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4. Decreases morale due to increased workload
5. Loss of quality personnel due to morale and salary issues
6. It creates extra work load for remaining employees and morale will be diminished
7.	 Employee	morale	is	down

SOLUTIONS
1. Analyze some positions to verify adequate amount of job duties
2. Increase manpower to be able to meet the demand
3. Keep the salaries of all GWP employees comparable if not better than other utilities. This will help 

attract new employees and keep the ones we already have here.
4.	 You	want	to	keep	them?	Take	care	of	them.
5.	 Right	people	in	the	right	job
6. Generate revenue by implementing the City’s own temporary worker-type agency.
7.	 A	good	time	to	review	how	things	can	be	done	in	a	more	efficient	way,	thereby	reducing	the	need	

for more hires thereby saving money.
8.	 Generate	jobs:	Don’t	constrict	job	duties	by	job	specifications	(like	LADWP)
9. We are so afraid to get rid of staff that aren’t doing their job in fear of them suing GWP. I think 

make it easier to counsel and set goals for those employees to meet if not, they are out.
10.	 Resource	(notebook)	for	all	field	vehicles	containing	City	phone	numbers	and	how	to	address	

customer concerns. I do not know how to answer many in the field that are not related to my job
11. Combined overlap areas not to do the same job twice

CITY	RESOURCES
1. Use City employees to aid in safety such as trench rescue, urban search and rescue.
2. Use resources within the City staff

CONTRACTORS
1.	 Keep	up	with	labor	strategies.	Eliminate	overhead	contract	crews.
2. Contracting out will hurt GWP in  the long run
3.	 How	do	we	best	utilize	temporary	labor?
4. We need to get outside contractors for upgrading old infrastructure. This would save lost of 

money.
5.	 Vendor	costs	increases	due	to	time	for	training	their	staff.
6. To fix what is inside before you go outside
7. Call Center is outsourced and it is a negative because call come in at one time and one dispatch 

gets trouble calls much later. And customer suffers because they are out of power longer.
8. Too many contractors and consultants hired. Take care of your personnel; they know what to do.
9. Outsourcing leads to loss of jobs

10. Contractor’s not being held to our standards!
11.	 Ensure	feedback	loop	on	contractor’s	work	to	contractors	administrator	(cross	arms)	(meter	“using”	

elect)
12. More outsourcing of City jobs likely to occur
13. We hire too many consultants and too many contractors and then the City complains about 

money and thats where a lot of it goes.
14. Why the contractor are getting more of the work? And why are they not held to our standards?
15.	 THREAT:	Use	of	outside	contractors
16. Contractors should be held to a higher standard

SPECIFIC	POSITIONS
1. Speaking in another language when talking to customers
2. Korean-speaking customer service reps
3. Customers calling in should be able to get direction or should be able to talk to a live person who 

is	directly	responsible	for	his/her	concern
4.	 Customer	complaints	about	the	Call	Center.	Need	to	talk	to	a	LIVE	person.
5.	 Hire	more	trainers.
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6.	 Have	a	relay	test	crew	that	are	not	pulled	off	to	do	other	work.
7.	 Power	Plants	needs	Electrical	Supervisor	2.
8.	 Power	Plant	has	no	Electrical	Engineer
9.	 Re-assign	positions	to	section	most	needed,	especially	during	budget	cuts

10. Create additional positions ie technical field support.
11. More line crews, less contractors. Less repairs in the future, less costs to customers and more 

experiences for the younger lineman.
12.	 Risk	management	issues.	Risk	management	staff	do	not	have	specific	expertise.	Example:	Risk	Mgt	

staff should have plant equipment familiarity for issues to be addressed properly.
13. GWP Fleet gets bigger and bigger, yet Shop personnel does not increase

JOB	DESCRIPTION
1.	 Better	job	description	structure.	Remove	“duties	as	assigned”	from	job	

RECRUITING
1.	 Recruit	with	Career	Days	at	the	JHS,	HS	and	colleges.	Especially	in	engineering	and	mech	

engineering areas
2. On-going job fairs in universities
3.	 Renew	“POWER	DAY”
4.	 Qualified	personnel	higher	benchmarks	for	recruitment	(ie	more	education)
5.	 Create	outreach	to	universities.	Hire	the	best	and	the	brightest
6. Need younger employee, either high school or college graduates
7.	 Recruitment:	HS	/	College	get	opportunities	out	there
8. New work ethic--Mellenials have other priorities.
9.	 How	do	we	control	applicants	applying	for	jobs

10. Finding qualified new employees
11. There are under 15 electric journeymen city wide!!

HIRING
1. Make it easier to replace staff that is not working instead of being afraid of getting sued. Set 

specific goals. If they don’t meet them then they are out.
2. Overhire to have time to train younger employees
3. Giving GWP the ability to do their own hiring.
4.	 Each	section	hire	own	employees	instead	of	pulling	from	one	specific	section
5. Faster hiring practice
6.	 Personnel	qualifications.	Example:	Plant	Operations	suggest	higher	education	(at	least	3	years	

college	with	a	major	in	engineering)
7.	 Be	able	to	hire	or	open	a	position	or	create	a	new	one	without	allocating	one	from	another	

department.
8. Signing bonus
9. Overhires for existing positions

APPRENTICE
1.	 The	power	lines	won’t	keep	working	without	skilled	workers.	Hire	journeymen	level	and	more	

apprentices
2.	 Hire	more	apprentices	to	learn	the	GWP	system.	Stop	using	contractors	to	do	all	of	the	work.
3.	 Hire	younger	people	who	will	be	around	for	a	long	time.
4.	 Include	the	younger	employees	in	projects	/	events

PAY	&	INCENTIVES
1. Compensation for not using sick leave.
2. Sick leave incentives for employees who don’t use or abuse sick leave
3. Sick leave incentives for not using it
4. Offer better labor contracts to retain quality employees
5. Competitive salaries and incentives to keep and bring qualified labor
6. Incentives to staff who take on added responsibilities.



33

7. Incentive programs
8.	 Retain	employees:	PERS	retirement	from	2.5%	to	2.7%
9.	 Performance-based	recognition	should	be	implemented	to	retain	productive	/	experienced	

employees

WORK	SCHEDULE
1. 4  x 10 work schedule
2. 4  x 10 work week

PROMOTIONS
1. Opportunity for advancement within the organization
2. Developing succession development and training
3. More promotion for utility experience
4. Make supervisors with infrastructure knowledge make shift inspectors
5. Career paths
6. Career path from field services to the yard.
7. Provide better opportunity for advancement
8. Lack of enough promotional opportunities
9.	 Hiring	freeze	=	less	chance	for	promotions	and	advancement

MENTORING
1.	 Encourage	mentoring	of	employees	being	servants	to	each	other	promoting	growth	in	workplace
2. Mentoring: train other employees well before an employee retires
3. Develop more mentoring programs to keep employees and offer more advancement.
4. Mentoring
5.	 MENTORS:	Opportunity	to	create	a	learning	culture

TRAINING	SPECIFIC
1. Train staff in conservation methods.
2. Internal training of staff on conservation
3.	 Educate	“cover”	in	office	and	out	of	office	employees	about	the	why	of	costs	and	the	options	that	

customers may have
4. Train employees on how to better handle financial concerns of the customer.
5. Challenge and train staff to handle customer concerns pertaining to rate increase and financial 

hardship
6. Training for Customer Service reps on tips for conserving water and power use.
7.	 Improve	internal	education	(Yard	->	Perkins)	(Perkins	->Yard)
8. Customer service meter readers: new duties, new training

TRAINING	GENERAL	
1. Train employees to do work instead of trying to obtain graduate engineers
2. Shortage of trained staff
3.	 Educational	programs:	just	like	the	Electrical	Apprentice	but	also	for	Electrical	Technicians
4. People need to be cross-trained to have knowledge of the whole utility.
5.	 Train	your	employees	to	he/she	can	learn	another	trade
6. Cross-training without getting civil service upset
7. More training. Transfer of knowledge.
8. Train people when is needed not in anticipation. What’s learned is already forgotten by the time 

equipment is purchased.
9.	 Employees	should	be	able	to	get	training	to	areas	that	employees	may	want	to	pursue.

10. Staff at GWP is the most controllable resource. I think this is the area that needs to be supported in 
training and job education to make them the best..

11.	 Training	to	increase	efficiency
12. Training center for our employees
13. Train and cross-train to prepare people
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RETIREMENTS
1. Overhire now while the older critical employees haven’t retired yet
2.	 Employee loss and retirement
3.	 How do we prepare for retirements?
4. 4 out of 5 employees are 53+
5.	 Next 5-10 years GWP Electric will lose experienced staff due to retirement. Continue to hire

apprentices
6. Prepare for retirements
7.	 50% of the workforce will be at retirement age. A lot of knowledge will be lost.
8.	 Experienced employees will be retiring. Establish an efficient way to save the expertise.
9. Loss of employees through retirements.

10. With many experienced employees retiring, how or what is the plan for replacing them.
11.	 Power plant retirements at least 8 in the next 5 years. Employees need to be hired and trained

before retirements (overhire).
12. Power plant retirements at least 8 in the next 5 years. Need to train new employees before 

retirements. Hire before (overhire).
13.	 Retirement
14. Large number of retirements in the next 5 years

TRANSFER	OF	KNOWLEDGE
1. In 5 years, several employees will be retiring and we’ll be losing staff and their knowledge.
2.	 Electrical	Section:	More	staffing	which	in	turn	will	provide	a	more	reliable	electrical	system	by	

keeping up on maintenance, repair and replacement of infrastructure. The current workforce 
is reaching retirement and we need to pass down the skills needed to continue providing our 
service

3.	 Employees	have	knowledge	that	has	to	be	passed	to	others	before	they	go
4. Force experienced engineers to transfer their knowledge to new engineers before they retire and 

leave.
5.	 Retirement	of	experienced	personnel	who	have	institutional	knowledge	are	not	easy	to	replace
6.	 Challenge	to	replace	key	staff	/knowledge	as	employees	retire
7.	 Lack	of	transfer	of	knowledge	will	make	it	hard	to	solve	problems	/	issues
8. Transfer of knowledge when people retire
9.	 Outsourcing	R/T	trading	leaves	no-one	inhouse	with	that	knowledge

10. Transfer of knowledge
11.	 Working	“alone.”	Unable	to	transfer	information	in	real	time.
12. A lot of guys are retiring and more guys promoted which means a smaller workforce
13. Should be at least two years in advance to compensate for retirees. Need to transfer institutional 

knowledge to new employees.
14. Loss of information due to people leaving
15. Upcoming retirees will also need training of new personnel
16.	 Historical	knowledge	loss

•	 NEWTECHNOLOGIES
IMPACTS: COSTS

1.	 High	initial	costs	prevent	implementation
2. Justify costs versus benefits
3. Less maintenance and cheaper to operate
4. New technologies reduce operating costs
5. Will increase operating costs and training issues
6. Technology will be part of labor compensation and operations cost
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IMPACTS: CUSTOMER SERVICE
1. Faster service
2. Public will need to be educated more about electrical usage
3. AMI: Display should also give a dollar readout
4.	 People cannot control or conserve water or electricity useage when they do not have sufficient

knowledge about their usage
5. AMI allows customers to monitor themselves. More knowledge is good.
6. Smart meters make the customer responsible for their usage.

IMPACTS:	EFFICIENCY
1. More automation meters over IP network
2. Will allow for better analysis of events and proper corrective measures
3.	 New	technology	would	bring	more	efficiency	in	power	production
4. Document management
5. Implement pre-ordering and barcoding
6.	 Energy	audit	DVD.
7.	 More	efficiency
8. Air condition substation control houses for better reliability of equipment
9. Central citywide database

10. AMI opens the door to increased theft and diversion of electric and water
11.	 More	efficient	operation	of	the	Department.	Reduce	paperwork	and	increase	productivity.
12. AMI fault indicators
13. More frequent meter testing.
14. Develop a better system to track all work
15.	 Higher	quality	automated	system	(IVR)	online	system
16. Use technology to do more with less
17. Utilize fiber optics system to earn more revenue
18.	 Higher	penalties	and	better	follow-up	on	tampering
19.	 Increasing	reporting	requirements	to	CEC,	ECA,	WECC,	etc

IMPACTS:	JOBS
1. Loss of a current position transfers either within GWP or other City departments
2. It could cut both ways. It may be too expensive including maintenance and it may impact jobs 

being lost. 
3. Increases opportunities to learn more functions and for advancement
4. Would cause a shift in jobs. Some positions would be eliminated however, new positions would 

take their place that would require more skills
5. Additional staff to maintain and support new databases and technologies
6. AMI will change jobs within Field Services

TRAINING
1. Speed of adoption of technology while keeping employee skills up to date
2. Will increase operating costs and training issues
3. Saves time and training
4.	 How	are	we	going	to	train	the	employees	to	master	the	new	technologies?
5.	 OE	tools	and	factory	training
6. We’ll be less experienced and we’ll require more training.
7.	 Educate	customers	and	employees	on	its	use
8. Use more information technologies to educate work force to work in new ways
9.	 Requires	more	training	and	tools

10. New technology on the newer fleet require more technological training. So more real schooling for 
mechanical is needed.

11. Continue to send crews to underground cable companies to learn the newest cable splices
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12. Increased work load brings better opportunity fo cross-training
13. Keeping up with IT software issues and knowledge can make things worse
14. Training employees aand customers on how to use the AMI system
15.	 Resistance	to	change	to	new	technologies,	examples	Northstar	and	Project	Management
16.	 Take	time	to	move	to	new	system.	Take	time	to	retrain	a	Meter	Reader	for	other	functions
17.	 TURNKEY:	Needed	training	with	new	equipment	and	make	me	a	more	efficient	employee
18.	 How	to	train?	What	new	technologies	can	we	train	now	for	the	ones	in	the	future?
19. New technologies are good. Need comprehensive training to back it up.
20. A lot more in-house training on new technology, ideas, and equipment

•	 ORGANIZATIONAL	CHANGE
GWP	DIRECTION

1. What is the future of GWP?
2. More direction and communication to staff in GWP direction.
3.	 Establish	GWP	as	a	wholly	separate	entity	or	reduce	redundancies	with	HR,	IT,	Finance,	Fleet,	etc
4. Organizational change might be beneficiary to our GWP revenue
5. Annex part of LA County
6. Who is the strategic plan for?
7. Can impact where each one of will be, including our department
8. Need corporate vision--what is our broad direction?

GWP	CULTURE
1. Culture and guidelines are altered for better or worse
2.	 How	do	we	assure	that	all	members	are	team	players?
3. Need for inter-departmental cooperation. One fails and we all fail.
4.	 Internal	issues	impede	communication,	work	flow	and	productivity.	“It’s	not	my	job”	--	we’re	all	part	

of	the	same	organization.	We	need	consistent	sources	of	information	(the	same	data	base	etc)
5.	 GWP	morale	and	efficiency	changes
6. Managing diversity
7.	 Have	GWP	stop	thinking	in	silos

GWP	LEADERSHIP
1. When you change the organization, keep your word
2. Some departmental organization is built based on personal interests.
3. Change in leadership changes direction of work and increses cost of work and rate of work
4.	 Employees	never	see	change	by	upper	management,	so	they	stop	getting	involved
5. New leadership and possible disruptions
6.	 Balance	work	load	when	change	occurs
7. Address the little things

GWP	SUPERVISION
1. New managers are not familiar with job and responsibilities
2. Micro-management presents non-trust!
3. Less management. More employees.
4. New managers with new ideas have a hard time trying to change older employees
5. Fleet management--To be done by a fleet professional either at City or GWP level

GWP	SYSTEMS
1. Organizational impact of implementing new technologies
2. Find ways to capture lost revenue.
3. Standardize procedures: avoid re-creating procedures
4. Find ways to better manage the money we already have, down to the departmental level
5. Improve asset management and accountability
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6. Work flow processes - contracts - council issues
7. Work flow routing between sections, department within GWP and or outside of GWP other 

departments.
8. Pandemic planning
9. Security concerns. Who’s watching the store?

10. Improve accounting. Fund equipment depreciation and improve accounting oversight

GWP COMMUNICATION
1.	 Better	communication	from	department	to	department	and	managers	to	lower	level	employees
2. Top to bottom communication
3. An open, 2-way communication is important to properly inform and maintain the morale of 

employees
4. Keep all information in a central location
5. Communication between GWP sections
6. More sharing of information on all levels to improve staff knowledge
7. More communication between departments
8. Improve internal communication
9.	 Engineering	and	Planning	need	to	communicate	better

10. Sustaining effective communication during change
11. GWP Daily News
12. Communication: Unity within GWP departments

EXTERNAL	REGULATORS
1.	 AQMD	and	CA-OSHA	should	have	required	strategies.
2.	 AQMD	and	CARB	is	a	source	for	grants	and	should	be	listed	as	a	resource.
3. State legislature needs to be more influenced about our electrical situation.

CITY	COUNCIL	/	COMMISSION
1.	 Pull	away	from	a	“government”	mindset.	Get	the	Council	to	support	GWP	as	a	thriving	business
2. City Council changing direction
3.	 GWP	Commission	should	have	ability	to	approve	contracts.	Reduce	the	items	sent	to	Council.	The	

Commission has greater expertise.

CITY	DEPARTMENTS
1. We are not beggars.
2.	 Sign:	“Paid	for	by	your	GWP”
3. Why Finance Department dictates who we are to buy from. The needs of PWMM are way different 

from	GWPMM,	yet	they	(Finance)	shut	down	our	POs	and	force	us	to	buy	from	PW	vendors.
4. City Manager does not recognize our department. There was no GWP plaques in the background 

in the video. Just Fire and Police!!
5.	 Building	in	Glendale:	Contractors	designs	be	reviewed	closer	with	penalties	and	fines	for	not	

following standards.
6.	 T&Cs	/	Bid	documentation.	The	City	insists	on	a	boiler	plate	documentation	to	apply	to	all	

contracts. Documents should be project specific to avoid T&Cs exception by contractors.
7. Unify the City Departments. Public Works and GWP to unify resources. Faster permits.
8.	 City	Departments	need	to	get	together	on	the	same	issues!	For	example,	conserve	water	OR	green	

lawns?
9. City ordinances blocks us from doing our job

10.	 Having	to	operate	under	existing	city	policies
11. Cooperation other departments
12. Contracting and purchasing guidelines
13. Who owns the Fleet? Who is responsible for it? Why MM does not manage the Fleet as opposed to 

maintaining it?

END OF EMPLOYEE INPUT
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GWP COMMISSIONERS
All Commissioners expressed concerns regarding rates for both electric and water and 
were	interested	in	my	(our)	thoughts	on	how	we	expected	to	stabilize	them.

Expansion	of	the	recycled	water	system	was	discussed	by	three	of	the	Commissioners.

Water conservation and allocation strategy was noted as an area that should be prioritized 
in the strategic plan.

Ability to bond future construction projects while maintaining rates was discussed by two 
Commissioners.

Our	ability	to	procure	a	balanced	renewable	energy	portfolio	to	displace	our	“a	portion”	of	
our current coal generation was thought to be a priority.

CITY MANAGER
Steiger reviewed the current status of the planning process and specifically discussed the 
threats/opportunities,	GWP	Issues	and	Stakeholder	map.		Steiger	pointed	out	the	specific	
City	Departments	that	were	identified	as	“high	priority”	regulators.		

Within	the	context	of	these	departments,	finance	and	HR,	Steiger	explained	that	our	
future planning effort would be highly impacted by current procedures and processes 
within those departments.

We discussed the need to allow GWP to operate at a slightly different pace and with more 
flexible	procedures	than	those	that	now	exist.		He	agreed	and	mentioned	that	Steiger	had	
been somewhat vague in describing specific areas of need.  Steiger agreed with him that I 
had been specifically vague.  

He	concurred	in	concept	that	certain	changes	would	be	required	to	allow	GWP	to	move	
at a more rapid rate.  Most importantly, he agreed to support our efforts to obtain some 
flexibility with these areas.
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DEPARTMENT OF FINANCE
Met	with	Bob	Elliot,	Finance	Director.		

Outlined	overall	issues	in	a	similar	manner	as	with	CM.		He	acknowledged	that	some	
change	would	be	required	particularly	as	it	applied	to	“contract/purchasing	management”	
and	“risk	management/insurance”.		

After much discussion on specifics, we agreed to arrange a meeting of GWP and Finance 
key staff members to develop a process that could meet the need of both areas while 
allowing	GWP	to	operate	at	a	“faster	pace”.

DEPARTMENT OF HUMAN RESOURCES
Met	with	Matt	Doyle,	HR	Director.		

Outlined specific areas relating to hiring and promotional practices that were unwieldy, 
excessively lengthy and organizationally ineffective.  We both recognized that there were 
certain	areas	where	Civil	Service	rules	over-rode	any	ability	for	the	City	HR	Department	to	
effect change.  

However,	we	both	agreed	there	where	we	could	identify	specific	processed	and/or	procedures	
that	could	be	streamlined	by	HR,	they	would	consider	doing	so.		We	agree	to	have	key	staff	
members initiate a process of identifying areas that created issues with GWP and had the 
potential to be redesigned.
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GLENDALE HOMEOWNERS COORDINATING COUNCIL
October 6, 2008

The following are questions and comments Glenn addressed at the meeting:

1. My bill has gone up even though my usage is down.

2. The bar graph on the bill is better than just the numbers.

3. What are the chances of putting photovoltaic panels on municipal parking structures and the new 
City swimming pool?

4. Street light replacement - What will happen with the historic street lights?

5. What incentives are there for solar panels?

6. AMI - If it is going to cost 24 million, how will you pay for this without eliminating the meter 
readers?

7.	 Recycled	water	-	Are	we	getting	more	customers	and	what	are	we	currently	doing	with	the	water	
(referring	to	dumping	it	in	the	ocean)?

8. Power outage - My power went out for 4 hours and the cause was never listed in the newspaper.

9. Can AMI help track and resolve outages?

10.	 Rancho	San	Rafael	-	Years	ago	the	City	said	it	would	cost	$300,000	to	bring	recycled	water	to	the	
area. Now it is $1,500,000. GWP told them that if they gave them recycled water, the City would 
lose revenue. Disney and Americana asked for it and received it.

11. What method of communications will you be using for AMI?

12. What are you hedging methods? What measures do you use?

13.	 The	City	looks	at	GWP	as	a	Revenue	Center	rather	than	a	Cost	Center.	

14. I reported a street light outage and it was replaced within 24 hours. Prompt service.

15.	 I	think	we	should	accelerate	the	street	light	painting	program.	200	per	year	is	not	sufficient.	If	they	
are not painted in a more timely manner, more street lights will have rust causing additional issues 
including possible replacement costs. 
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GWP CUSTOMERS SURVEY
Concluded on November 17, 2008

Customers were invited to participate in an anonymous on-line survey regarding their views of GWP. 
29 customers gave their opinons on features they liked about the Department, changes they would 
recommend, and additional suggestions.

The predominant comments were concerns about the high costs of service.  

The summary report on this survey begins on the next page.  
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As	the	chart	above	illustrates,	there	is	a	necessary	vertical	alignment	between	KRAs,	
Goals, and Initiatives. Specific goals support the achievement of each key result area. 
Specific initiatives support the achievement of each goal.

MISSION

VISION

VALUES

KEY RESULT AREAS

GOALS

INITIATIVES

KRA 1 KRA 2 KRA 3 KRA 4

GOAL 1 GOAL 2 GOAL 3

INIT 1 INIT 1INIT 1

KRA 5

COMPASS

CALENDAR 
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MISSION

A mission is a one sentence statement that summarizes the aspirations or purpose of 
GWP over next five years. It states GWP’s destiny. It is the guiding star on the horizon that 
summarizes what GWP does or its primary reason for being.

GWP MISSION

To be your trusted community utility

VISION

A	vision	is	a	description	of	positive	expectations	about	1)	the	successes	GWP	will	have	
achieved	and/or	2)	what	stakeholders	will	be	saying	about	GWP	in	the	future.	A	vision	can	
express the point-of-view of any stakeholder, including customers, employees, and other 
City departments.

GWP VISION

To deliver reliable, high quality, environmentally-sensitive, 
and sustainable water and power services 

to our customers
in a caring and cost-competitive manner, 

while creating a stimulating and rewarding work experience 
for our employees
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VALUES

Values	are	the	principles	and	beliefs	that	provide	1)	the	bedrock	for	GWP’s	existence	
and	2)	the	decision	criteria	for	major	programs,	policies,	and	expenditures.	They	are	
the foundation for GWP’s culture and the positive behaviors of its employees towards 
all	customers,	vendors,	and	other	stakeholders.	Values	are	the	ethical	standards	and	
underlying principles for setting GWP priorities, making decisions, and resolving 
problems. They are the uncompromisable rules of the game that, when violated,  
can stop all action.

GWP VALUES
•	 Dedication	to	customer	service
•	 Trustworthy	and	respectful
•	 Ownership
•	 Teamwork
•	 Do	it	right!
•	 Continuous	improvement

KEY RESULT AREAS

Key	Result	Areas	(KRAs)	state	the	performance	areas	where	GWP	must	achieve	excellence	
over	the	next	five	years.	KRAs	reflect	priorities	identified	in	the	GWP’s	Future	Outlook	
Report.	KRAs	provide	the	top	level	for	organizing	GWP’s	goals	and	initiatives	within	the	
strategic plan. 

GWP KEY RESULT AREAS
•	 Water	Supply
•	 Power	Supply
•	 Customer	Service
•	 Rates
•	 Water	Infrastructure
•	 Power	Infrastructure
•	 Workforce
•	 Systems
•	 City	of	Glendale
•	 Legislation	&	Regulation
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GOALS

Goals are statements that describe the scope of excellence within each GWP Key 
Result	Area.	A	goal	describes	a	measurable	end	result.	It	contains	a	due	date	for	the	
goal to be attained or implemented. A goal does not describe the work plan or how 
the goal will be achieved.

GWP GOALS (for each KRA)

WATER SUPPLY (KRA)
Produce	3,856	AFY	from	Verdugo	Basin	by	2014•	
Serve	2,500	AFY	recycled	water	by	2013•	
Institute	a	2.5%	PBC-like	charge	to	fund	water	conservation	measures	by	2010	•	
Reduce	water	usage	by	7%	over	2006	base	year	by	2014•	

POWER SUPPLY (KRA)
Reduce	electrical	usage	by	7%	by	2014•	
Increase	GPP	efficiency	to	<10,000	heat	rate	by	2015•	
Reduce	GHG	emissions	to	1990	levels	by	2020•	
Achieve a balanced energy portfolio by 2020•	
Operate	Energy	Management	Resources	Group	under	defined	metrics	beginning	2010•	

CUSTOMER SERVICE (KRA)
Consistently achieve above average customer satisfaction scores from the CMUA survey by 2010•	
Ensure	that	all	affected	customers	and	public	are	consistently	notified	of	all	GWP	activities	by	the	•	
end of 2009
Restore	minor	power	outages	within	10	minutes	and	major	outages	within	20	minutes	by	2014•	

RATES (KRA)
Establish	water	rates	at	or	below	80%	of	the	average	rates	in	the	area	by	2014•	
Reduce	electric	rates	to	35%	below	SCE	by	2014•	
Increase annual electrical wholesale revenue to $10M by 2014•	
Reduce	electrical	system	losses	to	<10%	by	2014		•	

WATER INFRASTRUCTURE  (KRA)
Reduce	unaccounted-for	water	to	5%	by	2011•	
Replace	all	small	meters	installed	before	2004	by	2011•	
Replace/rehabilitate	25	miles	of	pipe	by	2014•	
Implement effective asset management by 2013 •	

POWER INFRASTRUCTURE (KRA)
Reduce	number	of	outages	to	less	than	25	per	year	by	2014	•	
Upgrade	transmission	system	to	69	kV	by	2014	•	
Convert	distribution	feeders	from	4	kV	to	12	kV	by	2020•	
Replace	all	electromechanical	relays	with	state-of-the-art	relays	by	2018•	
Implement effective asset management by 2013•	
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SYSTEMS (KRA)
Achieve	100%	AMI	meter	saturation	by	2013•	
Operate GWP within a city-wide GIS by 2013•	
Implement new Dept of Finance processes for GWP transactions by 2010•	
Create a GWP system integration that assures no redundant data entry by 2012 •	
Launch profitable new business ventures by 2012•	

WORKFORCE (KRA)
Continually improve job satisfaction of our employees beginning 2009•	
Increase annual workforce availability to 87% by 2014•	
Have	<5%	vacancy	rate	beginning	2012•	
Achieve	annual	utility	average	OSHA	incident	rate	of	2.0	by	2014•	
Have	zero	preventable	vehicle	accidents	each	year	beginning	Jun	2010•	

CITY OF GLENDALE (KRA)
Improve communications with customers, City Council, and City Departments beginning 2009•	
Develop optimum transfer level for mutual benefit by 2014•	
Develop communications vehicles to improve GWP’s public image by 2011•	
Implement new collaborative ventures with City departments by 2011•	

LEGISLATION & REGULATION (KRA)
Continue compliance with state and federal regulatory requirements by 2009•	
Establish and continue on-going relationships with state and federal legislators and regulators•	
by 2010
Develop specific GWP legislative strategy and initiatives by 2010 •	
Provide quarterly report on compliance, strategies, relationships and major activities and •	
successes by 2010



52

INITIATIVES

An initiative is a planned set of activities that intend to achieve a goal in the strategic 
plan. Initiatives can be projects, policies, or programs. They provide the structure 
for	mobilizing	GWP	resources	to	work	towards	achieving	goals.	Each	initiative	
has	milestone	dates	that	fit	within	the	time	line	of	the	goal	that	it	supports.	Each	
initiative has one person who is held accountable for its performance.

GWP INITIATIVES
GWP has many initiatives to execute over the life of this strategic plan. On the next 
four pages is a list of the initiatives that will be in effect with this version of the 
plan. It is expected that, annually, many initiatives will be modified and others will 
be added. 

Use this key to read the charts on the next few pages:
Blue	=	Key	result	areas•	
Yellow	=	Goals	that	support	key	result	areas•	
Green	=	Initiatives	that	support	goals•	
The person who is accountable for a goal or initiative is listed•	
Goals	and	initiatives	show	start	and/or	stop	milestone	dates•	
Initiatives show major activities •	



KRA 1 WATER SUPPLY 2009 2010 2011 2012 2013 2014
GOAL 1.1 Produce 3,856 AFY from Verdugo Basin Kavounas Sep Dec

INITIATIVE 1.1.1 Mo’ wells Takidin Foothill well in-service Sep

Rockhaven well in-service Jun

“Other” well in-service Jun

INITIATIVE 1.1.2 BAM Better Asset Management) Kavounas Hire advisor/business consultant Jun

In house training Oct

Create asset register Dec

CIP validation Mar

Maintenance procedures/automation Jun

Operations manual/documentation Dec

GOAL 1.2 Serve 2,500 AFY recycled water Kavounas Jan Dec

INITIATIVE 1.2.1 RW to the max Takidin Expansion Master Plan Jun

Financial analysis Dec

Ordinance modification Jun

Design and build projects Jan

GOAL 1.3 Institute a 2.5% PBC-like charge to fund water conservation measures Kavounas Dec

INITIATIVE 1.3.1 Redoing Water Rates Kavounas Financial analysis Jun

Ordinance modification Dec

GOAL 1.4 Reduce water usage by 7 percent over 2006 base year Bassin Jun Dec

INITIATIVE 1.4.1 Water Is Life, Don’t Waste It Kuennen Market water savings programs to save 1% per year Jun

Enhance/modify water savings programs to improve savings Dec

KRA 2 POWER SUPPLY 2009 2010 2011 2012 2013 2014
GOAL 2.1 Reduce electrical usage by 7% Bassin Jun Dec

INITIATIVE 2.1.1 Save a Little, Save a Lot Kuennen Market energy efficiency programs to save 1% per year Jun Jun Jun Jun Jun Jun

Enhance/modify EE programs to improve savings Dec Dec Dec Dec Dec Dec

GOAL 2.2 Increase GPP efficiency to <10,000 heat rate Lins 2015

GWP Strategic Plan Schedule
KEY RESULT AREAS. The performance areas where GWP must achieve 
excellence over the next five years.

GOALS. The measurable targets that describe the measures of excellence 
in each GWP Key Result Area.

INITIATIVES. Organized actions that intend to achieve one or more Goals.

(Continued on next page)

BLUE  = Key result areas

YELLOW = Goals that support key result areas

= The person who is accountable for a goal is listed

= GOALS show start and completion dates

GREEN  = Initiatives that support goals
 = The person who is accountable for an initiative is listed
 = Initiatives show milestone dates and major activities
 =  Initiatives show major activities



KRA 2 POWER SUPPLY (Continued) 2009 2010 2011 2012 2013 2014
INITIATIVE 2.2.1 Project Modernize Lins Develop resource model Sep

Develop portfolio metrics analysis Sep

Decision on new units Jan

New units installed Jan

GOAL 2.3 Reduce GHG emissions to 1990 levels Lins 2020

INITIATIVE 2.3.1 Project RPS Lins Develop resource model Sep

Develop portfolio metrics analysis Sep

Technology portfolio decision Jan

Project acquisition Jan

GOAL 2.4 Achieve a balanced energy portfolio Lins 2020

INITIATIVE 2.4.1 Project Zen Balance Lins Develop resource model Sep

Develop portfolio metrics analysis Sep

Portfolio fuel mix decision Jan

Supply resource acquisition Jan

GOAL 2.5 Operate Energy Management Resources Group under defined metrics Lins Jul

INITIATIVE 2.5.1 Project Trading Metrics Lins Define scope of measurement May

Retain consultant Jun

Develop model Jan

Measure trading performance Jul Jul Jul Jul

KRA 3 CUSTOMER SERVICE 2009 2010 2011 2012 2013 2014

GOAL 3.1
Consistently achieve above average customer satisfaction scores from 
the CMUA survey 

Vallier Dec

INITIATIVE 3.1.1 Customer Contact Surveys Benson Conduct quarterly customer contact survey Jun

INITIATIVE 3.1.2 GWP Customer Surveys Kuennen Conduct GWP annual customer surveys Oct Oct Oct Oct Oct Oct

INITIATIVE 3.1.3 Customer Service Training Cline Provide 4-6 hours customer focused training / year Dec Dec Dec Dec Dec Dec

INITIATIVE 3.1.4 Migration of Trouble Orders to CIS Herman System Set-up Jun

Training Jul

GOAL 3.2
Ensure that all affected customers and public are consistently  
notified of all GWP activities 

Bassin Dec

INITIATIVE 3.2.1 Mass Notification System Kuennen Implement system Oct

Arrange for notification of planned outages Nov

Arrange for notification of unplanned outages and est. time  
of restoration

Dec

GOAL 3.3
Restore minor power outages within 10 minutes and major outages 
within 20 minutes 

Abueg Jan Dec

INITIATIVE 3.3.1 SCADA System Germond Factory Acceptance Test Feb

Delivery Apr

RFP for Installation Feb

(Continued on next page)



KRA 3 CUSTOMER SERVICE (Continued) 2009 2010 2011 2012 2013 2014
Installation Contract Award Mar

Installation Sep

Site Acceptance Test / Implementation Oct

INITIATIVE 3.3.2 Fiber SONET Installation Germond Delivery Feb

Install Apr

Test and Commission May

INITIATIVE 3.3.3 Fuse Coordination on Feeders Abrari No. 6 Montrose Jun

     No. 8 Montrose Jun

No. 7 Scholl Dec

No. 7 Columbus Dec

No. 2 Western Jun

No. 9 Tropico Jun

INITIATIVE 3.3.4 Glorietta Substation Upgrade Abrari Complete prequalification of bidders Mar

  Submit RFP to Council Mar

Community meeting Mar

CEQA Jun

Construction Oct

Operate upgraded substation May

INITIATIVE 3.3.5 Grandview Substation Upgrade Abrari Start design Sep

     Complete studies and specifications Jun

Construction Oct

Operate upgraded substation May

INITIATIVE 3.3.6 Disturbance Monitors Installation Abrari Operate upgraded Kellogg Dec

     Operate upgraded Rossmoyne Jun

INITIATIVE 3.3.7 Outage Management System Abueg Prepare specifications Jul

  Vendor selection Dec

Delivery and installation Jun

Implementation Jul

KRA 4 RATES 2009 2010 2011 2012 2013 2014
GOAL 4.1 Establish water rates at or below 80% of the average rates in the area Kavounas Dec

INITIATIVE 4.1.1 Redoing Water Rates Kavounas Financial analysis Jun Jun

Ordinance modification Dec Dec

INITIATIVE 4.1.2 BAM (Better Asset Management) Kavounas Hire advisor/business consultant Jun

In house training Oct

Create asset register Dec

CIP validation Mar

(Continued on next page)



KRA 4 RATES (Continued) 2009 2010 2011 2012 2013 2014
Maintenance procedures/automation Jun

Operations manual/documentation Dec

GOAL 4.2 Reduce electrical rates to 35% below SCE Steiger Jan Dec

INITIATIVE 4.2.1 Renegotiate Scholl Canyon Gas Steiger Engage principals in negotiation Jan

Develop long-term strategy for landfill gas Mar

Litigate existing contract Jun

Retire associated Grayson units Dec

INITIATIVE 4.2.2 Alternative Use for Landfill Steiger Initiate feasibility study Jun

Create political/community support Jun

Implement trash to energy project Dec

INITIATIVE 4.2.3 PGE Contract Reconfiguration Lins Litigate existing contract Jan

INITIATIVE 4.2.4 Transfer Stabilization at 2008 Levels Steiger Finalize rate analysis Sep

Implement public education programs Dec

INITIATIVE 4.2.5 GWP Revenue Increase Steiger Finalize portfolio study Sep

Operate trading group with new metrics Jan

INITIATIVE 4.2.6 Customer Service Cost Plan Davis Bill and collect cost allocation for services Dec

GOAL 4.3 Increase annual electrical wholesale revenue to $10M Lins Jan Dec

INITIATIVE 4.3.1 Project Optimize Lins Review historical performance May

Catalogue all historical and known trading strategies Jul

Input all strategies into metrics model Jan

Decision on wholesale vs. retail allocation Jan

Acquire all necessary trading tools and staff Jul

Wholesale net trading revenue $3 Million Jan

Wholesale net trading revenue $5 Million Jan

Wholesale net trading revenue $10 Million Dec

GOAL 4.4 Reduce electrical system losses to <10% Abueg Mar Dec

INITIATIVE 4.4.1 Distribution System Loss Reduction Abrari Convert 4 kV to 12 kV distribution feeders Mar 2020

INITIATIVE 4.4.2 Metering Abrari Identify unmetered loads Dec

Install master meters Jun

Install metering instruments at substations Jun

  -  Columbus Substation Jun

Utilize metering data in new SCADA Dec

Eliminate 69 kV/34.5 kV transformers May

  -  Montrose and Western Jun

Implement AMI Dec

INITIATIVE 4.4.3 Theft of Service Vallier Document procedures Jun

Provide training Dec

Identify theft and recover Jan

Assess level of theft Jan Jan Jan Jan



KRA 5 WATER INFRASTRUCTURE 2009 2010 2011 2012 2013 2014
GOAL 5.1 Reduce unaccounted-for water to 5% Kavounas Jul Jun

INITIATIVE 5.1.1 (BAM) Better Asset Management Kavounas Hire advisor/business consultant Jun

In house training Oct

Create asset register Dec

CIP validation Mar

Maintenance procedures/automation Jun

Operations manual/documentation Dec

INITIATIVE 5.1.2 Fix the Pipes Hayes Re-issue CIP Mar

Design and build projects Jul

GOAL 5.2 Replace all small meters installed before 2004 Vallier Oct Jun

INITIATIVE 5.2.1 AMI Fully Implemented Kuennen Award AMI installation contract Sep

AMI fully implemented Oct Dec

GOAL 5.3 Replace/rehabilitate 25 miles of pipe Kavounas Jul Jun

INITIATIVE 5.3.1 Fix the Pipes Hayes Re-issue CIP Mar

Design & build projects Jul

GOAL 5.4 Implement effective asset management Kavounas Dec

INITIATIVE 5.4.1 BAM (Better Asset Management) Kavounas Hire advisor/business consultant Jun

In house training Oct

Create asset register Dec

CIP validation Mar

Maintenance procedures/automation Jun

Operations manual/documentation Dec

INITIATIVE 5.4.2 City-wide GIS Herman Hire GWP GIS professional Aug

Award RFP contract to populate GIS with GWP system Dec

Implement full GIS use Dec

KRA 6 POWER INFRASTRUCTURE 2009 2010 2011 2012 2013 2014
GOAL 6.1 Reduce number of outages to less than 25 per year Abueg Jun Jun

INITIATIVE 6.1.1 SCADA System Germond Factory Acceptance Test Feb

Delivery Apr

RFP for installation Feb

Installation contract award Mar

Installation Sep

Site Acceptance Test / Implementation Oct

INITIATIVE 6.1.2 Fiber SONET Installation Germond Delivery Feb

Install Apr

Test and Commission May

INITIATIVE 6.1.3 Fuse Coordination on Feeders Abrari No. 6 Montrose upgraded Jun

(Continued on next page)



KRA 6 POWER INFRASTRUCTURE (Continued) 2009 2010 2011 2012 2013 2014
     No. 8 Montrose upgraded Jun

No. 7 Scholl upgraded Dec

No. 7 Columbus upgraded Dec

No. 2 Western upgraded Jun

No. 9 Tropico upgraded Jun

INITIATIVE 6.1.4 Glorietta Substation Upgrade Abrari Complete prequalification of bidders Mar

  Submit RFP to Council Mar

Community meeting Mar

CEQA Jun

Construction Oct

Operate upgraded substation May

INITIATIVE 6.1.5 Grandview Substation Upgrade Abrari Start design Sep

     Complete studies and specifications Jun

Construction Oct

Operate upgraded substation May

INITIATIVE 6.1.6 Disturbance Monitors Installation Abrari Operate upgraded Kellogg Dec

     Operate upgraded Rossmoyne Jun

INITIATIVE 6.1.7 Outage Management System Abueg Prepare specifications Jul

  Vendor selection Dec

Delivery and installation Jun

Implementation Jul

GOAL 6.2 Upgrade transmission system to 69 kV Abueg Jun Jun

INITIATIVE 6.2.1 Transmission Conversion to 69 kV Abueg Create three-way transmission (Rossmoyne-Montrose-Glorietta) May

Upgrade Montrose-Bel Aire to Montrose-Western Jun

GOAL 6.3 Convert distribution feeders from 4 kV to 12 kV Abueg 2020

INITIATIVE 6.3.1 Stations Upgrade to 12 kV  Abrari Complete Grandview reconstruction of circuits Jun

Complete Grandview conversions - transfer of loads Oct

Upgrade Grandview Substation to 69kV/12kV Oct

INITIATIVE 6.3.2 Distribution Feeders Upgrade to 12 kV Abrari Reconstruct Bel Aire service area Oct

Upgrade 1-2 feeders per year Feb Dec

GOAL 6.4 Replace all electromechanical relays with state-of-the-art relays Abueg Dec 2018

INITIATIVE 6.4.1 Disturbance Monitors Installation Abrari Operate upgraded Kellogg Dec

   Operate upgraded Rossmoyne Jun

INITIATIVE 6.4.2 New Design and Replace Relays Abrari Glendale - Howard Transmission Line May

   Rossmoyne - Howard Transmission Line May

Glendale - Fremont Transmission Line May

Rossmoyne - Scholl Transmission Line May

(Continued on next page)



KRA 6 POWER INFRASTRUCTURE (Continued) 2009 2010 2011 2012 2013 2014
Tropico - Scholl Transmission Line May

Tropico - Acacia Transmission Line May

GOAL 6.5 Implement effective asset management Abueg Dec

INITIATIVE 6.5.1 Electric Asset Management System Abueg Prepare cost-benefit analysis Dec

  Evaluate options (joint system or separate) Jun

Implement plan Dec

Integrate with GIS, AMI and SCADA Dec

INITIATIVE 6.5.2 City-wide GIS Herman Hire a GWP GIS professional Aug

Award RFP contract to populate GIS with GWP System Dec

Implement full GIS use Dec

KRA 7 WORKFORCE 2009 2010 2011 2012 2013 2014
GOAL 7.1 Continually improve job satisfaction of our employees Steiger Nov

INITIATIVE 7.1.1 Staffing Levels Steiger Re-evaluate long-term resource needs Dec

Create ongoing partnership with Human Resources Dec

INITIATIVE 7.1.2 Competitive Salaries Cline Review and update job classifications June June

Complete competitive salary study Jan Jan

Implement educational program for City Council Jan

INITIATIVE 7.1.3 Internal Communications Kuennen New blog Jan

Enhanced website Dec

INITIATIVE 7.1.4 Continuous Training Cline Perform assessment of current and desirable skills for jobs Jan Jan

Provide an Executive Education Program June

Provide group internal training classes July

Provide external training classes Jan

Assess effectiveness of training programs Dec Dec Dec

GOAL 7.2 Increase annual workforce availability to 87% Bassin Jul Dec

INITIATIVE 7.2.1 Present and ready to go Cline Provide quarterly report on availability of personnel Mar

Provide quarterly report on unavailability May

Implement programs to reach goal Jul

GOAL 7.3 Have <5% vacancy rate Bassin Mar Jun

INITIATIVE 7.3.1 Fill the voids Cline Report / prompt hiring on a monthly basis May

Identify factors affecting the vacancy rate and possible fixes Mar

GOAL 7.4 Achieve annual utility average OSHA incident rate of 2.0 Bassin Dec

INITIATIVE 7.4.1 Safety is No Accident Doyle Provide quarterly statistical report May

Provide annual recommendations for improvement Dec Dec Dec Dec Dec Dec

Implement programs Jan Jan Jan Jan Jan

GOAL 7.5 Have zero preventable vehicle accidents each year Bassin Jun

INITIATIVE 7.5.1 Driving for Safety Bassin Provide safe driving training Sep

Implement discipline policy for avoidable vehicle accidents Dec



KRA 8 SYSTEMS 2009 2010 2011 2012 2013 2014
GOAL 8.1 Achieve 100% AMI meter saturation Vallier Oct Dec

INITIATIVE 8.1.1 AMI Fully Implemented Kuennen Award AMI installation contract Sep

Install AMI Oct Dec

GOAL 8.2 Operate GWP within a city-wide GIS Bassin Dec

INITIATIVE 8.2.1 City-wide GIS Herman Hire a GWP GIS Professional Aug

Award RFP Contract to Populate GIS w/ GWP System Dec

Implement full GIS use Dec

GOAL 8.3 Implement new Dept of Finance processes for GWP transactions Steiger Dec

INITIATIVE 8.3.1 AGM Finance On Board Steiger Re-evaluate position Mar

Re-submit to City Council Mar

Hire AGM Finance Jul  

Provide education to new AGM Jan

INITIATIVE 8.3.2 Office Links AGM Fin RMI survey Jan

Develop software Jan

INITIATIVE 8.3.3 Streamlined Purchasing and Contracts AGM Fin Create collaboration Oct

Develop software Jan

GOAL 8.4 Create a GWP system integration that assures no redundant data entry Bassin Dec

INITIATIVE 8.4.1 No Redundant Data Herman Identify redundant data bases Dec

Migrate trouble and meter data to CIS Dec

Eliminate redundant data bases Jan Dec

INITIATIVE 8.4.2 Migration of Trouble Orders to CIS Herman Implement new system Jan

Conduct training on new system Jan

GOAL 8.5 Launch profitable new business ventures Steiger Jan

INITIATIVE 8.5.1 New Business Ventures Steiger Assess feasibility of new ventures Jul

Implement expanded fiber-optics system Jul

Extend AMI to other utilities Dec

INITIATIVE 8.5.2 Expanding Water Initiatives Kavounas Assess feasibility of expanding water initiatives Jul

Market Chrome 6 treatment technology Jan

Sell recycled water outside of Glendale Dec

KRA 9 CITY OF GLENDALE 2009 2010 2011 2012 2013 2014

GOAL 9.1
Improve communications with customers, City Council, and City 
Departments  

Steiger Nov

INITIATIVE 9.1.1 City Council Communications Steiger Create regularly scheduled workshops Jan

Initiate periodic meetings with CC members Mar

INITIATIVE 9.1.2 Public Communications Steiger Implement website blog Jan

Implement mass notification system Oct

Implement GTV6 TV show specific to GWP Jan

(Continued on next page)



KRA 9 CITY OF GLENDALE (Continued) 2009 2010 2011 2012 2013 2014
INITIATIVE 9.1.3 City Department Communications Steiger Implement periodic update meetings with City departments Jun

Implement citywide scoreboard display for GWP goal results Jan

GOAL 9.2 Develop optimium transfer level for mutual benefit Steiger Jan Dec

INITIATIVE 9.2.1 Create Awareness Bassin Prepare educational material Jan

INITIATIVE 9.2.2 New Revenue Sources Steiger Initatives 8.5.1, 8.5.2, 4.4.3, 4.3.1 Jan

GOAL 9.3 Implement communication vehicles to improve GWP’s public image Bassin Dec

INITIATIVE 9.3.1 Project Outreach Kuennen Evaluate communication vehicles to improve GWP Image Jun

Implement a methodology for identifying issues related to image Jun

Implement plan to inform customers and improve image Dec

GOAL 9.4 Implement new collaborative ventures with City departments Dec

INITIATIVE 9.4.1 Joint Ventures Steiger Identify opportunities of mutual interest Jun

Develop budget and other implementation requirements Jun

Implement inter-departmental collaborations Dec

KRA 10 LEGISLATION & REGULATION 2009 2010 2011 2012 2013 2014

GOAL 10.1 Continue compliance with state and federal regulatory requirements Lins Feb

GOAL 10.2
Establish and continue on-going relationships with state and federal 
legislators and regulators

Lins Jan

GOAL 10.3 Develop specific GWP legislative strategy and initiatives Lins Jan

GOAL 10.4
Provide quarterly reports on compliance, strategies, relationships and 
major activities

Lins Jan
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