EMC

where information lives®

-

Performance

PSEWeb Redesign
Findings Assessment

Version 1.1



Puget Sound Energy: PSE Web Redesign Version: 1.1
Findings Assessment Date: 10/15/2007

The information contained in this document représtme current view of EMC Corporation on the issdisscussed
as of the date of publication and is subject tongleaat any time without notice to you. This docatrand its
contents are provided AS IS without warranty of &imd, and should not be interpreted as an offeroonmitment
on the part of EMC, and EMC cannot guarantee tbharacy of any information presented. EMC MAKES NO
WARRANTIES, EXPRESS OR IMPLIED, IN THIS DOCUMENT.

The descriptions of other companies’ products is pinoposal, if any, are provided only as a consece to you.
Any such references should not be considered anrs@ahent or support by EMC. EMC cannot guaraiiteig t
accuracy, and the products may change over tinsam, Athe descriptions are intended as brief higtdigh aid
understanding, rather than as thorough coveragea&horitative descriptions of these productsagéeconsult
their respective manufacturers.

All trademarks are the property of their respecti@enpanies

Printed in the United States of America

© 2007 EMC Corporation. All rights reserved

Confidential 0 2007 EMC Page 2 of 60



Puget Sound Energy: PSE Web Redesign

Findings Assessment

Revision History

Version: 1.1
Date: 10/15/2007

Date Version Description Author
10.15.2007 1.1 Lisa Mullinaux, EMC
Patrick Steger, EMC
Confidential 0 2007 EMC Page 3 of 60



Puget Sound Energy: PSE Web Redesign
Findings Assessment

Table of Contents

1. Introduction

1.1 Purpose

1.2 Scope

1.3 Definitions, Acronyms and Abbreviations
1.4 Overview

2. Executive Summary

3. Background

3.1 Company info
3.2 Historical perspective
3.3 Evolution and state of website(s)

4. Findings Summary

4.1 Key Findings
4.1.1 Workforce turnover will cause major shifts in corporate culture
4.1.2 Users desire secure access anywhere, anytime
4.1.3 General perception and lack of trust in data accuray on PSEWeb
4.1.4 Lack of governance & standards
4.1.5 Strong desire for Web 2.0 features
4.1.6 PSEWeb has limited perceived value/usefulness
4.1.7 Users don’'t know what they are missing

4.2  Key Features/Function Requests
4.2.1 General Requirements
422 HR
4.2.3 Customer Service
424 1T
4.2.5 Corporate Communications

4.3  Non-Prioritized Items
4.3.1 Bl Reporting/KPI's
4.3.2 Offline Capability
4.3.3 RSS Feeds/News Feeds
4.3.4 Personalization
4.3.5 Content Migration
4.3.6 Communications Strategy

4.4 Challenges & Risks
4.4.1 Organizational Alignment
4.4.2 Organizational Readiness
4.4.3 Web Steering Committee / Governance Board
4.4.4 Existing Content Management Processes
4.4.5 Integrated eForms Solution
4.4.6 Information Organization and Taxonomy
4.4.7 Section 508/Accessibility Compliance
4.4.8 PSE Employee vs. PSE Employee as a customer

4.5  Opportunities
4.5.1 Enable change in internal communications through tehnology
4.5.2 CSR call center knowledge base
4.5.3 Web 2.0 functionality
4.5.4 Enable remote/mobile workforce
4.5.5 Building patterns of trust/accuracy in enterprise ystems
4.5.6 Shared drive cleanup

Confidential 0 2007 EMC

Version: 1.1
Date: 10/15/2007

~No oo o

10

10
10
10

11

11
11
12
13
14
15
16
17
18
18
18
18
19
19
19
20
20
20
20
20
21
21
21
21
21
21
22
22
22
22
22
22
22
23
23
23
23

Page 4 of 60



Puget Sound Energy: PSE Web Redesign
Findings Assessment

5. Approach and Detailed Findings

5.1 EIA Heuristic Evaluation
5.1.1 Home Page: Navigation | Hierarchy | Messaging
5.1.2 Search
5.1.3 Search Results
5.1.4 Site-wide Navigation
5.1.5 Contextual, utility, embedded navigation
5.1.6 Examples of global inconsistency
5.2 User Tasks and Research
5.2.1 Contextual inquiry/interviews
5.2.2 Field observation/interviews
5.2.3 Summary of Results
5.2.4 Participants
5.2.5 Completed interviews
5.2.6 Postponed interviews
5.3 Other data
5.3.1 Most visited pages
5.3.2 Webdev1 server information
5.3.3 Great Place to Work survey results
5.3.4 Lessons learned: emergency preparedness
5.3.5 Employee trends

6. Appendices

6.1 Interview notes
6.1.1 Corporate Communications
6.1.2 Human Resources
6.1.3 Customer Service
6.1.4 Information Technology
6.2 Screenshots
6.3 References

Confidential 0 2007 EMC

Version: 1.1
Date: 10/15/2007

24

24
24
27
27
33
38
39
40
40
40
40
40
42
42
42
42
43
44
44
44

45

45
45
46
50
54
60
60

Page 5 of 60



Puget Sound Energy: PSE Web Redesign Version: 1.1
Findings Assessment Date: 10/15/2007

Findings Assessment

1. Introduction

The Findings Assessment is a compilation of infdromagathered as part of the Puget Sound Energi &b
Redesign project. It represents the informati@talered through on3e-on-one and group meetingekhas the
information gathered through EMC’s Usability Analysf the existing PSE web sites.

1.1 Purpose

The purpose of this deliverable is to document VBT has discovered about the existing PSE web.siEMC
has conducted a detailed heuristic evaluation, visi@ usability evaluation method for interfadest thelps to
identify usability problems in the interface desigirspecifically involves evaluators examining gites and
information about the site such as structure, sgclmcation and makeup of the information conéalrwithin the
site and judging its compliance with recognizedilgg and industry best practices (the "heuristics

The audience of this document is the members oftR&Econtributed information as part of the anialgsd the
members of PSE that are the sponsors of the WebsRgdproject. This document is not intended tthieedesign
or requirements document. As stated previouslg,tite compilation of the analysis completed teedduture
requirements and design documents will extrapakageinformation into specific requirements andigeseatures
and functionality for future PSE web sites.

1.2 Scope

The scope of this project is to focus on the infation related to PSE’s migration from the curreebw
environment, which is a custom homegrown solutiora SharePoint 2007 solution. The PSEWeb poasbleen
reviewed to determine what features are being tesaly, which are not, and which features are misbased on
the contextual interviews and informational minghmne about the site composition.

Four PSE groups have been the subject of this eiisggphase. Those groups are Information Techydlidg,
Corporate Communications (Corp Comm), Human ResasufidR), Customer Service. It is believed thas¢heur
groups represent the needs of the overall intdé?8& user community. The information gathered ftbese groups
will help PSE focus on improving the overall useperience, with particular focus on business ang/gite
navigation, functionality, usability and user adoptstrategies.

1.3 Definitions, Acronyms and Abbreviations

Abbreviation Definition

EMC EMC Microsoft Practice

Extranet The external facing web site

Governance The rules and policies used to manage@sof the web sites.
Intranet The internal facing web site

IT Corporate IT

KPI Key Performance Indicators

Confidential 0 2007 EMC Page 6 of 60



Puget Sound Energy: PSE Web Redesign Version: 11

Findings Assessment Date: 10/15/2007
MOSS 2007 Microsoft Office SharePoint Server 2088 &nown simply as SharePoint within PSE
OoTB “Out of the Box”

Permissions based The security approach that allows administratioseafurity privileges at a group perspective
access for better control and easy of management
POC Proof of Concept

1.4 Overview
The document is organized into the following sewiio

= Section 2, The Executive Summary, provides a hégfelldiscussion of key findings.
= Section 3, Background, provides brief details o RS a company and the PSEWeb portal.

= Section 4, Findings Summary, provides the organzed of the common themes discovered as partisf th
analysis.

= Section 5, Approach and Detailed Findings, elalesranh how discovery and analysis methods were arse:d
offers concrete examples of the heuristic evalnatioP SEWeb.

= Section 6, Appendices, contains the source invgmtotes that were the results of contextual and fie
interviews.
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2.

Executive Summary

Puget Sound Energy’s internal corporate portalywknas PSEWeb, was built over 9 years ago using RSP.
technology. However, without the benefit of celitesd standards and processes to guide its grotstBQ00+
pages and tools have become both difficult to umskdifficult to maintain.

PSE intends to migrate PSEWeb to Microsoft Offibar@Point Server 2007 technologies, but recogims
technology alone will not address the issues theg the existing corporate intranet. As part efitfitiative, PSE
commissioned the EMC Microsoft Practice to condguchssessment and re-design of the portal envinonme

The assessment and re-design work is to be executetd major phasestiscoveryanddefinition The goals of the
assessment are to:

= determine the requirements and features that ast important to migrate

= identify and prepare for new functionality that daleveraged by embracing the SharePoint platform

= provide recommendations on how to incorporate pesttices for portals

= document specific improvements employees needdeardp use the portal more efficiently and effesiyv
This Findings Assessmeist the initial deliverable in the discovery phase.

Assessment Methodology
EMC began with an enterprise-focused heuristiciatan of PSEWeb.

In parallel, the team conducted individual intewsewith users representing multiple departmentsrates within
PSE. Collectively the team met with the 22 peopdenfthe Corporate Communications, Human Resources,
Customer Service, and Information Technology depants. Interviews were conducted employing botitextual
inquiry and field observation techniques.

Interviews established a rich set of first-handoaitts of common tasks, business practices, anépéoos of
PSEWeb. Heuristic evaluation yielded positive aadative examples of navigation features and search
capabilities. The team documented site maps of P&E&d examples of inconsistent templating of sites

The results of both the interviews and heuristeeasments were combined to generate a 360-degre®Vi
PSEWeb, including the user communities’ patternssaf and their expectations for intranet featunescantent.

Conclusions
Major findings have been anchored around 7 cetiteahes:

= Workforce turnover will cause major shifts in corporate culture. The near-term retirement of a substantial
portion of PSE’s employee base, and its replaceimgniore technology-oriented staff, will bring amnset of
expectations for internal technologies and pos#eriges during the transition. There is a potéitia
knowledge loss if not managed correctly.

= Users desire secure access anywhere, anytimehere is a growing vision of seamless accesstio b
consumer and employee based PSE assets, spureggdayences with mobile initiatives and goals foe t
remote workforce. Implementing seamless accessaenultiple systems presents clear security coscand
design hurdles.

= General perception and lack of trust in data accuray on PSEWeb. A number of factors, including data
inconsistency in PSEWeb’s most commonly used feadad employees’ inability to validate the currenty
material, is causing users to distrust the datacedufrom PSEWeb. Users have developed alternateans of
accessing and storing information.

= Lack of governance & standards. PSEWeb has grown without the benefit of presistépguidance, spawning
questions of ownership and inconsistent navigadiuhtemplating schemes. Establishing a repretsenta
governing body would help shape the intranet intalaed source of information and help deliver cogpe
messages.

=  Strong desire for Web 2.0 features.Some users, generally those that are newer @isimave more exposure
to modern web technologies, are ready to incorparatv collaborative forums into PSE’s online expece.
Acceptance of these features would require a n&ifirin corporate culture and poses trade-offsvbeh the
need for control vs. the potential for new methoflsommunication and knowledge transfer.

Confidential 0 2007 EMC Page 8 of 60



Puget Sound Energy: PSE Web Redesign Version: 1.1
Findings Assessment Date: 10/15/2007

= PSEWeb has limited perceived value/usefulnes®atterns of use and word-of-mouth seem to inditete
PSEWeb is not seen as authoritative, reliable efuisource of information.

= Users don’t know what they are missing.Some users, generally those with tenure, hawg éstablished
methods of doing their jobs and are not exposdthtes don’t see the merit in) new technologies.

Underpinning these themes were the specific featqeests of assessment participants. Notably, HUResources
focused on online self-service to help reduce sttpp@rhead, Customer Service anticipated a vasiyoved
QRM experience; IT emphasized the need for prugemernance and architectural design, and Corporate
Communications championed new ways of deliveringpommate messaging.

The team also documented topics that seemed updesented in interviews but which often surfacerdusimilar
assessments. Highlights were robust messagingwsiddss intelligence features, along with critstahtegies for
content migration and maintenance.

The PSEWeb redesign initiative faces a number allehges and risks. Issues include organizatimadiness and
alignment, as well as the need for new content gemant strategies, taxonomy structure, and means of
governance.

Conversely, the initiative offers it share of oppmities and “feasible wins”. These include enteghinternal
communication through messaging, a CSR knowledge,l@nd leverage of collaborative technologies.
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3.

3.1

3.2

3.3

Background

Puget Sound Energy (PSE) is interested in redexighieir current intranet web site PSEWeb usingMieosoft
Office SharePoint Server 2007 (MOSS 2007) technplég a first step PSE would like to conduct anlgsia of
the PSEWeb to determine the requirements and fsatbat are most important to migrate to this reskmology.

Company info

Puget Sound Energy (PSE) is Washington state'sdaemnd oldest energy utility, serving more thanillion
customers primarily in the Puget Sound region. Bsiiary of Puget Energy, started in thd' t&ntury, the
company has grown to through mergers and acquisitid dozens of small utility companies, graduelplving
into today’s Puget Sound Energy (PSE).

Historical perspective

PSEWeb is the PSE intranet site used by the coeptaerprise work force on a daily basis. PSEWeatblean in
service for over nine years growing and evolvirgadtly ever since. Now PSEWeb has reached a pbéuwaution
that has made it vital to the daily operation oERfisiness. Just about every employee of the coyrip@sicome to
rely on PSEWeb to receive both corporate and deyeatal information. Some departments have evolven t
dependence on PSEWeb to conduct both internalxedial business. Now many PSE departments that are
depending on PSEWeb for the success of their dpasabave realized that they have outgrown theeoiirr
functionality of PSEWeb.

Evolution and state of website(s)

= PSE's current internal portal, known as PSEWeb, lwals over 9 years ago using ASP.NET technology.
The corporate portal or intranet serves PSE empkye

= The site has grown as the company has grown, kmindss operations and needs have outgrown the site’
capabilities.

= The site today does not contain a robust contenagement process or the ability to search. Theative
navigation and content/information architecturehaf site did not have any formal process applieitl as
was growing, and this has caused the informatiow in PSEWeb to be confusing at times and complex
in many areas.

= PSE is now thinking of redesigning the PSEWeb withlatest technology Microsoft Office SharePoint
Server 2007 (MOSS 2007).

= PSE is interested in conducting an analysis oPtBEWeb portal to determine the requirements and
features that are most important to migrate tonee version of the PSE portal that it intends tplement
using Microsoft Office SharePoint Server 2007 (“&ffoint 2007”), as well as identify and prepare for
new functionality that can be leveraged by embiadie SharePoint platform.
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4.

4.1

41.1

41.1.1

41.1.2

41.1.3

Findings Summary

This assessment was performed at the request ofd®@Bvide an understanding of how employees otigreise
the PSEWeb and identify key functional and conszatis. It was also done to evaluate the site sigaihustry best
practices, identify areas of potential risk or ogipoity, and provide recommendations and consideratwhen
creating the end solution. This section provideswerall summary of the findings.

Key Findings

While each of the methods of analysis uncoveredpeddent findings and provided varying view poittis,
following sections highlight general themes.

Workforce turnover will cause major shifts in corporate culture

At best guess, PSE stakeholders estimate thatxipmtely 42% of the current workforce will be réty in the
next 5 years, and in all likelihood will be repldosith a younger generation of workers who have nays of
doing business: telecommuting, remote access, #abmmunication. This turnover will create a maghift in
corporate culture and drastically increase gerdgaland for on-demand self-service tools. It ie &kely to
present challenges for knowledge transfer to the employee base.

Younger workforce will demand newer, more streamlined technology solutions

According to HR, there are 800 retirees today,amgroximately 42% of all current employees will baetired by
2012. Potentially, then, there will be nearly 188frees within 5 years. PSE will likely find itfeéplacing nearly
half of its workforce by 2012, essentially exchanggan employee base of WWII retirees and baby beomigh an
influx of Gen Y’ers. Generations who learned cotepsiin their later years will be replaced with@uTubeand
iPod savvy generation. The average Gen Y’er has s@nedrs of computer experience when reaching workfo
age— most having typed their first login before fige of 5. Having grown up in an age where neatlystreaming
realistic video games are abundant, their interéageectations are highly sophisticated. The culitlhange over
the next 5 years in terms of employee demogragliesnX/GenY) will create more acceptance of and dehfar
online transactions and information transfer.

Utilities industry is moving towards adoption of the latest generation tools, software self-services

In general, utility companies are drastically chiaggheir delivery, support and customer experiemeehanisms
from traditional (phone and mail) to online self\dee, with many companies incorporating onlinetcad issues
resolution. PSE will need to stay or get aheadaifetition in terms of internal systems and infaioraaccess.
Consumer expectations of external facing systerfigramsfer to internal systems, as they must badatgd to
manage/support the online public facing solutioAdditionally, workforce change and recruitmentérgton of top
talent will require providing the best tools andtaccess to information.

Tribal knowledge practices may cause gaps in information without implementation of

collaboration/knowledge sharing tools

Tribal knowledge is any unwritten information th&not commonly known by others within a company.
This term is used most when referencing informaitiaht may need to be known by others in order to
produce quality product or service. The informationy be key to quality performance but it may akso
totally incorrect. Unlike similar forms of artisantelligence, tribal knowledge can be convertea int
company property. It is often a good source offestors during improvement efforts.

! http://www.isixsigma.com/dictionary/Tribal _Knowledge-488.htm
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4.1.2

41.2.1

41.2.2

41.2.3

4124

According to nearly all accounts, PSE is a comphaythrives on tribal knowledge. The company foagyears
used word of mouth and the benefit of longevityltenas a means of acquiring/maintaining key knogdeaind
information. This has worked extremely well in test: tribal knowledge works well when there deaclines of
succession, when changes are small, and when iimegstoffer support when bringing a new person th&eo
“tribe”. However, major changes in workforce witlean lines of succession will be broken, and msy edduce
the number of employees able to transfer knowl¢dgeime available to do it. The will result irstdknowledge.
Without a very specific strategy and plan for sissi@n, and the capture of this tribal knowledgea imore formal,
electronic and sustainable manner, PSE risks Idgggntellectual property and corporate informatio

Users desire secure access anywhere, anytime

PSE’s long term goal is to provide access to alt B&ntent and transactional systems via PSEWelséatare,
easy-to-use and easy-to-access manner. This walldle access remotely via either VPN/Corporateoek or
through other assets such as PSE.com, preferalglsalging a consistent login mechanism. Ideallyetivar at work
or at home, logging in to PSEWeb andiavw.pse.conmyou would be recognized as a PSE customer and?&ta
employee; with that recognition, the system woulohvle you a consistent, secure interface to tbisteecessary
to perform your work. This vision presents sevetslllenges.

Single sign-on

The general concept of single sign-on is simpleappkaling. Of course PSE would like to providéngle means
of logging in (authentication) to their online syists and then, through technology solutions, progiteemand
access and authentication to the user based arrdheiaccess rights and personal preferencesa Bumber of
technology challenges and identity rights managenssaes will need to be overcome across multipétemns.
Most importantly the synchronization between psm.¢as a consumer), SAP (using employee ID) and PSEW
(using the Active Directory User Name conventioWhile these are challenges that have solutionsada to
them, providing a consistent online experience3&B employees cannot be fully realized withoutfir
synchronizing various systems using a single us#ig@/identity.

Access via web without VPN

A consistent thread during interviews was that wetess outside of the network would be require@ fioore
remote and mobile workforce. PSE has recognizedipthiential need with the Mobile Workforce projetire need
to connect mobile users, and the potential neednoect without VPN. Obviously security concerbewnd when
looking at this issue, but technologically, extémecess to PSEWeb is possible and can be doneegethrough
any number of dual authentication mechanisms. Blessolutions include opening up PSEWeb for non-\éelless
or providing simpler means of VPN’ing through 3rarty software, key FOBs and/or access cards.

Transparent access between PSE.com and PSEWeb

During interviews, several mentions were made rtiggrthe potential conflict or confusion related8E
employees as both employees and consumers of P@Eese The idea that a PSE employee would hawe tw
profiles— one public/consumer and one internal/@ygé— brought about discussions related to comgpiain
automatically recognizing them as either employaesomer based on where they are (e.g. on or ofi¢heork).
Further discussion should be done to clearly ifgntiquirements around this need.

Security is a key concern moving forward

Given the nature of PSE’s work and its importanue tal services related to national security ess¢
authentication and security of all PSE systemsiiieal. Securing corporate assets, disaster agtians, and vital
operational procedures is critical. According ex&ity and Corporate Records, a very specific sigaprinciple
will need to be enforced. That is- granting asdessed on role and job description on a “neechtavk basis,
providing only what someone needs to knows tolgsit job done and no more. It should also incledforcing
rules surrounding retention of records: lengthim&tand form (electronic, paper) as determinecelggl, regulatory
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directives and business needs. To do this, PSHikeilly need to enforce mandatory security trainfor everyone
who has permission to build a site or owns and tgsdeontent. Training should be prerequisite eefmtting
access, and employees should agree to the seauds/and responsibility of owning a site.

4.1.2.5 Access solution must accommodate 3" party consultants/contractors

Whatever solution(s) are selected to support seaegess to systems, the paradigm must allow forR B users to
access internal systems—subject to the princigie®le or job based justification and on a “néed¢now” basis.

4.1.3 General perception and lack of trust in data  accuracy on PSEWeb

PSEWeb suffers from the perception that data omsiteemay not be accurate or up to date. Thisasfested
itself in several forms, none more apparent therRBEPhone data. A user can consistently acdessation via
PSEPhone that doesn’'t match SAP, Outlook and/drasonurate. This creates a lack of trust in teeru This lack
of trust appears to have generalized to other ssustonline information. To make the next generatf PSEWeb
a success, users must believe and continue toipetbat it contains the latest, most accuratermédion available.
Trust must be regained and continually maintained.

4.1.3.1 Data consistency issues

Apparent to all interviewees were data consistéssyes related to phone/employee profile infornmatio
PSEPhone, Outlook and SAP are perceived to beifimnch”. Key data elements such as reportingctire
seem to not be updated frequently or consistemilgre importantly, the general user (appropriatelyot) has a
perception that data is “use at your own risk”; iwtmost of the time may be correct, users justtdam’'sure. This
is just one example, but obviously due to the feasuwsage (considered the most used tool on PSEWeleates
both frustration and is quickly demonstrated asetkeample for why “everything on PSEWeb is inaccai@t
potentially wrong”.

EIC = Employee Info Center E=mail Address / Security

SAP Cisco IP Phone

n Active Directory

4,

1 7

yd
S

PSE Phone
Y
PSE Phone Admin Out Of Office ;
(Web) (Web) Misc. Web Apps

Contractors Info

Figure 1. PSE Phone in relation to other sources of information

4.1.3.2 Content’s update status not accurate

Even when data seems to be accurate- as impliadégently updated status- it isn’t necessarily Apparently,
flaws in the current solution show “recently updatitstatus for documents that have been recefighwed This also
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4.1.3.3

4134

41.4

414.1

41.4.2

4.1.4.3

cause confusion with users, and creates a false s#raccuracy. When users come to realize therdemt isn’t
recent, their fears of inaccurate content are agaidated.

Pre-qualification process / avoidance

Because there is a low level of trust in some efrtftost commonly used data, interviewers indicdtatithey did
not go to PSEWeb for other types of informationpre-qualification process based on their expedemith
PSEPhone. This is putting doubt onto data froraralas of PSEWeb-- including those with absoluaelurate
information-- and is creating additional workloa@lg@rywhere as people are seeing alternative méatsjoiring
and validating information they need. People adlk their co-workers, call individual departmeugis to PSE.com,
or simply avoid the need for the content or infotiora In general, users are willing to be giveadourate data
once or twice; if data seems to be inconsistentleety (even a small sample) — they will find attatives.

Mission critical data is not being delivered to those who need it

After a storm in 2006, a study of emergency pregaess pointed out that mission critical data wasamailable to
customer service representatives when neededrahdni was not made available to the public. Deisonstrated
both that PSE’s traditional process of exchangergain key information, on paper, was a problemd8Rs and
customers, but also that this information (andtglabout it) should have been available througkhirttranet.

Lack of governance & standards

Governance and standards is a rather broad taplcaga key theme at PSE, it involves many stakem®lnd is a
topic of contention. The sentiment of nearly aterviewees, combined with our own independentysins|

confirms that a lack of governance and pre-defte@aplates/standards has caused navigation spremiert owner
frustration and user confusion. Appropriate sgtbfhstandards, guidelines and governance prirgigleritical to
the success of the PSEWeb initiative and will keydecision factor. At the root of the issuerie of

technology’s age-old questions: “Who owns the imt&” The very succinct and simple answer (whether
received or not) is thatveryonemust own it; only through collective ownership aeg@resentative decision making
can it be successful.

Ownership questions create complexities

During interviews, many subjects acknowledged tiieanet decision-making process as a “politicaligirged”
process. Matters of ownership and decision-makiage inconsistent and in general most subjectsafeddhat
they weren't always clear who “owned” the intrasetbntent or process — some sections by this gsmumpe by
others. Creating a Governance Board (not unlikesttisting Web Steering Committee) to represenbuar
stakeholder interests would allow management optitéal through a company-wide representative body.
Generally, a portal consistently governed “by teegle” tends to reduce contention over “ownershipd allows
the focus to be about standardization/guidelingsaacommunal, shared investment.

Navigation structure/organization

Historically, PSEWeb has developed without presisipguidelines. Its growth, in content and stauef was once
managed by several individual decision maker$fi@g treated/organized content. Ultimately, a nunolbe
departments began contributing volumes of inforamatiWithout prescriptive guidelines, navigationneéts
became inconsistent, confusing and now include &iekslin various places. As each department otrdauting
group developed navigation for their content, défeces in goals and presentation styles becameeypaven
some elements that should be common (main navigatenus, for example) may vary from page to page—fo
example, offering menu items in a different ordag® to page.

Standardization/templating

In addition to navigational inconsistencies, custt@mplating” has become apparent throughout ttee Kiis
obvious that an initial attempt was made (and flamg time maintained) to create consistency irkland feel and
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41.4.4

4.1.4.5

4.1.5

415.1

4152

presentation. But “branches” and variations haaaetbped. As a user navigates through sitesr seemay be
presented with various Ul designs and brandingofisyv a single navigation path to key data may thken through
3-4 differently styled interfaces. It was congihgrelayed in our interviews that standardizationPSE-branded
templating would go a long way to creating consisgeand perceived ease of use. A general feelamthat due to
lack of templates people had to resort to credtiegqr own and therefore took liberties in doing $hose same
people would (according to discussions) easily @mehly accept “fresh, predefined” templates sotthey didn’t
need to spend cycles developing their own.

Lack of standards increases IT workload

An additional consequence of the perceived lackudhble templating is an increased burden on ppstt to get
pages up and running. As workload increases, nmated content may take quite some time to getighd
simply due to bottlenecks in the process. Thatgld leverage templates and automated navigatioumd
drastically alleviate the need for IT involvememtpublishing departmental content. This would dase
bottlenecks and the IT workload and would likelgrizase the likelihood of up-to-date information l@ibng.

Consistency will help deliver global messages

Itis also believed that standardization and tetsglavill help deliver global/company-wide messaigethe right
locations. A consistent presentation mechanisrheglp establish site hierarchy and drive consistemvs and
information delivery mechanisms. Things like compavide messages (corporate communications) and
emergency alerts would more predictably be delivéoeeveryone in the organization.

Strong desire for Web 2.0 features

In interviews with PSE stakeholders, many of ttawfard-looking” feature requests seemed to be tetetowards
Web 2.0/Social networking and web-based sharingesé types of communication haven't been part &\Wé&b
and, due to the nature of the culture that it regnés, their introduction would require a prettgéashift in current
“authoring” policies. Historically, PSEWeb hastitito control authoring/publishing through varionsans and
gateways, generally accompanied by some form ditioamal approval processes. These requestedrésatuould
require that (at least for these areas) — contghbaing and ownership be left to the individuatl @ontent
delivered without traditional approval processes.

Development of communities

A number of interviews touched on the concept afticdled communities— areas where users coulglyfrehare
content in a controlled- or better saildfined “topic” and/or “section” atmosphere. Blogs, wgkand presentation
libraries could be managed as such. These forumévideally be self-subscription based and wouldvaknyone
to enter, read, and publish within the communitye Tntent is to offer peer to peer support and canioation for
cross-functional groups (i.e., care for parenth@ahome, single parenting, special needs) andvbkition of these
forums would create a new means of virtual “Trikabwledge” sharing. With the benefit of that kneddje being
recorded. Keys to success will be the appropfiatloms for content authoring in these sectioseameans of
organizing the topics. The question as to whetisrshould be a component of PSEWeb or its own
“PSECommunity” should also be reviewed.. and revieay help in segregating “process/approval basatkod
management systems” from community “freedom ofisigdrcontent.

Open forums

Several interviews discussed the desire to havie@ifiorums” where people could share ideas (sintda
communities, except that in these requests, sortteedbrums would be externally based (public/partn
communities). Very little in the form of true rdgements has been captured, but managing and rmangagublic
open forums would open a variety of concerns (sggudreedom of speech, accessibility related).tfer
discussion is required for this, if desire is foistto be in scope.
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4.15.3

4154

4.1.6

4.16.1

Personal publishing (blogs/wikis)

Many companies have taken to providing tools/sesior their employees to blog on a personal lmtetnally.
Leadership might use these mechanisms to publiategy/direction messages, while members of deeatsror
teams such as engineers, scientists, and anatydts gresent new ideas and concepts. For compeshiesruly
embrace this technology, the cultural paradigmmtsemched and the data contained in blogs or wikisbe
invaluable. But what is truly unique about thi®ignership of the content and, unless done apigbyi it is
equally a burden on / risk to the company.

There are currently SharePoint project web siteghiith some of the features offered by SharePeebaing used
as, or in the spirit of, blogs or wikis. Some ssdor example, enjoy the ease of being able tb gmaments on
reports in a wiki-like forum.

While blog data would be stored on PSE systemgoutid represent the authors’ personal ideas onlbehar
directed at PSE- not necessarily the views of PB&e to the inherent immediate, personal and unce=d nature
of blogs, placing constraints on such forums andgel publishing would immediately diminish thappeal and
efficacy. Therefore to truly derive value, commanimust be comfortable with providing these foruvith only
moderate censorship/controls. Obviously theredtbel guidelines as to appropriate content, butiregu
approvals prior to publishing defeats the very mwaicept of the technology.

“Reasonable” collaboration

Leveraging SharePoint for team-based, project-baskaboration seems an obvious and appropriaterbypity.
Some teams /pockets of the user base are already GharePoint’s collaboration tools. Howeveis teads away
from controlled publishing of content. Further & should be made, as it is imperative thatrésailt of
providing such services isn’t that ALL departmermahtent moves to the “collaboration areas” becé#tisezasier
to use/publish there.

PSEWeb has limited perceived value/usefulness

While page load usage would indicate that theisiteseraging nearly 1million “hits” per month, cbssanalysis of
this data suggests that the number of hits shaatighresuppose the site’s actual popularity or useBs. In
interviews, certain themes of PSEWeb’s perced&is inaccuracy- especially stemming from PSEPhone
discrepencies-- is likely causing a general pefoaghat PSEWeb providdisnited value

For example, metrics would indicate that of thosarly 1 million hits, over 42% are of the home page
approximately 12% are of PSEPhone usage. Nowvexaet percentage of home page hits being causétyreo
user intentionally navigating there, but becausepidige has been set as the browser’s defaulthdetarmined.
But it is plausible that more than half of all pagts to the PSEWeb Site are likely related to pesparting their
browser and looking up a phone number from a datece which is perceived to be inaccurate moshetime.
This pattern of exposure creates a perceptionRB&Web itself provides limited value/usefulnessit iB this
accurate? Have various historical perceptions epdtation (word of mouth) issues preceded the hctua
determination of the value? Are users simply buyimg “gossip” and taking value judgment based tonically
perceptions? Or are there legitimate reasons feiprceived lack of value that can be improvedgaied?

Search is ineffective

Interestingly, while PSEWeb provides a search meisha and provides working results, it is also édeed by
many to be a function that “doesn’t really workResults are inaccurate and often presenting ottigatfirst. This
fuels the perception that PSEWeb provides littleiean finding documents via a search and, in tusers are
finding alternative means of acquiring information.
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4.1.6.2

4.1.6.3

4.16.4

4.1.6.5

4.1.7

41.7.1

#1 used function (PSEPhone) is perceived to be inaccurate.

PSEPhone’s perceived and actual inaccuracies\akdating point in value determination. If thedun most used
feature and function can’t be made accurate oristem, the user can understandably project thisgpion to
anything else within the environment. Accurate af; this weighs heavily in the minds of users drid imperative
that key features are made most effective and Liaetlithat value is perceived of several key coreptsof the
solution. Improving PSEPhone and search alonedrastically change the perceived value of PSEW¢b htile

to no other change.

Inconsistent navigation/way-finding

Also relayed and validated within our independaralygsis is that a lack of persistent navigation emednsistencies
are causing users to abandon drill downs for ddtafination. Users either know where things arefatidw pre-
conceived paths to the information or look to othkaces. Visual cue changes and interface chaalgesdd to this
confusion. The result is again a lack of percewvalde. That is, if the solution is inconsistesd,must be its
contents.

Dead links

Nothing destroys a user’s estimate of the valug tbl then reaching dead ends. Any tool thaf isatue to a user
must always allow them to continue to move forwand offer options for getting to the informatioeyhseek and
need. And while it is frustrating to arrive atage that’s not desired, it is far more frustra@mgl disconcerting to
end up with a 404 ‘Page not found’ error.

Competing Solutions

While it may not seem like it, the very policy dfing the X: drive as backups for all informatioeates a
competing alternative means of getting to informati As do the multiple and sometimes overlappiagadtmental
drives (H:, J;, K: etc) that are backed up to Xo.tiiuly create value in a solution, all other siming must be
removed; this allows users to see and take owrnemshmaking PSWWeb work for them. If there is étemative
means of meeting information gathering needs, it bbecome a pattern of use; users need not segkdferred de-
facto “official source”. Further, abandonment loé official source is easier than policy/solutidranges regarding
it, and the ultimate result is complete lack ofueain the system. This isn’t to say that a badi ttoat is the only
tool is fully valued. But by lack of competingeailhatives, it becomes the only means of gettirnthealata — and
abandonment is no longer an option.

Users don’t know what they are missing

Users, by nature of the work they've done and/eirttenure and ingrained practices, have had weriyeld
exposure to features outside of their day-to-dagkwd/lost of the new feature/function requestsctite other
findings came from people who had recently join&ERrom other organizations and were bringing presty
experienced features to the table as a requestieCsmly, those users who are comfortable in thdésrand tools,
and don't extend themselves to exposure outsidieosk roles in tools perceive very little “lackingf’ features.
They don’t know what they are missing.

PSE Employees have considerable tenure

Most employees of PSE have been with the compamysiderable amount of time; they know what thegdnhend
how to get it. Such users could quickly get lasaitransition to a new solution and this is caitio consider when
developing one. It is also important to highlighat without new features/functions and ways ofistpinformation,
some new users (those who will not grow into trikewledge) will have very little information to @&ss.
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4.1.7.2 Users tend to stay within their comfort areas

Our heuristic analysis reveals that PSEWeb hasybauof areas where it does not adhere to indbstsy practices
for navigation, consistent templates, standardimedgation, way-finding cues and general informatio
design/architecture.

This has been mitigated because users have bagingal map to the things they need and rarely wamdleof that
arena. Most users have grown accustomed to thglines and don’t understand the scope of additiof@mation
they have access to. Furthermore, they don'tzedlie capacity they have to get self serviceténs they have
previously picked up the phone or walked to somiodesk for.

4.2 Key Features/Function Requests

The following outlines top-level feature and fulctirequests for the next generation of PSEWehighlights
observations and requests made during intervie@ssaonly an initial set of departmental based nements.
Further details and descriptions for these willrmuded within the Software Requirements Spedifica(SRS).

4.2.1 General Requirements

As a ground rule, any feature or function curreptigsent in the PSEWeb should be considered aresnent
unless specifically asked for improvement and/@ngfe. The 2 features/functions most referenceseding
improvements were:

* PSEPhone — PSEPhone is considered the most ugedf&?8EWeb. There was consistent
acknowledgement that it was quirky; there is nbigh level of trust that the information is accerand up
to date. Some would prefer to replace it altogetivbile others see value in this tool with consisiata.
Additional feature requests included better abtlityook at reporting structures, and Who's Whaueas.

e Search — Needs to be drastically improved, inclgdire ability to make search contextual (e.g. earch
within this dept only, search for this topic ondf¢). Results currently are very inconsistent, asditional
metadata/results prioritization logic would be idea

» Departmental requirements have some consisten®i@sous groups require their own content to be
maintained for their department, and everyone wtnatis own specific content — SQIs, traffic reports
contact info, resources on managing groups— budragof these requests are consistent across
departments.

*  Quick Access — Most groups requested quick accesther tools such as Princeton eCom and CheckFree
(both to track customer payments). As they areherphone, a CSR will flip through several views.

422 HR
* More online self-service

* Lesscallsto EIC

e Less paper pushing

e Automated, user-friendly hiring process

+ SSO

» Easy way to answer questions on the site
* More use of the site

4.2.3 Customer Service
e Easier way to update QRM
* Responsive QRM
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Access to all tools and resources in one place
Accurate way to indicate new/updated content

Search that returns what results that are usefldasy way to choose which result is best

Standards and guidelines and policies/mechanismmototor adherence
Trustworthy content/data
More help features

A tool that does what Out of Office was built fgives reporting structure and physical locatide li
PSEPhone does

Resolution of issues between SAP and PSEPhone book

No web parts/components/features may be usedltbat asers to edit content directly on PSEWeb or
bypass the standard publication process

Security and user permissions within PSEWeb anchtitieoring environment will be administered solely
by the PSE IT department

PSEWeb must be isolated from SharePoint siteshtbsttcollaborative functionality at the applicatienel
(i.e. PSEWeb will live in its own; Web Applicati@nd collaboration sites will not be allowed withire
PSEWeb hierarchy)

PSEWeb needs to be treated as an independentafmplioneaning that there cannot be dependencies
between PSEWeb and other planned SharePoint ajitisahat prevent the implementation or operation
of those applications before the PSEWeb redesiganplete

The Architecture needs to allow for the continupdration of separate web applications that hava bee
designed to integrate with the existing PSEWeb site

Corporate Communications

Standards and best practices

Usable site

Company-wide agreement to consistency in navigation

Blogs and wikis for the officers

More people to do the work

Write once, publish often

Accessibility standards and practice

SSO - intuitive to who you are anywhere you are

Standards for creating websites, maintaining, akuhg full responsibility

Home page features to be the common area for anements and news

Non-Prioritized Iltems

The following sections outline topics/requiremethiat for one reason or another were de-emphad@edyriority,

or we didn’t hear much about but would have expgktde These are topics/requirements that in mostas
projects are usually associated as key findings. FISE they were not, and so it bears importantégtdight these,
and confirm their level of priority or emphasis kit PSE user community to either validate and/ofase as a

424 IT
4.2.5

4.3
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43.1

4.3.2

4.3.3

4.3.4

4.3.5

missing requirement. While not all-inclusive, kms not overly prioritized in discussions/intews are
included:

Bl Reporting/KPI's

During our interviews very little discussion waslhalated to requirements for departmental Busii@s#ligence
and/or Performance KPI's. Several brief descrigiof KPI's (SQI's) were discussed with the Custome
Experience group and management’s use of employtaevisibility was discussed with HR. Often onjpots that
span multiple departments and associated withiebisnology, we expect to hear/see requirementterkta
process/progress reporting, key performance messiepartmental goals/achievements and more.

Offline Capability

No references or requirements were made to anyeftiapabilities for SharePoint and/or PSEWeb. |8Vhi
discussions for a growing mobile workforce are teappg along with requests remote access without \ffieN
considerations/requests have been made for offipabilities. As this will have considerable affean both the
architecture and security/compliance consideratioespecially within remote offices— it is criticdiat we
highlight it to validate that this is NOT in scops a requirement.

RSS Feeds/News Feeds

While many conversations regarding web 2.0 techgie®such as social networking, blogs and wikisawexd and
this seems to be a hot topic/request, very littion of aggregation of external news feeds/infitiom was had.
Possibly this is due to the choice of the 4 depamntisi(no research or new technologies appeardsagdsr this
departments). Possibly this is not a need at R8E.usually see requests for RSS Feeds and aggnegati
external news/information inline with requests ftwgs/wikis. Our recommendations will most likédywerage
some of this technology internally to the solut{aggregators for internal news) but further dismrsss required to
understand where/when and if PSE uses externahiafiion sources.

Personalization

One of the ways to quickly affect adoption in cagie portals and intranets is to provide meansodgnalization
and role-based targeting. During our assessmaelytnooderate discussion was had related to thise desire to
have the system understand who someone is and Wiegrare and what they have access to didn't st
discussions of how that affects what they see, wdws$ they have, how they are able to do theitkkvasrwhether it
changes their home page/landing page. SharePMgtSite functionality provides very powerful natifeatures
for this, and audience targeting allows the targetf content AND webparts based on any combinaifon
groups/community affiliation etc. We would highlscommend further detailed discussions in this.area

Content Migration

While much data was captured as to the tasks/irdtom sought after on PSEWeb, very little discussi@s had
regarding “moving” that data to the new environme@ften times, this takes on a larger than neelirlission
related to how/when/what needs to move (as thesfiés a cost associated with moving this informati The
general tone of the interviews was that if conteete to be moved, the departments would move it chanually,
as needed, and that starting from scratch with ¢aawent and organization mechanisms might be bibider
leveraging existing content. As preservation afteat is usually a hot topic — PSE/EMC need tohiirdiscuss
plans/strategy for this as PSE proceeds down isatidn path. This could affect approach for contganization;
if starting from scratch and with little accommadatto be made to existing content, then it is fideghat the
design for the navigation/content structures maglifferent then if all existing content need beyaéd with new
taxonomy. Our assessment is that the end redlilikely need to take a blended approach — newdown, with
some considerations for a specific content set.
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4.3.6

4.4

44.1

4.4.2

443

4.4.4

Communications Strategy

Critical to these types of initiatives is the oukpdanning and delivery for communications. Ddfion and
implementation of a solid communications strateggritical. Usually for such initiatives, best ptiaes and
examples from other customers are discussed (ediyegith Corporate Communications departmentsyr O
assumption (to be validated) is that PSE has progfflans in place for this, based on previous seledor other
tools/technologies. This should be confirmed duyfirther analysis.

Challenges & Risks

The following describes areas of risk/concern ueced during the assessment. These areas shouduldially
reviewed and mitigations should be put in placermio moving forward with the migration initiative.

Organizational Alignment

The number one cause of failure to portal initiesivs lack of governance (Gartner, 2006). Instntaién defining
governance is alignment of the organization arahedneans/process by which this is done. Throuigtheu
interviews, acknowledgement of the political/depantal biases was apparent. It is critical thdE Bkeholders
find a common group and appoint a representativemming body to manage these decisions.

Organizational Readiness

In most organizations, technology change is vieagd necessary evil required to either maintainpegitive
advantage or streamline processes. Often thereuwfithe organization is taken into account ineort
appropriately position/train/market the new tecloggl solution. Given PSE’s current employee popaiteand the
expected high turnover over the next 5 years, i that today, given the current employee basellwifitegrated
self-service online portal presents concepts/fonedity and a electronic culture that PSE is natgefor. Part of
the consideration for the release of the next geiter of PSEWeb (PSEWeb 2.0) is a potential phaggdoach
that is in synch with workforce transition. Newdsrcould be immediately taught/adapted to the newaof
business while long-time employees near retireragmsoftly phased out using existing systems. tiiierto work
appropriately a number of seasoned yet youngedderi’ resources will need to be identified and ésio
“bridge” the old and the new.

Web Steering Committee / Governance Board

Related to 3.4.1 Organizational Alignment the imrmatglappointment of a governing body will minimibe
organizational strains (political, biases, departhstrengths) and will provide a representativeugrto assist in
developing standards and guidelines. Having the Bteering Committee (which would normally be ayver
appropriate starting point for a governance bobeddn hiatus is a clear indication of risk — ifigd to be put on
hold already, additional constraints and historpeiceptions will also need to be dealt with. Tésuit of this
should be a PSE Governance Board (internal comeipttassigned to own governance and standards. This
representative group would remove issues relatéavtoership” of the intranet

Existing Content Management Processes

Current content publishing processes leverage atpauthoring and web delivery environments. \&psrcific
guidelines seem to be in place to address riskilighing of content within PSEWeb. Yet at the saime, several
users have access to make manual code changespgmthuction environment. This duality is a riskhe
environment, and exceptions to the processes auilbe confusion/difficulties as PSE explores ShantBdContent
Management Features and approval workflows. Mofamgard, it will be a risk to allow even power us¢o make
code modifications to the SharePoint environmemd, r@quiring overnight promotion from environmemt t
environment will limit the leveraging of all of thelvantages that a platform such as SharePoirgroaide.

Further exploration will be required to mitigateydssues related to these processes.
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4.4.5

4.4.6

4.4.7

4.4.8

4.5

45.1

45.2

Integrated eForms Solution

Mention of an upcoming/early stage initiative fétoems came up throughout our discovery. It has aentified
that Adobe Acrobat/eForms products are being resieand evaluated. Implementing an eForms soltiianhas
limited integration with MOSS, rather than use v&tiools within SharePoint/Microsoft Office prodsicwill have
impact on PSE’s ability to fully integrate contelatfa and transactional information within the sgta¢form. Proof
of Concepts and testing are recommended to mitihaeisk.

Information Organization and Taxonomy

Finding information on the portal is currently notuitive and this is a consistent point made while
demonstrating/discussing PSEWeb’s perceived “ldakatue”. Users have difficulty finding either new
infrequently used information. On the other hahdpighout our interview process it became appdhattthere are
varying viewpoints as to what the future organmatf information should be. As part of the nerfps of this
project, alignment must be achieved between thestakeholders on this subject to achieve success.

Section 508/Accessibility Compliance

Several discussions around diversity and accesgilnilthe workforce highlighted a key consideratiowith so
much of the workforce turning over and retiring otlee next 5 years, systems will need to accomneogktying
degrees of accessibility/assistive technologiesyalbas provide assistance for the more diverdifirkforce
expected in replacement. Careful consideratioandigg section 508 compliance must be made in deirj the
master pages and overall interface presentatiar.layurther discussions are required to cleagntily PSEWeb’s
requirements as it relates to Section 508 compdianc

PSE Employee vs. PSE Employee as a customer

One of the concerns highlighted during our intemsas the potential conflict of solutions for intat/external users
and instances where a user operates as both. P@&yees are also likely PSE customers. What shitveld
policies be for such users, does a person whotlsd®SE employee and customer really have 2 psifilentities?
Should systems accommodate for the dual role? tWidlperson be required to have a Employee syktgim
ID/Password and a Consumer Login ID/Password? I8hbis be a concern for PSE?

Opportunities
The following sections outline opportunities th&HBPhas as part of their PSEWeb Redesign project

Enable change in internal communications thro  ugh technology

While this would seem a rather ambiguous “busipeesess reengineering” statement, for this initeti
specifically internal communications, the SharePtEnhnology and Microsoft messaging stack provates
opportunity to drastically change how informatisrdielivered across the organization. The idedadec
synchronizing email notices with online support enatls, leveraging XML/RSS data feeds to creatsqaalized
newsletter solutions (internal and external) andimly alerts, and subscriptions and thoughtfuliné news
delivery. A new comprehensive strategy shouldoo&édd at for leveraging all of the assets PSE dyreavns. The
end result should be delivery of information, thybumultiple vehicles, synchronized based on neéduaer-
defined requests.

CSR call center knowledge base

As we've experienced with other customers, ondeftop uses for SharePoint has been the develophent
knowledge bases; for PSE, that would be most mstrifiean electronic/interactive version of the QRFerhaps an
online customer service response center, includivp-to-date information, access to customer actimformation
and the ability to conduct transactions could nses the ‘nirvana’ goal— but in the mean timeseful means of
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453

454

455

4.5.6

searching/finding and interacting with informatitensupport the customer experience should be loaked
thoroughly.

Web 2.0 functionality

This is both a request and an identified risk. éBithe nature/profile of the workforce of PSE tqdayme of these
technologies and processes will seem a bit extredrethe other hand, a new generation of workfatde@SE will
expect it them as baseline tools for everyday wdrke transition will be both technological andtatdl and it is
important to understand just how far that will irmpproductivity of both current and future emploge®©ne of the
greatest means of ensuring success is a top dopvoagh of demonstrating usage by example. Ke\eleip
positions need to demonstrate the level of sudpothese new tools/ways of doing things by redulasing them
themselves — becoming active participants in thie/skearing culture, either with peers or as thedeship voices in
the company.

Enable remote/mobile workforce

One of SharePoint’s many features is the abilitsetoder the page based on the viewer that is d@ngess In all of
the discussions to date, PSE’s remote workforbeiisg optimized to use laptops, yet there’s vetlelimention of
mobile devices such as cellphones, hand held P2A, &/hile this has grown considerably on the comsr
product side, it has also become a true busines&mabling business process decisions and acceskevant
timely information directly through these devicdaurther review of the business processes andniation
maintained in PSEWeb should look for opportuniteeteverage mobile technologies to enable the cgryagunger
workforce.

Building patterns of trust/accuracy in enterp rise systems

This isn’t just an opportunity, it's a necessityloving forward, PSEWeb needs to become a placeathat
employees trust will supply the correct, accuraie most up-to-date information. Content authorsiens and
stakeholders are better off having no informatizantinaccurate data. Critical to the successisfititiative and
its truly being viewed as valuable will be the t@ad accurate synchronization of the PSEphone, &&POutlook
person/profile information. In addition, the teolsgy should be able to provide users more corasxo the
relevance or "newness” of the documents publistmelishiould also provide consistent alerting for upsi@hanges
to various information stored on PSEWeb.

Shared drive cleanup

As part of this initiative, PSE has the opportundyclean up its shared drives. While not yet fiiexl as a core
requirement of this project, leveraging SharePmwirgnable users to find information more easilyerashould
include the removal of other competing options Ksas shared drives) and would allow PSE to efféctemning
up” process by a thorough, directed migration efc¢bntents of these drives. This entails remodingicates,
archiving outdated materials/data and identifyisg/retention documents from the pool of material @n shared
drives.
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5. Approach and Detailed Findings

Three distinct methodologies were selected asviegs to uncover rich information. Existing PSEWeerfaces
were examined using:

= Enterprise Information Architecture Heuristic Evation
Additionally, user task activity was researchedgsi

=  Contextual Inquiry Interviews

= Field Observation/Interviews

51 EIA Heuristic Evaluation

We began with a heuristic evaluation of the exgs®®SEWeb intranet. Traditionally, a heuristic eadilon involves
examining the interface and judging its complianith recognized usability principles. However, whe
approaching a complex intranet that an organizatepends on for much of their daily operationsgaterprise-
focused heuristic assessment can elicit a morépattset of findings; therefore, the heuristiclaation of
PSEWeb focused on (1) common intranet tasks anahigdion-critical intranet tasks which are veryngfigant for
each represented group’s SQI (Service Quality bgjic

5.1.1 Home Page: Navigation | Hierarchy | Messaging

There are 2 major goals of a home page — to weldbmaser and assure them that they are indeéa inight
place, and to start them on their way to a sucakegperience. An intranet home page has the adgartdf having
a captive audience, and no web competitor, butldhmat take that for granted. For home pages,stop-shopping
is the way of the future — everyone is very busyl ean’t see business getting slower. PSEWeb dmittie one-
stop shopping experience for PSE — where you capaye benefits, travel discounts, logowear anddoow’s
meeting agenda.

However, there are challenges in home page naweigttat hinder the user’'s chance of successfulreque.

Extensive usability testing of intranet sites supgpthe theory that user behavior (recognition maall) on an
intranet shows more success with each ensuingteitfiie intranet.

60 - —®

= edian
50
Q1

40

Time Spent Performing 11 Intranet Tasks
{Hours Per Year)

Study 1 Study 2

Figure 2. Jakob Nielsen's Alertbox, October 9, 2007

The opposite appears to be the norm at PSE. “My#leat” navigation (hidden navigation in JavaSctipytouts”)
does not encourage intuitive behaviors, and tharoegtional changes within PSE have negatively ctgzha
navigation that was built to mirror the departmstnticture at the time it was created.

Note: Take advantage of the yellow sticky notesulghout graphics this document — they are positione
proximity to an issue or observation for ease aflreg and grasping the context.
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ifluaute) mala it cifficult for hath

users to

£ Friday focus
_ PSE Corparate Ethice and Compl] T
=S T

I S
Mifts o -
| = PSEConference Facility | I:
_ 4 | EEiRratrerrsrn et r ol svenn: TR |
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Is that | [~ LEg@al oW ieonratonT. (| i
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p pages > P arporate Fact Bool ic Conditions
the top ravel UptonsiRewards

Figure 3. PSEWeb Home Page

As you can see irigure 3above, navigation is well placed, as is the seanthkey navigational elements such as PSEPhone.
Best practice recommends that the most importaktde at the top, the next most importalit and so on. However, as
pointed out in the screen shot, there are chaistitsrof navigation- size, mouse action, and #ledion of links- that cause
problems.
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As shown irFigure 4 PSEWeb is the first link, and the flyout showsh®ices: Home Page, My PSEWeb, Help. The
distinction between the 3 implies exclusivity - theme page must be different than MyPSEWeb whicktine different
than Help. Help generates another fly out layeth wichoices:

i

‘I
/

I

I

B

[ ]

[ ]

[}

[ ]

[ ]

[ ]

[ ]

H

f i L..HELP > New Main Navigation -

B Facility Services - Includes |id .

H 1. This page was built to help the
aei

i i user understand where to find

B Secyrity & Office Services -1

[ ] ¥ B what

i g what )

[ | l:—e Thic wwno ~rantad an il 160

B Customer Carg — NEW! inciyd 1715 Tras B ECRe LT GEIY 155

[ ] T [ AANE  dlea smisiemdionm oo

l l""“ U DY — e HiAavivaanion ri|as o

[ ] | S T T,

B raanisala B Carma _ Inaladnall_ [ CNATNYSU SITI wier.

l mianualo o rwian =l UC)I%‘-\'DL = ar

B farme (HB & Lane and Recadl

g foms (HR & Kaps and Recog

[ ] [

I [ ]

] woel ln !Ill

A § nliciac 2 = - g — lmel
He“) ! SU-DDOﬂ Employee Services — NEW! |
"\"iE‘\"J'anle :1 USIng tne mous -~ i q.n -33‘: Op LR 3:-

te Communications

Help/Support —includes link

Figure 4. Initial PSEWeb links and Help

The home page should be able to start the usendfieir experience throughout the site, offertfrasd useful content, and
compel the user to return again. The home pagdeset| of expectation for rest of the site.
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MAIN NAVIGATION " Quick Clicks! Content LINKS
PSEWeh Find It @PSE e | Froanen PSEWeb Friday Focus TOP PAGES accessed via PSEWeb
- Story link{s)
United W: PSE corporate
I"dlﬂ‘; t';'e‘“ iy D sor ire, | Prouncement PSERhone R e 1. mns/stats/plasma_dashboard.aspx
TR : #2 Corporate compliance 2. psephone/default.asp
Vo T Org Charts Mcws Digest | [Arnouncement calendar prograr ' .
ey = s Hl training 3. outofoffice/serverside.asp
M Fit: FERC
Beprrtmients R Weather! detall Rt 4. mdl/portal/default.aspx
s Job Openings PSEPhone Cg&gﬂﬁfm 5. grm/default.asp
Quick Traini -
M I_seplest | ng
Employee Dmlosmem et 6. psephone/detail.asp
el Cont? detal el 7. mns/stats/outage_stats_ddd.aspx
K Faclity " Uhites 8 f fiobope nings.asp
UItiliti
e T rrans;':é:astion . orms/p! /jobope nings.asp
Standards P°”I"5‘ﬁ‘d Commission 9. forms/pif/default.htm
Special Legal Hol PSE Credit
Folts Information i 10. mdl/portal/modules/graphs/gen_grap
PSE Corporate
Help/Support o OABTS h.asp
FSE Foundation)|
juene
atching
P -
o Regulatory TOP SECTIONS accessed via PSEWeb
Commission h >
e 1. psephone 14650
o 2. mns 143511
urchasing
Peard SDOL 3. grm 54324
Seattie Area 4 mdl 29362
Traffic ;
Conditions 5. outofoffice 25992
Travel Optiohs/| 6. forms 25272
Rewards 7. humanresources 17240
. . . 8. intolight 16997
Figure 5. Top pages and sections accessed via PSEWeb
9 P pag 9. psetoday 5566
10. digest 4900

5.1.2 Search

Search heuristics should consider the followingare

Locating search: Where is it? Is it always in thee place?
Scoping search: What will be searched? What isitlee’s expectation of how search should work?

Query entry: How can the user search? Is the ibpytarge enough to see their input? Are “stop wbrd
automatically excluded (i.e., “the”, “a”)? Are tleeaccommodations for spelling errors? Is it obvibos to
kick of the search (i.e., “FIND IT NOW”, “SEARCH")Rre contextual help questions available?

In PSEWeb, The search capability is well placeayatthe global navigation) and consistent througtioei site.
(This is taking in to consideration only the pafjest conform to the navigation standard currentlplace.)
Unfortunately, the “Enter” button does not creatdam to start searching. Users have become aauest®o using
a keyboard shortcut.

5.1.3 Search Results
Search result principles include:

Retrieval results: What is the user viewing? kpuiery restated on this page? How many resultshare?® Are
the results useful? Is it obvious where the residtae from? Are they grouped in a useful and ldgiegy? Are
there multiple results for one document?

Query refinement: Can the user refine their seallifere a way to search within these searchtessifithe
user searches again, will it be discernable tatiee what new pages have been returned?

Interaction with other IA components: Can | switotbrowsing when search isn't doing the trick? Have
gathered sufficient understanding to use the néiigal structure to find what | need?

Finishing search: What can | do now that I've dse&rching? Can | go to the page/section to viewectd

Will | see related links, ways to reach the peratio has the information | need?

In PSEWeb, because the search is basic Window imglevesults are numerous and presented from thesbl
forward. It would be possible to have to sift tigh 100s of results to find the answer needed.
Search was not offered as one of the user’s regular uses of PSEWeb. When specifically asked about it,
the responses were consistently negative; we did not find anyone who used it. When asked for an

Confidential

0 2007 EMC Page 27 of 60



Puget Sound Energy: PSE Web Redesign
Findings Assessment

Version: 1.1
Date: 10/15/2007

example of why users felt it was not useful, we were shown several examples of queries and “bad”
results. Some of these results- both general results and PSEPhone results, are shown in Figure 6 through

Figure 10

Search: Org Chart

# of results: unknown

Organization of results: unclear

Short Description: no context to the document ayepaisually contact information. Name of the lb@gins with the type it
is (Visio, Word).

Visited link status: none

RAIN NAVIGATION
PSEVleb

Industry News & Data
Human Resources
Departments

(Goals & Incentive.
[Employee Resources
Manuals & Forms
Policies & Standards
Special Projects

Help / Support

ilmck C‘E\Eks‘!‘

->Find it @ PSE!

- United Way 2007

-* Organizational Charts

-» My Benefits

-» Job Openings

> My Development

-+ PSE Conference Facility

-» Corporate Policies

-# Legal Hold Information
-> PSE Corporate Fact Book.

-» PSE Foundation -
Employee Matching Program

PSEWeb Search

Search

Search: |org chart | gt

SEARCH RESULTS.

Visio-Copy (1) of EES Div ORG Charts 16 2007.vsd

4400 Grant Ringel Director Customer Market Strategies 81-2181 4445 Mary Smith Mar Mew Program Dey & Evaluation 81-2421 Sandy Palmer WMidg PIM 81-2998 WMichael Wehling
Prog Mgr 81-2245 Zac Yanez Prog Mgr 81-3322 Kim iams Mktg PI 81-23726 Danial Powers Mita Impl 81-2415 Ryan LeBaron Midg Impl 81-2390
fbusinessdeviorgcharisicem ocrgchart 5-7.pdf - Last Modified: 323/2007 10-15.35 P

Visio-Orgarnization Chart - Phase 2.vsd

Fhil Frentiss -Lead Lara Ringness Barb Bunker Darcy Rowe Jeanne Farley Mina Mays DADMO Project -Phase 2 GAS FHASE -Organization Chart Business Warehouse Reporting
& Analysis Core Stake Holders IT Core GAS Shirley Pressley -Lead Training & Change Management Tom VWikan -Project Manager KimHab

fdadmo/org charts/visio-organization chart - phase 2,pdf - Last Modified: 10/1 /2003 3:08:13 Pii

Microsofi PowerPoint - HR Org Chart Sept 2007 (2).pnt

Updated: 8/10/2007 Human Resources Depantment Human Resources Department Jan Millard Executive Assistant victoria Fitzgerald Admin. Specialist Benefits, Payroll &
Cempensaticn Peggy Grandke Sr. Benefits Analyst Debbie Kuhn Health & Welfare Consultant Pelly Wainaina HR Accountant Debbie Jo Herndon Fa

fofficerteamiofficer org chans/mellies 09-10-07.pdf - Last Modified: 8/10/2007 3:51:36 PM

Microsoft Word - 070612 MNS Org Chart.doc

Sue Beardsley Manager Metering Network Services Rachel Montova Lead Supenisor Meter Operations & Compliance Meter Reading Contract M. King, Whatcom, Skagit, 1sland
Counties 28 Union People Karen Bartholomew NS Superisor South King M. King Metering $. King, 5. Seatile Reconnect Desk Mobile Warlfor

fminsiorgimns revenue.pdf - Last odified 7/25/2007 6 5532 P

Microsoft PowerPoint - Harris Org Chart 10 15 07.ppt

Resource Team Kimberly Harris Exec Vice President & Chief Resource Officer 81-3897 Cal Shirley Vice President Energy Efficiency Services 81-2428 Paul Wiegand Vice
President Power Generation 81-3131 Roger Garratt Directer Resource Acquisition 81-3470 Grant Ringel Director Custamer Markst Strategies 8

lofficerteam/officer org chanstharris 10-15-07.pdf - Last Modified: 10/12/2007 5:31:40 PM

Controller Org Chart

Jim EldredgeVice President, Controller & Chief Accounting Officerg 1-3135Gus EriksonPresident Puget Western, Inc 425-487-6567Mike StranikAssistant Controllers 1-32021ike
MainManager Risk Managements1-3660Barbara Luscierhlanager S0X-404 Program@1-3238Bruce Bollerthlanager Property Accountingd 1-3730S0X-40

fofficerteamiofficer arg chans/eldredge 10-01-07.pof - [ ast Modifed: 10/4/2007 §:56:39 P

Kicrosoft PowerPoint - Harris Org Chart 08 27 07.ppt

Resource Team Kimberly Harris Executive Vice President & Chief Resource Officer Cal Shirley Vice President Eneray Efficiency Senices Paul Wiegand Vice President Power
Generation Roger Garratt Director Resource Acquisition Grant Ringel Director Customer Market Strategies Bob Stolarski Directar Custo

lofficerream/officer org chanstharris 08-20-07.pdf - Last Modified: 820/2007 1.38:46 P

Visio-ORG Chart 051228.vsd

Sue Beardsley Manager Metering Network Services John McClaine Manager Metering Metwark Services Craig Brakefield Lead Supenisor Meter Operations & Compliance Energy
Diversion Rachel Montaya Lead Superisor Meter Gperations & Compliance Meter Reading Transiticn Mike Yoshitomi Lead Supenvisor Meter T

[mnsiorgimnsorgchart.pds - Last Modified: 7/25/2007 6:33:32 PM

Visio-2007-05-16 McLain's Org Chart.vsd

Sue McLain Senlor Vice President Operations Jerry Lehenbauer Director Censtruction Management Mike Hobhs Director Operations Booga Gilbertson Director S4P Roadmap
and Transrmission (reports to Darren Brady for SAP Roadmap and ta Sue Mclain for Transmission Related Functions) Gordon Funai Directar Pur

/fofficerream/officer org chans/archive/mclain 05-16-07.pdf - | sst Modified: 8/10/2007 3.51:37 M

Microsoft Word - Org chart June 19. 2007.doc

Standards and Compliance Department Cffice Location: PSE East Building 355 110th Ave. NE EET-07VW Bellevue, WA 98004 Performance Lab: PSE South King Complex 905 &
228th 5t SKC-TRC Kent, WA 98032 June 19, 2007 Emily Janiszewski Admin Specialist 81-3719 Mollie Launer Cansulting Engineer 81-3735 Subs

[swpiorgchartiorg chart.pdf - Last Modified: 6212007 8:31:37 Pl

10/14/2007
Author PSE Web Coordinator

2:02:48

Figure 6. Search for "Org Chart" results - Page 1
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PSEWeb Search

Search

MAIN NAVIGATION

search: org chart | got
PSEVleb
Industry News & Data 12345678010,
Human Resources SEARCHRESULTS,
Remments Lower Baker Gate Replacement
Goals & Incentive Questiens? Contact, Shauna Tran, at 425-462-3924. Upper Baker Compound Transformer, ER Home, Baker River. Shaunato provide brief description.. Photos. Praject Plan.
Empioyee Resources Schedule. Status Reports. Team. coming soon. 03/20/2008 Summary. Implementation Meeting Reparts. Ora Chart. Summary Schedule. Baker River Relicensing.

lenergyreseurcesiplant improvementsiub compound iransformeridefauithum - Last Modified: 7/12/2006 6 5345 PM

Manuals & Forms

Policies & Standards

Special Projects Lower Baker Gate Replacement

Questions? Contact: Shauna Tran. at 425-462-3924. Lower Baker Transformer Replacement ER Home. Baker River. Shauna to provide brief description.. Photas: Project Flan
Schedule. Status Reports. Team: coming soon. 03/20/2006 Summary. Implementation Meeting Reports. Org Chart Summary Schedule. Baker River Relicensing
fenergyresources/plant improvenientsihb transformer i widefauls.hin - Last Modified: 71 2/2006 §:53.45 PM

sisdito B Lower Baker Gate Replacement

-* United Way 2007 Questions? Contact. Shauna Tran. at 425-462-3924. Lower Baker Upstream Fish Fropagation. ER Home. Baker River. Shauna to provide brisf description.. Photes. Praject Plan.
_» Organizational Charts Schedule. Status Reports. Team. coming soon. 03/20/2006 Surnmary. Implementation Meeting Repaorts. Org Chart. Baker River Relicensing.

fenergyreseurcesiconsiruction articlesib us fish propoegation/defaulthim - Last Modified: 7/12/20086 £:53:44 P

- My Benefits

-» Job Openings

- My Development Baker River

_» PSE Corference Facility Questions? Contact Shauna Tran. at 425-462-3924. Baker. ER Home. Shauna to provide brief description.. Plant Improvements. Part 12, Lower Baker Gate Car Replacement.
Lower Baker Transformer Replacement. Lipper Baker Shop Replacement. Upper Baker Compound Transformer. Upper Baker Intake/Baffle Modification

AR A fenergyresourcesibaker.hum - Last Vodified: 7/10/2006 2:15:42 PM

-# Legal Hold Information

-> PSE Corporate Fact Book

-» PSE Foundation -
Employee Matching Program

Lower Baker Gate Replacement

Questions? Contact. Shauna Tran. at 425-462-3924_Termrestrial Articles Schedule. ER Home: Baker River, Shauna to provide brief description.. Photos. Project Plan. Schedule
Status Reports. Team. ceming soon. 03/20/2008 Summary. Implementation Mesting Reports. Grg Chart. Summary Schedule. Baker River Relicensing.
fenergyreseurcesinon licenselterrestrial articles schedule/defaulthim - Last Modified: 7/12/2006 8:33:44 PM

Lower Baker Gate Replacement

Questions? Contact. Shauna Tran. at 425-462-3924. Fish Fropagation Article 101, ER Herne. Baker River. Shauna to provide brief description.. Photos. Preject Plan. Schedule
Status Reports. Team. coming soon. 03/20/2008 Summary. Implementation Meeting Reports. Org Chart. Summary Schedule. Baker River Relicensing.
fenergyresourcesiconstruction articles:fish propogation aricle 101/gefaumithum - Last Medified: 771 272006 6:53:44 P

Lower Baker Gate Replacement

Questions? Contact. Shauna Tran. at 425-462-2924. Lower Baker Downstream Fish Passage. ER Hame. Baker River. Shauna to provide brief description.. Photos, Project Plan
Schedule. Status Reports. Team. coming soon. 03/20/2006 Summary. Implementation Meeting Reports. Org Chart Summary Schedule. Baker River Relicensing
lenergyresourcesiconstruction anicles/lb ds fish passage/default.htm - Last Modified: 7/10/2006 2:15:43 Pi

Lower Baker Gate Replacement

Questions? Contact. Shauna Tran. at 425-462-3924. Aquatics Articles Schedule. ER Home. Baker River. Shauna to provide brief description.. Photos. Project Plan. Schedule
Status Reports. Team. coming soon. 03/20/2008 Summary. Implementation Mesting Reports. Grg Chart. Summary Schedule. Baker River Relicensing.
fenergyresourcesinon license/aguatics articles schedule/deraulthim - Last Modified: 7/12/2008 8:53:44 PM

Lower Baker Gate Replacement

Questions? Contact. Shauna Tran. at 425-462-3924. License Resource Schedule, ER Home. Baker River, Shauna to provide brief description., Photos. Project Plan. Schedule,
Status Reports. Team. coming soon. 03/20/2008 Summary. Implementation Meeting Reports. Org Chart. Summary Schedule. Baker River Relicensing
/lenergyreseurcesinon licensedicense resources schedule/defaulthim - L ast Modified: 7/12/2008 6 5344 PM

Lower Baker Gate Replacement

Questions? Contact Shauna Tran. at 425-482-3924 | ower Baker Gate Replacement ER Home Baker River. Shauna to provide brief description.. Photos. Project Plan. Schedule
Status Reports. Team. coming soon. 03/20/2008 Summary. Implementation Mesting Reports. Org Chart. Summary Schedule. Baker River Relicensing.
fenergyresources/plant improvementsilh gate car replacemenvidefaulthtm - Last Modified: 71 2/2006 6:33:43 PIf

10/14/2007
SE Web Coordinator

Figure 7. Search for “Org Chart” results - Page 9
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PSEWeb Search

Search

FIAIN NAVIGATION Search;|0rg chart |Go!
PSEVieh
Industry News & Data .8101112131415161718

SEARCH RESULTS

Human Resources
Departments
Goals & Incentive: PF - Materials Planning L - Intermediate Trade LO - Foreign Trade LIS - Logistics Infarmation 8y LE - Logistics 80 - Supply Processing SO - Sales and Distribution SO - Camplaints Pracessing MW -
Employee Resources Materials Procurement MM - Scheduling Agreement Proc MM - External Senvices Frocure MM - Inventery Manag

i

Pl T L anl_struclure reporl ransaclions erp accouming logistics.xls - Last Modified. 1 £/1/2008 32144 PM

Manuals & Forms
Policies & Standards
Special Projects

Help  Support PH - Maintenance Processing QM - Guality Certificates QH - Quality Inspection GF - Problem Management PP - Repstitive Manufacture Pr PP - KANBAN Processing FF - Production Order Processi
PP - Praduction Order Scheduli CRM - Customer Interaction Gen CS - Senice Business Pl - Process Order Processing

rrbepius/9-scan SHUCIre report ansaclions erp production Servicexls - Last Modified. 114/2006 3:.21.43 PLF

Quick Clicks!

-> Find it @ PSE!

- United Way 2007 PF - Materials Planning L - Intermediate Trade LO - Foreign Trade LIS - Logistics Information Sy LE - Logistics S0 - Supply Processing S0 - Sales and Distribution S0 - Complaints Processing MM -
—» Organizational Charts NMaterials Procurement MM - Scheduling Agreement Proc MM - External Senvices Procure MI - Inventory Manag
£ rpse help/docs/B-scant Structure report transactions erp accounting logistics.xls - Last Modified: 14/1/2008 3:18:41 PM

-> My Benefits
-» Job Openings

-> My Development

P - Maintenance Precessing QM - Quality Certificates QM - Quality Inspection QN - Problem Management PP - Repetitive Manufacture Pr PP - KANBAN Processing PP - Production Order Processi
32 PP - Production Grder Scheduli CRM - Customer Interaction Cen C5 - Senvice Business Pl - Process Order Processing

-» Corporate Policies ripse help/docs/9-scant SErUcIure report Iransactiohs erp proguction Servicexis - Last Modiied: 14/172008 31842 P

-> Legal Hold Information

-» PSE Corporate Fact Book
-> PSE Foundation -
Employee Matching Program

-> PSE Conference Facility

Y Yy Yy Y Yy Y Y Y Y Y Y Y Y VY Y Y Y Yy
{projecicontrols/system planning/documentsiergchar.vsd -

Iicrosoft Word - SPManual December2005.doc

Gas Special Projects Inspection Manual 2005. Gas Epecial Projects Inspection Manual Form#3875 December 2005 2 Table of Contents Introduction .7 Section | — Pre-Construction Job Tasks. 8
Obtaining the Job Design Prints. 9 Reviewing the Job Design Prints .Gas Special Projects Inspection Manual Farm#3875 D

fformsidocuments/formdocs/3875.pdf - Last Modified: 3142006 £38:235 AW

=81011121314151617 18

10/14/2007 12:31:15
SE Web Coordinator

Figure 8. Search for “Org Chart” results - page 18
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Search: PSEPhone Data

# of results: unknown

Organization of results: unclear
Short Description: 8 result: XML code
Visited link status: none

RAIN NAVIGATION
PSEVleb
Industry News & Data

Human Resources
Departments

(Goals & Incentive
[Employee Resources
Manuals & Forms
Policies & Standards
Special Projects
Help / Support

Quick Clicks!
->Find it @ PSE!
- United Way 2007

-> Organizational Charls
-» My Benefits

-» Job Openings

-* My Development

- PSE Conference Facility

-» Corporate Policies

-# Legal Hold Information
-> PSE Corporate Fact Book

-» PSE Foundation -
Employee Matching Program

PSEWeb Search

Search

Search: PSEFhone Data

SEARCH RESULTS.

Iy PSEWeab
My PSEWeb
imypseweb.asp - Last Modified: 9/12/2007 3:14:13 PM

Welcome
PSEWeh Home Page
fdefault.asp - [ ast Modified: %41 2/2007 31413 Pl

xml version=1.0" encoding=utf-8" 7 configuration= = DYMNAMIC DEBLS COMPILATION Set compilation debug=true” to insert debugging symbals {pdh infarmation} into the
compiled page. Because this creates a larger file that executes more slowly, you should set this value ta frue only when debug
foffice2003/deployrequestweb.bak - Last Modified: 10/3/2006 2:06:50 FIF

http:!ipseweb!P SEToday/headline/default.htm

PSEWeh| PSEPhone | Corporate Calendar | PSETeday Feature Story GO! SEARCH The Energy To Do Great Things! We've Updated our Loge! The PSE loge has keen updated
and refined, with a more contemporary leok and feel thatreflects the optimism and renewed energy within our company. As we stive to he a pr

/pserodayiarchives/i21007z we've updared our ioge.pdf - Last Modified: 71872005 5:52:32 P

http:ipsewebl/defaultasp
PESEWeh| PSEPhaone | Corporate Calendar | PSEWeb G0! SEARCH HOLIDAY MOTICE Tuesday -November 11 Veterans Day All PSE business offices will be open.
AMMOUNCEMENTS PSEEA Pathfinders will ke hiking to Rattlesnake Mountain Movember 8th. 2003 Electric Meter Work Practices now available Welcome Mew Employee

ipsetodayiarchivesi0311057 dave lagerquist celebrates 30 yvear service anniversary.pdf - | ast Modified 7/18/2005 5:52:35 PM

bttp:iipsewebl/psetodayiheadline/default. htm

PEEWeb| PEEPhone | Corporate Calendar| PSEToday Feature Story GOLSEARCH The Eneray to do Great Things Leadership Team Meeting Takes Attendees "Back to the Future”
Atthe Movember 11th Leadership Meeting, with a little help from the very popular 1880's movie, the P2E officer team and other presente

ipsetodaviarchives/041111z leadership team meeting takes attendees ‘back to the future’ pdf - Last Modified: 7/18/2005 5:53:05 PM

http:iipseweb/psetodayheadline/default.ntm

PSEVVeh| PSEFhone | Corporate Calendar | PSEToday Featurs Story GO! SEARCH The Ensrgy to do Great Things FSE's 2005 Elsciric Distribution Line Construction Standards
The 200 Electric Distribution Line Construction Standards manual will be issued from the company mailroom beginning Friday, February 2

[psetodayiarchives/0502287 2005 efectric distribution fine constriction standards.pdf - Last Modified: 77192005 5:53:12 B

http:!ipseweb/psetodayheadiine/default.htm )

PSEWeh| PSEPhane | Corporate Calendar | PSEToday Feature Story GO! SEARCH The Eneray to do Great Things PSE Award Winners Honared at Columbia Tower Lunchean
The second round of Power, Spirit and Energy Award winners were recognized on Tuesday, March 22nd at a luncheon hosted by Steve Reynolds and th
insetodayiarchives/i050324z pse award winners honored ar cofumbia tower luncheon.pdr - Last Modified. 7/1 %2000 5.53:14 Pif

http:iipsewebl/default.asp

PSEWebk| PSEPhone | Corporate Calendar | PSEWeh G0 SEARCH FEATURE STORY Updated: 5:24 PI1-8/23 2005 Shore Run to Benefit Cancer Research is Sunday, June 26th
Dust off these walking/running shoes! Its ime for the Annual Fred Hutch Shore Run, Sunday June 26th from Seward park to Leschi: The PSE Team
Ipsetodaviarchives/050620z 2005 shore run to benefit cancer research in june 261h.pdf - Last Modified; 77192005 5:53:21 P

httplipseweblpsetodawheadiine/default.htm

PSEWeh| PSEPhaone | Corporate Calendar | PSEToday Feature Story GO! SEARCH The Eneray to do Great Things Check it out! Win great prizes...Join the My PSE Account
Prerier Club! NEW! On www.pse.cam: MY PSE ACCOUNT. Even though pse.com Is under major construction.... some features are readyto use and try ou
‘pserodayiarchivesi051003z announcing the new my pse account.pdf - Last Modified” 10/5/2003 9:18:58 P

Figure 9. Search for "PSEPhone Data" results
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Search: PSEPhone Data

# of results: unknown

Organization of results: unclear

Short Description: 8 result: XML code

PSEPhone was the lead story for the newsletterysry story in the newsletter shows up as a result
Pages build in tables show “table”

Visited link status: none

PSEWeb Search

Search

FIAIN NAVIGATION
PSEVleb
Industry News & Data 12345678810

Human Resources SEARCH RESULTS.

S%rch;fSEane @

Departments Vilhat's Hew \With PSEVieh

Goals & Incentive tusedto be here, where is it now? An online toal to help the transition from the original PSEWeD to the new and improved PSEWeb
Employee Resources fhelp/using/psephone hum - Last Modifled: 7/18/2005 1:45:08 FM

Manuals & Forms
Policies & Standards

PSEPhone - Telephone Information - Detail

Special Projects ON-LINE REFERENCESNameE-Mail AddressBusiness Warehousehttp:pseweh/SAPSupport/PSE_Help/Business% 20Warehouse/BW%20Home%20P age htmCorporate
Help i Support Controllers Manualhttp:pseweb/documents/CTMManual2003. pdfF ederal Energy Regulatery Cemmission (FERChttp:www ferc gowlmageSitehitp:sesoams 1:8101Learning
Cppoun
: [performmeasure/service provider/guanta/zoa manual - revised 11 30 05/6. on-line references/6.1 on-line references/on line references.pdf- Last Modified: 2/12/2007
Quick Clicks! 41319 A
=>Find it @ PSE!
-+ United Way 2007 PSEPhone - Telephone Information - Detail
-» Organizational Charts Rule 7 TABLE TABLE_10 TABLE_11 TABLE_12 TABLE_13 TABLE_14 TABLE_15 TABLE_16 TABLE_17 TABLE_18 TABLE_19 TABLE_2 TABLE_20 TABLE_21 TABLE_22
» My Benefit TABLE_23 TABLE_ 24 TABLE_25 TABLE_26 TABLE_27 TABLE_28 TABLE_29 TABLE_3 TABLE_30 TABLE_31 TABLE_32 TABLE_33 TABLE_34 TABLE_35 TABLE_36 TABLE_37
Elinipil TABLE 38 TABLE_38T
-* Job Openings Iperformmeasure/service_provider/quanta/aoa manual - revised 11_30_05/6. on-line references/6.1 on-line references/on-line references.xls - Last Modified: 2/12/2007
= My Development £1319P4
-> PSE Conference Facility
AT PSEPhone - Telephone Information - Detail
-» Legal Hold Information Area Planners for Electric DistributiontamePhone /Ext. E-Mail AddressTitleCathy Koch81-3877 or 425-482-387 7 cathy koch@pse.comManagerkit Maretg4-4928 or 360-272-4926
_» PSE Corporate Fact Book kit maret@pse.comer EngineerRay Hisayasug1-2950 or 425-462-2050ray. hisayasu@pse. comSrEngineerSamuel Di Re81-3861 or 425-462-386 1sam.dir
iperfor WSErvice provider manital - revised 11 30 05/5. contacts/5.2 pse contacts/5.2.8 system plannersielectric gas planners.pdf - L ast Modified!
o o Totaekion 2/12/2007 41318 PM

Employee Matching Program

PSEPhone - Telephone Information - Detail

Sheet2 Electric Dist. TABLE TABLE_10 TABLE_11 TABLE_12 TABLE 13 TABLE_14 TABLE_ 15 TABLE_16 TABLE_17 TABLE 18 TABLE_19 TABLE 2 TABLE 20 TABLE_ 21
TABLE_2ZTABLE 23 TABLE 24 TABLE_25 TABLE_ 26 TABLE 27 TABLE_28 TABLE_29 TABLE 3 TABLE 30 TABLE_31TABLE 32 TABLE_ 33 TABLE_34 TABLE_35 TABLE_36
TABLE_37 TABL

Iperformmeasure/service provider/guanta’ana manual - revised 11 30 05/5. contacts/5.2 pse contacts/5.2.8 system plannersielectric distribution.xls - L asi
2/12/2007 41317 PM

t Modified

PSEPhone - Telephone Information - Detail .

Sheet?'Sch.85-Elect TABLE TABLE_10 TABLE_11 TABLE_12 TABLE 13 TABLE_14 TABLE 15 TABLE_16 TABLE_17 TABLE_18 TABLE_19 TABLE 2 TABLE_20 TABLE_21
TABLE_22 TABLE_23 TABLE_24 TABLE_25 TABLE_26 TABLE_27 TABLE_28 TABLE 20 TABLE 3 TABLE_30 TABLE_ 31 TABLE_32 TABLE_33 TABLE_34 TABLE_35 TABLE 36
TABLE_37.TABLE_

{perfor vice provideri talaoa manual - revised 11 30 05/5. contacts’5.2 pse contacisis, 85 - eleciricischedule 85 - electric.xls - Last
Modified: 2/12/2007 4.1215 Pid

ESEPhone - Telephone Information - Detail

SCHEDULE 85 -ELECTRICNamePhone /Ext E-Mall AddressWailstopLinda Bradshaw89-6335 /253-476-6335linda bradshaw@pse.comTAC-NCClodie Utter89-6440 1253-476-
Gdd0jodie.utter@pse.comTAC-MCC 5.2.7 -Schedule 85 -Electric 11/28/2006 1

perfonmmeasure/service_provider/guania/aca manual - revised 11_30_05/5. contacis/s. 2 pse contacis/s.2.7 schedule 85 - electric/schedufe 85 - electric.pdf - L
Modified: 2/12/2007 4:13:13 PM

PSEPhone - Telephone Information

Sheet2 SAP Support TABLE TABLE 10 TABLE 11 TABLE 12 TABLE 12 TABLE 14 TABLE 15TABLE 16 TABLE 2 TABLE 3 TABLE 4 TABLE STABLE 8TABLE 7 TABLE &
TABLE_9 Mame Phone ! Ext. E-Mail Address Title SAP SUPPCRT - WORK MANAGEMENT Bill Kotsegean Bill Esser Tom Lyons Darcy Rowe 81-3581/ 425-462-358181-3514 1
{peitfor e/service provider/q f manial - revised 11 30 05/5. contacts/5.2 pse comtacts/5.2.6 Sap Suppory'sap Support.xis - Last Modified: 2/7f 22007 4:13:45
P

PSEPhone - Telephone Information

Mame Phone /Ext. E-Mail Address Title Bill Kotsogean 81-3581 /425-462
hbill esser@pse com SAF Business Analyst Darcy Rowe 81-2742 /425-4
{performmeasure/service providerguantaiaoa manual - revised 11 30 05/5. contacts/b.2 pse contacts/5.2.6 Sap Supportsap support.pds - L5

81 billkotscgean@pse.com SAP Business Analyst-Lead Bill Esser 81-3514 [425-462-2514
-2742 darcy.rowe@pse com SAP Business Analyst Tom Lyons B1-2573 /425-456-25
lodified: 2/12/2007 413:15

PSEPhone - Telephone information - Detail

Sheet? Rule 7 TABLE TABLE 10 TABLE 11 TABLE 12 TABLE 13 TABLE 14 TABLE 15 TABLE 16 TABLE 17 TABLE 18 TABLE 19 TABLE 2 TABLE 20 TABLE 21 TABLE 22
TABLE_23 TABLE 24 TABLE 25 TABLE_26 TABLE_27 TABLE_28 TABLE_28 TABLE_3TABLE_30 TABLE 31 TABLE_32 TABLE_33 TABLE 34 TABLE_ 35 TABLE_36 TABLE_37
TABLE_38 TAB

Iperformmeasure/service provider/guanta/aoa manual - revised 11 30 05/5. contacts/5.2 pse contacts/5.2.5 rule 7 - gasirule 7 - gas.xls - Last Modifed: 2012/2007 4:13:44

Pid

2007 15:12.05

b Coordinator

Figure 10. Search for "PSEPhone" results
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5.1.4 Site-wide Navigation

“Findability refers to the quality of being locatable or navigable. At the item level, we can evaluate to what degree
a particular object is easy to discover or locate. At the system level, we can analyze how well a physical or digital
environment supports navigation and retrieval.”

Ambient Findability, by Peter Morville?

The following site maps document PSEWeb taxonongythe main pages accessible through menu navigation
This inventory complements findings, will aid indesign of the site.

2 http://www.digital-web.com/articles/ambient_findability/
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Figure 11. Site map 1
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5.1.5 Contextual, utility, embedded navigation
In addition to global site navigation, we looked at contextual or “local” navigation. Whatever the form, consistency
is key. For each of these elements, which live on each of the HR pages, maintaining consistency in both layout

and content creates a familiarity for the user.

For example: on HR’s home page, there are notations for

= Contact =

=Farm =

Word/PDF

= = \Wehsite

Version:

11

Date: 10/15/2007

However, there are links with the WORD/PDF icon that are actually links to HTML pages with links to the
documents, which creates a disconnect between the user’s expectation, and what is actually delivered.

MY
‘ HR HOME | | BENEFITS | | LEAVES | | COMP & PERF | | EMPLOYMENT ‘ [ PAYROLL ‘ FOLICY & EI'H[CS‘ ‘ DEVELOPMENT ‘ ‘ HR CONTACT ‘
HEALTH COACHING
‘ CRCCRAT ‘ HR FORMS LIST | | HR CONTACT ‘
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Plan Year 7,/1/07-12/31/07 -Llarification Of BT tisa 8. Danafing Status | documents Gt Ot Medicat Tental form * Employee Stock Purchase Plan
=g 5. T] 4 i
« Benefits Guide Slinisar i AT BEE Are + Mid Year Status Form Changa R N cratug . Elﬁéwo?mplwee Information
« Information Presentation L"—M—Lumm documents. e ¥ Hon m FIE} o TR i
= Medical Benefits Comparison '07-'08 yroll Forms - Timesheets, WA # prescrigtion Mesication Claitn Form E Tﬁmﬁ" ;;Tmbmgemﬂ t
« Dental Benefits Comparison '07-'08 5 [Redunce) R i ted Job De: u b
«+ Benefits Service Call Center: 1-800- . persuﬁnem:tmmmrmﬁ ¥ Reguiaition om s el A
- || -Benents Sendce Cal Camter i Pusiti = BIF ¥ i = Non-represented Job
% On-Line Open Enrollment (1/1/08- S crlptmﬂ Ml‘-‘dﬂtlﬂ" Claim &’; i re : . Eeffr:\‘gg??rsalnmg Matrix
2/31/08) — -
Hidden link is 8 [ yeur-Famby-Siete-Ehamges + ReqUisitT : 2 'éeft"}"? PS‘E 5
Mid-Year Family Status Chanc good practice  Infarmaton + WageWorks Dependent Care L. o e
= Information for recurring I Dol Reimbursement =3 ¢k Cantacts —= —
« On-Line Enroliment s —
izt events — but Irw Hire On-Line Enrallment - N ::E:::g:;:;ta'm e g esic i Kriess G, News & Events
New Hire On-Line Enroliment  link needs to be BE i | 1l = IDM"H!FKEI!ENHJJOME.'KR . ;J'EW! 2007 Goals & Incentives
» HERE “unclickable”,  Lan These are s — gf—mm . 2&"7 Performance Appraisal
[Viorkers Compansation - Breadspires
Health SO Quick Lontacts o o s Capture your 2007 goals
« 24 Hour Fitness s ggf‘i‘;:';’fé”"" Irsurance | Rsement Slan - man « NEW! Great Place to Wark
« New Location In Olympia o Payroll — Smryey Resulty
+ Corporate Update - 05/07 LOTH INVESTMEN « Investment Plan - T.Rowe Price Usa of icons is not
= Newsletter - 09/07 Jnprovements 1o the 401K « Employment necessary when labeling
Investment Plan « Workers Compensation - T ieatan s Rinctisn.

A01K INVESTMENT:

Plan

= Improvements to the 401K Investment

* Retirement Plan - Milliman

Broadspire/a Crawford Company

In addition, information
overload creates a form
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'
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HNEVE Greal Place to Work Su 1

=Form

. = WordPDF = =Website

lcons are an excellent way to

alert the user to where they are

heading.

Usage is inconsistent:

» links to @ web page with a doc
accessible from that page
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B

I W

A Brogrom
pioyee Recognition
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1 iy Hiri
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I

R

Each of these “quick contacts” have a slightly different layout, and are placed differently on each page. This
information very good to have on each page, but it's page placement has the user searching for it each time.

=

& Quick Contacts
Goals & Incentive Plan
Performance Appraisal

‘& Represented

& MonRepresented

L)

—
B Quick

& Payroll

rker

o—s
— @ Quick Contacts

rﬁ“ Corporate Ethics and Compliance Program
Contacts

‘& MedicaliDental Insurance Companies

& Investment Plan . T.Rowe Price
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@ Retirement Plan - Milliman

Contacts
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&=
& Quick Contacts
= thic.

Contacts

rate
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)
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~ @& Quick
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Contacts
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& Retiree Medical Plan
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= =
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Short-Term Disability

Workers Compensation
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0] )]

& Brttany Hagen :
Leaves/Benefits Analy{ \\e|| organized,

81-3074 (intemal) | key contact
(423) 462-3074 (eMtert jpeo o v

visible without
& Jenny Haykin

another click.
Integrated Leavesand

Accommodation Consultant
81-3278 (internal}
(425) 462-3278 (external)

= 1-958 533 3433

(I you file online, use your
Empgloyee 1D # with leading 0
for a fotal of 9 digits)

QUICK CONTACTS

« Stops at top level —
FSA page.
e “Other” page - QCis
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5.1.6 Examples of global inconsistency
To reiterate a theme, consistency is as imporsgbad navigation. Navigation standards help te ¢five user a consistent
point of reference throughout a site — to alwaysilble to help the user understand:

*  Where they were
*  Where they are
* Where they can go next

Currently, the global navigation consists of the MANAVIGATION and QUICK CLICKS! Set of links on thieft.
Both allow the user to see the departments plis lifirectly to specific pages. Corporate Commuiuoa recently
redesigned their pages to (1) reflect the globeigadion, (2) represent page layout proposed staisdaavigation —

content — “local” links)
4 Corporate Communications

m" o "! PSEWeb Home E

Following is a representation of some pages thlhhdt include global navigation structure or lodlP&EWeb. While
each page may offer the information and functidpahat the specific department requires, withaersgstence of that
global navigation, users must deal “exceptionalv — not being able to get to important areas®BWeb, and not

even knowing what is available on PSEWeb.

FLEETOPERATIONS T T T

Fleet Operations
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5.2  User Tasks and Research
User activities and tasks were examined througlestumal inquiry and field observation. Assessmeathads like
contextual inquiry and field observation are magtcgssful with focus pre-defined.

5.2.1 Contextual inquiry/interviews
Contextual inquiry is based on two core principles:

= Understanding the context in which a product islyslee work being performed) is essential for optimuser
experience

= The user is a partner in establishing best usesréxuces

5.2.2 Field observation/interviews
Field observations allow us to be immersed in tersi environment, and to note critical detailsvidrich there is
no other way of discovering.

5.2.3 Summary of Results

“Consider the meticulous steps taken through thevation of a Victorian home in a historical distrias tools of
everyday living of are uncovered (a straight ramaa shaving mug, boot button hook wand, a silvitie)aa view
of the technologies of that tinamd the residents form.”

Methodologies such as contextual inquiry and faddervation give us the same insight. Along witiriéing what
tools PSE employees use to do their job, the ilars and observations tells of a much larger cdanteohanging
organizational structures, mergers, shifts in bessrgoals, life events, hardware failures. How egg#s have
adapted is critical to note, as this is now theeanirstate of the user experience. In additiahedindings in
section 3, conducting this research revealed avimh of digital artifacts:

= Hidden (or orphaned) HTML pages
= "Multi-ethnic" style-sheets cross-bred and reusedsd many designs

= Numerous half-empty shell pages populated withadttentext content, created as a starting poinhéw
micro-sites

= Multiple sets of overlapping archives accumulatedidgves/folders become unwieldy and cumbersome and
new ones are created. These archives are now Wibdmiscellaneous documents in MS Office formiat-o
even worse - obsolete application files; originatlgred on servers for temporary download, they repwesent
a retrospective of drafts of deliverables for langer projects, and backups from system crashesftmggtten.
5.2.4 Participants

Four of the total 54 departments were selectedttgipate in this initial discovery. The co-sporscecommended
individuals within their departments to also papiate, to give a well-rounded view.

HR

= Marla Mellies, VP Human Resources

= Lorelee Bauer, Staffing and Diversity Manager
Additional key players:

=  Tom Hunt (benefits)

= Liz Sullivan (SAP)

= Brenda Bartell (PM, SAP project)

=  Greg Sisson (GPTW)

= Keith Kaufman (web administrator)

= Bob Bisschoff, Customer System Services I/T Coasdlt
= Chris Deitz, Mgr Data & Application Services
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= Matt Grover, Sr Application Analyst
Additional key players:

= Barb Padagas (manager, security and corporatedsico
= Jerry Thomas (PMO)

= Joyce Hawkin (telecom)

= Shirley Pressley (SAP site owner)

= Nancy Agler (desktop support manager)
= Jon Pielemeier (SAP manager, support)
= Joel Chrisman (new customer support)
= Ruud Scheenen

= Ornulf Kittelsen

CUSTOMER SERVICE

= Paula Russell, Customer Services Program Manager

=  Wendy Micklus, Customer Services Mgr Customer Eiquee
Additional key players:

= Janet Gaines (Director, Customer Service)

= Turushia Thomas (Manager, Access Center)

= Tina Keating (CSR2)

=  Michelle Perrin (CSR2)

= Wanda Miller (Lead, Revenue Management)

= Sharon Wallace, Michele Dodd (receptionists)

= Melissa Gering (Revenue Management — closed acgpunt
= Leonora Filley (CSR, Revenue Management — refunds)

= Lindsay Raso (Operations Specialist — Point Desk)

CORPORATE COMMUNICATIONS

= Martha Monfried, Director, Corp Communications
=  Philip Malkin, Manager, Creative Services
Additional key players:

= Dorothy Bracken (PR)

= Teri Martin (employee communications)

= Sandy Carson (events)

= Duncan Gibbs (PSE.com, Corp Comm)

= Karen Albright (Forms, Corporate Brand & Logo)
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5.2.5 Completed interviews

Round 1 (Contextual inquiry)
Philip Malkin
Bob Bisschoff
Matt Grover
Marla Mellies
Lorelee Bauer
Wendy Micklus
Paula Russell
Char Stumpf
Chris Deitz
Barb Padagas

5.2.6 Postponed interviews

Philip Malkin
Keith Kaufman
Shirley Pressley
Greg Sisson
Teri Martin
Dorothy Bracken
Sandi Carson
Liz Sullivan
Nancy Agler
Lindsay Raso
Tina Keating
Michelle Perrin
Michelle Dodd
Sharon Wallace
Ruud Scheenen
Ornulf Kittelsen

5.3 Other data

5.3.1 Most visited pages

Since there is no analytics capability tied to PSBWb understand user activity, Matt ran a quetistall pages
within PSEWeb that showed any sort of activityléatst 1 visit) over a 30 day period.

Round 2 (Field obsénrg

Shirley Pressley
Duncan Gibbs
Keith Kaufman
Brenda Bartell
Marla Mellies
Karen Albright
Joel Chrisman
Jon Pielemeier
Tom Hunt

Matt Grover
Teri Nguyen
Wanda Miller
Char Stumpf
Wendy Micklas
Paula Russell
Janet Gaines
Melissa
Leonora

Version: 1.1
Date: 10/15/2007

One assumption that can be extracted is that pgdefallt.htm and pseweb/default.asp are the sage: pae
PSEWeb home page.

Therefore, the total number of visits in this 3¢ gariod total 408,354.

pseweb/default.asp
pseweb/default.htm
Total home page visits

239523
168831
408354

An unplanned-for finding: 41.4% of the visits aoegain obsolete page. An assumption can be madé that saved
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URL - most likely is the user's home pate.

Other findings based on page visits:

Top areas visited | by task/department
METERING

PSEPhone

QRM

METERING (rev mgmt)

JOBS

Out of Office - calendar

QRM >city search

QRM < Customer Services
INTOLIGHT

PSE Phone

HR home

Friday Focus

pay station list < QRM < customer services
Find it @PSE < QRM

home > daily clips

forms < global nav or corp comm
Customer services home

QRM >Energy Assistance Agencies
search

standards & compliance
nav>officerteam
home>announcements

hr>benefits

5.3.2 Webdev1l server information

total visits

143095

135623

39372

29345

22453

21242

16542

13060

12788

10647

7478

5380

4406

3546

3540

2427

2422

1818

1649

1586

1582

1539

1220

%

15.2%

14.4%

4.2%

3.1%

2.4%

2.2%

1.7%

1.4%

1.4%

1.1%

0.8%

0.5%

0.4%

0.4%

0.3%

0.2%

0.2%

0.2%

0.1%

0.1%

0.1%

0.1%

0.1%

Version: 1.1
Date: 10/15/2007

tasks detail/comments

meter group or CSRs troubleshooting meter accuracy
or explaining why bill is so high

phone look up

All QRM pages, not just QRM home page
Revenue management CSRs

Jobs home page (19222), plus represented (3231)
internal calendar tool mostly used by IT

find business offices, contact info

QRM home page

street lights - outages, requests for new ones

results

email link

CSRs answering "where can | pay my bill?"

find it fast links directly to this QRM page — this # is not
included in the QRM total above

aka news, digest

many CSRs have this bookmarked as their home page

CSRs helping customers to find ways to pay a bill -
electricity turned off or about to be...

org charts

low total for such busy hits during open enroliment time;
or, indicator that people do call more than use the site?

The WebDev1 server contains the majority of allgsathat comprise PSEWeb. After a discussion witkt KBeover

% This assumption was discussed with Matt Grover, who confirmed that the .htm pages were obsolete once the site was migrated to a .NET

platform, and felt that the default.htm was indeed a bookmarked home page.
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and Joel Chrisman, two requests were agreed to:
= Matt Grover will identify where any other pageslifother servers)

= Joel Chrisman will, as time permits, to get usstdf the folders, the files within, and if theyedive, "hidden",
or obsolete.

Why is this important? Between the pages visit@bres that Matt has run and our assessment of P8EWé&ehave
a good picture of activity on PSEWeb. This doesamswer "How many pages are NOT being seen or Used?
A cross-reference of the report we will receivenirdoel will give us a true 360-degree view of thggs that make
up PSEWeb.

5.3.3 Great Place to Work survey results
Since 2002, PSE has conducted the annual Great ®latork Survey. Consistently, the recommendaiticiudes
continuing to strengthen two-way communication aadtinue to keep the lines of communication open.

5.3.4 Lessons learned: emergency preparedness

“The emergency restoration plan and informatiorcpsses are limited today by their ability to segdéo a storm
of this size (Dec’ 06).”

It was KEMA's assessment that PSE did not manag@tbcess of providing customer information onaedton
times as effectively as necessary to meet the nefatiscustomers. The magnitude of this storm wwe&imed the
information systems capability of the company. Befimformation can be sent out to customers inglk@sds of
situations, the information preparedness playsrgortant role internally; this is tied up to théramet of the
company. Customer Service currently distributegsiaformation to all the CSRs with paper copiéthe alerts;
as content/severity changes, new alerts are prariddcopied.

It's not uncommon for an afternoon CSR to come ia $tack on his/her chair, and that CSR will spealdied time
sifting through all the papers to get the most entrupdate as to what transpired before they bebgain shift.
They want to have the alerts accessible throughWP&E

5.3.5 Employee trends

This is a 4 generation company: WWII generatiorhyBBoomersGenXandGenY. Within the next 5 years, 42%
of PSE employees will retire, to be replaced by@emX and GenY population.

Baby boomers (born between 1943-46 and 1957-64)

Generation X (born between 1958-65 and 1975-8f9dagnized as one of the most tech-friendly geitarsiin
American history, while Generation Y’ers (born beem 1976-82 and 1995-2001) tech-friendly statisties

= 97% own a computer

= 94% own a cell phone

= 76% use Instant Messaging.

= 15% of IM users are logged on 24 hours a day/7 daysek

=  34% use websites as their primary source of news

= 28% own a blog and 44% read blogs

= 49% download music using peer-to-peer file sharing

= 75% of students have a Facebook account

=  60% own some type of expensive portable music aniideo device such as an iPod.

To both attract the GenX and Y’ers, as well asingtaem as employees, these modes of need to Isedeoed as
standard operating procedure — as are computerslackberries are today.
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Appendices
6.1 Interview notes

The following sections contain brief summariesrufial interview notes, focusing on the key proessgools,
issues and goals discussed. These summaries greesented in chronological order; rather, theycatkected
under main organizational groups.

6.1.1 Corporate Communications

6.1.1.1 Philip Malkin; Manager, Creative Services (Corporate Communications)

Involvement with this project: Sponsor, Departmeoysponsor
Background & Historical Perspective

Philip has been with PSE for 5 years; he curremghorts to Martha Monfried, Director of Corp Comruations.
Philip Started on the web initiatives 2.5 years,dmggminning with the external website, with theeimtton of
immediately following up with the redesign of threranet. Now that WCMS project is nearing completio
(PSE.com), using SharePoint for PSEWeb is a nabavel step.

About PSE Organization

PSE is the only energy company who owns wind fg@hsnd a natural gas farm (1). They have seten@ories
in 11 counties (map provided). PSE Mission: P@®&mind Energy employees provide great service to our
customers that is safe, reliable, reasonably pracetenvironmentally responsible (draft). Corporate
Communication’s mission statement: Building relagbips with timely, leveraged and consistent coninations
(TLC).

“Lessons Learned” report on wétlitp://www.pse.com/insidePSE/lessonsLearned.aspx - one of the
recommendations is: improved communications.

5 years ago, a new CEO came in, and shifted thdsatrfrom contracting support (we're in the endsgginess, not
the web development business) to having interrslnees. 1 year ago — ngvww.pse.com was launched.

60% (his recollection) of work force will be retig in the next few years, to be replaced by a yeuggneration
who have new ways of doing business: telecommutempte access, email/IM communication.

Tools

Intranet users: counties, CSRs/Call center, CRMsi(othe field), wind farms employees. 600 empks/are not
online; there is an RFP to get everyone online.

The Satellite offices are on the network. All enygles have MS office, PDF reader
Site:
= Maxcarmichael.com
Other PSE sites:
= MyPSE account — transactional site
= PSE.com
= Pugetenergy.com — investor relations
= PSEFoundation.org — corporate giving site, endolmeB SE
Initiatives

= Mobile Work Force — an ongoing initiative to getrate employees on the network — issued robust papto
for 1° responders, out in the field, with wireless access

= eForms project — Adobe Lifecycle is being consider&he goal is to get all forms (4000+) online.

= There is a web steering committee (WSC), curremtiyniatus. (look at org chart for current members)
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Issues/Concerns

Consistent look and feel. All PSE sites do not sharensistent look and feel in terms of brandimipg
logos etc.

Compliance constraints. Sites and communicatioasabject to FERCm Sorbanes/Oxley; also - 508
compliance/W3 certified.

Security in general: security for buildings, netlvsecurity. This is a very critical piece to keapnind.
Ongoing conflict of Push vs Pull technology. Whenthe network, you are recognized as a PSE
employee, and a PSE customer. ldeally, when yeaiihome/off network, you log in teww.pse.com
and you are recognized as a PSE customer and amfliByee. Role of Active Directory.

PSE Phone not accurate and in sync with Outlookaoi®

Friday Focus - The newsletter is a pdf on PSEWebemail sent out alerts the company that a newsone
posted, with a list of contents. About a 1/3 & tompany doesn't get it

Web analytics — only exist for the external site

The COO would like a blog in which he can commutdand collaborate ideas with his direct reports.

The SVP of Corporate Affairs is looking for a ptath in which his managers can collaborate — a
controlled community access — and likes the idea lnbg (perhaps a wiki/blog combo?)

Other ideas Philip can see being well receiveduffoto share ideas for the lobbyists in Olympiapusse
managers (remote, everywhere)

6.1.1.2 Karen Albright: Program Manager, Corporate Identity and Forms
Involvement in this project: SME
Background

19 yrs. with PSE; started in Printing group, Cogm@nunication (1991), Facilities (1996), Office Sees was a
part of Facilities, Corp Communication (2004).

Issues/Concerns

Hard to find her (Corporate Communications) infotimraon PSEWeb today; extensive drill down is
necessary.

She feels that records (corporate records) andsftwetong together.

eForms project. 4000+ forms exist. ~1500 can bweded to eForms. LiveCycle (Adobe) doesn't talk t
SAP, SAP has an Adobe product that creates eForms.

6.1.2 Human Resources

6.1.2.1 Marla Mellies, Vice President
Involvement with this project: Department co-spanso

Background

Marla has 2 years with PSE; she has a utilitie&dpaeind, with time spent at Microsoft. Areas a$pensibility
include Payroll, Benefits, Diversity, Labor relai& Business partners, Training and developmeet. fikét
initiative was to redo the HR website. Overall, bbility to meet financial and budgetary goalstzszavily
dependent on ROI, not revenue.

In PSE, there are about 2500 employees — 13 dffidé€r directors, 4-500 managers/supervisors (penalegers
and non-people managers, such as foremen at sobstatho are project leads, not people manageh&relare 30
employees in HR.

Tools and Usage
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PSEWeb Usage: 6x/day, fast hits — for PSE phommsoReads Friday Focus, News Clips. Uses intrianiebk for
forms, policies.

Issues/Concerns

PSE Phone inconsistent and discrepant with Outtzé.

She has to go “outside” to get information; musheenber where forms and policies live based on
department changes, ownership, internal organizébigic.

Employee Self Service. She hopes that employeesaralienated with the product and that it presid
value to them. Password change requirement (fraf, 8very 60 days) may be a burden.

Goals/Expectations

Phase out PSEPhone and use Outlook.

Use of “user’s language” — easy to read, for ther ts not have to figure out industry-specific teratogy
(benefits, insurance, HR, etc.)

Single sign on
Phase out physical Employee Information Centerraddce phone call load.

= She estimates that 70% of her team’s time is ussdpporting the phone calls; she’d like to see it
reduced to 10% of their time. She knows that itteatter of training team and customers. She does
encourage team to refer customers to the&ty vendor (benefits, insurance, 401k) instefad o
answering the questions themselves

= Communicate with retirees electronically. Todagytlsend out everything by mail (paper-based);
there are 800 retirees today, 42% of all employgkdave retired by 2012. Potentially, there vk
1800 retirees in 5 years — phone support, papenmeorication will be cost prohibitive. They don't
have access to the intranet, so it would have ®ob®ething like an extranet

Encourage more employee “self service”, includilegonic pay stubs, enrollments, and personalilprof
updates.

Make managers aware of — and capable of usingh@kmployee data available to them through the HR
department.

Create area where managers can converse, brainstolfaborate.
Phased approach to eliminating the shared drives

Ability to access PSEWeb without using VPN

Create a “higher value add” staff

Support eForms project from Corporate Communicati@grwould really help the HR team to have forms
online.

Access to all tools needed for Human Resources jbloge - there is an external contractor currently
building the hiring matrix (to help hiring managéosfind the right tools quickly).

6.1.2.2 Tom Hunt, Director, Benefits and Compensation
Involvement with this project: SME

Background

6 years at PSE. Working with the ESS Rollout (Betd22) to HR, IT, Legal, Purchasing; if that gse®oothly, the
whole company will get it in 2008. ESS will provideility to see copies of paychecks (only way t® aecurate
PTO), update bank and direct deposit informati@mspnal information, W-4s, and access Who's Whontact
info lookup.

Issues/Concerns
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6.1.2.3

= Level of calls received even though informatioavsilable online and in print (sent to employeesmép
Tom'’s group, and EIC get calls from people whoaluklat the site, but a) don’t know where to look b)
don't find what they need c) get confused by tewtogy or d) don't trust that they've understoodaivh
they read. This is too important a decision to mggsso they still want to talk to someone.

= A problem they have is retirees who fill out thesnenrollment form, even when choosing to stay with
what they have. They don’t want to risk a mistakd ot receive their benefits.

= Address customer questions, reduce calls.
= Employees should be able to access ESS from tharelirof PSEWeb, as well as on the home page.

= An area (collaboration area) for managers — sclesdalerts, guidelines for performance reviewsert &br
when it's time to conduct them, training sessiankearn new skills.

Lorelee Bauer, Manager, Staffing & Diversity
Involvement with this project: Department co-spanso

Background

Lorelee handles recruitment, new employee oriestiati Much of her job has to do with ensuring thaty are in
compliance in hiring practices — doing utilizatianalyses in case they are audited. Her passianssa@ng in the
area of diversity.

Tools/services include: Interview templates, rafesechecks, Weighting criteria for job, Confirmatiof offer.
Hiring Process

Begins with RAF; electronic signature is acceptaBleopen positions are posted to PSEWeb as vee SE.com
and other sites. TALEO is%arty tool for helping with recruiting processhet managers may perceive it as not
user friendly- particularly reading long scrollinrgsumes. Lorelee receives candidates’ resumeshtreds them to
the hiring manager. Her team assists with finahgisteps. At the end of this process, hard copitssignatures
are required — can be a bottleneck.

This hard copy goes to the EIC, where the emplalga is put in to SAP; all employee informatior, dpdates,
new hires, etc, via the PAF form. Info forwardedtte appropriate'3parties (i.e., benefits info gets sent to the
provider), then scanned and archived in EZSoft.

Other forms/data generated after SAP creates atoge®lD:

= |AA (corporate ID, log in, etc. for email); ISRoff computer request, any equipment, software,;etc.)
Access Form (building access — facility, securayd).

= Telecom: phone, fax #, etc.

= When a new employee is hired, HR generates an distai IT, Telecom, Security, Labor unions (as
necessary), Benefits (in HR), etc. When a new eygaas terminated, the same email is generated.

Customer Support

While handling calls, she encourages her team t@am&wer specific questions, but to refer the austoto the
source. “Intentional” § party outsourcing; EIC has benefit expertise that3® party is the expert.

Customers can also access the IVR — another wggttihg the customer directly to the source; thenpts take the
customer through all sorts of solutions, and raaglthe EIC is the last option.

For new employee training, gives binder to employesdks through it, has reference to things to labkn the
PSEWeb.

Issues/Concerns

= Building management retains the “access form”, Wiias SS# on it.
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6.1.2.4

= When an employee changes from contract or tempdogrgrmanent, HR only updates SAP- not other
systems. When an employee changes name, or positivonly updates SAP

=  SAP resolves via Employee ID#, AD/Outlook resolvessEmployee name

= General Access/permissions flexibility. Her teaan see all employee records except those on thveir o
team. Permissions issue: executive who has theleigl of permissions, wants his assistant (a exipp
staff/non-manager) to be able to see his/her owmgshlike emails, benefits, etc. because they lid af
that work for the officer.

= Tribal knowledge a common means of transferringMedge, with no ability to validate that informatio

= Accommodating a mix of cultures. This is a compah$ generations: WWII, baby boomers, GenX,
GenY. Attitudes, behaviors, communication methadsso different, not to mention language

Goals

= Put NEO on the web, make it a webinar, web trainihgs save on printing (and paper) and it'll bsiea
to do the exercises on PSEWeb.

Keith Kaufman, HR Analyst — Substance Abuse, CDLs, Union Represented Performance Reviews
Involvement with this project: SME

Background

25 years at PSE; handles 85-200 performance apfgamnthly. Substance abuse services includeginmguarug
tests and counseling.

Tools and Usage
Personal Use of PSEWeb

Top use: PSE Phone for phone numbers and mailstagspyee reporting relationships. Note: SAP nodign
cited for phone number lookups.

Main page and news story, daily. HR page on adidhbasis. Main page organizational charts linloocasion.
Main page P-Card Link on a monthly basis: PurclgaBi@ard SDOL. Main page traffic info link on ocaasi
Seattle Area Traffic Conditions

Web Publishing

Keith maintains the home page and benefits areti®edfiR site on PSEWeb, which he equates to appiizly
75% of the HR site. Lily Yates does corporate empient, Mike Mikelsen does compensation. Diane Diska,
Louisa also do some updating.

Updates are performed with Front Page, pushedatprss; Joel Chrisman is emailed, and he pushegibio the
live site. Keith, as a SME, must ensure conteapjgropriate.

Outlook — he has signatures that hold “auto” emegssages that are brief, and uses templates fged@mails that
he sends out regularly.

Employee Research & Documentation

SAP in constant use; main tool for researching eyg#s while processing disciplinary documents,querdnce
reviews, and grievances. SAP provides addressalaneme, employee # and HR advocate. Once gedemate
hard-copy, these documents are routed to labdiae$a the HR advocate, and the “scan box”. Domirse
scanned into employee’s SAP records; hard-copyraidiled in binder.

Issues/Concerns

=  Would prefer web publishing process to be fastevugh in general, the HR department accepts daily
updates.
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= Scans are usually done by temps, who don’t’ undedsthe impact of how they name the file or howthe
scan. If there are several docs (separate typesicanner may scan all together, then file it‘igemeral”
bucket in SAP. When Keith (or anyone) has to firdba, they can’t count on it being in one of thieléss
that they should be in — they look through all pessible folders it might be in. And, it might bage 2 of
a scanned doc, but have nothing to do with thédios.

6.1.3 Customer Service

6.1.3.1 Wendy Micklus, Manager, Customer Experience; Paula Russell, Program Manager, Customer
Experience; Charlene Stumpf, Training Analyst, Customer Experience

Group interview
Wendy Micklus:Involvement with this project: Department co-spanso

17 years with PSE; Wendy’s group (8 employees) stipjghe Access Center CSRs — they handle theriggin
maintain the Quick Reference Manual, and supper8Rs in their communications with the customer.

Paula Russellnvolvement with this project: Department co-spanso

18 years with PSE; Paula has worked in every rofeustomer service: clerk, CSR1, CSR2, Web Agent,
Collections, Remote agent. Trains CSRs on toolsateneeded (i.e., Princeton), troubleshoots ‘®gareas of
site, such as MyPSE, pay by phone functionalityR)V

Charlene Stumpinvolvement with this project: SME

27 years with PSE, she does all updates and pag&M and Customer Service website via FrontP8ge.
maintains the newsletter.

Background

Wendy provided Customer Service organization oesvvilanet is the director, and oversees Wendy'spgfaho
supports the CSRs), Turushia Thomas'’s group (theegg Center/CSRs - ~150-200 CSRs) and Revenue
Management (who have their own CSR group), whiclesponsible for payment processing, billing aretlir
There are ~50 billing CSRs and ~15 credit CSRs, athose the Quick Reference Manaual (QRM). Busirdfice
clerks and cashiers also use the QRM. There apeCalstomer construction reps (customer construstowices)
who use the QRM. QRM has been online since 2001

Issues/Concerns

= PSEWeb search not effective for CSR’s purposeggirtily intended to search only the QRM, it now
search entire PSEWeb; results start from oldest, desult display (based on HTML) is extremely idiift
to decipher; results — since not QRM specific—dteronon relevant to search criteria/needed results

= New CSR training is long and intense — hands dnitrg for 6 weeks.
= There is no “help” or reference tool for using HBRM.
Goals

= CIS Results on personal home page: Paula wouldttoiave the CIS results on her home page. Right
now, it's a report that is generated monthly, thishere the CSRs input comments by customers —
complaints, kudos, opportunities; the doc is aretiion a shared drive. It's given to PSE a week #ite
end of the month. Difficult to search on, and angtomer complaints from the beginning of the masith
weeks old by the time Paula sees them. This repguthas the Call Center stats (i.e., how longkies to
respond/resolve, service level to date)

= SQI results on personal home page. Wendy wouldtdikeave CIS/CLX results on her home page, plus the
10 SQIs (Service Quality Indices) for the year amere they stand in comparison to other departments
She wants to know how her group is doing agairesothers,

= Improved QRM
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6.1.3.2

6.1.3.3

= Improved navigation/search of QRM
= Alerts to updated content.

= Wendy - they really need a good content managetoeht and definitely need the ability for
tracking document approval.

Paula Russell, Program Manager, Customer Experience
Follow-up interview

Background
Calls are routed via the prompts with the IVR

CSR role descriptions include: Clerks — (apartnoégrks) —handle all landlord/apartment owner issiended
agents take care of web-related issues; they resjpoamails from the website, or phone transfarmfthe CSRs
when told the problem is web-related. Revenue Q8&is job is to take care of back bills. Customensgruction
Centers have CSRs (CSR2 level) who give phone suppaund moving or installing equipment.

Web agents — do CSR2 calls on Mondays, don’t haewiiail responses at all. Tuesday-Friday, they leatidi
emails and cover the phones during lunch breakh®CSRs. This impacts their work load, and céecatheir
reaching their own goals, since being on the phpoésthem behind on responding to the emails.

Revenue CSRs handle overflows, as do the web agenttoes the receptionist at Bothell.
Tools/information that CSRs use
= Admin tool

= Princeton eCom (payment lookup tool for when custenpay by phone and want to confirm that it went
through — real time — as PSE.com can't show thatg paid for 2 business days)

= Sponsor Care — application to view payments maal€hieckFree
= MDL (meter data link)
= Qutage mapping
= Newsletter (for CSRs)
Goals

= Goal: have a web based view for apartment ownefiacibitate the move-ins, move-outs, via a web;site
right now, it's done via phone, email, fax, reguiaail)

Charlene Stumpf, Training Analyst, Customer Experience
Background

She maintains all of the CS site, the newslettee (foes have some helping her to build the newsleght now)
QRM

Tools
For CSRs

= PSEWeb> Training > desktop for CSRs, managerssetlup trainings for them, and they go on lina at
prescribed time to take this online course.

= Database for managers — to view what their empbhese been taking, what they should know, etc.

= CAC - list of all classes with descriptions, sotthananager can get any idea of what a new CSRdhou
know...

Personal
=  Qutlook - CS Newsletter/QRM email box
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= Update information is on the J drive (a QRM_weh] hard copy
=  Microsoft Access (QRM's City Search/Training datasds)
= Adobe Acrobat
= Photo Editor
Issues/Concerns
= Site index is obsolete

= “Update” notation is misleading — the CSRs thinkgans that information has been updated, bustt ju
means that someone was on the page.

= Search used to work — and return results onlyénQRM; it's changed, and now it's returning reséiten
the entire site.

= SharePoint sites are confusing— there’s one ciligdOperations Metrics that she goes to get déat—
there are 2 different ones, and one has more dumenthan the other.

Goals
QRM Wish list
= Way to archive, remove obsolete pages.
= Easier, faster QRM navigation\
= Better search engine
= Easy way to track updates made
= Automatically update site map

= Atool for requesting regular updates from othgratéments — a reminder to make sure that was itheué
is accurate.

= Be able to create the CS Newsletter and easilytaddhe QRM & Customer Services web page
Action Items
= Cross reference “top pages” on Customer Service pétlp overall top pages doc from Matt.

6.1.3.4 Wendy Micklus, Manager, Customer Experience
Tools

Uses outlook/Blackberry, Outlook desktop, voicelnlendar. Goes to mYPse weekly, to see whaboust's are
seeing

Task: set meeting up as requested
1. Went to talk to the person who requested the mgetin
2. Called the facilitator
3. Talked to the person again
4. Booked the conference room (outlook)
5. Invited everyone (outlook)
6. Emailed other people the agenda

6.1.3.5 Janet Gaines, Director, Customer Service
Background

Janet has been with PSE for 30 years.
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Tools
Personal

Outlook; PSE.com; ART SharePoint site; KOM SharaPsite; Western Energy website; looks up pay@taton
PSEWeb, QRM.

Also goes to WUTC site (right nav), checks traffidlishes we had weather on the site too.
Goes to PSECU site — checks out bid and barteseddf there’s anything she’d like to get.
Others

There’s a tool that allows Customer Service marsagesee what tools the CSRs are making use @lpothem do
their job. It's accessible through CLX.

Issues/Concerns

= PSE Web navigation. She had such a hard time finitie expense report area on PSEWeb that she went
and downloaded the forms and has it accessible fremdesktop. On the other hand, locating perfocea
appraisal forms was not too difficult.

= QRM Navigation. When attempted to handle a chk, struggles to find information, and has had toaas
CSR to walk her through it.

= CLX complexity. CLX has 300+ screens, and when thiey someone, they go through 5-6 weeks of
training to use the tool, but no time is spent @R(hone relations.

6.1.3.6 Wanda Miller, Lead, Revenue Management
Background

29 years with PSE. Last 3 years in Corporate crellé reports to Tom Yokum (who is under a newotiirenamed
Agnes who reports to Darrin). she handles callmfoostomers who might have complaints about C3fRs with
collection agencies, NSF checks, bankruptcies.

Tools

Outlook.; CLX - Has a work queue in CLX; monitocsanticipate any issues. MS Access (transactioit aud
database - flagged transactions, eResource Pl@Bnshortcut on desktop)

Handwritten journal with notes that she doesn’t ttarput on an employee’s file yet.
Image Vision (scanned checks from CheckFree)
QRM to look at processes (when transferring a ecostpfor example — to make sure it's the right pefle)
HR site to get info on family leave (when one of blerks requests it)
Rate Book — went to look for it before changingssmouncement, since they are so governed by utiitgmission
TASK:
1. Went to look for Rate Book (right nav)
2. Thought it would be under Washington Utility Comimk
3. Wentin to QRM > other sites > rate book

6.1.3.7 Melissa Gering: Closed Accounts Collection Representative, Revenue Management - Customer Service
Background

Melissa has been with PSE 27 years.
Tools

Outlook, CLX, SAP, Princeton eCom, Access, Accufimtbsite — skiptrace), LexisNexis — people look up
Experian — people look up, ImageVision — check scand the Dept of Revenue, State of Washington.

Confidential 0 2007 EMC Page 53 of 60



Puget Sound Energy: PSE Web Redesign Version: 1.1
Findings Assessment Date: 10/15/2007

6.1.3.8 Leonora Filley, Clerk, Revenue Management
Background

Leonora has been with PSE for 19 years, 10 yedtsbfvorking with refund checks.
Tools
Her tools include: Outlook, CLX, MS Access, andXbs of] physical checks.

6.1.4 Information Technology

6.1.4.1 Matt Grover, Senior Applications Analyst, Information Technology
Involvement with this project: Department co-spanso

Background

Matt is the unofficial “go to” guy for all things$EWeb. Matt's responsibilities have grown, and loeild welcome
standards and guidelines to refer to when handéngests regarding PSEWeb.

Tools and Usage
Matt described many of the small web apps (at #pgadment level) that exist, along with other tcetsl initiatives:
= QRM

= PSEPhone (asp). Syncs nightly with SAP and resalisesepancies (supposedly) (See flow for detail of
how it works)

= EZ Soft
= Image Site
= Tapes of backups going back 8 years (it's a reqerg)

= Shared drives — various permissions: all accessifspgroup access, private folders. The X dissthe
backup drive — users should put everything theyfvesnt backed up on it.

= He's heard about the eForms project, using Adokecicle
= He's used surveymonkey to do past surveys
Matt provided flow of how PSEPhone, SAP, AD, Oulptelecom etc all interact.
He notes that there are no web analytics in plac® 8EWeb; he uses Urchin for external site.
Issues/Concerns
For current systems

=  SAP sync. There are issues with the nightly synbh ®AP — but he has not had the bandwidth to
investigate and solve the problem.

=  Web Analytics. He notes that there are no web &icalyn place for PSEWeb; he uses Urchin for exdkern
site.

= Maintenance of multiple instances of the “out dfa” application. It was originally built it fofT (to see
when someone could take vacation time) — but maimgre requested a custom instance.
http://pseweb/outofoffice/default.asp

= Internal and external references to content. EnEffjgiency Services is a department that makesofise
PSE.comifttp://pseweb/BusinessDev/ResidentialPrograms.html) — breaks that standard of
keeping this internal. Need to find an easy wantliem to duplicate the information and not linkaio
external site.

For potential systems

Top concerns around PSEWeb, security and SharePoint
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6.1.4.2

= All content that appears on PSEWeb must be devdlopa separate authoring environment and published
to PSEWeb

= No web parts/components/features may be usedItbat asers to edit content directly on PSEWeb or
bypass the standard publication process

= Security and user permissions within PSEWeb andiieoring environment will be administered solely
by the PSE IT department

= PSEWeb must be isolated from SharePoint siteshbsttcollaborative functionality at the applicatienel
(i.e. PSEWeb will live in its own Web Applicatiomé collaboration sites will not be allowed withhret
PSEWeb hierarchy)

= PSEWeb needs to be treated as an independentafmpljoneaning that there cannot be dependencies
between PSEWeb and other planned SharePoint ajitisahat prevent the implementation or operation
of those applications before the PSEWeb redesiganplete

= The Architecture needs to allow for the continupdration of separate web applications that hava bee
designed to integrate with the existing PSEWeb site

Additional Concerns

= Challenge of Governance. sees the value, but algavdkthat there are internal conflicts that create
barrier to creating governance.

= Challenge of Single Sign on: it's a “nice to hateit there are many reasons why it probably carppka,
including security and cost.

Action Items
= Matt will see what data he can find regarding adfsdepartments
= Look into some open source app to run againstatdiles
= Look for most visited pages

Bob Bisschoff; IT Consultant, Information Technology
Involvement with this project: Department co-spanso

Background

Bob has supported several systems. He is famiitérthe Customer Service Representative rolesciétrd the
Consumer Linx (CLX) tool from .Alliance Data SystemRecommends looking at Outage map, Autodesk
application.

Issues/Concerns
=  Multiple players and technologies competing forragph— SAP vs. SharePoint stakeholders, for example

= Customer Service reporting. Currently, Paula rezea very data intensive, difficult to use documBob
put a proposal in to get storage space to duplibatéeed from Alliance Data Systems and storecially,
so that someone like Paula can filter, extract, aty part of the report that she needs.

Goals
Ideal intranet:
= Consistently recognize who he is and where hesisuggemployee or customer)
= Easy access to all the capabilities he needs todjob — applications, documents, etc.
= Adisciplined way of creating web pages
= A search that really works and returns what he etgpe

=  Collaboration sites within reason
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6.1.4.3

6.1.4.4

= Offers a solution to security issues associateH using contractors, consultanté @arties

Chris Dietz, Manager, Data & Applications
Involvement with this project: SME

Background

Chris is responsible for Document Management arghlLRetention.
Tools

General Use

EZ Soft is the application that HR uses to scanaactive their documentation, though support igsane. It works
well with SAP right now, but would like to transiti certain document collections to SharePoint.

Image Site is another image archival applicatidhe-D-4s are scanned in to this one, and then gdij)siarchived.

Shared drives — H, | and J are drives with diffeprmissions (for example, H is a subset of |,olhis for a group,
while J could for the entire department). X drigdor the whole company, and gets backed up; iedgets wiped
monthly, and N is a personal drive.

Some SharePoint sites already, taking advantatfeeafollaboration capability.
Personal Use
Chris uses PSE Phone the most
Issues/Concerns
e PSEPhone: The reporting structure information takelong to be updated and is still inaccurate.
Goals
= She'd like to see the reporting structure not anl?SE Phone, but also within the department sites.

Barb Padagas, Manager, Security and Corporate Records
Involvement with this project: SME
Background

Barb has been with PSE 3 months; she came frorbi@tles. She works with records management andti@ten
there has been no one in that position for appratéiy 3 years. She has a strategic plan put togethd her
priority is to focus on protecting all assets thedduce energy. She needs to have all plans pebljstith easy
access. There are 2 task forces that she’s afpgrivacy breach and emergency response.

Security encompasses: All documentation thatissmitted and stored on a computer. All data trésson
between the properties (wind farms, natural gasdasubstations, hydro power plant, wireless antbte
employees), with customers, other businessesyutdimmissions (government entities).

Corporate Records encompasses: Rules surroundgrgion of records: length of time and form (elenic, paper)
as determined by legal, regulatory directives, tess needs and “no more” — when can somethingredddd and
tossed?

Tools And Usage
PSEWeb
She does not use the shared drives; she doesau8¢"ttrive for backing up her docs.

Her documents can be located through the followtuges: Departments > Office Services > Corporateords
and Retention; Departments > IT > IT Security BglRolicies & Standards > IT Security Policy.

Issues/Concerns

= Qutdated and/or difficult PSE Web navigation. Egample, her documentation can be found under
“Office Services”- a department which no longersei
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= Obsolete or inaccurate documents. Documents Uratetirect purview are four years old. She dods no
know where the original source documents are. Shetiweb savvy, and so doesn’t know how to update
information on the site.

= Determining ownership and “officialness” of a doamh She may locate a document- particularly
policies- but may not know its owner or whethes turrent. She must ask around, locate the owner,
and hope he/she can provide validation of docurcentent.

= Unlocatable documents. She wanted to find the dacsecurity management, but couldn’t find those
either.

= Challenge with the hard copies that are archivghlt mow — there’s been no process to make sure that
everything is being scanned, so all hard copiesaved until some sort of process is in placead gte
massive audit.

= Shared drives need to be phased out. (She hasnmapted such a migration before).
= On PSE Web: all policies, standards and guidemesforms for everything related to electronic siégu

= Training “people who touch paper on a regular Bgsidmins, clerks, etc) to manage documents
appropriately (because Barb cannot take on theennaiden). She can see having available:

= FAQs

= Training documentation (like QRM)
= Tutorials

=  Brown bag trainings

= Quick start

= Refresher training

= Mandatory security training for people with pernmossto build a sitdeforegetting access, with formal
agreement to the security rules and the respoitgibflowning a site. From prior experience, a @&
could include on-line requests for a site, with a@ar’s approval. Training. Security audits. Mamagpt
accountability. Regular forums for managers tonamngjuestions.

6.1.4.5 Shirley Pressley, SAP BA, Training and Change Management
Involvement with this project: SME
Background

Shirley has been at PSE for 16 years; for pastésyeshe has been responsible for the SAP segftieBSE Web —
both the SAP RoadMap and the Mobile Work Force.iSipart of the ESS project and the SAP Roadmajeqtro
She also creates all the training pdfs and posts thn PSEWeb. Her largest area to create trairdfgyfpr is Work
Management — over 1000 users. She is one of thevidwauthors who can publish to the live site éadtof to a
staging server, where Joel or Matt pushes out).n@kecontent that is time sensitive. She alsaesdhe business
processes for every job at PSE.

Pdfs can be accessed both through the SAP Supmidrs of PSEWeb, as well as through the Help doapd
within SAP itself (“PSE Help”).

Training Process Example

BA in Purchasing captures screenshots for trarmastputs in to a Word Doc; sends to Shirley. 8kiddds the
appropriate comments to support the screenshotss B2 doc; posts to SAP site.

Business Process Example
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6.1.4.6

The BA/field rep will jot notes down (pen to papsometimes in email, mailed to her also). Shirlejds the
process flow in Visio, emails back to the origimafbhey give it back to her with handwritten notel edits. She
updates the flow, sends it back. When it’'s final approved, she pdf's it and posts it to the SABpstt section.

Tools
When updating the SAP site, she hard codes theSgepanav.
She uses SharePoint Designer, her drive is theite.d

A new software for training has been purchasea: (llfutor) — the goal is to have interactive tutlsri@lso; that will
take a while to get going — right now, the rulé iz new pdf is needed, she’ll create the pdf dad eake it
interactive.

Recent PSEWeb visits:
= HR > update medical forms — went to Quick ContaRegence
= Uses org charts to confirm who is in which group
=  Checks the SAP page
= PSE Phone to look up someone — to see the “regarphinfo, if it's not on the org chart

= Employee # - she works on the budget for Mobile kMewrce, helps to track expenses, so looks up
employee # to attach to the expense.

= pCard link — to do expense report — takes her texégrnal site where she can reconcile the charges
verifies the charges, add in information needeihtpthe report. She has her manager sign it, taalda
gets emailed automatically to someone in Purchasing she also interoffice mails the hard copy with
signatures on it to Purchasing.

Duncan Gibbs, Application Analyst, Information Technology
Involvement with this project: SME

Background

Duncan is in the Creative Services: Web Team grdtg.oversees the content for PSE.com, and marlages
PSEWeb Corporate Communications site- which he budrge portion of. He is involved at the stratdgvel. For
example, when considering questions like: “Wheieusthan alert go if something happens like the Wsthokm last
year?”

= He’'ll work with IT to figure out process, wheregobes, etc.

= He'll work with the Task force, PR, everyone whoulbhave something to contribute in such an
emergency, and get everything in place in termmaegsaging.

Tools

He hardly uses PSEWeb; he figures that he wortt fihat he needs on PSEWeb; when he needed and&dunee,
he called someone.

He does use PSEPhone.
Issues/Concerns

= Establishing Site Development Process and Stand&idsecognizes the need for process and standards
having built major portions of the Corporate Comiwations site and reviewing or correcting the wofk
others — but current workload doesn't allow timestablish standards.

= Content and Publishing Consistency. The challergegto achieve consistency when content is dediver
to multiple sites including PSEWeb, PSE.com, dfigp&ty sites (MY PSE.com). There are several ways
that they publish to the intranet — through Froagé, through a web interface, through some stegidpy
process that no one knows how it works — in fastpne knows why it's being done still. Then, thertie
Friday Focus, which is uploaded through a directory
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6.1.4.7

6.1.4.8

6.1.4.9

Goals

= A standards document in place that is clear; carttsa it would require a balance of disciplinenstards
and consequence.

= Sustainable Pace/Process. Wishes he could dgsthight, at the right pace — but is often pustoedish
because of a VP’s presentation included the coipletf the Corp Comm website, for example.

= Accessibility

Jon Pielemeier, Manager, SAP Support
Involvement with this project: SME

Background

Jon has 15 years with PSE, from the gas side. fdigpgis responsible for supporting SAP for finaisiar/payroll,
materials, work management, and sales distribuAdso works with Supplier Relationship managementjssions
management. His group also supports new functitynaliojects, and business intelligence efforts.

Tools
Jon uses XEM (composite application) and PSE Web.
Goals

ESS will have a “who’s who” look up for people, faebly better than SAP.

Brenda Bartell: PM, SAP Roadmap
Involvement with this project: SME

Background

26 years with PSE, working with SAP roadmap progiate Feb. 2007.

Tools

Brenda always has PSEPhone open, and feels itlsdstioption though it may not always be accurate.

Uses and likes SAP Portal — file share, collaboratcommunication; single sign on makes accessieffi. Also
uses IM because Deloitte consultants can’t actessdrives.

Issues/Concerns

= PSEWeb content organization, navigation, and laga based on an outdated organizational structure
Further, the labeling is not always an intuitiveschiption of the information housed. For example,
Corporate security is the physical security oflbéding as opposed to online security. Content
organization should be by function, not by orgatiiza

Goals
» Org Charts — to create distro lists

» She likes the idea of collaboration sites — fordidrgroup, she had cheat sheets up, referencerduotts,
her team used it as the main repository for infdimnethey needed at their fingertips.

e She likes having access to manuals to get answamgthing from petty cash to storm damage accogntin

Joel Chrisman, Applications Analyst
Involvement with this project: SME
Background

Joel has 41 years with PSE. He currently helpsseiew sites on PSEWeb by creating a directorytfersite and
confirming its creation. The confirmation emaihinual, not automatic. Joel does not routinelyitoo site
activity or health.
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Joel notes that some people can publish to thesiteeincluding Shirley Pressely, Eric Bantque?siCharlene
Stumpf, and Corporate Communications.

Tools

Not specifically noted.

Issues/Concerns

None described.

6.2 Screenshots
Included in previous sections

6.3 References
Not included.
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