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HF2FOR'lt TIU: 
\VASHINGTON rrTILITIES & TRANSPOnT,.,.\TION COMt\USSION 

In the Matter of the Petition of: 
Docket UI:::-072300 and. UGA17230i 

PcrOE'r SOllND E::NERO'{" (consolidated) 

For J'vLitiga1ion Servicc Quality Index No, 5 PE,','fTION I"'()R IviTTIGATION 
Penalty fbr Period Ending December 31, 2013 

L INTROIHJCTION 

1, In accordance with \VA"C 480~07~370(b) and the Scrvice QuaUty Pmgraul mitigation 

standard explained in herein, Puget Sound , Inc. ('IPSE" Of the "COl1Ipany") her(.~l)y ,files this 

petition ("Petition") vvith the \\lashington Utilities and 'fransportati0 rl, Co,mmission ("Commission"') 

respectllJlly seeking a full relief the calculated service quali.ty index ("SQI') No.5 penalty for the SQI 

perf<mnance period ending Deeeluber 31,2013, Due to the unusual m.\d exceptional circumstance of 

replacing its 13~year old Customer InJbnnation System ("erS"), PSE was not able to meet the annual 

1 :>" "I ' . 'k' 'j:'. , S'(')I 'N: .:; C"" 'j" . ,. \ "","" )t;Ilc.1mdL .. OJ , '< ..... 0, .. ' AIS ,omel j. cccss 

explained in this Petition, full mitigation of pedcyrnHtnec penalty is appropriate lJ:eeause the, 

one~tiJne impicmentati011 CIS \vas an unusual and exceptional circumstance and because PSE 

was reasonable in its pr(~paration J~)r, and response to,. the CrSimplementation. 

PSE is cngaged in the business ofpnwiding electric and gas sel''il]ec within the State of 

Washington as a pubJic service company" and is subject to the regulatory authority of the Cornmission as 

to its retail nlcili1ies and Its full nanie and mailing address are: 

Puge\ Sound En(;~rgy, Tuc, 
Attn: Johnson 
Director - State Regulatory AITairs 
P,O. Box 97034 
BelleVUe, \f..lashington 98009-9734 
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Rules and statutes thatmav be broug,ht at ., .... in this Petition include RCW 80JH .040, 

1)('T\P (} "} 0() (')')1) , 'I '\1" ~(" 4°() ()7 '" 7(") 'b" "" iV' o{ ,"-0" ..:,1" an( iy'l\" I o,~, ~j ,( ,),' 

II. HACKGROtTND 

4. PSE impJenlcntcd Service Quality Program ("SQ Progra.m") in 1997 pursuant to 

Docket Nos,UE~951 andUE~960195, the dockets ar1proving the merger of Washington Natural Gas 

(:Olnpany and Sound Power Light Company ("l'vlerger"). 'rhe purpose of the SQ Prognml is to 

"provide a spedJlcmechanism to assure customers that they wiII not experience deteTioraHon in quality 

of serviee,,3
l

J and to "protect customers ofPSE Ihlm poorIy~targete.d cost cutting'd5 as a result of that 

ivferger. 

5. 'I'he SQ Prograrn ctlrt'enily includes a ('ustomcr Service Guarantee, a Restoration Service 

(J uarantec, and a of nine quality indices that require the Cornpan)i to meet benchmarks in 

customer satisfh,ction, custom,er services, and operations services, Sincc 1997, the (:ompany has 

contilJued the SQ program \vith both temporary and permanent modifications authorized by the 

Commission orders in Dock.et (Ir::-011570 andUG~OI1571 (consolidated),Dockct No, lJE~031946, 

and Docket Nos, lJE~072300 and lJG~072301 (consolidated) (the "SQI Orders"). 

6, SQl No. 5· (:ustomer ,""L'vL"a Center Ans\vcril1g Performal1ee'111eaSnres the percentage of 

the calls ans\'v'cred by aPSE CustoDlcr Access Center ("CAe:") representative \vithin 30 seconds of a 

customer's request to speak with an operator, SQI No.5 is currently calculated as J()Uows: 

L Annual SQI 5~C:ust(Jrner r','"LL":',~ C:entel' Ans\vering Perf(mmmce "" 

(monthly nW.11.bCl' of calls answered by 11 company representative 
\vithin 30 a request to to a operator) 
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I (1'nonthly l1ul11ber of calls received)) *' 100 

As shO\vn alxrve. the overaU cal.1·I.)edbrn1tlnce is calculated as the average of the hve1ve monthly CAe 
~. . 

telephone ans\vering results. 

7. The pedbrrmil!1Ce standard fhI' SQI No.5 i.s an annual bencl1:mark of75%, vvhichwas set 

forth in 1 in the initial Pro l!.ram , While other indices' benchrnarks were based on historical 
",. 

perfbnmmce le\te1s, SQI No. s 75(~/() benchmark is a performance level that was set above the historical 

not account for the impact of any signii1 cant 

ont~~timt~ event such as the imI)]ementation of a new c:ustorner infbrmation system. 

8·, ( , ()n;vlarch 13,2013, prior to PSlrs CIS implementation and in anticipation of the 

potential negative hnpact of the new CIS implementation \Y'ould be typically experienced by a 

company, PSE filed a petition \vit11 the COlt1l11issi.on for a temporary suspension of three service quality 

.. . ~ .. '; 7.. . . "," .'~' ... " ,,". ~ f. "f"'. . "'1 :"i ': . ' .~ .' ,.'..,.., . . + lllchces"· mcludlug SQI No.5 C't'v1arch PetrtlOn'). PSb proposed that SQl No, :> be te.mporanly 

snspended the2013 SQI Program to alloyv the C:ornpany manage and adopt 11e,\' processes 

\vhile in1plementing of new (·:1S, 'rl1c C:ommission denied PSl~'srvlarch Petition in Order 22, 

agreeing 'whh Stafe'S that it was not in the public interest to suspend the SQl in advance of any 

demonstrated ad\/crse in1pact on customer service l)erlbnnance,Yf '[he Commission went on to state that 

PSI:! could request rnitigation implementation of the CIS resulted in I1nancial penalties tn PSE,4() 

9. On I)ecember 2013. the rnaterial.ization of the adverse irnpact of the new 

implementation uncI the call ans\vering perH:mmmce rebounded to norrnal busilless levels, PSE requested 

.lhHn the ('01nm13510n a one~time l11odii1catJoll of the SQJ No,S performance calculatlnu that w()uld 

to }JC 

»0, .'j····(:ui't(lmcr 

(>,ntcr 'J'rl1(l'YJ.(tinn Sati"C)'ctiOf1, 

St.;! ()nkr 22 ill,1 i 

]d,;li ~ 
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1110re appropriately reflect "normal" business operations. C'DccernberR.equesf). 'rhe proposed revised 

overall perfbnnance calculation was intended to capture PSE's SQI No. 5perfonnance without the 

impact of the CIS irrrplementation by excluding monthly call answering results from April through 

Septen1ber 2013, the months aJIected b:v PSE's CIS irnplementation. PSE \vithdrcw the Decen1.ber 

.Request on December 24, 13. 

10. Based on the SQI No.5 performance calculati<m,41PSI~is subject to a potential penalty 

up to $648:.000 SQI 5 perf()rmance during 2013 program year. For the rea.,'ml1S 

described herein, PSE proposes relief of the entire potentiai penalty and a detennination that the SQ.I No, 

5 penalty has been 8u.ccessful1y mitigated. 

1]. 'rhc procedure for requesting mitigation of penalty under the SQI portion of the 

Service Quality Program \vas originally defined on page 13 of.' the stipulation fh)lXl the Merger dockets 

C'tvterger Stipulati.on'~) and has been incorporated into the subsequent SQl Orders and settlement 

agreements without Inodification. {\/litigation is available to PS[:', if a penalty is due to "unusual or 

exceptional circumstances for which PSE's h.wel ofpreparedness and response was reasol1able'~. 

Additionally, in Order 22, tbe ('omlnission 

11' inlplcrnentation of the J1e\v CIS causes PSE to nli! to meet allY benchmark, PSE can 
seek 111itigation under this standard and the Commission can rel'ievePSE of aU or 

I, 1 '(' I b 11 I·' 1 ' 42 sorne 0 any penn ty amounts, 1. warrantec. y a acts anc Cll'ClHl1stances,' 

12. 'rhe Commissicm has granted similar relief in the past. example, in2001 the 

granted PSI~'s request nJr a full \\/(liver oftbe penalty re.lated to SQI No.6, Telephone 

.t 100 + $54,000 Pcmlty per Point 
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C:enter 'rransactions Customer Satisfaction;4:1 and in 1998, the Comm.ission \vaived penalties related to 

"()'!' N' 5 !' 44 S '''.'' .. lOS. _ ane 6. 

13. explained more fuIIy belo",\'; relief of the entire penalty amount is appropriate because 

the CIS-implementation "vns not only umlsunl and exceptional, it was lmique. Further, PSE vvas vv'ell 

prepared .Cor its implementation nnd responded reasonably to the impacts created by the technology 

U!1graelcs. 
~, 

IV. 2013 SQI PERFORMANCE 

14. PSE's SQI pCrf(lnnanCe fell' the nine indices fiJf the 2013 repOliingofJ,u1U?trj/ 1 through 

December 31; 2013, is shown in the following table:t5 The Cornpany \vas abJe to meet allpedi:mnance 

benchlu:::!rks except for SQl No, 5 Customer Access Center Ans\vedng Perform.ance, The overall 

annual SQI No, 5 performance for 2013w::1s 66'~ij), resul.ting ill a potential penalty of up to $648,000, 

No.1: 2013 SQl Perf Of Ina nee 

Category 
(j f S Cl'V icc' 

Customer 

6 

Satisthctiof] 8 

2 

SQi# 

Satisfaction 
Field Service 
Opcrations 

'l'nmsactions 
Customer 

Satisfaction 

WIJ'T'C COlnplaint 
Ratio 

(1)'Yil satisfied (rating of 5 
or higher on a 7~p()iJll 

90()"h sfltisikd (rating of:5 
or highcr 011 a 7~point 

(lAO complaints P(.!(' WOO 

Ovend! 2013 
Perrot'mane 

025 

None 

None 

None customers, including all 
cOlnplaints flled \vith 

WlrrC !.,.,.,., . .,.,,..,., . .,.,., .... "., •••. ,, . .,,,+, ... ,,.,.,,, +.,.,.,,,.,.,,,.,.,.,,,.,., . .,,,., . ., . .,.,.,., .... .,.,,.,,.,,,, ... ,,,,,, ...... ,).,,,,.,,, ... ,,,,,,,,,,,,.,,,.,,,,,,,,,,,,,,,.,,,:::,::,,.,,::.,,,.,:::.,,,::,,.,,,,,,,,,,,,.,,,,,:,~:, ... '''m''''''''+_''mM~, ... m''''''··''~~~'l·''''''''''''''''''''''''·''''·''·.".,.,,,.,.,,.,.,,.,4 

7::;o/i) of calls answer,~d by a 
('ustou1er 
Services 

f'i ]'1:,,:, 
Sound 

CUstomer Access 
C:entct' Answering 

Perfbrmance 

live representative within 
30 seconds of requ.(1st to 

with live c))orator 

66'% $648,()()O 

in J\ut the Petition (')f ''''EW'"'HIll. I)q·cket 1"\0, Uf!,,,());60:'f 
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Cntegory 
of SCI'vice 

4 

3 

Operations I 1 
Servkcs 

7 

]() 

SQ1# 
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Overal120t3 
Perfonnllllce 

241 

53 

32 

99';;\1· 

None 

None 

None 

None 

15. PSE implemented the CIS in April 2013. As 5ho\1;I11 in Figure No.1, bclov\". PSl-:::'s SQT 

No.5 monthly performancc Ic\'c1 f()f April \vas drastically reduced by the implementation of CIS. 

Additi<m.(llly, the months lmrnediatcly J()!1owing inlplementation vvere also ncgadvclY affected. the 

upgrade. 

Figure No, 1: SQI No. 5·Customer Access Center Answering Performance 
Percent of caUs answered by a live representative within 30 seconds of requestto speak with live 

operator 

2013 Perforarnnce 66% 

72% 71% 
83% 79% 

72% 
62% 

55% 51% 
45% 

39% 

.. , ""'\"" . 

76% 

Jan-13 feb-13 Mar-13 Apr-13 May-13 Jun-13 Jul-13 AliS-n Sep-13 OcH3 Nov-13 Dec-13 
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V. lJNI1RF:CEDENl'EUPSE EFFOR'rS IN INJ70RMA'I10N SYSTKMS MOI1ERNIZA'HON 

16. In October 2011, PSE, commenced replacing its existing customer i.nlbrmatiol1 system as 

part of the Company's unprecedented massive eff~)1t in business-modernization. l11is c.tIort also 

invol'ved insta11Jng the COI11pnny's .first integrated outage managcll1Cnt S)'stCI11. eOl\i1S") and its Hrst 

gcogra(Ji1ic itll(Jrmatiol1 
'"" '" 'rhe adoption the three allows PS.E to take 

advarrtage today's infbrmation technology to service reliability response, to support future 

8mal1 grid communicalion, and to provide \\tirelcss andwcbsitc based ctJstorner service, an:wng other 

'\"",.!:"!" '·I·'}·'·'·'· tC , , "., ·,·t· 4\'''·:·''11'''''· 1 "'1' ,.I:~f··"+.'I.,' ,·11SI:;"'l""tJ'.·'tC"'I·S· JCI1t:.J s. . . leSt: op Ions well.: no l\,;dSl) \;; 01 no cos, CLeCd\ C In .. ' .. 0 S .1;;.e'.1C) "',' 

17, 'I 'he leiUlC,l CIS. ConsumerLinX ("CLX'),vv'llS custol'n~dcvcIop.ed in early 1990s bv 
..... ,. +," .' ...If .... 

Puget Sound Po\verLight COmlxm)i' Hnd two other utilities. One of the main purposes of CLX was to 

revamp and consolidate the multipJe rnainfram.e-based inf()rmation systenlS that each of the utilities had 

been using J~)r billing, managing customer inf<:lrInation, and scheduIing,/'tracking customer service 

rcquest. Starting in 2000,46 CL<X rep1aced. the two electric systems that PSE/Puget Sound Pmver & 

,Light COlnpany had bcen using si.llce 1982 and HTl.other two systems PSEi\Vashington Natural Gas 

(\mlpany had been llsing since 1987, 'rhe chnnge to CLX \'laS a big inl(lfmatlon technology leap in 

2000 fiJI: the Company. but the technical I{Hmdation used to build CLX could not provide eflicient 

sharing of data \vith the contemporary sonVv'are systems. 'Il1ercf()rc, replacing CLX '.vas essential in 

order fbr the COlnpany to continue meeting its customer operational needs going forward, PSE's 

unprecedented effort in the implementation of the crs, along vl"ith the ()MS (md CiISt an unusual and 

exceptional event that required carefh 1 financial and operatlonalplanning, 

I, 20110 .. All ckurk C)),j(}lr1Cr 

2, 200(1 , mamgemcnl fUflctic,n 
3, pn:;~~un.' n;.ttu.ral g;l$ eu·/torrH:f ~tnd GUt.: ru.nction~ 
4, 2f)()1 - L:'\'gc natum] gas CU3tn!1l(,f and eWe functions 2lml rhc of dectric ,:mel 119.tura£ gaR one 

time 
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'VI. PSE PREP,AHJ':DNESS ANn MITIGA.TION ACTIONS WERE REASONABLE 

18. 'r11c implell1cntatio]J of the three information systems; OMS~ GJS, and CIS; alTeeted 

ever)' single Cornpany business and Odd operations, hut the ultimate impact was to the daily 

interactions that (:AC carries ouL 'fhcrcf<)X'c, in 2 and early 2013, prior to the s\:vitch~over 

date of AprilL 2013, PSE had tak(;~n substantial efTortsin preparing for the CIS sw'itGh.~over and 

initiating mitigati011 plans designed to minimize the inlpact oftheitnplcmentation of new CIS,Risk 

rnitigation occurred at alllevcls to ensure a smooth cutover and to minimize post cutover inlpacts. 

'fhesc J::lellons and plans, first described in the rvlarch Petition and updated in Exhibit A oflheDecemher 

Request, laid the groundvvork ofPSE,"s level of prepar(~dness and readiness. 'fhose actions and plans 

and the associated updates are pnJ'vided as r;:xhibit .A to this Petition. 'These acti.(1)s and plans were 

necessary and reasonable in light of the exceptkmal circumstance of the new CIS implementation. 

19. Starting in January 2013,PSE initiated severa! parallel phases of(;[S testing to ensure 

data integrity and system stability. 'fhe most vigorous of tests occurred during threc mock cutovers that 

allowed fill' rcnnemont of the cutover and s,:./stelu readiness HH the actual CIS s'ivitchover. 

20. '1'he (\nnpany established a cutover period from 5 [i.tn. on March 28 through 8 p.m. on 

March 31, during'vvhich all PSE, systems vv'ould be una:vailablc ("C:utover Period"). Activities 

pert(ml1cci by the a.gcnts during the Cutover Period yvere limited addressing customer concerns 

that re(luired inunediate resolution. All other activities such as hack billing or credit collection were 
~, 

placed on hold during cutover, 'Il101'e \vas also no disconnection or late-payrnent fee processing during 

the C\ltover Period to minhnize the customer impact of implementation of the ne\\!' CIS. 

21. PSE's external cmnmunications plannJcused on making customers a\~rare ofa new 12-

digit account nUl11bcT and the late f'vlarch 2013 three-day period when Ctlstolners had no online 

accessibility to their accounts, Among the communications \vere 'JU1!H'-'.0 on W\vw.PS£'C0111, postings 

on PSFs Facebook page, hjJl~print messages on all billing staterncnts, nc'wspaper ads, direct-mail letters 

2013 Annual Puget Sound Energy SOl and Electric Service Re!iability Report 112 



PUGET 
SOUr,ID 

Attachment 8 Penalty Mit~gation Petition to Appendix C 

to cllstomC'1's; email notiflcations, and a recorded.mcssngc on PSE's greeting line. 

cornmunications directed to cllston1ers occurr(~d late through May 20B, FAQs and other 

general information about the n0v\l CIS remained posted on website through. Scptclnher 2013. 

r::ach department in the established detailed plans to handle customer transactions 

during the Cutover Period and at the CIS switchover. A "war roorn" was created to establish easy 

access to to at sv,titchover and a "hub" was established to closelY track 

and monitor call-ansvvering pert'ormance during CIS svvitchovcr and , l\dditional stafnng 

augnlcnted to support t.raining delivery and support expected call volume incrcasc.s, average handle 

time increases, and general pcrj(:mlmnce dips. 

23. The preparation and Initigal1011 pJans described alwve and in Exhibit A. of the Deeember 

llequest demonstrate that l)SE effccti'lcl:y implclnented a well thought-out plan, and thc ui.tin1ate impact 

on SQI No, 5 did not represent a deterioration in quality of service. Nor \vas it a result ofpo()rl)/~ 

targeted cost cutting .. A"ccordingly, PSE's level of preparedness and response ,vas reasonable for the 

unusual or exceptional cin::urnstances caused by the CIS implementation. 

24. encountered the negative e1Icctsit had projected in its Mareh Petition as a result of 

the implementation of the ne\v PSE average can wait times of 1 Hlinute and 

seconds during the montbs of April through Septemher 2013. Other utilities have experienced much 

more substantial impacts, Specifically, sorne utilities' average hold thnes gre\~' from 20 seconds to 13 

minutes as a result of their C IS implementation. 47 Further1 PSI: encountered a 12?i~J increase in cal.!:; that 

requested to speak with a representati've during April through September 2013, but other utilities 
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experienced a 25%1 increase in call volumes. 48/\lthough perl~)nned better than its peer group due 

to PSE's preparedness and mitigation plans, SQI No. 5~Custonler A.ccess Center Answering 

Performance"-v,I£!S nevertheless negativel y affected during the second and third quarters of 20] 3. 

l)cllpite the substantial additional numbers of temporary staff for April through 

Septernber 2013, in addition to the 170full-tinle elnployees, \-vas not ahle to maintain its call 

ans\vering performance at the prior year level during the (:1S implementation and stahilization period, as 

shov,rn in No.2. '1'he in the numbers of the calls in April through September 2013 due to 

(:JS implementation and the time need for the representatives to become proficient in the new CIS 

environment y imJ)(:K~ted the call answering pert()nnance during the period. 

N(l. of 
TempOfiH'y Figure No.2: 
\,;1011,':'1 S 

No, of full ,I Il!H:' 

63 

1.11 

)01301 

Customer Acces$ Center 201.3 Average Quarterly Numbers of 
Full·Time Employees and Temporary Workers 

81 94 

169 166 163 

201303 

No.3 the 2012 and 20D monthly numbers of the customer caHs that 

requested to speak\vith a (:A.c representative and the monthly average handle thnes. Overall, for 

the period of April through September, there v.,',u; 12% increase in the number of the call requests, 
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peaking in April 2013 \vhentirst ofthc 11C\\/ Call requests also increascd in June-August 

2013 as the disconnection or Jatc-paymcl1t resumed. ,. as dem()nstratcd~ there 

have been lmprovernents in call handle tim.c largely resulting fhnTI PSE's preparation and 

11litigation 

.350,000 

300,0('() 

1.50,000 

100,000 

thatvvas in place. 

Figure No.3: 

Jan Feb 

No, of Calls Requested to Speak with live Operator and the Average Monthly Call 
Handle Time 

Mar J\pr May 

;W12 (alh Re"ue$ted to Speak with Live Op,erator 
2013 (aIls Re"uested to Speak with live Operator 

••••• ,. 2012 Average Calf Handle lime 
- 2:013 Aver :." .. , ... (.;;;" .. , .. 11,. c ..•• :.: •• , •. : .. : ••••. 

JlJn Aug Oct Nov Dec 

10:05 

01.:2.6 

00:00 

Appendix C: Penalty Calculation and PenaltYJY.1lllia§t1on Petrtion _____ . __ •• ~.w ___ ~ _____ ~_~ 
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'\ri"n l];'f;""lf)'fi'C;;"rl,"n") i«"I'11)N, .J..I . .II.", .1l.'\JL.J\>t! l, ,I..J\..') ,.K., .... I.. ..(\. ... ~ .. ,.'t., A. 

27, For the reasons set nn1h ahO've in this Petition PSE respectfully requests that the 

COll11U1Ssion issue an order: 

I, Relieving the 

20 13 '''',',In'e,,,, 

$648,000 cal.culatedpenalty associated \vith SQI No, 5 for the 

, and 

2. Dctcnnining the SQI 5 penalty has been successfu,llymHigated, 

Di\'fED: ivlar:ch 201,1 

PlJGE'r ENERGY, JNC. 
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PE'rrI]ON rvlrrTC1A'I'ION 

1:'()Rf'v1 1'1'1 CIA'I'lON SERVl(~E QlJAL.,1 NO, 5 PENAl ,'rv FOR PERJODEN[)ING 
f)ECElvlBI:]< 31.2013 

Exhibit A 

lJpdatc ofMitigl~tion A(,tions ~U1d Plaus IdentifIed in PSE Mal'ell 13 2013 Petition. to Mfniud.zc 
the Impact of CIS implenlcnbltion oul}SE custmnc:rg 

2013 Annual Puget Sound Energy SOl and Electric Service ReliabiMy Report 117 



Attachment 8 Penalty Mihgation Petition to Appendix C 

Kxhihit 

Report on Mitigation Actions and Phms Idelltified in PSEMarch 13 Petition {oMhlhutzc ttit, Ilnpaet of 
CIS itnpltmHmtation on PSI:: customers 

wm help prevent custmner confusion. 

c\!storners 

use to access their accounts, 

through Cktober 20 13is in place to clIstomers 

informed of 111(: progress towards thc 

cutover to SAP C:R&B systcln and then to help 

tt'quirements and ensure succcssfill integration of the 

bel{)rc the datc, 

will increase 

participated in Sl..J' CR&B user applicatkm testing since 

training contil1ll0$ through first quarter of 

elTlployces and surveyed awareness 

training has been 

ftOln aflccled. departments 1b1' the cutover period and 

'will help cnsure II slnooth transition during the f(:mr day 

cutover period fhnn C:LX !o SAP CR&B, 

I" lnitLd occntred in 
2014. 

".".''''''.'.5'' any 

changes impacting customers, 

nt',,,,,,,>,',,r,,,' COll1llJUIlicatiollS 

established <l cornrYnmicatfon strategy to prepare 

customers for cuto'Vex and to provide thern 

mCIHlln,,·w feedback. 

cutovcrs to ensure 

data integrity and systelH stability prior to the 

oflkial cutover, Each lnock run provided 

rcflncrJlcnt for the fl:mt! cutover. 

agents were 

added to staff 

occurred Q4 2012"QI 2013 and 

coutimwtion/advanced training wiIl continue 

througb Q3 20J4. 

change Ifl.tllhtgement team that provlded 

infl)rmation across the enterpt'ise and sough! 

established dep1l11ment highlighting crith::all 

success metrics, risks and risk mitigation plans. 

Plans were monitored during and after cutover, 

2012 2013 aod cmllimmtion/advrttln:d 
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