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OUR CULTURE CHANGE STRATEGY

Implementing strategic plans to realize our vision of Top 5 by '95 will require change
throughout the organization. The essence of our company, our corporate culture, will r_eflect
this change as we proceed toward our vision. We will monitor our progress and will focus
on results as we carefully craft our new corporate culture.

To be successful, we will foster an organization-wide understanding of our 'is'on and a
commitment to a clear and energizing mission. Employees wilJ understand and commit to
challenging and specific organization, group and individual targets. By using viewpoints of
our customers as a major decision toolin determining what to do, we will encourage and
support people to do things better, even those things that are working well. We will invest
time developing our co-workers' ideas, making the business better and supporting

.

responsible risk taking.

Our most senior people will be the first to make changes in a sisible, dramatic and on going
manner. Our managers will place a high priority on people. We will reward managers for
managing, at for doing. Our managers will serve the front line employees as their
customers, and will act in open, honest and caring ways. We will rely o;., believe in, and
treat each other as partners committed to the same targets. Frank communication of facts,
ideas and feelings between individuals and groups will lead to open discussion of our
differences.

To assess our progress toward achieving our vision, we will continually monitor results
against the corporate critical success indicators. We will acclaim those employees who excel
in their performance and will confront those that do not. We will share formal and informal
feedback between individuals and groups to increase performance.

Our focus will be on results as we increase accountability for our own development, progress,
results, and work relationships. We will take action and accept responsibility for whatever
we do to accomplish our mission and will not ignore broken agreements or non performance.
We will celebrate achievement contributing to constant accomplishment of challenging
targets and will compensate employees based on performance.

,

Obviously these changes are dramatic. Such change can occur only with employee
commitment and a successful change strategy that emphasizes culture, performance and
result ;

-1- July 1991
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t

STRATEGIC PL6NNING TERMINOLOGY -
The steps of our strategic planning process, in the order of their development, are: sision, ~
core values, mission, strategic areas, cotical success indicators and business cases. These
steps are briefly explained here, and are more fully explained in the remaining sections of
this report.

VISION

Vision is a clear con .p,;al picture of a desired future state.

CORE VAIEES

Values shape the way we lise our lives and the way we are viewed by other people. Our values are acquired
at home, at church, at school, at work and on the street from all our life experiences. We live and act in
accordance with our values.

CI' t.Tl *R E

Culture is the way we do our jobs.

MISSION

Mission is a short description of who we are, what we do, and what we intend to do to realize our vision.

*

STR ATEGIC AREAS

Strategic areas further defme the critical components of our mission statement.

CRITICAL SUCCESS INDICATORS

Critical success indicators are measures of performance toward our mi<sion. Indicators are a means of
measuring our progress. They help us evaluate our status and assist us in changing business policies and
processes so that our mission is accomplished through a seri s of small,incternental steps.e

IlUSINESS CASES

Business cases are the 'how" we will accomplish our mission. 'Ihey are the up. front explanation of what we
are going to do. Business cases describe a proposed course of action in terms of: scope, objectives, resources,
task plans, deliverables, prerequisites, major drivers, raajor impacts, expected contribution to critical success
indicators, probability of success and cost.

'
~
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-

APS MISSION

APS is the leading electric energy company serving the people of Arizona.

By 1995 APS will:

Be one of the top five investor-owned electric utilities in America in tenns of cost*

management, customer scivice, powerplant performance, nuclear and industrial safery, and
environmental performance.

* Han e significantly improved our price cc.npaitiven:ss.

* Hat e improved our competitive marketplace position. <

*

Be recogni:cd as the premier corporate citi:en in Arizona.*

We will succeed throtg' employee commitment to continuous improvement with errphcsis ,
on teamwork and work place innovation.

i

July 1991 -4-~ .
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STRATEGIC AREAS
There are many areas in which we need to excel. Strategic areas have the highest
potential for propelling our business to realize our vision. We will focus on these most .

important areas first.

Our six strategic areas are: Cost Management, Customer Senice, Safety, Emironment,
Power Plant Performance, and Premier Corporate Utizen.

COST MANAGEMENT
We manage the cost and the volume of the work that we perform. Cost management is
a focus on reducing the resultant unit cost of production. Cost management can be
improved beyond just focuring on O&M and Construction expenditures. Production
efficiency improvement (increasing volumes) is also an important means of reducing unit
costs. By measuring our performance in terms of the total cost and amount of product
produced, we can directly effect the price of kilowatt-hours sold to our customers.
Continuous review of performance helps to achieve a:sciplined cost management which
will improve our price competitiveness.

CUSTOMER SERVICE
We value each individual customer, and through more attention to personalized senice,
we will meet or exceed reasonable expectations. We will create opponunities te make
direct contact with our customers. We recognize that each customer contact is an
opportunity to enhance the relationship, thereby gaining long term customer allegiance.

We recognize our customers have choices that impact the profitability of our company. '
We must compete daily for their business to maintain and increa:.e market share by
providing efficiem energy senices. We will aggressively anticipate customers' needs and
inanage their expectations to realize our vision. We will establish a strong partne.rship

| with our customers by providing a beyond-the-meter philosophy when supplying our
products and senices.

| NUCLEAR AND INDUSTRIAL SAFETY
| Arizona Public Service Company is committed to be Nuaber 1 in safety in '95. When
! the safety of our employees and the public we serve is at issue, we strive to be the best.

| We, therefore, conduct all aspects of our business in a consciously safe manner. For APS
to fulfill its commitment to safety, all AP5 employees must be safety conscious at all
times, ensuring not only their own safety, but aho the safety of others. Employees have
a responsibility to make certain that APS ensures the well being of co-workers and the

j general pubFe We believe these actions benefit our customers, shareholders, employees
! and the communities we serve.
|

|

$- jut}1991
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STRATEGIC AIEAS (Continued)

ENVIRONN1ENT
Arizon 'ublic Service Company is committed to a clean, safe and healthy emironment.
We will, .herefore, conduct all aspects of our business in an emironmentally sensitive and
economical manner. For APS to fulfillits commitment, all APS employees must work
together. APS has a responsibility to make certain that we comply with emironmental
regulations and, therefore, all employees are required to bring emironmental issues to
the forefront. We believe these actions not only benefit our customers, shareholders,'

employees and the communities we serve, but also improve the quality of the
emironment in which we all live.

POWER PLANT PERFOR51/NCE
Arizona Public Senice Company is committed to Equivalent Availability Factor targets >

set to place us in the Top 5 by '95. In achieving these targets, we efficiently inanage our
operating resources to provide generation when required by consumers. In addition, by
operating with high Equivalent Availability Factors, we reduce total fuel cost and our

'

need to purchase power from outside sources, prosiding better value to our customers
and shareholders.

PRE 51IER CORPORATE CITIZEN '

APS is committed to being a socially responsible leader by perfomling an integral role
in the well-being of Arizona's future. We will accomplish this through strategic
community involvement, high impact employee volunteer efforts and innovative
environmental and educational programs. '

,

With employees throughout the state, APS is in an unique position to listen and be aware
i of Arizona's needs. We will si. ape our community programs according to the needs and

perceptions of the community. By continuing to provide excellent customer senice and
perform as a sensitive corporate citizen, APS will grow as a socially responsible leader
in Arizona.

.

iB

/2 1.s.te91 6-
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CORE VALUES

Our values shape the way we do work and the way we are measured by others both inside
and outside the company.

There are three core values which are the driving forces for our business:

COST MANAGEME 4'

If e are commined to operating our company more efficiently through disciplined cost
management at every level.

This will resuh in stable prices, improved competitiveness and profitability.

SERVICE

Il'e are in business to provide high quality service to our customers.

Iie willgis e answening attention to our customers, both internal ant externaland strive to meet
or exceed all reasonable customer espectarions.

NUCLEAR AND INDUSTRIAL SAFETY.

lie willpratide a safe and heakhy environmen* jor our employees, our custom:rs, and the
communim IVe will require safe working attitudes, practices, designs and systems.

7- July 1991
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CORE VALUES (Continued)

In addition, the following core values are essential to our long term success:

COM51 UNITY PERFORMANCE
We are a responsible corporate citizen. Performarice is the prime measure of cach
We recognize that we need community support employee's value.
to bc 'uccessful, and are committed to working Continuous improvement is of paramount
together with our communities in taeeting importance,
challenges of mutual concern. We will be accountable for meeting or
We will always consider the public interest in exceeding agreed.upon targets.
making decisions. Rewards will be commensurate with

performance.

ENVIRON 51ENT PEOPLE
Sound env:-onment management is essential to Our success is dependent on an increasingly
our business. professional, productive and . committed
We will comply with environmental regulations workforce.
and will minimize, to the extent pos' Ne, our Tb enable our people to be successful, we will

'

impact on the environmera. provide:
We will balance and integrate odety's needs . Necessary direction, support and recognition;
for electrical encigy wit: 1.ironmental . Appropriate training, resources and -
quality. authority;

* An emironmtat in which culttaal ,

differences are salued and appreciated.

TEANTWORK . INTEGRITY '

There are no boundaries, only imaginary lines We will conduct our business with the highest
or an organizational chart that - in reality - ethical stand rds.
represent opportunities to create a larger team. Through actions and- open, : honest'
We will inform. involve and support each other communkation, management will strengthen
as we work together to build a stronger, more' trust and credibility.
competitive APS.

July 1991 8-
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CRITICAL SUCCESS INDICATORS (CSIS)

Cn : cal succe:s indicators are measures of performance toward achiesing our Mission and
our Vision of Top 5 by '95. Indicators are a means of measuring our progress. They help
us evaluate our status and assist us in changing business policies and activities so that our
mission is achieved thiough a series of small, incremental changes. Successful
accomplishment of our mission will be judged on an overall basis.

APS' CSIs are: Unit Cost Ratios, Constructica Expenditures, Customer Satisfaction, Safety,
Community Image, Corporate Culture, Cultural Diversity, Environment, Equivalent
Availability, Market Share, Premier Corporate Citizen, Price Rehability, and SALP, Briefly
stated, their definitions are:

UNIT COST RATIOS

l' nit Cost Ratios are the annual cents-per-kilowatt-hour measures of providing ser ice to our customers.
Costs included are operation and maintenanec expenses for generation, transmission, distribution.
administratise and general, taxes, and cost of capital. This indicator measures production and delivery dollar
costs per unit of electrical energy sold to our customers. The indicator is impacted by the amount of product
that we proJuce and by the total cost of production. This is a cost per-unit measure. The lower the figure,
the more cost effectively the company is providing energy.

CONSTRl'CTION EXPENDITl'RSS

Construction expenditures represent the addition. ;. placement and removal costs o; quipment and facilities
which proviJe a long. term benefit to the company. These expenditures consist of Production, Transmission.
Distribution and General equipment and facilities.

C
CUSTONIER SATISFACTION

We are in business to proside high quality senice to our custamers and we strive to meet or exceed all
reasonable customer expcstations. Tb monitor the effectiveness of our efforts to be Top 5 in customst
satisfaction by '95. we track external customer satisfaction with APS among all of our customers. Prosiding
the highest lesel of senice to improve external customer satisfaction As requires high levels of senice among
interna! departments. To monitor this,we also track internal custor%: satisfaction.

-9- J ul,5 1991
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1

CRITICAL SUCCESS INDICATORS (CSIs) (Continued)

EXTERNAL

The level of satisfaction is ra'ed for residential, commercial and industrial custo:cers through a sun'ey
conducted twice each year, Customers are asked to rate their overall level of satisfaction with their latest
conta:t with an APS employee. These surveys give timely feedback on why customers may feel dissatisfied
so improvements can be made. The feedback also provides a measure of how well APS is performing in . -

satisfying customer needs.

INTERNAL
Service supplier-departments are rated by their customer departments twice per year on categories
includ.ng (but not limited to) overall satisfaction, quality and timeliness. Also, expectations and reasons
for satisfaction or dissatisfaction are surveyed so improvements crn be made. The higher the figures, the
greater the customer departments feel satisfied with the ser.:ces received.

SAFETY

AIIR
All Injury incident Rate is the total of all recordable cases multiplied by 200,000 and divided by the actual
emploge exposure hours worked.

LWIR
d Lost Workday Incident Rate is the total of all lost workday cases multiplied by 200,000 and divided by the

actual employee exposure hovrs worked. ,

'

SIR
Severity Incident Rate is the total of workdays lost multiplied by 200,000 and divided by the actual
emploge exposure hours worked.

!

FATALITIES(
The number of deaths per year.

PUTILIC IM AGE

Because APS is a responsible corporate citizen and we recognize ti.at we need community support to be
successful, it is important to establish and maintain good relationships with our customers and their
community. To evaluate the effectiveness of our efforts,we track public and commumij leader feelings toward
the company.

July .1991 10 -

, .

*
.' j

|

-.. ..
-. - . _ - - _ _ - _ - - - - - - . - - _ . - . ---



- . . _ . . - -. - - . . . . . . .

-

i
r

4

APS 1991-1995
STRATEGIC PLAN t

t

'

CRITICA.L SUCCESS INDICATORS (CSIs) (Continued)

GENER AL PUBLIC
This survey is conducted state wide twice per year and measures the overall image of APS using a sample
of residents, Representatives are asked to rate their favorable feeUngs toward APS and the survey results
are used to evaluate overall public perception of APS.

LEADERSHIP
State leaders in business, government, media, education and cisic roles are surveyed twice per year to
measure overall opinion leader perception of the company. Respondents are also asked to rate APS and
other leading Arizona companies to measure APS' progress in becoming the state's premier corporate
citizen.

,

CORPORATE CULTURE

Great changes in all aspects of our business are needed to achieve the APS Mission. As a prerequisite, the
behavior of every department must change. This indicator measures all employees' perceptions of
departmental demonstration of specific behaviors consistent with corporate values and is used to evaluate
pervasiseness of corporate values between and among departments. The higher the number, the greater the
department is perceived to be compliant with desired behaviors.

CULTURAL DIVERSITY

, This indicator is the percentage of APS' minority and female workforce in each Squal Employment
!

Opportunity job category as compared to the workforce diversity reflected in the Arizona Census. The closer '

the figure is to the available labor force, the closer our workforce matches the diversity of the region in which
we reside.

ENVIRONNIENT

EMISSIONS LEVELS

Annual pounds of pollutants per annual megawatt-hours generated This measures pollutants broadcast
into the air per unit of generation and is used to compare effectiveness of generating plant pollution
controls. The smaller the number, the more effective are our pollution controls. Energy conservation
programs will also contribute to reduced total emission levels.

<

W

~
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,

CRITICAL SUCCESS INDICATORS (CSIs) (Continued)

IMAGE

The public's perception of APS' efforts in addressing current erwironmentalissues and helping improve
the emironment is an important barometer in evaluating the general public and raising their awareness
of environmental issues and actions being taken to improve the emironment. A survey measuring image

; is completed twice per year. leaders contacted in the 12adership Image Survey are also asked to rate APS'
efforts in addressing issues and helping improve the erwironment.

EOl'IVALENT AVAIIABILITY (EAF)

Percent of time plant units are available to generate energy, even if they are not being used at the time. The
longer a plant unit is available and capable of generating full power, the higher the equivalent availability
factor. A high EAF reflects excellent plant operations and maintenance programs.

M ARKET SHARE4

To improve our competitive position and stabilize our price,it is important that we build better relationships
with our customers and promote the use of energy efficient electric technologies to our customers. The
market share CSis help us evaluate the effectiveness of our marketing and energy management efforts.

RESIDENTIAL
Percent of new customer facilities built using er.ergy efficient, all-electric technology. This measurement
is used to evaluate the effectiveness of marketing efforts to promote energy efficient electric technology.

COMMERCIAL & INDUSTRIAL
The percentage of electric end use for commercial and industrial customers. The end uses measured

| include cooling, space heating, water heating, cooking and industrial process loads.
?.

PREMIER CORPORATE CITIZEN

Because APS is an integral part of the communities it serves,it is important that the company not only accept
the responsibility of being a good corporate citizen, but that it excel in being a leading corporate citizen. We
measure our success through a survey identifying APS* ranking against other Arizona companies across a
number of attributes.

PRICE

Price is average revenue per kilowatt. bout divided by average cost per kilowatt-hour. It is the proportion of
our cons in prices.

4

!
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CRITICAL SUCCESS INDICATORS (CSIs) (Continued)

RELIABILITY <

OUTAGE FREQUENCY (SAIFI)
System Average Interruption Frequency Index is the number of service interruptions per customer per year.
The lower the index value, the more continuous is the sersice to the customers.

' IMAGE
One of the key components of customer s1tisfaction is receiving reliable electric service. To help evaluate
our progress in improving customer satisfaction, we monitor satisfaction with APS as a provider of electric
service free from outages and interruptions. Responses are captured by the same statewide survey that
measures Community Image.

SALP RATING

Systematic Assessment of Licensee Performance ratings are ratings given by the Nuclear Regulatory:
Commission for performance in sesen functional areas. De arec.s are: plant operations, radiological controls,
maintenance'surseillance, emergency preparedness, security, engineering / technical support, and safety
assessment' quality verification. Each area is given a rating of 1 to 3 based on an NRC periodic assessment.
A rating of 1 is the highest. A ccmposite rating is developed from the average of the seven individual ratings.

CRITICAL SUCCESS INDICATOR TABLE
The table on the following pages displays specific data by year for each of the CSIs
previously discussed. The target, best-practice cornpanies, CSI targets and CSI history data -
are shown.

.

TARGET, BEST PRACTICE COMPANIES
Companies which excel in particular areas are identified for comparable performance. Our focus on these
companies is to provide a continuous and conscious visibility on results and high performance.

TARGETS
Our targets for 1991 through 1995 are the minimum values for each of the -indicators. Successfully
accomplishing our mission is meeting or exceeding these targets. Dedicated and inspired effort on everyone's

|
part is required to exceed these targets.

IIISTORY,-

L Our historical CSis for 1990 and 1985 are shown to the right of our targets. His future-from history
| perspective gives us a feel for the overall rate of change inherent in the indicators. Not all CSIs exist for the
|- years 1990 and 1985. Some of these measurements were rec:ntlyinstituted to provide better visibilityinto new

focus areas. Unavailable data are indicated by minus signs.

- 13 - July 1991
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CRITICAL SUCCESS INDICATOR TABLE
,

8%DICATOR UN113 :| TARGET, BI:ST-PRAC11CE COMPANII:S TARGETS HISTORY |

95 94 93 92 91 90 85

| Cusumer Sausfaction
San Diego Gas & Deetric

* ''"'I
Flonda Pimr Corporation

- Residental % Flonda 1%er & Light 96 97 96 95 94 93
' ' ' ' #Commeraal % 96 97 % 95 94 .

Pacific Gas & Dectne
laternal % 96 95 90 85 . 65a

| Pubhc imm
* Genera! Pubhc

Metro 9 Salt Rmr Project 77 73 68 60 55 | 48 43
""Staie % 85 83 79 70 65 63

? Combined 9 Southwest Gas 80 76 72 63 58 53 45

* 1.caders

- Metre 9 84 76 72 68 62 58 -

Sute % 85 77 73 69 63 59

| Combned 9 85 77 73 69 63 59 .

.

Premier Corporate Citizen Rantag Amenca West Salt Rmr Project 1 2 3 3 4 .

U. 5 West First Intersute Bank,

Va!!c? National Bank |
Corporate Culture Indet saa Diego Gas & Dec. Dectnery Trust Of 5.0 4,75 4.5 4.25 . -#

Asr New Zealand South Austraha
s

Market Share

* Residennal
NCT AVAILABLE

j Metro 9 92 0 91.5 91.0 90.5 9i10 89 6 '

State G 50.0 48 0 46.0 44 0 43.0 42.8 .

* Commercialladusmal

- Cochog % 97.0 97.0 97.0 97.0 97.0

Heatmg % 62.0 . 62.0 62.0 61.0 60.0 .

- Water Heating G 58.0 -58.0 57.0 56.0 55.0 . -

- Ceobng % 50.0 49.0 48.0 46.0 45.0 . .

Process % 90.0 89.5 89.0 88.5 85 0 . .

Price % Fionda Pat & Light Duquesne Light Co 100 96.6 93.2 89,8 86 4 63 0 66.6
San Diego Gas & Dec. Southern Cald. Edison
Georgia Pouer Co.

.
-

f.

.
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APS 1991-1995
STRATEGIC PLAN

CRITICAL SUCCESS INDICATOR TABLE
-- m

WDICATOR | UNITS ' TARGET, BEST-PIL4CT1CE COMPANII:S -
! TARGE% | lilSTORY

I $5 Si 93 92 91 90 85
'

( uter)

| * A!!R C00.000 Penn P*t. A bght Co. Duke Pmer Compen) 2.80 3.15 3 42 3.68 3.91 4 11
mhr Vttpnia Dec. Put. Georpa Pomer Co.

Alabama Peer Co.

* L%1R * 000.000 i orpa Peer Co. Alabama Peer Co. .07 .14 .20 .26 .31 .29
mhr %rpnia Dec. Pv.T. Duke Power Co.

Detroit Edaon Co.

*Sh Cou.000 | Gempa Pomer Co Commonme hh Edson 1.95 2 64 338 3 95 4 42 4.64
ndr Mrpnia Dec. PwT. Detroit Eduon Co.

! Tem Utahtin

* Fatahtin | 8 NOT APPLICABLE O O O O O 1 0
unnen.

Emironenent

* E. mas.on Leseis

500 lbs MW11 Waconna Deeine Power 31 3.3 34 35 3.9 4.8 67
* *D lbs N%
, g 3.0 30 3.0 3.0 3.1 41 7.0

Particulatn Ibs M%11 Puget Sound Pmer & Light .23 .24 .24 .24 .26 . .40 .46
-

Duke Power3,,,,

GeterJ Pubbe G 60 55 50 42 35 |
. Leadenhip G 60 55 50 42 37 | -

Equnalent AsastaMc;

EM G Indiana Kentuck) Dec. Delmarsa Pmer& Light
* Coal (Tareet is Georgia Pmer Co. Pa:ihCarp 86 88 87 87 86 89 76

5-> car asg ) Davton Pmer & Lighi

* Nacicar EAF% Scutbern Cah! Edison Nort' east Utihtin 81.8 80.7 79.6 78 8 71.5 62
Duke Power Co. Northern States Par.

| Georpa Pmer Co.

Rehabihty
_

Duke Pmer Pacific Gu & Dectne
* Outage Frequene) (SMFI) *:cust.Yr Flonda Power & bght San Die- Gas & Dec. 2.01 2.01 2.01 2.01 2.01 -

Southern Cahf. Edtson

* Imaec Wisconsin Dectne
Pacific Power & bght

|Resident a! 9 Southern Cahfornia Edison 85 84 82 81 80 79 -

Northern Statn Peer
j' ,Emmercial % Pennsylvania Pmer & bght 90 89 87 86 66 86
IL

15 July 1991
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'STRATEGIC PLAN

CRITICAL SUCCESS INDICATOR TABLE
IV"CATOR UNITS . TARCr*E BI3T.PILAC11CE CO%1PANIES TARCL% | HISTORY (,

l 95 94 93 92 91 90 85

Lnit Cant Rauas 931 9 48 9.64 9.64 10.05 10.27 9.''1

* Fuel Expense cSV11 1.82 1.73 1.66 1.57 1.50 1.45 1,72
g,g gg

*O&M cS%H San Diego Oas & Dectne 2.19 2.13 2.19 2.18 2.23 2 41 1.51 l

0 ' '' *P'"} 1.21 1.21 1 24 1.25 1 43 1.25 .71* Depreciatsoe & Amortuanon cI%11

* Other Tases cIWil Southern Cahforliia Edson 1.22 1.3 1.25 1.06 1.20 1.17 .75 ;

* Income lates cS411 .89 .90 .93 .96 .93 1.07 1.17

* Cost of Capsul cXWH 2 18 2.28 2.37 2 42 2.76 2 92 3.55

Construcuan bpendaurcs | $ Millions | 2A6 255 233 215 182 | 244 413

Cultural Domin ,

* *** Aru. a Census dau ty EEO ob category in orderl

| Managemeen % ~ to re0ect the drwenig of de communtry (Targets 21.2 18 4 15.7 12.9 10.1 10.0

w ated aher IM census muk are
Professionals % 31 4 29.0 26 7 24 4 22.0 23.0

_ avadable )
. Technicians % 36.2 32.0 27.8 23.6 19.4 20.0

Ciencal % 74.0 78.0 80.0 64.0 M0 66 0 .

Craft Worten G 33 2.9 2.5 2.0 1.6 1.0

- Mainter,ance Opentnes % 13.7 13 4 13 1 12.8 12 5 16 0 .

. bbaren % 13.0 130 It ^ 13.0 13 0 16 0
- -

* Minonnes

Management % 10.5 10.1 9.7 93 9.0 9.0 .

Professional. % 12.5 12.5 12.5 12.5 12.5 11 0

- Technicians 9 14 6 14 3 14 0 13 6 13 3 12 0

Ocncal % 24 3 24 3 24 3 24 3 24 3 25 0

| . Crah %orkers - % 24.5 24.5 24 3 243 24.5 20.0

Maintenance Opera:n es 4 40.0 40.0 40.0 40.0 40.0 40 0

. bboren % 49.4 49 4 49 4 49.4 494 $4.0 -

-

Union Dectne Northeast Utdines

S ALP Rauns indet Masappi Parabght Flonda Power & Ught 1.29 1.57 1.57 137 1.85 1.86 1.83

GPU Nuclear
!

r

i
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APS 1991-1995
STRATEGIC PLAN

BUSINESS CASES

Much needs to be accomplished to attain our Vision of Top 5 by '95. The vehicle for '

identifying, discussing and agreeing on the best strategies to pursue is the preparation and
presentation of Business Cases.

Business Cases describe a proposed course of action in terms of scope, objectives and
deliverables. Prerequisites, major drivers, major impacts and the probability of success are
estimated. People impacts, financialimp ets and the expected contribution to the Corporate
CSl's are also disclosed in each Business Case.

Business Cases explain the "how" we will accomplish our mission. While Critical Success
Indicators allow us to look back and measure our progress, Business Cases are the up-front
explanations of what we are going to do. Some cases are extremely detailed including
milestone dates and task plans. Other cases are less detailed but serve to state the
Company's position in an area or to establish corporate pohey. Preparation of Business
Cases is an on-going management process that is the ma,ntenance and imp!ementation tool
for the Strategic Plan.

Approval of a Business Case provides a clear understanding of direction and action. We
cannot afford to have misunderstanding or miscommunication of our strategies so written
Business Cases are an essential part of our Strategic Plan.

OFFICFR__ PLAN SUMMARIES

The following sections are summaries of the Officers' Plans.

17 July 1991
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CUSTOhER SERVICE, MARKETING & ECONOhBC '

DEVELOPhENT AND CORPORATE RELATIONS

MISSION STATEMENT -

We exist to serve our customers and communities throughout Arizona by providing
energy products and senices.

In order for APS to achieve Top 5 by '95, we must improve customer satisfaction and our
safety pcrformance. At the same time, we must lower our costs.

Through leadership and community involvement, APS vill become Arizona's premier
corporate utizen.

We will improve APS' competitive position through strategic marketing and economic
development.

We will be Champions of Chance to make AP' more competitive and customer sensitive.
We will succeed through our continuous intt.auon, commitment and teamwork. We will

enthusiastically celebrate our achievements.

CRITICAL SUCCESS INDICATORS

CUSTONIER SATISFACTION CO5151 UNITY RELATIONS
- External - Premier Corporate Citizen
- Internal - Public Image
- Reliability

SAIFi ENVIRON 5fENT *

Image - Image
- Consenation

COST M ANAGEMENT
- Capital EMPLOYEE DEVELOPhfENT
-O&M - Cultural Survey'

- Cost per Customer
CULTURAL DIVERSITY

SAFETY - Minorities
- AllR - Women
- LWIR - Minorities and Women in Management
- SIR

FINANCIAL
MARKETING - Revenue
- Energy Management - Cost per KWH'

Marketshare-

- Business Development
- Market-based Pricing

.

July 1991 18 -

-
.

p

- i-.
- ~ n, .. m... , , - w-- g



- - _ - - - - -

| .

! APS 1991-1995
STRATEGIC PLAN

,

CORPORATE FINANCE PLANNING & CONTROL

MISSION STATEMENT

We are committed to being a valued provider of diverse support senices. We assist our
customers to succeed through continual improvement in teamwork, technology, cost
management, and joint management of expectations and resources.

For APS to be Top 5 in '95, we must provide services and systems which:
support our customers' strategic business objt...ives*

lead to the joint management of resources*

improve information value, availability and ease-of-use*

strengthen APS' financial resourcesa

apply technology to reduce APS' net cost of service-

We will focus on safely sening our customers, both internal and external, while applying
disciplined cost management to our business.

We will succeed through continuous improvement in teamwork and a commitment to
innovation. We will enthusiastically celebrate our achievements.

CRITICAL SUCCESS INDICATORS

ENVIRONS 1ENTAI,

CI'STON1ER SATISFACTION EMPLOYEE DEVELOPMENT
- Internal - Cultural Survey
- External _

COST 51 ANAGEMENT CULTURAL DIVERSITY
- Capital - Minorities
-O&M - Women

- Minorities and Women in Management

SAFETY FINANCIAL PERFORMANCE
- AllR Bond Rating
- LWIR - Return On Equity
- SIR - Cash Coverage

19 - July 1991
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STRATEGIC PLAN ]

IIUMAN RESOURCES
-

MISSION STATEMENT

HR provides leadership to APS in build.ng and maintaitiing the best workforce in the-
Southwest and the electric utility industry.

"Best workforce" means having the:
1

highest quality,*

most productive, anda

best motivated employees, who*

demonstrate mutual respect for each other*

and reflect the cultural diversity of our community.*

By 1995 HR will:

have easiy accessible, innovative and cost effective HR systems and processes which*

support the needs of our customers;
within the context of clearly defined line and human resources accountabilities, play an*

assertive role in preventing, identifying and correcting human resources issues with -

individuals and Company work tearm; and
have measurement tools which accurately assess and communicate ourperformance in
suppon of our customer's requirements and expectations.

CRITICAL SUCCESS INDICATORS

BEST WORKFORCE LINE ACCOUNTABILITY

CULTURAL DIVERSITY COST MANAGEMENT l

- Minorities Pension expense
- Women - Other employee benefits / programs expenses
- Minorities and Women in Management _Other human resources expense
CUSTOMER SERVICE EMPLOYEE DEVELOPMENT
- Internal Cultural Survey
- External

July 1991 20 --
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APS 1991-1995
STRATEGIC PLANo e

GENERATION AND TRANShUSSION

MISSION STATEMENT

'Ve provide leading edge Generation and Transmission servi .s to our customers through-

; rudent cost management in a reliable, emironmentally responsible, and safe manner. We .,

will continually improve our performance by working as a team and by creating a rewarding
work environment. 1

We will succeed by:

Careful control of cost*

Diligent management of environmentalprograms*

Application of new technolop to improve efficiency and reliability*

Teamwork and commitment from all Generation and Transmission employees*

Recognition and celebration of our success and achievements*

CRITICAL SUCCESS INDICATORS .

!

COST M ANAGEMENT CULTURAL DWERSITY
- Capital - Minorities
-O&M - Women !

- Fuel & Purchased Power - Minorities and Women in Management

CUSTOMER SATISFACTION ENVIRONMENTAL -
- Internal - Emissions Level
- External - Image

EMPLOYEE DEVELOPMENT COAL PLANT PERFORMANCE
- Cultural Survey - Coal EAF

SAFETY SYSTEM RELIABILITY
- AIIR - - Transmission
- LWIR - Image
- SIR

- 21 - Jul)1991-
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NUCLEAR
:

MISSION STATEMENT

The mission of the Palo Verde Nuclear Generating Station is to generate electricity in a safe,
reliable, economic, and emironmentally sound manner for the Mnefit of our customers, -

owners, and employees.

CRITICAL SUCCESS INDICATORS
?

Within the PVNGS Business Plan, specific measurable, time-bound, challenging, and results-
;

oriented objectives have been establislied. Progress toward achieving our objectives is'
measured by performance indicators, which relate directly to Critical Success Indicators.
Indicators currently used are listed as follows: ,

SAFETY: PRODUCTION: '

All Injury Rate (AliR)* - Nuclear Equivalent Availability *
Lost Work Incident Rate (LWIR)* Unit Capability Factor

- Severity Incident Rate (SIR)* - Unplanned Capability 1.oss Factor
Industry Safety Accident Rate (ISAR) - Thermal Performance

- Collective Radiation Exposure - Station Backlogs
- Personnel Contamination Events - Systematic Assessment of Licensee Performance
- Low Lesel Solid Radioactive Waste Volume (SALP)*

Regulatory Commitment Performance Notice of Violation Performance
-

- Safety System Unavailability - Licensee Event Report Performance
- Unplanned Safety System Actuations - Institute of Nuclear Power Operations flNPO)
- Unplanned Automatic Reactor Scrams - Chemistry Performance Index

Hazardous Waste Generated Outage Duration-

Work Order Rejection Rate .-

PROFESSIONALISM: COST MANAGEMENT:
Culture * Cost /Kwh*-

- PVNGS Standards and Expectations - Capital *
Operations & Maintenance (O&M)-

Fuel-

Warehouse inventory-

- Personnel Resources
- Overtime

* Directly related to APS Strategic CSI's.

July 1991 22 -
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PVSUM.TXT

SUMMARY OF ACTIONS FOR PALO VERDE DET REPORT

UpdatesAPS Business Plan +

Periodic management meetings

First meeting scheduled for 10/3/90

Topics- Status of Business Plan Task Actions

Discussion of 3-S Task Plans
(including MOVs and Maintenance)

OA Involvement in Assess:ng Quality and
Completeness of Task P'.ans

NOV Response
0 ? ^%> dnl

APS Response to NOV

Acinowledge response and review / inspect corrective actions

NRC Sampling Review / Inspection of Major DET Issues:

MOVs

Check Valves

EER System / EER backlog

Maintenance

QA

| PRB
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l

|
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PVNOVSUM.TXT

'APS DIAGNOSTIC EVALUATION. NOTICE OF_' VIOLATION

RLSPONSE SUMMARY

Violation Description of' Violation APS Acrees

I.A Failure to close valve in C.R. Yes-
by RO during ST -

I.B.1 MOV data base' document iaappro-- Yes
priate

I.B.2 No documentation of MOV No (Not needed)'
overthrust cycles

I.B.3 Notes on. torque switch-' limiter iNo (MOVATS)
plate removal

-

I.C.1 Improper repacking of:ADV Yes

!.C.2 Improper assembly o con tainmen t -Yes
purge valves

I.C.3 D/G cylinder cock left-open No.(No cause)

I.D Nitrogen overpressure in S/G not Yes
maintained-

_

II.A AFW valve stem bent No_(Stem' mat'l)

II.B Inadequate r e s por,se to Part.21 Yes-
and Information Notice

II.C Inadequate identification.of Yes
additional cases of
openings in seismic
gap area (fire ha ard)

_ -

7 Agree / 4 Disagree

Dtscussed with AEOD (Rubin, etc.):
- AEOD does not agree with APS on violations and unsure--

of remaintng one-(DG cy1inder cock)
- AEOD will provide draft __responso paragraph on one

violation (MOV overthrust ~ cycles)
- I will draft response on.. the . o ther three v i o l a t'1'on s and

if necessary hava.discussicos with APS personnel'
to clarify _-issues

- Will send draft of NRC responwe to AEOD for comment
prior- to issuance

_ _ = _ _ = - - - _ - _ - _ ._ - _ _ _ _ _ _ _ _ _ _ _ _ _ _ - _ - _ - - _ _ - - _ _ _ _ _ _ _ _ _ _ _ _ _ _ - _ _ _ _ _ - _ _ _ _ - - - - _ _ _ - _ _ _ _ ._ - - -
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MEMORANDUM FDR James M. Taylor
Executive Director for Operations

f

FROM: John 8. Martin
Regional Adainistrator

SUBJECT: STATUS OF STAFF AC110NS RELATED TO THE DIAGNOSilC

EVALUAi!0N AT PALO VERDE

in ey seaorandus to you dated June 14,1990, I stated that I would provide a
status report regarding the actions related to the Diagnostic Evaluation

performed at Palo Verde. Thestatusoftheseactiojse.issuesarizedbelos.
s

B-s.a w .! *:n #'

Actions I and 3: Revie and evaluate the adequacy of the licensee's

responsetotheDETrepo[r. Conduct detailed discussions cf the licensee's
business plan.YStatus-/R sanagement seeting with APS is scheduled for
October 3,1990, in the Region V office to discuss the licensee's Business
Plan. Additional aanagement meetings will be conducted as the Business Plan
is further developed.

Action 2: Evaluate and issue any enforcesent action.* Status- A Notice /M
8e.r tsof Violation was issued to APS on July 17, 1990. y tw,,u t g .,

Action 4: Review the implesentation of the licensee's corrective actions
to the DET findings and conclusions v4 warra=+ neeas.FStatus- On a
saapling basis Region V sill verify the licensee's corrective actions for the
significant issues raised in the DET report. Region V stil also perfore a
review of the licensee's corrective actions related to the violations issued
on July 17,1990, ihr ==t .u Aie is .to cospiete theseWviews ant
i n =r H aa e H i u o.ry liis o. Life. h gg og .g ,

John B. Martin
Regional Adainistrator

cci 1. Marley, NRR
E. Jordan, AE00

J. Parties, NRR
D. Crutchfield, NRR
B. Boger, NRR { gIjW ,M
C. Trassell, NRR
S. Peterson, kRR

M. Slosson. OEDO

S. Ruhtn, AE00

_. - - . . . . . . - - , - - , . - . . - .. .. - -, -



9

e

ive c 2nu&#.- , ks
,

'

* Woc. C. o . 4c o m
- /W&U

-- Ce;4 c.c Vs. v c

[W%|64"x & s e .G5V2-

~g . 4 . r <_,
-)

i P o.s r

AL |t0EJ f a Pu.G c9.r. 6 si,e w

C ., g at .9 A - J h A o~ .r

d Eu.s K ri n $s . .i7- c m r*ra

O ' M s.,j - ~ Ss /n I,'m us A s n /u n ug t . ,,
'

]%f A.x ~ 4



5

* e

b

!. f W f f . m Y ? '
-

a 40v1 4 ? ' q%sgul .
ESF h/% . '3.

.

&c3 ( 45. La ' ' ^
- woz
hME+3T

GW A .'AoVo4pLr,$AQresaJ&-6 '

3 pid xu

.s/c , % =~p.< A A X 6% p e y d f.7
, .g e .w3

gik+Mfs,/c M ,g m- q u sn . m = + + n
-

/NhM dd 4d M p?9' %

9. S L J2A M q~k% W X?
y w sp p .p. -

a 11e r

bb & O $&& ~%o Soltsli-

0 % % (ww a , ').iz;

uL+ 4, A L 74) ?| 13.
' e cos

4 & ' 5 , / * N C M , C ~'/ isf ~ k r ~ -
1

i



- n, a _,

O

9

'
e

s

I '

f

A-~a k - w A &.unrecs, r~e s , as -

f||-h6 8y '

S-ffd

. _. . . .



. . .. . . . . . .. . - - . --

,<

-

V .. .

.

10. Identi fy problem.his tory and assess 11consee's
responsiveness in resolution -

,

*
Electrical grid disturbances:

* Fast trans fer of S01, 502 power-
*

SBCS ;
#

11. -Assess licensee post-event analysisi- root cause
determination.

12. Assess the adequacy ~of licensee involvement'of
equipment vendors, combustion engineering, QA, and
corporate engineering in event evaluation / resolution.

vr44 3 . Assess the-adequacy of preventive and correctiveps6df maintenanceLon problem or failed-equipment.
D. INSPECTION METHODOLOGY

1. Conduct interviews with lteensee personnel
significantly involved in the event, or the-
assessment of the event,-to'obtain
information reluted to:

Description of event [-
.

b. Sequence of events
Individual actions', evaluations, and-.

observations throughout the course of the
event.

(() Adequacy of procedures in responding to,[)c1([ event,

Cooroina tion /communica tion of activities .e.
prior to,- during, and after event'.

f. Assessment.of those areas identified inPart B of this inspection plan.
2.- perform records-reviewslof:

Operational data - records, logs, etc.a.
b. preventive and corrective maintenance. h, W r .- Rev ferdpp i i c ao e e emer' gencW r! cTiigg Yc

and maintenance procedures.
d. Conduct independent visual examinationt of-' plant eoulpment/ systems: involved in.

the event. Develop photographic record
where appropriate.

-

to g ;-; p if.; ; i t- 13 :SJ ' '13W5 Oly9d K di si 10 W :
- . , . , - . , - , _ - . - . . _ . . . . - - . . . . a . a _. . . - - . . . . . - . - . . - - . . - . .
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E. CURRENTLY IDENTIFIED ISSUES FOR DETAILED FACT
GATHERING BY TEAM

g ,,h 1. Failure of ADVs to operate . rom Control Roomve or Remote Shutdown Panel% 2. Failure of Fast Bus transfer to operate.
3. . Failure of Auxiliar B ,ilding Ventilation-

Dampers to operat w
4 Assessment of Steam Bypass Control System[ h operation

gp. Two containment isolation valves fa'iled tooperate

.

Assess whether grid disturbance contributed.

_ to trip of Main Generator bus ties

g' '-(/lO h.'.35 N1 M,Clp g (S Ieagg.-
. v , -

f f$ YSV $hO If

u _ pe A
-

aj$- SCM j
'

Q h6SV -

M/A #W % |L _

=,m m .em1, m1 es, e <e

. -- _ . . - .
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sEELICE MAIN EVENT AND CAUSAL FACTORS CHART
F AULT E&CF

*

CHART p g g g,ggg g,ggy
e

t SEE SBCSr ,

A ELECT GRID E&CF CHART
DISTURBANCE
w >

{ ................................. -

SBCS -8 SBCV's CYCLINGRPCB DUE TO ;j POWER LOAD UNBALANCE : PERMISSIVE + DEM AND

2,5'7'6 Full Cycle
1,3 4LARGE LOAD REJECT TAKE CONTROL OF TURBINE ;" QUICX OPEN X "

1 , ,8 (80-100900102:18
i. . . . . . . .. .. . 010 2 :

19 1 QUICK OPEN Y '
1 0102:19.................... 4

RX TRIP MSIS MAIN s:Ag/ NO FAST BUS M AIN FEEDPUMPS LOSS OF TC/PW/
LO SO 82 TURBINE TRANSFER TRIP (POWER NC/CW AND VARIOUSc;43" "" _ .~
PRESSURE TRIP LOSS OF SUPPLY LOST) LIGHTNG DUE TO
0103:48 0103:485 01 U3 54 NON-CLASS POWER 0104 :32 + LOSSOF POWER

]

ig[g3fCQQ AFA-P01 AUXILIARY ONE MSSV CONTROL OF ATR
p

AT ATTEMPT STARTED SPR AY USED CYCLED 2 ADVs SHIFTED I
FRGM REMOTE

TELJ MANUALLY FOR RCS TIMES TO REMOTE SHUTDOVN PNL )
~ ~ ~~ "" "" ~ ~T

OPfROM CR
A0

SHUTDOVN PNL UNSUCCESSFUL0105:39 PRESS. CONT. 01 :11 TD AS

S:AS ON LO PRESS ^
LOSS OF 13.8 KV g[/#
POWER TO NAN-S01 ADV 179 OPE TOR

DAMAGED , 5)& NAN.S02
t , t

ATTEMPTED TO ATTEMPTED TO RETURNED TOSHIFTED ADV ATTEMPED TO DECLARED
OPERATE ADVs OPER ATE ADV M ANU AL CON-,

CONTROL B ACK OPERATE ALL ADVs NUE,,, ,,-,, _ ,,,,,, ,,,,

TO CR FROM THE CR 2nd LOC ALLY IN 185 REMOTELY TROL OF ADV
01:26 TIME 01:39 MSSS FROM CR 185 IN MSSS

'' COMMENCED M AN- OPENED BYP ASS RESTORED RESTORED
BYP ASS V E UAL BYP ASS Of ROSED

a2 S/G - SO183 POVER NON-CLASSUV t 69 LD ADV 178ai S/O MStV NANSO3B LO AD CENTERS
=- -

gg OPENED SBCS 7 & 8
- -

$9 2: 7 02:30 02:32 02:35FROM CR 02:07 22

RESET ALL ADVs RESET TERMIN ATED OPERATORS OBSERVEDj .

CNTM EAST RADWASTE,
MSIS

CIAS SO2D, SO2E'CLOSED - -= - -

0222 SUMP LEVEL INCREASING
_

02:38 02:39 02:41 02:43

! RESTORED RESTORED DO ' A' STARTED STARTED STOPPED ENTEREDAODE
NBN-SolA LETDOVN STOPPED RCP 1A RCP 2 A DG'B' 3 TO 5. ,,,,, ,,,,, ,,,,,,, ,, -

03:39 03:57 04:13 04:49 04:55 05:17 PROCEDLEE

0745MARCH 4, 989 -

E,xut+a -%, bJu, - '

/~oa A k . ,|

h'
3)-

.
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ELECTRICAL FAULT,

f AT DEVERS EVENTS AND CAUSAL FACTORS CHART
k BKR 912

,

OPEN

t
*

AT DEVERS AT DEVERS AT DEVERS . AT PVNGS I

DEVERS-VALLEY BRE AKERS 712 TR ANSFER TRP INI~. l ATED AT TO + 5 CYCLES - :

C5 LINE F AULT AND 922 OPEN TO TRP BKRS 992 & 995 BKRS 992 & 995 '

AT PVNGS OPEN(79) .

,

, e" ' . - ~ ~ , \
#

%

/ 1. SSO REL AY OPER ATION \
[ 2. LINE DlST ANCE B ACKUP g

g CEB TRP ON ZONE 2 i
\ 3. SRP PROBLEM I
's 4. M ANU AL OPER ATl0N ,/ ,

/,
1 __

AT PVNGS AT PVNGS AT PVNCs

AT TO + 15.7 CYCLES AT TO + 17.7 CYCLES
TRIP SIGN AL TO BKRS BKRS 985 & 988 UNIT LO AD

.

985 & 988 OPEN REJECTION

LOV S /0 t
IPRESSURE

:

AT PVNGS AT PVNGS AY PVNGS

NER ATOR SUPPLYING RX/ TURBINE TRIP
--

RP
LO AD TO AUX TR ANSFORMER
NO TR ANSFER

IMPROPER PH ASE
ANGLE, VCLT AGE,
FREQUENCY BETVEEN
GRID & GENER ATOR

I

AT PVNGS AT PVNGS AT PVNGS

N AN-S01 &
F AST BUS TR ANSFER N AN-SO2 DUS LOSS OF RX

DOES NOT OCCUR UNDERVOLTAGE COOL ANT PUMPS+

TRIP*

,

,

!

i-


