTEGRATE AND LEVERAGE OUR 
ENTERPRISE CONSISTENT WITH OUR VISION 

• DEVELOP BUSINESS UNIT OPERATING AND 
VALUE PLATFORMS WITH COMPLEMENTARY 
GOALS AND SYSTEMS 

• DEVELOP AN ORGANIZATION FOCUSED ON 
LEARNING, VALUE, AND EFFECTIVE 
RESPONSE CAPABLILITY 

• OPTIMIZE OUR RETURN ON FINANCIAL, 
PHYSICAL, AND HUMAN RESOURCES 

 
MISSION: 
 
TO PROFITABLY PROVIDE TIMELY,  COST-
EFFECTIVE, HIGH-QUALITY SERVICES AND 
PRODUCTS IN OUR MARKETPLACE. 
 
OBJECTIVES: 
 
• TO GAIN AND RETAIN SATISFIED CUSTOMERS.   
• TO ACHIEVE COMPETITIVE PERFORMANCE IN 

THE MARKET AND PROCESS SEGMENTS OF 
OUR BUSINESS ACTIVITY.   

• TO ACHIEVE ESTABLISHED GOALS AND 
MEASURES FOR THE SERVICES AND 
PRODUCTS OF OUR BUSINESS UNITS.   

• TO ADD VALUE FOR OUR STAKEHOLDERS.   
••  TO ENHANCE THE QUALITY OF LIFE OF OUR 

COMMUNITY.  
 
PREMISE: 
 
OUR INITIATIVES TO ACHIEVE OUR VISION AND 
MISSION WILL DEVELOP OUR CHARACTER AND 
THE EFFECTIVE MEANS TO BE SUCCESSFUL. 
 
 
 

 
 
GOING-FORWARD VALUES: 
 
• WE UNDERSTAND THAT GOOD VALUES 

PROMOTE  POSITIVE CONSEQUENCES. 
• WE PROMOTE LEARNING, INNOVATION, AND 

EFFECTIVENESS.   
• WE ARE ALLOWED TO MAKE MISTAKES 

(WITHOUT HURTING OURSELVES OR OTHERS) 
IN ORDER TO LEARN.   

• WE SUPPORT EACH OTHER BY LISTENING, 
UNDERSTANDING AND DEVELOPING 
OURSELVES AND OUR ORGANIZATION TO 
ACHIEVE OUR GOALS.   

• WE ENCOURAGE CONTINUOUS IMPROVEMENT 
AND CONSENSUS DEVELOPMENT OF 
PROCESSES, STANDARDS, AND WORK 
PRACTICES.   

• WE INCREASE THE WORTH OF EVERYTHING 
WE DO. 

• WE ARE RESPONSIBLE, NOT JUST 
ACCOUNTABLE. 

• WE REPRESENT INTEGRITY.   
• WE SELL SOLUTIONS.   
• WE MEASURE OUR SUCCESS THROUGH OUR 

CUSTOMERS.   
 
STRENGTHS: 
 
• DEFINED COMMUNITY ROLE  
• HIGH-POTENTIAL ASSETS 
• STRATEGIC SERVICE/PRODUCT POSITION 
• WIDE-RANGE OF EXISTING SERVICE 

PRODUCTS 
• RESPONSIVE TO COMMUNITY NEEDS 
• HIGH-POTENTIAL INTELLECTUAL CAPITAL 
• COMMUNITY SUPPORT 
• RESPONSIVE, DEPENDABLE SERVICE 
• HIGH ASPIRATION TO  STANDARDS AND 

ETHICS 
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UC HYPOTHESES 

 
 

• THE PACE OF CHANGE WILL BE 3-5 YEARS (CHANGE PERIOD) WITH ACCOMPLISHMENT MILESTONES. 
 
• POWER & WATER SUPPLY WILL OCCUR THROUGH TRADITIONAL AND NON-TRADITIONAL SOURCES.  
 
• THE CUSTOMER MARKET WILL EVOLVE INTO MANY SEGMENTS FOR TAILORED AND FLEXIBLE 

OFFERINGS. 
 
• INCREASES IN RETAIL RATES WILL OCCUR IN SOME MARKET SEGMENTS. 
 
• COMPLEX PRICING OPTIONS WILL BE  EXTENDED TO MORE CUSTOMERS BY UC, COMMISSIONER, 

REGULATOR, AND LEGISLATIVE INTERACTIONS. 
 
• PARTNERSHIPS AND COLLABORATIONS WILL BE USED SELECTIVELY FOR ACHIEVING BUSINESS 

OBJECTIVES AND FOR MANAGING MARKET CONDITIONS. 
 
• SYSTEMIC CHANGES WILL OCCUR IN SUPPORT OF BUSINESS UNIT DEVELOPMENT.   

 
• ASSETS WILL BE  MAPPED TO EACH PROCESS AFTER PROCESS DEFINITION AND MANAGEMENT EFFORTS 

ARE IN PLACE 
 
• OUTSOURCING CAN BE USED FOR ACHIEVING BUSINESS OBJECTIVES WHEN COMPLEMENTARY WITH UC 

STRATEGIES 
 
• INFORMATION TECHNOLOGY WILL EMERGE AS A STRATEGIC ENABLER OVER THE CHANGE PERIOD. 
 
• DEVELOPMENT, DATA AND SUPPORT SYSTEMS, AND PREPARATION ACTIVITIES WILL BE 

“FUNCTIONALLY COMPLETED” PRIOR TO IMPLEMENTING CHANGES. 
 
• ENVIRONMENTAL EVENTS WILL ESCALATE, HASTENING OUR PACE OF CHANGE. 
 
• NEW PRODUCTS AND  SERVICES  WILL BE UNDERTAKEN AS AN INCUBATOR FOR NEW VENTURES. 
 
• THE “COMMUNICATIONS” UTILTY WILL BE DEVELOPED AS AN INTERNAL COMMUNICATIONS AND DATA 

SYSTEM TO ACHIEVE A MUNICIPAL NETWORK AND SUPPORT UC PERFORMANCE AND COMPETITIVE 
GOALS. 

 
• DECISION MAKING AUTHORITY OF ESTABLISHED PROCESSES WILL BE PLACED AS CLOSE TO THE 

CUSTOMER AS THE PROCESS MAY ALLOW. 
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UC DEFINITIONS: 
 
VISION -A MENTAL “PICTURE” OF THE FUTURE STATE OF 
OUR BUSINESS ENTERPRISE 
 
VALUE -THE FUNDAMENTAL BASE FROM WHICH WE ACT 
AND RESPOND.   
 
STRATEGY -A UNIQUE PHILOSOPHY OR PRINCIPAL 
SPECIFICALLY ADOPTED TO ACHIEVE OUR VISION (GOAL 
OR OBJECTIVE).   
   
MISSION -THE PURPOSE WHICH WE FULFILL AS AN 
ORGANIZATION.  
 
GOAL -A SPECIFIED LEVEL OF PERFORMANCE WHICH 
DEFINES SUCCESS.    
 
OBJECTIVE -A DESIRABLE ORGANIZATIONAL RESULT 
USED TO ACHIEVE OUR MISSION.     
   
MEASURE -A NUMERIC VALUATION FORMULA USED TO DEFINE 
PERFORMANCE RELATIVE TO A GOAL OR OBJECTIVE. 
    
SYSTEM -THE ORGANIZATION AND USE TOGETHER OF 
POLICIES, BUSINESS STRUCTURES, PROCESSES, 
TECHNOLOGIES, PEOPLE, FACILITIES, AND EQUIPMENT TO 
ATTAIN COMPLEX OUTCOMES.    
 
PROCESS -A REPEATED SEQUENCE OF ACTIVITIES WHICH 
PRODUCES A PRODUCT OR SERVICE OF VALUE TO THE 
CUSTOMER.      
 
TACTIC -ACTIONS INVOLVING THE USE OF SKILLS AND 
KNOWLEDGE IN SUPPORT OF A STRATEGY.    
 
TECHNIQUE -A SPECIALIZED METHOD OF ACTION.    
 
STRENGTHS -OUR BEST CHARACTERISTICS.    
 
PARTNER -ANOTHER PERSON OR ENTITY WHOSE 
INTERESTS, GOALS, AND REWARDS ARE MUTUALLY 
SUPPORTED FOR THE SUCCESS OF ALL.                 
 
OWNERSHIP - SELF-REALIZATION OF PERSONAL 
RESPONSIBILITY AND ACTION TO ACCOMPLISH 
ORGANIZATIONAL GOALS.    
 
CULTURE -THE EXPECTED BEHAVIOR OF A GROUP BASED 
UPON THEIR COMMON SHARED BELIEFS, EMOTIONS, AND 
VALUES. 
 
CONSENSUS -A GROUP DECISION-MAKING PROCESS 
WHEREBY AGREEMENT AND SUPPORT ARE INDIVIDUALLY 
BASED AND NOT UNREASONABLY WITHHELD.             
  
  
  

PREMISE/HYPOTHESIS-A FUNDAMENTAL, 
UNPROVEN BELIEF OR UNDERSTANDING 
WHICH IS VALIDATED THROUGH ACTION AND 
TESTING OF THE ASSUMPTIONS UPON WHICH 
THE BELIEF OR UNDERSTANDING IS BASED.  
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OBJECTIVE: 

 
SUCCESS MEASURES: 

 
 
• TO GAIN AND RETAIN SATISFIED 

CUSTOMERS. 
 
♦ KEY PERFORMANCE MEASURE 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
♦   FIELD AND STAFF PERFORMANCE SURVEY FOR  ON-TIME, OF-USE, AND 

OF-VALUE CCUUSSTTOOMMEERR SATISFACTION OF 60%, GOAL 90%+.  
 
• TOTAL O&M DIRECT AND INDIRECT EXPENDITURES TO RANGE FROM 

A $850/UTILITY METER TARGET TO A 2010 GOAL OF $800/METER AND 
ULTIMATE GOAL, TOP 10% NATIONALLY ($775/METER)  

 
• UTILITIES COMMISSION TOTAL EMPLOYEE LEVEL TARGET OF TOP 

25%, GOAL OF TOP 10% NATIONALLY (800+ ACCOUNT 
CONNECTIONS/ASSOCIATE) 

 
• COMPLETE ALL (100%) SERVICE/PRODUCT AND WORK ORDERS 

WITHIN LEAD TIMES OR NEED DATE  
 
• COMPLETE  WORK WITHIN THE DETAILED ESTIMATED TIME UNIT 

TARGET WITH A RANGE OF +/-10%.  GOAL - 10% UNDER ESTIMATE. 
   
• ATTAIN ESTABLISHED RELIABILITY AND RESTORATION GOALS FOR 

EACH UTILITY  
 
 

 
TACTIC 

 
TECHNIQUE/ 

MEASURE SOURCE 

 

        GOAL    

TARGET DATE 

    
  LEAD      

RESPONSIBILITY 
 
PUBLISH FINANCIAL 
PERFORMANCE AND 
FORECASTS 
 

 
FINANCIAL REPORTS AND 
UNIT PERFORMANCE 
TRACKING 

 
ESTABLISH FINANCIAL 
MEASURES AND PROCESS-
BASED ECONOMIC VALUE-
ADDED CONCEPT, EXCEED 
SUCCESS MEASURES 
MONTHLY 12-10, ON-GOING 
 

 
L. KLINKENBERG,  
WITH  OTHER 
DIRECTORS 
SUPPORT 

 
DEVELOP FINANCIAL AND 
LINE-OF-SIGHT 
PERFORMANCE  MEASURES 
AND BENCHMARKS 

 
U.S.R., FORM 1, 10K, 
EXTERNAL REPORTS, 
TARGET SURVEYS 

 
CREATE INFORMATION 
REPOSITORY, LINE-OF-SIGHT 
MEASURES AND ENHANCE 
PERFORMANCE METRICS-- 
ON-GOING, 2-10, ON-GOING 
 

 
L. KLINKENBERG 
AND P. DI CHIARA 
WITH OTHER 
DIRECTORS 
SUPPORT 
 

    
 
DEFINE  FINANCIAL 
ACTIVITY CATEGORIES AND 
ACCOUNTS WITH 
DEFINITIONS AND 
REGULATORY ACCOUNT 
TRANSLATION TABLE 

 
SOFTWARE/HARDWARE 
VENDORS, MEASURES, 
UNIT COSTS, PROFIT 
POTENTIAL, MARKET 
TESTS 
 

 
DEVELOP ACTIVITY-BASED 
ACCOUNTING, PROCESS 
COSTING, PROFIT CENTERS, 
COMPETITIVE CAPITAL 
STRATEGIES, AND ECONOMIC 
VALUE-ADDED MEASURE 10-
10, ON-GOING 

 
L. KLINKENBERG 
AND R. LEMOINE,  
WITH OTHER 
DIRECTORS 
SUPPORT 

 
 
DEVELOP FINANCIAL 
PRIORITY ASSESSMENT 
TOOL FOR PRODUCT/ 
ACTIVITY APPLICATIONS 

 
 
ACTIVITY COSTS, UNIT 
COSTS, MARKET 
ELASTICITY SURVEYS, 
BENCHMARKS, 
PROSPECTUS, AND KEY 
CONTACTS 
 

 
  
STAKEHOLDER BENEFIT 
ASSESSMENTS FOR PROPER 
RESOURCE USE 3-10, ON-
GOING 

 
 
L. KLINKENBERG 
AND E. FISHER 
WITH OTHER 
DIRECTORS 
SUPPORT 
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SURVEY CUSTOMER 
SATISFACTION AND VALUE-
ADDED WORK 
PERFORMANCE 

CUSTOMER 
REQUIREMENTS 
SPECIFICATIONS 

90% OR MORE CUSTOMERS 
SATISFIED COMPLETELY 
WITH WORK 6-10, ON-GOING 
 

L. KLINKENBERG 
AND BUSINESS 
UNIT DIRECTORS 

     
ASSESS UTILITIES 
RELIABILITY PHILOSOPHY-
GOALS AND OPERATION-
RESTORATION 
PERFORMANCE 

EXAMINE UC OPERATION, 
MAINTENANCE, & CAPITAL 
EXPENDITURE WITH 
CUSTOMER IMPACT 
 

UNDERSTANDING ECONOMIC 
IMPACT OF RELIABILITY 
PERFORMANCE FOR 
RESOURCE BALANCE 6-10, 
ON-GOING 
 

J. WHITE, T. 
BEYRLE,  AND 
DIRECTORS AND 
ORGANIZATION 
WIDE SUPPORT 

 
UTILITY SYSTEM  
OPERATING PERFORMANCE 
REPORTING  

 
ANALYZE CAUSAL 
EFFECTS, CODING,  
RELIABILITY METRICS  
 

 
DEFINE RELIABILITY 
PHILOSOPHY AND 
COMPATIBLE MAINTENANCE 
PROGRAM 9-10 ON-GOING 
 

 
J. WHITE 
ENGINEERING 
STAFF WITH 
SYSTEM OPS AND 
T&D AREAS 

 
 
IMPLEMENT WORK 
MANAGEMENT SYSTEM  

 
 
CIS, WORK ORDER 
SYSTEM, FERC/FCC 
REGULATORY REPORTING, 
SOFTWARE/HARDWARE 
VENDOR SELECTION, 
NEEDS ASSESSMENTS 
 

 
 
ESTABLISH WORK PERFORM-
ANCE LEVELS, 
ORGANIZATIONAL 
STRUCTURE, MONTHLY 
PERFORMANCE REPORTING 
12-10, ON-GOING 
 

 
  
ENGINEERING,  IT, 
AND FINANCE 
DIRECTORS 
WITH OTHER 
DIRECTORS 
SUPPORT 
 

 
 

DETAIL & ENHANCE 
MUNICIPAL DATA  
NETWORK 
COMMUNICATION 
OFFERINGS AND PROCESSES 

ASSESS EXISTING 
COMMUNICATIONS 
INFRASTRUCTURE, 
COMPETITIVE 
ASSESSMENT/SEMINARS 
 
 

DEVELOP COST BENEFIT 
ANALYSIS AND BUSINESS 
PLATFORM 12-10, ON-GOING 
  

R. LEMOINE AND 
DIRECTORS/CITY IT 
AND 
DEPARTMENTS 

 
EVALUATE DESIGN AND 
INSTALL HYBRID FIBER-
WIRELESS NETWORK FOR 
UC AND CITY 
PERFORMANCE 
IMPROVEMENTS AND UC 
CUSTOMER- CITIZEN 
ADVANTAGE 
 
 
ATTEND SEMINARS ON 
APPLICABLE PRODUCTS 
AND PROCESSES, NEW 
TECHNOLOGY, MARKETS 
 
 
 
ASSESS EVOLVING ENERGY 
MARKETS FOR RENEWABLE, 
EFFICIENCY, AND 
CONSERVATION 
REQUIREMENTS 

 
REVIEW EXISTING 
PERFORMANCE LEVELS, 
GOALS, AND PROCESSES 
OF UC, CITY, SCHOOLS, 
AND OTHERS 
 
 
 
 
 
BUSINESS CONTACTS, 
PRODUCT AND PROCESS 
APPLICATIONS 
 
 
 
WORKSHOPS, 
REGULATIONS, AND 
PUBLICATIONS 
REGARDING EMERGING 
OPPORTUNITIES AND 
TECHNOLOGIES 

 
DEFINED TECHNOLOGY 
PLAN AND PERFORMANCE 
DELIVERABLES, SHARED 
BENEFITS/COST PLAN 10-10, 
ON-GOING 
 
 
 
 
 
IMPLEMENT 3 SUCCESSFUL 
PRODUCTS/SERVICES 
ANNUALLY 10-10, ON-GOING 
 
 
 
NEW FIRM CONTRACT FOR 
CLIMATE RELATED 
PROJECTS, FORECASTING, 
AND ENGINEER INITIATIVES 
WITH QUARTERLY REPORTS 
BEGINNING 2-10, ON-GOING 

 
R. LEMOINE AND  J. 
WHITE, AND 
DIRECTORS 
 
 
 
 
 
 
 
R. LEMOINE AND 
OTHER DIRECTORS 
 
 
 
 
T. BEYRLE AND 
OTHER DIRECTORS 
AS APPROPRIATE 
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OBJECTIVE: 

 
SUCCESS MEASURES: 

 
• TO ACHIEVE COMPETITIVE 

PERFORMANCE IN THE MARKET 
AND PROCESS SEGMENTS OF OUR 
BUSINESS ACTIVITY.   

 
♦ KEY PERFORMANCE MEASURE 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
♦  QUARTERLY REVIEW, MEASURED MONTHLY, OF SUCCESS RATE OF ALL 

PERFORMANCE MEASURES TO EXCEED 95%.   
 
• DEVELOP AND IMPLEMENT A NEW PERFORMANCE MEASURE EACH 

MONTH WITH A SUCCESS RATE EXCEEDING 90% BY THE END OF THE 
FIRST QUARTERLY REVIEW.   

 
• IMPLEMENT STRATEGIC INITIATIVES EXCEEDING A 90% SUCCESS 

LEVEL. 
 
• 90%+ SUCCESSFUL COMPLETION RATE FOR ADVANCED APPRENTICE 

TRAINING OF POST-APPRENTICESHIP PROGRAMS.   
 
• 40%+ SUCCESSFUL COMPLETION RATE FOR BASIC APPRENTICE 

TRAINING ON ENTRY POSITIONS.   
 
• $ EXPENSE CATEGORIES TOTAL +/- 10% WITH A TARGET OF ZERO (0), 

GOAL OF - 5%.   
 
• $ CAPITAL AND  DEBT CATEGORIES +/- 10% WITH A TARGET OF ZERO 

(0), GOAL OF -10%.     
 
• TIME UNIT ESTIMATE REFERENCE (DIRECT PLUS INDIRECT) TOP 25%, 

GOAL OF TOP 10% NATIONALLY.   
 

 
TACTIC 

 
TECHNIQUE/ 

MEASURE SOURCE 

 
        GOAL    

TARGET DATE 

     
 LEAD      

RESPONSIBILITY 
 
DEFINE, CREATE, AND 
IMPLEMENT NEW BUSINESS 
UNITS 

 
ORGANIZATIONAL 
STRUCTURE, SYSTEMS 
AND PROCESSES 
 

 
NEW STRUCTURE BY 8-10, 
ENABLING SYSTEMS BY 12-09 

 
R. RODI AND DIRECTORS 

 
DEVELOP CONCEPTUAL 
FRAMEWORK AND 
STRATEGIC INITIATIVES 
 

 
BUSINESS ASSESSMENT 
OPPORTUNITIES AND 
ACTIVITY RESULTS 

 
PUBLISH AND COMMUNICATE 
STRATEGIC INITIATIVES 11-10, 
ON GOING 
 

 
R. RODI AND DIRECTORS 

 
HOLD QUARTERLY 
PLANNING/PROGRESS 
MEETINGS 
 

 
REVIEW METRICS AND 
MEASURES, RECENT 
EVENTS 

 
EXCEED SUCCESS MEASURES 
QUARTERLY 12-10, ON-GOING 
 

 
R. RODI AND DIRECTORS 

 
COMPETITIVE ISSUES 
RESOLUTION 

 
BUSINESS NEEDS AND 
OPPORTUNITIES  
 

 
100% OF DESIGNATED 
ACTIONS AGREED UPON BY 
STRATEGY COUNCIL 9-10, ON-
GOING 

 
R. RODI AND DIRECTORS 

 
PRODUCE PERFORMANCE 
MEASURES AND 
COMMUNICATE 
PERFORMANCE 
 

 
BUSINESS UNIT 
MONITORING SYSTEM 
RESULTS 
 

 
MONTHLY PUBLICATION OF 
KEY MEASURES, QUARTERLY 
FOR EACH RESPECTIVE UNIT 
12-10, ON GOING 

 
L. KLINKENBERG AND 
OTHER DIRECTORS 

 
DEVELOP NEW 
PERFORMANCE MEASURES 

 
BUSINESS ACTIVITIES 
AND PERFORMANCE 
NEEDS 
 

 
ONE PER QUARTER  6-10 ON-
GOING 
 

 
L. KLINKENBERG,  P. 
DICHIARA, AND OTHER 
DIRECTORS 
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FINANCIAL PERFORMANCE 
MANAGEMENT 
ENHANCEMENT 

BUDGET,  RESPONSI-
BILITY REPORTS, 
FORECASTED WORK 

0 TO -7% TOTAL BUDGET, 
MONTHLY FORECAST OF 
TOTAL EXPENDITURES 
ANNUALIZED 3-10, 
QUARTERLY 
 

EACH RESPONSIBILITY 
MANAGER 

 
DEVELOP FLEXIBLE 
RECRUITING PLAN 
COMPATIBLE WITH GROWTH 
AND DEMOGRAPHICS 
 

 
SUCCESSION PLAN, 
EMPLOYEE PROFILES, 
DEMOGRAPHIC INFO 
 
 

 
RECRUITING PLAN, FILL RATE  
WITHIN 30 DAYS, 95% TABLE 
OF ORGANIZATION 
COMPLIANCE, 10-10 ON-
GOING 
 

 
P. DI CHIARA AND 
DIRECTORS 
 
 

DEVELOP POSITION 
EVALUATION SYSTEM,  AND 
IMPROVE  PERFORMANCE 
REVIEW AND SUCCESSION 
PLANNING SYSTEMS 
 

OTHER SYSTEMS, 
SALARY STRUCTURE, 
PERFORMANCE 
THRESHOLDS 

INCREASE ORGANIZATIONAL 
PERFORMANCE AND GOAL 
ACHIEVEMENT 5-10, ON-
GOING 

P. DI CHIARA  AND 
DIRECTORS 

 
PERSONNEL DEVELOPMENT, 
TRAINING, JOB ROTATIONS 
AND ASSIGNMENTS 

 
BUSINESS MODELS, 
CHANGE MODELS, 
REWARDS SYSTEMS 

 
COMPETENT PERFORMANCE 
FOR EXISTING AND NEW 
SERVICE AND PRODUCT 
OFFERINGS.  10-10 ON GOING 
 

 
P. DI CHIARA AND 
DIRECTORS 

 
CONCLUDE LOCAL 2088 
PRINCIPAL AND 
SUPPLEMENTAL 
NEGOTIATIONS 
SUCCESSFULLY 
INCORPORATE  MORE 
FLEXIBILITY AND IMPROVED 
COMPETITIVENESS 

 
CONTRACT PROVISIONS, 
PRODUCT AND SERVICE 
OFFERINGS, 
PERFORMANCE 
COMPARISONS 
 

 
STRATEGIC POSITIONING FOR 
INCREASED MARKET 
COMPETITION AND GROWTH 
IN SERVICE/PRODUCT 
OFFERINGS WITH INTERNAL 
CAPABILITY 3-10 
 

 
P. DI CHIARA AND 
DIRECTORS/MANAGERS 
 
 
 
 

    
 

IMPLEMENT 5-10 YEAR 
WATER/WASTE WATER 
MASTER PLAN INCLUSIVE 
OF ALTERNATE WATER 
AND 2010 CUP REVIEW 

 
R&R, CAPITAL 
PROJECT DETAIL 
LISTINGS 

 
COMPLIANCE WITH PROJECT 
BENCHMARKS. 4-10, ON 
GOING 

 
J. WHITE, D. HOOVER AND 
CONTRACT/UC PERSONNEL 
 
 
 

COMPLETE 20 INCH 
WATER LINE AND 
ALTERNATIVES FOR 
FIBER , ELECTRICAL AND 
WATER NEEDS 

EXISTING UC AND 
CROSSINGS OF 
OTHERS FOR CO-
LOCATE, EXPANSION, 
OR NEW 

CONCLUSIONS AND 
RECOMMENDATIONS TO 
PROVIDE CAPACITY FOR 
UTILITY SERVICES, 5-10 
 

J. WHITE AND DIRECTORS 

 
DEVELOP 
COLLABORATIONS WITH 
NEW SMYRNA BEACH , 
NEW SMYRNA  BASED 
CONTRACTORS 

BUSINESS PRODUCTS 
AND SERVICES 

DEVELOP TIME WINDOW 
BASED UPON OPPORTUNITY 
FOR BUSINESS INITIATIVE 06-
10, ON-GOING 

 

R. MITCHUM, DIRECTORS 
AND MANAGERS 

  
 

MEASURE CONTRACTOR 
PERFORMANCE FROM JOB 
BID AND COMPANY 
SOURCES 

 

 
INVOICES AND JOB 
BID INFORMATION 

 
SEMI-ANNUAL 10-10, ON-
GOING 

 

 
R. MITCHUM AND DAVE 
HOOVER, OPERATIONS 
SUPERVISION. 

 

 
 
 
 



 

OOccttoobbeerr  1122,,  22000099  PPaaggee  88  ooff  1199  

OBJECTIVE: SUCCESS MEASURES: 
  
 
• TO ACHIEVE ESTABLISHED GOALS 

AND MEASURES FOR THE SERVICES 
AND PRODUCTS OF OUR BUSINESS 
UNITS 

 
♦ KEY PERFORMANCE MEASURE 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
♦   FIRST HOUR ELECTRICAL RESTORATION 75-90%, TARGET OF 

85%, GOAL OF 90%.   
 
• SECOND HOUR RESTORATION, 85-100%, TARGET 95%,  
       GOAL OF 100%.   
 
• AVERAGE CUSTOMER INTERRUPTION DURATION, 

EXCLUDING MAJOR STORMS, TO RANGE FROM 40-80 
MINUTES WITH A TARGET OF 60 MINUTES.  GOAL - TOP 10% 
NATIONALLY (40 MINUTES).   

 
• FEWER THAN 7 MOMENTARY ELECTRICAL OUTAGES PER 

CUSTOMER 
 
♦  100 % COMPLIANCE WITH POTABLE WATER STANDARDS. 
 
• UNPLANNED WATER SERVICE INTERRUPTION DURATION 

LESS THAN 300 MINUTES PER EVENT AND FEWER THAN 100 
EVENTS PER YEAR. 

 
• FEWER THAN 10 SEWER BLOCKAGES PER 1,000 MILES OF 

FORCED AND GRAVITY MAINS 
 

            TACTIC 
 

TECHNIQUE/ 
MEASURE SOURCE 

 
 GOAL    

          TARGET DATE 

      
LEAD      

RESPONSIBILITY 
 
PROVIDE TRAINING FOR 
EMERGENCY/RESTORATION PLAN 

 
TRAINING CLASSES 
WITH HANDS-ON 
EXPERIENCE 
 

 
100% FUNCTIONAL PLAN 
PER SCHEDULE, 6-10 
 

 
PERSONS AS 
DESIGNATED BY PLAN 
 

 
PUBLISH ELECTRIC/WATER-
WASTEWATER RELIABILITY AND 
RESTORATION PERFORMANCE 
 

 
MONTHLY STATISTICS 

 
MAINTAIN CUSTOMER 
SECURITY--SYSTEM 
PERFORMANCE  4-10, 
ON-GOING  
 

 
T. BEYRLE AND R. 
MITCHUM, D.HOOVER, 
AND OPERATIONS 
SUPERVISION 
 

 
DEVELOP UTILITIES COMMISSION 
EMERGENCY/RESTORATION PLAN, 
INCORPORATE NERC SYSTEM 
RELIABILITY IMPROVEMENTS, AND 
REPAIR ON-SITE GENERATION PER PLAN 

 
PREVIOUS PLANS 
EMERGENCY EVENTS 
ANNUAL REVIEW, 
NIMS COMPATIBLE 

 
COMPETENT 
PERFORMANCE 
CAPABILITY UNDER 
EMERGENCY 
CONDITIONS 
3-10, ON GOING 

 
T. BEYRLE AND OTHER 
DIRECTORS, AS 
APPROPRIATE 
 

    
EVALUATE  EXISTING AND RECOMMEND 
NEW RATE/PRICING CONCEPTS FOR 
COMMODITIES AND SERVICES  
 
 

CONSUMPTION 
PROFILES, SURVEYS, 
ELASTICITY STUDIES 
DSM ENGINEER 
DUTIES (HOLD 10-08) 
 

COMPLEMENTARY 
STRUCTURE FOR 
PRICING AND 
CONSUMPTION MODELS 
8-10, ON-GOING 
 

T. BEYRLE, AND L. 
KLINKENBERG,  R. 
MITCHUM, D. HOOVER 
 
 
 
 

  
DEVELOP RECORDS RETENTION AND 
ACCESS-RETENTION PROGRAM 
 
 
 
 
 
 

FLORIDA STATUTES, 
TRAINING 
PROGRAMS, AND 
SCHEDULES 
 
 
 
 

LAUNCH INTERNET 
PLATFORM, SUCCESSFUL 
AUDIT REPORTS AND 
PRODUCTION REQUESTS 
6-10, ON-GOING 
 
 
 

R. LEMOINE E. FISHER, 
OTHER DIRECTORS AND 
STAFF 
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DEVELOP DATA BACK-UP AND 
RECOVERY PLAN FOR CATOSTROPHIC 
DATA EVENTS 
 

INVENTORY DATA 
FILES AND SYSTEMS, 
ARCHIVAL SYSTEMS, 
AND FACILITY & 
COMMUNICATION 
PATHS 

RECOVERYABILITY FOR 
DATA AND SYSTEMS 
NECESSARY FOR 
UTILITY AND 
GOVERNMENTAL 
FUNCTIONS, PROJECT 
DESCRIPTION 9-10 

R. LEMOINE OTHER 
DIRECTORS, CITY 

 
 
EVALUATE INFRARED RESULTS FOR 
MAINTENANCE  AND BUSINESS 
OPPORTUNITIES 

 
NEEDS ASSESSMENT 
AND APPLICATION 
POTENTIAL 
 

 
DEMONSTRATE VALUE 
OF NEW EQUIPMENT  
03-10 

 
J. WHITE, R. MITCHUM, 
D. HOOVER, AND T. 
BEYRLE. 
 

 
IMPLEMENT  ACTION PLAN FOR SPCC 
PLANS AND CONTAINMENT FOR 
APPLICABLE FACILITIES 
 
 
 
UPDATE ELECTRICAL SYSTEM CIRCUIT 
MAPS AND MAINTAIN WATER/WW MAPS 
 
 
 
 
 

 
SITE SURVEYS AND 
CONSULTANT 
REPORTS 
 
 
 
REFERENCE “AS-
BUILT” AND 
MODIFIED EXISTING 
DRAWINGS 
 
 

 
SPCC PLANS AND 
CONTAINMENT 
INSTALLATION PROJECT 
9-10, ON-GOING 
 
 
ACCURATE MAPS FOR 
ELECTRICAL 
PERSONNEL OPERATING 
USE 5-10, ON-GOING 
 
 

 
J. WHITE, R. MITCHUM, 
AND D. HOOVER AND 
STAFF 
 
 
 
J. WHITE, R. MITCHUM, 
AND T. BEYRLE AND D. 
HOOVER 
 

DEVELOP CUSTOMER TREND AND 
SATISFACTION REFERENCES 
 
 
 
 
 
DEVELOP AND PUBLISH NEW BUDGET  
AND FINANCIAL PERFORMANCE 
REPORTS 
 
 
 
 
 
ESTABLISH MAINTENANCE PLAN AND 
PUBLISH PROGRESS 

CUSTOMER 
EXPRESSION OF 
EXPECTATIONS AND 
NEEDS ASSESSMENTS 
 
 
 
INTERNAL DATA  AND 
FORECAST METHODS 
 
 
 
 
 
 
COMPLETION 
COMPARED TO PLAN 
ADDRESS SALT 
CONTAMINATION 
ISSUE WITH 
THERMOGRPAHY  

CONDUCT SURVEYS , 
DEMOGRAPHIC 
PROFILES AND FOCUS 
GROUPS, 4-10 AND ON-
GOING 
 
 
NEW REPORTING 
INFORMATION, 
FORMATS, AND 
CRITERIA 3-10, ON 
GOING 
 
 
 
RELIABILITY 
PERFORMANCE WILL BE 
CONSISTENT WITH 
DESIGN, 09-10, ON-
GOING 

E. FISHER,  AND 
DIRECTORS AS 
APPROPRIATE. 
 
 
 
 
 
L. KLINKENBERG AND 
OTHER DIRECTORS 
 
 
 
 
 
 
 
J. WHITE, T.BEYRLE, R. 
MITCHUM, AND 
D.HOOVER WITH 
OPERATIONS 
SUPERVISION  
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OBJECTIVE: 

 
SUCCESS MEASURES: 

 
• TO ADD VALUE FOR OUR 

STAKEHOLDERS.   
 
♦ KEY PERFORMANCE MEASURE 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
♦ MAINTAIN A 90%+ “MEETS EXPECTATION” REVIEW RATING 

FOR UC EMPLOYEES .  GOAL95%.  
  

• FREQUENCY OF INJURY RATE* TO RANGE FROM A 0.0 TO 5.0 
WITH A TARGET OF 2.0 MEASURED ANNUALLY.   

              GOAL - TOP 10% NATIONALLY OR ZERO BY 2010.   
 
       * FREQUENCY RATE =  
               # OF RECORDABLE CASES X 200,000 
                           TOTAL HOURS WORKED 
 
• FREQUENCY OF CONFLICT RATE* TO RANGE FROM 0.0 TO 4.0 

WITH A TARGET OF 2.5 MEASURED ANNUALLY.   
              GOAL - TOP 10% NATIONALLY OR ZERO BY 2010.   
 
        * FREQUENCY RATE = 
               # OF PREVENTABLE VEHICLE CONFLICTS X 200,000 
                                      TOTAL MILES DRIVEN 
 
• 100% SUCCESSFUL COMPLETION RATE FOR UC TRAINING AND 

PROGRAMS. 
 
• MAINTAIN REINVESTMENT PORTFOLIO BY 6%.  GOAL—8% 

USING 2007 AS A BENCHMARK 
 

 
 

TACTIC 
 

TECHNIQUE/ 
MEASURE SOURCE 

 
  GOAL     

TARGET DATE 

     
 LEAD      

RESPONSIBILITY 
 
DEVELOP ANNUAL SAFETY PLAN 
 

 
PREVIOUS PLANS 

 
CONSENSUS SUPPORT 
SEPTEMBER 1ST, 2010 
ANNUALLY 
 

 
P. DI CHIARA  

 
ENHANCE HEALTH AND SAFETY 
COMMITTEE PERFORMANCE 
 
 

 
MEETING MINUTES AND 
CHARTER DEFINITION 

 
90% RESOLUTION TO 
ITEMS, 10-10 ON-GOING 

 
P. DI CHIARA AND 
TEAMS 
 

PROVIDE ACCIDENT PREVENITION 
PERFORMANCE METRICS 

ACCIDENT REPORTS AND 
ROOT CAUSE ANALYSIS 

PREVENTIVE MEASURE 
NEXT WORK DAY 
COMPLETION 05-10 
 

P. DI CHIARA AND 
TEAMS 
 

 
CONDUCT DAILY SAFETY 
CONTACT, INSPECTION, JOB 
BRIEFING, AND ACCIDENT 
REPORTING 
 

 
SAFETY CONTACT 
MEETINGS/SUBJECTS 

 
100% PARTICIPATION 
ON-GOING DAILY 03-10 

 
RESPECTIVE 
SUPERVISOR 
 

 
EVALUATE ROOT CAUSE OF 
ACCIDENTS 

 
IDENTIFICATION OF 
INDICES AND BASE OF 
MEASURE 
 

 
QUANTIFY ROOT CAUSE TO 
PREVENT ACCIDENTS 01-10, 
ONGOING 

 
RISK MANAGER AND 
RESPECTIVE 
SUPERVISORS 

 
ACCIDENT PREVENTION CLOSE 
CALL PROGRAM ESTABLISHMENT 

 
PROPOSAL AND 
INFORMATION FOR 
AVOIDANCE 

 
90% IDENTIFICATION - 
100% INFORMATION DIST. 
06-10 
 

 
RISK MANAGER AND 
RESPECTIVE 
SUPERVISORS 
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PROVIDE SAFETY TRAINING FOR 
KEY SKILL AREAS 

 
COMPLETE ALL 
REQUIRED TRAINING 
AND ESTABLISH SAFETY 
FAIR CONCEPT 

 
RECORDED LOG OF ALL 
ACTUAL TRAINING 
SATISFACTORILY 
COMPLETED, ON-GOING, 
MONTHLY 11-10 
 

 
RESPECTIVE  
DIRECTOR,  
MANAGER, 
SUPERVISOR AND 
RISK MANAGER 

PROVIDE SAFETY MEETINGS AND 
INTRODUCE JOB SAFETY ANALYSIS 

SCHEDULE MEETINGS 
FOR SECTIONS UNITS, 
AND COMMITTEES PER 
PLAN 

COMPLETE 95% OF 
SCHEDULE AND CONTENT, 
ON-GOING, MONTHLY 07-10 

RESPECTIVE 
SUPERVISOR AND 
RISK MANAGER AS 
RESOURCE 

 
PROVIDE SAFETY AUDITS 

 
DEVELOP AND 
IMPLEMENT NEW AUDIT 
FORM 
 

 
COMPLETE 95% OF AUDIT 
SCHEDULE, ON-GOING, 
MONTHLY 04-10 

 
RISK MANAGER 

RESOLVE SAFETY QUESTIONS EVALUATE EACH SAFETY 
QUESTION FROM 
AUDITS, INVESTIGATION, 
OR SAFETY COMMITTEE 
 

RESOLVE 90% OR GREATER 
OF THE TOTAL QUESTIONS, 
ON-GOING, MONTHLY 06-10 

RESPECTIVE 
SUPERVISOR/RISK 
MANAGER 

IDENTIFY AND PROMOTE EXISTING 
UC PORTFOLIO PRODUCTS AND 
SERVICES 

PRODUCT AND SERVICE 
LISTING, TOP 50 
CUSTOMER LISTINGS 

PROVIDE VALUE TO 
STAKEHOLDERS, 
COLLECTIVELY 03-10 
 

E. FISHER AND 
BUSINESS UNIT 

 
IDENTIFY AND PRELIMINARILY 
ASSESS NEW SERVICE AND 
PRODUCT OFFERINGS FOR 2010-
2012 
 

 
TRADE SHOWS, 
SEMINARS, CUSTOMER 
CONTACT INFO, KEY 
ACCOUNT INFO 

 
PROVIDE TARGETED 
DIFFERENTIATING VALUE 
TO CUSTOMERS. 07-10 

 
E. FISHER AND 
BUSINESS UNIT 

 
IMPLEMENT KEY ACCOUNTS 
PROGRAM AND CONTACT TOP 10 
CUSTOMERS OF EACH UTILITY 

 
CUSTOMER 
REQUIREMENTS 

 
IMPROVE CUSTOMER 
SATISFACTION AND 
PERFORMANCE LEVELS 
12-10 
 

 
BUSINESS UNIT 

PROVIDE UP-DATES ON BUDGET 
AND OTHER RELATED MATTERS 
FOR VARIOUS STAKEHOLDERS 

INITIATIVE RESULTS AND 
PROJECT REPORTS 
 

SCHEDULED MEETINGS 
AND FEEDBACK SESSIONS 
3-10, ON-GOING 

R. RODI AND UC 
TEAM 

ASSESS TRADITIONAL AND 
ALTERNATIVE ELECTRICAL POWER 
SUPPLY FOR A 5 YEAR AND 10 YEAR 
WINDOW USING 5 MW GROWTH- 
REPLACEMENT PER 5 YEAR 
WINDOW OF 5-10 YEAR PLAN 
 

REGULATORY IMPACTS, 
COST OF SERVICE 
STUDIES, COMPETITIVE 
ANALYSES, ALTERNATE 
TECHNOLOGIES 

MONITOR AND PLAN FOR 
EXPECTED AND 
UNANTICIPATED IMPACTS 
TO EXISTING ASSETS 4-10, 
ON-GOING 

J. WHITE , T. BEYRLE , 
R. MITCHUM, AND 
BUSINESS UNIT 
PERSONNEL 

 
UPDATE COST OF SERVICE UPDATE 
STUDIES FOR ELECTRIC, WATER, 
WASTEWATER, AND INTERNET 
WITH CONSERVATION 
ALTERNATIVE 
 
ASSESS TRADITIONAL AND 
ALTERNATIVE WATER SUPPLY FOR 
A 5 YEAR AND 10 YEAR WINDOW 
USING 250,000 G/D GROWTH-
REPLACEMENT PER 5 YEAR 
WINDOW OF 5-10 YEAR PLAN 

 
FINANCIAL RESULTS, 
CONSULTANTS, 
INTERNAL STUDIES, 
BENCHMARK RESULTS 
 
 
REGULATORY IMPACTS, 
HYDROLOGY DATA, 
COST OF SERVICE 
STUDIES, COMPETITIVE 
ANALYSES, ALTERNATE 
TECHNOLOGIES 

 
DEVELOP PLANS FOR 
COMPETITIVE POSITION 
AND ASSET REINVESTMENT 
DECISIONS 12-09 
 
 
MONITOR AND PLAN FOR 
EXPECTED AND 
UNANTICIPATED IMPACTS 
TO EXISTING ASSETS 12-10, 
ON-GOING 
 

 
J. WHITE, DIRECTORS, 
AND BUSINESS UNIT 
AS APPROPRIATE 
 
 
 
J. WHITE,  D. HOOVER, 
AND BUSINESS UNIT 
PERSONNEL 
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DEFINE BUSINESS PROCESSES AND 
LINKAGES WITH NEW COGSDALE 
CUSTOMER SYSTEM 

 
 
TECHNOLOGY 
UPGRADES AND 
APPLICATIONS AND 
ROOT CAUSE ANALYSIS 
EVENTS 

 
 
DEFINED DETAIL LEVEL 
PROCESS RECORDING AND 
PERFORMANCE 
IMPROVEMENT, 5-10 AND 
ON GOING 

 
 
L. KLINKENBERG AND 
R. LEMOINE,  OTHER 
DIRECTORS AND 
ORGANIZATION AS 
APPROPRIATE 

  
 
DEFINE AND PUBLISH  R&R, LONG-
TERM CAPITAL PROJECTS AND 
EVA-BASED EVALUATION 
METHODOLOGY 
 
DEFINE AND IMPLEMENT A 
FORMAL COMMUNICATIONS 
SYSTEM 
 
 
 
EVALUATE, RECOMMEND, AND 
IMPLEMENT, AS APPROPRIATE,  
R&D WATER AND ELECTRICAL 
OPTIONS FOR SHORT- AND LONG-
TERM.  INCORPORATE RENEW-
ABLE, GREENHOUSE, AND 
CONSERVATION REQUIREMENTS. 
 
 
CONTINUE STANDARDIZED 
FORMAT AND CONTENT FOR NON-
REPRESENT POSITION 
DESCRIPTIONS, VALUE 
RELATIONSHIPS AND 
ORGANIZATIONAL EFFECTIVENESS 

 
PROJECT TEMPLATES 
AND EVALUATION 
METHODS 
 
 
TYPES OF INTERNAL 
AND EXTERNAL 
COMMUNICATIONS 
 
 
 
RFP, INDUSTRY 
SEMINARS, WHITE 
PAPERS, REGULATIONS, 
AND COMMUNITY 
PARTICIPATION 
 
 
 
 
COMPARISON SURVEYS, 
QUALIFICATIONS, 
CONSULT WITH 
INTERNAL-EXTERNAL 
PEERS, ASSESS FAILURE 
IMPACTS AND 
ORGANIZATIONAL 
FUNCTIONS 

 
NEW TEMPLATES AND 
FINANCIAL ASSESSMENT 
METHODOLOGY 2-10, ON-
GOING 
 
MONITOR COMPLETION OF 
INFORMATION 
CONVEYANCE ITEMS OF 
PROGRAM 10-10 AND ON-
GOING 
 
PRESENT TOPICS PUBLICLY 
FOR DISCUSSION AND 
DIRECTION AS NEEDED BY 
COMPLIANCE AND NEED 12-
10 AND ON-GOING 
 
 
 
 
PRESENT DRAFT RESULTS 
AMONG STAKEHOLDERS 
AND PROVIDE STATUS 
REPORTS QUARTERLY 
BEGINNING 2-10 UNTIL 
COMPLETION 

 
L. KLINKENBERG, 
AND OTHER 
DIRECTORS 
 
 
E.FISHER  AND STAFF 
AS APPROPRIATE  
 
 
 
 
R. RODI AND STAFF 
AS APPROPRIATE 
 
 
 
 
 
 
 
P. DI CHIARA  AND 
STAFF AS 
APPROPRIATE 
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OBJECTIVE: 

 
SUCCESS MEASURES: 

 
••  TO ENHANCE THE QUALITY OF 

LIFE OF OUR COMMUNITY.    
 
 
♦ KEY PERFORMANCE MEASURE 
 

 
♦  ANSWER CUSTOMER CORRESPONDENCE WITHIN FIVE WORKING DAYS 

WITH A TARGET OF THREE  WORKING DAYS OF RECEIPT.   
 
• ACHIEVE 90% AFFIRMATIVE RESPONSE TO ACCOUNTABILITY SURVEY 
 
• ACHIEVE ONE SUPPORTIVE CUSTOMER RESPONSE/MONTH 
 
• ACHIEVE TWO AWARDS PER YEAR 
 
 
 

 
TACTIC 

TECHNIQUE/ 
MEASURE SOURCE 

        GOAL    
TARGET DATE 

     LEAD      
RESPONSIBILITY 

 
MODIFY AND IMPROVE THESE 
INITIATIVES AS A DYNAMIC 
TOOL 

 
COMPETITIVE DATA, 
CUSTOMER NEEDS, 
MARKET CONDITIONS 
 

 
MODIFY PLAN AS 
APPROPRIATE-- 
ON-GOING, 11-10  

 
R. RODI WITH UC  TEAM 

 
ESTABLISH  POLICY PRIORITY 
LISTING AND TIMELINE 
 
 
 
CONTINUE REVIEW OF SYSTEM 
& PROJECT MANAGEMENT—
AM/FM/GIS INTEGRATED WITH 
STANDARDS AND A WORK 
MANAGEMENT SYSTEM 

 
PROCESS ANALYSIS 
RESULTS AND ISSUE 
DOCUMENTATION 
 
 
DATA, ASSESSMENTS, 
AND COUNSEL, DETAIL 
PROPERTY PROJECTS 
AND PROCESSES 
 

 
DEFINE AND PROVIDE 
INFRASTRUCTURE FOR ONE 
POLICY PER MONTH 12-10 
 
 
FUNCTIONALITY AND 
RELIABILITY OF EQUIPMENT 
AND PROCESS AS DESIGNED, 
ON-GOING 09-10 

 
R. RODI WITH UC  TEAM 
AND CONTROLLER 
 
 
 
J. WHITE AND R. 
LEMOINE, OTHER 
DIRECTORS & 
ENGINEERING 

 
CUSTOMER ACCOUNTABILITY 
FEEDBACK 

 
DEVELOP SYSTEM AND 
MEASURES 

 
ACHIEVE 70%+ SURVEY 
SUBMITTAL, ON-GOING 04-10 
 

 
E. FISHER & DIRECTORS, 
ORGANIZATION AS 
APPROPRIATE 

 
COMMUNITY CONTACT 

 
FEEDBACK FROM PR 
CONTACTS 

 
80% AFFIRMATIVE RESPONSE, 
ON-GOING 05-10 

 
BUSINESS UNIT 
 

 
PROVIDE SAFETY TRAINING 

 
PARTNER WITH 
AGENCIES AND GROUP 
ASSOCIATES 
 

 
ONE SESSION PER QUARTER 
06-10 

 
RISK MANAGER AND 
MANAGEMENT TEAM 

EDUCATE COMMUNITY 
EMERGENCY ORGANIZATIONS 
 
 
REFINE UC WEBSITE AND 
EVALUATE-DEVELOP AS 
APPROPRIATE ON-LINE 
CAPABILITY 
 
REVIEW EXISTING PROVISIONS 
MANUAL FOR HUMAN 
RESOURCE MANAGEMENT FOR 
CONSISTENCY AND CLARITY
 
 
EVALUATE AND RECOMMEND 
EFFECTIVE CATOSTROPHIC 
COMMUNICATIONS PROCESS 
AND INFRASTRUCTURE 

CONTACT POLICE, FIRE, 
RESPONSE 
ORGANIZATIONS 
 
HARDWARE-SOFTWARE-
PRIVACY SUPPLIERS 
 
 
 
PROVISION 
PERFORMANCE 
EVALUATION, SURVEYS, 
BENCHMARKING 
 
 
ASSESS EXISTING 
CAPABILITY AND 
ALTERNATE SYSTEMS 
 

ONE CONTACT PER MONTH 07-
10 
 
 
TIMELY SITE INFO AND 
SECURE TRANSACTIONS 3-10, 
ON-GOING 
 
 
PRACTICES AND PROCEDURES 
ALIGNED WITH CULTURAL 
VALUES AND PERSONNEL 
CHARACTERISTICS, 3-10 ON-
GOING 
 
COMMUNICATIONS PROCESS 
CAPABLE OF PUBLIC AND 
AREA RESPONDERS 2-10 
 

BUSINESS GROUP 
 
 
 
L. KLINKENBERG AND R. 
LEMOINE, E. FISHER  AND 
OTHER DIRECTORS 
 
 
P. DI CHIARA  AND 
DIRECTORS 
 
 
 
 
T. BEYRLE AND R. 
LEMOINE, OTHER 
DIRECTORS AND OTHERS 
AS APPROPRIATE 
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UC STRATEGIES 

 
 

____________________________________________________________________________________________________________________________________________________________________________________  
II..  BBuussiinneessss  SSttrruuccttuurree  
  
    AA..      PPoolliicciieess  
  

••  RReettaaiinn  aanndd  ccuullttiivvaattee  tthhee  ““ccuussttoommeerr  rreellaattiioonnsshhiipp””  aass  tthhee  pprriimmaarryy  ffooccuuss  ooff  tthhee  UUCC..  
  

••  DDrriivvee  ppoolliiccyy  ddeevveellooppmmeenntt,,  ccoommmmuunniiccaattiioonn  llooggiissttiiccss,,  aanndd  pprroocceessss  ccoonnttrroollss  aatt  tthhee  
EExxeeccuuttiivvee  lleevveell..  

  
••  MMaaiinnttaaiinn  ttaaccttiiccaall  aapppplliiccaattiioonn  aatt  tthhee  pprroocceessss  lleevveell  cclloosseesstt  ttoo  tthhee  ccuussttoommeerr  

  
••  UUssee  aa  ccoommmmoonn  ppllaattffoorrmm  ttoo  pprroovviiddee  ccuussttoommeerrss,,  ““vvaalluuee--aaddddeedd,,””  pprrooffiittaabbllee,,  pprreemmiiuumm  

ooppttiioonnss  ffooccuusseedd  uuppoonn  ccoonnvveenniieennccee,,  iinnssuurraannccee,,  oorr  sseeccuurriittyy;;  aanndd  eennhhaannccee  ccoosstt--
eeffffeeccttiivveenneessss  wwiitthh  ccoonnssuummppttiioonn  mmaannaaggeemmeenntt  aanndd  rriisskk  mmaannaaggeemmeenntt  ((ddiissttrriibbuutteedd  
ssuuppppllyy  aanndd  rreelliiaabbiilliittyy))..  

        
••  EEssttaabblliisshh  aann  eelleeccttrriiccaall  aanndd  wwaatteerr  55--1100  yyeeaarr  ttrraannssiittiioonn  ppllaann  bbaasseedd  uuppoonn  aa  ““BBeesstt  TToottaall  

PPrriiccee””  aanndd  ssuuppppllyy  mmiixx  ppllaattffoorrmm..  
  

••  AAppppllyy  lleevveerraaggee  tteecchhnnoollooggiieess  wwhhiicchh  pprroovviiddee  mmuullttiippllee  vvaalluuee  ssttrreeaammss  ffoorr  tthhee  rreessppeeccttiivvee  
uuttiilliittiieess..  

  
••  UUssee  ppaarrttnneerrsshhiippss  ffoorr  lloonngg--tteerrmm  ((55  yyeeaarr  ++))  nnoonn--ccoorree  bbuussiinneessss  ooppppoorrttuunniittiieess  ttoo  ccrreeaattee  

ssttrraatteeggiicc  pprreesseennccee  bbaasseedd  uuppoonn  aa  ““BBeesstt  TToottaall  PPrroodduucctt””  ppllaattffoorrmm..  
  

••  UUssee  ccoollllaabboorraattiioonnss  aanndd  aalllliiaanncceess  ffoorr  sshhoorrtt--tteerrmm  ((22  yyeeaarrss))  nnoonn--ccoorree  bbuussiinneessss  
ooppppoorrttuunniittiieess  aanndd  ttoo  ccrreeaattee  ccoommppeettiittoorr  ccoonnffuussiioonn..  

  
••  UUssee  oouurr  ccoorree  pprroocceessss  kknnooww--hhooww  ttoo  ppaarrttnneerr  oorr  aaccqquuiirree  tthhee  ccuussttoommeerr  oowwnneedd  pprroocceessss  

((ii..ee..,,  eelleeccttrriiccaall  mmaaiinntteennaannccee,,  ppoowweerr  qquuaalliittyy,,  aanndd  eenneerrggyy  mmaannaaggeemmeenntt  ccoommppoonneennttss  
aammoonngg  ootthheerrss))..  

        
  
    
  
  

BB..    PPrraaccttiicceess  
  

••  IImmpprroovvee  qquuaalliittyy  ttaaiilloorreedd  bbyy  mmaarrkkeett  sseeggmmeenntt  aanndd  bbaassee  rreeqquuiirreemmeennttss  ttoo  aacchhiieevvee  aa  
““BBeesstt  TToottaall  PPrriiccee””  ffooccuuss  iinn  tthhee  ccoommmmooddiittiieess  ooff  eelleeccttrriicc,,  wwaatteerr,,  wwaasstteewwaatteerr,,  aanndd  
rreeccllaaiimmeedd  wwaatteerr..    

  
••  PPrroommoottee  ddeeccrreeaasseedd  ffoossssiill  eenneerrggyy  ddeemmaanndd  tthhrroouugghh  tthhee  uussee  ooff  tteecchhnnoollooggyy  aanndd  

pprroopprriieettaarryy  aapppprrooaacchheess  ttoo  ccoonnssuummppttiioonn  ((PPiinncchh)),,  eenneerrggyy  mmaannaaggeemmeenntt,,  aanndd  
rreenneewwaabblleess..  

  
••  OOuuttssoouurrccee  uunnccoommppeettiittiivvee,,  nnoonn--ccoorree  pprroocceesssseess  tthhrroouugghh  ppaarrttnneerrsshhiippss..  

  
••  GGrrooww  ccoommppeettiittiivvee,,  nnoonn--ccoorree  pprroocceesssseess..  
  
••  UUssee  aa  kknnoowwlleeddggee--bbaasseedd  ddaattaa  wwaarreehhoouussee  ssyysstteemm  oorr  iinntteeggrraatteedd  ssyysstteemmss  aass  aa  rroouuttiinnee  

mmeetthhoodd  ooff  iinntteerraaccttiivvee  ddaattaa  ccoommmmuunniiccaattiioonnss..      
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CC..      MMaannaaggeemmeenntt  SSyysstteemm  
  

••  MMaaiinnttaaiinn  aa  ppeerrffoorrmmaannccee  mmeeaassuurreemmeenntt  ssyysstteemm  aatt  aallll  lleevveellss  ooff  tthhee  oorrggaanniizzaattiioonn  lliinnkkiinngg  
iinnddiivviidduuaall,,  pprroocceessss,,  aanndd  uuttiilliittyy  mmeettrriiccss..  

  
••  UUssee  bbeenncchhmmaarrkkiinngg  ooff  pprroocceesssseess,,  mmeettrriicc  eexxaammiinnaattiioonnss,,  aanndd  ccoommppeettiittoorr  ddaattaa  ttoo  ddrriivvee  

ggooaall  sseettttiinngg..  
  
••  UUssee  eeqquuiittyy  mmeeaassuurreess  aanndd  aaccccoouunntt  pprrooffiittaabbiilliittyy  ttoo  ddeetteerrmmiinnee  tthhee  eeffffeeccttiivveenneessss  ooff  

bbuussiinneessss  aaccttiivviittiieess..  
  
••  UUssee  ssppeecciiaalliizzeedd  kknnoowwlleeddggee  ffoorr  ccuussttoommeerr  rreellaattiioonnsshhiipp  ddeevveellooppmmeenntt  aanndd  ccuussttoommeerr  

ssoolluuttiioonnss  tthhrroouugghh  eexxtteerrnnaall  ssoouurrcciinngg  aanndd  ccoooorrddiinnaatteedd  eexxppeerrttiissee  ffoorr  aa  ““BBeesstt  TToottaall  
SSoolluuttiioonn””  ppllaattffoorrmm  aanndd  rreellaatteedd  mmaarrkkeett  iinniittiiaattiivveess  

  
••  UUssee  ssttaannddaarrdd  ooppeerraattiinngg  pprroocceedduurreess  aanndd  ccoonnffoorrmmaannccee  rreeppoorrttiinngg  ffoorr  ““BBeesstt  TToottaall  PPrriiccee””  

ppllaattffoorrmm  aanndd  rreellaatteedd  iinniittiiaattiivveess..  
  

••  UUssee  pprroodduucctt  ssuucccceessss  mmeeaassuurreess  aanndd  mmaannaaggeedd  aasssseettss  aanndd  rriisskk  ttoo  rreeppoorrtt  oonn  ““BBeesstt  TToottaall  
PPrroodduucctt””  ppllaattffoorrmm  aanndd  rreellaatteedd  iinniittiiaattiivveess..    

  
  
  
    DD..      TTeecchhnnoollooggyy  
        

••  DDeevveelloopp  aanndd  uussee  aa  kknnoowwlleeddggee--bbaasseedd  ddaattaabbaassee  wwaarreehhoouussee  oorr  iinntteeggrraatteedd  ssyysstteemmss  ttoo  
iiddeennttiiffyy  ttaaccttiiccaall  iinnffoorrmmaattiioonn  lliinnkkiinngg  ccuussttoommeerrss,,  ssuupppplliieerrss,,  ccoommppeettiittoorrss,,  aanndd  iinndduussttrryy  
ttrreennddss  ttoo  ffooccuuss  eemmppllooyyeeee  aaccttiioonnss..  

  
••  BBuuiilldd  ssmmaarrtt  ssyysstteemmss  wwiitthh  iinnttuuiittiivvee  ccuussttoommeerr  aanndd  eemmppllooyyeeee  iinntteerrffaacceess  aanndd  ddeecciissiioonn  

mmeennuuss..  
    

••  EEssttaabblliisshh  aa  tteecchhnnoollooggyy  ccaappaabbiilliittyy  ((ppoorrttffoolliioo))  lliibbrraarryy  ffoorr  uussee  wwiitthh  pprroocceessss  aapppplliiccaattiioonnss..  
  
••  UUssee  tteecchhnnoollooggyy  ttoo  aaccccoommpplliisshh  aa  ddeessiiggnneedd  rreessuulltt..    

  
    EE..      PPrroocceesssseess  
  

••  IImmpprroovvee  eeaacchh  ccuussttoommeerr  rreellaattiioonnsshhiipp  bbyy  ffooccuussiinngg  oonn  eeaacchh  ““mmoommeenntt  ooff  ttrruutthh””  
ooppppoorrttuunniittyy..  

  
••  UUssee  ““BBeesstt  TToottaall  SSoolluuttiioonn””  wwhheerree  iitt  pprroovviiddeess  eeccoonnoommiicc  vvaalluuee  aanndd  rreeccooggnniizzeedd  

ccoommppeettiittiivvee  ppoossiittiioonn..  
  

••  UUssee  ““BBeesstt  TToottaall  PPrriiccee””  wwhheerree  ccoommmmooddiittyy  pprroocceessssiinngg  iiss  iinnvvoollvveedd..  
  

••  UUssee  ““BBeesstt  TToottaall  PPrroodduucctt””  wwhheerree  nneeww  pprroodduuccttss  oorr  sseerrvviicceess  pprroovviiddee  eennhhaanncceedd,,  
eennaabblleedd,,  oorr  aaddvvaannttaaggeedd  ppoossiittiioonn  oorr  pprroovviiddee  aa  ffeeeeddeerr  ssyysstteemm  ffoorr  ssuubbsseeqquueenntt  
ccoommmmooddiittyy..  
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    FF..      AAsssseettss  
        

••  GGeenneerraattee  iinnvveessttmmeenntt  ccaappiittaall  tthhrroouugghh  tthhee  ddiivveessttmmeenntt  ooff    UUCC  aasssseettss  tthhaatt  aarree  
uunnnneecceessssaarryy  ffoorr  pprroocceessss  ooppeerraattiioonnss..  

  
••  AAssssiiggnn  aasssseettss  ttoo  eeaacchh  sstteepp  ooff  eeaacchh  bbuussiinneessss  pprroocceessss  ooff  tthhee  uuttiilliittyy..  

  
  
••  UUssee  EEccoonnoommiicc  VVaalluuee  AAddddeedd  ttoo  eessttaabblliisshh  nneett  aasssseett  ddeetteerrmmiinnaattiioonn  aanndd  rreettuurrnnss..  

  
IIII..  CCuullttuurree  
  
    AA..      EEmmppllooyyeeee  VVaalluuee  AApppprrooaacchh  
  

••  PPuubblliisshh  rreeccooggnniittiioonn  eevveennttss  eexxcclluussiivveellyy  ffrroomm  aa  tteeaamm  ppeerrssppeeccttiivvee..  
  

••  PPrroovviiddee  rreeccooggnniittiioonn  ffoorr  pprrooaaccttiivvee  aapppprrooaacchheess,,  aaddoopptteedd  ssoolluuttiioonnss  bbyy  ccuussttoommeerrss,,  aanndd  
iinnnnoovvaattiioonn..  

  
••  AAsssseessss  ttaalleennttss,,  ccoommppeetteenncciieess,,  aanndd  sskkiillllss  ttoo  ddeevveelloopp  aanndd  ppllaaccee  eemmppllooyyeeeess  iinnttoo  rreelleevvaanntt  

ppoossiittiioonnss..  
  
    BB..      RReewwaarrdd  AApppprrooaacchh  
  

••  UUssee  tteeaamm  iinncceennttiivveess  aass  aa  ccoommppoonneenntt  ooff  ffiinnaanncciiaall  rreewwaarrddss..  
  

••  UUssee  ppeerrffoorrmmaannccee  rreevviieewwss  aatt  ttiimmeess  ootthheerr  tthhaann  eemmppllooyyeeee  ffiinnaanncciiaall  aawwaarrdd  ppeerriiooddss..  
  

••  UUssee  aadd--hhoocc  rreewwaarrddss  wwhheenn  rreeccooggnniittiioonn  iiss  iinniittiiaatteedd  bbyy  tthhee  ccuussttoommeerr..  
      

••  UUssee  bbrrooaadd--bbaasseedd  ssaallaarryy  ggrraaddeess  wwiitthh  vvaarriiaabbllee  iinncceennttiivveess  ttiieedd  ttoo  pprroocceessss  lleevveerraaggee  
ppooiinnttss  ttoo  ddrriivvee  ttoottaall  ccoommppeennssaattiioonn  aanndd  pprroommoottee  ffiinnaanncciiaall  ppeerrffoorrmmaannccee..  

  
••  UUssee  aapppprroopprriiaattee  rreewwaarrddss  ooff  tthhee  aapppplliiccaabbllee  ccuullttuurree  pprrooffiillee  

  
  
  
    CC..      LLeeaarrnniinngg  AApppprrooaacchh  
  

••  UUssee  ““ddeemmoonnssttrraatteedd””  aaccttiivviittiieess  aammoonngg  tteeaamm  ddeessiiggnnaatteess  ffoorr  mmaasstteerryy  eexxeerrcciisseess..  
  

••  PPrroovviiddee  aa  ““ffrriieennddllyy””  pprroocceessss  aaddmmiinniissttrraattiioonn  aanndd  iimmpprroovveemmeenntt  rreeffeerreennccee  ppoorrttffoolliioo  aanndd  
ddooccuummeennttaattiioonn..  

  
••  PPrrooffiillee  aanndd  eennhhaannccee  tthhee  lleeaarrnniinngg  ssttyylleess  ffoorr  eeaacchh  pprroocceessss  ppaarrttiicciippaanntt  aass  aa  ddeevveellooppmmeenntt  

ppllaann..  
  

••  UUssee  tteeaamm  pprroocceessss//ppaarrttiicciippaanntt  eexxpplloorraattiioonn  eevveennttss  ttoo  eennhhaannccee  lleeaarrnniinngg  eevvoolluuttiioonn..  
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DD..      FFoorrmmaall  OOrrggaanniizzaattiioonn  
  

••  UUssee  bbrrooaaddbbaanndd  mmuullttii--sskkiilllleedd,,  mmuullttii--ttaasskkiinngg  ““ggeenneerraalliisstt””  ppoossiittiioonn  ddeessccrriippttiioonnss  ffoorr  
pprroocceessss  ppaarrttiicciippaannttss..  

  
••  UUssee  ddeeffiinneedd  rroolleess  aanndd  pprroocceessss  mmaattrriixx  ooff  eenntteerrpprriissee  oowwnneerr,,  pprroocceessss  oowwnneerr,,  pprroocceessss  

lleeaaddeerr,,  pprroocceessss  ““ggeenneerraalliisstt””,,  rreellaattiioonnsshhiipp  mmaannaaggeerr,,  ccooaacchh,,  ccoolllleeaagguuee,,  ppaarrttnneerr,,  
aassssoocciiaattee,,  eettcc..  

  
  
  
IIIIII..  CCoommppeettiittiioonn  
  

••  UUssee  tthhee  ccoonncceeppttss  ooff  hhyyppeerr--ccoommppeettiittiioonn  aanndd  tthhee  nneeww  77  SS’’ss  ((11  SSuuppeerriioorr  SSttaakkeehhoollddeerr  
SSaattiissffaaccttiioonn,,  22  SSttrraatteeggiicc  SSooootthhssaayyiinngg,,  33  ppoossiittiioonniinngg  ffoorr  SSppeeeedd,,  44  ppoossiittiioonniinngg  ffoorr  
SSuurrpprriissee,,  55  SShhiiffttiinngg  tthhee  rruulleess  ooff  ccoommppeettiittiioonn,,  66  SSiiggnnaalliinngg  ssttrraatteeggiicc  iinntteenntt,,  aanndd  ffiinnaallllyy,,  
77  SSiimmuullttaanneeoouuss  aanndd  SSeeqquueennttiiaall  ssttrraatteeggiicc  tthhrruussttss----ssttrraatteeggiieess  ttaaiilloorreedd  ttoo  tthhee  mmaarrkkeett  
sseeggmmeenntt))..    

  
••  UUssee  aa  bbuussiinneessss  eenntteerrpprriissee  nneettwwoorrkk  ssyysstteemm  ttoo  ccrreeaattee  ssaalleess  ooppppoorrttuunniittiieess  aammoonngg  oouurr  

ccuussttoommeerrss  tthhrroouugghh  oouurr  ddaattaa  wwaarreehhoouussee..  
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UUCC  HHUUMMAANN  RREESSOOUURRCCEESS  
SSTTRRAATTEEGGIICC  PPLLAATTFFOORRMM  

  
PREMISES 

  
••  ““BBeesstt  TToottaall  PPrriiccee””  wwiillll  bbee  uusseedd  aass  tthhee  vvaalluuee  mmooddeell  ffoorr  aa  ccoommmmooddiittyy--ddrriivveenn  bbuussiinneessss  uunniitt..    OOtthheerr  

aapppprroopprriiaattee  vvaalluuee  mmooddeellss  wwiillll  bbee  ttaaiilloorreedd  ttoo  ssaattiissffyy  tthhee  ccoommppeettiittiivvee  nneeeeddss  ooff  ootthheerr  bbuussiinneessss  uunniittss..  
••  TThhee  bbuussiinneessss  uunniittss  wwiillll  mmiiggrraattee  ffrroomm  aa  ccoosstt  cceenntteerr  ttoo  aa  pprrooffiitt  cceenntteerr  ccoonncceepptt..  
••  TThhee  EElleeccttrriicc  UUttiilliittyy  aanndd  tthhee  rreettaaiill  ppoorrttiioonn  ooff  tthhee  CCoommmmuunniiccaattiioonnss  UUttiilliittyy  wwiillll  eexxppeerriieennccee  ssoommee  ffoorrmm  ooff  

iinnccrreeaasseedd  ccoommppeettiittiivvee  iinniittiiaattiivvee  iinn  tthhee  nneexxtt  ttwwoo  ttoo  ffiivvee  yyeeaarrss  
••  PPeerrffoorrmmaannccee  ssttaannddaarrddss  wwiillll  bbee  uusseedd  ttoo  vvaalliiddaattee  ccoossttss  aanndd  iinncceennttiivveess..  
••  EEaacchh  bbuussiinneessss  uunniitt  wwiillll  hhaavvee  ddeecciissiioonnaall  aauutthhoorriittyy  wwiitthh  mmaattcchheedd  aaccccoouunnttaabbiilliittyy  iinn  oorrddeerr  ttoo  aacchhiieevvee  iittss  ssttaatteedd  

MMiissssiioonn,,  OObbjjeeccttiivveess,,  aanndd  SSuucccceessss  MMeeaassuurreess..  
••  NNeeggoottiiaattiinngg  oobbjjeeccttiivveess  wwiillll  bbee  ssttrruuccttuurreedd  bbyy  tthhiiss  ppllaattffoorrmm  ttoo  mmooddiiffyy  tthhee  AAggrreeeemmeenntt  iinn  tthhee  aarreeaass  ooff  

eemmppllooyyeeee  ppeerrffoorrmmaannccee  aanndd  sseeccuurriittyy;;  ddiissppuuttee  rreessoolluuttiioonn;;  wwoorrkk  ddaayy  aanndd  ttiimmee  eeffffiicciieenncciieess;;  aanndd  ccoommppeennssaattiioonn,,  
pprreemmiiuummss,,  bbeenneeffiittss,,  aanndd  eennttiittlleemmeennttss..  

••  HHuummaann  RReessoouurrcceess  wwiillll  bbee  tthhee  rreessiiddeenntt  mmaannaaggeemmeenntt  ssyysstteemm  ddeevveellooppmmeenntt  ppaarrttnneerr  ooff  tthhee  bbuussiinneessss  uunniittss  iinn  
aaddddiittiioonn  ttoo  iittss  rroollee  aass  tthhee  CCoommppaannyy  mmeennttoorr  ooff  tthhee  eemmppllooyyeeeess’’  bbuussiinneessss  rreellaattiioonnsshhiippss  aanndd  pprroottooccoollss  wwiitthh  tthhee  
UUCC..  

••  TThhee  UUCC  VVIISSIIOONN  wwiillll  bbee  aarrttiiccuullaatteedd  oofftteenn  aanndd  uusseedd  ttoo  ddrriivvee  nneecceessssaarryy  cchhaannggeess  ttoo  ddeevveelloopp  aa  ccoonnssiisstteenntt  
ccuullttuurree..  

  
KEY STRATEGIES 

  
••  DDeevveelloopp  aaggiillee  wwoorrkk  tteeaammss..  

  
KKeeyy  TTaaccttiiccss——  
  
  RReeddeeffiinnee  rroollee  rreellaattiioonnsshhiippss  ooff  tthhee  MMaannaaggeemmeenntt  SSyysstteemmss  
  

----DDeeffiinnee  tthhee  rreellaattiioonnsshhiippss  ttoo  bbee  mmaannaaggeedd  ffrroomm  aa  tteecchhnniiccaall,,  ppeerrssoonnnneell,,  aasssseett,,  aanndd  
aaccttiivviittyy  ppeerrssppeeccttiivvee  aass  bbaasseedd  uuppoonn  bbuussiinneessss  pprroocceessss  rreeqquuiirreemmeennttss..  
  
----SSttrruuccttuurree  rreewwaarrddss  ttoo  tteeaamm  ppeerrffoorrmmaannccee  iinn  ssuuppppoorrtt  ooff  tthhee  bbuussiinneessss  ggrroouupp  
ssuucccceessss  mmeeaassuurreess..  
  

IImmpplleemmeenntt  ssttrruuccttuurreedd  DDeevveellooppmmeenntt  PPrrooggrraammss..  
  
  ----DDeessiiggnn  bbrrooaadd  ssccooppee  ppoossiittiioonn  ddeessccrriippttiioonnss..  
  ----UUssee  aatt  rriisskk  ppeeeerr  rreevviieeww  aanndd  ppeerrffoorrmmaannccee  ddeemmoonnssttrraattiioonn  qquuaalliiffiiccaattiioonn..  
  ----OOvveerrllaapp  wwoorrkk  bboouunnddaarriieess  ttoo  mmiittiiggaattee  eexxcclluussiivviittyy..  
  ----PPrroommoottee  ffoorrmmaall  eedduuccaattiioonnaall  iinncceennttiivveess  aanndd  ppaarrttnneerrsshhiippss..  
  ----LLiinnkk  PPrrooggrraamm  ddeessiiggnn  ttoo  pprroocceessss  ccoommppeetteenncciieess  aanndd  ssuucccceessss  mmeeaassuurreess..  

----MMaattcchh  lleeaarrnniinngg  ssttyylleess  aanndd  ttaalleennttss  ooff  iinnddiivviidduuaallss  wwiitthh  pprroocceessss  sskkiillllss  aanndd  
aaccttiivviittiieess..  

  
UUssee  lliinnee  oorrggaanniizzaattiioonn  ttoo  pprroovviiddee  ttrraaiinniinngg  aanndd  ddeevveellooppmmeenntt  ooff  tteeaamm  mmeemmbbeerrss..  
  

••  DDeevveelloopp  aann  iinntteeggrraatteedd  ppeerrffoorrmmaannccee  mmaannaaggeemmeenntt  ssyysstteemm..  
  

KKeeyy  TTaaccttiiccss——  
  

--Develop performance metrics for key grass roots activities, activity groupings, 
processes, relationships, projects, and objectives directly linked to the metrics 
of the business group success measures. 

--Develop and use these measures to achieve relevance to the individual, team, 
and each relationship function to assess performance, improvement results, 
rewards, and transfer capabilities. 
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--Standardize policies, processes, practices, assets, technologies, organization, 
and management control and reporting. 

--Computerize the business process as much as is practicable using integration 
to produce leverage among other processes, feeder systems, and data 
warehousing. 

 
• Develop and integrate business processes as a participatory linkage tool to management, 

performance, and financial systems. 
 

Key Tactics— 
 

--Define time, resources, assets, and outputs in “as-is” detail, for each process. 
--Map metrics of the performance management system to process nodes. 
--Determine leverage nodes for goal setting. 
--Develop position description competencies, skill sets, and knowledge 

assessments based upon process performance requirements and improvements. 
--Integrate process performance to financial models to forecast economic value-

added, profitability, and competitive position. 
 
 
• Develop an integrated financial/monetary incentive compensation system. 

 
Key Tactics— 

 
--Establish performance gateways for minimum goal hurdles for essential 

business development. 
--Develop and use a formal bid index system to establish competitive external 

benchmarks for activities and process segments and validated goal setting and 
compensatory principles. 

--Publish and display team relevant performance metrics at work locations or 
electronic access posting. 

--Develop computer models (for educational and forecasting purposes) 
representing financial incentive results (compared to goal) upon customer and 
profit value from the view of processes, taxes, inventories, interest, etc. 

--Educate teams about their financial role and contribution to overall success 
measures of the business unit. 
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