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Executive Secretary
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121 7* Place East, Suite 350
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Re: EXTERNAL REVENUE CYCLE REVIEW REPORT
INACCURATE GAS METERS, RECALCULATION OF BILLS, AND RELATED ISSUES

DockeT No. G-002/CI-08-871

Dear Dr. Haar:

Northern States Power Company, 2 Minnesota corporation (“Xcel Energy” or the
“Company”) submits the Global Enterprise Managers, Inc. (“GEM?”) report on the
external review of our Revenue Cycle processes as previously ordered by the Minnesota
Public Utilities Commission (the “Commission”) in the above referenced docket.

We note that we previously provided an earlier version of this report on an informal
basis to Commission Staff, the Minnesota Office of Energy Security, and the Minnesota
Office of the Attorney General — Residential Utdlities Division. The primary change,
making this report the final version, is the addition of the results of GEM’s independent
billing accuracy assessment. With the exception of formatting, we summarize below
specific changes to Volume 1 from the earlier version:

Page Change
2-1 Deletion of paragraph stating that GEM was conducting an independent
test system
2-2 Addition of brief overview of the finds of the independent test system
GEM conducted
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5-2to 5-3 Change from test being created to it being developed; Added findings
through Account Setup, CRS Calculation Logic, City-Requested Facilities
Surcharge Calculation Logic, & Rate Interpretation

D-1to D9 | Addition of Billing System Test Result Summary

Although we provide a complete set of Volumes 1 and 2 with this filing, we note that
there were no changes to Volume 2 from the earlier version.

NON-PUBLIC DATA JUSTIFICATION

Portions of the GEM report contain information relating to the interconnection or
function of our internal systems, which we believe constitutes “security data” as defined
by Minn. Stat. § 13.37, subd. 1(a). The public disclosure or use of this information
creates an unacceptable risk that those who want to compromise the security of these
systems could obtain information that would assist them in that endeavor. For this
teason, we maintain this information as non-public and have excised this data from the
public version of the report.

Additionally, portions of our filing contain information related to contractual terms or
other commercially valuable information that constitutes trade secret information as
defined by Minn. Stat. § 13.37, subd. 1(b). This information derives an independent
economic value from not being generally known or ascertainable by third parties who
could obtain a benefit from its use. Based on its value, Xcel Energy maintains the
information as non-public and has excised this data from the public version of the
reportt.

We have served a copy on all parties on the attached service lists.

Please contact me at jody.Llondo@xcelenergy.com or (612) 330-5601 if you have
questions or would like any additional mnformation.

Sincerely,

/s/

Joby LONDO
MANAGER, REGULATORY ADMINISTRATION

Enclosure

c: Service List
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1. Executive Summary

in February 2009, Xcel Energy Services, Inc. {Xcel) engaged Global Enterprise Managers, inc. (GEM) to
undertake an independent Revenue Cycle Process Review. This was precipitated by circumstances
where meters were not correctly read for extended periods of time and Xcel's processes and controis did
not adequately ensure desired standards of metering and billing accuracy.

During Phase 1 (Detailed Scoping) of the review, GEM reviewed numerous documents related to the
Revenue Cycle, conducted brief interviews with representatives of most organizations that participate in
the Revenue Cycle, met with members and staff of the North Dakota Public Service Commission, and met
with staff of the Minnesota Public Utilities Commission, Minnesota Office of Energy Security, and the
Office of the Attorney General-Residential Utilities Division (OAG-RUD.) The scope of work, work plan,
and tools that were to be used for this review were described in the Xcel Energy Services, Inc. Revenue
Cycle Process Review Scoping Document, Revision 3, dated April 28, 2009.

For the purpose of the current review, an energy company revenue cycle process consists of the
following four primary subprocesses.

Revenue Cycle

— —
Provision and e .
Maintain Messume Crogudt Create Bill Collect Payment
Customer i e » :
i

The Provision and Maintain Customer subprocess includes receiving requests for new service, installing
appropriate metering equipment, configuring ail information systems to represent the customer’s service,
maintaining metering equipment, and updating metering equipment and information systems as customer
changes occur. Construction of the actual electric or natural gas supply facilities was not in the scope of
the current review.

The Measure Product Delivery subprocess inciudes obtaining measurements of energy usage and
demand using manual meter reading, automated meter reading, or a combination of the two.

The Create Bill subprocess includes calculating and rendering the customer bill based on the appropriate
tariffs.

The Collect Payment subprocess includes receiving, posting, and reconciling payments received from
customers through a variety of payment channels. Although this subprocess also includes credit and
coliection activities, those were not examined within the scope of the current review because the
emphasis was on timeliness and accuracy of metering and billing.

The revenue cycle process, its primary subprocesses, and supporting processes such as customer
contact management, reporting, and training are highly cross-functional in virfually any energy company,
meaning that multiple organizations, both internal and external to the company, must successfully provide
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goods and services in a timely and accurate manner in order for the revenue cycle to be completed. The
process model that was developed to document the Xcel revenue cycle (refer to Volume 2, Appendix F)
includes an overall relationship map diagram. The relationship map illustrates the major internal and
external organizations involved in the revenue cycle and the inputs and oulputs they provide fo each
other as part of the process.

During the Revenue Cycle Process Review, GEM examined the business processes that make up the
revenue cycle in detail to evaluate the strengths and weaknesses of the Xcel revenue cycle. Where
differences in organizations, processes, or practices exist among Xcel's operating companies, the review
focused on the NSPM operating company, covering Minnesota, North Dakota, and South Dakota.
Specific technology and commercial factors that were believed to have contributed to metering and billing
problems or that could represent risk areas for fulure problems were reviewed. GEM also developed a
test of billing system accuracy, which consists of independent replication of billing calculations, and made
other recommendations for measuring the factors that influence overall bill accuracy.

The principal findings of the Revenue Cycle Process Review are:

1) Using cancelirebill counts or formal billing complaints as aggregate indicators of metering and
billing performance, the overall level of timeliness and accuracy of Xcel customer billing appears
reasonable. That, of course, is small consolation to the individual customers who are nonetheless
affected by metering or billing errors each month, and it is therefore reasonable to seek ways to
improve prevention, detection, and correction of the remaining billing problems through a
justifiable investment in people, process, or technology.

2} Xcel has an overall initial process performance goal for the revenue cycle — 33 days from a
request for service to rendering of a correct bill. But an overall process performance goal for the
ongoing revenue cycle is not defined. In the absence of an overall process goal for the ongoing
revenue cycle, existing subprocess and performer goals cannot readily be aligned with and
support the revenue cycle process as a whole. GEM recommends an ongoing process
performance goal based on improving bill accuracy. This report presents an organized approach
to measuring and mitigating the factors that can lead to inaccurate bills and a baselining
approach that will allow development of process improvement targets.

3) Xcels natural gas and electric meter accuracy testing practices and standards meet or exceed
industry standards. But prior to 2009, "safety nets" for the detection of metering problems had not
been updated for an Automated Meter Reading (AMR) system that was subject to new failure
modes. Although Xcel has put measures in place to address these, at least two new technologies
are now being deployed that must also be incorporated in future monitoring and controls — two-
way Automated Meter Reading modules (the components of the AMR system that automatically
read and transmit the metered value) and all-electronic meter/module combinations whose long-
term performance characteristics and potential failure patterns are still not completely known.
Xcel must also continue to address the ongoing (though diminishing) mechanical failures
associated with Celinet modules on natural gas meters through a combination of detection and
remediation and improvements to the AMR and metering technology.

4y Current staff levels, increasing rate case frequency, new product offerings, skilled workforce
segments that are approaching retirement age, an emphasis on on-the-job training for advanced
positions, and the general challenge of each process performer understanding the impact of his
or her actions on the business process as a whole have made it difficult to respond effectively to
unusual conditions and peak workloads in the electric and natural gas metering and billing areas.
Unless addressed by an appropriate combination of staff development, process improvement,
and investment in technology, this set of conditions will lead to deterioration of electric and natural
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gas metering and billing service even under normal conditions.

5) Prior to and in parallel with the Revenue Cycle Process Review Xcel had already undertaken
multiple substantive initiatives to address recent and longer-term metering and billing issues,
improve communications, and enhance its quality assurance approaches.

Based on the results of the Revenue Cycle Process Review, GEM has formulated three
recommendations, each with a set of actions that Xcel should undertake to address current process and
technology opportunities for improvement and ensure fulure metering and billing accuracy. Action
numbers in these three recommendations are references to the consolidated, numbered list of specific

actions in Appendix A.
Recommendation 1 ~ Create a framework for continuous improvement of billing accuracy

Collect and report on the sources of billing inaccuracy described in Section 4 (Actions 1, 2, 3),
align group and performer goals with these measurements to support continuous improvement of
billing accuracy {Action 4), incorporate these measurements into a qualily assurance program
{Actions 5, 8, 7), and update QSP measures {Action 8.)

Recommendation 2 -~ Improve AMR performance through Cellinet and Xcel process
changes

Seek mutually agreeable modifications to the Celinet field support work agreement that define
outcome-based maintenance goals (Action 9.) Improve internal meter and AMR module testing
and failure analysis (Actions 10, 11, 12, 13) and refine metering faillure detection and remediation
{Actions 14, 15, 16, 17))

Recommendation 3 —~ Ensure there is a sufficient pool of skilled revenue cycle process
performers

improve the training and progression approach for advanced positions, review and set
appropriate staff levels to mest workload and demographic frends, and expand process
knowledge retention activities (Actions 18, 19, 20, 21, 22, 23, 24)

GEM believes that an ongoing commitment to the initiatives already undertaken by Xcel, combined with
the actions necessary to implement these three recommendations, will contribute to an Xcel culture of
quality and continuous process improvement that will meet or exceed reasonable expectations of
metering and billing quality.

Final Report Volume 1

IW! Global Enterprise Managers, inc. Revenue Cycle Process Review
Revision 2, September 16, 2009



6002 ‘9L JRQUBIIES ‘T UOISIASY
1 FUWNOA Modsy euld
MOINGY SSBD0IH 819AD anuanay

‘auj ‘sieBeueyy esudiauy [2QOIS

‘pasnsest 8q
pinoys pue ued sjuswisaoidl Jusws|dul pue azijuoud o) papsau S|0AUOD pue SOBLW
JO 18$ B Jeu) S1 UOISN|OUO0D JNO pue ‘podel Syl JO  UOIOSS ) 83X I8 Siiiq jo Adeinooe
PUB SS3UKBLUY S0UBNYU| JBY} SI0JOB) SY) PRZIBUILINS PUB POMIIASS SBY TS "SUll 18A0
Korinooe Buypg Buirosdwy jo (206 joAs|-ss800id snuaas g 18s 0} sjelidosdde si ji ey
saAaleq Ing Aorinooe Buiq Buunseaus Joy prepue)s ASnpul Ug JO MOWY Jou S90p NIO

"ABojouyos) Jo ‘sseooid ‘sidoad up usunsaaul sjqeynsn|

e ubnouy swsiqoid Buypg Buuiewal 8y JO UOROSLIOD PUE ‘uolovlep ‘uonuaaaid
arosdwi 0} sARM a1. 818U) jI JSE O} S|BUOSES S| ) 0§ ‘LYIUOW Yors paaye BIE OUMm
$JBUWIOISNO [BNPIAIPUL BU O} UOLEJOSUOD J{BUIS S| '9SIN0D JO ‘jey] ‘sjqeuosess sieadde
sourwopad Jo 19A8)] ||B49A0 BY) 'souewiouad jo si0jeoiput o1ebaibbe om) esey) Buisn

‘Aijeussiul pajeeosa a1em 1o dnoub sjecoape [eulaixe 10 Aouabe

AiojeinBas e w0y paLejel SURIdIOD JBULIO) JOUJIS BIOM 3881 |, "SIeWO0ISND BjoMe(]
YHLON WO} §p| PUB SIBWIOISNO Bjosauulyy woiy sensst Buyjg pue Buueisw o} pejess
Suediuo JBuIoISnS BEE PajpURY 192X ‘600T 40 Jsuenb isiy aY) pue 007 useamiag

JOJJUOD $,180¥ Japun Ajqeuoseal

aJojasey] pue uogewlojul Alpwly epiaold 0} BInjie} SIPWI0ISNY UBY) JOYJ0 Suoses)

10} pa|jIgeJ pue PajjaoueD ag 1SN — %80 Ajlejewixoidde ~ yiuow Jad 8say} jO 00001 4O
abeiane uy "s1aWOISND SY 0} Yuow Jad suswaelels Buliig Uoliiw 7' JOAO S3NSSI NWASN

LBIBUIOIEND BIOYE(C] YHON PUE BIOSSULIN
S)1 0} Sjjiq PWolsSND sjeinose pue A Bupiroid
Alqeuoseas WalsAs UOHBULION] JOUWOISND S j90X S|

S90UBIRI0Y SSOID PUR ‘SUOHEPUBLILIOIIY ‘S}NSOY Ao

118}] B0 JO adoog

‘papniou; osie ale Y Xipusddy Ul SaRIAIDY uBWancIdW] $$800id PUB SUOHOY PEPUSLILLOISY O AIBWIWING PBIepIosU0D
eyl o} pafey Buusquinu pue podey [Bul4 BY) JO SUORDSS JOYI0 0} SBDUBISEY 'SWSY NIOM JO adoog 8y} o) sjeudosdde suuoj seuIs)e Ul
pajeIsal 10 pajeadss aie suoepuaWIWIODal 334y oy} Buoddns suoioe pue synsal swos MJIOAA J0 adoog jeublio ayl jo sinjonys syl yum ubje o)
"swia)l YIoAA Jo adoog ay) ul pasod suonsenb sy Ag peziuebio 's}nsal malney $$3001d @j0AD SnusAsy By} JO MBIAJDAO UB sjuasald uoloses Siuy

s)insey Aoy ‘7

Abisug oo \ﬁV\




6002 ‘91 J8quiadag ' vorsIney
L sWnIoA poday [edif
MOIABY SSBO0IL BJOAD anuanay

e

U} ‘siabeuely asudielug [BGOID

(‘Arewiwing ynsay 358 | wioysAg Buyng) q xipuaddy pue (jsa 1 waishg Buiig) ¢ uoioeg
Ul PUNO} 8q UBD S){NSai S8} 8u) pue WwalsAs 1sa] ||Ig 8y} Inoge UoheuLIojUl [RUORIPPY

"SIOWOISND BIONE(] UHON PUE BIOSBUUIN S,J80X J0} SUORBINORD
g Jewoisno sjeinooe Buipiacid Aigeuosess sj SO 8U) ey} 8pnjouod 0} W39 Bumolle
‘syue) pue sajes paysiignd ayy ui Aunbiguie suo pue S10948P UOHEND[BD SYO pue

$10110 dN}8s JUNOODE JO Jaquinu (jews e Auo pajeanal Buydwes siy) “waisks 158} ay) Aq
pajeinojed sanjeA [e30) [1ia oY) Yim 6002 sunp pue ‘Aeyy ‘udy ul sAep peldsies pue 6002
1snBiny ul sAep Buyjiq jie wouj perosies Ajopues saojoaul SHO 000'99 J8A0 palediiod
us\l INIO peliiq sie sesiuaid seb [eineu ejoyeq YHUON pug BIOSSUUIN INDSN

1O % 66 pue sasiwaid 2U30919 BIONE( YHON PUB BIOSBUUIN WASN 40 %P L6 UoIUM
Japun sajes seb jeinjeu pue dujo9)s BIONE( YHON PUEB BIOSOUUIN U} [Spowl 0} WajsAs
1591 1i1g 9y pasn W3O ('SYHD) weisAg aounosay Jawo)sny ay) ‘wieyshs Buliig juaino

s 180X Aq pawopad suonenofed |iq Ajiea o) wayshs 1sa | (I1g Juepuadapul ue padojpasp
IO ‘MBIASY SS800id 81040 anuaney syl Jo Ped sy "ss800id uolenNoed (Iiq 8y

0} Ajjeoyioads ajejal p uoRoag Ui pajuasaid siojoey Aoeinooe Buyiq Jwenodu [eseaes

(penuRUO3) (SIBWOISND EJONE(] UHON PuE BIOSSUUIN
S} 0} S| Jouiojend ajeunode pue Ajpwg Buipinosd
Algeuoseal WaisAs UOIRULIOJUT JBWOISND § 189X S

$99UI0J0Y SS040 pUR ‘SUOREPUIIWOIBY ‘sjinsay Aa)]

way| Niopn jo edoog

Absouz (29X €D




6002 "9} 12qUaNdRS T UOISINSY
1 BUINIOA HOUSY jeuld
MBINEY BSBO0IS 807 anuaAsy

‘ouj ‘siebeuey osudiaiuy 18O |

"$ajel [eLISNpU) pue

[er0eWIUIc 6B pue SaXe)} SE Uons ‘siseq Alep  Uo paieplieA jou Ajuaino ae
1eY) suonejnofes Bujig uleHas SsaIppe 0) 1S8) UOIBOLLIBA UOBINDIED |[IG @snoy
-ui )i 0} sluawaoueyus BuuspIsuod I 89X — oueInssy Ajend uonenoe) jig

‘suoseal Jjiqa/jeouen jo Buodas pue Bupoes
anoidull 0} PUE JUBIOHYS @J0W SS8004d [1G8J/[R0UBD BY) SxeW 0} $80ioRId diom
pue gY9 8y} o} sjuswaoueyue Bunebysaaul Ausiing st |90X — {IIGOY/1B0UBD

‘glep ainjeseduwia)

pue ‘vopew.oul abesn jeouoisiy ‘abesn suyiuows Buipsoaid eidipinw

1O 8sn Japaq SYBW [jIm Jeu) siusweoueyus Bugebiseaul si (80X paseapRul

ase sBuipeas [enjoe pue SSJEWNSE 81aYM SESED 10} JO ‘UOHBUISS JO syjuow
SANOASUOS BldRINW Jo} ‘Yiuow o) yiuow wioyy ainjessdwsy sbelaae Ui syys
oB1e) aue suBy} ioym suosess Buunp jjem wuopad Jou op SHO 8l jo swyiuobie
uonewnse obesn seb jeinjeu pajewoine ayl jey) seziubooal (oY ~ UoREWIYST

‘afesn pajewnse uo peseq aJe 1ey} sjig jo saquunu sy} Buionpel pue abesn
jenioe 081100 U0 paseq sijiq alow Bunss) jo Jusiul sy} yum ‘obesn Buiodas jou
ale 1ey; silew Bunosiep Joj sesseooid pasosdw Ajjuadal sey |eoY — Buusieiy

‘Hodau

SIY} Ul 2IBUMSS|e POqLIOSaP ale Jey) sJaLjo pue saageniu; Jofew Buimo)io} auy ybnosyy
S|liq JBWOISND Y1 JO AORINDOE puE sSaulawi au) aoueyua o} Bupuom Ajjuannd s| {80y

(peanuRuUOD) {SIBLLIOISND BIONR(] YLON puE BJOSBUUIN
S 0} Sijiq JOWOISNO ajeinooe pue Ajpuwy Buipiaoid
fjgeuoseal wejsAs UOHELLLIOJU] JBWIOISND §,ja0Y Si

$90UI0J0Y SSOID PUE ‘SUOIBPUIUILIOIIY ‘s}nsay Aoy

waj| oA Jo adoog

AbBisug joox NU\




6002 ‘91 JAqUBIAES 7 UOISINGY
L swnjop Joday teury
MIJAY §SB90I BIAD Bnuanay

v-Z

‘ouy ‘siobeuely esudisyug jeqoro

‘sassenold
souBINSSY AJENY 24} Ul PapN|oUl JOU 3Jam UONEINDYUOD J8jaul pue Yiom
piol JO SYPNE }JoM-1SOd ‘MBIASY $S300Id BIOAD BNUBASY dY} JO LBIS AU JOSY =

‘siseq Jeinbal e uo pamojjo) Buieq

aJe S|0AUD jeUIBIUl XOS-UOU U} JBY} SaINsU Jey) 90X 1e dnoib juapusdepu

JBUI0 OU S 318y} ‘pamoljo; Buieq sJe S{eAU0D feussiul ji auwIelep 0} sainpasold
a|pAo anuaaa sjpne Afesiponad Jey) uolouny Jipne {euslu; ue sey [90X BliUM =

‘99550001d LOIBPIRA JO JaS pajuaLINoop
1118A0 ‘'8|BUIS € Ul PAZIBLLLO JOU SI S|0JIUCD XOS-Uou jo Apoq finj 8yl

asixe sdeb Bumoljo} sy Ing "sjouoo (XOS 10 'fex0

-saueqles ‘enoted ul) jeioueuy ay) uo siseydus Ue YiM ‘S[ORU0D S8y} JO Bwos
1$9] SUPNE [BUISIXS PUB [BUISUL "suohenofed Buyiiq SHO Jo uonepliea Juapusdepul
apinoid 0] SIBWICISND PR 104 Yoeoidde 158) PSjBWOINg $$9) € PUR }SO) UOHBOYLIGA
UOIBINOIED {10 JeMJBW SSeu pajeLojne-ilas e sesn Ajuauno osie (9o "ssasold
aouBInssy AUEND e JO sjuswald Aueus epiacid 0} PaIepISUCO 3 UED 8say | '9j0Ad
anusAal Y} INOYBNOIY] SI0QU0D [BIOUBUY PUB SSBUISNQ SnoJawinu sjusweldwi 180X

£81940 anusas!
3y} 10} $9558001d BouUBINSSY AJEND 5,90X @J€8 JeUM

(1501 weysAg Bug) ¢ UOROSS pue
(Aend so1aleg pue Aorinooy Buljjig) v UOROSS Ul PUNG) 8¢ UBD UOHBULIOJU] [BUORIPPY

(1 uoRSY) ‘SISEQ ONBLIBISAS IO B U0

ejep wesAs Buipg vogonpold Buisn sjusuodwoo Buljig JoYI0 puB 's8d) 'Saxe)

‘siopll ‘syue) ‘sajel |enjoe jo Jequinu Jabie| e azhjgue pue sidwes 0} malnal

sy} jo 2doos ayy uiypm padojansp W3O jey weishs isa | (i1g ay) 1dope 1o
wesBoud 159) UONBOLLIBA UOHBINDIRO {|ig 8SNOY-Ul YUBLIND §,[20X puedXa Joyisy  «

(1 uonoy) “korinooe Buipg jo wsweaoidw pue Buuojuow snonuyuod Hoddns
0} ‘Aieny 2oin1eg pue Aoeinooy Buljlg 'v uoROaS Ul paquosap Aoeinooeul
Buipg jo se2IN0s |8 uo Bujodas pue UCROS}OD UOHBWIIOMI BZIIBNUBD

suonoipsun e ut spig Jewoisno jo Aoeinaoe
pue ssauljawl 3y} sA0Jdull 0) SUOROE {BuoHipPe Buimoj|o) 8u} SPUBSWILINda NID

(penunUoD) ¢ SIBWIOISND BIONE(Q YUON PUE BJOSBUUIN
$11 0} siiIq JowWsND sjesnooe pue Apwi Bulpiaoid
Ajqeuoses) WsIsAs UOIBULIOJUI JBLUOISND § 190 §)

$32UB13J0Y SS04D puUR ‘SUCHEPUBUILLIOIBY ‘S)insay Ad)

twdy] HIOAA JO adoog

AbBisug joox \NW




600Z ‘9L 19qUIBIRS ‘T UOISINGY
L 8WnfoA Joday [euid
MBINIY SSID0U BIOAD anuerdy

§Z

‘au) ‘susBeuely asudiajuy reqols

*JuaLussasse sy woly Buninsad seageniul juswaAocidus

Bunsa) Jo j9s e Buapisuod AjJuaiind st 80X "suoloUN} WASAS pejelal pue
Buijiiq Jowoisno jo uogejuawdw pue ‘Bunss) uswidoiaasp 8yl ul PAACAUL
suoneziueblo epjoyaels snoueA ssosoe Aligedes Buyse) s |80y ssasse 0}
‘uy Bupnsuoo e ‘aunjueooy pebebue ooy — Juswssassy Bunsay juepuadepuy]

'000Z yBnoy z66) Alereuxoidde

o} ssoporld Jipne 199X Jo ped Aisnoinaid ssam sjipne aioko anuaAal pus-0)
~PUZ "S|0JU0D SSBUISNY XOS-UOU apnjou; OS|E [[IM 31 Jey] U} siipne XOS juauno
BY} WO} SIBKIP SIYL "SHPNE 8j0A0 anuaas: pua-0j-pus Bujubisep Ajjuauno

1 juswILRdaD PNy [BUIBIUL §,180Y — SIPNY 81047 8nusAay pul-0j-pul

‘spafoid aoueinsse Ajienb pue juswsaoidu ssavosd oyioads Bupinb
pue Ayjenb Buyg pue Buusiaw Bupueyus soj suondo Buimaiaal Apoydxe
S JRUY WES | 9OUBUISAOL) XOqiey 0} Jelspy Areuldiosip-ijiniu 8 Jo ucieuo

"SSLUL JIB 1B UMOU St J91aW Ju0aje pue seb jeinjeu Alaas Jo sniels pue
uonEDO] B} 1BY) 84nsus 0] papuaiul Ajediouud 1 pue Juswiedap ipny [euisu|
$,]80X JO uoyepusWIWOoal B AQ paleliul Sem Jipne Siy ] — Jipny Alojuaaul Jols N

"SJOJOR) UON08.100 1O siendiinw yim sJeisul |je iipne 0 joelfoid sy} enuguon

0] spuajui (oY Inq ‘pesn sem yoeosdde Buydwes e Ajeniu] sbumas ssay

104 ssa001d ypne uogejeisul-isod ou Ajlsnonald sem aisyy pue ‘sious Buljg
iofels asneo UBD BSBUY JO§ SBNEA J0LI00U| JBY} 108} SU] 0} 9Np SIBialt J1108}e
pue seb [einjeu POOUBADPE UO }as SIOJOR) UOII0S1I0D pue siaidnjniu ayj ‘siosyo
piay eiA ‘uuyuod o} oefoid Jesi-inw B unbag sey |20 — Hpny Joyoe4usidmniy

MeIAY $58001d
8J0AD BnUBAaY JUBLIND BY} BI0jBQ UBHEHUSPUN USAQ PEY UDIUM JO AUBW 'SSABRIU
Buimoyjoy ayy ybnouyy sassasoid aoueinssy Aljent) sy Buioueyus Ajuasung st |90y

{panuuog) (8joA0 enusaal
2y} 10§ $85$8004d 8ouRINSSY AJIEND) $,/90X 818 JBYM

$80UB1aJ0Y SS0JD PUE ‘SUOHEPUIWILIOIBY ‘SYnsay Aay

WaY YoM JO 8d02g

Abiauzra0x ¢




6002 ‘91 Jequardag ‘7 uoIsiAey
L BWNjoA Jodsy jeulA
MBINDY SS8I0US BJ0AY) 8NUBASY

gz

‘ouf ‘siobeueyy asudipiuz 8GOS

(‘AyrenD ao1niag pue Koeinooy Buliig) v UONYSS Ul PUe G'L ¢ YBNOIY) || °E SUORIaS jo
SUOIDSSANS BdUBINSSY AIEND pue SI0AU0.) 8y} Ul PuUno} 8 UBD UORBULION [BUORIPPY

(2 uonoy) dnosb sseuisng ejedoidde ay) Aq uodn pejoe
Apdusosd pue payoes Apeinbas Buiaq ase sjonuod ayy jey ‘dnosb sourinssy
Arenp juepuadapuy Jayjoue 10 dnoib Jipny [Busiu) 8y) AQ Jayye 'ainsuy .

{9 UoIoY) "SI0 A2 BNUBABI JO 189S 8y} Ul papniou) ase podsl
SIY} JO L-¥ NqIux3g ul paysy Aceinooeuy Bujiig JO $82100S By} JO ([ JBYl BINSUT .

(g uonoy) ‘ueid eoueinssy
Ajent) saisuayaidwiod e uf S|0AU0D Sj0AD BNUSASY JO 18S |iN) B} JUBWINO0Q =

91940 snuaAsy oy} 1o} sesseooid
asueinssy Aenp eacsdill 0} suonoe feuonippe Buimoljo) au} spuswIwogal W39

{panunuog) ¢apho snuanal
8y} 10} 898580040 aouRINSSY AJBND $190X a8 JBUM

SO0UBIBJOY SSOID PUR ‘SUCPEPUIILOIY ‘sinsey A

way] JoM Jo adoog

Abisuz oo @




6002 ‘gL J9quIgides g UoISINGY
1 BWRJOA Joday jeuld
MBINBY SEBD0I- BIOAD INUBASY

ou] ‘ssabeuepy asudipiug jeqoro

‘G'L "¢ YBnoayy 1| ¢ suonoag jo
SUOIJ0BSANS SOUBINSSY AJENDD PUE S|0U0Y) BUj Ul PUNO) 8Q UBD UONBULION [BUOIIPPY

(1 uswaAcIdw] $s900id) 'sanjigede uoneeoss

pue ‘Gupoes; snjels ‘Bupnol ‘mopsiom ‘uoieoyllou $$8501d SSBUISNG paduRApe

apiacud 0 swsjshs ja0Y Y0 pue Sy ayl yum pajeiBajul aq ued jey;

8100} (JNdA) wewsbeuew sse00id ssauisng sjenjeas ‘ABojouyos) mopliom SO

UALND By} yim uswebeuew ssacold ssauisng jo adAy siyj aasiyoe o} ajqissod

10U St 3§ JeuuBWw AlBU B Ul PAAIOSaJ Jou a1e Aoy} I uoReleose 0} 108(gns aq

pue ‘passaippe usaq Ay Asy)} 1By} uoneuuyuod aasod asnbal 'pajejoA ase

Aay} usuym suopeoynou askoidws JeB61s 0} (p uoRDBS Ul SOUIBW JO 185 BU) WOy
s]0U00 £33 se pajoaies asoy) Buipnjour) sainseaw Aoeinooe Buyiq ey suysq

Juswaacidus $$9201d [ONUOD pue
Bunojuow 210A0 enusasy [ruoIppe BUIMO|0}) 8L} JBPISUCD [90X JBL} SPUSWIWODa) WTD

uoda] sy
Ul paquosap siayio pue saieniul sofew Buwmoloy ayy ybnosy sesseooid pue seinpesosd
josjuoo pue Bunojuow sy padsueyue Ajusosl sey Jo Bupueyus Auauing st jeoy

"'SPUNOQ 8|geldsone Jo Ino ale sjusulainses §i (suoyoe ajrudoidde

SJeliul Jo puslWooa) '184 Jsieq 10) usxe} aq 0} uonoe Jey) 9bin o) suoleORNOU U YNsal
Aenjoe sjonuod may "siswiopad sse00.d Jo ‘siosiuadns ‘siebeuew Aq spodas puewiap
-U0 J0 sipouad Jo maiass Bujobuo ue uo puadap sainpanoid |0IUOD B} JO I1SON '819AD
snuaAss ay) Jnoybnoiy) sjouod [BIOUBLY PUE SSAUISNY SNoJBWINU Sjuswalduwil (90X

SLIIOVEE NI
YIVA OIT4Nd-NON

;seale [euoiouny ssoloe Buesiunwiwod

pue ‘eoueuuopad Bugiodas pue Buuoyuow ‘swejqold
{enualod Buyosiep Joj sassa00id pue ‘suoyesyou
*$81npeo0id |0JJU0D 8|00 BNUBASI § /80X 1B JBUM

$90UBI9J0Y SSO0JD PUE ‘SLOIEPUBWILIOIDY ‘SYnsay Aoy

w3y ydop jo adoag

Abisug joox NV\




6002 ‘91 Jequadag ‘7 uoisiAay
} awnjoa poday jeul
MBINSY SSBI0I BJOAD BNUBASH

8z

-ouj ‘sieBeuey asudiojug (eqofs |

'$10440 uoneUBWSIdUL
Qles JO pooynyedl oyl pue uoye soueusiuew weishs Buiig sonpes pinom
peidope ji yoiym ‘suopodipsun! apdpinus $s0J0B UOWIWOD dJe Jeu) swelboid pue
S9)el JUSISISU0D aI0uW 9s0doid PINOD [80Y SBUYLOD aSBY} UIYNM 'Sales Joaye Jeyl
sme| oynads ajels pue suopoipsunl JuRJBYIp Ul Speau ajel usamiaq SadusIelIp
pien aie asey) ey Buiziuboosy esieap Aqeopeid ase walsAs SHD
ay ui spuey pue sejes Buninses oyl sebueyd sjes dojaasp 0} Apuepuadapul
JEUMOLLOS NJom pue uonotpsun| Aq peziuebio sie sdnoib Aiojeinbey pue sajey

‘pabeinodus aq SUOHOE SAIDSYR JSoW ay) ueo sigobgns
oy Bugeounwiwoo pue Bugsnipe pue [eob sssooid pelisep Sy} UO UOKOE Yoes
j0 wedwi [eieA0 8y} Buysigeise Jaumo ssesoud ayy Ag Auo pue ‘swaeiqosd
sasneo sy} aziwbooas sdnoib yjog oM Yl wiousd O} $$8008 JaWOISND
196 o) jjnouwsp usSyo I Ji 9sneoaq yswaoelde) Jelsw ey uuopsd ABuimouy
Aews UBDIUYDOS) JOJaW Byl JOASMOH Jellig B JOJ MJOM BIXS sesnen siyj
Buypq Joj o jjiq dois e 1eb61y mopum Buyig oy Buunp sjusweoeides Je1sy

-apnjou; sajduwiexy 'ssev0id ssauisng

oy} oaye sdnoib usemiaq UORORIBIUI JO YOB] JO BINYND BJBUM PUNO) 8 UED sajdiuexa
uoneziuebio Aue v se ybnoyye ‘swajqoid aajosas o} pajesadoos pue saiabo) jlam
paxiom Ajesouab SABY SHUN SSBUISNG [80) Y} 1BY] S UOHBAISSAC SNTD "8j0A0 snuaal
Sy} JO $S820NS J[RISAO 8Y} U0 sousnyut seyy BuiziuBooas Ajjny wnoyim sieob eocueunoped
suoneziueblo Jisy} uo pasnoo awooaq sdnolb joy Aouspus) [einjeu e st j| "8joko
SNUBABS BU) Ul POAIOAUL SUOHEZIUBBIO BY) USBMSQ UOIBIOSI SWIoS pasusuadxa sey |20
‘ssa00ud ssauisng xa|dwoo pue obig e sbeuew jsnw jey suoneziuebio abie| jsow ayi

SLENOVYE NI
vIVd O1r1dnd-NON

&810ho
anuaaal ay} 10aye Aoy) se ‘siiun sSauisng ueamiaq
sdiysuonela! pue ainmnod aje10di02 |BISAD ay) aJe JeYM

S99U1JaY SS0IH pUR ‘SUOHBPUIWIWOIDY ‘SYNsSay Aoy

W1y MOM Jo adoag

ESIOXE VIVA ALRNNDHS % LIIOIS HAvYL
LNENAD0A O1Td0d

Abieuz 199x €D




600C ‘91 Joquadag ‘T uoISINGY

| SUIMIOA MOUBM JeUI

MDY SSBD0Ic] BIDAY) ONUBASY ouj ‘ssebeuey asudioug jeqorn
&z i

(‘maney JBul8D) £'¢ uonoRS Ul pue
(Ayrenp so1aseg pue Aoeinooy Buljig) ¢ UORDSS Ul PUNO) 8] UBd UOHBWIOJ [BUOKIPPY
I

.

e

: SLANOVEE NI
- VLVa OI'T4Nd-NON

* .

7 SUOHBOYIPOW S|GBSSIDE AZNNL Y99S 0} JOUIIBY UlIM SUOISSNOSIP JoNpuoS T »

{zz uonoy) Ul 1y osje sdnosB
Jaujo moy pue ssaoosd sy ojut 1 Aey) moy puelsiepun seysq sjuedionied jey)
0s $2882004d 81040 8nusAas ay} Lo Buuies [euonouny $50I0 BJoW Jusweldw]

(¥ uonoy) v uoRDRS Ul pazuBWIWLINS SI0J0R) AoRINDoR
Buyjig renpiaipul 8y} jo suesw Aq aanosiqo jusweaosdw Aoeinooe Bujjig
$50004d anusaAs! fjeJeao ue ypm sjeob ssaooidqgns pue jun sseuisng ubiy

‘Sjun sssuisng usemaq sdiysuonelal sy o) sebueyd Buimo}jos sUl SPUBWILIODD] IO

, "MBIAR SIY) AQ PepUSUIWLIODa] S. Sieob Juswiaaosdu

souewiopad Aoeinooe Buyiig sjoho enusaal jleseno yim ubye Jey sjeob sseooldgns pue
}un sssuIsSNg sjqelns jusweidwy 0) [eoY pauoyisod osje sey }| sjuswaaosdwi sansod
0} ps| Apealje sey suoneziuebio uesmleq suogoeisiul paduByUS pue snooj Ajienb siy |

‘sjuawusacidull Jo Jsquinu e 1oy sueld pue pajosjep usaq aaey sensst Buiig

Jo DLW MBU SB SUORN|OS SARDaYe PUR ISB) Ul pajinsal Sey Sily) pue ‘seousiadxe
pue sjuiodmaia Buueayip sBuuq syuedionsed Jo 195 asieAlp 8y 'sesed slgl pue ‘sabueyd
ajes ‘suonesado Bulig pue Bupsiaw Buobuo 0} pajeje. UOKESIUNWILIOD ouBYUD

0} pue swejqosd Buusiew pue Buljig SAj0881 0] PaWIO) USBY aABY SLIES) [RUOoUN) {panunuoo) ¢ 8joho
85017 "Buiiq pue Buuelew Jo seale Kay Ul uopeoIUNWILIOD Aeulidiosipiaiul pue anuaAal 8y} Joaye Aayl SB ‘SHUN SSBLISNG USBMIB]

Autenb yjoq 0} JusuliLLIoo BiqIsiA pue 1oNdxe asow e Bupiew sem 90X ‘8002 ale] Ag | sdiysuoneiel pue aimno 9)e0dioo |[BI8A0 8y} 8JE JBUM

$99U10J0Y SSO0.ID PUE ‘SUOKEPUBIIONSY ‘S}nsay Aoy wiay| YoM jo adoog

QESIDXE VLVA ALNNDHES ¥ LIIDHS 3aViL ,\Amkwtm [ 22 ¢ @

JNHANOOA D1T490d



x

6008 ‘91 Joquiaidag ‘g uoIsiAay
1 awnioA poday jeuld
M3IINDY SSEO0L] 8jOAD BnUBAdY

o

‘ouy ‘ssebeuely asudiajug eqoio

“IOM [BNUBUI JO JUNOLWE B} 3onpal
0} swesAs sseuisng ay) 0} siuswacidw Jusweidwi pue auyep 0} suoye Bupjew
ale sy} pue “ysom iy Buiwioped pue Buynpayos uj aaloeye Aleleush sie sease

asay] o} swes) poddns ay) ajeseush sacepuajul weysAs ay) jeyl suondsoxa Bujssaooid

giep Buinjosal Ajjenuew Lo PaIRIud ale $58004dans Jlig 81eal) pue Jewolsny uigjuEn
PUB UOISIAOIG DU} Ul $85$800.d Som ay) jo Auely Juswancidwl 1o sejiunpoddo

osje ale a8y} INg ‘uoiewoine jo aaibap by e yim sjesado asay) jo SO sjuswihed
ssao0id pue ‘s|liq Sjea.0 ‘eBesn yonposd ainsesw 'Buliajew pue SIBLWOISND JULsaIdal
JBUI SWa)SAS SSRUISN( SNOJSWINU L)} USIMIS] JSIXS 0SB SMOj) uoneLIojUl Jofe

Jouuew Ajpwg B ul payedwod

10U st %€ 8y} §i Buneieose pue payjsep os §i dnosb Buneniul Jo ojeljiul 8y} 0 yoeq

1d @y Buinod uey) Jaylel ‘'snjels sy} auiwuesp 0} SYD Ul sjnsal 8y Joj ydsess pue
sqof ay} 40 soeJ) dasy Ajjenuew o JEis [90X SPUNDAI MOIPUOM ['Ld But Jo uoheInbyuod
JUBLNO By ‘sjdwiexs 104 'SUoRENWI] SABY (00} BY) jo abesn §,180X pue |00} "1 d 3yl
1nq yoeosdde Buikpun pooB e st 1desuod 1 d 8y, "piodel asiweld/sLuosno ay Jo Led
awooeq UORN|OSal S) PUB AJAIOR HJoM By} uo ssaifold "sdnoib yiom Jayio ‘AjjeoidAy
aious ‘10 dnoib xiom s48sn ay} Aq pawuopad ag o} AjAoR yiom Jeyjo Jo ‘uotebiseaur
“yse) e 12661 0] JUNOIOE JBUIOISND B 0 [ Ld © 8leaId ued swalshs pajesbaju

10 'Jj9sy S0 8} 'siesn SO (T Ld) qor Bupoe. | $s930i1d B pejjed jdesuoo gD e
PUNOJE JjINg 818 8|2A0 SNUBASL BY} Ul SMOJ LORBULIOJUI pue $885800id YIoM au Jo Auepy

'9'g uooRs UL pue 'gLE
ybnoiy} L'} ¢ SUORDBS Ui ‘4 xipuaddy Ul PIZUBLIWNS dJE SBBJE [RUOROUN 804D BnuBAa)
By} USAMIDQ PUEB UIYIM SMOY uoneuloul Jueoyiubls pue sassadold 3Jom [|e1ea0 8y |

Juonewone
ssa004d 10} senunuoddo pue Jo S{eAs| Juaung
Buipnjout ‘(Buiiq pue *Buipeal Jeiew ‘Busiew oY)
SEJE [BUOROUN} 910AD anuUSAB) By} UasmIaq pue uiyim
SMOJ} UORLLIOJU puB §855820.d YI0M BU) 818 1BYM

$99U8J0J0Y $S0ID PUE ‘SUOHEPUSWILIOINY ‘SInsay Aoy

way oA Jo adoog

AbBisug joax NN




6002 ‘94 J8quaidag 'z uoisiney
4 awmnjop poday eurd
MBIABY SSBI0J 8194 enusnsy

-z

*ouj ‘siabeuely asudipiuzg 1£qoIS

L

Priom Bummojio) sbuipeal sajaw sy} Jo BuloyuOw
uo peseq jleonewoine asey) Buneaso palepisuos osje sey (80X SleulwIe) BjEp
3jiqow Buisn pjay ay) woy Wwayy 9)e810 0} ajqe 8q OS{e 0} Si Jusul 8y} puB ‘SHD

"oy Ut Alenuew pajeao ale asay) S Syl Y “Iejeus ay) uo peusiopad usaq
sey yiom piay Jeye sBuipea. Buiiodal Jou ale jey) sisjew YWY o uoyebnseaul
1se0bai 0} 11 4 40 8dAl mau & pauyap sey (30X — [1d AJLaA SomiaN

‘flem se passaippe aq AlRjewnn
pinoys sasned 1004 8soy; pue ‘Buiiodal WSAS BlR( S)IGOI Ut Suonewl
pue ‘swaisAs WO bue Sy ueamieq sejepdn elep ui seouaieyipll

M.ﬁmasw anlisod e aaey |m ssaoold siy ybnouy ‘esiwasd swes ay)
10§ s19plo sAnnadas Anuepi pue sajedydnp sjeuiwys o} siepso Buizyuoud pue
:Butuaaios Aljenuew feuuosiad 9oy U0 spusdap ‘600z 1snBny Aq jeuoneiado
Aling 8q 0} pajoadxa si yojum 'sse00id MBU Sty — MaIARY HIOM Buipusd Alleq

, ‘wayshs jo adA} siy ul pazfjeue pue pexoel Aljpeas aq
Uey Yoiym ‘y uolioss vy paquosap soujaw Aorinooe Bulljig 40 18S eAlsusyaIdwod
8y} jo Buipual} pue UoPD3|(0 BY} BuYaL JOo LIBBY O} BUI) [BOPI UB S SILL

. sjusawadinbai Buodas jeonAleue Buiuyap uibeq o} syun sseuisng Bupoadxe
sou si wes) Josfoud sy 1 utod sy o} dn BuiBusjeyo uesq aaey jey; Sugloda
10 sadAy sy} mojje 0} swajshs 8j0hd aNUBABI ABY JO MEIA PEIEPIOSUOD BIOW B
2jealo 0} uaaq sey Joafosd JesA-yinw siy) Jo SOSN ISl BY} JO BUO pue ‘8)ejdwod
Aiobie) st Jusludoasp jeniul “Inoj(0. 1o} ‘asnoysIBAA BlEQ asudisjug ay)
‘aAneniul ejep Jofew e Bupiedaid Apusuno i |90y — esnoyalep Bleq asudug

‘Hoday S|} Ul 2JBYMBSIS PIGLISOP SIAYI0 [eIBABS pue saaeniul Jofew Buimoyoy
au yBnoayy smoyy uonewopul pue sessaooud siom sy Bupueyus ARusung st 18y

(panuguo) ;uonewoine

$58004d 10} sagiunpoddo pue Jo SjPAg| JuBLIND
Buipnjout ‘(Buiiq pue ‘Buipess Jejew ‘Buusiow “a1)
SEaJe [UOROUN) B{0AO BNUBASI BLf} USBMIS] PUB UIYIM
SMOJ§ UOIRULIOJUI PUEB S855800.d 3IOM BU) 3J8 JeUp

$30UIBAY $S0LD pue ‘suUCHEPUIWIWOIDY ‘s)nsay Loy

1133} %¥I0M Jo adoog

QESIOXE VLVA ALYNDES ¥ LIDHES 3aviL SLEOVEG NI

LNHNNO0A OI71dnd VIVA OT1ENd-NON AbJ 8u- [93X \VA .




600T 94 48qUBIIBS 7 LUOISIAGY
1 aunioa poday reury
MBIABY SSED0L BIDAT) BNUBASY

ouy 'stebeueyy esudienusy reqoln

"9’ UOROaY Ut soidoy uoneiBau elep
pue ABojouyosy syj pue ‘g 1 ¢ ubnouyy |°1 "¢ sSuoioeg ul seuewwNS ssedoidgns oy '
xipuaddy ur swesbeip sseooid 81040 anusasl auy Ul PUNo} 8q UBD UOHBLLIOM] [BUORIPPY

(g uswsaosdul) s§80014)

"9OIAISS Jawo}snd paacsduwl pue s8ss8001d HIOM JUBIOYe BI0W 10) Papasu
Bunjoen pue ‘uolejeoss ‘Bunnos ey Buipiaosd apym sesseo0id ssauisng |90Y
J8yjo pue 8joAo anuaass 8y} yjoq o} yoeoidde Bupioes YoM 1 d 8y} JO Sijeuaq
auyl epinoud Affenusiod pinoo jey) sjoo} (NdE) uswebeurw $s8004d ssauisng
[RISIBWILIOD S1BNIBAD 'SpPaBU SSBUISNY $,190% 198l Jouues yoeoudde 14 syl

J1 'SpBaU YIOM B} UNS JBJA] [lIM Pesh ale sl d Aem ay) ul sabueyd ji sujueiep
pue 0o} Bupjoes) MOIDLIOM B SB [] d U} JO UOHBZINN SSSUISN] oL} MSIASY

(¢ WwowdAoIdW] $S8004d) "sonfjeur [euoyippe Aq pajusweiddns g

0] SPUSJ} [{B0 JO UCBIRLIOD [BULIOU] O} Juelodlr 210Ul 8lu009q sey 1t ‘Alsienp

PUR BZIS Ul PSSEAIOU] SABY SBAIE J0IAISS [90X 3y} SY 10| 801Aep Jo ‘adA) eolaep
Bupnsesil 'ssej Jawoisno 'uoyeoo) oiydelBoab ‘adAj jeo uo uoposlep Ajewoue
pue Buipuas; apirosd o Bulpos || paoueyuS YIIM SIU} BUIQUIOD PUR SSNOUIBAA
ejeq ssudisjuz 8y} OJU] UOKBULIOJUI JBJUSO JOBJUOD JaWIoISND aesodioouy]

(g yuawsaoidu] $58001d) eouewiopad Buusiew Buinoidul O} [BORLO BJ8 YoIYMm
‘$8858001d BoUBUSIUIEW pUB UOHEjEISU! P8l ay) Woddns o) Aiessaoau Buluely

pue ‘uoneibajus ‘sjusweoueyue jeuoRouny ‘uoleINBYUCO JBUOIIPPE. JO 198
ay) Ajpuspl o) weisAg yoredsig aqo sy} Jof sisAjeue sjuawainbal e Jonpuon

'SjUBWSACIdW MO} UORBLLIOJS pUe $$3001d
siom 8j0hD enueasy jeuolippe BuImojjo) By} 1OPISUOD [80X 1B} SPUBLUIWIOBI IO

(penuyuos) ¢uogewolne

$s8004d 104 saIUNHOAAO pUe JO S|BAS] JUBLIND
Buipnjou (Buiig pue '‘Buipeal sejew ‘Buusiew “a)
SEBJE [BUOOUNY BOAD SNUAASI BY) USBMIB] PUB UILIIM
SMOY UORBLULIOJU PUE S355a00Id HI0M Y] BJ8 JBUM

$22UBIBJ8Y SS0IH PUR ‘SUOIJEPUBUILLONAY ‘SINSaY Ao

way YoM jo adoog

Abisug joox @




6002 ‘91 18quis)dag ‘2 UoISIATY
L BWNIOA Hodley [eul
MIIABY S8B00IA SOAYD BNUBABY

€2

2u] ‘siaBeueyy as1dIa)ug (8GOSO

(ubisaq pue s{eos) s$8001d) L'1'L'¢

uohoag ul paquUosep sie spIR0a10os suonesadQ ssauisng papuedxs sy (‘Aent
soIM9g pue Aorinooy Buliig) ¢ uonoes pue ‘(mamay Bujie)) £'¢ Uoles ‘gL e ybnoiy
L'L'€ SUOHJaS Ul sauBWIWINS $53001dgNS BY] Ul PUNOS 8G UBD UORBULION! [BUOIPPY

(p uonoy) "Ayenp aoialag pue Aoeinooy Bujig ' uoRoOeS Ul PaqLosap
sjeoB Juswaaoiduy Koeinooe Buijq 81940 anusAsi je1aA0 dY) yum sjeob
Jusweosdw sousuuoped Jeuuopad ssadold pue ‘sseoosd ‘voneziuebio ubly .

(6 uopov)f* .

]

o} mcozmua_noE ajqesaibe Ajeninw %a3s 0] 18Ul8D UYIIM SUOISSNOSIP JONpUo) =
Juswabeuew YoM a0AD anuaay ancidwi 0} SUOROE BUIMOJO) Y} SPUSWIWIOISI N9

‘Saueulioped pue ‘AIojusAul sjew ‘SIIIAROR YoM play ey} obeuew Jeneq

0} Wway} s{qeus |im Jey) samnsesul jo abues papuedxe Ajjealb e Buidojaasp

uebaq dnoib sy} ‘600z uj ‘pescidwi Buiaq si Jey} pue 'spieosions saueuniopad
By} Ul saunsesl [ewiui yim Bupiiom sem (sdoys sajew) suoneiedQ ssauisng  »

sanss| Juswabeuew ssnosip o} sBulesw [eUIBIUL Ajjeem PUB SJUBLILILIOD

[ENJORAUOD JOJUOW! O] (80 U Joujja)) usamiaq sBUSSUI PIEDBI0IS

Ajgiuow Buneuipiood Bupniou; ‘sennp UOKRASIUILIPE J0B1UCY 13Uj180 aBeuRWw
0} 800T dUN( Ul PIe0g-uo JojoalQ 198/014 B JYBNOIG BOUBLUSIUE JAJOIN  »

@PNjoUl SBARBNIUL [0 JUBLING JuBdyIUBIS
u.“ombcoo 18I0 JuawNd sy} BuLoHUO 1o} JusIDYNS Usaq sey Bleq

‘uoneziuebio sy ul jeas) JayBiy ixau sy} 1e seAdalqo ay) poddns 19A9)

yoea Je s3A0s[qo auy) 1ey) os pauyep AjjeiousB aie |sas] yoea je sainseaw 8y} pue
'SHUN SSBUISNQ JSOW UILIIM S[SAB| SNOLIBA JB Pauyap ase SPIBOI0OS S| 'SPIBNBINOS
10 'soujaW jaas| uoneziueBio pue spodas uo Apewud paseq s bisiono juswabeuepy

¢sasodind uolBJSIUILIPE JOBAUOD JaUlRD

pue Bugodas Asojenbai Jo) eYep ayj jo Asusioyns ay)
pue sease [Buonouny 81040 anuanas usamiaq sessadoid
yom jo JybBisieno Juawabeuew Jo ainjeu ay) si 1By

S90UBIJY SS0IY puUk ‘SUOHEPUBIWIOIBY ‘SHNSIY Aoy

way] yop jo adoog

QESIOXE VIVA ALNNDES *® LIYDIS AVYL SLIANOVIL NI
JNENODOA DTN VIVA OIT9Nd"NON

Abieuz 29X €




8002 ‘91 JequBldas ‘2 UOISINGY
| SLNOA poday) jeul4
MINIY $$0U LD dnusAaY

‘ouy ‘siobeuryy asudialug [eqolo

42
¢peai Bueq
aie sigjdW (e ey pue Aoeumooe BN -
‘$955a00i1d asaLy)
jo ybisieno pue sjonuod juawabeuepy -
‘ploY 8y} woy BUle) AQ PALSISIUILDE BSOU)

pauinias Jusudinba Jaiaw Jo sisAjeue pue Bunse) (90X — SS8001d YINY [BUISIU] =

"SOUUI {2 18 UMOLD| Si Jajeul oU0e|@ pue seb jeinjeu A19Ae Jo sniejs pue uoleoso|
8y} 18y} ainsue 0} pepusiul Ajiediound si Jipne siy L — ipny AJOjUBAU| ISIBIN =

"$8$$9001d
Buise) oipousd pue WOPURI JUSLING 8} O} UOKEILIPOW BZ1s ejdwes pue
saunpaooid MY JO UONIPPY ~ Siuawaoueyun Builss| J1polsd pue wopuey «

‘BaJR Sy}
Ul SeAleRiUl aoueinsse Ajjenb pue ‘ssa00id yiom ‘Bunse] (RIS UdEUBpUN SBY 90X

‘800¢
pue 700z 9. u1 Buiuuibaq paunooo Jey; sainjie; sinpow jaullen jo sedA} ays paje;ssio)

10 pooipaId aABy PINOM SIY] JBY] JBSID J0U §I I Jusiuioidep HINY jo Buluuibeq

au} wody aopoesd $,[80Y% USQ PBY SBINPOW HINY Mau jo Buise) Aued-piiy) Jo [eussiul
s|qeuoseal §l uaaa ybnoyje *ABojouyoa) YINY 40 1oedull ey} 0} $8ss800id Buuoyuow
pue Buysay sy jo || paydepe jou pey [89X §00Z 0} Joud Ing ‘spiepuels Aisnpul

pPa90X® 10 193W spiepuels pue ssonoeld Bunss) Aoeinooe Jsipw o14j03)8 pue sef jeinjeN

"4 Xipuaddy uj pazuBlIWNS 8B $88s800Jd $SOUISN( JUBABISI 8 |

Buipnjour sessecold 1BPIO NJOM plBY ayy -

"SUOHOUNY S}BO0ADE
jawosno  ay Jo ‘lawoisno  ‘Aigienbes
‘1] ‘Bunig Ag uojeulojul Jasn pus Jeyo
Jo glep peas oy jo Aoenbepe pue ssn 8yl -

‘uoneLuoIne $5800id
10} sepunuoddo pue jo S[eAS] eLND -

‘sasseooid asay) Buowe smoy eyep ayy -

"goujaul sousuoped pue
‘UOHBIUSLUNOOD  ‘uonBASIUNLPE  SSE00Md -

‘Olomiau Aauanbesq oipey auy) Buipniour)
sassaoosd asey) voddns jey) swoishs sl -

10} paliwi jou Ing Buipnioul Juswaal pue

‘Buipea’ ‘sishjeue ainpgy ‘eousuLopad ‘pouBUBUIBW
159] uawiodap ‘Aiojusaul ‘aouejdasoe lew
010318 pue seb jeinjeu paleuIoINg YIM PalRInosSE
sa101j0d puB $3559004d $SBUISNG JUBARIRI O} BB JRUM

SB0UBIDJOY S50IY PUR ‘SUONEPUILIIOIBY *SINSOY AoM

woy| SMoM jo adoog

AESIOXH VIVAQ ALNNDES 22 LNOES 3OVl SLEMOVYG NI
LINEMNAD0J JI'TdNd VIVQ OIT9Nd-NON

Abisug joax NU\




600T ‘91 Joquadss ‘7 LOmSINGY
1 BWnjoA podey jeuly
MBINIY SSTI0I BIOAD anuaray

Si-C

ouy ‘ssabeueyy asudiauz 189oio

(91 uonoy)
"SUWIBJSAS UOHBULIOJUI S |80 0} UMOUY Jou aJe Jey) Ing sBuipeal pajewoine
Buipinoad aue Jey) sieew sis| Lodas el 1507 By “Hodes Jaley IS0

8y} uo siBW J0} Bsned Joos Buluuusiep pue BuneBiseaul 1o} sjeob ysiqeisa  «

({01 uonoy)
‘PaYSIqEIS? oM 194 Jou aie seoinep Buunseaw asay) jo sepolw ainjie) jenusiod

pue soueuloped wie-Buol ay) souls ‘spusJ) sjnpow/siaw pajesbeul ipasd
0} paubisep st se|nNpow pue sigjew ouLe pajesbalul paye) uo Buppen pue
Bunsal yiny pue Bunsa) pouad pue wopues [euielUl [BUORIPPE BY) 1BY] INSUT =

- ) o (@ 8%&.4

(11 vonow)f’

(21 uoRoy) "sielaLs MBU JSOW ()M SEAIR0a [93X JBY) Sajnpow
HINY U} 1o sessaoosd 18] pue Buydwes idieoas azijewo) pue ajeidwoy

‘Sjuswanoidw patejas-sslew [euolippe Buimolio) sy spuswwoosl W39

{penunuod)
¢peas Buleq ale sislpw jje Jey) pue Aorinooe Jolen

59588204 858y}
jo wbisisno pue sjouos Juswsbeueyy -

eue Aq passjsiuiupe asouy)
Buipnpour sasseoosd Japio yom pely eyl -

"SUOIOUN} B)ED0APE
Jowoisno ey Jo ‘sswolsno  ‘AiojeinBal
‘11 ‘Buypg Aq uonewuoul JBSN pue Jeyjo
1o ejep peas 8y} jo Aoenbape pue esn 8y} -

‘uoewone sseoo.d
Joj sepunpoddo pue jJo sjBAs| uaung -

'$985800id asoy) Buowe smoy elep eyt -

"soujsw aouewopad pue
‘uonejuBsWINOOP  'uolRASIUILIPE  §SB00Id -~

"(10mau Aousnbaiy ojpey sy} Buipniour)
s9ss200.d 8say poddns je sweshs ayy -
10} payul Jou Ing Buipniou; “uswales pue
‘Buipess ‘sishjeue aunjiey *soueuniopad ‘sauBudUBW
188} 'wewAhoidep ‘Alojusaul ‘eouridecoe sojew
ouoele pue seb {einjeu pajewioine Yim pajeisosse
sapilod pue s8sse001d $SALISNY JUBARIR) B BJE JeY

S90UAIDIAY SSOIH PUR ‘SUOHEPUBLIWODDY ‘SHNSaY Aoy

uiayf YIOM Jo adoog

QISIOXH VIV ALINNDHES ¥ LEDHS HAVL SLEAOVHE NI

LNTINADOM OI1and VIVA DITEaNnd-NON

Abisuz a0y NM




6002 ‘91 40qWajdag Z UoISINGY
1 BWNIOA poday 1Bul
MBNRY $S$300If 8J2AD) INUBASBY

-z

‘ouy ‘siobeuely asldisyug RGO

(£ uswanoidl] 859901d)
‘sdnosb Joddns Jelwt 8y} JO Spasu ay) Jeaw Jou S80p uopeusLusidl JuaLIno
ay) se ‘sdnoib poddns piay jje Jo} sepgedes weyshg yojedsiq aiqow siepdn =

{21 uonoy) efieddys
aoepBiUl BNpoulsielsiBal o) enp obesn Bupodsi-iapun aie Jey) sisjew
Jiedays pue puy 0} weiboid Juswissasse Jojay SBO [RINIEN HINY ue Juawojdull

(6 vonow)[_ .
}
0} SuonEdIPOW B|qeassbe Alfleninw %oas 0} JaulfeD) UM SUOISSNoSIP S:vco% .
{(penuNUOo) sjuswWwanoIdwl palejel~elaw [BUOpPe Buimoj|o) By} SpUBWIWOda! IO

(panunuod)
(peas Buleq ale sivjeW jje 18y) pue AoBInoDE JBla

‘sassanasd ossy
jo bisieno pue sjoauod Juswebeuen -

1BuUe) Aq passisiulwpe asou)
Buipnjouy so§s900id 19PIO YoM pIBY Byl -

"SUOIOUN} B1EO0ADE
Jowosno 8yl Jo ‘swosno ‘Aicjeinbel
‘Lt ‘Buing Ag uoneuLOMN J8Sn pus Jsyio
1o glep peas ayj jo Aoenbepe pue asn ayj -

‘uogewolne ssacoid
Joj sepunuoddo pue jo S[eA8| weunND -

‘59650001d 959y} Buowe smoy elep oy -

‘SoujewW souewIoMad pue
‘uoneewWNoop  ‘uopeAsSilWpE  88300)d -

Opomiau Aouanbas4 oipey sy Buipniour)
sassasold asayy poddns ey} swaeishs syl -
.0} polull Jou Ing Buipnioul ‘uswanial pue
‘Buipeal ‘sisAjeue ainjie} ‘souguLOMad ‘BouBUBUIRW
159] uewioidep ‘Aciueaul ‘soueldacoe Jejaw
2110919 pue seb [Binjeu PajBWIOINE YIM pajeInosse
soi101j0d pue $988800.d SS2UISNQ JUBAS|DI AU} 818 JBUM

$90UB10J0Y SS047) PUR ‘SUORPUIWILIONIY *s)nsay Aoy

wiay] }iop jo adoog

(ESIOXH VIVA ALTNNOES ¥ LUDHES 4avViL SLENOVEL NI

INHWA00A Or'1dnd VLIVA OITdNd-NON

Abisug jaax \NM\




6002 '94 J8QuBISS ‘g LUOSIASY
L SWNJOA MOdaM 1BUIY
MBINSY S80I 810AY) anuaray

FAAY4

ouy ‘susbeuey esudieauy 18gois

(‘manay 19uje0) £'¢ uonoag pue (Bunsa] Jejapy SBO) jRINEN PUB J1108(T)
}'Z'€ uonoes ‘(sseocoidang Jawiolsny) UBIUIRBI PUB UOISIAOLY) 171 °¢ Uonoes ‘(japon

$§8001d 8j0AD enuanay ABseug [20X) 4 xipuaddy Ul PUNO) 8Q UBO LOHBWLIOJU! [BUCHIPPY

Jgjew ey} BuiBewep pue anpowl
sy} Buifewep uoamjeq SyOSpE] SOBUSJUI JEDIUBLOSW SWES oyl 9Xew
10U SBOP JBY) siejew seb (eimeu oy yoeoidde aoepsiul JeisiBaysinpow
weeyp e Buzmn jo Augissod 8y ejenieas ‘siepwl sef  jeimjeu
uo SaNpoWw MY IBUIIBD UIm Isisied senssi [eoueyoaw jueoyubis

UORONISUCD
Jeab jewsiur pue J9jsibas Jsjew eyl pue sjusuodwod |EoIUBYDSW
ainpow 8y} jo sseusnqos pue Ayenb syl usemiaq yojew sjeudoidde
aI0W B puly 0} sseimjorinuewW Jolaw seb [einjeu Pue 1BuldD YIoq UM NOAA

‘Sa.N|jie) ay} JO S8SNED
1004 8y} puejsispun pue siseq paypadxad Ue UO S8INIB) SU} Xij PuB 10a)9p
0} $9550204d 9OUBYUS 0) BNURUOD 'IND00 {IIM Saunjie) esay) jeyl Buizyeay

(g1 uonoy) syted asiy BuIMO||0) BU] JO BUO 15E9]
1e ydope ‘senpows 18ule) Aq pebewep aq 0} anuguoo siejew seb jeimeu | s

{(panuguoo) sjuswaacidull pajejas-1ajew [BUORIPPE BUIMO|0) BY) SPUBLILLICOSI NIO)

(panunuod)

cpeas Buiaq a1e sieew jje Jey) pue Aorinooe JglBp

"88559001d 9saLY}
jo wBisiano pue sjosjucd Juswabeueyy

18ulje) Ag paleisiuiupe 8sou)
Suipnioul sessanold JBpIo YoM pIBy oyl

"SUOJOUNy B1Bo0OADE
pwoisne ey Jo  sawosno  ‘Aioienbau
‘1] ‘Bugpg Aq uonlewiojul JBSN pUd JBYO
10 Blep peal ay} jo Aoenbape pue esn sy

‘uonewoine ssanoid
Joj seiunuoddo pue jo s|BAS] Juaung

'sass9001d 258y} Buowe smoj ejep ey

"Soujew soueuoued pue

‘uopBUSWINOOD  ‘UCHBRASIUIWLIPE  SS920.d
‘(spomau Aousnbald oipey sy Buipniour)
sassao0.d asay) poddns jey) swejsAs ey

:0} pajwy Jou Ing Buipnjoul Juswiaigal pue

'‘Butpeal 'sishjeue ainjie} ‘souewopad 'aouBUBUIBI
189} ‘Juawiodep ‘Alojusaut ‘eoueidecoe JoleL
20818 pue seb jeunjeu PAIBWIOINE YIM PaBInoSSE
sajoljod pue sasse00.d SSQUISNQ JUBASISI BY) BJ€ JBUM

S20UAIRJBY SS0IN PUE ‘SUOHRPUSWILIOTD)Y ‘s)insay Aa)

w13} YHOM J0 adoog

Abisuz joox \NN




6002 ‘gL 10qUBIISS T UOISINGY
L SWNfOA J0daY el
MBIAS) SS8V0Id 8IOAT) BNUBASH

g2

-ouf ‘siabeue osidioyus jeqolo

('1opON $$890.14 8joAn anuaaay ABiaug (90X) 4 xipuaddy ui (e1ep Ul Jsisw
seb [einjeu pajie) B 10j AIAROR |[IqS4/190UED PUR UOHBWINSS [EBNUBW BU) sjussald yoiym
‘ge-4 NGIYXT Jepnoned u) [epow $58004d 8 Ul PUNO 8] UBJ UOHEBLLIONI [BUORIPPY

‘aouBULIOpad UONBLUSS §SASSE 0} JapIo
ui sJesk Joud up pousd 3Wes ay) JOj SSNIBA PRINSESW YIM SSNBA PBjeluRse
sy} Buueduioo uo peseq seiq pue AOBINDOE UORBWNSD SYO JO syodal aleal)  «

'S|IG PABWSS 0) pejejal juswaaoidul Bumo|jo) Uy spusluwiodal NIO

‘suoseal [igalieouen jo Buuodas pue Bupoes
aA0JdWi 0} PUB Juslye B10uW $5800.d [[IQ8J/|BIUED BU) BYBW 0} S80ioRId YoM
pue S¥D au 0} sjuswaoueyus Bupebysaaut ARuaing s R0Y — [IIGBM/IOUBD =

‘ejep aimeladwe) pue ‘uolewlojul abesn

[eouojsiy ‘syjuow Buipeseld aidninu Jo 8sn 1aNeq MW |lIM Jey] sjuswsdueyus

Bunebnseaur st |80y "paseepajul ase sbuipeal [enjoe pue sejewiise ajaum

$3SED JO} JO ‘UORBLUNSS JO SYIUOUI SAINOSSUOD S(dinul 40} ‘Yjuow o} Yuot

woy aumesedwa) sbeisae ui syys abiey AreoidA]} a1e alay) Yyolum uj SUOSEDS

Buunp [jem ULoKad Jou Op 'SYD oyt ‘wialsAs Bullig Juaund sy Jo swyjuobie
uonewnsa obesn seb [einjeu pajewoine ay) jey) s8ziubioos) [0y — uonewnsy  «

:saAleiul Buimoyoy
al yBnoay} sesss004d (liIqal/eoued pue uonewnss sii Bupueyus Ajusund s| (90X

‘senjeA sbesn [eouolsiy woly Jusisyip Alenueisqns aJom sejewjse
J1 SJOWIOISND WLIOJU O} JO PBJSIXS SIOLS UCHBLIINSS OIUBISAS JI BUILLIBISP O} SaleLulss
pajewoine jo Aseinooe sy} paxoes) Ajaanoeosd ‘e1auab uj Jou sey 180 ey sieadde

‘Pelliga) pue pajeoues usy) ale pajie) pey Jajew si) yoym
Buunp pouad aij} Joj S| Joud "ebesn pajewnse aiejnojes o} Jeeyspesids e Buisn pue
Aioisiy peo| sjqeieAe Bumeiaas uo paseq jshjeue Bulq e Ag pewuopad st uolenojeoal
[ENUBLY B ‘Jojoul Seb [Rinjeu 1O 0109|8 Pajie) B JO 9SED 9y} U] "UORD8LI00 dinjesadwa)
‘SUOIIIPUOD BWOS Japun ‘pue abesn Juadal sasn jey) Wiyiuobie feussiul ue uo paseq
aBesn sjguwSs [IM SHO aU} 'Buipeas 188w ajgejieABUN Ue JO SUOHIPUOD jBULIOU JBpuUf

£ SOIBWISS SjRINOOBUL J0) dsuodsal §,j8o) pue
s Bugewnse 10} sa1npaooid [euwlsiul 180X 218 JBYM

$00UBIBJOY $S04T PUE ‘SUOPEPUBILIOIDY ‘SInsay Aoy

wiay] J4oM Jo adoog

Abiouz o0 €I




6002 ‘91 JequISIleg 7 uoiSIngy
| SWIOA pOday feUlY
MBINGY SSBI0Ic] SJOAT) BNUBAIY

6i-¢

‘ouf ‘siaBeueyy estidieius (8GOS |

5954100 Bues Js|jiq 1oew
SSBUW 10} WNN2IIND aAisuayaiduios aow e Buidoansp Joj ueyd e JO uOjeAI) =

"uodWINSU0D pue Jojoey Jamod
se yons soido} Jejnojied uo siafjiq Joj $esINeo Bululel] JUSLILIRISNS JO UOeRID =

‘Apgisuodsas Buiseasoul jo suonisod 0} ssa160d ued jel) siaxiom
paouauadxa Jo (00d §,[90% aseaiou] pue uoluelal @8Aojdwe Ui pie 0} ejua)
108jU07) Jawiolsny) ay) Joj weiBoid Bulues ) uoissaiboid e jo uopeuaweldw] =

'SI9AR] |IDIS JelS SSRIpPE 0} sdels Bumojjoy oY) uaHe) Ajusoal sey |80y

*SUOI}PUOD Jeliou
1epun uaaa aoiases Buljig pue Buueawl JO UCREIOUDISP O PED] |{iM SUORIPUOD JO 188 SI}
ABojouyoa) Ul juswiseaul pue ‘Juswaaoidull ssadosd ‘Juswdoleasp jJels Jo UojBUIGIOD
seudoidde ue Aq pessasppe aie Aay) ssajun Ing ‘ABojouyos) mau Jo uonejuaweldul

0} Ajloalip SI010B} 8saU) anguUYIe o} YNop st ) "sealse Buypq pue Buuslew

8y} ul speopiiom eed pue suolIpuod fensnun 0} AjpARoaye puodsal 0} Ynouip ) epew
DABY S10UM B SB $$000id SSaUISNQ dY) U0 SUOIOR JaY JO Sty o Joedw ay) Buipueisiepun
Jeuuopad ssa00id yoes jo abuajjeyo (essuab ay) pue ‘suogisod paoueape Joj Buiuies
gol-ayi-uo uo siseydwa ue ‘abe Juswainal Buiyoroidde ase yey) sjuawbas aolopom
pajis ‘'sBuusyo 1onposd mau ‘Aousnbayy ased ejes Buisessoul 'S[aAS| JEIS Jusing

¢ ABojouyos) mau syuawsidwi i uaum Apjoinb ooy yels
aonpa. )t seop pue ‘Aydosojiyd Buijels s.1eaX St IBUM

SO0UBIIIY SS04D PUL ‘SUOHEPUIIIODTY ‘sinsay Aoy

Wiy YOopA jo adoog

Abseuzreox €D




6002 ‘91 J8quBIdag ‘g UoISIAGY
| SWNIOA LioUaY 18U
MIIAIY SSBI0I] BIIAD BnuPAdY

0z-2

"ouy ‘suaBeue esudisyusy (8qojs

(‘spuai) BuielS) ' UORORS Ul PUNO) 8 UBD UORBULIOJI [BUORIPPY

(1Z uonoy) ‘ssaooid 31940 enusaay oy} poddns 0} pajuswadu aie
1843 so1Bojouy0a) mau J0) pue pajBWIOINE aJe JBY) sassacosd Jo) PpauBjulew aie
sjaaa| poddns sjeudosdde ainsua 0} seae] Buiyels wajsAg ssauisng 8leneAl

(0z vonoy) "sepqisuodsal
$,dn04B siy} O} pappE USaY SBY 1BY] HIOM JJHB] PRO-UOoU BY} SJEPOILLIOODE
0} pue syusweigal o} sredaid o} ease Bulg e Ut sasealsul Buiyes Joj uejd

(61 uonoy) "pepasu se sdnoib asay) Ojul SBOINOS3I [BUOKIPPE

aonposul pue S[9Ad] [INS JuaLno apesbdn o} sesinod Bujuies asay) asn

pue sisieoads uonewLIoju sjed pue ‘sishjeue Bulig 190 ‘sisAieus Buliq Jedew
SSBW PSOUBADR SO} $8SIN0% Buluies paimonis aaisusyaidwod aiow ajesin

(g1 uonoy) ‘Buipeal jenuew 0] YoBYg paueqo

3q jouued sBuipeas pejewolne sjqeyel yotum 10} sieew seb jeinjeu Jo ooels
HINY DO10BISS JO UOISIOASS 8y} — UonELIoINE-8p |Blusjod Joj JUNOIJE O} Osie
pue — Aofiod Jualng $80X SI YoIum — SUOHIPUOI [RUWIOU JBPUN SaINoI [gnuew
[{e pess 0] JusIyns si |8ag] Buigers aoinosal Buipesu Jejsw ay) ey} ainsul

(€2
uonoy) “Buipual) peopliom 18)eq Hoddns o) saniaoe qol 2100 0} pasediuod se

syoefoid jeinads o) sleoipap sesfojdwa Jey} awn sy Joj Bunpen swy aacidul

(zz vonoy) “seibojouyos)

paseys Jayjo pue 'waisAs yoledsiq siqon ‘H3| 'S ey Buisn sof seonoeid
1s9q pue ‘sdnoub pue $8101 Usamiag syopURY ‘s$a001d ||BIBA0 BY) Ul B04

s Jauopad ssasoid yore Ajuelo 1eyl sesinod Buiuies sse00id anuaaal ajestn

'sease Aay Ul e|qeliese
DJe SOOINOSDI JUBIOYNS JBY) SINSUS O} SBAleRIUl BUIMO|jo} 8y} SPUBWILLIODS] WD

(penupuoo)
cABojouyos) mau sjuswisidiul ) uaym Apjoinb o0y yels
aonpal }i saop pue ‘Aydosopyd Buyjeis s,j20X S 1BUM

S39UBJ3J9Y SS0ID PUE ‘SUOHRPUIUILIOIBY ‘SYNSaY Aoy

way| oA\ jo adoog

Abiaug joox NV\




00T ‘9L 1oquigideg ‘7 UOISIADY
| BHjOA poday [euly
MBIABY SSBI0I SI0A7) SNUBABY

1ee

ouf ‘srebeuey asudidulg EQQQ

"ABojouyos) mau pue Bunss) Jejew O} Paje|al SUCHEPUBLILLICIaI [eUORIPPE
10} $8559004d JojeW 0} Ajjeoyioads pajeles Ws)| IO J0 odoog Joud oy} 0} Jajey

(p1 uonoy) swaishs Buissanoid ejep sy ul payguapi

80 jsnwi weyned uopdwnsuod waqosd B "HINY YA Apoinb asow pajiodal

PUE Pal0ajep g PIN0D SUCKHIPUOD pial pue sain|ie} jo sadA} uiepas Jepes.

1918w B AQ paniasqo Ajjenjor sem Jajaw Aisas usypp “sxoeyo ebesn ciez Jo

‘$H09YD SJBWINSE SAINDBSUY ‘s30BYD lIq dois Buyiig SHO oyl Ag Apioinb ybneo

10U 219Mm 800Z PUB 2007 918} W uebaq ey sBuipess pajeadal JO sansst AU

“IN0o0 Asy) usum swaqoud Buipeat Jejew pue Buueiew ajeipawas Apusioys
pue Auepi oy eoeid ui ale jey) s1ou Aajes, Jo s8dA) ey alepdn 0} snujuod  «

Jusweacsdw Buiise) a10hD anuaaay feuonippe Buimolio) i spuswiwosal W30

].

‘sanlenIul
Buimoyjoy ey ubnouy) sessasoud Bunsay ABojounos; sy Bupueyua Apualing ) (90X

JNOJI0 HIAY BY} 4O seseyd Jeje] us pasesial

alam ABOJOUYDD} HIAY OU} JO SUOISIOA MU SE $}$9) Joid piel jeuonippe uuoued o}
[BnSnUN U9q SABY PINOM )i ‘usly) eouis pakojdap ABojouyoa) oy Jo ainjeu Arguonnioas
8y} UBAID) '8661 Bie| ul ueBaq Jnojos Jelew seb sy 6661 Ul uebaq Jnojiol onBw NIN 1IN}
puE ‘9661 Ul SIS1OW L0918 JO SIN0J|0L PaYW Yim uebag sARenIul YA JeullaD S,190X

‘paLIND00 Jeyl saunjie) piay Jo sadAl ay) pajjeisalo) 1o pajoipaid aAey pinom Sl Jeul
Jeaio Jou s it wswihodap YAy Jo BuiuuiBaq sy woy aopoeid §,100) Uy pey ssjnpow
HINY mau jo Bugse) Aued-piily) 10 [RUISIUL SBUOSESI J| UDAB ‘SSSIQYIBUON ‘SiSa)

iaWw st Jo Jed se Ssinpow NIAY 18] '8Sin00 J0 Jojjew B SB 'Jou pIP 189X ‘6002 01 1oud

SWSAS $190X Uim djeiado im pue suoneosyioads onpodd ay) jJesu sjonposd Jo
so1fojouyoa) Buusiow mau jey) aunsue 0} (Buyse) sourjdooE SB 0} Pa1IBjdI SBLBWIOS)
Bunsey spoie 1y swuopad pue saynads Juswedap souBLLIONSd Wa)SAS § 80X

SLEAOVYE NI
YIVQ OI1gnd-NON

suoneuawsidu 2s048q syorduwl st pue ABojouyo9)
mau Buzhjeue Joj sas8s8004d Bulse) $,180X S4E JBUM

$30U049J0Y $S010 PUE ‘SUCHERPUIWIWIONDY ‘SYnsoy Aoy

way HIoM o 8doas

JISIOXd VIVA ALNNOES ¥ LHIOES vl
INENAD0A DI'TdNd

Abisug j9ax NM




6002 ‘9L Joquiardag 'z uomsIABY
L Swnjop uoday 8ul
MOINBY SSBI0I BIOATD BN

(24

‘ouj ‘siebeuryy asudisiug 1eqols)

'§°1°¢ UBnoay} |1 ¢ SUoRoasg Jo suonoesqns
uonueley abpajmoud pue Bujuies | By Ul PUNo) 8q UBO LUORBLLIOJUI [BUOHIPPY

(zz uopoy) ‘sieuuopiad sse00id [jg Ag poojsie@pun Jejjeq eie siaylo
uO Bale 2UO Ul SUOHOE. jO sloedwy oy os sjuediogied a[0Ad BNUBARI JSOUI 10}
Buiuies uonezuelwe) epim-s88001d 2j0A0 BNUBABI [BULIO) JOAISP PUB dO[BAS( =

(61 uonoy) "sanonpoud Ajjn; 1shieue Bulig
e oxew o} paanbas swn sy} usuoys o} ‘sishieue Bulg peo Apemoned Ing
‘syshjeue Buijq jie 104 Guiuiey paoueApe Jo uoisseib0oid [ewio) 2I0W Yysiigesy

{pz uopoy) ‘swedpied eoAo anusaal (e O} 8|ge|ieAR UOHBULIO! SIU) S)BW
pue ‘9joAo snueAal 8y} ssoIoe [9A8)] Jaunouad e je sesseoocid ayj Buguswinoop
Aq sioxiom pacuanadxa wolj abpapmouy ssaooid ssauisng [euonippe aimded  »

‘SjuBWBAcIdWI UoUSIaL
aBpapmouy pue Buiuiel; 89A0 anueaal feuolippe Buimolio) ey} SpuaLLIcosl WID

"$98.n02 Buiules] Jeyq 19 ew
SSBW 10} WNINOLING BAISUBYIdWOD aiow e Buidojoasp Jof ued B JO UoReald s

‘uondwnsuod pue Jojoe; samod
se yons soido} Jepnoued uo sisjjiq 10j sasinod Bujulel) JUBWUIRISNS JO UOHERID =

‘Appqusuodsal Buiseasou) jo suogisod 0} ssaibosd ued jey siadiom
paouauadxe Jo jood s (80X aseaou pue uojualal sehoiduwa Ui pie 0} Jejus)
1OBIUOY JBWoISNY) ey} Joj welboid Bugures | uoissaibold e jo uojejuawsidul  «

‘SIOA| IS Jels ssalppe o} sdeys Bumoljo) au) uae) Ajjueoal sey (80X

‘1A 9AY IX8U By Uiyum aigal o) oiqibie

8q (M SiequIsw wes} Jojuss ay) Jo Auel Jeu) 108} ey} AQ pasod sl SUj Ssauppe Jou
$30p Os{e }f "eaionpoid Ajn} swodeq 0} ‘Bulg 18D Se yons ‘sease Aoy ul 8jdoed meu
10§ sawyy dnueys Ayjbuej o) spes| yorosdde siy] "sisquiawl wee) Jojuas woy Buiures
qol-ay3-uo jo sueew AqQ pasisjsuey si ‘Jenamoy ‘abpaimoud| psoueape Jsoul 8y) Jo Yony

‘Buiuies; Buidojeasp pue syuswecsdu ssaooid Suikjyuapt Alpaoe se
1em se [euajew sy Buluieiuiews 1o} sjqisuodsas st dnousb pejedipap v "siejiiq Jo} [Buajewu
sousiaal pue spie qof jo Aioysodal peziieLuad puB sAISUSYRIdLLOD B SulejulBeL [80X

491040 anusaai sy toy seopoesd
uonusie: obpamouy pue Bujuies s (oY ale JRUM

$89UB18J0Y $S0ID PUE ‘SUOIRPUILIWIIIY ‘SHNsay AaYy

Wwaj| ¥40M Jo 8doog

Abisuz joax \ﬁU\




6002 ‘91 JOQUISIRS ‘T LIOISINGY
L ewWnjoA podey jeui-

MBIADY SSEOQUS BOAT) BNLBARY ‘auy ‘siabeuely esudiaiul 1eqolo
| XAA

(‘Awenp sopues pue Aoeinooy Bulig) v uonoeg pue
(uoneibajuj eleq pue ABojouyoa ) 9'¢ UORDBS Ul PUNO) B¢ UBD UOIBULIOJU] JRUORIPPY

(9 wswenoidw] $892014) "popeau Se Bjep souBRILRS
pue ‘Buyiq '‘Busisw 18WIOISNO JO SMBIA MBU JEBID 0] 81940 anusAsl sy}
Ul PBAJOAUL SHUN sSBUISNG snoleA Buimojie Aoey Buipodal o0y pe 'B|qIXB Y =

(1

uonoy) “Anenpd aoiaes pue Aorinody Bulig 'y uoRoes Ul paquosaep Aoeinadeul

Buiiiiq Jo S80IN0S By JO JuBLIBINSEaW JPN[OUl PINOYS 858U | "SeAldsigo

81040 BnusAs! |jei1sA0 ay) jsuiebe sjeob Jeuuoped pue ‘sseocoid ‘uoneziuebio
Buunseauw Joj spodas Ajyjuow pue ‘Apieam ‘Ajiep JO 19s pazipJepueis Yy =

:Aoyisodal ejep 9[0ho anuaaal ajgissaooe
pue ‘s|qeljss ‘Jus)sisuod e woly Buisoded o sedAy omy Busoddns jo aapoelqo ey yim
‘BAlBRIUl 9SNOYRIEAN BlE( osudiaiug ey jo Juawdojeaap Bumunuoo spuswiwiodal N3O

"sisenbai glep ooy pe

{euIsixs pue jewsjul o} puodsal pue Juswebeurus yiom poddns ‘soueuoad ainsesw
0} PapaaU UOHBULIOJUL JORAXS O} JINOUP ) OpeW sey AJjeuoioun) pue Bjep Jo uopnguisip
SIH} ‘UoNNDDXS $59001d 1BULIOU 10} pspasu. mmmcmzoxm BIED jSOUl %o suLS} Ul um“mamuc_

om ybnowy[” - v _
M swsishs aydynw
“Buowe Aiieuonouny siy; siids Ajjenioe 9oy “sBuipesi Jajaw jo abeiofs pue 'uonebaibbe ¢81eob 21942 snueaal ay) Woddns
‘uonejnwnooe 0} siejel Juswabeuew ejep Jojew ‘ABojouiuue} Ansnput [elsush ) 0} sjqe Aoysodal yuswasbeuews ejep 1alBW § [80Y S|
$90UDI0J9Y S5040 pue ‘SuUoiEPUBILOIBY ‘synsay Aoy way| YoM Jo adoog
QESIOXE VLVA ALNMNDES ¥ TTUDES AAVAL vIvG oot Abi aud [eax \VA .
INAWNNDOA OITENd VA OITaNd-NON



8002 94 Jequueideg ‘g uoisney
L BUWOA LOdBY [euld
MIINSY SEI00I SJOAT aNUIAY

-2

ouj ‘ssabeupyy asudioyus (eqoio

(‘Aweny sonieg pue Aoeinooy Bulig)
 UONOaG pue (UOYBJIUNWIWIOD) ¢ UONDSS Ul PUNO) 84 UBD UOHBWIOJUI! [BUOIIPDY

(z uswenoidw ss800.4d) “Bulpges pue sioue Buyjg Buiuieidxa Joj sejejduia)
Jo)e] JOWIOISNO dULB) PUE MIIASI O} BNUIUOD [80X JBY} SPUSWILL0I3I osie WID

(g uopov) ‘soijaw Ayenb

SOIAIBS MEU JO WLIO) BY) Ui Siseq fejnbal e uo sdnoib 8)eooApE [Busix® pue saiouabe
fioje|nbai 0} S|gBlIBAE SpRW 3] 7' LOROAS Ul Paquosap asou) wol paloslas Aorinooeu)
Buy)q jo sa0inos jejlusjod 0] pajejsl SJUBWAINSESW JO 198  Jey) spusiiiodal N39O

‘pessalppe
Apedosd ase sjjeo Jewoisno jeadal pue swajqoid palodal-1ewio}snd Jey; ainsus Jaljaq
0} J8p10 Ui §j00) pue Bujurely Jajued {ed anroldul 0} AemIBpun seaneliul sey osie (90X

‘soujew eoueuuopad Suyig pue Buusisw As) jo sjuswsinseaiu
[eLIBIUL JuBLIND SY moys o} sdnoib ajeoonpe jeulelxe pue seousbe Aiojenbel
Uim SluSWSINSeaW PIeoaioos asuewopad [euseiu Bupeys uefieq Ajuasal |80

"$9$$2001d UORRIIUNWIWIOD S} Ul uado 8iow BWOD8q sy |80Y

1ey) Bueoipul ‘pejesiunwiwod pue ‘payiuenb ‘pazijeur Apoinb usaq saey sweqosd
Buisiow JuaDal IOW ABm DANDBYS JO AjBLUN B U] SISPIOLRNE]S JAUIOISND PUB ‘8jed0Ape
{euiaixe ‘Aioeinbal 0} 10 j80Y 1NOYBNOIL} PIIEJIUNWILIOT JOU BJaMm 800TZ AlBS pue

2002 a1e] ut jusiedde awedaq 1By swajqosd Yy 18ule) euy Jejnotued ul ‘sanssi Buijig
pue Buipeas Jeow Jey; szwbooss (e sdnoub sjecoape pue 'sapuabe Loenbas ooy

Juoneuuoju Buyiq 10 ejep pess Jejpw 8y} 0} Buieos
$9$5950id SUOHEJUNWILIOD JBWOISND PUB "81BD0APE
‘AioieinBas g)ONEQ YHON PUEB BJOSBUUIN a4} 818 JBUM

$90UBI4Y SS0I7 pUR ‘SLONEPUDUILIOIBY ‘S}nsaY Ao))

Wway| YoM Jo adoog

Abiaug j9ax @




6002 ‘9L Jaquisldag ‘g uosney
L OWNjOA podey jeul]
MBIAY $$BVVI SIAD enudARY

92T

ou) ‘siobeuep ssudiaiulg 1eqols

(-Aenp eoiuag pue Aceinooy Buljiig) ¢ UCROSS Ul PUNG) 8g UBD UONRBULIOJUL [BUONIPPY

(g uoRoY) "paoatepun of M sourulopad ul sebueyd pejoadxaun Jety} aouryo

By} sanpsy 0] [20Y 0 Ajeussiu s1ojor) Buluiewal sy} ainsesul 0} anujuoo

pue ‘sjefiie) JusiaAoidu [BRUUE BUKSP 0} YOIUM L0} SONIBA S0UBI9}8I

se Aoeinooe Buyjiq uo souanyui ysebie] syl UM SI0J0E} By} 10818s 'Juswusacidwl
ssaooid Joj $101e21pu; SlBIpalUL SE sainseaus asay) Buisn oy uogippe U} .

(z uooy) “1eak auo jo pouad
Buiuieseq e Joj siseq Ayiuow e uo Jodal SIY JO L-p IqIUX3 Ul palsy Aoemooeuy
Bulilig Jo $921N0S 8y} JO Yoes 10§ souewllopad s ooy Hodal pue aInses] =

:Korinooe Buyjig pue Buusiow ssasppe Ajoasp aiow jey) sainseaw Ayjenb
@o1A9s [euonippe Buguaweldwi o) yoeoidde Bupmojjos a4y Japisued saipoq Aiojejnbail
JUBAS|BI By} PUB |80 1B} SPUSWIWOIBS NI 'INJOsn ale sainseaw Juaing sy} ajiyM

‘goueusiopad Buing pue Buusiaw

Jo Jojenipu; jeiaushb Asan e Aluo ainjysued aseay) ‘saliobaleo Jayo [eioass pue ‘Sulig
*‘Buiialew Japun waty sayisselo 190X ybnoyje Ing ‘sainsesw Ayjendb aoaies ejosauLiy
au} jo Yed se papodas osje e sjuledwod Jewojsny "yuey seb [einjeu pue ool
BlOSBUUA SH JO Led 348 Youm ‘saulg asuodsad jsenbal uoisueixe aoiales pue Buipes)
Jopw ale saunseaw Ayenb a01AIaS palelaI-a(0h0 BNUBABI JoBUP S80X ‘Ajuaung

isease
soueulouad Aa) ssaippe AlRieldosdde saunsesw
Ayenb a0ialas pajejoi-ajdAd BaNnusAsL JuUaLINg 8y} 0Q

$20UB18J9Y 5SSOI PUL ‘SUOPRPUSILIOIDY ‘SHNSaY Koy

way| YoM jo adoog

Abisug joax NV\




@ XcelEnergy-

3. Process Review

The process review covered the four primary subprocesses (Provision and Maintain Customer, Measure
Product Delivery, Create Bill, and Collect Payment) introduced in the Executive Summary. It also
examined the Customer Contact support process, which interacts with and affects all of the primary

subprocesses.
The process review methodology examined three levels of process performance, specifically,
= Organization
= Process
= Performer
and three performance needs at each level, specifically,
*  (oals
s Design
*  Management

This approach to process improvement uses widely accepted concepts developed by Rummler and
Brache'. The general process improvement approach was augmented by special technical and business
review topics that are specific to the Xcel Revenue Cycle or were specifically requested in the scope of
work.

The objective of the process review was to identify and document the Revenue Cycle process so that
GEM and Xcel have confidence that process performance areas that could have high negative impact or
moderate negative impacts on custorners have been identified. In each area that was reviewed, GEM
also observed and documented other opportunities for process improvement. In many cases the process
improvement suggestions came directly from the interview participants.

As noted in virtually every item of Section 2 (Key Results), Xcel has process and technological
improvement initiatives underway in most of the revenue cycle subprocesses. Like any other
organization, Xcel has limited resources and competing priorities, and it is seldom possible (or even
advisable) to undertake every possible improvement. Nonetheless, the additional opportunities identified
by the Xcel process review participants and GEM and summarized in the following sections should be
periodically evaluated and considered for implementation as time and resources permit, particularly as
Xcel seeks new ways to meet the objectxve of continucus improvement of billing accuracy recommended
by this review.

3.1 Revenue Cycle Process

GEM interviewed approximately 80 revenue cycle process participants, as acknowledged in Appendix B.
The NSPM cperating company {Minnesota, North Dakota, and South Dakota) was the primary focus for
the process analysis.

3-1
{Wl Global Enterprise Managers, Inc. Revenue Cycle Process Review
r .. Final Report Volume 1
Revision 2, September 16, 2009
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3.1.1 Provision and Maintain Customer Subprocess

The Provision and Maintain Customer subprocess supports the setup and maintenance of a customer for
the revenue cycle. This includes the creation of a new customer or modification of the service provided an
existing customer, installation of metering equipment, and the meter maintenance support activities that
are required to support consumption, demand, and other measurements. The high level process
interaction diagrams for this subprocess are in Exhibits F-2 and F-3.
The inputs to this subprocess are:

* Customer account initiation or change

=  Meters

* Random and Periodic Meter testing requirements

» Employee or System Generated Process Tracking Job (PTJ)
The deliverables of this subprocess are:

» Natural gas and electric meters are tested and delivered to stores

» A customer account is created or updated in CRS

* The correct meter is installed or replaced at customer location

» The correct meter and customer relationship information is propagated to CRS, MRAS, and
MDMS.

= An AMR meter is on the network and can be read
»  The meters assets are properly recorded and inventoried
The primary participants in this subprocess are:
= Xcel Customer
= Customer Contact Center
= Builders Call Line
« Business Operations (Gas and Electric Metering shops, Field Metering groups)
s Construction
= System Performance
»  Meter Reading

= Billing Services

v
!Wl Global Enterprise Managers, Inc. Revenue Cycle Process Review
Final Report Volume 1

Revision 2, September 16, 2008
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*  Managed Accounts

* Cellnet (Landis & Gyr)
3.1.1.1 Process Goals and Design

The process goals and design are broken down by organizationalffunctional areas and the goals
reviewed are those reported in the Xcel scorecards. To understand the process design, each function that
was identified in the high leve! process interaction diagrams was decomposed to understand the basic
work activities. During the interviews GEM reviewed the scorecard goals and mapped them to the
activiies and reviewed the management activities. The process diagrams and goal mapping are in
Appendix F, and specific diagrams will be referenced in the details below.

The scorecards for Xcel are defined by organization. Four organizational groups support the Provision
and Maintain Customer subprocess. One of the organizational groups is Celinet, an external contractor
for the automated meter reading in NSPM.

Customer Contact Center - The performance goals are based on Post Call customer syrvey
and JD Power annual market surveys. The performance goals are g achieve at least
positive response from customer survey, and being in the for JD Power Customner
Services for residential and business categories.

Customer Contact Center work activities cross muitiple subprocesses within the Revenue Cycle
process. The functions that the Customer Contact Center delivers to the Provision and Maintain
Customers subprocess are decomposed in Exhibits F-43 and F-44 and in summary are:

= Call intake for new customers
»  Handling inquiries about existing or new services
= Calls concerning billing and metering.

Builders Call Line — The primary measured performance goals are to achieve ]customer
satisfaction rate and placet jof follow-up phone calls to customers within ]hours of an
application issue being found.

The Builders Call Line groups are located in the construction organizations, and their primary
function supporis new account creation for new premises and construction accounts, The
customers are primarily developers and contractors. The Builders Call Line sets up and
processes applications for service and hands off to the construction organization once permits
are cleared for service and meter installation.

NSPM Business Operations group (Meter Shops by jurisdictions) — The meter shops use a
variety of business operations measures for planning and day to day activities and works to
satisfy a large number of scorecard measures. in late 2008, the group underwent restructuring
when the NSPM electric meter shops were moved from the Asset Management business area to
NSPM Business Operations. In parallel the Business Operations scorecard was modified
extensively to incorporate new goals. The new goals were set up in response to the addition of
the electric meter shop group, and more importantly to respond to the metering issues
experienced in 2008. As of the second quarter of 2009, the new scorecards were still under
development, and the foliowing key performance goals were being defined.
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3

The NSPM Business Operations group supplies and supports all electric and natural gas meters
in the Minnesota, North Dakota, and South Dakola service areas, including the AMR electric and
natural gas meters. The functions that Business Operations delivers to Provision and Maintain
Customers are decomposed in Exhibits F-5, F-6, and F-13 and in summary are:

*  Order, Test and Manage Meter inventory
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«  Meter Field Work (Installation and Maintenance of non Cellnet meters)
+  MDMS Exception handling

Cellnet (Landis & Gyr) has contracted with Xcel o deploy and maintain automated meter
reading equipment and read the automated meters in the NSP service area. The key
performance goals of Celinet for this subprocess are:

P

Based on the discussions with Cellinet and Xcel the Cellnet functions were not broken down in
detail, although through the interviews process improvements were identified and described
below.

3.1.1.2 Process improvement
Builders Call Line (BCL)

«  BCL setup for new customers may be performed in compliance with the current business process
and nonetheless the register setup in CRS may be incomplete because of interface issues,
incorrect tariff or rate entry, or inaccurate usage estimate from the customer or contractor. if
incomplete, then subsequent business process steps by either the meter support group or billing
are required to compiete the setup. If interface errors occur or incorrect tariffs or rates are
entered, the customer setup requires rework by the meter support group to match tariff and
registers. Xcel should track the number of occurrences of each of these types of problems, as
these conditions also may require billing to make changes to prepare correct invoices, and this is
difficult to catch with the existing stop bill rules. A new process to perform checks on new
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accounts would help verify account setup prior to the initial billing cycle. A possible approach is
described in Section 3.1.1.4.

Customer Contact Center (CCC)

* The CCC group recognizes that the Return to Owner process needs improvement to ensure that
account changes keep up with the peaks in the move-in and move-out periods. This correlates to
a similar problem in Meter Reading/Collections, which also recognizes that the account
changeover process for tenants is cumbersome and delays correction of customer account
information. Collections would like {o participate in the customer account corrections.

Business Operations

= There are currently no accuracy goals on the Business Operations scorecard for new electric and
natural gas service meter installation. The Xcel data systems and checks were designed to trap
these problems downstream during the billing cycle. This also shows up when meters are
replaced on an existing service., Goals for accurate setup of a new or replaced meter should be
established and should include Cellnet installed meters.

=  Until recently, programs for maintenance and inspection of AMR electric and natural gas meters
were based on the practices followed for older and more reliable metering technologies. The new
technology for communication of meter readings is more fragile and has a shorter lifespan. For
example, natural gas modules are battery operated and the batteries eventually reach the end of
their usable life, which requires a new maintenance process. Xcel should continue to evaluate the
new meter and AMR issues and implement new maintenance processes that can address the
new issues that arise from the use of the AMR technology.

*» Many jobs are created that generate a field visit, but some are ultimately not a Business
Operations issue. Today the work is sent directly to the Mobile Dispatch System as pending work
for Business Operations, and the work has often not been well reviewad before it was dispatched.
To address this, Xcel has developed a Daily Pending Work Review process, which is expected to
be fully operational by August 2008 This process depends on personnel manually screening and
prioritizing orders to eliminate duplicates and identify repetitive orders for the same premise. The
new process should filter cut the work before dispatchers see the jobs in the pending work quaue.

» Meter Testing is adequate to assure accuracy of the consumption measurements at the meter,
but until recently did not address the electric and natural gas meter module RF communications
in the field or the module-to-meter interfacing for natural gas. The reliability and failure modes
were not discovered until it was an issue in the last two years. New independent tests have
examined the module interface with the meter registers under varying conditions.

Celinet

—-—
-
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Mobile Dispatch System

The Mobile Dispatch System merits special attention in this review. It was regularly identified as a
problem by the users across all areas of Xcel and by Celinet. GEM investigated the scheduling and
execution of Field work as a result of the concerns voiced by many Mobile Dispatch System users. These
individual performer diagrams are in Exhibits F-7 through F-12 and reflect the use of the Mobile Dispatch

System as it is implemented today.

The Mobile Dispatch System was primarily configured to support outage management work, which does
not have the same planning and scheduling requirements as field maintenance work. Many users rely on
external tools such as spreadsheets and custom reports from other systemns to plan and scheduiq work.

Xcel field persohnel use the Mobile Dispatch System and the mobile data terminals and use the system to
a greater extent for scheduling but also still rely on external reports and spreadsheets because of
limitations on reporting and sorting of work.
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Field work orders cannot be referred to another group in the Mobile Dispatch System. This action has to
be performed outside of the Mobile Dispatch System.

Although the integration between CRS and the Mobile Dispatch System propagates a cancelled job from
CRS to the Mobile Dispatch System, cancelling a job in the Mobile Dispatch System is not propagated to
CRS.

GEM'’s conclusion is that in the field maintenance area the Mobile Dispatch System is being underutilized
by Xcel and Celinet.

Rather than identifying and requesting enhancements to the Mobile Dispatch System incrementally over
time, Xcel should undertake a detailed field work process analysis and requirements definition for the
Mobile Dispatch System. This activity would include a comprehensive review of the processes for work
scheduling, dispatch, order completion, and referral, with a goal of improving consistency of usage across
all operating companies and regions. Where legitimate and irreconcilable work practice differences exist
between operating companies or areas, the capability of configuring portions of the Mobile Dispatch
System to support each should be investigated. Completion codes should also be reviewed, because, for
example, the Mobile Dispatch System does not have a defined completion code for “No Meter Access.”
This analysis should investigate the functional capabilities of Mobile Dispatch System to support the work,
opportunities to improve reporting, and further opportunities to improve integration (such as propagating a
cancelled work order back to CRS.) It should also review which organizations have and use the system,
and which still use paper, to establish where additional rollouts and process performer level change
management and training would be helpful.

3.1.1.3 Training and Knowledge Retention

The Customer Contact Center has a formal training program for customer representatives. Recent
implementation of Progression Training Program has had a positive impact on employee retention. Now,
call representatives typically have more experience and can move to other positions within Xcel such as
billing.

Business Operations {(Gas and Electric Metering shops, Field Metering groups) relies largely on on-the-
job training and training as needed for system changes. Initial training on the Mobile Dispatch System
was brief and only training as needed for system changes has been delivered since then, GEM is not
aware of any formal knowledge retention activities in this area.

Additional training for schedulers, service technicians, billers, and customer representatives is needed to
help prevent discretionary meter exchanges during the billing window. There is a flag in the Mobile
Dispatch System that indicates when exchanges should not be done, but the fact that these exchanges
do occur during these periods, in addition to statements to GEM from actual schedulers and field
personnel, are evidence that it is not always observed in the tradeoff between getting the job done and
waiting to reduce impact on billing. If the meter is failed, then there is no value to waiting. But if a meter
exchange has been requested for other reasons, e.g., a tariff change, it is worth waiting. This underlines
the importance of training requesters to specify the reason for a meter change request and training the
field personnel to understand the impact on billing. GEM characterizes this type of training as process
level cross training because it requires that process performers at different points in the process
understand the impact of their actions on other process performers and the overall process goals.

[ ]
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3.1.1.4 Controls and Quality Assurance
Business Operations

Controls and Quality Assurance have traditionally depended on exception handling procedures for each
area. Each area has reports that are used to resolve problems with data processing issues. These
include several sets of reconciliation reporis that are produced to ensure that the same sets of meters are
known to Celinet, MDMS, MRAS, and CRS.

The meter accuracy testing procedures used by Xcel are consistent with industry practices; meter
accuracy for new meters is tested following defined testing processes that conform to ANSI standards.
SOX controls are identified for the periodic and random testing of meters taken from the field to ensure
consistent accuracy over time. Xcel also has processes defined o identify meters that have failed
periodic testing. These procedures identify the lots of failed meters that will be replaced.

Additional information related to meter testing and quality assurance is contained in Section 3.2.1.

:

A Meter Inventory Audit, which was initiated by a recommendation of Xcel's Internal Audit department, is
currently under way. This is principally intended to ensure that the location and status of every electric
and natural gas meter is known at all times.

Following an abnormal number of 5-dial natural gas meter failures that were discovered in February 2009,
Xcel resolved to check other classes of melers to determine if abnormally high failure rates were
occurring, whether or not attributable to AMR equipment. This activity is currently underway.

Meters for large customers often require setting of a factor or multiplier at the time of instaliation, which is
used to convert the actual meter reading value to an engineering vaiue representing consumption or
demand. Beginning in 2009 Xcel began a program to audit these settings over a three-year period to
ensure that the values are correctly set in the field and properly represented in the data systems
{primarily MDMS, MRAS, and CRS) that keep a record of these settings or use them in calculations.

Xcel has also put in place work processes to confirn completion of field orders and enhanced inspection
processes and quality assurance of Celinet work.,

Builders Call Line

ServConn, the system used by Builders Call Line, has a SOX control to ensure that the customer's
account information is defined and entered in the application in order {o complete processing. interface
checks are performed to ensure that the data is passed on correctly to MDMS, CRS and Passport.
Exceptions are flagged in a report for BCL agents to correct in ServConn; however there are no
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independent quality checks or quality goals.

A significant amount of data in ServConn is optional, although there is a minimum set required to process
an application, including an address, class, tariff, and bill-to user. With no quality assurance check
performed prior to billing there is a potential for mismatch of service type to actual service consumption. In
addition, automated setup of registers (CRS data locations for linking to metered values) is not performed
for more complex rates.

The combined business process, data flow, and quality assurance for new meter installation presents an
opportunity for improvement. Currently a request for new service is placed through the Builders Call Line
and the staff selects a rate. But many Xcel rates have variations (such as demand, power factor, or
service voltage level), and these variations are not always accounted for at the start of the process, with
the result that automation of customer setup for more advanced rates is fimited and manual completion of
the customer meter setup after the fact is required. BCL only sets up the base rateftariff on the initial
meter set. So, if more than one register/tariff number is needed per rate, then the automated register
setup completes additional registers, but is limited to completing registers one and two. Any registers
beyond the first two required manual setup from the meter support group or billing. Anecdotal evidence
(including a review of Xcel's customer complaint database} suggests that there can be delays of up to
several months in completing setup, although Xcel's internal business control objective for this type of
post-correction (triggered by the Interface Exception Handling system described in Section 3.6.5) is an
annual average of three days, and the SOX control is 60 days. In some cases, the rate selection may be
incorrect rather than incomplete, and the discrepancy is not found until the customer cails about it or it is
flagged by the billing group using reports that look for inconsistent rate and consumption values.

If further analysis confirms that the delays for completing setup exceed the business control objective, an
alternative approach that would increase the level of automation, reduce time lags, enhance quality
assurance, and continuously improve performance is shown in the following diagram.

. CRS,
BCL Epter fully qualified > MDMS,
anff information Passport
ba

Request K to N

it ew meter

” Confirm / audit

Customer - C&l or BSC

meter and tariff
This approach would also improve overall understanding of the tariffs and rates across groups.
3.1.2 Measure Product Delivery Subprocess
This subprocess supports the reading of the meters for Xcel. This includes the meter reading for both
manual and automated meters. The high level process interaction diagrams for the Measure Product

Delivery subprocess are in Exhibit F-14,

The key inputs to this subprocess are:
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« Meter read requests

» Special meter read Requests (PTJ)
The Key Business deliverable of this subprocess is:

*  Accurate and timely meter readings
The key participants in this subprocess are:

» Billing Services

= Meter Reading

» Meter Reading Contractors (Celinet, SmartSynch, SmartGrid)

= Customer Contact Center

+ Business Operations (in some jurisdictions)
Meter readings are collected through a variety of systems that are used by the various jurisdictions and
by Xcel employees and external contractors. The majority of the meter readings are obtained with some
human interaction. However, in NSPM service areas meter reading automation is increasing, with NSPM
having a goal of all meters being automated by the end of 2010.

« Manual reads using handheld devices (observation or probing)

»  AMR meter read collected using vans (drive by interrogation)

= Natural gas interval reads via MV90 (manual probe and phone line)

«  FElectric interval reads via |EE (phone line and manual)

=  AMR reads from Cellnet (radio frequency network)

*  AMR reads via SmartSynch (cellular network)

= SmartGrid pilot (powerline carrier network)

* Customers phone or mail readings

Regardless of which collection method or system is used, the meter readings processed in each read
cycle are loaded in the MRAS system, which serves as an intermediary to the CRS.

3.1.2.1 Process Goals and Design

The meter reading goals focus on getting a high percentage of the readings when required. The meter
reading group works to meet the following scorecard goals:

at ]
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For the majority of the electric and natural gas meter readings collected, the daily read cycle is triggered
by a read request from the MRAS system that contains the on cycle meters that need reading information
for the current billing cycle. Each reading supplier (Cellnet, Xcel Meter Reading, MV80, SmartSynch,
SmartGrid, and IEE) is expected to respond or supply data to fulfill the MRAS read request. Each of the
coliection systems can generate exceptions that must be resclved to complete the read upload.

The manual read processes have been utilized and refined for decades and are adequately designed to
meet the performance goals set by the regulators and Xcel.

Supervisors and Managers manage using standard reports of daily results to loop back with readers for
issues such as missed reads, which are added to the next day's route. Xcel has consistently exceeded
the reading rate percentage required by the Quality Service Program. —

3.1.2.2 Process Improvement

The Meter Reading processes are working well for the most part, although pockets of both automated
and manual meter reading have experienced problems in the past two years. The major metering and
billing issues that tfriggered this process review are attributable more to other process and hardware
probiems. The issue of missing reads was not due to the procedures used in Meter Reading. The process
improvement points described in this section are still valid, but will not have as significant an impact as
the actual metering infrastructure, maintenance, and monitoring improvements described in Section
3.1.1.2.

* The CRS read window ~ the number of days from the time the CRS requests a meter reading
until it will continue and create the bill with estimated usage if a reading is not received — was
reduced from five to three days in early 2009. This change was intended to reduce the number of
days that meter exchange work must be suppressed to prevent interfering with CRS billing, but if
that was indeed the objective a better approach would be to suppress the meter exchange only
until the actual reading is recorded, not throughout the entire read window. As a result of the
change to the read window the time available for the meter readers to complete a route has been
cut down to two days, and meter readers must return to the office early to upload the readings by
2:58 p.m. (Central time.) This reduces the ability to complete the current read cycle, so more
reads are pushed off until the next day. It would benefit the effectiveness of the meter readers to
have a compilete day {o complete the rounds.

* Improve field meter location selection and recording of locations — Meter readers report that the
maijority of new meters have poor information on iocation, which takes extra time to locate, or the
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meter gets skipped.

= Special meter readings are repeatedly scheduled for a variety of problem meters, consuming
exira time. A significant number of repeated meter/asset/premise problems appear on the meter
reading routes, so it appears that the feedback loop for reporting on these meters is not effective.

» Collections cannot update tenant information through the Customer Contact Center from the fieid
because the Customer Contact Center requires the customer to call in. The Collections group
believes that they could expedite this process if authorized to initiate these changes from the
field, rather than waiting until returning to the office and submitting paperwork to the Customer
Contact Center or waiting for a call from the customer. This opportunity for improvement may be
related to a Customer Contact Center issue on Return to Ownerfrental property turnover

problems.

« Meter changefreplace activity is not synchronized with the reading cycle. This creates new
problems with reading cycle and billing. This is within the control of Xcel meter shops.

» Meter reading has limited knowledge of the other activities involved with billing, and would like to
know more about the overall process to understand what others are doing.

«  Vacant property notification back to CRS is not understood. There are automated means to report
this in the Field Collection System (FCS) handheld system, but many meter readers don’t know
about it or are not doing it. This can be corrected by additional training.

«

3.1.2.3 Training and Knowledge Retention

Meter Reading relies largely on on-the-job training and training as needed for system changes. GEM is
not aware of any formal knowledge retention activities.

3.1.2.4 Controls and Quality Assurance

Meter Reading manages by reports, which are produced each day indicating the successful read
numbers. The supervisors and meter readers are clear in their understanding of the goals and work fo
achieve the read rates. In addition the meter reading supervisors use the consecutive estimates report to
identify problems and either track down the problems or assign a special read to a route.

Meter reading managemept performs weekly reviews of meter reading results to ensure that Xcel meets
the internal targets o?f read rates and 95% rates specified in the SOX controls.

Quality assurance and SOX controls applied to the meter readings are focused on the manual readings to
prevent “curbing” or false meter reads, as well as ensuring that readers do not know prior readings to
prevent fraudulent inputs. There have been no significant issues related to these kinds of behaviors.
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3.1.3 Create Bill Subprocess

This subprocess supports the Xcel Energy customer bill calculation and presentation. The subprocess
includes the creation/update of the billing tariffs and rates, the bill processing and calculations, and bill
gn:iznéiéng. The high level process interaction diagrams for Create Bill subprocess are in Exhibits F-21 and
The primary inputs to this subprocess are:

» Rate changes due {o regulation, legislation, new products, and business changes

«  New or modified billing components

= Approved Rates

»  Customer usage readings
The primary outputs of this subprocess are:

= Correct Tariff and Rates in the CRS system

= Accurate consumption and billing calculations

*  Accurate and understandable billing statements
The primary participants in this process are:

*»  Government and Regulatory Affairs

= Rates and Revenue

= Business Systems

*  Billing Services

* Meter Reading

* Business Operations (Meter Shop)

»  Bili Print and Mailing service
3.1.3.1 Process Goals and Design
The Rates and Regulatory group is responsibie for the development of tariff and rate changes for all Xcel
jurisdictions. The group is the primary coordinator of the implementation of changes to rate and billing
components in addition to being responsible for the regulatory filings. The primary goal of the group is

meeting the requirements and timeline that the regulators place upon Xcel during the approval process.

GEM focused on the activities of the Rates and Regulatory group that affect the revenue cycle. The
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activities related to the regulatory interactions and filings were not reviewed, and the focus was placed on
the coordinating activities for implementing new rates. The Regulatory Administration group, within the
Rates and Regulatory depariment, functions effectively as a project management organization for rate
changes. The core function is coordinating the various Xcel groups to achieve implementation of new
rates in the CRS. The group manages muiltipie rate changes and simpler modifications to rates and billing
components where the projects last from two months to over a year.

Changes for taxes and franchise fees require an implementation process similar to the rate changes, but
these are driven by different groups and generally do not include the regulatory approval steps.

The Rate Information Group (also referred to as the Data Coordination and Quality group) is responsible
for determining how to represent rates in CRS and for actual rate entry. This is a critical process with high
impact on billing accuracy, and the controls on this process are described in Section 3.2.2, Rate Entry
Process Tests.

The Billing Services informal goals can be summarized as follows:

Billing Services has a range of {formal goals that are primarily measured based on performance in working
exceptions to the billing process. The actual scorecard goals that are measured for Billing are:

Mass Markets Billing is responsible for the billing of residential and small commercial customers. The
scorecard goals are:

The vast majority of bills are processed automatically through to bill print, and the Mass Market Billing
group resolves any exceptions that the Daily Processing generates when it is calculating the customer
invoices. The Daily Processing uses a set of rules that are evaluated to determine if an invoice has a
problem that would require manual intervention. Some invoices have multiple problems, but the invoice is
flagged with an exception based on the first problem identified and then resubmitted to test against other
rules after the first problem is resolved. The exception handiing activities are extensive, and the
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decomposition of these activities is shown in Exhibit F-34.

The daily activities are based on each biller being assigned a set of exceptions for resolution. The
supervisors review each day’'s exceptions and allocate the work load to individual billers for resolution,
The workload is intended to be cleared each day; however some of invoices can take more time and may
not result in a bill being sent out in the expected cycle.

The exception handling activities were of particular interest, and two exception processes were examined
in detail. The Dollar Value Exception process and the MM {Mass Market) High/Low Check process
diagrams are in Exhibits F-35 and F-37, respectively. In these processes the Biller was required to
research information from a variety of systems in order to resolve the problem. The task can be complex
and require extensive training and knowledge to resolve.

Commercial and Industrial {(C&l) Billing is responsible for the calculation of the bills for large customers
and customer with complex billing contracts. The scorecard goals are:

C&l Billing is responsible for large customers that have complex contracts, a small number of high value
invoices that require manual actions to create the invoice, and some non-C&l accounts that require
contracts. Some invoices for Time of Use, Demand Curtailment, and others must be manually calculated
from external data, and the invoice information is entered into CRS. The majority of the C&l invoices are
processed through CRS in the Daily Processing, and are subject to exceptions that the C&1 group has to
resolve. The exception handling processes are very similar to Mass Market Billing.

Products and Services is responsible for supporting the C&l and Mass Market billing groups but is also
responsible for the scorecard goals, which are:

-C ]

3.1.3.2 Process improvement
Rates and Regulatory and RIS

* Rate cases and other filings with regulators are increasing. There have been eight NSPM rate
case filings since 2004. in the last seventeen years NSPM has filed twelve rate cases. A similar
trend was reported for the other jurisdictions.

In addition to core activities of interacting with regulatory bodies, Regulatory Administration
functions as a project management organization for rate cases and other activilies that lead to
rate changes. The groups agree that there has been significant improvement in the process over
the last one to two years, but some lack of clarity for roles and responsibilities remains. Xcel
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should consider whether the project management tools and training for this group, and possibly
the roles in the group itself, could be revised to more effectively accommodate both the core
regulatory responsibilities and the important project management role.

= When Rate Changes are being processed, the Business Systems group sees the change as a
new project and requests details of the required testing and validation. Rates and Regulatory
believes that there is an opportunity to make this more standardized.

*  The typical timeling for implementation of a rate change, implementation, and testing rushes the
subject matter expert signoffs, and in some cases the implementation has proceeded without
signoffs or complete testing. This can be a source of errors. The fixed deadline fo implement
drives the activity regardless of the support staff availability, so Xcel must continue to improve
use of people, process, and technology to accomplish the implementation and testing within the
fixed timeline.

Biiling Services

*  The C&l Billing group handles complex invoices and confracts that require some level of manual
intervention or completely manuat billing. A variety of contracts with differing terms are created for
many of these customers, so the billing is difficult to automate, particularly in CRS. Xcel is moving
some C&l accounts that were previously billed manually into an auxiliary billing system but is still
in the process of determining how many can be billed using this system and how many will
continue to be billed manually,

*» The C&l Billing group would benefit from specific cross functional knowledge of the Rates and
Regulatory and Managed Accounts processes to improve design and setup of contracts and
consequently improve billing accuracy.

» C&l Billing is concerned about the new tariffs being developed. They are more complex, and C&l
doesr’t feel that the impact on billing is being accounted for. More manual actions are being
required to calculate the bills. Some new tariffs and pricing are not well integrated with current
billing and business services practices, so errors occur or bill calculations require exira time and
manual intervention. In addition to this additional manual workload, new types of work that involve
contracts but not necessarily large C&l customers have been added to the C&1 Billing group’s
responsibiiities.

= Overall design and understandability of the bill is a large part of the performance evaluation of
billing, and a requested project for Bill Print Redesign has been waiting for approval for four
years. it is estimated that it will make bill print creation more fiexible so that the bill print
production can be more responsive to changes.

« JD Power surveys on Billing are not easily correlated to the actions that the Billing group
performs.

« Sending a meter read PTJ to Meter Reading does not return data in automated fashion. Billing is
required to find the return PTJ and get the read values out of the message. H the bill window is
closed and no cancel/rebill will be performed the reading stays as a note in the customer's
account file in CRS. This also applies to CRS-initiated PTJs for consecutive estimated billing
cycies

= Billing must evaluate the work management processes and staffing levels needed to meet
business demands. Team members are spending more time on non-core activities, and the trend
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is increasing. This includes high priority, unplanned activities and projects such as the Celinet
situation. For many of these activities and projects time is not tracked separately from ongoing
work, so the extra workload is not visible. For example, Stand Down sessions where all hands are
utilized in a reactive mode to resolve a problem affecting billing are not generally tracked. Xcel
could learn more about the work loading and make the best decisions on staff re-allocation or
staff size changes if unplanned activities were better tracked.

*  Builders Call Line, Meter Reading, Meter Shop, and Billing all could benefit from process level
cross training. It would demonstrate the cross functional activities that are critical for successful
billing, as well as identify the contribution that each group makes to a successful bill.

3.1.3.3 Training and Knowledge Retention

In the last year Xcel recognized the need for additicnal sustainment in the billing area and has created
sustainment training courses for billers on particular topics such as power factor and consumption. Xcel
has also created a plan for developing a more comprehensive curriculum for mass market biller training
courses.

The most complex C&l billing is partially or comoletely manual and very specialized, and replacing staff is
a concern. This group expects a Using the current on-the-job
training approaches there is a lengmny learning curve, so there is a need to execute the progression plan
to develop skills and staff to handle greater variety of contracts. A structured C&l training program should
be developed by documenting the C&l Billing processes at the process performer level, cataloging the
skills needed at each step of the process, capturing associated business rules and references applicable
to each type of contract and unique C&I customer, and documenting the use of technology at each work
step. The C&! group would also benefit from such cross training within its own group in billing for different
accounts to ensure that any biller can handle any C&1 account.

Increased automation has been used to justify staff reductions overall but the trend in billing is greater
complexity due to the new products and services being developed, Billing staff for both C&l and Mass
Markets will require a greater diversification of knowledge. The level of staffing should be carefully
considered in conjunction with the new products that are being designed by the Marketing or Rates and
Regulatory groups.

3.1.3.4 Controls and Quality Assurance

The CRS performs a large set of validation and reasonability tests referred to as Stop Billing rules. If a bill
fails one or more of these checks it is placed in a queue to be examined by a biller. Stop Billing rules have
been part of CRS since its inception at Xcel. In 2009 Xcel initiated a review of both enabled and other
available rules to refine the probiem detection capability by enabling additional rules and adjusting
settings. Xcel also added a High Bill rule on the entire statement to provide an additional way of detecting
major billing errors and stopping them before they reach the customer.

Xcel currently uses a semi-automated mass market test suite (executed by Business Services) and a less
automated test approach for C&l1 customers {performed by C&l Billing) as part of its ongoing Quality
Assurance process. These tests rely on spreadsheet templates and, in the case of mass market testing, a
pregram and database of billing factors. The spreadsheets and billing factors are used to calculate and
compare many, but not all, billing line items with the values produced by CRS. Additional information
about this testing can be found in Section 5§ (Billing System Test.)

Within the past year Billing Services also added a visual bill print audit, which reviews the format of
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sample printed bills.

Mass market billing performs quality assurance checks by sampling employee billing results to confirm
accuracy and for training purposes. A supervisor reviews four samples of each mass market biller's work

each month,

in the Billing subgroups {(Mass Market, Commercial and Industrial, and Products and Services), the
scorecard measures are incorporated into the daily work, so that the supervisors and management can
drive activity to meet goals. The Billing Services group has implemented processes to manage and
control the work within the organization as well as provide feedback fo improve processes through
automation or training.

In early 2008 Xcel engaged Accenture, a consulting firm, to perform an independent assessment of Xcel's
testing capability across various stakehoider organizations involved in the development, testing, and
implementation of customer billing and related system functions. Xcel is currently considering a set of
testing improvement initiatives resulting from this assessment.

3.1.4 Collect Payment Subprocess
This subprocess provides the remittance and reconciliation activities for the collection of the moneys due
Xeel for energy services provided to its customers. The high level process interaction diagram for the
Collect Payment subprocess is in Exhibit F-38.
The inputs to this subprocess are:
= Payments (via malil, electronic fund transfer, cash)
»  Retumns
*«  Account imbalances
The deliverables of this subprocess are:
= Timely processing of payments
+ = Balanced reconciliation
»  Bank Deposits
= Payment investigations
The primary participants in this subprocess are:
+  Customer
» Customer Contact Center

»  (Customer Receivables

»  Remittance Processing
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« External Remittance channels
3.1.4.1 Process Goals and Design

The goals for Collect Payments subprocess are in the scorecards for the Remittance Processing and
Customer Receivables groups of Billing Services. The scorecard goals are:

Remittance Processing

Remittance Processing is responsible for processing payments received by mail, which still represent the
majority of payments.

T

o

Customer Receivables

Customer Receivables is responsible for processing payments received from all sources other than mail
as well as reconciliation of the mail payments.

The Collect Payments subprocess deals with large volumes of transactions that are largely automated,
from envelope opening and check scanning, to generating payment files to update accounts in the CRS,
The majority of the process is highly automated under the guidance of the Xcel personnel. The bulk of the
activities of the groups are devoted {o processing the mail, handling exceptions, and processing a small
percentage of the payments manually.

3.1.4.2 Process Improvement

No process improvement opportunities were identified

3.1.4.3 Training and Knowledge Retention

The Remittance Processing and Customer Receivables have defined activities that support user training
and individual coaching to sustain and develop personnel. in addition the group has defined activities for
the design, documentation, and testing of the business processes and procedures

3.1.44 Controls and Quality Assurance

GEM reviewed the business process that Remittance Processing and Customer Receivables use to track
their own activities and maintain quality performance levels. The Remittance Management function is
decomposed in Exhibit F-38. The Business Reporting and Performance Management processes are used
fo report the results of payment processing and provide the inpuls necessary to perform workioad
planning.

Each day Customer Receivables reconciles Remittance Processing deposits to the CRS application of
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payments to ensure that all amounts that were deposited at the bank were posted to the system. General
Accounting's Cash Processes Team reconciles to the bank statements on a weekly and monthly basis,
This reconciliation helps to immediately identify any misposting or out-of-balance transactions. The
primary control for Remittance Processing and Customer Receivables requires end of month cash
reconciliation of bank deposits to the corresponding totals in CRS and JD Edwards systems.

3.1.5 Customer Contact Subprocess

The Customer Contact process is a support process, meaning that it does not directly fulfill one of the four
primary subprocesses but provides information and services to all of them. The high level customer
contact process is shown in Exhibit F-43, The Customer Contact Center also participates in the other
revenue cycle processes as represented in the other high level process interaction diagrams in Appendix
F.

The inputs to this subprocess are:

* Customer contact to Xcel (via telephone, fax, mail, email, or website)
The deliverables of this process that relate to the revenue cycle are

= Satisfy customer information needs

»  Answer Customer billing questions
The primary participants in this subprocess are:

« Call Center infrastructure

= Customer Contact
3.1.5.1 Process Goals and Design
The goals for the Customer Contact subprocess are in the scorecards for the Remittance Processing and
Customer Receivables groups of Billing Services. The scorecard goals are;

o

-

—d

The customer contact center handles a range of customer inquiries but the main types are billing
questions, reporting service outages, starting or stopping service, and arranging for credit (payment
plans.) Xcel has multiple call centers located in each Xcel jurisdiction and they are further divided into
groups that focus on Business and Residential customers.

The Customer Contact group requires knowledge of Xcel operating practices and people handling skills.
The initial and follow-up tfraining and web-based Customer Care Quick Reference resource provide the
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support for the call agents to perform their work.

3.1.5.2 Process Improvement

* Enhanced call coding (for example, "High Bill" ,"Low Bill", or “Can’t Understand Bill" provides far
more useful information than simply “Billing” as a classification} by the Customer Contact Center
appears necessary to identify problems and trends earlier, because as the service areas have
increased in size and diversity, informal correlation of call trends needs to be supplemented by
additional analytics. Even allowing for the fact that call coding by customer representatives will
vary in quality, this would allow customer contact history to better identify trends, perform
anomaly detection, and allow post-analysis even among relatively small populations of
customers. By adding this information to the new Enterprise Data Warehouse, which contains
meter and customer tariff data, ongoing analyses and trending of call types across geographic
location, customer class, measuring device type, or even device lots become feasible.

* The PTJ and follow-up processes are complex and require the use of muitiple systems to track
the actions. Users have to use Outlook or other ad hoc approaches to keep track of activity, and it
requires manual information transfer between systemns to manage the workflow. Special meter
read requests are complicated to track and have too many handoffs. The current PTJ processes
should be re-evaluated to determine how the workflow tracking functions could better support the
individual performer’s work needs.

3.1.5.3 Training and Knowledge Retention

Customer contact center fraining and retention are important to the revenue cycle because of the direct
communication with customers and because the contact center employees, if developed and retained,
are a valuable talent pool to grow into positions of increasing responsibility in the revenue cycle.

There is an extensive training program for contact center new hires. A seven week training course
includes phone work one day per week taking calls that align with the skills that have been learned.
improved screening has significantly reduced the attrition rate of trainees,

The Residential Contact Center had very high turnover rate that diluted the value of the training and the
average experience level of representatives. Xcel implemented a Progression Training Program in 2008
and it has improved the quality of the representatives and the retention of trained agents by providing a
path to permanent employment and job progression within Xcel.

Xcel provides additional sustainment training for the contact center agents based on cyclical needs, for
example, high bill sustainment training, disconnect moratorium, and marketing training. Some of these
are done regularly at appropriate times of the year, such as the disconnect moratorium. This sustainment
training proactively prepares call agents for expected surges in activity

There is no advanced training for the customer contact center specialistteam leader positions, but they
take the same sustainment training as the representatives, in addition to corporate team leader and
manager training.

3.1.5.4 Controls and Quality Assurance

Quality control for the customer contact center utilizes post-call surveys and an external survey service
called Voice of the Customer.
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3.2 Process Tests

GEM selected several key processes to test at the process performer level by observing the Xcel
employees’ activities or reviewing other audit documentation. The intent was to determine whether the
documented processes were being followed.

3.2.1 Electric and Natural Gas Meter Testing

GEM reviewed the current Xcel internal and external testing processes for electric and natural gas meters
to determine if they are consistently applied, look for remaining gaps in the processes, and provide
recommendations on the completeness and robustness of the tests.

GEM finds that Xcel has been performing meter testing that has been typical in the industry for many
years. The Xcel meter shops follow set procedures for establishing lot samples and testing the accuracy
of new electric and natural gas meters that are consistent with industry practice, and there were no
observed gaps or problems with the meter accuracy testing processes. However, in many cases the
meter accuracy is not the real issue; Xcel's recent experiences are related to weaknesses with the new
AMR technologies that manifest themselves as either:

«  Failure to transfer the proper reading for transmittal (mechanical connection failures in natural gas
meter module)

* Failure to record any consumption but transmit readings (natural gas meter damage)

« Failure to tranemit the reading (RF communication problem for either natural gas or electric
meter.)

These problems are relatively new and primarily due to manufacturing defects, incompatibility between
modules and natural gas meters, or RF communication network weaknesses that are out of Xcel's direct
control after the meters are purchased and installed. Xcel can and is demanding that Cellnet improve its
equipment and technology, however this does not resolve the ongoing impact on customer billing of the
existing field deployment and does not fully address the fact that there remains a design tradeoff between
modules and natural gas meters that can cause mechanical failures in either component. The latest
Celinet module version for natural gas meters has reduced the number of failures caused by the module,
but natural gas meters continue to be damaged by Celinet modules. If these types of failures continue to
occur, Xcel should be prepared to adopt al least one of the following three paths:

* Realizing that these failures will occur, continue to enhance processes to detect and replace the
failed devices on an expedited basis and understand the root causes of the failures.

= Work with both Cellnet and natural gas meter manufacturers to find a more appropriate match
between the quality and robustness of the module mechanical components and the meter register
and internal gear construction.

+ |f significant mechanical issues persist with Cellnet AMR modules on natural gas meters,
evaluate the possibility of utilizing a completely different module/register interface approach for
natural gas meters that does not make the same mechanical interface tradeoffs between
damaging the module and damaging the meter.

For both natural gas and electric metering AMR Xcel should:
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=  Continue to refine and improve analysis practices and tools to identify and replace the probiem
devices

» Conduct discussions with Celinet to seek mutually agreeable modifications tof

3.2.1.1 Xcel Testing

Xcel is enhancing its random and periodic testing of meters to include the AMR components and revise
sample sizes, although firm guidelines on sampling for modules was not in place at the time GEM
observed the testing processes and the equipment to test module RF communication was available only

for electric meter testing.

3.2.1.2 Celinet Environmental and Mechanical Characteristics

For natural gas meters,r
JThe ANSI B109 specification for auxiliary devices for natural gas

meters says, in part, that the cases shall be moisture-proof material suitable for outdoor service in
ambient temperatures of -40° to 1680° F.

After the failure of the Celinet modules in 2007 and 2008, Xcel asked Celinet if the natural gas podule
model being used by Xcel was designed to operate in the temperatures of Xcel's service area.E :

|

Xcel also engaged an external testing lab to perform material composition tests and bend/break tests on
Celinet natural gas meter module mechanical components. These confirmed that the material was as
represented by Celinet, although the first set of replacements for the original module design still did not
completely meet first article test requirernents.

3.2.1.3 Future Testing

ol
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failures.

3.2.2 Rate Entry Process Tests

Correct and timely rate entry is a prerequisite to proper calculation of bills. The rate entry into CRS is
subject to a SOX control, RD-4. The short description of RD-4 is “A check sheet, second person
verification and SME [subject matter expert] sign-off are used to provide assurance that tariffs are
correct.”

A spreadsheet exists to assist a Rate Information Specialist in entering billing components o ensure all
components have been completed. One Rate Information Specialist inputs billing component changes
into the CRS Control environment and/or the CRS Production environment (depending primarily on the
time available to implement the change.) Spreadsheets are maintained to track all CRS tariffs and
unmetered charges. At least one other employee in the Revenue Analysis Department verifies entries for
accuracy and completeness,

GEM was provided the results of a test of the RD-4 control performed by Internal Audit on August 15,
2008. Out of the sample of 25 rates tested, 24 passed for 96% effectiveness. This level of performance is
only slightly higher than the level {85%) that would be rated a Deficiency for SOX purposes, and Xcel
should make efforts to improve performance on this control.

3.2.3 Billing Process Tests

This area was subjected to testing to ensure correctness and process effectiveness. As part of the
process review, supervisors and senior billing analysts worked with GEM to create the detailed performer-
level process flow diagrams shown in Exhibit F-35 {(Dollar Value Exception), Exhibit F-36 (Estimate Gas
Usage — Dead Register), and Exhibit F-37 (Mass Market High Low Check.) GEM then observed two
separate billers performing most steps of these processes to confirm Billing Specialists’ understanding of
the exception handling, estimation, and cancelirebill processes.

Both billers performed the processes essentially according to the documented processes. In the case of

the Dead Register estimation, the lowest of the customer’s natural gas usage for the comparable period
over the prior two years was used for the estimate.

3.3 Cellnet Contract Review
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3.4 Communication
Several categories of communication affect overall performance of the revenue cycle.

3.4.1 Customer Contact Communication

To aid in the review of customer communication, GEM reviewed Xcel's database of metering and billing
complaints received by the Minnesota Public Utilities Commission, OAG-RUD, and the North Dakota
Public Service Commission from 2007 through the first quarter of 2009. The customer contact center staff
had a high turnover rate at the time of the 2007 ~ 2008 Celinet problems, which may have contributed to
instances of incomplete or incorrect information being provided to customers at the onset of the problem.
Xcel later performed sustainment training and prepared information resources, talking points, and
consistent templates for explaining these problems to customers. In addition, Xcel is continuing to take
steps to increase retention of customer representatives, which provides a larger pool of more experienced
representatives to handle customer inquiries.

3.4.2 Field Communication
When every meter was manually read and therefore actually observed monthly by an employee, certain
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types of failures and field conditions could be detected and reported more quickly. With AMR, a problem
consumption pattern must be identified in the data processing systems.

GEM's interviews with remaining meter readers and electric and natural gas meter technicians revealed
that many feel that today their observations of field conditions do not reliably result in follow-up actions,
and as a result they may be asked to perform the same action (for example, replace a meter or perform a
reread for a zero consumption meter) repeatedly. Some stated that they must report field conditions
directly to their supervisors in order for action to be taken, whereas many of these types of observations
could be reported directly through the handheld reading devices or mobile data terminals and reasonably
expected to result in some follow-up without involving the supervisor. Information from meter readers or
meter technicians regarding vacant premises also do not appear to be taken into account when
investigating possible DR {dead register, as inferred from repeated zero readings) conditions.

3.4.3 Intra-Process Communication

Xcel has instituted or broadened four types of cross-functional teams to enhance communication across
the revenue cycie.

= Executive Committee — The NSPM/NSPW Metering/Billing/Reporting Executive Committee meets
weekly and is comprised of senior management representing the relevant business, operations,
technology, and regulatory functions. Its mission is to ensure that Xcel meets or exceeds
customer and regulatory requirements for metering, billing and related regulatory reporting.

= Meter to Mailbox Governance Team — The NSPM Meter {o Mailbox Governance Team is
comprised of key stakeholders from customer solutions, technology, and regulatery functions. It
ensures implementation of all tasks necessary to meet or exceed customer and regulatory
requirements for metering, billing and related regulatory reporting.

*  NSP and PSCo Cross-Functional Working Teams — These teams meet bi-weekly to share overall
Daily Operations Updates from such areas as: Meter areas, Billing, Meter Reading, Call Center,
Regulatory, and Business Systems. This forum provides an opportunity for the leaders of the
respective areas {o share recent findings and activities and to seek assistance, share solutions,
or find answers related {o current work.

* Rate Case Profile Teams — When a rate case or rate change is being developed, a formal team is
assembled with representatives from all affected disciplines. Although this is not a new practice,
over the last year Xcel has expanded the scope and formality of these teams. Exhibit F-21, the
high level Rate Change process interaction diagram, summarizes the groups involved in the rate
change process. ~

These cross-functional teams and explicit quality assurance initiatives have clearly led to more proactive
implementation of system and process improvements that support accurate billing, accurate information,
and the prompt resolution of problems and should be continued. Ultimately most of these groups’ results
should be formalized into process so that success is not based solely on continued face-to-face
communication and its associated high overheads.

During the interviews for this review, process performers from numerous groups expressed interest in
learning more about the remainder of the process. Most participants in the revenue cycle could benefit
from process level cross training. It would demonstrate the cross functional activities that are critical for
successful billing, as well as identify the contribution that each group makes to a timely and accurate bill.
For example, meter readers would better understand the impact on billing of a meter read that is cuiside
of the billing window, and a billing analyst or customer contact representative would better understand

\4
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why it is important that the field technician know why a meter exchange is being requested. Process
documents such as SOX process diagrams or the process model developed during this review constitute
a suitable starting point and resource for creating this type of cross-functional training. In this type of
training the process documentation is the primary training tool, providing a framework for presenting the
shared knowledge, common use of technologies, and communication handoff methods needed for a
successful process.

3.44 Supervisory and Management Communication

During this review Xcel personnel at all levels of the organization were very aware of the Celinet metering
and billing issues and alt seemed aware that more timely and complete communication and escalation of
problems is always beneficial.

3.4.5 External Communication

External communication includes public statements to all or groups of cusiomers, regulators, and
advocates.

Xcel, regulatory agencies, and external advocate groups all recognize that meter reading and billing
issues, in particular the Celinet AMR problems that became apparent in late 2007 and early 2008 were
not communicated throughout Xcel or to regulatory, advocate, and customer stakeholders in a timely or
effective way. More recent metering problems have been quickly analyzed, quantified, and
communicated, indicating that Xcel has become more open in its communication processes.

Xcel recently began sharing internal performance scorecard measurements with regulatory agencies and
external advocate groups to show its current internal measurements of key metering and billing
performance metrics.

3.5 Staffing Trends

GEM requested the following staffing counts for areas that directly affect metering and billing performance
in order to explore the observations from several work groups that staff shortages had the potential to
affect metering or billing performance and to establish, if possible, whether staff had been reduced too
quickly following automation. Where a single organization primarily supports NSPM or the North region
including NSPM and NSPW, that count is shown and so indicated. The remaining organizations are
cross-jurisdictional, and the Xcel-wide count is shown.

PUBLIC DOCUME?
TRADE SECRET & SECURITY DATA EXCISK

Organization Number of Filled Number of Filled Number of Fitied Number of Filled
Positions on Positions on Positions on Positions on
January 1, 2006 January 1, 2007 January 1, 2008 January 1, 2009
Meter Services (Meter Shop and |
Meter Field Organizations) (NSPM) 1
Meter Reading {NSPM and NSPW)
Billing Services
Remittance Processing
Billing Products and Services
Customer Receivables
C&l Biiling - -
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Organization Nuraber of Filled Number of Filled Number of Filled Number of Fifled
Positions on Positions on Positions on Positions on

January 1, 2006

January 1, 2007

January 1, 2008

January 1, 2009

Mass Market Billing Operations

Customer Contact Center
Regulatory Administration (NSPM)
Data Coordination and Quality -

These counts are at a fairly high level, and they should be viewed as only indicative because they do not
include contractors and in some cases refiect shifts of personnel between organizations or subgroups
rather than an overall change in staffing levels. The primary conclusion that GEM reaches from this
information, as it relates to the current revenue cycle process review, is that there was no widespread
reduction in staffing in key groups during the 2007 — 2008 period when the Celinet metering and
associated billing problems were at their peak.

3.6 Technology and Data Integration

3.6.1 Customer Resource System (CRS)

CRS is Xcel's customer information and billing system for its entire service territory. It was put into service
between 2004 and 20085.

From the revenue cycle viewpoint, the CRS has several weaknesses:
* Rate setup is complex.

= Some activities, including meter exchanges and cancelfrebil], require more work and extra steps
to accomplish in CRS compared to Xcel's prior customer system.

While these limitations lead to suboptimal process performance in some cases, they do not represent
material defects for the purpose of customer management or billing.

Many of the work processes and information flows in the revenue cycle are built around a CRS concept
called a Process Tracking Job {PTJ.) CRS users, the CRS itself, or integrated systems can create a PTJ
for a customer account to trigger a task, investigation, or other work activity to be performed by the user's
work group or, more typically, other work groups. Progress on the work activity and iis resolution become
part of the customer/premise record. The PTJ concept is a good unifying approach but the PTJ tool and
Xcel's implementation have limitations. For example, the current implementation of the PTJ workflow
requires Xce! staff to manually keep track of the jobs and search for the results in CRS to determine the
status, rather than routing the PTJ back to the initiator or initiating group if so desired and escalating if the
task is not completed in a timely manner.

At the time of the Scoping Phase of the Revenue Cycle Process Review,[ ]
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3.6.2 Monitoring Device Management System (MDMS)

MDMS is the system of record for meter assets and plays a central role in provisioning customers with
meters, defining register to tariff relationships, and tracking meter test history.

All indications are that MDMS is fulfilling its meter inventory and test management functions adequately to
support the revenue cycle. However, reporting on meter related work management, which used to be
highly useful when meter dispatching was centralized in MDMS, now requires highly specialized skills
because of the distribution of work management functionality between CRS, the Mobile Dispatch System
and MDMS.

3.6.3 Meter Reading Acquisition System (MRAS)

MRAS is the reading repository for all meters read monthly, daily, or on scheduled intervals. The
repository holds all readings obtained through meter reading sources other than those manually entered
into CRS. It also holds meter data and meter reading route information.

At the time of the Revenue Cycle Process Review Scoping ?hase,[

]

3.6.4 Mobile Dispatch System

The Mobile Dispatch System consists of a work order dispatching facility and mobile data terminals
{MDTs) installed in many, but not all, field crew vehicles. It is integrated with the CRS and MDMS to aliow
it to create work orders from CRS PTJs and to communicate status of the work orders back to CRS and
MDMS.

Section 3.1.1.2 describes opportunities to improve the use of the Mobile Dispatch System in the revenue
cycle process.

3.6.5 Interface Exception Handling (IEH)

The IEH is a consolidated database of interface transactions and exceptions. Its principal role is {o record
meter-related (set, remove, and exchange) transactions between the Mobile Dispatch System, MRAS,
and CRS, When the transactions are successful, users do not need to take any action. But when a
transaction fails or when certain types of transactions that are not fully automated occur, users access
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this system to investigate the transaction and determine necessary remedial actions.

3.6.6 Enterprise Data Warehouse

The Enterprise Data Warehouse is a data warehouse project initiated by Xcel in 2006 to consolidate
multiple sources of information across Xcel At this time it is in pilot use and contains important
information extracts from three core revenue cycle systems — MDMS, MRAS, and CRS.

This is a timely and important initiative for the revenue cycle, because access to information has been
more difficult since meter maintenance functionality was spiit between MDMS, CRS, and the Mobile
Dispatch System beginning in 2004. Since the time of that split, reporting to manage and track work has
required additional and specialized resources. Knowledge of multiple systems has been required fo
synthesize the reporting information.

To be most useful to the revenue cycle, Mobile Dispatch Systern data should be included in the
Enterprise Data Warehouse on at least a daily basis, as well as customer contact information with

enhanced call coding.

The Enterprise Data Warehouse provides an effeclive platform for simplifying the multiple reconciliation
reports that are now used to compare meter installation information among Xcel systems and between
Xcel and Celinet. But similar o today the challenge remains ensuring that there is a single point of
data/process ownership so that someone is explicitly responsible for consistency of the meter information
from ordering through retirement and through all activities between.
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Billing Accuracy and Service Quality

This section summarizes the business process factors, including supporting technology, that influence
billing accuracy and describes candidate service quality measures related to billing accuracy.

For the purposes of this review, the definition of billing accuracy (which maps to the four revenue cycle
subprocesses) is:

1)

2)

3)

4)

The customer is provisioned with suitable metering equipment and an appropriate rate
assignment, and all data processing systems have a complete and accurate representation of the
customer, location, metering equipment, and rate.

An accurate measurement of actual usage and any other required quantities is obtained on the
periodicity required by the tariff.

The bill calculations are properly performed according to the applicable tariff, and a correct
staternent of usage and charges is provided to the customer.

The payment rendered to Xcel is applied to the customer’s account,

Exhibit 4-1 presents a more detailed breakdown of the factors that can adversely affect billing accuracy in
each of the four revenue cycle subprocesses. The meanings of the columns in the table of Exhibit 4-1

are:
= Subprocess - The Revenue Cycle subprocess where the source of billing inaccuracy is
introduced.
* Source of Inaccuracy — The source of inaccuracy.
« Systemic — Does the source of inaccuracy tend to be long-term and hidden?
» influence of Process on Root Cause — To what exient is the root cause caused by or
influenced by the business process?
«  Detection Mechanisms - How is the inaccuracy detected?
* |Influence of Process on Detection — To what extent does or could the business process detect
the source of inaccuracy?
* Remediation — How is the inaccuracy remediated?
* Influence of Process on Remediation Performance — To what extent does or could the
business process remediate the inaccuracy?
»  Sampling - Is the level of accuracy or inaccuracy only {or primarily) measurable through
sampling?
*  Metrics — How can performance of this factor be measured?
‘ "
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* Notes — Additional remarks.

’ 4-2
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4.1 Bill Accuracy Metrics

4.1.1 Indirect Indicators

Cancelirebill counts are often used as an indicator of bill accuracy. Over 50% of cancelirebill activities are
related to tenant changes or similar conditions where timely information is not received from customers,
over which Xcel has little or no control. The remaining types of cancelirebills should be considered
controllable by Xcel to some extent and fall into the following categories:

» DREG {dead register) — No reading available due to either a failed meter, AMR module, or RF
communication problem

«  Meter exchange not processed within the timeframe that allows reading in the billing window

* Misread

= [ncorrect rate or tax

» |nvoice reversed

*  Pezk contro! contract waiver

=  Previous estimated bill

=  Specialized meter correclion

= Uncategorized ("Do Not Use” code)
The cancel/rebill reason is a drop-down selection from the CRS, and the selection is a subjective process.
if a cancelirebill metric is used to measure billing accuracy, the cancellrebill dollar deltas between the

original bill and the rebill (after removing tenant changes and other cancel/rebill causes that Xcel cannot
reasonably control) should also be included in the metric.

4.1.2 Accuracy Component Measures

Recognizing that each of the items in Exhibit 4-1 directly influences billing accuracy provides an effective
way to link individual subprocess and business unit goals directly to the overall goal of bill accuracy as
well as a path to defining meaningful service quality measures.

4.2 Service Quality

Xcel's current Minnesota electric and natural gas tariffs include one service quality measure (Meter
Reading) that directly relates to billing accuracy. The Meter Reading service quality provision is intended
to minimize the number of unread meters. The benchmark for the months of April through November is
that 90% of all meters are read. The benchmark for the months of December through March is that 80%
of all meters are read.

Customer complaints forwarded from the Consumer Affairs Office {CAO) of the Minnesota Public Utilities
Commission and the Office of the Attorney General-Residential Utilities Division {OAG-RUD) are also

iW' Global Enterprise Managers, Inc., Revenue Cycie Process Review
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reported as part of the Minnesota service quality measures, but even though Xcel classifies them under
metering, billing, and several other categories, they constitute only a very general indicator of metering
and billing performance.

The Service Extension Request Response Times service quality measure, while related to the overall
operation of the revenue cycle, is not directly related to billing accuracy.

Service quality measures such as electric distribution reliability indexes or call answering times are widely
used across utilities. But billing accuracy is more difficult to measure and has seldom been used directly
to measure utility performance for regulatory purposes. In the absence of an industry standard for either
the measurement approach or the performance targets, GEM recommends that Xcel and the relevant
regulatory bodies consider the following approach to implementing additional service quality measures
that more directly address metering and billing accuracy:

» Measure and report Xcel's performance for each of the sources of billing inaccuracy listed in
Exhibit 4-1 for a baselining period of one year. Xcel already measures many of these sources as
part of its current controls or scorecards.

= |n addition o using these measures as immediate indicators for process improvement, select the
factors with the largest influence on billing accuracy as reference values from which o define
annual improvement targets.

*  Continue tc measure and trend the remaining factors internally to Xcel to reduce the chance that
unexpected changes in performance will go undetected.

N 4-10
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5. Billing System Test

Xcel currently uses a semi-automated mass market test suite and a less automated test approach for C&l
customers as part of its ongoing Quality Assurance process. These tests rely on spreadsheet templates
and, in the case of mass market testing, a program and database of billing factors. The spreadsheets and
billing factors are used to calculate and compare many, but not all, billing fine items with the values

produced by CRS.

During the Scoping Phase Xcel and GEM identified the following opportunities for improvement in the
current billing calculation tests:

s Certain rates, riders, taxes, and fees are not included in the test suite.

» Because the bill calculation tests do not include all components and proration algorithms,
systemic mismatches must regularly be investigated, which detracts from identification of actual
issues.

= A fixed, limited set of accounts with simulated usage and demand readings is used for mass
market testing.

= Rate combinations are not consistently included in the test suite, making it difficult to assess the
level of test coverage that has been achieved.

« Different approaches are used in the mass market and C&l billing areas.

*= The C&l billing tests are executed less frequently than the mass market tests because they
require more manual interactions. {C&1 Billing has an objective of testing each C&l rate at least
once per year.) This exposes Xcel fo the risk that a rate calculation could be incorrect for an
extended period of time. Although a small number of customers might be affected by an error on
a particular C&| rate, the impact to those customers could be significant.

= Spreadsheet templates have the potential to introduce and propagate errors because they are
copied and modified to represent new rates, and calculations within spreadsheets are not always
easily fraceable.

= [tis time consuming and requires specialized knowledge to configure the spreadsheet templates
and billing factor database, particularly for rate cases where there are muitiple new or changed
rates.

A review of billing issues that affected muitiple customers during 2008 shows that nearly one-fourth of the
issues were caused by calculation or data errors that GEM believes could have been avoided or detected
earlier if a more comprehensive billing accuracy test had been in place. A reasonable standard for
correctness of automated billing calculations given correct input data is 100%, which is consistent with
SOX standards for automated processes. That standard can be best assured by comprehensive festing
of the CRS billing calculations. In the absence of a more robust bilt calculation test process, GEM would
not have been in a position to assert confidently that CRS is calculating accurate bills, based on what the
Scoping Phase revealed about the limitations of current bill calculation testing.

Xcel, in response to findings from Internal Audit and the Meter to Mailbox Governance Team, is
considering enhancements to its current billing calculation tests that address some, though not all, of the

w——— o
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opportunities for improvement listed above.

GEM developed a Bill Test system® to assess the core calculation accuracy requirement by providing
independent, automated bill calculations that can be compared with the results of the CRS billing
calculations. The Bill Test system consists of billing objects necessary to represent electric and natural
gas rates and bill calculations in all Xcel jurisdictions and a set of web pages to configure test versions of
actual rates, charges, factors, adders, taxes, fees, effective dates, and similar billing determinants. Within
the scope of the current review, GEM used the current Xcel electric and natural gas rate books to create
test versions of most Minnesota and North Dakota electric and natural gas rates and then compared
samples of actual CRS bill calculations with the Bill Test system calculations for the entire August 2009
billing month and selected days spanning the winter and spring seasons. Mismatches greater than $0.03
(to allow for rounding effects) between the two systems were reviewed to establish whether they
represented calculation, factor, or rate interpretation differences between the GEM Bill Test system and
the CRS, and the small rounding mismatches were also examined and confirmed not to contain any
significant bias that could affect billing accuracy in a systematic way. Although it is not feasible for the Bill
Test system to model all of the calculation variations and exceptions supported by a large-scale,
production customer billing system such as the CRS, after a period of refinement the test process
became sufficiently sensitive to identify several CRS discrepancies in the following categories that are not
attributable to modeling differences between the two systems or limitations in the Bill Test system:

s Account Setup

- Three specific CRS accounts were identified as being improperly set up. The missing or
incorrect setup was related to either special metering configurations or multiple services on
the account. Although small in number, these account setup findings are consistent with
GEM's recommendation (see Section 3.1.1.4) for additional automation, process
improvements, and quality assurance in the BCL and post-BCL account setup process. They
also suggest potential value of the Bill Test system as a tool to assist with ongoing account
setup verification.

*« CRS Caleulation Logic

- In a specialized situation involving multiple services on a single account and different meter
reading periods for each service, CRS calculated the bill incorrectly.

- CRS calculated the discount under the Residential Controliled Air Conditioning and Water
Heating Rider based on the entire energy consumption of both services on an account,
although only one of the services was eligible for the discount. This discrepancy appears to
affect muttiple accounts.

»  City-Requested Faciiities Surcharge Calculation Logic

- When multiple City-Requested Facilities Surcharges were simultaneously in effect, a case
was observed where CRS applied only one of two surcharges to multiple invoices for a single
account.

- When a City-Requested Facilities Surcharge expired during a billing period, CRS did not
charge the correct prorated value to the tested customer accounts in the affected jurisdiction,

« Rate Interpretfation

- The Minnesota Interim Rate Surcharge Rider is subject to interpretation regarding the

=
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calculation basis for the Low Income Energy Discount Rider, the Residential Controlled Air
Conditioning and Water Heating Rider, and the Commercial and Industrial Controlled Air
Conditioning Rider. The Interim Rate Surcharge Rider specifically excludes the Fuel Cost
Rider, yet the CRS calculates credits for the Fuel Cost components of the Low Income
Energy Discount Rider, the Residential Controlled Air Conditioning and Water Heating Rider,
and the Commercial and Industrial Controlled Air Conditioning Rider. Xcel's explanation is
that the Interim Rider also states specifically that the interim surcharge applies to Low Income
and Saver's Switch discounts, which are in part based on monthly fuel costs, and that this
does not result in applying the interim surcharge to monthly fuel costs; instead, monthly fuel
costs in this case are used only as reference points for determining the amount of the
discounts,

Determining whether or not revenue recovery is correct with respect to the actual filed tariff is
outside the scope of the Revenue Cycle Process Review, and these calculations generally
appear to be in the customers' favor. Nonetheless, calculation of the interim charges on these
credits contradicts one reasonable interpretation of the rate book, and it would be desirable to
clarify the published rate description.

These discrepancies were identified out of a total sample of over 66,000 tested accounts. Compared fo
the set of CRS accounts that the Bill Test process identified as being calculated properly, this number of
discrepancies is small and has minimal impact on overall billing accuracy. GEM's conclusion is that the
CRS is reasonably providing accurate customer bill calculations for Xcel's Minnesota and North Dakota
customers.
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Appendix A Summary of Recommended Actions and Process Improvement Opportunities
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Summary of Recommended Actions and Process improvement Opportunities

The following two tables summarize the recommended actions and process improvement opportunities
identified during the Revenue Cycle Process Review and presented in Section 2 (Key Results) and
Section 3 (Process Review) of this report. To accommodate the structure of the original Scope of Work,
some of the recommended actions and process improvement opportunities were repeated or restated in
Section 2 in alternate forms appropriate to the various Scope of Work items.

Recommended Actions

Action

Alternate/Related Action Description

1) Centralize information collection and reporting
on all sources of billing inaccuracy described
in Section 4, Billing Accuracy and Service
Quality, to support continuous monitoring and
improvement of billing accuracy.

[Use] the Enterprise Data Warehouse [to provide a
standardized set of daily, weekly, and monthly
reports for measuring organization, process, and
performer goals against the overall revenue cycle
objectives.

Create reports of CRS estimation accuracy and
bias based on comparing the estimated values with
measured values for the same period in prior years
in order to assess estimation performance.

tither expand Xcel's current, in-house bill
calculation verification test program or adopt the
Bill Test system that GEM developed within the
scope of this review to sample and analyze a larger
number of actual rates, tariffs, riders, taxes, fees,
and other billing components using production
billing system data on a more systematic basis.

2) Measure and report Xcel's performance for
each of the sources of billing inaccuracy listed
in Exhibit 4-1 of this report on a monthly basis
for a baselining period of one year.

3) In addition to using [the] measures [in Exhibit
4-1] as immediate indicators for process
improvement, select the factors with the
largest influence on billing accuracy as
reference values from which to define annual
improvement targets, and continue to
measure the remaining factors internally to
Xcel to reduce the chance that unexpected
changes in performance will go undelected.

4) Align business unit and subprocess goals with
an overall revenue process billing accuracy
improvement objective by means of the
individual billing accuracy factors summarized
in Section 4.

Align organization, process, and process performer
performance improvement goals with the overall
revenue cycle billing accuracy improvement goals
described in Section 4, Billing Accuracy and
Service Quality.

5) Document the full set of revenue cycle
controls in a comprehensive Quality
Assurance plan.
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NON-PUBLIC DATA
IN BRACKETS

PUBLIC DOCUMENT
TRADE SECRET & SECURITY DATA EXCISED

Action

Alternate/Related Action Description

6)

Ensure that ali of the sources of billing
inaccuracy listed in Exhibit 4-1 of this report
are included in the set of revenue cycle
controls. -

Ensure, either by the Internal Audit group or
another independent Quality Assurance
group, that the controls are being regularly
fracked and promptly acted upon by the
appropriate business group.

8)

[Make] a set of measurements related to
potential sources of billing inaccuracy selecied
from those described in Section 4.2 [...]
available to reguiatory agencies and external
advocate groups on a regular basis in the
form of new service quality metrics.

9)

B

10) Ensure that the additional internal random and

period testing and RMA testing and tracking
on failed integrated electric meters and
modules is designed to predict integrated
meter/module frends, since the long-term
performance and potential failure modes of
these measuring devices are not yet well
established.
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PUBLIC DOCUMENT
TRADE SECRET & SECURITY DATA EXCISED

Action

Alternate/Related Action Description

13) Complete and formalize receipt sampling and
test processes for the AMR modules that Xcel
receives with most new meters.

14) Continue to update the types of "safety nets”
that are in place to identify and efficiently
remediate metering and meter reading
problems when they occur. The issues of
repeated readings that began in late 2007 and
2008 were not caught quickly by the CRS
biliing stop bill checks, consecutive estimate
checks, or zero usage checks. When every
meter was actually observed by a meter
reader, certain types of failures and field
conditions could be detected and reported
more quickly. With AMR, a problem
consumption pattern must be identified in the
data processing systems.
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Action Alternate/Related Action Description

15) If natural gas meters continue to be damaged
by Cellnet modules, adopt at least one of the
following three paths:

= Realizing that these failures will occur,
continue to enhance processes to detect
and fix the failures on an expedited basis
and understand the root causes of the
failures,

= Work with both Cellnet and natural gas
meter manufacturers to find a more
appropriate match between the quality
and robustness of the moduie mechanical
components and the meter register and
internal gear construction.

=  |f significant mechanical issues persist
with Celinet AMR modules on natural gas
meters, evaluate the possibility of utilizing
a different module/register interface
approach for natural gas meters that does
not make the same mechanical interface
tradeoffs between damaging the module
and damaging the meter.

16) Establish goals for investigating and
determining root cause for meters on the Lost
Meter report. The Lost Meter report lists
meters that are providing automated readings
but that are not known to Xcel's information
systems.

17) Implement an AMR Natural Gas Meter
assessment program to find and repair meters
that are under-reporting usage due to
register/module interface slippage.

18) Ensure that the meter reading resource
staffing level is sufficient to read all manual
routes under normal conditions — which is
Xcel's current policy — and also to account for
potential de-automation - the reversion of
selected AMR electric or natural gas meters
for which reliable automated readings cannot
be obtained back {0 manual reading

A A4
lﬁ?l Global Enterprise Managers, Inc. Revenue Cycle Process Review
Final Report Volume 1
Revision 2, September 16, 2009



@ Xcel Energy-

Action

Alternate/Related Action Description

19) Create more comprehensive structured
training courses for advanced mass market
billing analysts, C&l billing analysts, and rate
information specialists and use these training
courses to upgrade current skill levels and
introduce additional resources into these
groups as needed.

Establish more formal progression of advanced
training for ali billing analysts, but particularly C&l
billing analysts, to shorten the time required to
make a billing analyst fully productive.

20) Plan for staffing increases in C&! Billing area
to prepare for retirements and to
accommodate the non-C&d tariff work that has
been added to this group’s responsibilities.

21) Evaluate Business System staffing levels to
ensure appropriate support levels are
maintained for processes that are automated
and for new technologies that are
implemented to support the revenue cycle
process.

22) implement more cross functional training on
the revenue cycle processes so that
participants better understand how they fit into
the process and how other groups also fit in,

Create revenue process fraining courses that
clarify each process performer's role in the overall
process, handoffs between roles and groups, and
best practices for using the CRS, {EH, Mobile
Dispatch System, and other shared technologies.

Develop and deliver formal revenue cycle process-
wide familiarization training for most revenue cycle
participanis so the impacts of actions in one area
on others are better understood by all process
performers.

23) Improve time tracking for the time that
employees dedicate to special projects as
compared to core iob activities to support
better workload trending.

24) Capture additional business process
knowledge from experienced workers by
documenting the processes at a performer
level across the revenue cycle, and make this
information available to all revenue cycle
participants.
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Additional Process Improvement Opportunities

The items in the following table represent opportunities for process improvement or business efficiencies.

Opportunity Alternate Forms, Related Opportunity
Description, or Report Cross Reference

1) Define key billing accuracy measures
(including those selected as key controls from
the set of metrics in Section 4.1) to trigger
employee notifications when they are violated,
require positive confirmation that they have
been addressed, and be subject to escalation
if they are not resolved in a timely manner. If it
is not possible to achieve this type of business
process management with the current CRS
workfiow technology, evaluate business
process management (BPM) tools that can be
integrated with the CRS and other Xcel
systems 1o provide advanced business
process notification, workflow, routing, status
tracking, and escalation capabilities.

2) [Clontinue to review and refine customer fetler
templates for explaining billing errors and

rebilling.

3) Conduct a requirements analysis for the Update Mobile Dispatch System capabilities for all
Mobiie Dispatch System to identify the set of field support groups, as the current implementation
additional configuration, functional does not meet the needs of the meter support
enhancements, integration, and training groups.

necessary to support the field instaliation and
maintenance processes, which are critical to
improving metering performance,

4) Incorporate customer contact center
information into the Enterprise Data
Warehouse and combine this with enhanced
call coding to provide trending and anomaly
detection on call type, geographic location,
customer class, measuring device type, or
device lot. As the Xcel service areas have
increased in size and diversily, it has become
more important for informal correlation of call
trends to be supplemented by additional
analytics.
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Opportunity Alternate Forms, Related Opportunity
Description, or Report Cross Reference

5) Review the business utilization of the PTJ as
a workflow tracking tool and determine if
changes in the way PTJs are used will better
suit the work needs, If the PTJ approach
cannot meet Xcel's business needs, evaluate
commercial business process management
{BPM) tools that could potentially provide the
benefits of the PTJ work tracking approach to
both the revenue cycle and other Xcel
business processes while providing the
routing, escalation, and tracking needed for
more efficient work processes and improved
customer service.

6) [Continue] development of the Enterprise Data
Warehouse initiative, with the objective of
supporting [a] flexible, ad hoc reporting facility
allowing various business units involved in the
revenue cycle to create new views of
customer, metering, billing, and remittance
data as needed.

7) Revise the BCL new premisefaccount/rate Refer to Section 3.1.1.4
setup process for increased automation and
improved quality assurance.

8) Restrict meter exchanges only until the actual | Refer to Section 3.1.2.2
reading is recorded, not throughout the entire
read window.

9} Review ways to reduce the impact of the Refer to Section 3.1.2.2
reduced reading window on manual (handheld
and van) meter readers.

10} improve field meter location selection and Refer to Section 3.1.2.2
recording of locations
11) Review the project management tools and Refer to Section 3.1.3.2

training for the Regulatory Administration
group, and possibly the roles in the group
itself, to ensure that it can continue to
effectively accommaodate both the core
regulatory responsibilities and the important
project management role.
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AppendixB  Revenue Cycle Process Review Interview List
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Revenue Cycle Process Review interview List

GEM interviewed the following employees and contractors during the Revenue Cycle Process Review. In
some cases multiple employees with the same Xcel Energy job fitle or contract support role were
interviewed,

Xcel Energy Job Title or Contract Support Role Nature of Discussion

Analyst, Billing Support Create Bill subprocess, detailed review of selected exception
handling processes

Analyst, Business Integration Customer Care Create Bill subprocess, Collect Payment subprocess, rebilling,
estimation, process accuracy, detailed review of selected exception
handling processes

Analyst, Solutions Support BLR12, CRS mass market rate tesling

Collections Field Representative (MN) Collection work practices

Consultant, Solutions MRAS, customer billing, CRS change managerment

Consultant, Strategy and Planning Create Bill subprocess

Contractor, Sr Specialist Fiald Operations Technology questions for BCL

Credit Specialist Measure Product Delivery subprocess NSPM

Director OpCo Business Operations Meter installation and maintenance processes, meter failure data
from RMA process

Director, Billing Services Create Bill subprocess, Collect Payment subprocess, rebilling,
estimation, process accuracy, goals, business indicators, problems

Director, Customer Contact Center Customer Contact Center structure, roles, training, and revenue
cycle process support

Director, Customer Operations Process improvement and quality assurance iniliatives

Dirsctor, Gas/Electric Meter Shop & Field Operations Meter inventory, meter accuracy

Director, Meter Reading Cel!‘net, meter reading processes across the system, meter reading
goals

Director, Revenue Analysis Rate implementation business process and objectives

Electric Meter Shop Assistant Electdc mater testing

Electric Meter Technician Electric meter testing

Executive, Business Technology, Customer Consumer Billing and custorner care systems, system development process,
billing accuracy objectives

Field Operations Manager Meter reading PSCO

Field Operations Supervisor Meter reading PSCO

Field Technician - Gas Utilization Review field work use of Mobile Dispatch System for natural gas
meter work

Gas Meter Engineer Natural gas meter testing and reliability

Gas Meter Technician Natural gas meter testing

Lead - Gas Utilization Review field work scheduling for natural gas

Manager Business Analytics Enterprise Data Warehouse - current abilities

Manager Data Analylics Enterprise Data Warehouse - current abilities
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Xcel Energy Job Title or Contract Support Role

Nature of Discussion

Manager Gas/Electric Meters

Celinet, meter reading processes across the system, meter
installation and maintenance processes, goals, business indicators,
problems

Manager Remittance Processing

Coliect Payment subprocess, functional decomposition, goals, and
metrics

Manager, Audit - Utilities Group and Finance

Review interna) audit initiatives and overall revenue cycle quality
assurance

Manager, Billing Products and Services

Create Bill subprocess

Manager, Business Solutions Center

Customer contact center padicipation in revenue cycle

Manager, C&l Billing

Create Bill subprocess, C&l rate tesling, exceptlion processing

Manager, Customer Care Performance

Revenue cycle process review, meter-to-mailbox project

Manager, Custorner Care Talent and Training

Revenue cycle training, new employee and sustainment customer
contact center training, and reactive training

Manager, Custorner Contact Center

Customer Contact Center structure, roles, training, and revenue
tycle process support

Manager, Customer Receivables

Collect Payment subprocess, functional decomposition, goals, and
metrics

Manager, Gas Pricing & Planning

Rate and rate case development

Manager, Mass Market Billing

Create Bl subprocess, rebilling, estimation, process accuracy

Manager, Planning and Performance

Functional decomposition of meter installation and maintenance

Manager, Regulatory Administration

Objectives, ratermnaking process, internal and external
communications

Manager, Revenue Cycle

Measure Product Delivery subprocess NSPM

Manager, Revenue Cycle Field Ops

Measure Product Delivery subprocess NSPM

Manager, System Performance

Meter testing, meter accuracy, review meter failure data from RMA
process

Managing Director, Customer Care

Objectives, current problem areas, Celinet issues, customer care
goals

Meter Engineering Meter Testing and reliability, review meter failure data from RMA
Process

Meter Maintenance Manager Landis & Gyr support for AMR technologies

Meter Reader Drive-by automated meter reading (PSCO)

Meter Reader Manual meter reading (PSCQO)

Neter Reader (MN) Meter reading NSPM

Meter Tech Landis & Gyr support for AMR technologies

President & CEQ, NSP Minnesota Jurisdiction

Review objectives, quality assurance, process sustainability, key
business issues, goais. monitoring of review

Program Manager

Landis & Gyr support for AMR technologies

Project Director

Meter installation and maintenance processes {Celinet deployment
project)

Project Manager, Revenue Cycle

Responses fo Phase 1 (Scoping) information request

Rate Information Specialist

Rate case entry and scheduled rate change processes

B-3
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Xcel Energy Job Title or Contract Support Role

Nature of Discussion

Regional Vice President, MN, ND, 8D

Reasonableness standards, organization for multiurisdictional
company

Scheduler

Review Field work Schedutling

Scheduler, Electric Meter Dispatch

Electric meter testing

Senior Analyst, System Performance

Meter instaliation and maintenance processes, technology
questions for MDMS, CRS, IEH, and Mobile Dispatch System

Senior Business Manager, Customer Billing

Billing and custormer care systems, system development process,
rebilling, estimation, Enterprise Data Warehouse

Senior Business Manager, Customer Care Center

Billing and customer care systems, system development process

Senior Instructor, CCC

Revenue cycle training, new employee and sustainment customer
contact center training, and reactive training

Solutions Consultant

Enterprise Data Warehouse - current abilities -

Specialist Electric Metering

Review field activity for electric meter work

Specialist, Billing

Review billing corrections

Supervisor Billing

Create Bill subprocess

Supervisor Electric Meters Meter instaliation and maintenance processes

Supervisor Gas Meters Meter installation and maintenance processes, field work
scheduling

Supervisor Metro West Field Meter installation and maintenance processes, field work
scheduling

Supervisor, BCL Technology questions for BCL

Supervisor, Billing Operations

Create Bill subprocess

Supervisor, C&l Billing {CO)

Create Bill subprocess (C&l)

Supervisor, C&l Billing (MN)

Create Bill subprocess (C&1)

Supervisor, Collections Metro

Measure Product Delivery subprocess NSPM

Supervisor, Field Operations

Measure Product Defivery subprocess NSPM

Supenvisor, Network Performance

Celinet, meter reading processes across the system

Supervisor, Remittance Processing

Collect Payment subprocess, functional decomposition, goals, and
metrics

Team Lead

Meter installation and maintenance processes

Team Lead, Customer Contact Center

Customer Contact Center structure, roles, training, and revenue
cycle process support

Vice President, Customer Solutions

Revenue cycle goals and objectives

Vice President, Government & Regulatory Affairs

Organizational structure for rate implementation, cost/benefit
approaches, Celinet contract, rates and regulatory interactions,
audit approaches
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Document Inventory

Xcel provided the documents listed in this appendix to GEM during the Revenue Cycle Process Review.

Document Issue Date Document Name

21212007 Meter Reading Acquisition Systern (MRAS)

412412008 Circle of Life of a New Meter Set

Unknown Energy interfaces

211212008 Xcel Billing lssues - External Review

211372009 RE: Phase 1 Scoping Interview Guide
142712008 List of most common tariffs/rates

172812008 Retail Billing lssues Meeting

211212009 Billing Projects / Project Tracking Report

8/21/2008 RESPONSE TO COMMISSION NOTICE AND REBILLING PLAN DOCKET NO. G-0002/CI-08-871
1171472008 IN THE MATTER OF AN INVESTIGATION INTO NORTHERN STATES POWER COMPANY, A

MINNESOTA CORPORATION, INACCURATE GAS METERS, RECALCULATION OF BILLS, AND
RELATED ISSUES DOCKET NO, G-002/C1-08-871"

114252008 Docket No. G-002/C1-080871 Natural Gas True-Up Information

11272008 UPDATE AND RESPONSE TO COMMISSION ORDER DOCKET NO. G-002/C1-08-871
371772006 Stop Billing Rules
12/1072008 Retall Revenue Listing of Controls as of 12/10/2008

51672008 Meter inventory Process Dverview

516/2008 Meter Accuracy Process Overview

6/13/2008 Meter Reading Process Qverview

§/15/2008 Customer Resource System (CRS) Billing Process Overview

3/31/2008 Remittance Processing Process Overview

2/125/2008 Builders Call Line Process Overview

33172008 Unbilled Revenue Process Overview

71872008 Process Qverview for Rate Development

51412008 Credit and Collections Process Overview

Unknown PUC Table for Billing Corrections All States

21212009 Payment Options

Unknown Rate Implementation Process & Procedure

Unknown Rate Case Analysis Spreadsheet Documentation Guidelines

Unknown 2008 ND_Electric.xis

Unknown SPS TEXAS RATE CASE 2008PV xls
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Document issue Date Document Name
212712007 Meter Reading Acquisition System {(MRAS)
211812009 TM Tariff Maintenance Screen Shot
211812008 TM Unmetered Charge Maintenance
9/6/2007 2008-GCC-CHG1 100 Xcel Change.doc
Unknown No Bill Dollars Comparison 2006 to Current
Unknown Weekly Meter Exception Rate
Unknown Remittance Procassing Deposit Tracker
Unknown Customer Receivables Total Exceptions Tracker
211872008 interface techniques overview
Unknown Customer Care and Revenue Cycle - 2009 Strategic Plan and Goals
201712009 Update on select NSP MN Meter-related issues
6/5/2008 {EH Exception Processing
Various 1EH Job Aids
Unknown Billing 1EH Stats 2/9/08 - 2/15/08
Unknown Customer Care and Revenue Cycle Scorecard - January 2009
Unknown Customer Care Communications Rate Case / Filing Question and Answer Request Form
Unknown Communication Guidelines and Work Plan for Billing Issues
Unknown No Bilf Load Points Statistics
211212009 Meter Reading Performance Weekly Status Report
Unknown MDMS - Looking Up a Job
Unknown CRSB Premise Counis by Tariff Class 6-23-2005b.xls
Unknown Wi 3443 02-11-09_MM.xls
811172008 Change Management Operational Process & Procedure for Xcel Energy Account
Unknown Regression Test Tracking Template.xls
211912008 Reversal Analysis Report for 2/18/2008 to 2/19/2009
Unknown CR Listing
Unknown Billing Metrics
6/28/2007 QA Process for BLR12
Unknown PTJ Matrices
27212009 1MC Report List
9/89/2009 Unbilied Services Summary Report
2147712009 C&I-Survey-TOU reads 2008.xis
Unknown QOverview of C&1 Metering
.
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Document Issue Date Document Name
21212007 Meter Reading Acquisition System (MRAS)
12/2008 Mass Market Billing
1272008 C&1 Billing Scorecard
12/2008 Billing Services and Operations (BSO) Scorecard
1272008 Customer Receivables Scorecard
1272008 Remittance Processing Scorecard
671872004 Glossary of Terms
Unknown CRS Basics
Unknown Stop Billing Rules Index
712006 Stop Billing Rules Details
Unknown RES_Billing_Glossary
1442712008 List of most common tariffsfrates
Various Xcel Energy Company Information
211212009 Xcel Energy Organization Charts
21122008 Ordering Energy Services
211212008 TruCheck PTJ
21312009 Interval and Net Billing
8/2712008 Tariffs
2/12/2009 Daily Processing Reports for 2009-02-12
Unknown Bifling Problem Summary
Unknown Customer Metrics from the Billing Services Scorecards (Jan-09)
Unknown CRS Estimating Quetview
71612007 CONSUMPTION ESTIMATING SYSTEM
Unknown Degree Day Estimation laymans terms
6/26/2007 Gas estimation emails
Unknown Bill Estimation Examples
81872007 Sample Electric Estimated Bill
6/1812007 Sample Gas Estimated B#ll
Uniknown Gas Estimation Steps and Calculations Spreadsheet
Unknown Gas and Electric Estimation Spreadsheet
Unknown Feb 2005 thru Dec 2008 Cancel Rebllls Analysis IMC Report Grouping
Unknown Billing Component DEVELOPMENT Process
Unknown New/Changed Billing Component implementation Outline
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Document Issue Date

Document Name

21212007 Meter Reading Acquisition System (MRAS)

Unknown Billing Component (MPLEMENTATION & QUALITY ASSURANCE

Unknown Billing Process

Unknown New/Changed Billing Component Work Plan

Unknown IN THE MATTER OF NORTHERN STATES POWER COMPANY'S, A MINNESOTA
CORPORATION OPERATING {N NORTH DAKOTA, NATURAL GAS METER AND BILLING
SERVICE ISSUES Case No. PU-08-627 PROPOSAL FOR RESOLUTION

5/6/2008 2008 Meter Inventory Process Overview,dog

5612008 Meter Inventory 2008.vsd

§16/2009 2008 Meter Accuracy Process Overview.doc

37112008 Meter Accuracy 2008.vsd '

5115/2008 CRS Billing Process Overview May 15 2008.Doc

5/13/2008 CRS Billing Visio Map 13 May 2008_UPDATED BLRS8_05-22-08.vsd

111672009 Builder's Call Line Process Overview 16 Jan 09.doc

171672009 Builder's Call Line Process Map 16Feb09.vsd

212712009 Meter Reading Process Overview 6 Mar 09.doc

31612009 Meter Reading Process Map 19Apr08.vsd

71812008 Rates Process Overview July 8, 2008.doc

671672008 Rate Entry Process Map 16 Jun 2008.vsd

3/10/2009 2008 Remit Proc Process Overview.doc

371072008 Remittance Processing_FROCES MAP 03-11-08.vsd

31172008 C$ Scorecard_mar08.Finald.xs

Unknown 2009 metering scorecards master.xis

5/512008 gas meter retires 1_1_07-4_30_09.xis

37142009 PM202 5-5-09.x!s

4/3/2008 NSPM Billing / Metering Projects 80-day Plan Overview

512212009 BCL rate mismatch report stats

512372008 Elec CeliNet Fishbone_asof_052309.x1s

5723712009 Gas CeliNet Fishbone_asof_052309.xis

11292007 MDT_meterwork_1 3.doc

7123/2008 webex_Pilot_Training_materials July 23 2008

Unknown FCS trouble codes actions.xis

6/11/2008 Skip Codes 2008-06-11.pdf

51112009 2009 NBDScorecard xis
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Document Issue Date Document Name

2/212007 Meter Reading Acquisition System (MRAS)

5/2242009 Retall Billing fssues Status Update

8/15/2008 Testing for Control RD-4

61172008 TRAINING 2009 MASS MARKET_06_01_09-1.doc

Various Billing Notes (Training folder)

Various CeliNet Rebill (Training folder)

Various Consumption (Training folder}

Various Power Factor (Training folder)

Various Sustainment 2009 (Training folder)

Unknown CRS MN Gas Factors.xis

Unknown MN Electric CRS Rate Structure_2007.3_cae.xis

Unknown ND Gas CRS Rate Structure.xis

672212009 Regulatory Calendary 5-22.x1s

Unknown Rate Register Tl thru 5 26 09 (2).xis

Unknown Streetlight Consumption Calculation Algorithm.doc
4/12/2008 2007-2009_0408 RevCycle - Bifling Complaints.snp
411212008 2007-2009_0408 RevCycle - DCM Complaints.snp
4/12/2008 2007-2008_0408 RevCycle - Meter Reading Complaints.snp
441212008 2007-2009_0408 RevCycle - Metering Systems Complaints.snp
12/3/2008 08-069 Meter Inventory and Tracking Followup Audit

Dec 2008 Scorecard Business Operations Dec. 2008.x1s
June 2009 2008 Metering Scorecards.xis

Unknown WI-MI 2009 Read Performance (2)xds

Unknown June ND Schedule 2008, xis
6/1772009 051709 Cycle 12.xis

Unknown RMA_Analysis_Rollup_Findings_052009.xls
3/18/2008 Doliar_Vaiue_PTJl.doc
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Appendix D  Billing System Test Result Summary
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Billing System Test Result Summary

Test Coverage

GEM constructed the Minnesota and North Dakota electric and natural gas rates and rate combinations
listed in the first column of the Exhibit D-1 in the Bill Test system. These rates and rate combinations
cover 97.4% of the Minnesota and North Dakota electric billed premises and 99.4% of the Minnesota and

North Dakota natural gas billed premises.

Exhibit D-1
Bill Test Customer Rates

Rate Name

MN_E_ACD

MN_E_A01_Overhead_ElectricSpaceHeating

MN_E_AQ01_Overhead_ElectricSpaceHeating_Windsource

MN_E_A01_Overhead_ElectricSpaceHeating_Windsource_A50

MN_E_A01_Overhead_Standard

MN_E_AD1_Overhead_Standard_AS0

MN_E_A01_Overhead Standard Windsource

MN_E_A01_Overhead_Standard_Windsource_AS0

MN_E_A02_SpaceHeating

MN_E_A02_SpaceHeating_Prepaid

MN_E_A02_Standard

MN_E_A02Z_Standard_Prepaid

MN_E_AD3_Underground_ElectricSpaceHeating

MN_E_AD3_Underground_ElectricSpaceHeating_Windsource

MN_E_A03_Underground_Standard

MN_E_A03_Underground_Standard_AS0

MN_E_A03_Underground_Standard_Windsource

MN_E_AQ3_Underground_Standard_Windsource_AS0

MN_E_AD4_SpaceHeating

MN_E_AO4_SpaceHeating_Prepaid

MN_E_A04_Standard

MN_E_AD4_Standard_Prepaid

MN_E_AD4_Standard_WindSource

MN_E_AD5_Commercial_Optional

MN_E_A0S5_Commercial_Standard

MN_E_AD05_Residential_ElectricSpaceHeating

MN_E_A05_Residential Optional

MN_E_AO05_Residential_Standard

— =
in Global Enterprise Managers, Inc.

Revenue Cycle Process Review
Final Repori Volume 1
Revision 2, September 16, 2008



@ XcelEnergy-

Rate Name

MN_E_A06_Commercial PrimaryVoltage

MN_E_A06_Commercial_SecondaryVoltage_SinglePhase

MN_E_AD6_Commercial_SecondaryVoltage _ThreePhase

MN_E_A06_Commercial_Transmission

MN_E_A06_Commercial_Transmission_Transformed

MN_E_AD6_Residential

MN_E_AD7_Commercial

MN_E_A07_Residential

MN_E_A09

MN_E_A10_CIPExempt

MN_E_A10_l0S

MN_E_A10_Standard

MN_E_A10_Standard AS0

MN_E_A10_Windsource

MN_E_A11

MN_E _A12

MN_E_A13

MN_E_A14_LargeCl_Primary

MN_E_A14_LargeCl_Secondary

MN_E_A14_LargeCi_Secondary_AS0

MN_E_A14_LargeCl_Secondary_CIPExempt

MN_E_A14_LargeCl_Secondary WindSource

MN_E_A14_SmaliCl_Primary

MN_E_A14_SmallCl_Secondary

MN_E_A14_SmallCl_Secondary_AS0

MN_E_A14_SmallCl_Secondary_CIPExernpt

MN_E_A14_SmaliCl_Secondary_WindSource

MN_E_A14_SmaliC{_Transmission

MN_E_A14_SmaliCi_Transmission_Transformed

MN_E_A15_LargeCl_Primary

MN_E_A15_LargeCi_Secondary

MN_E_A15_LargeCl_Secondary_CIPExempt

MN_E_A15_LargeCl_Transmission

MN_E_A1S_LargeCl_Transmission_Transformed

MN_E_A15_SmallCl_Primary

MN_E_A15_SmaliCi_Secondary

MN_E_A15_8maliCi_Secondary_WindSource

in Global Enterprise Managers, Inc.

Rewvenue Cycle Process Review
Final Report Volume 1
Revision 2, September 16, 2009



@ XcelEnergy-

Rate Name

MN_E_A16

MN_E_A18

MN_E_A22

MN_E_A23_LargeCl_Primary_Tier1_LevelB

MN_E_A23_LargeCl_Primary_Tier]_LevelC

MN_E_A23_LargeCl_Primary Tier2_lLevelA

MN_E_A23_LargeCl_Primary_Tier2_LevelB

MN_E_A23_LargeCt_Primary_Tier2_LevelC

MN_E_A23_LargeCl_Secondary _Tierl_LevelB

MN_E_A23 LargeCi_Secondary Tieri_lLevelB_CIPExempt

MN_E_A23_LargeC|_Secondary_Tieri_LevelC

MN_E_A23 largeCl_Secondary_Tieri_LevelC_CIPExempt

MN_E_A23_LargeCi_Secondary_Tier2 _LevelA

MN_E_A23 LargeCi_Secondary Tier2_LeveiB

MN_E_A23_LargeCl_Secondary_Tier2_LeveiC

MN_E_A23_LargeCl_Transmission_Tierl_LeveiB

MN_E_A23_LargeCl_Transmission_Tieri_LevelC

MN_E_A23_LargeCl_Transmission_Tier2_LevelA

MN_E_AZ3_LargeCl_Transmission Tier2 LevelB

MN_E_A23 LargeCl Transmission_TierZ_tevelC

MN_E_A23_LargeCl_Transmission_Transformed_Tier1_LevelB

MN_E_A23 LargeCl_Transmission_Transformed Tierl_LevelC

MN_E_A23 LargeCi_Transmission_Transformed_TierZ LevelA

MN_E_A23 LargeCi_Transmission_Transformed_TierZ_LevelB

MN_E_A23_LargeCl_Transmission_Transformed_Tier2_LevelC

MN_E_A23_SmaliCi_Primary_Tier1_LeveiB

MN_E_AZ23_SmaliCl_Primary_Tier1_LevelC

MN_E_A23_SmallCl_Primary_Tier2_LevelA

MN_E_A23_SmallCl_Primary_Tier2_LevelB

MN_E_A23_SmallCi_Primary_Tier2_LevelC

MN_E_A23_SmallCl_Secondary_Tier1_LevelB

MN_E_A23_SmallCl_Secondary_Tier1_LevelC

MN_E_A23_SmallCl_Secondary_TierZ_LevelA

MN_E_A23_SmallCl_Secondary_Tier2_LevelB

MN_E_A23_SmaliCl_Secondary_Tier2_LevelC

MN_E_A24_LargeCl_Primary_Tierl_LevelB

MN_E_A24 LargeCl_Primary_Tier1_LeveiC

th Global Enterprise Managers, Inc.
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Rate Name
MN_E _A24_LargeCl_Primary Tier2_LevelA
MN_E_A24_LargeCl_Primary_Tler2 LevelC
MN_E_A24_LargeCl_Secondary_Tieri_LevelC
MN_E_A24_LargeCl_Secondary_Tier2_LevelA
MN_E_A24_ LargeCl_Secondary_Tier2_LevelB
MN_E_A24_LargeCi_Secondary_Tier2_LevelC
MN_E_A24_SmaliCI_Secondary_Tier2_LevelA
MN_E_A24_ SmalliCl_Secondary _Tier2_LevelB
MN_E_A24_SmallCl_Secondary_Tier2_LevelC
MN_E_A30
MN_E_A32
MN_E_A34
MN_E_A40_Small_Municipal_Purmping
MN_E_A41_Large_Primary
MN_E_A41_Large_Secondary
MN_E_A41_Smali_Primary
MN_E_A41_Small_Secondary
MN_E_A42
MN_G_101
MN_G_101_CIPExempt
MN_G_101_ResidentialSpaceHeating
MN_G_102_CIPExempt
MN_G_102_IDS
MN_G_102_Standard
MN_G_103_CIPExempt
MN_G_103_Standard
MN_G_105
MN_G_106_CIPExempt
MN_G_106_Standard
MN_G_108_CIPExempt
MN_G_108_Standard
MN_G_111
MN_G_118_CIPExempt
MN_G_118_1DS
MN_G_118_Standard
MN_G_119
MN_G_120_CIPExempt

D5
IWI Global Enterprise Managers, Inc. Revenue Cycle Process Review
Final Report Volume 1
Revision 2, September 18, 2009



@ Xcel Energy-

Rate Name

MN_G_120_Standard

MN_G_125_CIPExempt

MN_G_125_Standard

ND_E_DO1_Overhead_ElectricSpaceHeating

ND_E_D01_Overhead_Standard

ND_E_D02_Overhead_EleclricSpaceteating

ND_E_D02_Overhead_Standard

ND_E_DO03_Underground_ElectricSpaceHeating

ND_E_DO03_uUnderground_Standard

ND_E_D04_Underground_ElectricSpaceHeating

ND_E_D04_Underground_Standard

ND_E_DO05_EnergyControlied_Commercial_Optional

ND_E_D05_EnergyControlled_Cornmercial_Standard

ND_E_D05_EnergyControlled_Residential_Optional

ND_E_D05_EnergyControlied_Residential_Standard

ND_E_D10_Commercial_Primary

ND_E_D10_Commercial_Secondary_SingiePhase

ND_E_D10_Commercial_Secondary_ThreePhase

ND_E_D10_Residential

ND_E_D11

ND_E_D12_Standard

ND_E_D14

ND_E_D15_Standard

ND_E_D18_Secondary

ND_E_D17_Secondary

NO_E_D18

ND_E D18

ND_E_D20_{argeCi_Secondary, Tiert_LeveiB

ND_E_D20_targeCl_Secondary_Tier2_LevelA

ND_E_D30

ND_E D33

ND_E_D40_Small_Municipal_Pumping

ND_E_D41_Primary

ND_E_D41_Secondary

ND_G_401

ND_G_403_Commercial

NO_G_403_industrial

‘Wi Global Enterprise Managers, Inc.
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Rate Name

ND_G_404

ND_G_405
NO_G_410_Commercial.
NO_G_410 Industrial

The actual accounts sampled during the testing process represent 663 distinct municipal jurisdictions out
of the total of 1134 municipal jurisdictions in NSPM Minnesota and 51 distinct municipal jurisdictions out
of the total of 112 municipal jurisdictions in NSPM North Dakota. Ongoing use of the Bill Test system
would increase the jurisdiction coverage over time.

In addition to the customer rates listed in Exhibit D-1, GEM implemented 581 surcharge and tax rates
representing all state, county, city, and transit taxes, franchise fees, and similar surcharges applicable to
the NSPM Minnesota and North Dakota service territories. A separate surcharge or tax rate is generally
required for each jurisdiction/rate class combination to which the surcharge or tax applies.

Test Analysis

£xhibit D-2 shows the results of the test runs performed to meet the requirements of the Revenue Cycle
Process Review. All billing days in the month of August were run to ensure that all meter reading rounds
were represented. Billing dates from early April {(most of which include days from the winter month of
March) to late June (which is considered summer for rate, surcharge, and monthly billing calculation
purposes) were also selected to ensure that a seasonal transition from winter to summer was included.

The Bill Test system considers any differences between the CRS and Bill Test calculated total bill value
less than or equal to $0.03 in absolute value to be a match for automated testing purposes. This
tolerance accounts for rounding differences between the CRS and Bill Test systems. GEM calculated the
algebraic sum of the small mismatches {less than or equal to $0.03 in absolute value) to determine if
there is any identifiable bias in rounding errors in either the Bill Test or CRS. This value was -$274.08
over the full set of samples {or about 0.0009%), which represents only a slight difference in the overall
handling of rounding between the Bill Test calculations and the CRS calculations. This small difference
does not provide any clear indication of which system's rounding approach is more correct, and based on
the negligible magnitude GEM does not believe there is any significant rounding bias in the CRS that
affects billing accuracy

The Automated Match column of Exhibit D-2 is the number of invoices that were within the $0.03
tolerance, divided by the total number of invoices in the sample. The values in this column shouid not be
interpreted to mean that the CRS cailculation is only accurate to the degree indicated in that column.
Rather, these values indicate the percentage of invoices that were validated in a fully automated manner,
leaving some invoices from each run to be subjected to further analysis that could not necessarily be

automated.

The sum of the absolute mismatches between the CRS billed amount and the Bill Test bill total for all
tested invoices, as well as the largest difference within each set of sampled invoices, are additional
metrics that GEM reviewed for each test run during development of the Bill Test system and during
testing. Each of these metrics is useful for identifying modeling differences between the CRS and the Bill
Test system as well as guiding the analyst in investigating whether the difference represents caiculation,
factor, or rate interpretation discrepancies in either the Bill Test system or the CRS.

- : =
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With the exception of a significant impact on the 8/31/2009 Automated Match due to the City-Requested
Facilities Surcharge expiration issue, the specific CRS issues identified in Section 5 are not the major
sources of the mismatches in the daily runs listed in Exhibit D-2. GEM's analysis of the detailed resulis
shows that most of the large mismatches represent remaining modeling differences between the CRS
and Bill Test. Some of these can be addressed by creating additional rates to represent variations in
customer metering. Other mismatches are related to the fact that the CRS has already imposed billing
calculation rules on some quantities, which are then stored in the reading tables used by the Bill Test
system as if they were raw metered values. (For example, the demand values stored in CRS are
sometimes adjusted for power factor, instead of representing the actual measured value.) A mismatch
results if a Bill Test rate definition operates on these quantities and re-applies the tariff billing calculations
or rules. Where feasible this has been addressed by overriding or removing the duplicate Bill Test
calculation, but it would be useful to enhance the Bill Test in the future to use raw values wherever
feasible to further reduce mismatches and provide the most comprehensive test.

Exhibit D-2
Test Run Results
Bill Run Date Sample Size Automated Total CRS Sum Of Total Percent Largest
flatch Billed Amount Absolute Difference Difference
Mismatches

411372009 2574 82.31% $1,484,956.63 $6,671.32 0.45% $1.918.98
4/28/2008 2,647 94.86% $866,208.26 $16,367.06 1.89% $4,281.38
516/2009 2,587 94.51% $1,145,301.38 $6,124.38 0.54% $4,122.74
512112009 2,301 94.39% $677,768.92 $37,913.67 5.59% $15,999.10
6/272009 2,180 94.82% $752,422.03 $2,494 .69 0.33% $777.07
6/22/2009 2,581 84.03% $1,337,797.57 $9,199.35 0.69% $1,879.48
8/3/2008 2,458 85.57% $985,020.10 $5,880.08 0.60% $3,617.35
81472009 2,541 96.22% $821,208.85 $2,429.07 0.30% $916.20
8/5/2008 2,304 95.79% $936,779.68 $2,966.35 0.32% $1,069.12
81612009 2,608 97.20% $2,492,228.16 $14,182.29 0.57% $6.819.30
81772009 2,408 96.97% $1,040,895.83 $9,980.88 0.96% $5,635.69
B8/10/2009 2,411 94.94% $1,139,479.24 $7.348.96 0.65% $4,130.75
8/11/2009 2,635 85.52% $1,219,809.42 $5,800.32 0.48% $2,837.66
8/12/2009 2,262 96.68% $1,102,5958.55 $5,500.40 0.50% $3,087.77
871372009 2425 96.62% $1.215,617.42 $3,528.08 0.29% $1.863.58
871412009 2,164 96.81% $564,634.16 $7,737.98 1.37% $4,470.77
81772009 2,408 94.39% $1,117,220.71 $4.839.70 0.44% §$3,281.62
811812009 2,476 96.20% $910,888.48 $13,828.08 1.52% $11.440.90
81192009 2.292 86.51% $826,038.03 $11,201.97 1.36% $4,412.11
8/20/2008 2,203 95.87% $953,005.65 $15,992.46 1.68% $3,953.70
872172009 2,370 96.41% $1.034,033.71 $2,725.49 0.26% $829.47
8/24/2009 2,754 96.22% $1,345,881.94 $8,942.52 0.66% $2,700.00
82512008 2,657 95.33% $1,205,473.81 $15,373.62 1.28% $5,92587
8/26/2008 2,508 83.70% $1,508,651.78 $26,821.11 1.69% $10,389.15
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Bill Run Date Sample Size Automated Total CRS Sum Of Total Percent Largest
Match Billed Amount Absolute Difference Difference
Mismatches
812712009 2,526 87.23% $1,099,838.54 $25,480.36 2.32% $10,734.51
812812009 2472 97.33% $717,955.64 $778.17 0.11% $209.31
8/31/2009 2,538 81.14% $876,369.54 $2.611.47 0.30% $551.25
Exhibit D-3
Test Summary
Bill Run Date Sample Size Automated Total CRS Sum Of Total Percent Largest
Match Billed Amount Absolute Difference Difference
Mismatches
All Tests 66,290 95.45% $29,382,482.01 $271,638.78 0.92% $15,999.10
D-g
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