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Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, ESFC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES AND ORGANIZATION 
CORPORATE COMMUNICATIONS DEPARTMENT 

SFR Reference: Chapter II (B)(9)(d)(i,v), Chapter II (B)(9)(e)(iv) 

I. PoHcv and Goal Setting 

The Corporate Communications Department does not issue policy statements, but 
supports the corporate policies and objectives through the Department directives, 
procedures and practices. 

Goals for the department are set annually by a participative process involving 
leadership of the department. These goals are designed to support the business plan 
of the Strategy and Policy department as well as the corporate business plan. In 
conj unction with the development of department goals, individual annual 
perfonnance goals are established to assign the resources necessary to achieve the 
overall corporate business plan as developed by senior management. All department 
members participate in semi-annual reviews of their armual perfonnance goals. 
Adjustments are made where necessary. 

The Corporate Communications Department conveys its goals through its annual 
business plan: 

• To communicate timely, accurate and relevant information to all of our 
key stakeholders (i.e. customers, shareholders, employees, and the 
communities we serve); 

• To establish, maintain and strengthen communications between the 
Company and its stakeholders; 

• To broaden our stakeholders' understanding and confidence about the 
company's operations; and 

• To inform employees on the Company strategy, policies, objectives, 
operations and activities. 

II. Strategic Planning 

Departmental strategic planning in Corporate Communications is coordinated 
between the Senior Vice President and Chief Communications Officer and the 
department managers and involves structured input and feedback fi"om senior 
executives and Department staff members. Regular staff meetings are held to 
discuss pending issues and to decide what items require attention and the time fi*ame 
under which the issue is to be addressed. A participative process is used to identify 
major intemal and extemal issues and to develop response strategies. In addition. 



previous programs are reviewed and budget resources are reallocated to meet those 
needs for the following year, which have been identified as having priority. 

III. Organizational Structure 

The Senior Vice President and Chief Communications Officer reports directly to the 
Executive Vice President and Chief Legal Officer of Duke Energy. The Corporate 
Communications Department is divided into the following sections: Corporate 
Reputation and Media; Customer and Regulated Utilities Communications; 
Regulated Generation, Transmission and Emergency Planning Communications; 
Environmental Issues Management; Advertising, Brand, Creative and Digital 
Communications; and Operations. The Corporate Reputation and Media group is 
managed by a vice president and other sections are managed by directors. All 
report directly to the Chief Communications Officer. 

An organizafion chart is attached as Exhibit CC-1. 

IV. Responsibilities 

This Department has general charge of employee communications, customer 
communications, advertising, financial communications, executive support and 
media relations support for the company. 

The Department is responsible for internal publications directed at employees, 
extemal publications for businesses, shareholders, and customers, special 
publications that may be required from time to time, crisis/storm response 
communications, news releases and advertising. Other responsibilities include 
coordination of all activities regarding the news media, including news conferences, 
interviews, and responses to questions regarding Duke Energy's operations and 
activities. The Department writes speeches and prepares presentations for Company 
executives for both intemal and extemal audiences. The Department also maintains 
regular contact with individuals throughout the company through attendance at 
other department staff meetings and ongoing communications about day-to-day 
operations, events and issues as they occur. 

V. Practices and Procedures 

The Corporate Communications Department activities are reviewed through an 
approval process involving the Chairman and CEO, EVP and Chief Legal Officer 
and select senior executives and committees. All published information for extemal 
distribution is reviewed by corporate or department senior management. 

Department personnel maintain close working relationships with nearly all areas of 
the company through individuals in the department being assigned as liaisons with 
the business units, and Shared Services and Corporate Center. An intemal network 
consisting of key personnel with management responsibilities or technical and 

2 



subject-matter expertise has been established to provide a group of trained 
individuals who can respond to external and intemal inquiries in detail on topics in 
their area of expertise. News releases are reviewed and approved by appropriate 
technical, legal and senior management personnel. 

VI. Decision-Making and Control 

Departmental decision-making and control are based on the support for the 
Company's business plan and input from other departments and senior executives. 
Day-to-day decision-making is handled by the Director, Customer and Regulated 
Communications and other direct reports to the Chief Communications Officer in 
coordination with the Chief Communications Officer and necessary senior 
management executives and other departments, (e.g., Legal). The department is 
involved in both proactive and reactive issues, and staff consults frequently with 
management and expert technical personnel from other departments to determine 
appropriate responses. Major decisions are reviewed with senior management for 
input and concurrence. Budget requests and variances are approved by senior 
management. 

The department has moved decision-making to the lowest practical level in the 
organization. Managers have authority to make decisions affecting their area within 
budget limitations and general guidance. Managers provide weekly reports of 
activities and issues confi:onted, which are used to keep departmental management 
and senior management informed. Corporate activities and issues are relayed from 
the Senior Vice President and Chief Communications Officer at regular senior staff 
meetings, and information is exchanged about emerging issues intemally and 
extemally. 

VII. Intemal and Extemal Communication 

The total communications program is designed to provide a basis for the Company's 
stakeholders to gain additional knowledge of the company and improve perceptions 
of the role energy plays in the community. The department works closely with the 
news media and with customer contact personnel to provide pertinent information 
and to increase public awareness and understanding of major issues. An Aimual 
Report to Shareholders is prepared each year in conjunction with the Investor 
Relations Department. 

Additionally, the Corporate Communications Department produces a variety of 
intemal communications materials, primarily distributed electronically. This Week 
@ Duke Energy (Exhibit CC-2) is published once a week and is distributed 
throughout the organization. It summarizes current news events about the Company, 
its employees, and the utility industry. It is distributed in the Company e-mail to 
more than 28,000 employees. 



Corporate Communications maintains and updates the corporate content of the 
Company Web site, vyww.Duke-Energv.com. ensuring that it is timely and accurate 
for key Company stakeholders, and to ensure consistency of key messages 
throughout the entire Web site. 

The department also produces special employee infonnation pieces, such as video 
updates, brochures, posters and campaigns on corporate activities. 

VIII. Goal Attaiimient and Qualification 

Several research tools are used to judge the effect of the programs implemented by 
the Corporate Communications Department. They included regular customer 
satisfaction surveys, employee surveys, publications surveys, established feedback 
loops with intemal clients, and media tracking/analysis. Comments fi*om 
customers, shareholders and employees are also used to judge the effectiveness of 
communications vehicles. 

Certain criteria in survey data are identified to become benchmarks on which the 
effect of certain programs will be measured. In addition, overall attitudes toward the 
Company determine if there are specific changes that can be addressed through 
communications programs. 

http://vyww.Duke-Energv.com
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Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES & ORGANIZATION 
GOVERNMENT AND REGULATORY AFFAIRS DEPARTMENT 

SFR Reference: Chapter II (B)(9)(d)(v) 

I. Policv and Goal Setting 

The Govemment and Regulatory Affairs Department (Department), as part of the 
Govemment, Regulatory and Community Affairs Organizations, has general 
charge of state govemmental and regulatory relations. It maintains 
communications with elected and appointed government officials on activities and 
public policy issues related to the Company and its operations, informs the 
Company of regulatory and legislative issues, and coordinates the development of 
Company policies and positions on these issues. 

The Department supports the corporate policies and objectives as described in the 
Working Envirormient Policy Manual through Department directives, procedures 
and practices. 

The Department establishes policies to implement corporate and state level 
policies. The Department uses participative management techniques in 
establishing department policies and goals. Those impacted by the policies or 
goals will have the opportunity to contribute to the discussions and review the 
work product during the development process. Final approval of the goals and 
policies rests with the senior management involved, but it is understood that 
successful implementation of any policy or goal can be assured only through the 
support of those involved. 

Individual and team goals are set armually through a process which identifies 
weighted key success factors and measures at the begirming of the year, combines 
these substantive goals with behavioral and corporate financial goals, and 
includes an evaluation of achievement at the end of the year. 

II. Strategic Planning 

Departmental strategic planning in Govemment and Regulatory Affairs is 
coordinated between the Vice President, Govemment, Regulatory and 
Community Affairs-Ohio and the President of Duke Energy Ohio and Kentucky. 
Regular staff meetings are held to discuss pending issues and decide what items 
require attention and the time frame under which issues are to be addressed. In 
conjunction with the development of annual individual and team goals, resources 
are directed toward the overall corporate goals as developed by executive 



management. A participative process is used to identify major intemal and 
extemal issues and to develop response mechanisms. All department personnel 
are involved in planning and review sessions. In addition, previous programs are 
reviewed and budget resources are reallocated to meet those needs for the 
following year that have been identified as having priority. 

III. Organizational Structure 

The Vice President of Govemment and Community Affairs-Ohio reports directly 
to the President of Duke Energy Ohio and Kentucky. The Department is divided 
into one division: 

• Ohio Govemment and Regulatory Affairs 

An organizational chart is attached as Exhibit GRA-1. 

IV. Responsibilities 

This Department has general charge of state govermnental relations, and also state 
regulatory affairs. It maintains liaisons with elected and appointed govemment 
officials on activities related to the Company and its operations, informs the 
Company of regulatory and legislative issues, and coordinates the development of 
Company policies and positions on these issues. The Department's responsibilities 
include: 

• Establishing, maintaining, and strengthening communications between 
the Company and legislative, political and regulatory constituents; 

• Providing timely and relevant information about the Company; 
• Broadening legislative, political, regulatory, and environmental 

understanding and confidence about Company operations; 
• Drafting, reviewing, negotiating and promoting legislative initiatives 

with the Ohio General Assembly; 
• Drafting position statements; reviewing, analyzing and responding to 

various regulatory initiatives; and presenting the Company's position on 
regulatory policy matters before state regulatory policymaking bodies 
including, but not limited to, the Public Utilities Commission of Ohio 
and other state agencies; 

• Informing other employees in the Company of important legislative, 
political and regulatory developments and aid in the analysis of these 
developments as they relate to the Company's business interests; and 

• Assisting in the administration of the Company's Political Action 
Committee and its Grassroots network. 



V. Practices and Procedures 

Department personnel maintain close working relationships with nearly all areas 
of the Company, and work with appropriate Company personnel to develop 
legislative, regulatory, and environmental positions. Prior to representing the 
Company on any issue, departmental personnel receive guidance and clearance 
from the Department's Vice President and executive management. 

VI. Decision-Making and Control 

Departmental decision-making and control are based on department goals and 
input fi*om other departments. The Department is both proactive and reactive on 
public policy issues and communications with policymakers and consults 
frequently with management and expert technical persormel from other 
departments to determine appropriate responses. Major decisions are reviewed 
with senior management for input and concurrence. Budget requests and 
variances are approved by senior management. 

VII. Intemal and External Communication 

The Department is the primary communication conduit of the Company for 
legislative, regulatory, and environmental advocacy developments and for 
Company poshions whieh need to be relayed to appropriate legislative and 
regulatory bodies. Timekeeping requirements and periodic education on 
restrictions such as ex parte communications, lobbying laws and reporting 
requirements assure compliance with all applicable mles and regulations 
regarding communications with lawmaking and regulatory bodies. 

Corporate activities and issues are relayed from the Vice President to the 
Department employees at regular staff meetings and information is exchanged 
about emerging issues intemally and extemally. 

VIII. Goal Attaimnent and Qualification 

Armual individual and team goals, set at the beginning of each calendar year, are 
reviewed quarterly and at year-end to determine achievement levels and to make 
any revisions which may be appropriate, given changed circumstances. 
Evaluations include the level of difficulty and effort exerted to achieve each goal, 
the achievement level itself, and whether each goal was pursued in a maimer 
which benefited the Company's image and which exhibited individual behavioral 
traits valued by the Company, such as honesty, respect, and a high degree of 
professionalism. 
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Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES & ORGANIZATION 
COMMUNITY AFFAIRS DEPARTMENT 

SFR Reference: Chapter II (B)(9)(d)(i,v), Chapter II (B)(9)(i)(v) 

I. Policv and Goal Setting 

The Community Affairs Department (Department), as part of the Govemment, 
Regulatory and Community Affairs Organization, implements plans and strategies 
that increase customer satisfaction, strengthen relationships and enhance the 
Company's image with large customers, local govemmental agencies and 
community leaders. Community Affairs Managers leverage a proactive plaiming 
process to identify customer and stakeholder needs and coordinate with other 
departments to deliver proactive service and solutions. 

Department policies and approval levels align with corporate policies and objectives. 
All purchases, expenditures and transactions comply with Duke Energy's Approval 
of Business Transaction Policy. Compliance with pohcies, either corporate or 
departmental, is everyone's responsibility. Compliance is measured in various ways, 
including cost reports for tracking budget perfonnance, schedules tracking project 
milestones and performance appraisals that measure performance in meeting goals. 
In addition, it is the responsibility of management at all levels to audit its operation 
for compliance. 

Department goals support Duke Energy Ohio priorities and align with the broad 
objectives established at the corporate level. Individual and team goals are set 
annually through a process which identifies weighted key success factors and 
measures at the beginning of the year, combines these substantive goals with 
behavioral goals and corporate financial goals, and includes an evaluation of 
achievement at the end of the year. 

Participative management techniques are used to allow employees affected by 
Department goals an opportunity to contribute to discussions and review the goals, 
measures and plans. Final approval of the goals and policies rests with the senior 
management involved, but it is understood that successful implementation of any 
policy or goal can be assured only through the support of those involved. 

II. Strategic Planning 

Strategic planning is developed by the Vice President, Govemment and Community 
Affairs-Ohio and the President of Duke Energy Ohio and Kentucky. Planning 
involves structured input and feedback from senior management and staff members 



from State Govemmental and Regulatory Affairs, Rates, Power Delivery, Gas 
Operations and Grid Solutions. Regular staff meetings are held to discuss pending 
issues and decide what items require attention and the time fi*ame under whieh issues 
are to be addressed. In conjunction with the development of annual individual and 
team goals, resources are directed toward the overall corporate goals as developed 
by executive management. Feedback from customer satisfaction surveys and 
employees is used to identify major intemal and extemal issues and to develop 
response mechanisms. In addition, previous programs are reviewed and budget 
resources are reallocated to meet those needs for the following year that have been 
identified as having priority. 

III. Organizational Stmcture 

The Department is divided into four geographic areas: Ohio North, Hamilton 
County, excluding the City of Cincinnati, the City of Cincinnati and, Ohio East. 
Community Affairs Managers are responsible for directing activities within the 
geographic areas and report to the Vice President, Govemment, Regulatory and 
Community Affairs-Ohio. 

An organizational chart is attached as Exhibit CR-1. 

IV. Responsibilities 

The Community Affairs Manager's responsibilities include: 

• To manage, lead, direct, facilitate, coordinate and represent Duke 
Energy's presence within assigned geographical areas; 

• To provide proactive, cost-effective and reliable extemal/intemal customer 
service to our customers and communities; 

• To facilitate and expedite the resolution of local, complex customer issues 
and problems while maximizing business opportunities; 

• To advance Duke Energy's business, environmental, legislative and 
regulatory initiatives while growing/maintaining our corporate presence in 
communities; 

• To build strategic alliances and sustainable relationships with elected 
officials, business/community leaders and governmental/legislative 
contacts; 

• To provide a leadership role in working with economic development 
organizations and existing businesses to attract and retain jobs/investments 
and to encourage expansion of existing jobs/investments; and 

• To serve as a liaison with customers by building meaningful relationships. 
Collaborate, facilitate and interface regularly with other intemal 
departments to provide key data and information to help achieve operating 
Company objectives; interfaces with local media contacts. 



V. Practices and Procedures 

Departmental personnel maintain close working relationships with all areas of the 
Company, and work with appropriate Company personnel to assist strategic 
customers and communities while resolving issues and needs. 

VI. Decision-Making and Control 

Departmental decision-making and control are based on department goals and input 
from other departments. The Department is involved in both proactive and reactive 
issues and consuhs frequently with management and expert technical personnel from 
other departments to determine appropriate responses. Major decisions are reviewed 
with senior management for input and concurrence. Budget requests and variances 
are approved by senior management. 

VII. Intemal and Extemal Communication 

The Department is the communication conduit of the Company for many 
commercial and industrial customers, local govemment officials and communhy-
related developments, which need to be interpreted and communicated intemally, 
and for Company positions, which need to be taken. 

VIII. Goal Attainment and Qualification 

Annual individual and team goals are set at the beginning of each calendar year and 
reviewed mid-year and at year-end to determine achievement levels. Evaluations 
include the level of difficulty and effort exerted to achieve each goal, the 
achievement level itself, and whether each goals was pursued in a manner, which 
benefited the Company's image and, which exhibited individual behavioral traits 
valued by the Company, such as honesty, respect, and high degree of 
professionalism. 
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Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES AND ORGANIZATION 
ECONOMIC DEVELOPMENT DEPARTMENT 

SFR Reference: Chapter II (B)(9)(d)(iv, v) 

I. Policv and Goal Setting 

The Company's Economic Development group partners with the State of Ohio, 
Jobs Ohio, local communities, and regional economic development agencies to 
promote economic growth and sustainable development. 

Department policies and approval levels align with corporate policies and objectives. 
All purchases, expenditures and transactions comply with Duke Energy's Approval 
of Business Transaction Policy. Compliance with pohcies, either corporate or 
departmental, is everyone's responsibility. Compliance is measured in various ways 
including cost reports for tracking budget performance, schedules track project 
milestones and performance appraisals measure performance in meeting goals. In 
addition, it is the responsibility of management at all levels to audit its operation for 
compliance. 

Department goals support Duke Energy Ohio priorities and align with the broad 
objectives established at the corporate level. Individual and team goals are set 
annually with input from department employees and other key departments 
including the marketing support organization. The goal setting process identifies 
weighted key success factors and measures at the beginning of the year, combines 
these substantive goals with behavioral goals and corporate financial goals, and 
includes an evaluation of achievement at the end of the year. Final approval of the 
goals and policies rests with senior management including the Vice President of 
Economic Development. 

II. Strategic Planning 

Strategic planning within Economic Development is led by the Vice President of 
Economic Development in collaboration with Market Analytics, Corporate Sttategy, 
Power Delivery, and Govemmental and Regulatory Relations. The plan includes 
evaluation of current regional market conditions and an analysis of where Duke 
Energy resources can best be leveraged to maximize Duke Energy Ohio assets and 
improve the economic vitality of the service territory. Planning is approached using 
the principal that an integrated gas and electric market development effort will result 
in a more cost effective method of deUvering a portfolio of services to customers. 



Final plans are reviewed and approved by senior management including the Vice 
President of Economic Development. 

Economic Development Managers determine the activities needed to fulfill their 
assigned responsibilities and goals, and recommend resource requirements needed to 
perform these activities. From these recommendations, budgets are developed and 
submitted to senior management for approval. 

Progress in developing and implementing the plans and the results obtained are 
reviewed quarterly and adjustments are made as necessary. 

III. Organizational Stmcture 

Economic Development is headed by the Vice President of Economic Development, 
who reports to the Senior Vice President of Economic Development for Duke 
Energy, who in tum reports directly to the Executive Vice President of Energy 
Solutions. 

An organizational chart is attached as Exhibit ED-1. 

IV. Responsibilities 

The responsibilities of the Economic Development Department are as follows: 
• Meet with intemal stakeholders such as Business Relations and corporate 

executives of industries considering expanding or relocating their facilities 
and help demonstrate the advantages of locating, expanding or remaining in 
this service area or region; 

• Work closely with various chambers of commerce, and regional economic 
development organizations in designing and executing programs for 
economic improvement in the region; 

• Work closely with various state agencies including Jobs Ohio for economic 
development in the furtherance of their programs and client assistance; 

• Work closely with local communities in the planning, zoning, development 
of land use, infrastmcture development, and other measures targeted to 
maximize economic development potential; 

• Investigate, research and analyze various aspects of industry statistics and 
demographics in answering questions and concems of prospective industries; 

• Provide prospective customers with information on gas and electric rates and 
opportunities to obtain the desired service at the most attractive rate; 

• Collaboratively work with other state and local economic development 
agencies to advertise and disseminate information to attract new industry to 
the region; 

• Serve as a point of contact to coordinate service delivery to new companies 
recruited to the service area. 



The responsibilities of the Large Account Managers include: 
• Coordinating with the Duke Energy Ohio Economic Development to 

identify target industries for growth in Ohio; 
• Proactively generate growth and expansion leads within the targeted 

industries; 
• Transition qualified leads to Jobs Ohio, their local network partner or the 

Ohio Development Services Agency for follow-up. 

V. Practices and Procedures 

Daily activities for Economic Development personnel include: 
• Encotiraging new companies to locate within the service territory; 
• Promoting the region with various economic development community 

participants including site consuhants, developers and real estate 
professionals; 

• Responding to economic development prospect requests; 
• Coordinating installation of appropriate gas and electric facilities and 

delivery of appropriate products and services by the Company in time to 
meet the customers' needs; 

• Serving on state-level policy boards and local economic development in 
order to influence policy and programs; 

• Providing technical assistance to local and regional economic 
development organizations, chambers of commerce and others; and 

• Supporting local economic development organizations with in-kind 
services such as community profiles, site readiness and other materials. 

VI. Decision Making and Control 

Departmental decision-making and control within the Department is dependent upon 
whether a particular decision affects others outside the organization, and the value in 
terms of resources and impact. Decisions are made at the lowest practical level in 
the organization and include input from key stakeholders whenever appropriate. 

The Department follows all corporate policies regarding the approval of work and 
expenditures. Through staff meetings, the Department director monitors the overall 
allocation of resources and performance against annual budgets and goals, and 
makes decisions widiin his/her operation. Major decisions are reviewed with senior 
management for input and concurrence. Budget requests and variances are approved 
by senior management. 

VII. Intemal and Extemal Communication 

The Economic Development Department is the primary conmiunication conduit 
between the company and local and regional economic development organizations. 
Extemal communication channels include direct mail, telephone, e-mail or face-to-
face meetings; and may be at the request of the customer or on the Company's 



initiative. Department employees also frequently represent the Company and 
region at industry seminars and conferences, during national and intemational 
recmiting visits, and on economic development boards. 

Within Economic Development, openness and two-way communications are 
encouraged between every level. Information regarding projects, progress toward 
departmental goals and changes to corporate policies and plans are also shared 
during departmental staff meetings. It is the vice president's responsibility to 
communicate additions and revisions of corporate policies to employees as 
appropriate. Corporate information and industry information is available to 
employees through the employee portal and monthly reports. 

VIII. Goal Attainment and Oualification 

Individual and team goals are set at the beginning of each calendar year and 
reviewed mid-year and at year-end to determine achievement levels. Evaluations 
include the level of difficulty and effort exerted to achieve each goal, the 
achievement level itself, and whether each goal was pursued in a manner, which 
benefited the company's image and, which exhibited individual behavioral traits 
valued by the Company, such as honesty, respect, and a higher degree of 
professionalism. 
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Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES AND ORGANIZATION 
OFFICE OF THE GENERAL COUNSEL 

SFR Reference: Chapter ll(B)(9)(e)(i) 

I. Policv and Goal Setting 

The Office of the General Counsel (OGC) does not set Company policy for Duke 
Energy. However, it does serve in an advisory capacity to management on pre- and 
post-policy establishment, inteipretation, and administration and it supports the 
corporate policies found in the Code of Business Ethics (CoBE) (Exhibit LD-2). In 
addition, the OGC frequently reviews policies for compliance with state and federal 
law and agency regulations. Company policies are communicated to OGC 
employees in both written and oral fashion and at departmental staff meetings. 

Team goals are developed each year through a process that identifies key initiatives 
and success factors, weighs them, and combines them with desired individual 
performance objectives and corporate financial goals. At the end of each year, 
achievements are evaluated and incentives are awarded proportionate to the level of 
overall achievement. 

Departmental policies and procedures are promulgated by the Chief Legal Officer, 
upon the Chief Legal Officer's own initiative or with input and advice from the 
attomey staff. 

II. Strategic Planning 

Executive management of the Company has the primary responsibility for 
establishing the Company's strategic plan. The OGC's primary function with regard 
to the strategic plan is to advise management with respect to compliance with state 
and federal laws and agency regulations and otherwise to provide material legal 
assistance in achievmg the strategic plan. In addition, goals and programs are 
established within the OGC to support the Company's strategic plan. 

III. Organizational Stmcture 

The OGC is divided into eight functional sections, each headed by an executive with 
substantial experience in their respective areas (an executive may head multiple 
sections). These sections are: 1) Litigation; 2) Ethics & Compliance; 3) Human 
Resources, Labor, & Employment; 4) Corporate; 5) Nuclear, Environmental, and 
Health & Safety; 6) State and Federal Regulatory; 7) Commercial Businesses; and 8) 
OGC Business Operations. These section heads report directly to the Chief Legal 
Officer. 



The legal fimction of the OGC is centralized, with approximately 70 attomey s in the 
United States providing a range of legal services across the Company. Timekeeping 
requirements have been implemented in order to allocate time and costs accurately. 

The legal function of the OGC includes attomeys, paralegals, contract 
administrators, legal administrative assistants, contractors, and legal and 
administrative support personnel. OGC also employs summer law clerks from time 
to time. All OGC personnel are executive, managerial, supervisory, administrative, 
or professional employees. The Chief Legal Officer has responsibility for the 
management and activities of the OGC. The Chief Legal Officer, who is also an 
officer of Duke Energy, reports directly to the President and Chief Executive Officer 
of Duke Energy. 

An organizational chart is attached hereto as Exhibit LD-1. 

IV. Responsibilities 

The legal fimctions of the OGC are to serve as counsel and provide legal services for 
the Board of Directors, officers, and employees when they are acting on behalf of 
the Company during the course of their performance of job-related duties. Such 
services include, but are not limited to: 

• Providing general legal research and advice on matters that may arise 
in the course of the Company's business; 

• Reviewing the legal aspects of Company operations for compliance 
with federal, state, and local statutes and regulations, including those 
of the New York Stock Exchange; 

• Promptly notifying appropriate personnel of any changes 
necessitated by administrative or judicial decisions or by the 
enactment or adoption of new, or revisions to existing, statutes or 
regulations; 

• Developing and implementing preventive programs and written 
policies of the Company and/or OGC in areas such as antitrust 
compliance, employment, securities regulation, Sarbanes-Oxley 
(SOX) compliance, OSHA, and other areas where appropriate; 

• Initiating or responding to inquiries regarding review of or 
recommendations conceming Company policies and procedures; 

• Assisting Company officers and personnel in due diligence with 
respect to, and the preparation, negotiation, and finalization of 
preliminary and definitive agreements for, mergers and acquisition 
transactions and joint ventures and other major transactions, as 
well as assisting in the preparation, negotiation, and finalization of 
contracts encompassing the various functional areas of the 
Company's business; 



• Assisting Company officers and personnel in protecting valuable 
intellectual property of the Company; 

• Drafting documents and providing legal support for transactions for 
the Company; 

• Reviewing and advising on contractual obligations of the Company; 
and 

• Representing the Company in regulatory and judicial proceedings by 
acting as counsel or by monitoring and directing outside counsel 
engaged for such purpose. 

Generally, each functional section has specific areas of responsibility, as follows: 

1) Litigation Section 

Litigation counsel represent the Company in actions involving 
commercial transactions, personal injury, property damage and, alleged 
statutory or regulatory violations (except alleged violations under the 
jurisdiction of the various state utility commissions and the FERC). 
They are responsible for the disposition of each claim brought against the 
Company, whether by denial, acknowledgment, settlement or trial, 
through their personal efforts or by selecting and supervising outside 
counsel to conduct the case. They coordinate investigative efforts, 
witness interviews, testimony and exhibit preparation and formulation of 
strategy in every case. They also train Company personnel in 
investigative techniques and counsel management and employees 
involved in claims actions. 

Counsel in tiiis section also handle the areas of credit and regulations, 
with primary responsibility for representing the Company in all credit 
and collection related matters including bankruptcy cases, and 
preparation of testimony and exhibits for trial. This section also deals 
with revenue recovery, theft of energy, and security issues, preparing and 
overseeing implementation of all security procedures. 

2) Ethics & Compliance Section 

The Duke Energy Ethics and Compliance (E&C) Program (Program) 
was established to support the values and policies set forth in Duke 
Energy's Code of Business Ethics (CoBE), Supplier Code of Conduct 
(Supplier Code), and the Board of Directors Code of Business Conduct 
and Ethics (Director Code). The Program is designed to foster a culture 
of ethical behavior and compliance witii the law, and to prevent, detect, 
and respond to potential violations of laws and regulations that apply to 
Duke Energy's operations. 



Oversight for E&C is provided by the Audit Committee of the Board of 
Directors. The Chief Etiiics and Compliance Officer ("CECO"), who is 
approved annually by the Board, has the administrative responsibility 
for the effectiveness of the Program. 

Within E&C, there are four teams: 1) Ethics Programs and Training; 2) Corporate 
Compliance; 3) Reliability Compliance; and 4) Compliance Programs. 

Each of these teams is responsible for overseeing the day-to-day operations of the 
Program to include: 

• Establishing key Program elements through the Compliance Program 
Framework and Standards and supporting unplementation of the 
Compliance Program Framework through training, monitoring and 
reporting on the Program 

• Promoting an appropriate level of ethics and compliance 
awareness and messaging throughout the organization 

• Performing periodic assessments of compliance areas within the 
Company and reporting to the CECO on the effectiveness of the 
Program 

• Maintaining a list of compliance risk areas and Compliance Area 
Leads and reviewing the list periodically to ensure it is current and 
complete 

• Receiving periodic reports and updates from compliance risk areas 
and sharing lessons learned and best practices throughout die 
Company 

• Supporting a system to receive and respond to reports of ethiced 
misconduct and ethics inquiries, including anonymous reports 
and inquiries, as well as processes to investigate reports of non­
compliance 

• Chairing and participating in compliance committees (i.e., FERC, 
NERC, Compliance Council) to engage management and foster a 
culture of compliance throughout the enterprise 

3) Human Resources, Labor, & Employment Section 

The Company's Executive Compensation and Employee Benefits 
attomeys provide legal services to the Company to ensure compliance 
with applicable laws relating to executive compensation and employee 
benefits, including advice relating to the design and operation of the 
Company's retirement and welfare plans and executive compensation 
programs and the Company's compensation and benefits strategy. 



This section also supports the Compensation Committee of the 
Company's Board of Directors. 

Employment and labor law counsel provide legal services to Company 
management to ensure compliance with federal, state, and local labor and 
employment laws. They are responsible for preparing necessary 
documentation, advising management proactively on compliance with 
labor and employment laws, providing preventive law training, and, 
when necessary, assisting in the defense of the Company in litigation and 
administrative proceedings for labor and employment disputes. 
Employment and labor law counsel also provide primary responsibility 
for the following functional areas: 

• Labor Law, including but not limited to advising Labor Relations 
and management, representing the Company in labor arbitrations, 
and before the National Labor Relations Board; 

• Employment Law, including but not limited to the Title VII of the 
1964 Rights Act, the Fair Labor Standards Act, the Americans with 
Disabilities Act, the Family Medical Leave Act, the Age 
Discrimination in Employment Act, the Health Insurance Portability 
and Accountability Act, the Uniformed Servicepersons Employment 
and Reemployment Rights Act and similar federal and state laws, as 
well as representation before the EEOC, Department of Labor, and 
other such agencies; 

• Employment Immigration; 
• Workplace Violence and related preventive security matters; and 
• Corporate Transactions support through due diligence assistance and 

documentation preparation relating to labor and employment law 
matters. 

4) Corporate Section 

The section head of this section reports direcfiy to the Group 
Executive and Chief Legal Officer of Duke Energy. The section 
includes a variety of separate functions. 

The Corporate Secretarial group performs corporate secretarial 
functions on behalf of Duke Energy and its subsidiaries. These 
functions include coordinating annual meeting of shareholders, 
assisting in execution of required filing with the New York Stock 
Exchange, planning and coordinating board meetings, drafting and 
maintaining board of director meeting minutes, drafting and 
maintaining board resolutions, maintaining corporate stmcture charts, 
and coordinating the naming of officers and directors of Duke Energy 
and its subsidiaries as well as completing annual filings for each 
company. The Corporate Secretarial group also assists in execution of 



corporate transactions, including entity formation and dissolution, 
mergers, conversions, and sales. 

The Securities, Finance, and Mergers & Acquisitions group provides 
legal services for the Board of Directors, officers, and employees when 
they are acting on behalf of the Company during the course of their 
perfonnance of job-related duties. Such services include, but are not 
limited to: 

• Advice on and compliance with the federal securities laws; 
• Advice and assistance with periodic and ctirrent reports, proxy 

statements, infonnation statements, and other SEC filings; 
• Support with respect to meetings of shareholders; 
• Advice and support with respect to the responsibilities of the Board 

ofDirectors; 
• Advice on and compliance with the Sarbanes-Oxley Act of 2002; 
• Advice on and compliance with the New York Stock Exchange 

regulations; 
• Assistance in financing transactions, including sales of registered and 

unregistered securities, bank bonowings, issuances of guarantees, 
lease transactions, and other financing transactions; and 

• Legal support for the Treasury, Controller, Corporate Secretary, 
Investor Relations, Corporate Communications and other 
Company departments. 

Mergers and acquisitions services include coordinating and managing 
legal services regarding commercial transactions involving mergers, 
dispositions, acquisitions or other business combinations for Duke 
Energy. 

5) Nuclear. Environmental, and Health & Safety Section 

Counsel in the OGC's Nuclear, Environmental, and Health & Safety 
(EH&S) section provide nuclear advice and EH&S legal services to 
the entire corporation. 

The primary focus of the nuclear generation legal support team is 
providing nuclear regulatory legal advice to the nuclear sites and 
oversight and support fiinctions regarding regulatory compliance, 
licensing, internal and extemal investigations, rule-making proceeding 
and legislative proposals. The section is responsible for providing 
proactive and preventative counseling and training and, as necessary, 
litigation preparation and representation in adjudicatory proceedings. 
This section also supports the Nuclear Oversight Committee of the 
Company's Board ofDirectors. 



Following are some of the areas supported by the Nuclear Generation 
legal support team; 

• Nuclear regulatory matters - including compliance, safety 
conscious work environment^ retaliation and discrimination, 
license amendment requests, staff and vendor qualifications, 
security issues, fitness for duty, access authorization, 
decommissioning and decommissioning funding; 

• Nuclear waste and spent fuel issues; 
• Nuclear insurance and liability issues; and 
• Nuclear development - including siting, licensing, permitting, joint 

development efforts, docliment management, discovery, and 
hearing preparation. 

Counsel for environmental matters has responsibility for all 
environmental-related issues, primarily compliance with the myriad 
federal and state laws and regulations. Counsel also advises on 
licensing and the siting of utility facihties. This entails representation 
of the Company before federal and state agencies and courts, when 
necessary, filing required documentation and pleadings, and directing 
outside counsel assisting the Company in these matters. 

Counsel in this section also provide advice on laws relating to safety 
and health, including, but not limited, to advising management on 
compliance with OSHA and related laws, representing or overseeing the 
representation of the Company before OSHA, in workers' compensation 
proceedings, and in court. 

6) State and Federal Regulatorv Section 

This section relates to the Company's regulated operations and utility 
operating companies. The regulatory counsel represent these utilities 
before all state and federal regulatory bodies in proceedings determining 
the rates and tariffs applicable to regulated gas and electric service. 
Duties in rate cases involve the entire gamut of case preparation and 
development and of case strategy in conjunction with Rates and 
Regulatory Accounting Department personnel. This section also 
functions as trial counsel. Its responsibilities also include territorial 
matters, customer relations, and demand side management issues. 
Counsel are also involved in integrated resource planning, regulatory 
licensing, and permitting of utility facilities, and in the negotiation and 
review of special contracts. Counsel in this section are also responsible 
for representing the Company in miemakings, roundtables, and other 
policy-setting initiatives of the respective state regulatory agencies and 
the Federal Energy Regulatory Commission. 



Additionally, counsel in tiiis section support gas procurement, including 
negotiation of contracts with interstate pipeline suppliers and with 
producers of natural gas, representation of the Company before the 
Federal Energy Regulatory Commission in proceedings involving 
pipeline suppliers, and advising senior management on policy 
development and implementation in accordance with applicable federal 
and state stattates and regulations. 

The continually evolving nature of this area of law requires constant 
monitoring of all regulatory agencies in the states in which Duke 
Energy's utility operating companies do business. 

7) Commercial Businesses Section 

Counsel in the Commercial Businesses section provide legal services 
to the Company's commercial businesses organizations. These 
services include contract preparation, negotiation support, contract 
interpretation, and deal support for proposed and existing transactions. 

Counsel for commercial operations have responsibility for all 
commercial contract and transactional work involving the Company that 
is not a merger or an acquisition of an entire company (as opposed to 
individual assets). They are responsible for drafting, reviewing, 
and negotiating commercial contracts related to all aspects of the 
company, including constmction, engineering services, procurement of 
coal, gas, nuclear fuel, limestone and lime, rail and barge 
transportation, software licensing, long- and short-term power purchases 
or sales, and capital expenditures at the generating stations. In addition, 
the Commercial Operations group is involved in negotiating agreements 
to acquire or dispose of Company assets sueh as acquiring new 
generation or selling existing generation. They also assist the Company 
personnel with resolving contract disputes with and nonperformance 
by third-party suppliers. Finally, they handle all real estate matters for 
the company, including easements and rights-of-way related to 
transmission or gas lines and buying and selling real property. 

8) Office of General Counsel Business Operations 

The Business Operations group provides administrative and 
operational support to the OGC. Its main functions include, but are not 
limited to, the following: 

• Manage the budget for the OGC; 
• Report variances on a monthly basis and conduct related analyses; 
• Maintain all financial records; 
• Pay and process Outside Counsel invoices for the OGC; 



• Maintain relationships with Outside Counsel firms through 
engagement letters and contracts; 

• Manage timekeeping of legal department staff; 
• Manage support personnel, including paralegals, administrative 

assistants, and contract labor; 
• Coordinate legal facilities requirements; 
• Monitor and ensure department compliance with SOX 

requirements; 
• Manage the planning, acquisition, testing, implementation, 

maintenance, user training, and support of department technology; 
• Manage implementation of performance metrics for Legal 

department; and 
• Provide support to the OGC Budget Committee, Technology 

Committee and Personnel Committee. 

Responsibilities of other functions within the OGC are as follows: 

Paralegals 

Each of the paralegals has specific assignments within one or more of the 
functional sections. They are organized geographically and, for 
administrative purposes, all report to one of three supervisors; however, they 
are directly responsible to the section head and the attomeys in each section 
for their substantive workload and for assignment of day-to-day activities. 
Activities include performing research, both manual and computerized, 
preparing pleadings and document filings, and tackling any other tasks 
assigned by the attomeys. 

Legal Administrative Assistants 

The legal administrative assistants are assigned to two or more attomeys and 
a paralegal or law clerk. Their activities include, among other things, 
performing secretarial duties including typing, scheduling, and organizing 
for the attorneys, paralegals, and law clerks. 

Legal and Administrative Support Persormel 

The legal and administrative support personnel provide document and 
administrative support for the Legal Department. Designated individuals 
also assist with timekeeping, bill processing, budgeting, and computer 
training for the department. 

Contractors 

The OGC employs contractors as necessary to address peak workload 
situations and to help manage permanent employee levels. Contractors can 



include, from time to time, auditors, lawyers, paralegals, and administrative 
support personnel. 

V. Practices and Procedures 

The Chief Legal Officer maintains responsibility for the assignment of major cases 
or projects, budgeting and personnel decisions, and the overall management of the 
department. The Chief Legal Officer is also responsible for giving performance 
reviews for those staff members under the Chief Legal Officer's direct supervision, 
and reviewing the appraisals performed by the heads of each of the functional 
sections. 

The attomeys and other employees within each section work independently or in 
collaboration, as appropriate, on matters assigned to them within their areas of 
expertise and responsibility. To maintain continuous service to all departments, 
counsel within each section provide assistance to each other when necessary and all 
counsel are encouraged to coordinate and work closely with attomeys in other 
sections, when appropriate. Regularly scheduled meetings between the Chief Legal 
Officer and the Chief Legal Officer's direct reports are forums for reviewing current 
projects, resolving issues, addressing administrative support, and updating each 
other on recent developments and news affecting the department or the Company as 
a whole. Regular meetings are also held within each section for similar purposes. 
Other meetings are called when necessary to address particular issues, problems, or 
concems, which may then be assigned for study, resolution, or the recommendation 
of an appropriate course of action. 

Access to computerized research databases, such as Lexis and Practical Law, 
contributes to the productivity of the attomeys. All professional staff members 
make every effort to keep current with developments in their areas of expertise and 
responsibility by reading the publications to which the department subscribes, and 
through participation in seminars and workshops conducted by nationally recognized 
and accredited organizations and associations. Continuing Legal Education (CLE) 
requirements are closely monitored, and all attomeys are expected to ftalfill all 
requirements each year. 

Outside counsel are carefiilly selected based upon, among other factors, need, 
expertise, reputation, cost, and diversity. They are required to provide billing details 
for scmtiny and are evaluated periodically for performance, cost, and diversity. 
Invoices for legal counsel procured by OGC are reviewed by members of the Legal 
Department for accuracy and to validate the level, quality, and efficiency of the work 
being performed. 

VI. Decision-Making and Control 

The responsibilities for decision-making rest with the organizational level that has: 
• The information to effectively implement the decision; 
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• The necessary facts to apply sotmd judgment based on Company policies, 
procedures, and directives; and 

• The authority to take effective action. 

The Legal Department acts in an advisory capacity to other departments, but the 
decision to use inside or outside counsel is made by the Legal Department. If 
outside counsel is obtained, the Legal Department manages the outside counsel's 
work. 

In addition, the Legal Department manages the Company's activities in judicial and 
administrative proceedings. 

VII. Intemal and Extemal Communication 

The department maintains open channels of communication for exchange of 
information and ideas through several media. In addition to regular section head 
meetings, fiill staff meetings are held periodically, and periodic meetings are 
conducted with the administrative staff. In addition, meetings are held as appropriate 
to communicate to the entire department special issues which cannot be timely 
addressed in staff meetings. 

These methods are designed to disseminate information to all members of the 
department. 

The Legal Department staff participates in interdepartmental meetings and also 
meets with non-company representatives (entities outside the Company) on an 
ongoing basis, as necessary. If a legal matter comes to the attention of someone in 
another department, the Legal Department staff is available to advise on such 
matters. Communications and legal opinions may be communicated orally or in 
writing, depending on the particular situation. 

VIII. Goal Attainment and Oualification 

Due to the individualized and independent nature of attomeys' work, readily 
quantifiable means of measuring performance are difficult to constmct. The 
effectiveness of the attomeys is reflected in the successful conclusion of an 
assignment and in the positive feedback from Company departments and outside 
firms with whom they work. 

All attomeys, law clerks, paralegals, secretaries, and other support staff are given 
performance reviews each year, which indicate individual achievements of the past 
year and set goals for the following year. Although working in individual capacities, 
each member of this department strives to assist the department as a whole in its 
efforts to reach the goals and objectives outlined in Section I above, and to provide 
the highest quality legal counsel and services to the Company. 
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£ "Ŝ  5 
o 

wi ro 

S"^ 

ro OJ 
i i i "E o .c 

0 1 

£ 
E 

M s 
£ CJ3 
P XZ 
S •!=: 
O ' 5 

Q - U l 

£ "£ 
OJ QJ 

B i 
. ro 01 

ra e i 
' E - ^ 

is 
f - 4-1 i s 
§ 1^ 
0 0 CuO 

- c 
P : s ; 

4 = TD 
ra : = 

T a 3 
' "O CQ 
ra J Z 
O 4 = 

_co 
ro 
' g 
i t -
It— P 
.2 

3 
a. 

. E 

1 
0 0 
E 

o 
ro 
B 
E 

.a. 



m=a=sa;Ea!Ea«iS':QsaMS**ia;ET^j3iit3^'E''5!:^S:a!i-.53SBS^ 

o 
OJ 

. 3 

ro 

> 
4—1 
tn 
QJ 

TJ 
P 

UJ 
UJ 
OJ 
E 

'ui 
3 

j ia 

"ro 

E 
o 
E 

ra 
CJ 
2 
g. 
'o 
01 

OJ 

E 
4 - " 

ro 

2 
- 1 — ' 

"ro 
' a 
01 
Q . 
tn 

Ta 
QJ 

> 
• Q J 
CJ 

tu 
CL 
k _ 

c%.. 
Ul 

4—' 
c 
3 
o 

OJ 

> 'oo 
QJ 

. E 
4 — " 

E 
P 
E 
P 

'4—1 

ro 
.DO 

S P 

QJ 
JZ 
4 - ' 
CD 
O 
E 
01 

B 
ro 

' k -

CL 

2 
CL 
Q . 
ro 
E 

ra u. 

tn 
QJ 

U l QJ 
tn o p 
E 

B 
"oJ 
xa C 

O _ 

a. 
E 
o u 

UJ 

^ -Si 

E i 
g , ra 

o 
X I 

.E 
P . 

DO 
E 

' Q J 

2 
00 

ro 
U) 

ro 

> \ tu 

1 5 
2 "o ro S Q. ro 
Ul . ^ 
E ^ 

2 3 ui 
4 - 1 14— •a I -o S -^ ro ro k-

-O 4.-
- ^ E 4-> 

ro g 
" E CO 

•ro 2 

ro 
E 
P 

tu 
CX 
E 
p 
o 
p 
o 
3 

* - Ta 
<3 P 
Q . * -

'CD TO 

ro 3 

p ro 

p 

p 

T3 

> 
TJ 

U] 
T3 

- ra 
- a. 

in 

^ ^ s - S* '5 
CD fO .cT 

^ ? "5 
_ o 
ra ra 

QJ 4 - . 

" ^ 2 
<. ^ a. 

ra 

£ 

I 

s 
ra 

E 
DO 
E 

•HJ 
CX 

E 
p 
o 
k -

- p 

p 
Ul 
QJ 
2 '> 
p 
UJ 
k - ' 

p 
P Ul 

B o 
t j 3 
<U TJ Q . 
UJ 
01 

SD . ^ 

OD ^ 

2 
Q . 

QJ 
XZ 

UJ > 
P *3 
" CJ 

CZ 3 
*-• P 
> . xa 
t : ra 

cx 
ro 
>. 
E 

ra 
E 

ai £ 
E O 

1 3 >-> 
(/> > i 
o ao 

UJ g 

^ 3 
U TI 
iS oJ 
E E 
O — 
o in 

- ,2 

I^ 
2 a, 
QJ e 

" O .^ 

X 
H 
UJ 
00 

CD 
CO 
CO 

di 
E 
o 

JZ 
C L 

>% 
CQ 

TJ 

tn 
3 

xa 

^" b 

DO - E 

~ o 

ra 

01 
a. 
01 
xa 
>, ro 
E 

1 , 

cx 
E 
B 
• 4 - * 

ro 
E 

O 
CU 

" O 
tn 
tn 01 
E 
to 

E ^ 01 

I ° 1 

tX •£ 4-J 
CU 01 ra 

ra E > , 

^ 

ro 
Ul - Q 

ro (0 
tn 01 
OJ " 

ro 

3 ' • ' : = : = 

C5 01 o 

t o i_ 
>r< 01 

§ ig ^ 
ro . w tft 

1*; r- to 
- b 01 

to c E 
^ ^ "ui 
'5o .E 3 
^ ro XJ 

T5 " ^ -
CJ o) 01 

"o ^ £ 
CO 0) O 

'(ft oo 

1= > . 
(X ra 
c x CL 

5 t 
= ro 
< cx 

E o E 
- , k_ ra 

§li 
TJ E cx 
1- 01 x : 
O E tn 

'b. ra -g 
H E S 
:B r ^ 
5 5-.= > cx OJ 
ra a , X 

i ; ra UJ 

E " ^ "6 
"W DO Z. 
ra ta O 
CJ 

to 
CL ra 

8 -8 cx 
cx 

3 3 
to tft 

ao 
< 

5 = E 
in E B 
01 = OJ 

o to E 
4-1 4 - ' 

ra E ra 
0 (u 01 

• ^ ^ cu 
X ra - = 
cx a . -Cl 
01 ^ 2 

. ^ OJ O 
ro E > 
E "S i £ 

Qi 
Qi 
> v 

_o 
E 

U J 
>. 
Qi 

U J 
Qi 

J £ 
3 

o 
m 
< 

tn 
Ul > , 

• - E 
(ft t 
3 O 

-Q "K 

lU "K o ra 

TJ O) 

OJ 
T3 
O 

E 

T J 
E 
ro 

.. ra 
DO 

_QJ 

OJ 
- Q 
ra E 
O 
to 
ro 
01 

tu 
3 

S 

tft 
01 

Z3 
o 
CJ 
i n 
in 
01 
c 
'tft 
3 

xa 

ra 

"S 
"Q. 

E o 
o 

DO 
i E 
T3 

% 
01 
CO 
0 1 

"tn 

3 

o Cl 

"TO 

. o i t -

e 
g 

i 
01 
o 
2 
01 
3 

5 
o 
o 1—1 

w 
0 0 CO 

^ 3 

^ r 2 
•— 3 O ^ o -*-
S Cl (O 

• E >> E 

!;; ^ -̂  
to C TJ 

u) 2 ' ro 
U l t 3 . c z 

JD 01 9 

ra _ 

ra 

1 ro 
c 01 
tft 
2 
CL 
cu 
C 
o 

' E 
3 

o 

CL 
CX 
ro 

"CJ 
01 
E 
01 

E 3 
O 
o •C3 
E 

'ra 
4-J 
JD 

a 

g 

b. 
k _ 

o to 
"> 
b 
cx 
3 
tn 

>% 
E 
E 
o 

• 4 — 

o 

I I 
1— *-• 
3 i_ 
P 3J 

OJ 00 
E — ' 

'w 01 ^ 
3 3 01 

xa ro ^ 
ro > ro 

.E ra o 
^ Cl O 
Q. ;i= CO 

8 "E « 
8 op CO 
t^ 'in Z i 

^ ra 

.̂  I' 
•QJ ' > ^1 
01 - ^ 
^ > 1 
I'n C 

§ ^ 
«_ 3 
01 Cl 
O (n 

01 - ° 
CO ra 

1^ 
b §• 

c x ro 

^ .S2 

OS 

.U l . 

http://Ult3.cz


o 

a> 
%. 

_o 
Q . 
E 

UJ 

k . 
Qi 
c 

UJ 

3 

o 
< 

5 
CO 

ra i_ 

111 
4---2 o 
Cl ' E * : 

^ 2 b c 
c - t : - is 01 
IJ £ - •?; 

£ 8 g*'-
01 . E k_ 
OJ E t J O 

DO ° > ; <U 
ra {5 ^ l5 

B | ^ ^ 
• S i l l 
<" E b. "E 
QJ o o E 

"t; 
ro 
CL 

c 
1- o 
O '4= 

ro DO £ -2 
^ % S. O 
•-J ^ >̂  £ S 
_^ -S ra O ro 
=^ 2 .^ ra . t 

>i= - Q Q . 5 E 

: I I 1 .9 '̂  
• ^ . ^ ro ^ E 3 
2 ^ 01 ^ c o o 

> CO Q 8 .E £ 

( f t CJ 

II 
0 1 • = 

2 « 
00 "S 
ro j £ ro 

E 
E 
2 
"5. 
Q. 
3 
tn 

E 

01 
5 o 
CL 

" b .:<: 
ra 
E 
to 
ro 
sz 
>-
DO 

01 — .^ 
:ti 3 
5 Q 

2 B ra 

I "ra 8i) 

iJ B 2 

8 8-^ 
OJ . E 
c 

LiJ 

(U DO 

OJ TO 

"2 -*̂  

CL ro Cl 

cx 
CL 
3 
to ^_ 
01 01 

p 
E 3 
o w 
^ b 
OJ . C 
•5 "5 
3 C 
CT ro 

01 01 

:y B 
o 0 0 
cx E 

CL 5 01 
E ai g 
O to E 
O 01 CX 

£ ^ ^ 

01 
5 
o 
cx 
01 ro 

- £ E 
ra 01 

E "S 
•s 2 

ro' o 
• E S 

ra (5 

(£5 o 

Q. 

I 

Cl . E 

.*; TJ 
5 Q) c 
• * Cl c 

^ O 01 
CL Q . 3 

O ro CL 

tft ^ ^ 
'> t 

^ E 
> i 01 
E E 

^ E 

C OJ 

R E 
" t : . > * 01 

b ijz 
c O 

I i 9 

o 
cx 
01 

:g o 
O E 
ro ra 

gj, to UJ " j 
^ ^ QJ « 

ro " 
E .0 

CJ 

•+-' I E 

"S CJ 

ra .E 

£ i OJ 

c 
o 

cx i=; 

(O o 

E £ ra -G 

i ^ E 
•E .2 =6 
aj o 

.9- ra 

^ B 
£ • -
cu DO 
— E 

W, ro 

~ tn 

ro Ji2 
00 c 
OJ . 0 

OJ ro 
E -E 
E "g 
01 O 
> O 

9, " 
DO 01 

"S ra 
. y 01 
t ! "C3 
ro ro 

Q- - t 

g ^ ^ >2 
DO 2 b B 

di 
CZ 

- J 
(O 
0 

x:: 
E 
0) 

J Z 

CJ 
CO 

c 
0 
0 

- I - ' 

0 a. 
CU 

(O 

OJ 

ro 
E 
,0 
h-

£ 
0 
Cl 

> So 
b E 
QJ 

CU 

za: 
3 

oJ 
E 

SZ 
i n 
0 
j z 
4-1 
QJ 

di E 

"c 
. 0 

t/) 
0 
X 
H-
LU 
00 
CD 
CD 
00 

CQ 

T a 
E 
ra 

"ra 
00 

_aj 

. E 
0 0 
3 

2 
J Z 
4-1 
QJ 
O 
E 
P 

DO 

OJ 

ro 
00 

o 
QJ 

E" 
g 

' + j 

T J 
Ta 
ro 

P 
CL 
E 
p 
o 
ro 

E 
p 

> i 

:E ^ 
01 LU 

. 5 OJ 
4ZI 3 

O ' i 
CJ . P 

-E £ 

p 

TJ 
QJ 
E 
k-
ro 
QJ 

>. 
QJ 

QJ 
QJ >̂  
a. 
E 
QJ 

ro B 
^ £ 

OJ _> 
4—1 

B 
3 
Q . 

' E 

ro 
E 

OJ 
TJ 
>, 
E 

ro IE B 

p o 
UJ Ul 
1 - CU 

o - ^ 

2 p 

TU 
P 

P 
E 

4-1 
3 
xa 
00 
E ca. -g 

O) 3 

CO 
01 
2 
3 
p 
UJ 

. 2 
xa 
ro 

4-> 
CX 
p 
CJ 
CJ 
ro 
c 
3 

>\ 
E 

ro 
p 

p 
E 
CO 
01 ,g 

4-1 
o 

?; ^ ca. cx 

_ > • L U 

f M 
= 3 

'5 Q 

. 2 3 _ 
cx 
£ 
QJ 
CO 
3 
P 

E 
01 

:g 
E 

o 
o 

QJ 
k— 
ro 
XI 
Ul 

E 

2 
QJ 

to 
J Z 

E 
P 

£ 
3 

o 

TJ 
P 

Ta 
E 

B 
E 

UJ 
E 
.2 
4 3 
ro 
g 

' E 
3 

E 
E 
o 

o 



o 

Qi 

> k 

Q . 

E 
UJ 
>. 
go 
Qi 

UJ 

3 
Q 
nj 
( A 

< 

ro .2 

tn Ul 
T J i p : 

b " 3 

5 1 

TJ E 
OJ CD 

— OJ 

^ 2 
0 1 DO 
CL ra 

- o o 
S. io 
£ . 2 
.Dp £ 

>, b 
o ^ 

to i i 

.a* 5 
o ra 

.̂  'B 
ro ro 

S E 

" P T J 

ra £?-

'- 1 
w to 
OJ -
"K 00 

> 1 
cx 
o 
o 

E 
o 

E N 

- ^ ^ O 

8 -̂  ^ 
.CO g - 3 

DO OJ :C 
E > ? 
^ b a 
OJ (ft . * 
3 to ro 

E 
<D B ^ 
J5 ro ra 
3 cx J3 

4-r >> 

•5 S £ 
fti ra B i2 cx 

01 • ^ • E ' 
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Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES AND ORGANIZATION 
INTERNAL AUDIT SERVICES 

SFR Reference: Chapter II(B)(9)(b)(vi) 

I. Policv and Goal Setting 

The Con\pany has an intemal audit function (Corporate Audit Services) with 
approximately 49 in-house personnel. Corporate Audit Services engages extemal 
professional services firms for expertise and supplemental resources, as required. 

Corporate Audit Services' policies and goals are outlined in the Company's Corporate 
Audit Services Charter and Policy (Policy) - Exhibit IA-2. The overall goal of 
Corporate Audit Services, as outlined in the Policy, is to provide an independent, 
objective assessment of the Company's activities and intemal control stmcture to all 
levels of management and the Audit Committee of the Board ofDirectors. 

II. Strategic Planning 

Corporate Audit Services conducts a risk planning process to create an annual audit 
plan - Exhibit I A-3. Input into the audit plan includes collaboration with Global Risk 
Management, interviews with management, Company initiatives, systems and process 
changes, and industry trends and developments. The plan is updated, as required, based 
on developments within the Company. The audit plan is formally approved by the 
Audit Committee of the Board ofDirectors. 

III. Organizational Stmcture 

Corporate Audit Services is led by the Vice President-Corporate Audit Services, who 
reports functionally to the Audit Committee and administratively to the Chief 
Financial Officer. Directors and managers reporting to the Vice President are 
generally aligned with individual business units or corporate areas; however, staff 
persons are pooled and are not aligned to individual business units or corporate 
areas. 

The Audit Committee reviews the experience and qualifications of Corporate Audh 
Services' personnel annually. 

An organization chart for Corporate Audit Services is presented as Exhibit IA-1. 



IV. Responsibilities 

The objective of the Corporate Audit Services Department is to determine whether the 
organization's network of risk management, control, and govemance processes, as 
designed and represented by management, is adequate and functioning properly. To 
accomplish this objective, the Corporate Audit Services Department will: 

• Examine and evaluate the adequacy of design, documentation, and 
effectiveness of the system of intemal control throughout Duke Energy and 
the quality of performance in carrying out assigned control responsibilities. 

• Assist management in the assessment of business risks and in the 
identification of cost beneficial modifications of intemal controls to 
mitigate risks, including potential fraud, to acceptable levels. 

• Assist management in providing reasonable assurance that Duke Energy's 
objectives and goals will be met efficiently and economically. 

• Interact with various Duke Energy govemance groups as required. 
• Evaluate the means of safeguarding assets and, as appropriate, verify their 

existence. 
• Review compliance with established laws, regulations, and policies and 

procedures, as appropriate. 
• Conduct selected special audits and consulting projects at the request of 

management, as appropriate, or the Audit Committee. 
• Communicate opportunities for improving management control, 

profitability, and the organization's image to the appropriate level of 
management and to the Audit Committee. 

• Follow-up on outstanding audit matters and significant deficiencies / 
material weaknesses to validate that these issues are being resolved 
appropriately and timely. 

The specific responsibilities of the Corporate Audit Services Department are to: 

• Develop an annual audit plan using an appropriate risk-based methodology, 
incorporating significant risks or control concems identified by 
management, and communicate the plan to the Audit Committee. This plan 
may be modified, as appropriate, for changing or emerging business risks or 
issues. Modifications that significantly etlter the nature of collective audit 
and risk coverage provided under the plan must be reviewed and approved 
by the Audit Committee. 

• Implement the annual audit plan, as approved, including any requested 
special audits or projects as appropriate. 

• Maintain a professional audit staff with sufficient knowledge, skills, 
experience, and relevant professional certifications to perform its 
responsibilities. 

• Work collaboratively with the Company's extemal auditors to ensure 
appropriate risk coverage. 

• Report the results of its work to management in a timely manner. 
2 



• Assist in the investigation of significant suspected fi-audulent activities 
within the organization and report the results to management and the Audit 
Committee. 

• Maintain and administer a rigorous follow-up process to ensure that 
committed management actions to address audit issues are properly and 
timely executed or that Senior Management has accepted the risk of not 
taking action. 

• Perform their work in conformance with the Code of Ethics, the definition 
of intemal audit, and Standards for the Professional Practice of Intemal 
Auditing of the Institute of Intemal Auditors. 

• Discharge these responsibilities in a manner consistent with the purpose and 
objectives set forth in-the Corporate Audit Services policy, with the Duke 
Energy Code of Business Ethics, and the Duke Energy culture. 

In accordance with the Policy, Corporate Audit Services will not perform any activities 
that conflict with the intemal audit function's authorized responsibilities or impair the 
function's independence and objectivity. 

V. Practices and Procedures 

Corporate Audit Services executes hs audits and other reviews of financial, 
compliance, operational, information technology, and environmental, health, and 
safety management system areas using hs methodology that prescribes guidelines for 
audit planning, execution, reporting, and follow-up. 

Corporate Audit Services also performs Design Effectiveness Reviews (DERs) of 
certain projects to identify and address key control issues prior to implementation. 
Guidelines for DERs have also been established. 

VI. Decision-Making and Control 

Roles and responsibilities with regard to audit projects are defined by Corporate Audit 
Services' methodology. Generally, the manager provides overall management for the 
audit projects, including audit scope, objectives, issue resolution, and communications 
(including reporting). The in-charge auditor and other team members support the 
manager throughout the project. Audit reports are reviewed and approved by the 
appropriate manager, director, and Vice President. 

As noted above, the Audit Committee reviews and approves the annual audit plan and 
receives periodic updates on the audit plan status, significant audit conditions, progress 
on the remediation of significant open conditions, and the overall Corporate Audit 
Services' performance (annually). 

Administrative matters are addressed by the Vice President, in conjunction with the 
Chief Financial Officer (administrative report) and the Vice President's leadership 
team, as appropriate. 

3 



VII. Intemal and Extemal Communication 

Corporate Audit Services personnel, in the performance of their duties and 
responsibilities, interface fi:equently with personnel within the Company. 

Corporate Audit Services reports the results of its audits and other projects using 
standard templates or memoranda (depending upon the nature of the project). The 
reports include the conditions and their prioritization, management responses, and 
planned remediation dates. The reports are addressed to the appropriate process 
owners, and the report distribution includes management of the process owners, the 
Corporate Controller and certain members of the Controller's leadership team, the 
Chief Information Officer (if IT-related), the Senior Vice President-Environmental, 
Health & Safety (if EHS-related), and other Company leadership as necessary. An 
Executive Summary of audit reports issued, including links to the reports themselves is 
provided to the Chief Executive Officer and direct reports periodically. 

Corporate Audit Services provides periodic updates to the Audit Committee as noted 
above. 

VIII. Goal Attainment and Oualification 

Performance is measured by the successful completion of the annual audit plan 
(amended as required), by the timely resolution of open audit conditions, and the 
results of management surveys that gauge overall performance. Corporate Audit 
Services may also periodically review timeliness of report issuance and departmental 
financial results as performance indicators. 
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^ E N E R G Y . Exhibit iA-2 

Duke Energy Policy 

Audit Policy 

Applicability: Applies to Enterprise 

Originator: Corporate Audit Services 

Approval: Chief Financial Officer: Audit Committee 

Effective Date: 1/1/16 

Revision Date: 2/24/16 

Reissue Date: 04/04/2006 

Vision 

Duke Energy's Corporate Audit Services Department delivers wodd-class internal audit services that enable 
Duke Energy to achieve superior performance. In conjunction with the delivery of these sen/ices, Corporate 
Audit Services will: 

— Champion Strong Controls and Governance 
— Drive Effective Risk Management 
— Enhance Operational Efficiency 
— Foster Compliance 
— Facilitate Constructive Change 
— Develop Duke Energy Leaders 

Statement of Purpose and Philosophy 

It is the policy of Duke Energy, including its subsidiary business units and affiliates, to provide and support a 
strong internal audit department as an independent assurance function for the purpose of advising and 
assisting all levels of management and the Audit Committee of the Board of Directors with objective 
evaluations, appraisals, and recommendations concerning the organization's activities and internal control 
structure. 

Duke Energy management, including the Board of Directors and the Audit Committee of the Board of Directors, 
supports and expects a capable and independent internal audit function. This is part of Duke Energy's strong 
commitment to an effective internal control environment and related risk assessment structure and represents 
the tone at the top that is critical to effective governance and internal controls. 

Policy Expectations 

The objective of the Corporate Audit Services Department is to determine whether the organization's network 
of risk management, control, and governance processes, as designed and represented by management, is 
adequate and functioning properly. To accomplish this objective, the Corporate Audit Services Department 
will; 

• Examine and evaluate the adequacy of the design, documentation, and effectiveness of the internal 
control system, as defined below, throughout Duke Energy, including its subsidiary business units and 
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Duke Energy Policy 

affiliates, and the quality of performance in carrying out assigned control responsibilities 
• Assist management in the assessment of business risks and in the identification of cost beneficial 

modifications of internal controls to mitigate risks, including potential fraud, to acceptable levels 
• Assist management in providing reasonable assurance that Duke Energy's objectives and goals will be 

met efficiently and economically 
• Interact with various Duke Energy governance groups as required 
• Evaluate the means of safeguarding assets and, as appropriate, verify their existence 
• Review compliance with established laws, regulations, and policies and procedures, as appropriate 
• . Conduct selected special audits and consulting projects at the request of management, as appropriate, 

or the Audit Committee 
• Communicate opportunities for improving management control, profitability, and the organization's 

image to the appropriate level of management and to the Audit Committee 
• Follow-up on outstanding audit matters and significant deficiencies/material weaknesses to validate that 

these issues are being resolved appropriately and timely 

Duke Energy has adopted the Committee of Sponsoring Organizations (COSO) framework of internal 
control. Internal control is a process affected by an entity's board of directors, management, and other 
personnel, designed to provide reasonable assurance regarding the achievement of objectives ("control 
objectives") in the following categories: 

• Effectiveness and efficiency of operations 
• Reliability of financial reporting 
• Compliance with applicable laws and regulations 

Corporate Audit Services assesses risk and controls in accordance with the COSO framework. 

Accountabi l i ty: Roles and Responsibi l i t ies 

The Corporate Audit Services Department must maintain independence and objectivity in their work. In order 
to maintain this independence, the Corporate Audit Services Department reports functionaWy to the Audit 
Committee of the Board of Directors and administratively to the Chief Financial Officer. This reporting 
relationship is designed to provide sufficient authority to promote independence and to ensure broad audit 
coverage, adequate consideration of audit reports, and appropriate action regarding audit observations. 

With respect to audit matters, the Corporate Audit Services Department is authorized to: 

• Have full and unrestricted access to all Duke Energy (including subsidiary business units and affiliates) 
funct'tons, records, property, and personnel, and may make direct contact with any level of 
management 

• Communicate directly with the Audit Committee, as needed 
• Allocate resources, set frequencies, select subjects, determine scope of work, and apply the techniques 

required to accomplish audit objectives 
• Obtain the necessary assistance of personnel in units of the organization where audits are performed, 

as well as other specialized services from within or outside the organization 

The Corporate Audit Services Department will not perform any activities that conflict with the internai audit 
function's authorized responsibilities or impair the function's independence and objectivity. 
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The responsibilities of the Corporate Audit Services Department are to: 

• Develop an annual audit plan using an appropriate risk-based methodology, incorporating significant 
risks or control concerns identified by management, and communicate the plan to the Audit 
Committee. This plan maybe modified, as appropriate, for changing or emerging business risks or 
issues. Modifications that significantly alter the nature of collective audit and risk coverage provided 
under the plan must be reviewed and approved by the Audit Committee. 

• Implement the annual audit plan, as approved, including any requested special audits or projects as 
appropriate 

• Provide consulting services to assist organizational efforts related to governance, risk management, 
controls, and process change 

• Maintain a professional audit staff with sufficient knowledge, skills, experience, and relevant 
professional certifications to perform its responsibilities 

• Work collaboratively with the Company's external auditors to ensure appropriate risk coverage 
• Report the results of its work to management in a timely manner 
• Assist in the investigation of significant suspected fraudulent activities within the organization and report 

the results to management and the Audit Committee 
• Maintain and administer a rigorous follow-up process to ensure that committed management actions to 

address audit issues are properly and timely executed or that Senior Management has accepted the 
risk of not taking action 

• Perform their work in conformance with the Code of Ethics, the definition of internal audit, and 
Standards for the Professional Practice of Internal Auditing of the Institute of Internal Auditors 

• Discharge these responsibilities in a manner consistent with the purpose and objectives set forth in this 
policy, with the Duke Energy Code of Business Ethics, and the Duke Energy culture 

The responsibilities of business unit or functional area management are to: 

• Establish and maintain a strong and effective system of internal controls consistent with the COSO 
framework, including an appropriate tone at the top 

• Develop and execute appropriate timely action plans to address issues or risk exposures 
communicated by Corporate Audit Services 

• Provide full and unrestricted access to all Duke Energy (including subsidiary business units and 
affiliates) functions, records, property, and personnel 

• Provide any necessary assistance or resources to Corporate Audit Sen/ices personnel to facilitate the 
execution of their responsibilities 
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Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES AND ORGANIZATION 
THE DUKE ENERGY FOUNDATION 
SFR Reference: Chapter II (B)(9)(cl)(v) 

I. Policv and Goal Setting 

The Duke Energy Foundation (the "Foundation"), the philanthropic arm of Duke 
Energy (which includes Duke Energy Ohio), does not issue policy statements for the 
corporation, per se, but does establish Foundation policies as approved by the 
Foundation Trustees. The Foundation provides strategic philanthropic outreach to 
qualified nonprofit organizations in the communities served by Duke Energy. 

The Foundation is organized and operated exclusively for charitable and 
educational purposes within the meaning of Section 501(c)(3) of the Intemal 
Revenue Code of 1986, as amended, or any corresponding United States Intemal 
Revenue Law (the "Code"), including, without limitation, making grants to other 
Section 501(c)(3) organizations. 

The goal of the Foundation is to support the communities served by Duke Energy 
and in which Duke Energy facilities are located to encourage initiative, creativity 
and collaboration by contributing to the total well-being of the community in 
three areas: 

(1) Education and Workforce Development, 
(2) Environment 
(3) Community Impact 

IL Strategic Planning 

Strategic planning for the Foundation begins with a review and understanding of 
relevant community needs. Additionally, extemal sources are monitored for 
emerging issues that could impact the Foundation's charitable giving decisions. 
Regular staff meetings and meetings of the Community Relationship Managers 
are held to discuss pending community issues, and to decide what items require 
attention and the timeframe under which the issue may be addressed. Where 
appropriate, outside consultants assist in the development of plans and programs. 
The Foundation Tmstees review and approve strategic areas of focus, policies and 
the overall contributions budget. 



III. Organizational Stmcture 

The President of the Foundation reports to Duke Energy's Executive Vice 
President and Chief Legal Officer. The President of the Foundation provides 
overall leadership and management of the Foundation's activities. The Foundation 
has one Principal Community Affairs Consultant based in Cincinnati, Ohio; this 
individual is responsible for leading the Foundation's charitable giving efforts in 
Ohio. The Legal Department provides the Foundation legal support, and the Tax 
Department files the Foundation tax and information retum. See Exhibit FCA-1. 

IV. Responsibilities 

The Foundation is the independent, 501(c)(3) entity organized exclusively for 
charitable and educational purposes. The Foundation is funded by Duke Energy 
shareholder dollars (as opposed to regulatory fiinds). 

The Foundation also fimds programs to stimulate employee and retiree volunteerism 
and philanthropic giving. 

As part of the overall govemance stmcture, roles and responsibilities are clearly 
defined as follows: 

The Foundation is governed by the Foundation Tmstees who are appointed by the 
Duke Energy CEO. The current Trustees are six members of Duke Energy's Senior 
Management Committee that report directly to Duke Energy's CEO. The Trustees: 

• Establish overall Foundation policies and areas of focus 
• Establish annual giving level 
• Review / approve grant requests over $200K 
• Meet quarterly and, between meetings may, approve major grant 

requests via e-mail 

The Duke Energy Foundation staff; 

• Recommends and manages Foundation policies / programs 
• Ensures strong govemance and control processes 
• Provides transaction and financial management support 
• Leads Regional Contributions Councils, including a Council for the 

Duke Energy Ohio's service territory, designed to ensure cross-
fimctional input into the charitable contributions made in each of the 
Duke Energy utility subsidiary's regulated jurisdictions 

• Serve as staff to Tmstees / Executive Leadership on contributions 
requests 

Regional Foundation Councils, composed of the local business unit President and 
business and community relations leaders named by the business unit president, 



operate in Ohio/Kentucky, Indiana, Florida, Carolinas and Corporate/Charlotte. 
They: 

• Establish regional giving plan and allocation (including United Way) 
• Evaluate local grant requests. Approve grants from allocation up to limits 

of authority. Seek Tmstee approval of major gifts. 
• Meet quarterly or as needed 
• Consult with Foundation on comparable initiatives and ways to leverage 

opportunities 
• Maintain strong govemance / record keeping 
• Coordinate/communicate with other Regional Foundation Councils on 

grant decisions 

V. Practices and Procedures 

The Foundation provides strategic philanthropic outreach to qualified nonprofit 
organizations in the communities served by Duke Energy. Grants are made in 
support of specific projects or designated programs that encourage initiative, 
creativity and collaboration by contributing to the total well-being of the 
community in three areas: 

(1) Education and Workforce Development 
(2) Environment 
(3) Community Impact 

Requests are made online at: www.duke-energv.com. The requests are received 
into the electronic system (called CyberGrants, provided by a third-party vendor). 
The requests are routed to the appropriate intemal reviewer for consideration (i.e. 
Foundation Lead or Community Relations Manager), who, will mark for approval 
or decline the request. Grants marked for approval are then routed in the system 
for subsequent review based on the established delegation of authority (described 
in VI below). Organizations receive decline letters via e-mail, and the actual 
checks are usually hand delivered by local Duke Energy contacts. 

• All grants include an intemal Duke Energy business contact person, a 
clear reason for making the contribution that relates to the areas of focus, 
and regular reports on the measurable results of the project (for grants 
over $10,000) 

• If the grant is for $200,000.00, a Memorandum of Understanding is 
signed by the organization and approved by the Foundation Tmstees 
prior to making the commitment. 

• Foundation Tmstees and officers who are active in a recipient 
organization or serve a recipient organization in a leadership capacity are 
precluded from approving/voting on a grant request for the related 
recipient organization per the Foundation's Conflict of Interest Policy. 

http://www.duke-energv.com


• Intemal procedures are followed as required by the Intemal Auditing 
Department to audit bank statements and fund appropriations to ensure 
that Foundation fiinds are being properly disbursed. 

VI. Decision-Making and Control 

Day-to-day decisions for distributions are made by the President, or a delegate 
within the Foundation. Decisions are only made locally, subject to the general 
oversight by the Tmstees, by Community Relations Managers, Foundation Leads, 
and Regional Foundation Councils, who are provided with budgets to use 
throughout the year. Delegation of authority thresholds have been established for 
several levels, including the Community Relations Managers, Foundation Leads, 
and Foundation EVP. All grant requests over $200,000, are reviewed and 
approved by the Foundation Tmstees. 

The Foundation is involved in both proactive and reactive issues and consults 
fi-equently with Duke Energy management and Duke Energy expert technical 
personnel to determine appropriate responses. Grants over $10,000 are approved at 
the Foundation Regional Council. 

The Foundation control processes include: 

• Contributions Conflict of Interest Policy 
• Detailed grant requests / "memorandum of understanding" for all 

requests for $200K and above 
• Intemal contact person of grant requests 
• Segregation of duties between Tmstees/Regional Councils/Foundation 

staff m approving grant requests; clear delegation of authority 
• Check printing and intemal distribution performed by independent 

contractor 
• Monthly review of all disbursements by Foundation Lead 
• Investment of Foundation assets by Treasury Department 
• Foundation bank reconciliation by Corporate Accounting 
• Intemal Audit of Fotmdation 

VII. Intemal and Extemal Communication 

The Foundation maintains a web presence on duke-energy.com. Through this web 
presence, the Foundation publicizes its policies and guidelines for grant requests. 
Additional information on Foundation philanthropic programs and community 
initiatives, and Duke Energy customer assistance programs is also included. 

VIII. Goal Attainment and Oualification 

Goal Attainment and Qualification is subjective. The goal of the Foundation is to 
support the communities served by Duke Energy and in which Duke Energy 

http://duke-energy.com


facilities are located to encourage initiative, creativity, and collaboration by 
contributing to the total well-being of the community in three areas: 

(1) Education and Workforce Development 
(2) Environment 
(3) Community Impact 

Obtaining quantifiable results in these areas is hard to measure. However, for grants 
of $100K or more, the Foundation requires a memorandum of understanding, with 
identified goals and a required project evaluation. These evaluation reports are 
reviewed by the appropriate intemal sponsor. 

IX. Legal Compliance and the Self-Dealing Prohibition 

The Foundation makes all grants in compliance with the Foundation's Conflict of 
Interest Policy, other applicable Foundation or Duke Energy policies and 
procedures, and federal and state law. In particular, the Foundation staff works 
with grant recipients to ensure compliance with the federal prohibition on self-
dealing. Foundation staff and others should advise applicant organizations 
that: "The Foundation desires that all resources of recipient organization be 
dedicated to accomplishing its philanthropic purposes. Accordingly, the recipient 
organization should not recognize the Foundation, its Tmstees or staff with any 
goods or services." Generally, Duke Energy budgets should be used to purchase 
tickets to fundraising events sponsored by nonprofit organizations. If Foundation 
assets are used to sponsor an event and a Foundation staff may attend only if there 
is a business need documented in writing. 



Exhibit FCA-1 

VP DE Foundation&CommtyAffrs 
43344 - DE Fcjuridatiori & Comm 

Affairs 
• (14) • : 

Dir Fdln Prog & Ccmimty Affrs 
43401 - Foundation Progs&Comm 

Affairs 
(4) 

Director Foundation Operations,' 
43399 - Foundatibn Operations 

• • ( 2 ) " • " " • . 



Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGYOHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES AND ORGANIZATION 
INFORMATION TECHNOLOGY DEPARTMENT 

SFR Reference: Chapter II (B) (9) (f) (i, ii, iii) 

I. Policv and Goal Setting 

The purpose of the Duke Energy IT Department is to manage the optimum delivery of IT 
services in a manner that is transparent, scalable and cost effective while developing IT 
leadership and maintaining access to a skilled workforce. The IT department partners with 
the business to achieve company and financial objectives. 

IT goals are established annually by the Vice President and Chief Information Officer (CIO) 
in support of corporate business objectives. The IT goals are: 

• Operational excellence and efficiency 
• Effective execution of the IT initiatives and strategies 
• Advance enabling technology 
• Manage IT risks 
• Achieve growth and financial results 

Specific incentive goals vary year to year but are always designed to support corporate and 
business objectives. Departmental IT Key Perfonnance Indicators are established to 
measure performance against planned objectives. CIO staff divisions establish goals unique 
for their areas. Individual incentive plans include some combination of corporate, 
department and individual goals. 

IT policy is established and approved by the Senior Vice President and Chief Information 
Officer (CIO). Policies are statements of management's commitment and expectations, and 
are created to manage risks. 

Formal policies exist for: 
• IT Govemance 

o Addresses management oversight, IT stmcture and functional areas, Exhibit 
IT-100. 

• IT Asset Management 
o Addresses use and handling of Company information, hardware and 

software, Exhibit IT-200. 
• Electronic Communications 

o Addresses govemance for use of electronic technologies such as email and 
instant messaging. Exhibit IT-300. 



• Enterprise Architecture 
o Addresses a consistent approach for developing IT architecture, Exhibit IT-

400. 
• IT Security 

o Address protection of information assets and ensures the confidentiality, 
integrity and availability of Company information, Exhibit IT-500. 

• IT Service Management 
o Addresses practices and controls for IT Service Management functions. 

Exhibit IT-600. 
• IT Program and Project Management 

o Addresses implementing a consistent approach to project management 
practices. Exhibit IT-700. 

These IT-specific policies are an integral part of Duke Energy corporate policies. 

II. Strategic Planning & Long-Range Planning 

IT conducts planning on several levels in collaboration with the Duke Energy business units. 
Strategic Planning is conducted annually by the CIO Staff to refine IT vision, strategy, and 
major initiatives for a 3- to 5-year horizon. As part of strategic planning, a Business 
Technology Plan (BTP) is developed collaboratively for each business unit. Each BTP is 
approved by the corresponding Technology Review Group (TRG), which is the IT 
govemance body for the business unit. The IT Enterprise Architecture (EA) team leads 
development of an EA Domain Plan for each technical domain (i.e.. Information, 
Infrastmcture, Telecommunications, Cybersecurity and Applications). The BTPs and EA 
Domain Plans are integrated into an Enterprise Technology Plan to address business needs 
and technology requirements for the next 3 to 5 years. 

Annual IT Business Planning is conducted to identify focus areas, initiatives and projects to 
be undertaken during the next 12 months in support of enterprise technology plans and IT 
department goals. IT Financial planning is conducted on an annual cycle as directed by 
Corporate Finance. Utilizing guidance from Corporate Finance, a department budget is set 
with input from all levels of management within IT. An IT Investment Management process 
is govemed by representatives from the business units and allocates funds from the IT 
budget for projects to maintain IT assets and implement new business solutions. 

III. Organizational Stmcture 

The Duke Energy IT function is a centralized department led by the IT Vice President and 
Chief Information Officer. The Vice President and CIO reports to the Business 
Transformation & Technology Senior Vice President, who in tum reports to the Executive 
Vice President and Chief Financial Officer, who in tum reports to the Chairman, President 
and Chief Executive Officer. 

The divisions of the IT department include: 
• IT Applications Delivery & Support 



• Nuclear Generation and Commercial Delivery & Support 
• IT Strategy & Govemance and Grid Solutions, Transmission and Distribution 

Delivery & Support 
• IT Infrastmcture, Operations & Telecommunications 
• Digital Transformation 
• IT Transformation Office 

The organization stmcture for information technology is attached as Exhibit IT-8. 

The Cybersecurity function is outside IT and is a division within the Enterprise Security & 
Emergency Response department which is led by the Senior Vice President and Chief 
Security Officer. 

IV. Responsibilities 

Information Technology enables business processes to safely and securely meet business 
needs, comply with regulatory requirements, create new capabilities, enhance operational 
efficiency, and optimize business operating costs. IT groups design, develop and support 
numerous applications and data management systems. Various hardware, software and 
systems are operated and maintained by IT personnel including workstations, servers, data 
centers and telecommtinication networks. End user support is provided through a centrally 
managed Enterprise Help Desk. The Cybersecurity fimction in the Enterprise Security & 
Emergency Response department provides user provisioning, event monitoring, and 
vulnerability management. 

IT is responsible for support of the major systems platforms utilized by company. Major 
systems platforms most relevant to Ohio operations and general corporate functions are 
shown in exhibit IT-900. IT will collaborate with the business units to execute corporate 
plans for these major systems including: 

• Transition of legacy customer information systems into a modernized system 
• Implementation of various customer solutions including refinements to the 

systems supporting Ohio Customer Choice 
• Implementation and integration of metering and grid management systems to 

support advanced metering and grid automation 
• Further integration and optimization of the enterprise asset management suite for 

Transmission and Distribution 

V. Practices and Procedures 

Practices and procedures for IT functions are established by IT management. The IT 
operating model includes the following major fiinctions: 

• Govemance & Management 
• Business Planning & Relationship Management 
• Strategy & Architecture 



• Solutions Delivery & Support 
• Portfolio & Project Management 
• IT Service Management 
• Cybersecurity (managed by Enterprise Security and Emergency Response) 

These functions are embedded within the IT organization stmcture described above. 
Some functions, such as relationship management, are performed by multiple IT 
organizations since they each manage relations for different intemal business partners. 

The Govemance & Management function includes the general management practices 
such as risk management, workforce planning, performance management, and financial 
management. Corporate practices and procedures are followed where applicable, such as 
risk management and financial management. 

The Business Plarming & Relationship Management (BPRM) function includes practices 
related to maintaining ongoing relations and collaborative planning with the Duke Energy 
business units. For example, development of the Business Technology Plans is a 
collaborate activity between BPRM and the business units. BPRM representatives also 
support the govemance activities of the business-led Technology Review Groups in the 
business tmits. BPRM also facilitates the IT Investment Management process to allocate 
funding to business unit requests for IT project work. 

The Strategy & Architecture function includes practices related to development of 
strategic plans and Enterprise Architecture plans. Strategic planning practices are 
formalized to ensure production and integration of specified technology plans across the 
enterprise, included the Business Technology Plans and Enterprise Technology Plan. The 
Enterprise Architecture practices are based on The Open Group Architecture Framework 
(TOGAF) and includes setting and enforcement of IT standards for the enterprise. There 
are also formal processes and procedures for developing Application Portfolio 
Management plans to optimize the Duke Energy application portfolio and its associated 
supports costs. 

The Solutions Delivery & Support function includes practices related to development, 
implementation, and support of business applications. A formal methodology, IT 
Delivery Methods (ITDM), is followed for these practices. ITDM includes methods for 
applications delivery as well as for infrastmcture and telecommunications. 

The Portfolio & Project Management (PPM) function includes practices related to project 
planning, execution and portfolio management. The IT Project Management Office 
governs the PPM practices including specification and enforcement of standards and 
procedures for project classification, estimating, planning, and execution. The IT project 
portfolio is managed by the Portfolio & Project Management Application (PPMA). 
PPMA supports the project lifecycle including identification in strategic planning, 
funding by Investment Management, and project execution and closure. Where applicable 
corporate PPM practices and procedures are followed. 



The IT Service Management function includes practices related to service delivery and 
support. These practices are based on the ITIL IT Service Management (ITSM) 
framework. Formal processes and procedures are defined for the ITSM processes 
including Change Management, Incident Management, Problem Management, and 
Configuration Management. An industry leading ITSM application is used to automate 
and manage the ITSM processes and also provide an online Service Catalog to the Duke 
Energy workforce. The Enterprise Help Desk provides automated and human support to 
users of the company's information technology. 

The Cybersecurity function is provided by the Enterprise Security and Emergency 
Response (ESER) department. The ESER and IT departments collaborate extensively on 
cybersecurity matters and operations. Formal processes and procedures govem 
cybersecurity activities including user access management, application development, 
incident response, and securing information assets. 

VI. Decision-Making and Control 

The Chief Information Officer (CIO) is accountable for the oversight and operations 
necessary to provide information technology services to the enterprise. The CIO is 
supported by multiple govemance bodies to ensure a broad perspective in achieving 
business alignment and cost transparency. The Enterprise Technology Review Board 
(ETRB) is chaired by the CIO includes executives from the Duke Energy business units. 
The ETRB is instrumental in making major technology direction and investment decisions. 
The Technology Review Board (TRB) is a more technical govemance body that includes 
the business leaders of the Technology Review Groups in the business units. The TRB 
makes more tactical decisions, such as flmding decisions for emerging work or adjustments 
to decisions made by the ETRB. 

CIO Staff is responsible delivery of IT services to the enterprise. Financial responsibility 
exists at this level and the Staff is accountable for day-to-day operations, including staffing 
and sourcing. The CIO meets regularly with staff on an individual basis to ensure focused 
management and oversight of functional divisions within the IT department. 

The CIO Staff actively participates in the development and execution of policy and 
standards related to oversight and compliance. For example, various functional areas 
provide updates to CIO Staff on a monthly basis including review of the project portfolio 
status. Key Performance Indicators, and critical service dismption events. 

The Architecture Working Team (AWT) is responsible for setting IT technical standards. 
The AWT includes Enterprise Architects and technical architects from across the IT 
department. CIO Staff is informed of standard setting and enforcement activities as needed 
and provides oversight. 

The IT PMO is a control function for project work. 



Various compliance activities and audits are conducted by the IT compliance fimction 
within the Enterprise Security and Emergence response department, the intemal audit 
department, and by various third-party auditors (for example, annual SOX and Payment 
Card Industry certification). 

VII. Intemal and Extemal Communication 

Intemal Communication 

Intemal communications are accomplished through a wide variety of departmental meetings 
and other communications mechanisms. 

All levels of management within the department conduct regular staff meetings which serve 
as the primary means to collect and disseminate information within the department. The 
CIO will issue department wide communications discussing major initiatives or events as 
needed. Meetings of all IT managers are conducted as needed to discuss topics appropriate 
for IT leadership. 

The IT function periodically publishes articles of general interest on the company's intemal 
portal. Email is also used to communicate to targeted audiences for matters such as planned 
application outages. The Business Planning and Relationship Management functions wdthin 
the three Delivery & Support divisions engage with the business units in various forums, 
such as the Technology Review Groups, and serves as a key communication channel to the 
business. Within the IT Operations division, an Enterprise Help Desk and a Local IT Client 
Services function provide assistance to the workforce for IT-related matters. 

The company's intemal Portal includes an IT Home page which serves as a reference library 
for the IT Department on govemance, strategy, and policy and service information. It also 
provides access to the IT Service Catalog and Enterprise Help Desk. The IT Architecture 
and Standards page provides technology architecture and standards information to IT 
practitioners and end-users. The Cybersecurity page provides infonnation such as the 
current cybersecurity threat level, vimses, safe computing best practices, and a monthly 
cybersecurity newsletter. 

Extemal Communication 

The IT department communicates extemally primarily through relationships with suppliers 
of IT products and services. These communications include responding to solicitations, 
issuing Requests for Information/Quotes/Proposals or other communication related to the 
execution of work under various contracts for products and services. 

Contingent workers comprise a portion of the IT workforce and occasionally receive 
communications conceming health and safety, or other workforce related topics. As 
required, communications are coordinated through the respective staffing partners. 



Personnel in the IT department participate in various technology and industry organizations 
as well as community programs such as Duke Energy's annual Global Services Event, local 
Chamber of Commerce activities, and educational programs. 

VIII. Goal-Attainment and Oualification 

Department employees participate in a Short Term Performance Plan (STPP) administered 
by Corporate Human Resources. These plans are developed annually and consist of a 
combination of corporate measures, departmental goals, and individual performance. Goals 
within a plan have levels of attainment which include minimum, target, and maximum 
payout levels. Achievement of performance goals is measured in part by departmental STPP 
Key Performance Indicators which measure key aspects of IT performance such as 
application availability and the number of critical service dismption events that occuned. 

Financial measures are certified by Corporate Finance and approved by the Compensation 
Committee of the Board of Directors. Documentation of results, recommendations, and 
approved achievement are collected and recorded by Corporate Human Resources who also 
ensures approval by appropriate management. Payout results are input to the payroll process 
and become auditable business records. 
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IT 100 - Information Technology Governance Policy 

Applicability: Applies to the IT Organization 
Originator: Managing Director IT Application Delivery 
Approval: Chief Information Officer 

Approval Date: 1/15/2012 
Revision Date: 3/30/2016 
Revision No: 1.1 

Statement of Purpose and Philosophy: 

The IT 100 Information Technology (IT) Governance Policy is Duke Energy's statement of commitment to the 
management of the corporate IT Organization and oversight of the department's performance to ensure the 
Company's information and related technologies support Company objectives. The IT 100 Policy, including the 
supporting Standards, Processes and Procedures, shail be the governing documents to define the minimum 
requirements regarding governance practices. 

The IT Organization implements and manages information technology-based solutions that enable business 
processes to meet operational requirements, comply with legal and regulatory requirements, create new 
capabilities, enhance operational efficiency and optimize operating costs. The following core principles are the 
foundation for this policy: 

Strategic Alignment - The IT Organization partners with the Business to ensure goals and objectives are 
aligned with the Company's strategy and vision. 

Risl( (Management - The IT Organization leverages a risk management framework to evaluate regulatory, 
financial and operational risks. Once identified, risks are addressed through mitigation and corrective 
actions. 

Resource Management - The IT Organization establishes and deploys enabling IT capabilities, such as 
workforce, technologies and processes, to meet the Company's needs. 

Performance Measurement - The IT Organization establishes management practices for assessing 
financial, operational and process activities. 

1. Policy Expectations 

1.1. Policies, standards, processes and procedures will be established to manage the IT Organization. 

1.2. The IT Organization will operate in accordance with IT Governance principles. IT functions, such as 
strategy, risk management, architecture, compliance and cyber security, are integrated to support a 
strong control environment. 

1.3. IT strategic and business technology plans will be developed and communicated. 

1.4. An IT policy exception process will be established to evaluate situations when IT policy requirements 
are unable to be met. Documented approval by the appropriate level of management will be obtained 
to justify the level of risk being incurred. 
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IT 100 - Information Technology Governance Policy 

2. Roles and Responsibilities 

2.1. Chief Information Officer 

The Chief Information Officer (CIO) is accountable for ensuring the lifecycle management of all IT 
policies as defined by the IT Policy Management Standard. The CIO will collaborate with the Chief 
Security Officer (CSO) to ensure cyber security policies and governance are aligned with the IT 
Governance principles defined in this policy. The CIO will designate individuals to sponsor necessary 
committees and establish working teams as appropriate to effectively govern the IT Organization. 

2.2. Business Leaders 

Business Leaders will work in close collaboration with respective IT leaders to establish key 
processes, such as technology investment governance, IT strategy and business technology planning. 

2.3. Information Technology Leaders 

IT Leaders are responsible for establishing a capable workforce, supporting IT policies, standards, 
processes and controls, and implementing and operating systems to enable business processes. 

2.4. Working Teams 

Working Teams will be established as necessary to review and recommend IT policies, procedures, 
standards, architecture, processes and controls. 

2.5. IT Compliance 

IT Compliance will work in conjunction with Corporate Compliance to ensure the IT organization 
adheres to company, legal and regulatory requirements. 

3. Monitoring and Compliance 

3.1. Persons who implement or use Duke Energy information and information technology assets are 
subject to monitoring to ensure compliance with this policy. Persons who violate this policy should be 
reported to management for appropriate corrective action. 

4. Key Terms and Definitions 

See IT Glossary 

5. Related Documents 

IT Governance Policv Stack 

)T 100- }nfonnat'ion T^chrtology Govemance Policy v l .1 Page 2 of 2 
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IT 200 -Information Technology Asset Management Policy 

Applicability: Applies to the Enterprise 
Originator: Managing Director IT Strategy & Data Management 
Approval: Chief Information Officer 

Approval Date: 12/31/2011 
Revision Date: 9/30/2013 
Revision No: 3.0 

Statement of Purpose and Philosophy: 

The IT 200 Information Technology Asset Management Policy is Duke Energy's statement of commitment to the 
management of Company Information and Information Technology Assets , including any data produced, 
consumed, stored or transmitted. The intent of this policy is to establish governance for the acquisition, use and 
management of these assets. 

The IT 200 Policy, including the supporting Standards, Processes and Procedures, and any related policies 
shall be the governing documents to define the minimum requirements regarding the acquisition, use and 
management of electronic Company Information and Information Technology Assets. 

Duke Energy recognizes Company Information and Information Technology Assets are essential and valuable 
corporate assets that are deeply embedded in our Business values of integrity, stewardship and accountability. 
The following principles provide the foundation for this policy: 

Accountability - Company Information and Information Technology Assets are considered corporate 
assets. Ownership responsibilities for the assets and the supporting processes will be assigned. 

Appropriate Use - Expectations for the use of Company Information and Information Technology Assets 
will be determined based on business needs. 

Centralized Acquisition - Acquisition of Information Technology Assets will be centrally managed within 
the corporate IT Organization. 

Standardization - Standard information technology products will be defined for use throughout the 
Company. 

Lifecycle Management - Management practices will be established that span the asset lifecycle. 

1. Policy Expectations 

1.1. All Company Information and Information Technology Assets are provided to the workforce for use in 
conducting Company business. Use of Company Information and Information Technology Assets 
must comply with the Duke Energy Code of Business Ethics; related policies, standards and 
procedures; and applicable federal, state, local and industry regulations. 

1.2. Ownership and accountability for Company Information and Information Technology Assets will be 
established and managed throughout the assets lifecycle. 

1.3. All Company Information and Information Technology Assets will be managed through a llfecycle 
methodology, ensuring the asset is properly considered, acquired, inventoried, classified, maintained, 
supported and retired. 

IT 200 - Information Technology Asset Management Policy v3.0 Page 1 o( 2 
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IT 200 -Information Technology Asset Management Policy 

1.4. All Information Technology Assets and any external information technology related services {i.e., third 
party service providers) must be acquired through the corporate IT Organization. 

1.5. Information Technology Assets must be consistent with the standard products and services authorized 
by the corporate IT Organization. 

1.6. Total cost of ownership, including procurement, implementation, ongoing support and retirement costs 
will be factored into decisions to acquire Information Technology Assets. 

1.7. Only authorized software is allowed on Duke Energy equipment. All computer software copyrights and 
licenses must be adhered to. This applies to any software, including shareware, freeware and open 
source software, residing on Information Technology Assets. 

1.8. Company Information will be retained in accordance with the standards established by the Duke 
Energy Records Management Policy. 

2. Roles and Responsibilities 

2.1. Senior Management 

Senior management is responsible for the stewardship of Company Information and Information 
Technology Assets within their business units, ensuring relevant roles and responsibilities have been 
assigned. Select senior managers will be designated as Data Sponsors. 

2.2. Chief Information Officer 

The Chief Information Officer (CIO) is accountable for ensuring the lifecycle management of this policy 
as defined by the IT Policy Management Standard. The CIO is responsible for ensuring programs and 
processes are in place for effective Information Technology Asset management. 

2.3. All members of the Duke Energy workforce are to understand and comply with this policy. 

2.4. Managers and supervisors are responsible for ensuring the workforce is aware of this policy. 

3. Monitoring and Compliance 

3.1. Persons who use Company Information or Information Technology Assets are subject to monitoring by 
Duke Energy for appropriate use and compliance with software license agreements, copyright laws 
and this policy. Violations of this policy should be reported to management for appropriate disciplinary 
action, 

3.2. Persons who violate this policy are subject to corrective action, up to and including termination of 
employment. 

4. Key Terms and Definitions 

Capitalized terms used but not defined herein shall have the meaning ascribed to them in the IT Glossary. 

5. Related Documents 

IT Asset Management Policv Stack 
Code of Business Ethics 
Purchasing Controls Policv 
Records Management Policv 
Records and information Management Compliance Standard 
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IT 300 - Electronic Communications Policy 

Applicability: Applies to the Enterprise 
Originator: Managing Director IT Strategy & Data Management 
Approval: Chief Information Officer 

Approval Date: 05/15/2008 
Revision Date: 04/01/2015 
Revision No: 3.1 

Statement of Purpose and Philosophy: 

The IT 300 Electronic Communications Policy is Duke Energy's statement of commitment to the management of 
electronic communications (i.e., email, instant messaging, video, pictures, telephone call records, 
voicemail.etc). The intent of this policy Is to establish govemance for the use of these fechnofogies, as well as, 
the Company Information exchanged during their use. The IT 300 Policy, including the supporting Standards, 
Processes and Procedures, and any related policies shall be the governing documents for the use of electronic 
communications. 

Electronic communications is recognized as a vital communications medium, yet it carries the potential for rapid 
and unmanaged distribution. The following principle provides the foundation for this policy: 

Stewardship - The content delivered, accessed and stored by electronic communications technologies 
must reflect the best interest of the Company, whether the content is communicated on private or public 
networks. 

1. Policy Expectations 

1.1. All electronic communications, both interna! and external, must be created, transmitted and retained in 
accordance with the Duke Energy Code of Business Ethics; related policies, standards and 
procedures; and applicable federal, state, local and industry regulations. 

1.2. All Company electronic communications systems and related messages, content and attachments are 
Company Information, and the properiy of Duke Energy. 

1.3. Individuals are prohibited from using electronic communications to communicate or engage in the use 
or propagation of offensive or illegal materials. 

2. Roles and Responsibilities Chief Information Officer 

The Chief Information Officer (CIO) is accountable for ensuring the lifecycle management of this policy as 
defined by the IT Policy Management Standard. 

2.1. All members of the Duke Energy workforce are to understand and comply with this policy. 

2.2. Managers and supervisors are responsible for ensuring the workforce is aware of this policy. 

3. Monitoring and Compliance 

3.1. Electronic communications, including but not limited to email, instant messaging, telephone call 
records, voicemail and Internet activity, generated or received on Duke Energy systems are 
considered Company Information and Duke Energy property, and are subject to monitoring by the 
Company. Violations of this policy should be reported to management. 
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IT 300 - Electronic Communications Policy 

3.2. Persons who violate this policy are subject to corrective action, up to and including termination of 
employment. 

4. Key Terms and Definitions 

Capitalized terms used but not defined herein shall have the meaning ascribed to them in the IT Glossary. 

5. Related Documents 

IT Electronic Communications Policv Stack 
IT 500 Cvber Security Policv 
IT 501 Cybersecurity Standard 
Harassment Policy 
Code of Business Ethics 
Records and Information Management (RIM) Compliance Policy 
Solicitation and Distribution Policv 
Social Media Policy 

IT 3D0 - Electronic Communications Policy v3.0 Page 2 of 2 
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IT 400 - Enterprise Architecture Policy 

Applicability: Applies to the IT Organization 
Originator: Managing Director IT Application Delivery 
Approval: Chief Information Officer 

Approval Date: 1/15/2012 
Revision Date: 4/16/2016 
Revision No: 1.1 

Statement of Purpose and Philosophy: 

The IT 400 Enterprise Architecture Policy is Duke Energy's statement of commitment to maintaining a scalable, 
flexible and cost effective information technology (IT) environment. The intent of this policy is to ensure a 
systematic approach for developing IT architectures that are aligned with Duke Energy's business needs. The IT 
400 Policy, including the supporting Standards, Processes and Procedures, shall be the governing documents 
to define the minimum requirements regarding enterprise architecture. 

An enterprise architecture program provides the means to effectively manage the total cost to deliver and 
maintain information technology-based solutions, to accelerate the delivery cycle, and to ensure quality of 
products and services. The following principle provides the foundation for this policy: 

Partnership - A collaborative approach between business and IT will be used for a successful convergence 
of business needs and processes, enabling information technologies, solution delivery and support. 

1. Policy Expectations 

1.1. Company IT investments will be assessed to ensure alignment with enterprise architecture practices 
and standards. 

1.2. An Enterprise Architecture framework and planning process will be used to align business and IT 
strategies. 

1.3. Implementation of enterprise architecture-related programs (i.e., application portfolio management) 
necessary to maximize value from IT products and services. 

1.4. Business units and IT teams will collaborate to ensure business technology plans are developed to 
guide information technology investments and solution delivery. 

2. Roles and Responsibilities 

2.1. Chief Information Officer 

The Chief Information Officer (CIO) is accountable for ensuring the lifecycle management of this policy 
as defined by the IT Policy Management Standard. The CIO is responsible for ensuring programs and 
processes are In place for an effective enterprise architecture program. 

2.2. Enterprise Architects 

Enterprise Architects are responsible for defining strategies, architectures, standards, processes, and 
standard products to ensure consistent implementation across the Company. Enterprise Architects 
maintain a cross functional view of the IT portfolio and identify opportunities for improvement, 
enhancement and standardization. Enterprise Architects engage in solution delivery to ensure 
compliance with enterprise architecture standards and practices. 

IT 400 - Enterprise Architecture Policy v1.0 Page 1 of 2 



/#iKDUKE 
V * ENERGY. 
Duke Energy Policy 

IT 400 - Enterprise Architecture Policy 

2.3. System Architects 

System Architects are responsible for the IT architecture of one or more functional or technical 
portfolios (i.e.. Finance systems, HR systems, workstations and data networks). Within their 
respective portfolios. System Architects will assure systems and infrastructures conform to standards 
and coordinate the work of Solution Archltectects. 

2.4. Solution Architects 

Solution Architects are responsible for the IT architecture of a specific solution within a single 
functional area (i.e.. Finance systems, HR systems, workstations and data networks). Within their 
specific solution, Solution Architects will assure systems and infrastructures conform to standards. 

2.5. IT professionals are expected to follow and apply IT architecture practices and standards in their day-
to-day activities. 

3. Monitoring and Compliance 

3.1. Persons who implement or use Duke Energy IT assets are subject to monitoring for compliance with 
this policy. Violations of this policy should be reported to management for appropriate corrective 
action. 

4. Key Terms and Definitions 

See IT Glossary 

5. Related Documents 

Enterprise Architecture Policy Stack 

IT Architecture & Standards Site 

IT 400 - Enterprise Architecture Policy v1.0 Page 2 of 2 
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IT 500 - Cybersecurity Policy 

Applicability: 
Originator: 
Approval: 

Approval Date: 
Revision Date: 
Revision No: 

Applies to the Enterprise 
Managing Director Cybersecurity and IT Compliance 
Chief Information Officer 

5/21/2015 
1/1/2017 
3.1 

Statement of Purpose and Philosophy: 

The IT 500 Cybersecurity Policy is Duke Energy's statement of commitment to the management of the 
Company's cybersecurity program. The IT 500 Policy, including the supporting standards, processes and 
procedures, and any related policies shall be the governing documents to define the minimum requirements 
regarding cybersecurity. 

The Cybersecurity Program at Duke Energy leverages the National Institute of Standards and Technology 
(NIST) Cybersecurity Framework, addresses regulatory requirements, and protects business functions. 
Company Information and assets by applying a balanced business-to-risk approach. The following core 
strategies are the foundation of the program: 

Identify - Develop the organizational understanding to manage cybersecurity risk to information technology 
assets. 

Protect - Implement safeguards that protect information technology assets. These safeguards leverage 
"Defense-in-Depth", "Least Privilege", and "Segregation of Duties" cybersecurity principles. 

Detect - Deploy solutions to identify occurances of a potential cybersecurity event. 

Respond - Take appropriate action regarding detection of a potential cybersecurity event. 

Recover - Execute and test plans to restore all capabilities impaired by a potential cybersecurity event. 

1. Policy Expectations 

1.1. The Duke Energy workforce shall comply with the cvbersecuritv standards as noted in the table below: 

Applies to 

Industrial Control Systems 

NERC CIP Regulated Systems 

Smart Grid Systems 

Nuclear Systems within 10 CFR 
73.54 
Enterprise (All other systems not 
covered by the above) 

Standard 

• IT 502 - Industrial Control Systems (ICS) Minimum 
Cybersecurity Standard 

• IT 503 - NERC CIP Cybersecurity Standard 

• IT 504 - Smart Grid Cybersecurity Standard 

• Duke Energy Nuclear Generation Department 
Cybersecurity Plan 

• IT 501 - Cybersecurity Standard 

1.2. Anyone with access to Company Information or Information Technology Assets, regardless of format 
or medium, shall: 

1.2.1. Take the necessary steps to understand and abide by the requirements of the policy and 
supporting standards, procedures, strategies and minimum security baselines. 
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IT 500 - Cybersecurity Policy 

1.2.2. Exercise proper care in protecting Company Information and Information Technology Assets from 
risks that could jeopardize confidentiality, integrity or availability of the Company Information and 
information systems. 

1.2.3. Report any actual or suspected cybersecurity events, such as lost or stolen Information 
Technology Assets, social engineering attempts, compromised credentials or efforts to 
circumvent cybersecurity controls. 

1.2.4. Use Company Information and Information Technology Assets in compliance with the Duke 
Energy Code of Business Ethics; related policies, standards and procedures; and applicable 
federal, state, local and industry regulations. 

2. Roles and Responsibilities 

2.1. Chief Information Officer 

The Chief Information Officer (CIO) is accountable for ensuring the lifecycle management of Duke 
Energy's cybersecurity strategy, policy, and standards. 

2.2. Chief Security Officer 

The Chief Security Officer Is accountable for llfecycle management and Implementation of the 
cybersecurity program, including information protection, security operations and incident response. 

2.3. All members of the Duke Energy workforce are to understand and comply with this policy. 

2.4. Management is responsible for ensuring the workforce is aware of this policy. 

3. Monitoring and Compliance 

3.1. Persons who use Company Information and information technology assets are subject to monitoring 
to ensure compliance with this policy. Violations of this policy shall be reported for appropriate 
disciplinary action. 

3.2. Persons who violate this policy are subject to corrective action, up to and including termination of 
employment 

4. Key Terms and Definitions 

Capitalized terms used but not defined herein shall have the meaning ascribed to them in the IT Glossary 

5. Related Documents 

Information Technology Policy Page 
IT Cybersecurity Policv Stack 
Code of Business Ethics 
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IT 600 - Information Technology Service Management Policy 

Applicability: Applies to the IT Organization 
Originator: Managing Director IT Infrastructure & Operations 
Approval: Chief Information Officer 

Approval Date: 9/13/2007 
Revision Date: 4/14/2015 
Revision No: 2.1 

Statement of Purpose and Philosophy: 

The IT 600 Information Technology (IT) Service Management Policy is Duke Energy's statement of commitment 
to the management of the Company's IT resources and the delivery of IT services. The intent of this policy is to 
establish the disciplines, practices and controls to manage and deliver Duke Energy IT services and resources 
(i.e., hardware, software and support). The IT 600 Policy, including the supporting Standards, Processes and 
Procedures, shall be the governing documents for the IT Service Management functions. 

IT Service Management ensures business efficiency and business partner satisfaction in relation to IT service 
management and delivery. The following principle provides the foundation for this policy: 

Service Management - The IT Organization manages and delivers essential services to the Business and 
utilizes an IT Service Management framework to provide responsive business partner service while 
maintaining the availability and integrity of the IT environment. 

1. Policy Expectations 

1.1. An IT Service Management framework will be used to manage and deliver business partner services, 
such as change requests, problem resolutions, incident management and asset management. 

1.2. An IT Service Management framework will be used to manage IT resources from acquisition to 
disposal. 

1.3. An IT Service Management framework will be used to ensure service availability and integrity of the IT 
environment. 

2. Roles and Responsibilities 

2.1. Chief Information Officer 

The Chief Information Officer (CIO) is accountable for ensuring the lifecycle management of Duke 
Energy's IT Service Management program as defined by the IT Policy Management Standard. 

2.2. IT professionals are expected to follow and apply IT service management standards and procedures in 
their day-to-day activities. 

IT 600 - IT Service Management Policy v2.1 Page 1 of 2 



//i^DUKE 
y r ENERGY. 
Duke Energy Policy 

IT 600 - Information Technology Service Management Policy 

3. Monitoring and Compliance 

3.1. Persons who implement or use Duke Energy IT resources are subject to monitoring for compliance 
with this policy. Violations of this policy should be reported to management for appropriate corrective 
action. 

4. Key Terms and Definitions 

IT Service Management (ITSM) Framework - An ITSM Framework provides the strategy, design, 
transition, operation and continuous improvement of IT services. It includes the coordination and control of 
various functions, processes and systems necessary to manage the full lifecycle of IT services. A key 
objective of this framework is to manage and deliver IT services based on the business partner's view of IT's 
value to the Business. 

See IT Glossary 

5. Related Documents 

IT Service Management Policy Stack 
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IT 700 - Information Technology Program and Project 
Management Policy 

Applicability: Applies to the IT Organization 
Originator: Managing Director - IT Business Planning & Relationship Management 
Approval: Chief Information Officer 

Approval Date: 1/15/2012 
Revision Date: 4/30/2014 
Revision No: 2.0 

Statement of Purpose and Philosophy: 

The IT 700 Information Technology (IT) Program and Project Management Policy represents Duke Energy's 
commitment to achieve excellence in the management of IT projects. The intent of this policy is to provide a 
consistent approach to project management that is compliant with the Enterprise Project Management Center of 
Excellence practices. The IT 700 Policy, including the supporting Standards, Processes and Procedures, shall 
be the governing documents to define the minimum requirements regarding IT project management. 

Project management is essential for the successful delivery of IT services. The following principle provides the 
foundation for this policy: 

Project Delivery - The IT Organization will follow a structured project management approach and delivery 
methodology to set and deliver on customer expectations while achieving project efficiencies and reporting 
transparency. 

1. Policy Expectations 

1.1. A standard project management framework and delivery methodology will be used to manage the 
execution of IT projects. 

1.2. Project execution expectations will be defined based on the selected rank of the project. All projects 
must show existence of the the approved required deliverables. 

1.3. This policy applies to all IT projects within Duke Energy. 

2. Roles and Responsibilities 

2.1. Chief Information Officer 

The Chief Information Officer (CIO) is accountable for ensuring the lifecycle management of this policy 
as defined by the IT Policy Management Standard. In addition, the CIO is responsible for ensuring 
processes are in place for effective IT project management. 

2.2. IT Project Management Office (PMO) 

The IT Project Management Office function monitors compliance and assesses the effectiveness of 
the project management framework and delivery methodology. In addition, this function will provide 
training, assistance and procedural updates. 

IT 700 - IT Program and Project Managemenl Policy v 2.0 Page 1 of 2 



ff^DUKE 
y r ENERGY. 
Duke Energy Policy 

IT 700 - Information Technology Program and Project 
Management Policy 

2.3. IT Project Manager 

The IT Project Manager plans, monitors and controls, and closes projects, in a manner consistent with 
the expectations defined by the project management framework. In addition, the IT Project Manager 
provides feedback to the IT Project Management Office on process improvements. 

2.4. IT Project Sponsor 

The Project Sponsor provides project governance, oversight and support. 

2.5. IT Manager 

The IT Manager ensures employees and contingent workers on the project team comply with these 
requirements as applicable to their areas of responsibility. 

3. Monitoring and Compliance 

3.1. Persons participating in IT project management initiatives are subject to monitoring for compliance 
with this policy. Violations of this policy should be reported to management for appropriate corrective 
action. 

4. Key Terms and Definitions 

See IT Glossary. 

5. Related Documents 

IT Program & Proiect Management Policv Stack 
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Duke Energy Major Systems Platforms 

Exhibit IT-900 

Customer Management System 

Customer Data Hub 

Meter Reading 

Meter Data Management System 

Mobile Work Management System 

Distribution Management System 

Outage Management System 

Geographic information System 

Energy Management System 

Enterprise Asset Management 

Power Supplier Information System 

Compliance Tracking 

Engineering Design 

Workforce Data Hub 

Manages customer account information to enable 
customer support functions. 
Manages a co lection of standardized customer data 
obtained from the customer source systems and is the 
authoritative source of data for application integration, 
and the authoritative source of data for reporting and 
analvtirs. 
Head end system used to read smart meters. 

Meter data management system to manage data from 
smart meters. 

Work management system for Power Delivery that 
provides a mobile platform with the ability to set 
appointments based on resource availability. Enables 
centralized dispatch of routine and trouble work with 
efficiencies gained through geographic work assignment. 

Controls distribution assets. Allows for remote switching 

and advanced engineering applications. 
Suite of applications to manage distribution system 
outages 
Provides GIS related functions and map products. Also 
provides network and land data to the outage 
management system, mobile mapping, design, circuit 
analysis, mobile work management, one call centers and 
asset manaeement. 
Controls transmission and generation assets. Performs 
generation dispatch to ensure load demand is met or 
market/sales requirements are met. 
Suite of corporate applications that provides asset 
management, work order origination and tracking, 
scheduling, and SUDDIV chain functions 

Manages the relationship with multiple suppliers of 

electricity to track the suppliers and supplier credit risk 

Toolkit for Regulatory Assurance and Compliance. Used 
to collect and maintain compliance Information for 
reEulatorv agencies. 
Common design solution that can be used across the 
different disciplines of engineering. 
Manages a co lection of standardized workforce data 
obtained from the workforce source systems and Is the 
authoritative source of data for application integration, 
and the authoritative source of data for reporting and 
analvtirs. 

Managed 
Service 

Managed 

Service 

Managed 

Service 
Managed 

Service 

Managed 

Service 

3 

5 

Managed 
Service 

3 

Managed 

Service 

Managed 

Service 

1 

Managed 
Service 

Managed 
Service 

$ 2,200,000 

S 210,000 

S 140,000 

$ 750,000 

S 180,000 

S 320,000 

S 97,000 

S 180,000 

$ 490,000 

S 51,000 

S 430,000 

S 170,000 

S 110,000 

S 87,000 

Managed Service indicates system support Is provided via contract with an external IT service provider 
* For systems also used in juridlctions other than Ohio costs are proportioned based on the percentage of customers in Ohio 



Exhibit IT 

Duke Energy Requirements Management Document Inventory 

This document provides an inventory of documents related to Duke Energy's IT Requirements 
Management process. The documents referenced in blue have been provided. 

Duke Enerev IT Applications Requirements Management Process 

Requirements Management for IT Application ProJects.docx - Exhibit ITl 
This document provides an overview of the Duke Energy Requirements Management process and 
contains a description of the various documents associated with Requirements Management including: 

• Requirements Management Process Maps 
o Requirements Mgmt - Requirements Management Lifecycle.vsd - Exhibit IT2 

• Guidelines for organizing, planning, and executing Requirements Management activities 
o Guideline - Developing Requirements.docx - Exhibit IT3 
o Guideline - Elicitation.docx ~ Exhibit IT4 
o Guideline - Use Cases.docx - Exhibit ITS 
o Guideline - Business Process Model and Notation.docx - Exhibit IT6 
o Guideline - Prioritization.docx - Exhibit IT7 
o Guideline - Metrics.docx - Exhibit ITS 
o Guideline - Traceability.docx - Exhibit IT9 

• PLIOI - CUSTOMER APPS.xlsx 
o Guideline - Review and Signoff.docx-Exhibit ITl0 
o Guideline - Managing Changes.docx — Exhibit ITl 1 
o Guideline - Requirements Approachidocx — Exhibit IT12 

• Checklists and templates to ensure an organized, consistent and thorough process in order to 
boost efficiency and reduce gaps / mistakes 

o Requirements Approach Template.docx - Exhibit ITl 3 
o Use Case Template.xlsx - Exhibit IT 14 
o Non-Functional Requirements Checklist.docx- Exhibit ITl 5 
o Requirements Peer Review Checklist.docx - Exhibit IT16 
o Requirements Change Planning Worksheet.docx - Exhibit IT17 
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Requirements Management 

Overview 

What is Requirements Management? 

Requirements Management is the process of collecting, analyzing, refining, documenting, prioritizing, 
tracing and agreeing on requirements - as well as planning for their delivery. It includes adjusting to and 
controlling requirements changes during the project. Requirements Management involves 
communication between the project team members and stakeholders. It is a continuous process 
throughout a project. 

The purpose of Requirements Management is to ensure that the organization validates and meets the 
needs of its customers and stakeholders. 

Requirements Management Activities 

The following list is a sample of the types of activities that are involved in Requirements Management for 
a project. This list is not all-inclusive. 

> Planning / Scheduling of Requirements Management Activities 
> Development of High-Level Requirements 
> Current Capabilities Assessment 
> Current & Future State Business / IT Process Design & Documentation 
> Creation of User Scenarios / Use Cases / User Stories, etc. 
> Development of Detail-Level Requirements 
> Performing Fit / Gap Analysis 
> Establishment of Traceability of Requirements 
> Facilitating Requirements Review & Sign-Off 
> Requirements Change Management 
> Assisting in Defect Triage 

Roles & Responsibilities 

Business Analyst 

The Business Analyst (BA) is the primary owner of the Requirements Management activities for a project. 
A Business Analyst is any person who performs business analysis activities, no matter what their job title 
or organizational role may be. 
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Business analysts must analyze and synthesize information provided by a large number of people who 
interact with the business, such as customers, staff, IT professionals, and executives. The business analyst 
is responsible for eliciting the actual needs of stakeholders, not simply their expressed desires. In many 
cases, the business analyst will also work to facilitate communication between organizational units. In 
particular, business analysts often play a central role in aligning the needs of business units with the 
capabilities delivered by information technology, and may serve as a "translator" between those groups. 

Responsibilities 

The following is a list of detailed activities for which the Business Analyst is responsible: 

Plan the requirements management process 

Plan the business analysis approach and activities 

Determine elicitation techniques that will be utilized to develop requirements 
Plan, schedule and facilitate elicitation sessions 

Develop high-level requirements (functional & non-functional) 
Define assumptions and constraints 
Perform current capabilities assessment 

Determine modeling approach(es) to be used 

Current and future state Business / IT process design and documentation 
Develop and document use cases / user scenarios 

Develop detail-level requirements (functional & non-functional) 
Determine requirements prioritization approach 
Schedule and facilitate prioritization of requirements 
Organize and identify / label requirements 

Perform fit / gap analysis 
Establish and maintain requirements traceability 

Prepare & communicate requirements package to relevant parties 
Schedule and participate in requirements peer review 
Schedule and facilitate requirements review with the business 

Obtain and document sign-off of requirements 
Manage changes to requirements 

Capture and report on Metrics 

Assist in translating requirements into test conditions 
Assist in defect triage 
Maintain requirements for re-use 

Requirements Subject Matter Experts 

Requirements Subject Matter Experts (SMEs) are the key resources in the Requirements Management 
process. There are two kinds of SMEs: 
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Functional Subject Matter Expert 

Resource with in-depth knowledge of business processes. Key responsibilities include identification of 
requirements and participation in the development of supporting work products such as user scenarios / 
use cases and process flows. Participates in design and testing. This role is often filled by individuals 
who will be users of the solution. 

Technical Subject Matter Expert 

Participates in the assessment of current capabilities, development and review of functional and non­
functional requirements, as well as fit gap analysis activities. Ensures that architecture, design, and build 
artifacts/activities align with requirements. (Ex: Architects, Designers, Developers, Tech Leads, etc.) 

Requirements Management Process 

An effective and mature Requirements Management process is a very important factor in the success for 
any IT Application project. 

The following Process Map outlines the Requirements Management process for IT Applications projects 
at Duke Energy: 

Requirements Management Lifecvcle.vsd 

Guidelines 

The guidelines in this section are intended to provide project resources, in particular the assigned 
Business Analyst(s), with assistance in organizing, planning and executing some of the primary 
Requirements Management activities. 

Developing Requ i r emen t s 

Requirements provide the foundation for a project. Development of good requirements drives better 
estimates, improved customer satisfaction, reduces costs, and delivers better results. Conversely, poor 
requirements definition and management is a leading factor for quality issues, cost and schedule 
variances, and expectation gaps. 

This guideline provides information and best practices for developing good requirements. 

Guideline - Developing Requirements.docx 
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Elicitation 

Business Process Elicitation is the process of understanding the conditions or capabilities needed by a 
stakeholder to solve a specific problem or achieve an objective. Each project has business processes 
specific to their systems. This document will provide an overview of each of the following techniques, 
which can be used to elicit business processes and requirements. 

Guideline - Elicitation.docx 

Use Cases & User Stories 

This guideline provides an overview of use cases, use case diagrams, and user stories. Use Cases provide 
additional clarity into the project's requirements for both the business and IT project team members. Use 
cases also are also helpful in developing test scripts as they list the steps needed to meet a business need. 

Guideline - Use Cases.docx 

Business Process Model and Notat ion (BPMN) 

To support consistency across IT Applications projects, the Business Process Model and Notation 
(BPMN) Guideline specifies the Visio template and shapes that should be used when creating a Business 
Process Diagram (BPD) using BPMN. 

This is the extent of the information included. Additional guidance on Business Process Modeling may 
be provided in the future. 

Guideline - Business Process Model and Notation.docx 

Prior i t izat ion 

The Guideline to Requirements Prioritization provides information on various approaches that can be 
used to prioritize requirements, as well as best practices for when to use each approach. 

Guideline - PrJorifizafion.docx 

Metr ics 

The Metrics Guideline outlines the required and recommended metrics for Requirements development 
and management. This includes the metric purpose, calculation and visibility method, and examples of 
basic tracking mechanisms. 

Guideline - Metrics.docx 
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Traceabi l i ty 

The Traceability Guideline outlines the best practices for establishing requirements traceability 
throughout the Solution Delivery Life Cycle, including Analyze, Design, Build, and Test phases. It 
additionally covers how to apply traceability in the currently utilized requirements tools and/or 
applications. 

Guideline - Traceability.docx 

Review & Signoff 

The Review and Signoff Guidelines provide best practice guidance on how to achieve a formal review 
and signoff on the requirements. These guidelines apply to all requirements, including but not limited to 
functional, non-functional, and transition requirements. 

Guideline - Review and Signoff.docx 

M a n a g i n g Changes to Requ i r emen t s 

This document outlines the recommended process for managing changes to requirements after the 
Commit Gate. All requirements changes should be assessed for impact and handled appropriately based 
on their level of impact. 

Guideline - Managing Changes.docx 

Checklists & Templates 

The following templates and checklists are intended to provide Business Analysts with a framework for 
execution of Requirements Management activities. The goal is to ensure an organized, consistent and 
thorough process in order to boost efficiency and reduce gaps / mistakes. 

Requirements Approach 

The Requirements Approach Template is included on the IT Applications Required Deliverables Matrix 
(RDM) and is considered a required template. 

The purpose of this deliverable is to provide planning for the project's Requirements Management 
Lifecycle including, but not limited to, requirements development, review and signoff, managing changes, 
and final transition to production support. 

Requirements Approach Template.docx 
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Use Case Templa t e 

The Use Case template provides a consistent format for documenting each Use Case, as well as a 
mechanism for managing the full inventory of Use Cases. 

Use Case Template.xlsx 

Non-Funct iona l Requ i r emen t s Checkl is t 

The purpose of the Non-Functional Requirements Checklist is to serve as a thought generator around the 
types of items that should be considered when identifying and documenting non-functional requirements. 
The list can serve as a reference during the requirements gathering process. 

Non-Functional Requirements Checklist.docx 

Requ i r emen t s Pee r Review Checkl is t 

The Requirements Peer Review Checklist is included on the IT Applications Required Deliverables 
Matrix (RDM). Execution of a Requirements Peer Review using this checklist is required. It is intended 
to validate that the requirements are complete, consistent, organized logically and are clear to any reader. 

Requirements Peer Review Checklist.docx 

Requ i r emen t s C h a n g e P lann ing W o r k s h e e t 

The Requirements Change Planning Worksheet provides a template for describing a significant 
requirements change and its estimated impact to all work streams (Design, Testing, Process, Deployment, 
Training, Change Management, etc.) 

Requirements Change Planning Worksheet.docx 
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Guideline to Developing Requirements 

Overview 

Requirements provide the foundation for a project. Development of good requirements drives better 
estimates, improved customer satisfaction, reduces costs, and delivers better results. Conversely, poor 
requirements definition and management is a leading factor for quality issues, cost and schedule 
variances, and expectation gap. 

The purpose of this guideline is to provide information and best practices for developing good 
requirements. 

Types of Requ i r emen t s 

Both functional and non-functional requirements should be documented. 

Functional Requirements describe the behaviors and capabilities of the product. Non-Functional 
Requirements describe the qualities the solution must have or environmental conditions that must exist 
for the system to be effective. 

Functional Requirements 

A Functional Requirement: 

• is a statement of what a system must do 
• is measured in "yes" or "no" terms 
• usually employs the word "shall" 

Examples: 

The software shall display an option to add a participant 

The software shall summon the operator if the participant clicks the Operator Help icon. 

Non-Functional Requirements 

A Non-Functional Requirement: 

• can be a known limitation or constraint on resources or design 

o usually measured in yes/no terms 
o typically employs the word 'must' 

Examples: 

The retail cost of the software must be between $175 and $199. 

The help file must be released in English, French and Spanish. 

• can be a measure of how well the system must do what it does 

o is measured over an interval or range 
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o usually employs the word 'must' 
o includes the "ilities" (e.g., quality, reliability, scalability, availability), among others 

Proper identification of non-functional requirements up front is key to ensure that appropriate solutions 
are put forth and to ensure project estimates and plans accurately reflect the work required for the 
successful execution of a project. 

There are many types of non-functional requirements to consider. 

Refer to the Non-Functional Requirements Checklist in the Appendix for sample types of non-functional 
requirements and some items to consider for each of the types. 

Levels of Requ i r emen t s Detail 

High-level requirements are typically developed during the Plan Phase of a project, while detailed (or 
product-level) requirements are developed during the Analyze (and subsequent) phases of the project. 

Requirements determination is a process of refinement and iteration. The progressive elaboration of 
requirements involves continuously refining and detailing requirements as more specific information is 
uncovered throughout the project lifecycle. Requirements are documented at a greater level of detail as 
the project evolves. 

The process defined in this document for developing requirements can be applied to both high-level and 
detailed-level requirements. 

High-Level Requirements 

A collection of statements that identity the breadth of what a solution must provide in order to meet the 
business needs. These are an overview of the end-to-end business activities, groupings of functions, 
identification of interfaces, applicable business policies and non-functional constraints. 

Detailed-Level Requirements 

A set of detailed declarative statements and models that define what the solufion must provide. This 
includes detailed functional and non-functional requirements documented with textual statements, use 
cases, data models, interface definitions, etc. 

Detailed requirements must meet quality criteria. See Characteristics of Good Requirements in this 
document. 
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Requirements Development Process 

There are four key activities in the process of developing requirements: 

• Elicitation 
• Analysis 
• Specification 
• Validation 

These activities often occur in parallel and therefore are not necessarily implemented sequentially. As 
you can see from this graphic representation, they are typically accomplished in multiple iterations. 

re-evaluate 

* 

clarify ifv 1 t rewrite itA 1 

correct and close gaps 

For details on how Requirements Development fits into the overall Requirements Management process 
for the project, please refer to the Requirements Management Process Map in the Appendix. 

Elici tat ion 

Elicitation is sometimes called requirements gathering. Elicitation is about collecting the requirements 
from stakeholders. 

Identifying requirements forms the foundation for selecting or designing the technical solution. 

Derive requirements through elicitation from stakeholders by understanding their needs and demands. 

1. Understand the project vision and scope 

2. Identify appropriate representatives from stakeholder groups 

3. Understand user tasks and goals 

4. Select the appropriate elicitation technique(s). 

• Refer to the Guideline to Elicitation for a list of elicitation techniques and information on 
each, as well a list of sample elicitation questions. 

5. Leverage existing documentation when possible / applicable 

• Design documentation or requirements from historical projects 
• Release notes if a vendor/packaged solution 
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Analysis 

Requirements analysis involves analyzing, refining and prioritizing requirements. 

• Ensure all stakeholders understand what the requirements mean 

• Identify inconsistent, incomplete, redundant and conflicting requirements. 

• Find errors, omissions or other deficiencies. 

• Check for quality and comprehensiveness. References: 

• Guidelines for Good Requirements 
• Requirements Peer Review Checklist 

• Non-Functional Requirements Checklist 

• Prioritize based upon project goals. 

o Consider impacts to functionality, performance, cost, schedule, and risk. 
• Refer to the Guideline to Requirements Prioritization document for information on 

prioritization approaches. 

o Categories: 

• HIGH: Essential / Core 
• MEDIUM: Beneficial / Desirable 
• LOW: Optional 

Specification 

Document the requirements along with source, dependencies, priority and traceability. 

1. Create written documentation, specifications and/or models. 

2. Use templates and review sample documents under IT PMO Templates and Project Samples on 

the IT PMO Reference SharePoint site to ensure quality. 

3. Allow time for iterations. 

4. Get to the right level of detail (and no further). 

5. Identify 1 or 2 test cases to verify implementation of the requirement. 

6. Package and communicate to stakeholders. 

Val idat ion 

Verify whether the requirements list is complete and consistent with the needs of business. 

Refer to the Guideline to Review & Sign-Off in the Appendix for more details on this process. 

1. Best practices include a peer review of the requirements. Refer to the Requirements Peer Review 

Checklist in the Appendix. 
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2. Review with the Requirements Owner(s) to ensure mutual understanding and set the stage for 

acceptance. 

• Walkthroughs are always a best practice. 
• The formality level of the walkthrough is driven by the needs of the project. 

3. Gain approval to establish baseline and change criteria. 
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G u i d e l i n e s for G o o d R e q u i r e m e n t s 

Charac te r i s t i cs of Good Requ i r emen t s 

Well written requirements have the following characteristics; 

Attainable 

Requirements are realistic. 

The requirements can be practically implemented, by the assigned project resources, according to the 
project schedule and within budget. 

Complete & Correct 

Complete requirements means that everything the system is supposed to do is captured in the 
requirements. 

Each requirement is accurately stated and represents something required of the solution to be built or 
configured. 

• All stakeholders are represented 
• Tasks are identified 
• Needs are represented 

Consistent 

The requirement, or subset of requirements, does not conflict with other requirements. 

Lower-level requirements are consistent with the high-level requirements. 

Especially when several owners develop requirements, it's important to have someone to check for 
conflicts and inconsistencies. 

Ensure that conflicting terminology, contradictory actions or impossible combinations have been 
eliminated. 

Design Independent 

The requirements are focused on "what" not "how". This is the basic difference between requirements 
and specifications. 

Ask these questions: 

• Do requirements state what is to be done, not how it will be done? 
• Do requirements talk about behaviors, not what the computer screen looks like? 

Prioritized 

Requirements are usually prioritized according to their importance to the solution, i.e.: 

• HIGH: Essential / Core 
o The system will not be acceptable until the requirements are provided. 
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• MEDIUM: Beneficial / Desirable 
o Would enhance the system, but if absent would not be make it unacceptable 

• LOW: Optional 
o Worthwhile if resources permit (or in future) 

Unambiguous 

The requirements can be interpreted only one way; clear terms eliminate ambiguity. 

Ask these questions: 

• Would a reader draw only one interpretation? 
• Would multiple readers arrive at the same interpretation? 
• Is each requirement succinct, simple and in straightforward language of the user? 

Try not to use such words as "or," "etc.," and "so on". 

Unique & Traceable 

Each requirement is unique and traceable back to a business process and forward through testing. 

The origin and author of each requirement is clear. 

Each requirement is individually numbered according to a scheme that identifies the functional 
component it relates to. 

Requirements for each module or functional area are owned by a manager in that area (not by IT staff). 

Ask these questions: 

• Is each requirement uniquely identified and documented, with an owner assigned? 
• Can each requirement be traced every step of the way through testing? 

Verifiable / Testable 

For a requirement to be effective, it must be verifiable. A requirement is verifiable if it can be proven that 
the requirement was correctly implemented. 

Verifiable Requirements are: 

• Specific 
• Unambiguous and (when possible) quantitative 

Can be measured and confirmed by examination, analysis, test or demonstration 

Requirements are often unverifiable because we speak in Natural Language which includes weak words 
that are vague or ambiguous. 

Ideally, define acceptance criteria for each requirement 

Requirements provide the basis for system acceptance testing and the development of test objecfives and 
scripts. 

If it can't be tested, it should not be a requirement. 
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Charac te r i s t i cs of Bad Requ i remen t s 

Ambiguity 

Try not to use such words as "or," "etc.," and "so on". 

Building in Escape Clauses 

Dangerous escapes include, "if," "but," "when," "except," "unless," and "although". 

Combining Requirements 

Requirements which contain conjunctions are dangerous - keep each requirement as a single sentence. 

Designing the System 

Danger signs include names of components, materials, software objects, fields and records. 

Speculating 

Dangerous words include "usually," "generally," "often,", "normally," "typically". 

Suggestions of Possibilities 

Exclude terms such as "may," "might," "should," "ought," "could," "perhaps," and "probably". 

Using Vague Indeiinable Terms 

Vague terms include "user-friendly," "highly versatile," "flexible," "to the maximum extent," 
"approximately," "as much as possible". 

Wishful Thinking 

Don't ask for the impossible - "100% reliable," "safe," "handle all failures," "guarantee," "fully 
upgradeable," or "run or\ all platforms." 

Avoid N a t u r a l Language 

What is Natural Language? 

Natural language is unconstrained, informal language as it is used in every day speech and writing (e.g., 
email). 

Natural language is the most common medium for expressing requirements in most industries; it 
is problematic because it is not precise. 

Examples of 'BAD Requirements' using Natural Language 

Requirement #1 System must be easy to use 



f*s DUKE P ENERGY. 
IT Applications Requirements Standard Guideline 

Developing Requirements 

o IVhal docs "ea.sy lo u.se " mean.' Il is suhjeclive (reader dependent) 

Requirement #2 Order processing must be fast 

o How long is "fast'".' Seconds, minutes or hours'.' Can we test 'fast"? 

Requirement #3 The software must support at least 25 users 

o Whal is the meaning of "support'".' Arc these concurrent users or nol'.' 

o How many is "at least" 25 users.' 26 users.' 200,000 users'.' 

Requirement #4 The system will be reliable 

o What is "reliable'? Can we test for if? 

Requirement #5 The software configuration should be easy to use 

• "should" implies optionality 

Avoid Pitfalls 

Pitfalls Checklist 

m 
n 

D 

D 

n 

Pitfalls Checklist 

Type of Pitfall 

New Applications 

Performance 

Reporting 

User Experience 

Items to Consider 

Up front rigor is needed. 

Consider environment and security design for new applications. 

Test with production-like volumes and data to mimic production. 

Reporting build is dependent on the operational system, data captured, and 
interfaces and yet is often thought about last. 

Reporting drives key baseline design decisions - understand the purpose of the 
report(s) upfront. 

User experience includes both internal and external customers. 

Will the system be self-explanatory or intuitive so users will not be dependent 
on job aids? 
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Appendix 

References 

IT PMO Reference SharePoint 

Requirements Management Llfecycle Process Map 

Non-Functional Requirements Checklist 

Requirements Peer Review Checklist 

Guideline to Elicitation 

Guideline to Requirements Prioritization 

Guideline for Review & Signoff 
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Guideline to Elicitation 

Overview 

Business Process Elicitation is the process of understanding the conditions or capabilities needed by a 
stakeholder to solve a specific problem or achieve an objective. Each project has business processes 
specific to their systems. This document will provide an overview of each of the following techniques, 
yv'hich can be used to elicit business processes and requirements. 

Document Analysis 
Observation 
Interviews 
Surveys / Questionnaires 
Requirement Workshops 
Brainstorming 
Focus Groups 
Interface Analysis 
Prototyping 
Reverse Engineering 
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Elicitation Techniques 

Document Analysis 

Technique with which research is done to understand the current system and environment. This technique 
is usually the first one done. It will help you think through who you need to speak with, what additional 
techniques to use, and what questions to ask. 

Be careful to verify the data you read in the documents because the documents might be outdated. 

Existing documentation about the system includes, but is not limited to: 

Reports 
Letters 
Brochures 
Reference or Training Materials 
Screen Layouts 
Forms 
Procedure Manuals 
System Documentation 

o Installation guides 
o User Guides 
o Frequently Asked Questions Guides 

Observa t ion 

Observing users at work is an excellent way to identify the business area's process, workflow, 
environmental constraints, and business rules. 

Observafion is a great way to identify exceptions in the process. Many times when you speak with SMEs, 
they will tell you how the process is supposed to work, but won't share the things they do to make the 
process actually work. 

Ways to Observe: 

1. Pure observation without interaction -just watch the worker perform the task 

2. Observe with interaction - observe and ask questions about why tasks are performed a certain 
way 

3. Perform - actually perform the task vourself IN A SANDBOX / TRAINING ENVIROMENT 

When to Use This Technique: 

1. When automating a manual process 

2. When you are unfamiliar with the business process 

3. When software must be integrated with manual steps of a process 
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Tips: 

• Get permissions before observing, and schedule their time for convenience 

• Keep in mind that people may behave differently when being observed 

• Observe all levels of workers within the scope of the project 

• Observe at various times during the day, week, or normal cycle 

• Ask if there are tasks that are only performed on an ad hoc basis or once a year 

• Identify exceptions in the user process 

• Capture process metrics 

• Identify environmental constraints 

Interviews 

This is the most common form of eliciting requirements. Preferably with 1 -2 people at a time. 

1. Develop questions in advance 

2. Treat interviews like official meetings 

• Create a clear objective 

• Create Agenda 

• Set timeframe for the meeting/interview 

• Closure of meeting 

• Track action items to be completed 

• Capture meeting minutes and distribute 

3. Familiarize yourself with the interviewee 

Position within the organization 

• Familiarity with the project 

• How will they be impacted with the project 

• If they are a decision maker 

Surveys / Ques t ionna i res 

Conducting a survey or questionnaire is useful when: 

• Resources are in a different location 

• There are a large number of SMEs 

• Results will be compiled for statistical analysis 
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Content and distribution are factors that require considerable planning if you expect a high retum rate and 
useful results. 

1. Layout must be clear 

2. Use close ended questions (Yes/No or Multiple Choice) 

3. Limit the questions to one or two subject matters 

4. Make it convenient for the person to respond 

5. Make sure to have business owner / SME review the questionnaire to make sure questions are as 
intended. 

W o r k s h o p s 

Facilitated Workshops that focus on requirements. A facilitated session is a highly structured, intensive 
workshop in which participants are guided by the Business Analyst to develop the requirements of the 
system. 

Brainstorming 

Brainstorming is an invaluable tool when no solution is apparent. It is also a great way to get a group of 
people energized to move the project forward 

These sessions can be performed either silently or verbally. 

1. Introduce the topic and set a time limit 

2. Generate ideas following the brainstorming rules and write down every idea 

3. When ideas run out, give time for confinued thinking 

4. Discuss each idea generated 

5. Prioritize ideas 

Interface Analysis 

This is the process of identifying the potential user interfaces, system interfaces, and hardware interfaces 
within the scope of the project. This technique is most applicable to software solutions, where it is 
critically important to know the number of interfaces that must be addressed by the solution. 

• User Interfaces - User using the software application 

• System Interface - External Link between software applications 

Hardware Interface - Hardware connected to system (printers, mobile devices, servers) 
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The standard method of identifying interfaces is working with the Solution Architect with developing 
their System Context Diagram. 

Prototyping 

During Elicitation, this technique is used to discover and visualize high level user interface requirements, 
and confirm the business process as a whole. 

Three types of Prototyping: 

1. Throw Away - Prototype which is put together relatively quickly. Can be done with paper 
and pencil. 

2. Evolutionary - Prototype is usually done by a developer using specialized tools and may 
become the actual software solution 

3. Simulation Prototype - A hybrid of the Throw Away prototype and Evolutionary prototype 

Advantages: Gives users something tangible to review, can speed up project lifecycle 

Disadvantages: SMEs think the software can be developed as fast as the prototype, SMEs get caught up 
in the aesthetics. 

Reverse Engineering 

Review software components like code and databases to determine how the software is currently 
supporting the business process. 

Benefits for Reverse Engineering include: 

Identifying changes to existing sofi^vare 

Software documentation is out of date 

Business users may not be aware of the business rules being enforced 

Business users aren't sure how calculations are performed in the existing system 

Information stored in an existing system needs to be used by another application and it is not 
known which data elements are correct 
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Sample Elicitation Questions 

New Solution 

Determine Business Objectives 

• What are your goals in delivering this solution? 
• What is the most important business goal of the solution? 
• Will the solution change the way you are doing things now? 
• Will the solution help you be more efficient? How? 
• What will the ne>v solution accomplish that is not curtently accomplished, manually or with other 

systems? 
• What will the new solution do? 

Determine Future Needs 

• What business requirements will this solution address? 
• What information do you need that you don't have now? 
• Is any of this data curtently captured in any other corporate system? 
• How would you like to see this information? 
• What functionality do you need from the solution? 
• Are the data and/or functionality shared by other (many) business areas? If so, which? 
• Which reports do you currently use? What data on the report is important? 
• How do you use the information? 
• If the reports were dynamic, what would they do differently? 
• How much historical information is required? 

Determine System Users 

• Who will be using the system? 
• What are the titles and roles of the people who will use the system? 
• What are their levels of expertise? 

Determhie Current Problems 

What are the current problems you face without the solution today? 
What problems should this solution solve? 
Do you have to do things manually that you would be able to automate? 
Do you have performance problems that need to be resolved? 
Do you have functional limitations you would like to resolve? 
Are there specific bottlenecks to getting at information? 
How do you analyze the information you currently receive? 
What type of data is used? 
How do you currently get the data? How often do you get new data? 
What type of ad hoc analysis do you typically perform? Who requests ad hoc information? What 
do you do with the information? 

Determine Criteria for Success 

• What is most important for success of the solution? 
• How would you measure success? 
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• What do we need to accomplish to make this project successful? 
• What do we need to change to make this project successful? 
• What buy-in do we need? 
• Are we lacking any critical elements such as budget, resource allocation, or support? 
• What are training considerations for developers and users? 

Enhanced Solution 

Determine Business Objectives 

Is this an interim change? If so, when does it begin and end? Can it begin/end at various times? 
Why do you want to redo the system? 
How will the new version of the system help you? 
What are your objectives in having this enhancement? 
Who are the key stakeholders and users? Do their goals differ? If so, how? 
How does the system map to business goals? 
What is the most important business goal of the system? 
Will the enhancement change the way you are doing things now? 
Will the enhancement help you be more efficient? How? 
What will the enhancement accomplish that the curtent system cannot? 
Will the output of the converted system be the same or different from the curtent system? 
Are you adding funcfionality? What? 
Will there be better performance? To what extent? 
Will the screens look different? How? 
What is most important (rank in order of importance)? 

o Application is easier to use. 
o Application has a nicer front end. 
o Application has additional functionality (list). 
o Application is more efficient. 
o Application is redesigned to better reflect the business 

Determine Future Needs 

• What business requirements will this enhancement address? 
• What information do you need that you don't have now? 
• Is any of this data currently captured in any other corporate system? 
• How would you like to see this information? 
• What new functionality do you need from the system? 
• Are the data and/or functionality shared by other (many) business areas? If so, which? 
• Which reports do you curtently use? What data on the report is important? 
• How do you use the information? 
• If the reports were dynamic, what would they do differently? 
• How much historical information is required? 

Determine System Users 

• Who will be using the system? 
• What are the titles and roles of the people who will use the system? 
• What are their levels of expertise? 
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Determine Current Problems 

• What are the current problems you face with the system today? 
• What problems do you need to solve? 
• Do you have to do things manually that you need to automate? 
• Do you have performance problems that need to be resolved? 
• Do you have functional limitations you would like to resolve? 
• Are there specific bottlenecks to getting at information? 
• How do you analyze the information you currently receive? 
• What fype of data is used? 
• How do you currently get the data? How often do you get new data? 
• What type of ad hoc analysis do you typically perform? Who requests ad hoc information? What 

do you do with the information? 
• Who are the most important players in terms of knowledge? Influence? 
• Is there any existing system documentation? If so, where? 
• Who else should we talk to? 
• What is the risk of not converting the system? 

Determine Criteria for Success 

• What is most important for success of the application? 
• How would you measure success? 
• What do we need to accomplish to make this project successful? 
• What do we need to change to make this project successful? 
• What buy-in do we need? 
• Are we lacking any critical elements such as budget, resource allocation, or support? 
• What are training considerations for developers and users? 



i k DUKE P ENERGY. 

Exhibit 1T5 

IT Applications Requirements Standard Guideline 

Use Cases and User Stories 

Use Case and User Story Guideline 

Overview 

This guideline provides an overview of use cases, use case diagrams, and user stories. Use cases, use case 

diagrams, and user stories describe the interaction between an actor (which can be an end user or an 

interfacing system) and the solution that is being delivered by a project. 

Use Case 

A use case describes the action or event steps that are required to meet a business need. These steps define 

the interactions between a role (called an actor) and a system. Use cases are typically used in waterfall 

and iterative projects. Although use cases arc an optional deliverable for VV projects, they provide 

additional clarity into the project's requirements for both the business and IT project team members. Use 

cases also are also helpful in developing test scripts as they list the steps needed to meet a business need. 

Use Case Template 

Use Case At t r ibutes 

Use cases typically include the following information: 

Unique Identifier 
Name 

Description 

Actor 

Precondition 

Post-Condition 

Trigger 
Basic Flow 

Special Requirements 
ttS^tional) 
pRernate Flow (optional) 

' Exception Flow (optional) 

A numticr Ihal is used to unique!) idcnlif\ the use case. 
The name of the action, task, or event in which the use case is representing. Note: use case 
names are written in "verb + subject" format. 
Briefly describes vt/hat an actor would use the use case for. It should reflect the role and 
purpose of the use case. 
Specifies a role played by an end user or any other system that interacts with the subject. The 
actor can be a human, an external system, or other subjects. 
Note: that an actor does not necessarily represent a specific physical entity but merely a 
particular facet (i.e., "role") of some entity that is relevant to the specification of its 
associated use cases 

Conditions that must be set prior to the start of the procedure/steps/flow of events of a use 
case. 
Conditions that must be set after the procedure/steps/fiow of events of a use case are 
completed. 
What action or event triggers the use case? 
The main procedure/steps/flow of actions or events that the actor(s) perform to complete the 
task expressed in the use case. 
Requirements that are needed for the completion of the use case that are not explicitly 
covered by the flow of events. 
The alternate procedure/steps/flow of actions or events that the actor(s) perform to 
complete the task expressed in the use case, if applicable. 
The procedure/steps/flow of actions or events that the actor(s} perform when there is an 
error or exception to the basic or alternate flow. 
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Example: 

Unique Identifier 

Name 
Description 

Actor 
Precondition 
Post Condition 

Trigger 

Basic Flow 

Special Requirements 
(optional) 
Exception Flow (optional) 
Alternate Fiow (optional) 

UCOOOl 
Order Coffee Through Website 
A coffee drinker wants to order a cup of coffee. The coffee shop has online ordering available 
through its website. 
Coffee Drinker 
Coffee shop's online ordering website is available. 
An order for a cup of coffee is placed by the Coffee Drinker through the coffee shop's online 
ordering website. 
Coffee Drinker is thirsty. 
1. Coffee Drinker opens browser on personal computer. 
2- Coffee Drinker navigates to coffee shop's website, 
3. Coffee Drinker views drink menu options. 
4. Coffee Drinker selects a cup of coffee. 
5. Coffee Drinker submits order. 
6- Coffee Drinker pays for order. 
7. Coffee Drinker closes browser on personal computer. 
The coffee shop must be located within a five minute drive of the Coffee Drinker's current 
location. 

Not applicable 

Use Case Diagrams 

Use case diagrams arc a graphical representation of use cases. Use case diagrams enhance use cases by 
providing a picture of the How of actions/events, which may be more easily understood by the subject 
matter experts on tlie project. Use case diagrams may be used In waterfall, iterative, and agile projects. 

Example: A coffee drinker wants to order a cup of coffee. The use case diagram below shows possible 
use cases for completing this action. 

uc Order CoHee 

Coffee Drinker 

Alternate Flow 

rder Coffee In Persot i Alternate Flow 
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Actor 

Use case ••• 'Note: use case names are written in "verb + subject"format. 

The relationship between the actor and the use case is depicted by drawing a line between them. 

Special types of relationships include: 

Extends - Adds steps to another use case 

Invokes - On use case causes another use case to happen 

Includes -Includes steps from one use case into another use case 

Precedes - One use case must occur before another use case 

uc Order Coffee 

Coffee Drinker 

Order Coffee Ihrougf^iY 
Website •..•iJj ainclude sprecedess 
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User Story 

Note: Additional information regarding user stories may be added at a later date. 

User stories (also called user scenarios) are a statement of an end user need. They are used in Agile 
development projects to describe system features from an end user perspective. They are often used as a 
simplified replacement to traditional requirements. User stories are simple statements that have three 
parts: 

1. Describe the end user. 
' 2. Describe the end user's goal. 

3. Describe the benefit the end user will gain when the goal is met. 

The general format for the user story is: 

As a <role>, I want <goal/desire> so that <benefit>. 

Example: As a Coffee Drinker I want to order a cup of coffee online so that I do not have to stand in line 
at the coffee shop. 
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Guideline to BPMN 

Overview 

Business Process Model and Notation (BPMN) is the standard for business process modeling that 
provides a graphical notation for specifying business processes in a Business Process Diagram (BPD) 
based on a flowcharting technique. 

To support consistency across VV Applications projects, this document will outline the Visio template and 
shapes that should be used when creating a BPD using BPMN. 

Additional guidance on Business Process Modeling may be provided in the future. 

Visio 

Cross-Functional Flowchart Template 

Utilize the built-in Visio template "Cross-Functional Flowchart". 

Home imtit Dctiqn D»t» Reiicn vien 

Mictosofl Vî io 

A -
B SwtAs 

tf open 

liit-.i 

Recent 

Choose a Template 

*• t 3 Home * Flowchart 

SOI Dugrdm Work Flow [>i4g»in 

Visio will create a new document that includes a couple of empty swim lanes by default. 

IHiaHli l i lBMiMiiHil l^^ 

r̂  

i 



^ ^ r^l J l ^p IT Applications Requirements Standards Guideline 

^ F t l N t K O Y f f l Business Process Model and Notation 

Shapes 

Make use of the two default categories of shapes provided with this template. 

Basic Flowchart Shapes 

ShapK < 

Mate Shapes • 

Quick Shapes 

Basic Flowchart Shapes (US u n i t ^ 

Cross-Functional Flowchart Shapes (US iHiits) 

Bask Flowchart Shapes (US units) 

I I Process " C ^ Decision 

jl 11 Subprocess C Z ) Start/End 

\ ^ - \ Document / / Data 

( 0 Database ( (External Data 

r "^ Custom 1 \ I Custom 2 

[ I Customs \ / Custom4 

O On-page f 1 Off-page 

reference \ / reference 

Cross-Functional Flowchart Shapes 

Shapes 

More Shapes 

Quick Shapes 

Basic Flowchart Shapes (US units) 

Cross-Functional Flowchart Shapes (US tm~rts]| 

Cross-Functional Flowchart Shapes (US... 

II ~1 Swtmlane Separatoi 

Swim lane Separator 

(vertical) (vertical) 
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Requirements Prioritization Guideline 

Overview 

This guideline outlines techniques that can be used to guide Functional and Technical SMEs and 

Approvers through the process of prioritizing requirements. Determining the priority of requirements can 

help you identify which requirements need to be analyzed further or implemented first. Prioritization 

helps to focus business analysis activities. It ensures that the analysis and implementation processes are 

focused on the most critical requirements. 

Weighting Requirements 

With any prioritization technique, it is good practice to combine several criteria to weight the 

requirements. This provides a structured framework for determining which requirement is more 

important than another. The criteria for weighting requirements is determined by the stakeholders 

involved and will depend on the project / organizational need. 

There are several criteria that can be used to weight requirements: 

Criteria 
Business Value 

Business or Technical 
Risk 

Implementation, 
Difficulty 

Likelihood of Success 

Regulatory or Policy 
Compliance 

Description 
Analyzes the cost of requirements in order to 
determine their value to the organization. 
The more valuable a requirement is, then the 
sooner its implementation should occur. 
Examines the risk that each requirement 
presents. Because there is always risk that 
requirements and projects might fail, this 
involves determining which requirements 
present the highest risk so that these can be 
implemented first. 
Involves prioritizing the requirements that 
are easiest to implement. 

Involves prioritizing requirements that are 
most likely, and almost certain to be 
successful quickly. 
Involves prioritizing requirements that are 
necessary in order to meet regulations and 
policy demand imposed on an organization. 

Usage 
This approach is most used when enhancing an 
existing solution that meets only minimal 
requirements or the solution is delivered 
incrementaliy. 
By implementing the riskiest requirements first, 
you can ensure that if problems are 
encountered, they occur before a considerable 
amount of investment has been made. 

Often used during the pilot of a new 
development process or tool and when 
generating a packaged solution. Helps to gain 
famiharity with a new tool, process, or 
packaged solution, while working with lower-
risk requirements. 
Often used during controversial projects or 
when early successes will help gain support for 
an initiative. 
When certain regulatory or policy requirements 
need to take precedence over other stakeholder 
and SME interests. 
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Relationship to Other 
Requirements 

Stakeholder 
Agreement 

Urgency 

Involves examining requirements to 
determine their value. While certain 
requirements might not be valuable at first 
glance, they might provide support for other 
more important requirements. 
Requires stakeholders and SMEs to 
determine and agree upon the value or 
usefulness of requirements. 
Concerned with the time sensitivity of a 
requirement. The sooner a requirement must 
be met, the higher its priority 

Identifies these requirements and determines 
whether their support value could make them 
suitable for early implementation. 

This is often achieved through a combination 
of one or more other approaches. 

Requirement Prioritization Tecliniques 

This section describes five different requirements prioritization techniques / approaches. The weight that 
a requirement has been assigned for each of the chosen criteria is useful in the prioritization process using 
these techniques. 

M o S C o W Analysis 

In MoSCoW Analysis, requirements are assigned to one of the following categories. This is one of the 
most popular and simplest prioritization techniques to use. 

> Must - Non-negotiable, essential to project success 

> Should - High priority but not absolutely essential to the success of a project. Often critical to 
the success but can be satisfied in other ways if need be. The project should try to deliver as 
many "should" requirements as possible. 

> Could - Desirable but not absolutely necessary because they don't affect overall project success. 
They are implemented only if they won't cause adverse effects and as long as resource constraints 
permit. 

> Won't - Those that Stakeholders and SMEs have agreed won't be implemented and could be 
considered for implementation at a future date 

T ime Boxing/Budgeting 

This approach is used to prioritize requirements when you've already decided on a solution approach and 
requirements that are to be investigated based on a fixed resource, such as time or money, which has 
already been allocated to a project 

> All In - Start with a list of all eligible requirements that have been given a duration and cost 
limit, then remove requirements one by one until you meet the project's calendar or budget limit 
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> AH Out - Start by adding the eligible requirements one by one and when the ones added reach 

the assigned calendar duration or budget cost, stop. 

> Selective - Start by identifying the requirements added to the calendar or budget that have the 
highest priority and then add and remove requirements according to priority, until you meet your 
specified calendar date or budget limit 

Voting 

Prioritizes requirements according to the number of votes they receive. The more votes, the higher its 
priority and the sooner it should be developed and implemented. 

• Requires the services of several participants who act as voters and each participant is assigned a 
specific number of votes, which they in turn distribute among the applicable requirements 
according to their level of importance or influence. 

• Votes that are allocated might be tokens or play money and each vote is representative of a fixed 
amount of resources. 

• Once voting is complete, the requirements with the most resources are developed and 
implemented first. 

Decision Analysis 

Helps to make an optimal decision by determining what the possible consequences of making a particular 
decision are. 

• Can be used to identify high-value requirements 
• Used during difficult, complex, and uncertain situations 

Risk Analysis 

Identifies and manages areas of uncertainty that might impact the project. Involves implementing the 
riskiest requirements first so that if the project fails, the investment amount is mitigated. 

• May use when a project is initiated by an organization that is concerned with the possibility of 
failure. 

• To use this approach, you should understand the organization risk tolerance levels, assess 
possible risks, and then identify responses. 
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Requirements Metrics Guideline 

Overview 

This guideline outlines the required and recommended metrics for requirements development and 
management. Ihis includes the metric purpose, calculation and visibility method, and examples of basic 
tracking mechanisms. 

Required Requirement Metrics 

Metric/KPI 

• Total** of 
Requirements 

• %of Requirements 
Approved By 
Business 

• ** of Requirement 
Related Defects 

Purpose 1 1 
Provides an indication of the completeness and 
quality of requirements prior to Commit gate 
review/approval and the transition from 
Analyze to Design phase. 

Provides an indication of the quality of 
requirements. Requirements defects examples 
include, but not limited to: 

1) Ambiguous, more than one interpretation 
2) Nol testable 
3} Too high level, more details needed 
4) Multiple requirements (in one) 
S) Conflicts w/ith another requirement 
6) Other issues discovered using the 

Requirements Peer Review Checklist 

Calculate/track 
Manual 

Manual or 
Quality Center 

Document Metr ic 
stage Gate Checklist 
Review at Commit Gate 

IT PMO Status Report 
(Additional Project Status 
Information section) 

Tracking Mechanism 

The following examples provide a potential method for capturing and reporting the required metrics defined above. 

Requirements Peer Reviews & Approvals 

Reporting 

Date 

mm/dd/yyyy 
mm/dd/yyyy 
mm/dd/yyyy 

Total n of 

Requirements 

500 
500 
500 

Commit Gate 
Peer Review 

V/N 
Yes 
Yes 
Yes 

Approved 1 
tt 

490 
495 
500 

% 
98% 
99% 
100% 

Requirements Defects 

Reporting 
Date 

mm/dd/yyyy 
mm/dd/yyyy 
mm/dd/yyyy 
mm/dd/yyyy 
mm/dd/yyyy 

** of Approved 
REQs 

500 
500 
500 
500 
500 

**of 
Requirements 
Defects 

30 
15 
10 
5 
0 

% of Approved 
Total - Open 

6% 
3% 
2% 
1% 
0% 

% of Approved Total 
• Closed 

0% 
3% 
4% 
5% 
6% 
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Recommended Requirement Metrics 

Metrics in this section are recommended, but are at the discretion of the Delivery Manager. 

Metric/KPI 

I 
• ** and % of 

Requirements Changed 
After Sign-Off / Commit 
Gate 
(Added, Deleted, 
Modified) 

>^Purpose 

- • ^ r * - " - . ' T - ^ - ' '-

r • • -

Provides an indication of 
frequency of change and 
stability of requirements and 
potential for changes that 
may impact scope, schedule. 
or cost. 

Method to 
^Calculate/Track 

Manual 
(Future implementation of an 

enterprise requirements tool 
may assist with being able to 
calculate/track this metric) 

Where/ How to 
DocumeniMetrK^^ 
ITPMOStatusReport 
(Additional Project Status 
Information section) 

Tracking iVIechanism 
How a project will track modified, added and deleted requirements is to be determined by the Project 
Manager and Lead Business Analyst and defmed in the Metrics section of the Requiremenis Approach. 

The following example provides a potential method for capturing and reporting the recommended metrics defined 
above. 

Requirements Approvals & Changes (After Sign-OfO 

Reporting 

Date 

mm/dd/yyyy 
mm/dd/yyyy 
mm/dd/yyyy 

Total # of 

Requirements 

500 
500 
500 

Commit Gate 
Peer Review 

Y/N 
Yes 
Yes 
Yes 

Approved 
n 

490 
495 
500 

% 
98% 
99% 
100% 

Post Commit Gate / Sign-off 
Modified 
** % 

Added 
tt % 

Deleted { 
** % 
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Requirements Traceability Guideline 

Overview 

This guideline outlines the best practices for establishing requirements traceability through the Solution 
Delivery Life Cycle (SDLC). including Analyze. Design. Build, and "fcst phases. Additionally it covers 
how to apply traceability in the currently utilized requirements tools and applications. 

Requirements Traceability Scope 

Requirements Traceability is sometimes thought of as linking requirements to test cases/scripts in Quality 
Center/IIP ALM (IIPQC) to ensure testing coverage of those requiremenis. However, that is only a piece 
of the entire traceability puzzle. The best practice is lo trace (or map/link) requirements throughout the 
entire SDLC. By following traceability throughout the SDLC. when a defect is discovered during testing 
it becomes an easy exercise to determine the full impact by back tracing to the Code Modules. Designs. 
Processes. User Scenarios/Use Cases, and Requirements. 

The following provides information on the types of tracing that could be implemented in each phase of 
the project lifecycle. 

Analyze Phase 

• High Level Requirements tracing to Detailed Requirements 

• Detailed Requirements tracing to User Scenarios/Use Cases 

• Detailed Requirements tracing to Business (and/or IT) Process 

• Detailed Requirement tracing lo RICEFW Inventory (Optional) 

Design Phase (Optional) 

• Detailed Requirement tracing to Functional Designs 

• Detailed Requirement tracing to Technical Designs 

Build Phase (Opt ional) 

• Detailed Requirement tracing to Code Module (or Component) 

Test ing Phase 

• Detailed Requirement tracing Product Test Scripts 
• Detailed Requirement tracing Performance Test Scripts 
• Detailed Requirement tracing User Acceptance Test (UAT) Scripts 
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Tool Guidelines for Traceability 

Provided below is additional guideline information on how to establish and maintain Requirements 

Traceability using the primary requirements tools currently used at Duke Energy. 

ITPIVIOPLIOI 

The most up-to-date version of the IT PMO PLIOI template includes dedicated sections for traceability. 

If you are using this tool for Requirements iVlanagement, complete each section indicated below during 

the appropriate phase in the SDl.C. This is the responsibility of the project's Lead Business Analyst or 

whomever the Project Manager assigns lo establish and maintain the Requirements Traceability. 

•Requffed Fields in Red i( 
upioaQing to EOC* 

Requirement Name 

Requrrement 1 
Re^lHemHnl? 
Reouftemenl 2 

Approval 

Approver 
Hame Approved 

1 

- I " " " ' l -

Analyie 
UseCase-Scenano 
Rel 

P» 

Bus 
Process Re( 

Traceability Matrix 

DesNTi 
renal Design Ret Tech Design Rel 

BmU 
Code Module Rel 

Test 1 
Product 
r es i Scripl 

Perlofrnance Test 
Script 

UAT Script 

HPQC/HP ALM (Qnality Center) 

If you are using the HPQC application for Requirements Management, the process of defining traceability 

is similar to that of the IT PMO PLIOI. However, it requires the Traceability Matrix fields (purple cells 

in the PLIOI spreadsheet image above) to be created as "User Defined Fields" within HPQC. fhis can 

only be achieved if the project has a dedicated HPQC Project set up for its use and an experienced HPQC 

Administrator familiar with adding and using User Defined Fields. In the absence of an experienced 

HPQC Business Analyst with these permissions, il is recommended to utilize the IT PMO PLIOI to 

maintain traceability. 

Traceabilitj ' to Test Cases 

Once test cases have been created in or uploaded to HPQC. work with Test Lead(s) and/or Testers to link 

each requirement to the appropriate Product Test Case. Performance Test Case, and UAT Script. 
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Traceability to Work Products 

There are two options to consider when using HP ALM for establishing Requirements Traceability to 
various work products. Ihcsc are explored in detail below. 

Requirement Traceahility Feature 

Traceability can be established by utilizing the Requirements Details view and the Traceability feature. 

1. Ensure Requirement Types for Use Case-Scenario. Business/IT Process. Design, and Code 
Module exist in HPQC. 

2. Create the inventory of Use Case-Scenarios, Business/IT Process. Functional Designs, Technical 
Designs, and Code Modules in HPQC. 

r Q Reqwrcmenia 

> L.j High Level Requirements 

• S L«o»cy Prosress (DEFrt)EP) 

* a Legacy Duke (OEOOEM) 

* 9 ^ ^ * Enterprise (All) 

Q Use Case-Scenarios 

l£lUs«Case1 

1- Q BusinessiTT Process 

fi Business Process 1 

FufKtional Desigrw 

0 FuTKtional Design 1 

w Q Technical Designs 

Technical Design 1 

* H I Code Modules 

• Code Module 1 

3. Use the Attachment feature in HPQC to link to the deliverable on SharePoint and/or upload the 
final approved document. 

^equirem«nts Edit View Favor kles Analys 

iS « . 

NoFMerDslinad 

t g i g a r N M M 

• \ ^ Roguireinerfts 

' ; . ; ' ^ ^ Leve* Heguiri 

• I f l Lsgacy Piogitat lOEF/DEP) 

' I f l Legaci- CMte IDEC'DEM) 

> I f l Duke Enterpnse (Oil) 

' B ^ * * Case-5c«n«rKM 

M- ^ H i • • • - I s 

r 

Business.!T Procei. 

I f l Functionsl 0*ii9fis 

fechnicsl Desigrts 

CodeModjM 

Delals R>ch Text AOachmenls LuiJud DelccB Requcemenl Traceatxli^ 

,URL(Ctr1*W] I 

QickAtarhnients, tJKl aivl 
fHita URI I ink lo DcKutrKKi 

c n S h a i e F t i n t / i N Q ' a i 
A l a d i h r a l Design 

DwTJitenl aJso 
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4. Click on a Requirement then select the Requirements Traceability tab. Select 'Add Requirement 
Fraceability -^ From Requirements Tree". 

^ , i^i * - # - j © 

Details Rich Text AttaclHnents 

Rdaticsishtps Impact Arvalysis 

(^dd ReQijirerner'iTtaceaCYlit* M 1 

. ^ Rcqiarerrwnt T r s c e ^ l i t y Test Coverage 

O K ' i « 
IL coitvertef applicaCion's code accomodates FCS versic«i 3 0 X5D ([ 

Trace Coinmenl 

Requiremenis Edit View Favorites Anftlysis 

•&, J X o Y-|cs ifl «.; ^ | S ' 
Ho Filtec [M ined 

I l l M t e 

• Q Requirements 

t ; '; High Le^'sl Reai»'ement5 

- S Legacy Progress (DEF/DEP) 

- ; j ^ ^ i c a t i o r RequirefnaitB 

i XML convertra ajsjlication's cod ;^ I 

i ^ XMLccwverter applications cod ^ 

O TheFCSdsconnectfunctionalit 

4Ur The FCS disconnect functionalil 

O FCS sypportitig databases shall 

Q FCS Application ser>'ers will be 

• 0 Mo*ty DEP and DEF ESP Jobs 

O Remove legacy Progress OAK c 

O Remove legacy Progress OAK t Trace To (Reauiremenls affected by <XML converter ent icat ions coSe accomodates FCS version 3.0 X5D (D[ 

0 CSS Billing shall not be inv)acte Req; Name Trace Comment 

^ Handheld files (HHFIintegtatior • 

5. Select the applicable work products from the Requiremenis Tree and click the green arrow to Add 
Traceability. 

Details Rich Text flltarfiments 

Relabonships Impact Ar t^ys ia 

Linked Defects • ReqiHremcn! TraceabiNty Test Coverage Business Models bnkage Risk Assessr 

^ AddRequtrementTraceabi l i ty • K' ' 
Trace From IReqij irenients that affect <XML converter af^J'calion's code accomodates FCS version 3.0 

Req : Mame Trace C o m m e n t 

Trace To (Requirements affected by <3WL converter application's code accomodates FCS vefs ion 3 0 X ¥ 

Req : Name ^ . ^ ^ ^ Trace C o m m e n t 

Busiriess Process 1 

Functional Design 1 

I Technical Design 1 

! Code Module 1 

Requtiemerrts Tree 

• \ ^ - O «i. Y • « 
* L.J High Level Requirements 

• I S Legacy Progress (DEF/DEP) 

* M Legacy DtAe (DEC/DEM) 

* B CMte Ernerprise (Al l ! 

• 9 Use Case-Scenarios 

Busirwss.lT FVocess 

B Business Process 1 

Functional Designs 

S Functionai Design 1 

' ^ j Tec-hnical Designs 

% Technical Design 1 

Code Modules 

• CodsModutel 

U.ser Defined Fields <S IT PMO PLIOI View 

Traceability can be established by utilizing User Defmed Fields for Fit/Gap Analysis and Traceability and 
buildin^an IT PMO PLIOI View. 
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Note: Utilizing Ihe "Customize " option fo add User Defined Fields requires appropriate permissions in 

HPQC Project. The TDAdmin role provides full rights lo add/modify/delete. 

1. Select Customize 

V I User c6e35^ r O "̂  < O I togout 

Business Modds Linkage Risk / 

Spelling and Grammar * i 

n n n i m B n l l ^enara tn i ! 

2. Add the User Defined Fields needed as defined in the IT PMO PLIOI Fit/Gap and Traceability 

Matrix 

ITPfVIOPLlOl Traceabil i ty fVlatrix 

'Required fields m Red rf A|)provil 

uploading to EOC' 

.Harne 

1 

Hequiiementi 
Requiiemenl 2 . ' i i w o n ^ i ^ w ^ ^ 

Date 

Awifovea 

h 

mm 

Analyze 
ijse Case-Scenario' 

Rel 

. 
¥ Requirements 1 

Bus 
Process Rel 

Traceabiifty Hainx 

Design 

Fcnai Design Ret Tech Design Ret 

Biiiia 

Code Module Rel 

Test 

Product 
Tesl Script 

Perlofrnance Test 
Script 

UAT Scrip! 

^-^ User FVoperaes 

^ Project Users 

Groups 01x1 Pemnssions 

MocMe Access 

Eneties 

irement Types 

•k-Based Quality' Mar^Qcmcnt 

creel Lists 

Autotnsil 

^ Alert Ri ie t 

^ ^ Wtaklow 

13 Prt^ecl Report TeniDlales 

O Business Proces5 Tesl 

[ | Business Vlev^ 

H Sprinle) 

Pfcjecf Ertfities 

IS ,̂-e o - K 

B Rdease Foldei 

0 } Requirement 

• B l System Fieldi 

- g g U s e i F t d d s 

1 ^ Application 

' v C'BP'tr/e' Name 

^ Business-IT FVocess Ref 

^ Change Requsl ID 

^ Code Module Reft 

^ Comi^eKit)-

1 ^ Date Approved 

t ^ DiAe or Vendor 

^ Fcnal Ol Tech 

^ Frt/Gap 

^ FifGap Conments 

G5 FiHictional Design Ret 

(5* Gap Resolution Type 

• ^ Legal Of Reg 

^ Nuclear SOA 

( ^ Projecl 

^ Ro jec t Dejivery or Support 

E^ Region 

E^ Resohjtign Assigned To 

^ Resoiudon ConSrmed 

^ Resolution Description 

C? RICEP//Reference 

^ Sou'ce 

^ Status 

^ Subject Area 

t ^ Technical D e s i ^ Rel 

^ Use Case-Scenario Ref 

^ Vat idakm Mejhod 

3. Build an IT PMO PLIOI view in HPQC and complete the Fit/Gap Analysis and Traceability 

Matrix (user defined) fields 
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Vie^ t ^^yao rites Analysis 

w' Indicator Co l iJTT^ ' 

1 / Informfttion Pand 

R t q u ' x n e n t s EOil V> SHect C o k i n v a 

Y Fi l ter/Sort 

Q Refresh All F5 

Hjj Select Columns. 

Requ t remen^ 

Reguirer^^Eeta>Is 

cy Requirements Grid 

CoverageAnalysis 

Traceability Matrcc 

^ m 

HKle R isJ i -6Bed Ouahty 

5 e * « l C d 

CUSTO Charge R e « » j t ID 

T i » f « n , CompleKiy 

C m t f m T B W 

l > c c l Cover a * B 

Modfiod 

OM TwK bbsdete) 

T r a M M ^ O w w 

noduc t 

RBQM b u v K B crtKdKy 

RBQM cuaorn b u s n e u n t i c d t v 

RBQM cugUn f a k n probfMey 

RBQM cuftom FtrK«cnal Oxiv lBnty 

flBQM o B t m i Rak 

RBQM OMtom I M I n g h s n 

R B Q M c u b n t e i l i i g l e v d 

n e O M D r i a r f l M A r B ^ M 

DeSCIIptKKI MMlKl ^ 

R e g O 

Mane 

U h o r 

D o o M n n 

F o i a o f Ted l 

Requiemorl T ^ M 

S u t f K t A r e a 

B u v w n Pnonty 

SoufT:* 

L e g d o R e s 

[ > a U o n D « a 

T » B C l R ( t o « e 

S u t m 

Ojnwneris 

n a g a i 

N u d e w S Q A 

4. Save the IT PMO PLIOI View in Favorites 

Favor i tes ^ ^ a l y s i s 

* i ^ Organize Favori tes 

t > 1 private IT PMO PLIOI View 

5. For each Requirement, complete the Fit/Gap Analysis using the appropriate fields 
Gap RFSohirtan Tfpc RraoitftKtn Dncnpuon OtvskMon CftnUmcd Resolution A•m^ivQ I D Dulv OJ VCTHJOI ApptDwrt Hwvtc Oatc A p p f o m l 

6. For each Requirement, complete the Traceability using the appropriate fields 

Use Case Scenario Ref Business/IT Process Rel Functional Design Ref Technical Design Ref Code Mod j le Ref 
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Requirements Review & Sign-off Guideline 

Overview 

The Review and Sign-off Guideline provides best practice guidance on how to achieve a formal review 
and sign-off on the requirements. These guidelines apply lo all requirements, including but not limited to 
functional and non-functional requirements. 

Roles & Responsibilities 

In general, most Project Leads should be involved in the development, review, and approval of 
Requirements. The project's Lead Business Analyst is responsible for leading and driving the Review 
and Signoff process. Business and Tf Sponsors arc optional and at their discretion. 

Requirements Approver(s) should be identified in the Project Charter and Requirements Approach and be 
responsible for reviewing and approving the requirements. Lnsure each requirement has al leasl I 
assigned Approver (in the requirements tool/application) and any additional resources needed for review 
are allocated and available. Depending on the size and complexity of the projecl you may have one or 
more Reviewers and/or Approvers. 

Requirements Peer Review 

Conducting a Peer Review validates that the requirements are complete, consistent, organized logically, 
and arc clear to any reader. Prior to review and sign-off of requirements, a Peer Review of the 
requirements should be executed using the Requirements Peer Review Checklist. The 'Peer 
Reviewers' are assigned by the Project Manager(s) and Business Analyst(s) and are typically members of 
the core team. Ideally they are experienced BAs or Tech Leads. 

In addition, the Business Analyst should ensure that IT stakeholders, including the IT Project Manager, 
have reviewed the requirements prior to review and sign-off. 

Peer Review Approach 

The approach to executing Peer Revicw(s) should be deilncd in the Requirements Approach document for 
the project. 

Consider the scope and timing of conducting Requirements Peer Reviews. Il may make sense to set the 
timing and approach of Peer Reviews similarly lo thai of the Approver/SMK Sign-off Reviews. See the 
Sign-off Review Section. 
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Requirements Defects 

If the project opts to log defects for requirements in the Analyze Phase as part of the Peer Review process, 

the Lead Business Analyst should resolve and close the requirements defecl(s) before the final set of 

Approved. Commit Gale read\ requirements are considered complete. 

Sign-Off Review 

The approach to executing Sign-Off Review(s) and obtaining sign-off should be defmed in the 

Requirements Approach document for the project. 

Consider how requirements should be communicated / reviewed for the sake of getting meaningful, 

targeted feedback that vvill make your projects more successful. 

R e v i e w M e t h o d s 

1. Formal Workshop (in-pcrson or video conference) 

2. Formal Conference Call with Screen Share 

3. Informal Email Notification and Independently Reviewed 

A u d i e n c e C o n s i d e r a t i o n s 

One or more of the below may apply based on project needs. 

• Create high-level documents, even slide decks for engaging presentations, for executive-level 

stakeholders 

• Consider one-on-one meetings for important stakeholders at a higher-level that don't want / need 

the details. 

• Make use of visuals such as Use Case Diagrams to talk through comple.x processes and 

Wireframes to simulate new software experiences. 

• Compartmentalize the details that are important to each individual or functional group. Review 

separately- unless their concerns overlap and there is a need to facilitate collaboration. 

Review Content 

For reviewing detailed requirements, considering the following options: 

• Segment requirements into categories for review & sign-off. Prepare the chosen requirements 

tool/fipplication for review of each speciHc category of requirements. Categories may include by 

Application, by Funclion, by Process, b\ Owner, by Requirement Type, etc. 

This approach is recommended for large projects. 

• Prepare the requirements tool/application for review of requirements and perform review of all 

requirements at the same time. 

This approach is recommended for small projects. 
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Review Timing 

Consider the timing for when to conduct Review & Sign-Off. For example: 

• When all requirements are complete 

• Iterative, as each grouping of requirements is considered complete 

Sign-Off 

Electronic documentation of sign-off is required. 

Email / Electronic 

1. Send requirements via email to those responsible for sign-off, requesting sign-off documentation 
a. Ensure that you allow adequate time for them to respond. 
b. Place the deadline date in the subject line. 
c. Place a reminder for a specific number of days prior to the deadline. 

2. Save approval emails lo the appropriate SharePoint repository. 

Final Steps 

Once review and sign-off has been completed, remember to update the status of the requirements in the 
appropriate tool/application to 'Approved". 
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Guideline for Managing Changes to 
Requirements 

Overview 

This guideline outlines the recommended process for managing changes to requirements after sign-off 
and the Commit Gate. All requirements changes should be assessed for impact and handled appropriately 
based on their level of impact. 

Requirements Change: A change to an existing requirement, the removal of an existing requirement or 
the addition of a new requirement. The term "change" in this guideline refers to any of these types of 
requirements changes. 

Assess Impact to Project Constraints 

The Business Analyst should collaborate with the Project Manager and other appropriate resources to 
assess project impacts as it relates to requirements changes. Project Managers are ultimately responsible 
for ensuring that impacts to project scope, schedule, or cost are assessed and handled appropriately and 
for submitting any necessary Change Requests following the 11 PMO Change Request Ciuidelines. 

For significant changes, some Business Analysts use the Requirements Change Control Summar\ to 
describe the change and estimated impact to all work streams (Design, Testing, Process, Deployment, 
Training. Change Mgmt, etc.). 

Managing Requirements Changes 

Below are some recommended steps for managing changes to requirements after sign-ofT/ Commit Gate. 
Follow these steps to ensure all changes are tracked and commimicated to the team: 

1. Make the requirement change in the Requirements Tool / Template and log a comment as to the 
reason for the change. Include CR# if appropriate (PM can provide CR#). 

2. If tracking # and % of Requirements Ihal have Changed After Sign-Off. then log the data as 
needed to repon the metric. 

3. Communicate the change via email to all project resources. 

4. Ensure the change is accounted for in the testing tool by working with the Tesl Lead(s) and/or 
Festers (whoever is responsible for ensuring testing coverage and traceability). 
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5. Ensure the change is accounted for in any relevant Design Documents by working with the 
Technical Lead(s) and/or Designers and Developers. 

6. Ensure the change is accounted for in any Process Models and/or Standard Operating Procedures 
(SOPs) by working with the resource(s) responsible for creating and maintaining Business and IT 
Process Models/Maps). 

7. Ensure the change is accounted for in the Organizational Change Management Plan (if 
applicable) by working w ilh the Change Management Lead. 
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<Project Name> 

Requirements Approach 

This deliverable should be completed during the early part of the Plan phase. The purpose is to provide planning 
for the project's Requiremenis Management Lifecycle including, but not limited to. requirements development, 
review and signoff managing changes, and final transition lo production support. The project's Lead Business 
Analyst is responsible for creating this document and the Project Manager is responsible for review and approval. 

Table of Contents 

1 Requirements Approach Overview 2 
I. I Requiremenis Deliverables Scope 2 
1.2 Requirements Organization 3 

2 Requirements Development 4 
3 Requircmenls Resources 4 

3.1 Requirements Resources, Roles and Responsibilities 5 
3.2 Requirements Training 5 

4 Requirements Planning 5 
4.1 Requirements Workstream Planning Worksheet 5 

5 Requirements Peer & Owners Reviews 6 
6 Requirements Metrics 6 
7 Requirements Change Management 7 
8 Requirements Transition to Service Introduction & Production Support 7 
9 Revision History 7 
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1 REQUIREMENTS APPROACH OVERVIEW 

[Briefly describe the project's overall scope and how the requirements workstream will achieve 

{project goals. 

- 1 ^ 

1.1 Requirements Dcliverahles Scope 

Clearly identify the in-scope and out of scope activities for this project's requirements workstream 

and define dependencies on any other project and/or Operations resources and assigned activities. 

Are there iterative components of the project, strictly waterfall, or a hybrid delivery? 

Requirements Deliverables Scope 

Instructions: 

in collaboration with Business/Technical SMEs, Technical Lcatl. and Project Manager: 

1. Perform ajialysis to determine and indicate which deliverables / requirements management activities will be in scope for 
the projecl. 

2. Determine which Tool / Template / Mechani.-;m will be used to deliver each item. Suggestions are provided. 
3. Append additional items lo (his list as needed. 

rn 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

II 

12 

13 

14 

Deliverable / Activity Descri|ition 

I ligh-I,e\el Ucquireriienls 

Plan Schetiule (including linie/rcsource e.slimiitcs) 

I 'ser ScenariosT'se ["ases'Tscr Stories 

C'urreni C'apabililies Assessment 

liusincss/rr Process Design 

Detailed Requirements 

]-it.(i:ip AnaKsis 

1 r;iceabilit\ to L'ser Scenario. L'se Case 

i riiceabilil) lo liusiness/l I }'rt)cess 

1 riiceabilit) lo Punctional Designs 

rriiceabilil) lo Technical Designs 

Iraceabilil) lo Code Module^ 

IraccabilitN' lo Test Scripts 

()lhers as delermined b\ Lead \ \ \ and PM 

In Scope? 

Ve.s No 

Yes / No 

Yes No 

Yes/No 

Yes No 

Yes ' No 

'I'cs . No 

Yes No 

Yes / No 

Yes No 

Yes / No 

>'es • No 

Yes/No 

'I'es No 

loul / Template / Mechanism 
for Delivery 

(Sugeestions in parentheses) 

(/n>\iI'l.ioi. Ki. iii'oci 

ilixccl. MS Projecl) 

(!I!).\I,IP23.V 

(!n)MSPII44j 

i!ri).\l liPSIOl 

(irn.Mruoi. p.\. iipoci 

(rn).\i.iP2!. E.\. iipoci 

<nn\iPLini. E.\. IIPOCI 

(ITDM Pi nil. /•;.i, iiroc) 

iPI'DM PLKll. Iii. l/POCi 

(rrn.\!PLIOI. i-:.i. iipoc: 

IPI'D.M PLIOI. /:.(. HPOCi 

(/IP(JO 

ri'o hi' clejiiiftl hy li.i PMi 
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1.2 Requirements Organization 

Define the requirements organization approach and how they will be managed in the PLIOf 
HPQC. or EA. Define the requirements types that will be addressed by the requirements 
workstream. Requirement types can include High-level, Functional, Application, Reporting, 
Data/Interface, Quality, and a variety of Non-Functional types. Will a folder hierarchy be utilized 
in EA or HPQC? Will a specific numbering scheme be used in the IT PMO PLIOJ? 

Below are 2 examples of how requirements might be organized in a folder hierarchy type of organization 
using EA or HPQC. The first is Process and User Scenario/Use Case centric. The second is Application and 
Function centric. These do not include the Non-Functional Requirements which are typically organized by 
Function/Topic. 

Work Product 

User ScenarioA^Case 

Business, Punctortai, DetaM Requiremeais 

AppDev Question it Answers 

VAy 

I 1 B i a i n u i R n o t B : l l « i | r U t a r S o M K » U > t C a i s R«qu fs i«« , | 
I ' ruiroK>r..A9picKor.andoVwfkeyd9Bcspbf»JinR^ii«rr«neU3^Tool. 
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OmylAppio^Dnof 
potenial^ many nan 

etMMi>aKl soiuion 

Work Product 

User Soaiahc^Use Case 

Susness, Pwtcunfi, D a ^ d Requirements 

AppDevQueation it Answers 

Mho 

VMKK. VAas 

Vitny 

Mien 

I 

Since Non-Functional Requirements cannot typically be organized into a sequential, process and user 
scenario based organizational structure, it is recommended to organize by Function/Topic. See below for 
Non-Functional Requirements guidance and considerations. 

Non-Functional Requirements Checklist 

2 REQUIREMENTS DEVELOPMENT 

• Describe the requirements elicitation techniques that will be utilized to develop requirements for the 
: project. Will there be processes, use scenario.'i/use cases, and/or requirements workshops? Do 
•: requirements already exist from historical projects and can those be leveraged? Is this a 

vendor/packaged solution and are there release notes from which to develop requirements? Does 

3̂  REQUIREMENTS RESOURCES 

\ Define the resources needed for the requirements workstream and identify their role^ 
'• responsibilities. If training is required, identify what training is required and which resources 
I require it. 
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3.1 Requirements Resources, Roles and Responsibilitie.s 

List roles and responsibilities for each resource required to complete the requirements activities outlined in 
the Requirement Planning Worksheet. 

3.2 Requirements Training 

List any training that may be required for resources involved in the requirements workstream activities {i.e. 
EA, HPQC. PLIOI training). 

4 REQUIREMENTS PLANNING 

Define the detailed activities, estimated work effort, and responsible or assigned resources needed to 
complete all the requirements development activities. 

4.1 Requirements Workstream Planning Worksheet 

Below is a sample of activities that can be used for requirements planning and estimation: 

«Pro jec t N a m e » 
Requirements Workstream Planning Worksheet 

i 
Instructions: i 

1. in collaboration with Business/Technical SMlis. 'i'echnical Lead, and Project Manager, perform analysis to determine which of 
the below activities are needed for the project ' 

2. Work with PM to llll oul the "Hslimaied Time Ibr Activity" column in cither duration or actual elTorl and determine i f all 
activities below or only milestones oi lhe below activities will be included in the Project Manager's master schedule • 

3. r i l l out the "Other Resources Required"' column. This will help the i'M better estimate the true requirements elfoil as well as 
provide for resource planning ofany working sessions for development, reviews, and/or signotT. 

4. Create and add requirements workstream milestones as needed lor a more high level tracking and reporting mechanism 

ID 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

Activity Description 

Project Setup in Requirements Management 
tool/application 

Perform Current Capabilities Assessment 

Plan and Schedule Requirements Sessions 

Facilitate Requirements Sessions 

Document current Business/IT Processes 

Document future Business/IT Processes 

Develop and document High Level 
Requirements in tool/application 
Document Detailed Requirements in 
Requirements tool/application 
Develop and document user scenarios/use 
cases and trace to Detailed Requirements 
Establish traceability from High Level to 
Detailed REQs to User Scenario/Use Cases, to 
Functional + Technical Designs, + Code 
Modules 

Schedule Requirements review/ with IT & 
Business 

Responsible 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

BA/RA Or Process 
Designer 

BA/RA Or Process 
Designer 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

Estimate Time 
for Activity 

Project WBS 

Analysis 

Analysis 

Analysis 

Analysis 

Analysis 

Analysis 

Analysis 

Analysis 

Analysis 

Analysis/ 
Design/ Build 

Analysis 

Other Resources 
Required 
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12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

Peer review of Requirements 

Review Requirements wi th IT and Business 

Modify Requirements (could be several 

iterations) 

Obtain signoff of Requirements 

Acquire Vendor documents (if applicable) 

Create Requirements Traceability Matr ix 

(RTM) and noti fy Test Analyst (TA) 

After TA has finished linking requirements to 

test scripts, create and review final RTM 

Modi fy Requirements through 

design/bui ld/ test ing phases 

*only if approved via change management 

process 

Assist in Defect Triage to ensure in scope 

Ensure requirements are finalized and 

documented 

Ensure RTM is finalized and documented 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

BA/RA 

0 

0 

Analysis 

Analysis 

Analysis 

Analysis 

Analysis 

Analysis & 

Design 

Bu i ld /Tes t 

Test 

Test 

Test 

Test 

Total Hours 

No. Days 

5 REQUIREMENTS PEER & OWNERS REVIEWS 

Define how the project will plan and execute Requirements Peer Reviews and Requirements 
Owners/Approver Review.s. Will they be performed iteratively by a defined requirements grouping 
as they are completed? Will they be performed after all requirements groupings are considered 

• complete? 

Before the Commit Gate, il is critical to include time in the Analyze plan/schedule to account for any 
:chan^es followingJinal Approver reviews. _ 

Best practice guidance on how to achieve a formal review and sign-off on requirements is provided in the 
Requirements Review & SJgn-off Guideline, located on the If PMO SharePoinl site. 

6 REQUIREMENTS METRICS 

; Define how the project will log and track requirements metrics. Specify any recommended or 
desired metrics that will he included in addition to the required metrics. 

Explain how requirement related defects will be resolved and in which phases of the delivery 
lifecycle (Analyze. Design, Build. Test) they will be tracked. The recommendation is to track defects 

l̂ on requiremenis after tliey are considered complete, as depned bv the project. 

Required and recommended requirements luelrics arc outlined in the Requirements Metrics Guideline, 
available on the IT PMO SharePoint site. 
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7 REQUIREMENTS CHANGE MANAGEMENT 

: Describe how requirements changes (modifications, additions and deletions) will be managed. 

The Guideline For Managing Changes To Requirements is available on the IT PMO SharePoint site. 

8 REQUIREMENTS TRANSITION TO SERVICE INTRODUCTION & 
PRODUCTION SUPPORT 

Define how the project will transition approved and successfully tested requirements to Service 
Introduction and Production Support to ensure long term storage of the solution's requirements. 
This is a critical activity to ensure requirements are available for projects reuse. 

9 REVISION HISTORY 

Date 

<Date> 

Version 

<Version #> 

Description 

<Descriptlon> 
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Exhibit IT15 

IT Applications Requirements Standards 

Non-Functional Requirements Checklist 

Non-Functional Requirements Checklist 
The purpose of this checklist is to serve as a thought generator around the types of items that should be 

considered when identifying and documenting non-functional requirements. The list can serve as a 

reference during the requirements gathering process. This list is not all inclusive. 

Solution Architects are available to assist projects in working through the non-functional requirements. 

m 

D 

D 

Category 

Auditability 

Availability 

The time when the application 
must be available for use. 

Required system availability is used 
in determining v/hen maintenance 
may be performed. 

Items to Consider 

Functions that need to be tracked and analyzed retroactively 

Need to audit/track additional financial and/or other functional 
activities to maintain operational integrity? 

What information needs to be tracked? How will it be tracked? 

Data audits: Is there a need to track the value before and after 
changes? Is there a need for a timestamp for the changes? 

Retention period for audit trails/logs 

Archiving/restoration strategy for audit trails/logs 

Desired 'up time' during which the system and data are available 
for use 

Degree to which a system or component is operational and 
accessible when required for use 

Does the application/database or process feed critical processes, 
databases, or applications that must be active due to regulatory or 
revenue impacts? 

What tier does the system need to conform to? 
• Input from the Business Continuity Plan (BCP) should be 

considered 
• Do the availability-related requirements support the BCP? 

What downtime is required to service the system (health, 
maintenance, deployments)? 

Time zone{s), hours of operations, user locations, SLAs 
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IT Applications Requirements Standards 

Non-Functional Requirements Checklist 

n 

n 

D 

Backup and Recovery 

The process of copying and 
archiving information so that it 
may be used to restore the original 
data after an event that causes 
loss. 

Applicable to data, database data, 
files, reports, source code, 
configuration files, etc. 

Business Continuity Plan 

Data Conversion and/or Migration 

Process of moving data from one 
environment or system to another, 
including possible changes to align 
with data definition and structure 
in the destination. 

Frequency of performing backups of the information 

Number of backups to maintain 

Where backup copies of the system and data held within it will be 
stored. 

Typical business scenarios requiring recovery of solution to a 
previous state. For example: 

• Undo a periodic data upload , 
• Undo integration that is incomplete or contains bad data 
• Resynchronize data integrations with recovery 

Requirements on the time to recover data or configuration to 
restore the solution to a previous state. 

Discuss plans to have a Continuity of Operations Plan (COOP) and 
procedures for the system 

Is a Business Continuity Plan required? 

Does an existing Business Continuity Plan require updates? 

Does data need to be migrated to another system? How will the 
data be migrated from the source to target environment? 

Documentation, logs, etc. needed to validate the data was 
migrated successfully 

Checks to be done or put in place to verify that the application is 
accessing the new information target and not the old 

Storage capacity (current and growth) needed for migration or 
conversion of the data 

Security changes needed to support access to the migration or 
conversion data 

How much of the existing data should be migrated? All? 
• Identify data elements to be migrated and disposition of 

non-migrated data elements 

Data retention requirements for any data not being migrated 

Disposition plan for data not migrated 
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IT Applications Requirements Standards 

Non-Functional Requirements Checklist 

D Data Retention & Archival 

The length of time that various 
data will be retained in the system. 

How long the data should be retained 

Legal, regulatory and other policies that govern length of time 
data should be retained 

Are the data/documents covered by Duke Retention Rule? 
• Consult Records & Information Management Compliance 

group 

What data elements need to be retained - all or a subset? 

Level of detail (summary or detailed) 

Contractual or licensing considerations with creating archival of 
data 

Upstream / downstream systems / business processes impacted 
by archive 

Would retention requirements for other business processes 
prevent archival of data? 

Consider future archival requirements during current project to 
ensure all future archival and retention needs can be met 

Develop a strategy for future archival and purge 

What should be purged vs what should be archived 

How will archived data be accessed? i.e. ad hoc query access, 
through the application, another tool, etc. 

Requirements to use the application to access the retained and 
archived data 

Can the data be extracted from the active data source and put in a 
data warehouse or other data format and still meet requirements? 

Read/write access to archived data, or read access only? 

Is there a need for the ability to restore production system and/or 
recreate transactions? 

Identify schedule for routine purging of data from the system 
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Non-Functional Requirements Checklist 

D 

n 

D 

Disaster Recovery/ Recoverability 

The ability to restore function and 
data in the event of a disaster, 
either natural or man-made. 
Ensures that if any kind of system 
failure occurs, regardless of the 
reason, the system will operate 
with minimal interruption. 

Error & Exception Processing 

Flexibility 

How long will operational data be stored in the transactional 
database? 

Are there any archival requirements? 

How will non-production data be sourced? 

If the system produces files (logs, errors, etc.) what is their 
lifecycle and maintenance plan? 

Is a Disaster Recovery Plan required? 

Does an existing Disaster Recovery Plan require updates? 

Requirements on time the system takes to recover from a disaster 
or system failure 

Consider Recovery Point Objective identified in hours or days by 
the Business 

Interfacing applications and data integrations to be recovered or 
resynchronized, or other impacts 

How will the system report errors? 

Which exceptions are anticipated and should be considered for 
design? 

Define conditions that will cause an error/warning to a user. 

Which systems/processing exceptions should trigger notification 
of errors? 

Are there any specific requirements for storing of error files or log 
files? Will they be used for trending or reporting on another 
system/server? 

How will error conditions be logged? 

System monitoring tools, help desk procedures, business process 
to handle exceptions and errors, etc. 

Will system features specified in requirements change over time? 

Types of things needed to be more flexible in system 
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Non-Functional Requirements Checklist 

D 

D 

D 

Hardware/Software Environment 

Information Integration 

Licensing 

The contract between the vendor 
and Duke, establishing Duke's right 
to use the software. 

Configurability - defines ways that users can customize the system 
to allow for flexibility. 

With flexibility comes complexity. This complexity must be 
adequately documented to reduce support costs and development 
ramp uptime. 

Devices to be used (laptop, desktop, etc.) 

Special considerations for challenging lighting environments, 
temperature variation, other environmental factors 

Platforms? 

Portability - the ability to use the same software in different 
environments/different platforms. Ex. The software must run on 
any Windows XP or higher operating system. 

Does information need to be validated against other internal or 
external information sources? 

Does information come from other definitive sources (systems of 
record)? 

Does information collected need to flow to other information 
targets such as other applications or business processes? 

Does information transferred to or from the system need receipt 
and acceptance verification? 

Any impact to user licenses caused by change in user base 

Changes in infrastructure processing needs 

Available licenses for all software needed to implement the 
application including application software and middleware 

Larger capacity server required? May have impact to available 
software licenses 

Types of licenses needed such as enterprise software, hosting 
software, infrastructure, monitoring agents licenses, individually 
purchased licenses (shrink wrap software), etc. 
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Non-Functional Requirements Checklist 

n 

n 

Monitoring 

Process for observing, detecting 
abnormalities, and recording the 
system's operations in a controlled 
manner. 

Mobility 

What critical events of the business process should be monitored? 

How does the system need to be monitored systematically? 

Are there alerts/notifications that need to be generated if certain 
thresholds are reached? (For example: concurrent users, number 
of messages in a queue, queue activity, stopped services, etc.) 

Are there specific instrumentation requirements needed for the 
servers? 

Are there interfaces that are passing data between systems that 
needs to be monitored? 

Sample components to monitor: Application, System, Database, 
Queue 

Specific monitoring tools to be used? 

How will users access the system from their mobile device 
(Application or URL)? 

Form of mobile device envisioned: rugged laptop, tablet, mobile 
phone, other. 

Access to the solution in a connected (logged onto the Duke 
network) vs. disconnected (not logged onto the Duke network) 
state? Both? 

• Need to cache application data for use when disconnected 
or intermittently connected to network? 

Need for remotely located workers? 
• Will mobile capability need to be available outside and 

exposed to weather? 

Mobile capability to collect or display data 
• Identification of (internal or external) data sources 
• Information timelines for remote worker-wireless real 

time connection, information downloaded while 
connected to network, etc. 

• Synchronization of data collection with centralized data 
repository 

• Need to take electronic readings 

Is information on mobile device company sensitive or proprietary 
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D 

n 

Network Communications 

Performance 

The amoufit of work accomplished 
by the system. Can be related to 
time, throughput, capacity, 
concurrency, etc. 

requiring data encryption? 

Need to simplify application displays for use on mobile devices? 

Mobile GPS/GIS needs? 
• Need for GPS capabilities / location? 
• Need to display geospatial information? 
• Is external mobile access needed? 
• Is there a need for Airwatch integration? 

Will application run on its own subnet, or sequestered from other 
mainstream network traffic? 

Issues regarding network redundancy 

Externa! connectivity requirements 

Are users geographically dispersed, with varying levels of 
connectivity? 

Any requirements for non-standard/unconventional network 
connectivity? 

Time - how quickly the system will complete actions. 
• Response times 

o Time to complete specific processes based on 
business requirements, speed of operation 

o Ex. Application loading, screen open and refresh 
times 

• Processing times 
o Functions, calculations, imports/exports 

• Query and Reporting times 
o Initial loads and subsequent loads 

Throughput - ability of system to execute a given number of 
business or solution-related processes within a given unit of time. 

• How many transactions per hour/day does the system 
need to handle? 

Utilization / Capacity - the expected volume that the system must 
handle. 

• Transactional volume 
• Static volume 

o Number of business system users by type 
o Number of different user locations 



^ DUKE 
ENERGY 

IT Applications Requirements Standards 
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o Number of customers, etc. 
• Storm volume 
• Current volume vs. Projected growth 
• Maximum acceptable loading thresholds 
• Utilization thresholds when supporting the workload 

Concurrency - the simultaneous usage of the system. 
• How many users will the system need to handle? 
• Concurrent users vs active users? 
• What is the total number of concurrent sessions that can 

be opened by a single user? 

Storage -how much data does the system need to store? 

Are there any bandwidth/networking requirements? 

What Service Level Agreements (SLAs) does the system need to 
adhere to? 

• Login time? 
• Specific business transaction times? 
• Specific transaction throughput? 
• Loading and utilization thresholds? 
• Batch processing targets? 

D Redundancy and Failover Criticality of the component or solution - is it mission critical? 

Which components need to continue operation in cases of 
hardware/software failure to support business functions? 

If one server goes down, how many backup servers do you have? 

Acceptable period of downtime that system/component can 
experience while failing over? 

Is there some loss of functionality acceptable in a failed over 
environment? 

Is some degradation of quality attributes acceptable in a failed 
over environment? 

What degradation would be acceptable? 
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Non-Functional Requirements Checklist 

n RtHiability 

D 

Deals with the continuous 
a\/ailability of the product to users 
and the ability for the system to 
perform as required over time. 
States what availability is 
necessary and desirable. 

Reporting 

Consider: 
• Complete or partial loss of the ability to perform a 

mission-critical function 
• Loss or corruption of data 
• Loss of user productivity 

Time between failures - what is the acceptable threshold for 
down time? 

Time to recover - if broken, how much time is available to get the 
system back up again (partial vs full)? 

Example: Application will be available to users 98% of normal 
working hours. 

New reports and / or changes to existing reports needed? 

Custom vs standard (delivered) reports. 

Is there a need for ad hoc reporting? 

If canned reports are delivered with a purchased product, are 
there requirements outside of those reports? 

Will report(s) need to be executed automatically by the solution, 
or will end users run them on demand? 

Control/verification reports between interfaces? 

Regulatory reports required? 

Understand how each report will be used. How do the reports fit 
into the business process? 

Who are the end users? 

Do changes in the current business process require any report 
changes? 

Understand each and every element in the report. 
• Report criteria, filters and sort options defined 
• Confirm all required data exists in the operational or 

reporting data base. 
• Are new data elements needed for the report? 
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D 

D 

Scalability 

Defines how easily can the system 
support increased number of 
users/volume (i.e. such as in a 
merger). 

Security 

Defines the required level of 
access, protection and controls in a 
system. 

Does the designed report deliver what was wanted? 

Is data movement required as a result of reporting? 

Growth expectations for number of users, concurrent users 

Growth expectations for platform and storage requirements 

How does the system need to scale to handle growth? 

How much data should the database be able to handle in terms of 
volume, load, and growth? 

Are there requirements on disk capacity? 

Changes of ranking of the application resulting from this project? 

Any regulatory requirements or impact to data covered by 
regulatory requirement (SOX, HIPAA, NERC CIP, etc.)? 

Connection to another internal system or application? 

Are there any network segmentation or firewall changes needed 
for the system? 

Authentication 
• Should a specific kind of authentication be used? 
• Is there a need for cross-domain authentication? 
• Are there any active directory requirements? 
• Will the system need to provide single-sign-on (SSO)? 
• Access needed by external customers or third-party 

business partners? 

Authorization 
• What kind of authorization should be used? 
• Are different levels of access needed (ex. Role Based 

Security)? 
• What are the levels of access needed for each type of 

user? 
• Is increased access or changed access to some type of 

protected information needed (SSN, personal employee 
data, etc.) 

External Access / Interfaces 
• Is there a need for external facing or external interfacing? 

10 
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D 

• 

D 

Service Introduction 

i.e. Production Support 

Software Dependencies 

Other software products required 
to be installed for the application 
to function. 

Standards & Compliance 

Ensuring that the system complies 
with relevant lows and regulations. 

• Will project provide any protected or sensitive data to 
external customers or third party business partners? 

• Connection needed to external vendor or partner's 
network or system? 

• Does external vendor or partner's network/system need 
access to Duke resources? 

Controls 
• Preventative measures to defend against hacking threat? 
• Does the system need to provide TLS? 
• What is the total amount of idle time before the user 

session is forced to terminate? 

Encryption and Protection 
• Will any sensitive data be stored or used in a transaction? 
• Any need for protection of sensitive data as it is 

viewed/used in a system? 
• Will encryption be used by the system? If so, what kind? 

Who will support the system after go-live? 

When/who will assist users with system questions & concerns? 

. Example: The help desk will.support the application from 8:00 am 
to 5:00 pm weekdays, excluding Duke holidays 

Are any other software products required to be installed for the 
solution to function? 

Software is Duke approved and/or licensed product? 

Requirements for distribution/ Installation of the solution? 

Requirement for solution to work on multiple platforms, or 
capable to migrate from one platform to another 

Identify existing corporate security, architectural and branding 
policies/standards. 

Any legal or regulatory body that mandates specific functionality 
to be included in application? 

Is this a SOX application? 

Is this a NERCCIP application? 

11 
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D 

n 

System Maintenance 

Usability 

How "easy-to-use" the finished 
product will be. 

Will this application be monitored for NERC? 

Is there a need for interface controls for auditing purposes? 

Exemptions or exceptions to standards required? 

When will regular system maintenance be performed? 

How much time vyill be needed to perform maintenance? 

How will system maintenance be communicated to users? 

Interaction (e.g. screen navigation), display (e.g. screen layout), 
affective (e.g. aesthetic) as well as measurable requirements for 
user performance or productivity (e.g., two minutes to complete a 
transaction). 

Describe the data fields (i.e. read only or editable; auto-populated 
or user defined; options or required, etc.) 

How easy is It for users to learn the system? 

How easy is it for users to memorize steps? 

Training time for normal user and power user 

Measureable task times for typical tasks 

Conform to common usability standards 

Examples include but are not limited to requirements for 
adjustable-height workstations, color and duration of error 
messages, physical placement of critical indicators or buttons, 
shortcuts, language support, and use of auditory signals. 
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Exhibit IT16 

Requirements Peer Review Checklist 

This checklist is intended to validate that the requirements are consistent, organized logically, and are 
clear to any reader. It will be used by Business Analysts during peer reviews as a method for gathering 
feedback on requirements. Refer to "Guidelines for Good Requirements" in the Developint." Requirements 
Guideline. 

Note: Requirements should be peer reviewed and any changes incorporated into them before they are 
reviewed and approved by the business. 

# Review Question Yes/No, 

Comments, 

or N/A 

Organization and Structure 

1 

2 

3 

4 

Has the most current PLIOI template been used and all sections completed? 

If the PLIOI was not used, were all of the required aspects covered? 

Are all functional requirements prioritized? 

Are all requirements assigned to a responsible party? (e.g. Duke IT, Vendor, 

etc.) 

Are all requirements uniquely numbered? (e.g., HLROOOO-DLROOIO) 

Entirety 

5 

6 

7 

B 

9 

10 

Are all requirements within the requested project scope? Can the 

requirements be traced back to the business case (as appropriate)? 

Have all non-functional requirements been defined? 

Have requirements for all interfaces been defined (as appropriate)? 

Are use cases complete, including alternative flows? 

Do the business process flows make sense? Does every decision point show 

yes and no paths? 

Are all of the acronyms and terms mentioned throughout the requirements 

documents defined in the project's glossary? 

Clarity 

11 

12 

13 

14 

15 

Are a!l functional requirements verifiable and testable? 

Are all requirements wri t ten with a consistent and appropriate level of detail? 

Are there any duplicate requirements? 

Are there any requirements that conflict with each other? 

Does each requirement have only one interpretation? 

Look for vague verbs: handled, rejected, processed, skipped, eliminated, 

etc. 
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17 

18 

19 

20 

Are the requirements focused on the what, rather than the how? 

Look fo r implied or stated design or implementation solutions. 

Do any requirements contain vague terms? 

Look for : some, sometimes, occasionally, often, usually, ordinarily, most, 

mostly, however, or, etc. 

Do any requirements contain incomplete lists? 

Look for : etc., so for th, so on, such as. 

Do any requirements contain ambiguous pronouns? 

Example: The I/O module communicates with the data validation module 

and its control f lag is set. Whose control f lag? 

Is the terminology consistent with the users' or customers' terminology? 

Non-functional Requirements 

21 For assistance with non-functional requirements refer to the Non-functional 

Requirements Checklist. 
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IT Applications Requirements Standard Template 

Requirements Change Planning Worksheet 

<Project Name> 

1 CHANGE DESCRIPTION 

Clem^IyTdeTUi^wecn^gem 
being introduced. 

2 CHANGE IMPACT 

Requirements Change Planning Worksheet 

Instruct ions: 

1. In col laborat ion wi th Functional/Technical SMEs, Technical Lead and Projecl Manager, perform analysis to 

determine the impact to each area 

2. Submit to Project Manager, review, and modify as needed 

ID 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

Area of Potent ia l Impact 

Business/IT Process Flows 

Use Cases-Scenarios 

Functional Designs 

Technical Designs 

Code Modules 

Test Case Preparation 

Test Cases Execution 

Deployment 

Service Introduct ion 

Training/Organizational Change 

Impacted 

(Y/N) 

Hours 

Estimate 

0 

Resources 

Required 

Brief Descript ion of Act ion 

Needed 



Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES AND ORGANIZATION 
HUMAN RESOURCE DEPARTMENT 

SFR Reference: Chapter II(B)(9)(h)(i, ii, iii, iv, v) 

I. Policv and Goal Setting 

The Chief Human Resources Officer (CHRO), has overall responsibility for Human 
Resources with input from the HR leadership team. The Human Resources 
Department assists the Company in achieving its business goals by planning for and 
facilitating the acquisition, development and maintenance of an efficient and 
productive workforce. 

The CHRO, with input from the HR leadership team, participates in strategic 
planning discussions widi corporate senior management. As a result of these 
meetings, the HR leadership team develops goals and objectives for Human 
Resources in support of the overall business plans of the Corporation and individual 
business units. The goals are developed in partnership with and reviewed with 
Company officers to ensure alignment with Corporate goals. At the next level, 
departmental and individual goals are evaluated and reviewed annually as a part of 
the performance management process, which is used to determine annual salary 
adjustments. 

Human Resources also supports the corporate goals and objectives by developing 
and administering appropriate Human Resources policies, as described in the Our 
Company/Policies section of the Employee Portal. The Labor Relations/Employee 
Relations division is the custodian of HR Policies for the Company. HR Policies 
communicate the performance and behavior expectations of Duke Energy 
employees, and the consequences for policy violations. HR Program documents 
explain what each program offers and how to start using the program. Employees 
must read each HR Policy and Program to determine whether it applies to them and 
what it requires. The applicability to unionized and non-unionized employees of 
each HR Policy and Program is stated in each document. For unionized employees, 
where a conflict exists, the terms of the applicable CBA, related agreement, or 
binding past practice shall control. 

II. Strategic Planning & Long Range Planning 

The Human Resources Department is involved in three phases of planning support: 
strategic, operational and budgeting: 

• The HR business plan is developed by the CHRO and the HR leadership 
team. The HR business plan is developed to support the Corporate and 



Business Unit plans. Functional leaders within HR are responsible for 
developing long and short range plans that support and facilitate the 
overall corporate objectives. Daily operational decisions on functional 
matters are routinely made by functional leaders. Goals and objectives 
which affect corporate policy or multiple departments are reviewed and 
discussed with the CHRO, with input firom senior corporate management 
as needed. 

• The HR leadership team and their direct reports develop internal 
operational plans and goals that support and enable the HR business 
plan. 

• Programs which support the HR business plan and departmental plans 
and goals are translated into resource requirements during the budgeting 
process conducted annually during the fall. 

The CHRO attends the CEO's staff meetings and is a member of the SMC. HR 
leadership team members likewdse participate in business unit, departmental and 
division staff meetings to communicate Human Resource employees' progress 
toward company and department goals and objectives. 

III. Organizational Structure 

The CHRO reports to the Chairman, President and CEO. The CHRO's organization 
encompasses several functional divisions, each led by a member of the HR -
leadership team, which include the following departments: 

• Talent Management 
• Labor Relations/Employee Relations 
• Total Rewards 
• HR Operations 
• HR Business Partners; and 
• HR Program Integration 

See Exhibit HR-1. 

IV. Responsibilities 

The overall goal of Human Resources is to assist the Company in achieving its 
business goals by planning for and facilitating the acquisition, development and 
maintenance of an efficient and productive workforce, under conditions which foster 
positive employer-employee and union relations and which conform to the legal 
requirements imposed by local, state, and federal governments and regulatory 
bodies, as further described below: 

A. Talent Management: led bv the VP, Talent Management. The primary 
goals of the Talent Management Division are to: 



o Align talent strategies with Company business strategies 
o Anticipate workforce needs and deliver high quality talent 
o Assist in transforming the Company to a high performing culture 
o Accelerate employee development and knowledge sharing 
o Grow high performing leaders and critical skills; and 
o Build a pipeline of Ready Now leaders 

The Talent Management Division is further organized in the following departments: 

• Executive and Leader Effectiveness - responsible for preparing senior 
leaders for the challenges of today while building bench strength for the 
future. This includes developing competency models and measurements 
for same, managing leadership and high potential development, and 
overall talent and organizational consulting 

• Employee Ensasement & Enablement - responsible for Transforming 
our company to a high performing culture through the use of employee 
engagement surveys, engagement analytics, ownership and management 
of the end to end Performance Management Process and enhancing the 
overall employee experience 

• Learnins and Employee Development - responsible for providing 
learning solutions that are just in time, just enough and just what the 
business and employees need. 

• Talent Acquisition - responsible for staffing/recruiting,, intemal moves, 
executive recruiting and sourcing, selection and pre-employment 
administration, and strategic sourcing. This group also manages the 
Talent Acquisition systems and tools. 

• Diversity and Inclusion - responsible for managing Employee Resource 
Groups (ERGs), engaging millennials, and diversity & inclusion 
consulting at all levels of the Company. 

B. Labor Relations/Employee Relations: led by the VP, ER and Labor 
Relations: 

• Labor Relations - Supports union and labor management, collective 
bargaining, policy, strategy, and issue resolution. The Labor Relations 
group establishes the long-term labor strategy for segments of the US-
based organization with employees represented by labor unions, ensures 
effective relations with union leadership, negotiates contracts, ensures 
accurate administration of labor contracts, and compliance with all 
applicable laws. The Labor Relations department works closely and 
collaboratively with business units and corporate function leaders to: 

o Provide input on the consistent administration of labor 
agreements, provide guidance on labor matters, identify business 
initiatives or opportunities which may require bargaining with 
the Unions, and any labor relations training needs; 



• 

o Identify policy or labor contract issues that impede management 
effectiveness. 

Employee Relations - The Employee Relations function supports 
employee management, policy, strategy, and issue resolution. This 
department's function is to develop and deploy common workplace 
practices, to create consistency and clarity of expectations and 
accountability, to simplify processes and reduce bureaucracy, to develop 
appropriate policies resulting from workforce strategy initiatives (e.g. 
virtual work environment), and to create a safe, positive work 
environment at Duke Energy. 

Another responsibility of Employee Relations is to develop a 
comprehensive HR risk management approach to include effective 
integration and analysis of exit interviews, open-door and recourse data, 
and ensure a systematic approach to enterprise-wide compliance with 
intemal policy/procedure and employment regulation: 

o Manages the centralized process for employee investigations 
o Implements HR risk management program to identify, assess, 

monitor and mitigate risks associated with employment law 
compliance, intemal controls and managerial effectiveness 

o Performs risk assessments, reviews results, and monitors 
compliance initiatives and activities 

o Ensures stakeholders are effectively aware and trained on HR 
related extemal laws and intemal policies 

o Promotes and enforces an effective program consistently through 
appropriate incentives and appropriate disciplinary measures for 
failing to take reasonable steps to prevent or detect non-
compliant or high risk practices 

o Responds timely and sufficiently to information requests from 
the CHRO, Chief Ethics and Compliance Officer, and other 
stakeholders 

o Establishes and implements effective risk management systems 
including listening posts (employee surveys, exit interviews, etc.) 
and HR data analysis to proactively identify, assess and mitigate 
risks associated with managerial effectiveness. 

C. Total Rewards: 

Led by the VP, Total Rewards & HR Operations, the Total Rewards group is 
responsible for: 

• Compensation^ which provides the following processes and services: 
o Design Retention Plans 
o Design Broad-Based Incentive Programs 



o Job Pricing / Benchmarking of Jobs 
o Consult with HRBPs on Compensation Issues / Proposed Changes 
o Harmonize Compensation (merger integrations) 
o Manage Incentive Payouts 
o Manage Annual Merit Program 

Executive Compensation, which provides the following process and 

services: 

o Manage Stock Plans (Ownership, Vesting's & Grants) with Fidelity 
o Manage Auditors & Partner With Legal on Proxy Tables 
o Manage ESP & DSP Annual Elections, Contributions & Distributions 
o Implement Equity Projects (i.e.. Merger Integration) 
o Manage Implementation of Ad Hoc Projects (YBR Updates, Mergers) 
o Consultation to HRBPs (job pricing, retention analysis, separations) 
o Recommend/Design LTI/STI Plans 
o Conduct Ad Hoc Analysis re; Designs & Projections 
o Support HRBPs & Partner with Legal, Accounting & Payroll on EC 

Matters 
o Support MARDs activities & Rate Cases 
o Prepare/Review Board & Comp. Committee Materials 
o Respond to Leader/Retiree Questions & Resolve Issues 
o Manage STI Setup & Payout for ELT 
o Provide Survey Data Support 
o Conduct Educational Webcasts 
o Manage Portal Content on Executive Center 
o Administer Insurance Policies, Premiums & Claims 
o Process Payments (Financial Planning, Separation Agreements, etc.) 

Health and Welfare, which provides the following process and services: 
o Health Mgmt. Strategy, Plan Design & Stakeholder Approval 
o Requests for Proposals (RFPs) & Vendor Management 
o Pricing/Budgeting of Plans 
o Consultation with HRBPs and HR Services 
o Industry Trends & Benchmarking 
o Measurement & Analysis of Plan Performance & Engagement 
o Research & Guidance to HR Services & myHR Teams 
o Vendor Summit 
o MARDS Support 
o Compliance Activities (SPDs, SBCs & SARs, HIPPA, COBRA, etc.) 
o Project Implementation (e.g., YBR Upgrades) 
o Wellness Incentive Program Implementation/Admin. 
o Change Requests 
o Handle Escalations 



• Retirement, which provides the following process and services: 
o Manage Pension Plans 
o Engage employees in retirement planning discussions (roadshows, etc.) 
o Pension Plan Design 
o 401(k) Plan Design 
o Manage Vendor Relationship (Fidelity) 
o Plan transitions (to Cash Balance) 
o Maintain Legacy Plans 
o Develop capabilities/tools for participant Financial Wellness 
o Analyzing Cost Efficiency of Plans 
o Escalations/Investigations for Legacy Plans 
o Presentations to Labor Relations 
o Compliance / Regulatory Testing 

D. HR Operations, led by the VP, Total Rewards & HR Operations, is 
responsible for: 

• Vendor Manasement 
The role of vendor management is to manage vendor relationships and 
third party contract negotiations to ensure compliance with service level 
metrics and adherence to contractual requirements. They serve as the 
single point of contact for HR vendor issue resolution, and ensure HR 
administrative service providers deliver services according to the 
Statement of Work and Service Level Agreement for benefits process 
administration. 

• Manage supplier relationships and ensure consistent govemance 
practices are communicated and followed 

• Oversee development of supplier sourcing plans to ensure alignment 
with HR business requirements; provide guidance and offer altematives 
and suggestions 

• Coordinate development of RFPs to suppliers and facilitate the 
review/selection process 

• Facilitate the contract negotiation process; ensure comprehensive Service 
Level Agreements (SLAs) and Performance Guarantees (PGs) are 
documented and agreed upon 

• Review and facilitate approval process for supplier statements of work 
(SOWs) 

• Ensure suppliers' compliance with contract terms, SOWs, and 
SLAs/PGs; maintain supplier scorecard and report results 

• Facilitate resolution of supplier issues; escalation point when resolution 
efforts are stalled 

• Facilitate supplier transitions 
• Coordinate annual planning session with suppliers to ensure alignment 

with business needs 



Aon Hewitt, a global leader in human capital consulting and outsourcing solutions, 
currently provides Human Resources Outsourcing to Duke Energy.. Aon Hewitt 
provides back-office human resources administration and related information 
technology systems. The main services that Aon Hewitt provides Duke Energy 
include: 

• Benefits administration - Health and insurance benefits and defined 
retirement benefits 

• Payroll and related tax administration 

• Workforce administration 

• Absence management administration 
• Compensation administration 
• Call center services 
• Employee and Manager self-service applications 

• Performance management and succession planning administration 

• Staffing technology 

The objective of the Aon Hewitt contract is to: 1) provide enhanced service to Duke 
Energy employees and retirees, and 2) provide a more efficient way to handle back-
office human resources work based upon Duke Energy's Strategic HR vision. 

• HRPMO 
The program management office (PMO) is accountable for the 
successful execution and completion of HR systems projects that 
typically require budget (O&M and/or capital) and dedicated resources. 

• Accountable for the successful execution and completion of HR systems 
projects that typically require budget (O&M and/or Capital) and 
dedicated resources 

• Supporting and integrating project management processes across 
organizational boundaries 

• Provide products, services and resources that either mitigate or directly 
address the root cause(s) of challenges facing a project by: 

o Maintaining common project management methodology for all 
HR projects. Methodology addresses project work stmctures, 
organizational models (roles & responsibilities) and management 
tools and processes. 

o Ensuring coordination, communications, cooperation and 
organizational integration throughout the project life cycle 

o Monitoring, analyzing and reporting project performance (i.e., 
progress, costs, risks) from inception to completion 

o Providing HR Resource Management for HR Operations & 
COEs 

o Develops HR Project Managers 



o Leverages Change Management resources for projects to ensure 
successful customer "experience" 

Provide consuhation and coordination for the execution of human 
resources related matters associated with mergers, acquisitions, 
reorganization and divestitures (MARDS) 

Business Manasement 
The business management function prepares and monitors HR function 
and corporate benefits budget and forecasts. They oversee the timely and 
sufficient response to financial controls processes including extemal 
requests. 
Prepare and monitor HR function and corporate benefits budgets and 
forecasts 
Manage and account for day-to-day transfers to funding vehicles and 
payments for benefit plan costs, such as medical claims payments and 
savings plan contributions 
Prepare and file any govemment or compliance reporting for benefits 
plan reports, such as the 5500s, PBGC premium filing, and manage 
extemal audits of benefit plans 
Monitor the HR control environment to identify and understand risk 
exposures in HR function; provide assessment of non-compliant 
activities and address risk exposures 
Coordinate and oversee the timely and sufficient responses to financial 
controls process testing including audits, disclosures and other requests 
(i.e.: Sarbanes Oxley, extemal reporting, intemal audits) 
Partner with Corporate Accounting and Finance on accotmting, funding, 
and disclosure issues related to applicable plans or other finance related 
requests 

HR Data Utilization & Reportins. which provided the following 
processes and services: 

o Workforce Hub Functional Ownership 
o Processes & Controls; Standards & Exceptions 
o IT Integration / Workforce Hub Prioritization 
o Data Security Govemance & Admin 
o Data Govemance 
o Audit & Investigations Support 
o Data Analysis 
o Handling Picasso Tickets 
o Data Archiving 
o Enterprise/SMC/ELT Scorecards 
o Fast Facts 
o 3 Year Business Plan 
o HR Crisis Mgmt. / Govemance 
o HR Business Continuity Plans 



o Disaster Recovery Plan 
o HR Business Planning & Analytics 
o Risk Assessment / Management 
o Project Govemance 
o Project Management Office 
o MARDS Support 
o Roadmap Implementation 
o PMCOE Integration & Compliance 
o Standard & Operational Reporting 
o Ad Hoc Reporting 
o Reporting Tools 
o Govemment Reporting 

• HR Supplier Manasement Processes & Services, which provided the 
following processes and services: 

o Manage Day-to-Day Details of myTime Project Initiatives 
o Manage Lifecycle of System Initiative Implementations 
o Develop Long-Term HRMS Strategy 
o Lead NERC/CIP Effort 
o Prepare Economic Analysis & Business Case for HR Systems 

Initiatives 
o Operational Oversight & Escalation for Talent Dev. & Comp. Systems 
o Develop & Execute Supplier Govemance Model 
o Oversight/Direction for Supplier Sourcing Events 
o Project Mgmt. Support for non-PMO Process/System Improvements 
o Consult on Supplier Contract Negotiations 
o Provide System Admin. & Ops Support for Talent Manager 
o Configure HR Systems to Align with Process Requirements 
o Provide HR Systems Admin. & Ops. Support for my Training 

• HR Services (Payroll/Time & WFA) Processes & Services, which 
provided the following processes and services: 

o Oversight of Outsources Payroll Service 
o Definition of Intemal Payroll Processes 
o System Administration Time Reporting System & Processes 
o Regulatory Audit Oversight 
o Payroll Transaction Processing & Analysis 
o Management of Payroll Overpayment/Repayment Process 
o Management of Year-end Closeout Activities 
o Manage Payroll System Changes Related to Corporate Initiatives 
o Leave Time Reporting Management 
o Integrate Functionality across HR Function 
o Provide Oversight to HR Portal & User Experience 
o Manage Workforce Admin. Toolset 



o Management of Vendor Contractor Data 
o Manage Workforce Admin. Transactions 
o Problem Solving for Workforce Transactions 
o Data Troubleshooting & Cleanup 
o Regulatory Reporting Oversight 
o Wage Progression Program Administration for Craft Employees 
o Oversight of Employee Charitable Campaigns 
o FERC/NERC Requirements Support 
o Org. Chart Maintenance 

• HR Services/HR Service Center Processes & Services, which provided 
the following processes and services: 

o Manage Performance of Outsourced Service Centers 
o Manage HR Escalated Issues process 
o Monitor Service Center Activity for Continuous Improvement 

Opportunities 
o Support Manager & Employee Inquiries 
o Case Management for Manager/Employee Issues 
o Administer Employee Service & Retirement Awards 
o Administer Employee Discount & Tuition Reimbursement Programs 
o Manage Employee Commuter Program 

E. HR Business Partners, led by the VP, HR Business Partners: 

The purpose of the HR business partner organization is to provide consultative 
services to executive and line management within the businesses. HR business 
partners serve as the primary contact of business leaders and conduit in verifying 
needs, securing the right resources/tools (per Centers of Expertise (COEs)), 
educating leaders on HR's services & value and executing priority organization-
wide programs. HR business partners support front-line management serving as the 
"eyes and ears" in proactively addressing employee relations and engagement issues. 
The role of the HR business partner is to consult with line management on human 
capital performance that includes, but is not limited to, talent development, change 
management, organizational development, positive employee relations, diversity and 
inclusion, workforce plaiming, strategic problem resolution, business results and 
process improvements. The HR business partners ensure proposed HR programs 
are consistent with business objectives and serve as advocates for change. 

HR Business Partners provide the following processes and services: 
• Discern Customer Issues, Workforce Strategies & Change Mgmt. Needs 
• Consult with LR on Matters Related to Collective Bargaining 
• Consult & Advice Mgmt. & Employees on HR Policies & Programs 
• Consult with Mgmt. on Risk Mitigation Plans to Address Employee Trends 
• Consult with Mgmt. on Employee Engagement & Dev. Approaches 
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• Consult with Business Leaders on Org. & Leadership Effectiveness 
• Provide Consulting & Govemance on Implementation of Workforce Plans 

• Consult with Mgmt. & Employees Regarding Workplace Issues 
• Leverage HR Service Delivery Model to Support/Resolve People Issues 

• Provide Oversight & Direction on Workplace Investigations 
• Facilitate Resolution of Conflict Between Employees 

• Facilitate & Consult in Support of Effective Performance Mgmt. 

• Facilitate Development Plans for Leaders 
• Implement Critical Position Succession & Talent Development Planning 

F. HR Program Integration, led by the Director, HR Program Integration: 

The purpose of the HR Program Integration organization is work witii HR senior 
leadership to define and integrate tiie strategic priorities for the function. In addition 
this function is responsible for developing the communications and change 
management strategy in alignment with the functional priorities, utilizing industry 
best practices and developing an integrated HR planning calendar. 

HR Program Integration provides tiie following process and services: 
• Develop & Manage Change Plans for Aligned COE 
• Consult with HR Leadership On HR Program, Process & Systems 

Changes 
• Support various COE processes and programs to include Stakeholder 

Analysis, Training, Communications 
• Establish Processes for Developing and tracking HR goals and 

Initiatives in Alignment with Business Unit Strategy 

V. Practices & Procedures 

Day to day practices and procedures are outlined above in the "processes and 
services" listings for each HR department. 

VI. Decision-Making and Control 

The HR department has principal accountabilities to the CEO, Board of Directors, 
SMC and the Business Units. The applicable department leads within HR are 
accountable for managing, reviewing, monitoring, reporting and improving tiie 
strategies, programs, policies, procedures, practices and results of designated 
functions. 

The CHRO provides oversight and govemance to Human Resources, in conjunction 
with the HR leadership team. The CHRO attends the CEO's staff meetmgs (SMC 
meetings). Appropriate pending decisions regarding policies and programs on 
corporate matters are reviewed and discussed. Department and division staff 
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meetings are held after the SMC staff meeting to communicate corporate matters 
and decisions and to monitor the impact of decisions. 

HR leadership members serve on several oversight councils sponsored among 
business units and corporate functions, and several Company committees assist in 
the govemance of specific HR functional areas: 

• Role and Governance of Health and Insurance, Retirement Plan 
Design and Management, Wellness and Rewards Programs 

Total Rewards has the responsibility for the design, strategy, implementation and 
oversight of the govemance and delivery of U.S. employee benefit programs. Total 
Rewards consults with the business units on employee benefit programs. Various 
outsourced providers provide recordkeeping and administrative services. Plan design 
and administration for intemational benefit programs is the responsibility of the 
business unit human resources staff in these business areas. 

• Duke Energy Corporation's Investment Committee provides oversight 
for the investment of Duke Energy Corporation's pension and 401(k) 
assets, amounts held in its other benefit plan funding vehicles (including, 
but not limited to VEBAs established to hold ERISA plan assets and 
rabbi tmsts established to fund non-qualified retirement plan benefits) 
and nuclear decommissioning assets. 

• The Duke Energy Benefits Committee manages the day to day 
operations of benefit programs including, but not limited to; 

o Interpretation of plan provisions 
o Maintenance of proper records 
o Preparation and distribution of plan material 
o Monitoring the general administration and maintenance of the 

plans 
o Compliance with govemment requirements on reports, retums 

and documents 

• The Duke Energy Claims Committee serves as the Denied Claims 
Reviewer on issues as to whether an individual is eligible to participate 
in, or obtain coverage under, or whether an eligible individual is properly 
enrolled for participation in, or coverage under the benefits program. To 
the extent not delegated to a third-party service provider, the Claims 
Committee also serves as the Denied Claims Reviewer on all other issues 
under Duke Energy's pension, 401(k), health and insurance and 
nonqualified retirement plans. 

• Role and Governance of Compensation and Executive 
Compensation 
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• 

• 

The general stmcture within Total Rewards for Compensation and 
Executive Compensation includes responsibility for: 

o Program and plan design, and strategy development 
o Overall guidance and oversight for compensation programs and 

processes 
o Executive compensation and benefits and for members of the 

Board ofDirectors 
o Day to day compensation management for employees 

Duke Energy maintains a corporate govemance structure to review and 
approve compensation actions and programs. The Compensation 
Committee of the Board ofDirectors provides oversight and approval for 
all Duke Energy executive compensation and benefits programs and has 
delegated certain compensation and long-term incentive grant approval 
authority to the Chairman, President and CEO. The Chairman, President 
and CEO has delegated authority to the CHRO to review and approve 
compensation within designated guidelines. The CHRO has delegated 
authority to the VP Total Rewards to review and approve compensation 
within designated guidelines. 

The Compensation Committee of the Board of Directors establishes 
Duke Energy's overall executive compensation philosophy, provides 
oversight and approval for Duke Energy executive compensation and 
benefits programs, and individual compensation approval authority for 
executive officers. 

Duke Energy/Aon Hewitt 
The Duke Energy and Aon Hewitt relationship is managed and 
monitored through stmctured govemance processes, service levels, and 
compliance and audit functions to ensure alignment of company 
strategies. Govemance occurs at multiple levels, with executive 
involvement by both firms to ensure stakeholder alignment and clear 
escalation resolution paths. Established service levels are a reflection of 
Duke Energy's performance desires and are monitored 
fi:equently. Independent attestations of the control environment and 
Duke Energy audits are included in the contractual provisions. 

Human Resources Advisory Council (HRAC) 
The CHRO sponsors the Human Resources Advisory Council (HRAC). 
The Human Resources Advisory Council (HRAC) is in place to 
strengthen relationships between line management and HR and to serve 
as a sounding board on all substantive HR initiatives prior to their 
implementation. The HRAC ensures that HR strategies and initiatives are 
aligned with key business objectives, are fully vetted, and are recognized 
as adding value to the business. 
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The purview of tiie HRAC includes all HR and people-related mitiatives 
including labor and union issues. HRAC meetings provide a forum to 
discuss enterprise-wide direction and approach related to operations and 
service delivery. However, it is not intended to be a performance 
monitoring or decision-making body. 

The HRAC is comprised of the Chief Human Resources Officer and 
representative executive leaders from the enterprise. 

The member Responsibilities include: 
• Provide feedback on HR and certain communication plans, programs and 

practices 
• Discuss and reach consensus on enterprise approaches to labor and 

employment matters 
• Provide advocacy for Human Resources respective missions and 

priorities within the lines of business 

VII. Intemal and Extemal Communication 

Internal 
The primary communication vehicle between Human Resources and the Company 
occur via face-to-face intemal communications wdthin the individual business units, 
which occur fi-equently during the work day. Communications on topics relevant to 
other groups also occur in person daily. Significant changes occurring within the 
respective business units are reported at staff meetings. 

Topics which apply to the entire organization are communicated through various 
corporate communication vehicles, such as the corporate portal, emails and targeted 
direct mailings addressing pertinent human resource issues. 

Decisions on grievances, arbitration proceedings and significant issues affecting 
employees are communicated to the unions in writing per the terms of the respective 
Collective Bargaining Agreement 

External 
Extemal communications with other departments are normally on a personal basis or 
by phone in order to provide the necessary services to the department. Extemal 
communications also consist of oral communications with counterparts in other 
utilities, questionnaires, surveys, and participating in and attending professional 
association meetings, seminars and workshops and industry committee meetings. 
Other extemal communications consist of direct contact with human resources 
counterparts in other companies, as well as the govemmental agencies. 

HR Program Integration 
The Human Resources Program Integration department, in conjunction with 
Corporate Communications, develops the appropriate materials and distribution 
methods to communicate pertinent HR information. 
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VIII. Goal Attainment and Oualification 

The primary assessment of goals occurs through the Business Planning Review 
(BPR) process. Key measurements are reported on an ongoing basis to SMC and 
ELT leadership within the Company via Fast Facts and Business Unit Specific 
Scorecards. 

• Fast Facts - used for monthly routine monitoring, including cmrent 
month and Year to Date actual results for: 

o Headcount by area, including employees and contingent workers 
o Extemal hires 
o Terminations - voluntary, involuntary and retirements 
o Transfers 
o Promotions 
o Retention 
o Job Postings - intemal and extemal 
o Overall employee diversity mix and comparisons 
o Span of control measurements 
o Age range 
o Length of service 
o Likely/eligible to retire 

Scorecard - a detailed monthly report that compares current state vs. 
enterprise or business unit/departmental pre-defined business targets that 
are designed to measure the high level achievement of corporate goals. 
Scores and comparative results are reported for: 

o Employee Survey: 
Employee Engagement 
Employee Enablement 

o Great Leaders: 
% SMC/ELT Minority/Female Succession Candidates (Any 
Readiness Level) 
% SMC/ELT Positions Filled Via Succession Plans 
% SMC/ELT Positions witii Ready Now Candidates 
% Leadership Positions Filled Intemally (First to Mid-Level) 

o Right Employees: 
% Attrition 0-1 Years of Service 
% Attrition 0-1 Year Service excluding Customer Call Center 
% Regrettable Attrition 1-5 Years of Service 
% Regrettable Attrition 1-5 Years of Service / excluding 
Customer Call Center 
Minority/Female Attrition Compared to Overall Attrition 
Minority/Female Attrition Compared to Overall Attrition 
Excluding Customer Call Center 
% Employees with Developmental Plans 
% Open Positions 
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o Valued Pay and Benefits: 
• % of High Performers below 85% Compa Ratio 
• % Employees in position 2+ Years and at / or below 85% CR 

o Work Environment: 
• % Employee Escalations 
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Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES & ORGANIZATION 
POLICY, SUSTAINABILITY & STAKEHOLDER STRATEGY DEPARTMENT 

SFR Reference: Chapter II (B)(9)(a)(i,vi,vii) Chapter II (B)(9)(d)(v) 

I. Policv and Goal Setting 

The Policy, Sustainability and Stakeholder Strategy Department (PSSS or 
Department) has general charge of the formulation and advocacy of Duke Energy's 
policy positions that fall under the jurisdiction of govemment and regulatory 
agencies at the State and Federal levels. It is also responsible for intemally 
managing issues and miemakings and, maintaining relationships with appointed and 
elected officials, regulatory agency leadership, their staffs and many extemal 
stakeholders. PSSS reviews legislation, regulations, orders and issuances, filings, 
comments and proposals from various organizations and leads the development of 
relevant corporate policies and positions. In addition, PSSS is responsible for 
keeping executive management engaged and informed on the regulatory and 
competitive landscape, and specific issues that could impact the company. 

Policies, procedures and practices established at the departmental level support 
implementation of corporate level policies. Each year the Vice President of Policy, 
Sustainability & Stakeholder Strategy requires that all direct reports use the Duke 
Energy Performance Management system to develop personal performance plans 
to align and measure departmental performance with corporate standards set by 
Duke Energy Leadership and the Board of Directors. Individual and team goals 
are set annually through a process which identifies weighted key success factors and 
measures at the beginning of the year and combines these substantive goals with 
behavioral and corporate financial goals, culminating in an achievement evaluation 
at the end of the year. 

PSSS involves all department personnel, as well as solicits input from intemal 
stakeholders when establishing goals within its area of responsibility. These goals 
meet the objectives established by the corporation and the Department. Final 
approval of the goals and policies rests with Senior Management. 

II. Strategic Planning 

Strategic planning in the Department begins with a review and understanding of 
company strategic plans. Strategic planning is coordinated between the leadership 
of PSSS and the various businesses whose interests the Department represents. 
PSSS personnel serve as points of contact for different executives and are charged 
with ensuring the executives are kept abreast of current issues, as well as ensuring 
the business interests of the executives' organizations are harmonized into Duke 



Energy's policy positions. A participative process is used to identify strategic issues 
and to develop response plans. In addition, previous programs are reviewed and 
resources are allocated to meet those needs that remain a priority. The Department's 
plans are also informed by best practice research, industry benchmarking, and 
extemal sources are monitored for emerging issues that could have a significant 
impact on the company. 

III. Organizational Stmcture 

The PSSS Department is organized imder the Vice President of Policy, 
Sustainability & Stakeholder Strategy. This position currently reports directiy to the 
Executive Vice President and Chief Legal Officer who reports directly to the 
President and CEO of Duke Energy. Under the Vice President of PSSS there are 
four major functions: Federal Govemment Affairs, Energy & Environmental Policy 
and Sustainability, Environmental Affairs and Stakeholder Engagement, and 
FERC/Gas Policy. 

The PSSS Department consists of thirty-four employees shown on the organizational 
chart attached as Exhibit PSSS-1. 

IV. Responsibilities 

Key PSSS Department responsibilities include: 

• Leading the development of policy and regulatory strategy for the 
enterprise; 

• Establishing, maintaining, and strengthening communications between 
the Company and its legislative, political and regulatory constituents, 
while following all legal requirements goveming these relationships; 

• Monitoring and tracking the actions and initiatives taken by state and 
federal agencies that could impact the regulatory landscape and policy, 
as well as company operations; 

• Analyzing actions taken by policy makers, and when relevant to Duke 
Energy, providing executives summaries of relevant actions and Duke 
Energy's proposed responses; 

• Advocating for constmctive public policy outcomes that benefit the 
Company, its customers and shareholders; 

• Leading Duke Energy's participation in energy and environmental 
matters such as: attending technical conferences, working with intemal 
stakeholders to develop comments; 

• Taking a leadership role in industry trade associations to help advance 
constmctive policy outcomes on behalf of our customers and 
shareholders; 

• Collaborating with intemal and extemal stakeholders to harmonize 
business interests of the different intemal stakeholders into a cohesive 
Duke Energy policy position through a collaborative process; 



• Administering the Company's Political Action Committee and its 
Grassroots network; 

• Leading Duke Energy's sustainability initiatives, working with 
departments across the company to develop and implement, tracking 
and reporting on sustainability goals and plans; 

• Communicating sustainability progress extemally through publication 
of the annual sustainability report; 

• Building a culture of sustainability, to influence the company to strike 
a balance across the needs of customers, shareholders and the 
environment; and 

• Interfacing with the socially responsible investment community and 
other key non-govemmehtal organizations. 

V. Practices and Procedures 

Departmental persormel maintain close working relationships with nearly all areas of 
the Company, and work with appropriate Company persormel to develop legislative 
and regulatory positions. 

VI. Decision-Making and Control 

Departmental decision-making and control are based on department goals and input 
from other departments. The department is involved in both proactive and reactive 
issues and consults frequently with management and expert technical personnel from 
other departments to determine appropriate responses. Day-to-day decision making 
is generally delegated to the directors, with major decisions rolling up to the VP of 
Policy, Sustainability and Stakeholder Strategy for input and concurrence. 
Corporate legal counsel is consulted on an as-needed basis. 

VII. Intemal and Extemal Communication 

The PSSS Department is the communication conduit of the company for extemal 
policy developments which need to be interpreted and communicated intemally, and 
for company positions which need to be relayed to appropriate extemal 
organizations. Extemal communications focus on elected officials. Administration 
officials, their respective staffs, trade associations of which the Company is a 
member, and other stakeholder groups including, but not limited to, environmental 
groups, labor unions, other utilities, political parties and organizations, etc. 
Timekeeping requirements and periodic education on restrictions such as ex parte 
communications, and reporting requirements assure compliance with all applicable 
mles and regulations regarding extemal communications with lawmakers and 
regulatory bodies. 

The Sustainability staff produces a variety of intemal employee communications 
materials, and information on the company's sustainability programs that is 
maintained on the employee portal. The Sustainability page on the company's 



Website provides information on the company's sustainability programs. An annual 
sustainability report is produced for the many stakeholders who are interested in 
Duke Energy's economic, environmental and social performance. The process used 
to develop the report is has been audited by Corporate Audit Services to ensure data 
included in the report on a sample basis is accurate. The Sustainability staff 
members department also works closely with the Corporate Communications 
department to issue news releases as appropriate. 

Corporate activities and issues are relayed from the Vice President to the department 
employees at regular staff meetings, and information is exchanged about emerging 
issues intemally and extemally. Frequent formal and informal lines of 
communication are also maintained with other personnel throughout the 
Company. Individual PSSS team meetings are held with all persormel to share 
ideas, disseminate information on Company activities, address various 
administrative needs, enhance creativity and productivity, and foster a positive 
working environment. 

For all PSSS personnel, intemal communication is encouraged with personnel 
throughout the Company whose departments are affected by the various 
legislative and regulatory policies and proposals that are being analyzed. Teams 
are ufilized as needed to facilitate inter-departmental communication. Most 
activities will affect more than one segment of the Company, so continual and 
timely communicafion with the appropriate personnel throughout the Company is 
essential. 

VIII. Goal Attainment and Qualification 

Performance is evaluated on an individual basis through annual review of how 
well individual employees met their key accountabilities and goals, as well as 
their contribution to the departmental goals. Achievement of constmctive policy 
outcomes, achievement of objective and subjective goals, and internal customer 
safisfacfion are used as evaluation criteria. When possible, the financial impact of 
those policy outcomes or the contribution of those outcomes to the overall 
strategy is captured. Feedback from intemal and extemal stakeholders about 
communication charmels, collaboration and specific projects is also sought. 

Departmental level goals are also used in addition to corporate goals in the 
employee short-term performance program. At the end of the calendar year, the 
Vice President of Policy, Sustainability and Stakeholder Strategy submhs 
supporting evidence and reports on whether or not each of the department goals 
was met. The Executive Vice President, in consultation with the Senior 
Management Committee and CEO, assesses whether or not each department goal 
was met and if the goal is deemed to be met, to what extent (minimum, target, 
maximum). 
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Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES AND ORGANIZATION 
CUSTOMER SERVICES (CS) 

SFR Reference: Chapter II (B)(9)(d)(i, ii, iii, iv, v) 

I. Policv and Goal Setfing 

Customer Services (CS) supports all established corporate policies through 
department directives, procedures and practices. In addition, policies issued by the 
Federal Energy Regulatory Commission (FERC), state regulatory commissions and 
Duke Energy's Code of Business Ethics (CoBE) are documented, supported and 
followed within the CS organization. 

Departmental policies are normally communicated to the leadership teams at 
department staff meetings and then shared with the appropriate level of 
employees in smaller group or individual meefings to ensure understanding of the 
policies and their importance in relation to serving customers and in maintaining 
compliance. Policies and procedures are documented and made available in 
manuals, on the CS and Company Portals and in various knowledge management 
tools. 

CS develops an annual business plan that describes, for a three-year planning period, 
the activities required to support the corporate strategy. This plan outlines the 
resources needed to support basic operations (billing, customer contact, 
communication, service, meter reading etc.). Key issues that could impact the 
organization are identified and strategies to mitigate risks associated with the 
issues are outlined. 

The CS leadership team conducts a monthly review of business plan progress and 
objectives. CS leadership also reviews progress with the CEO and other executive 
leadership on an as-needed basis. 

II. Strategic Planning 

In developing the CS Business Plan, CS leadership reviews corporate objectives 
as well as customer and employee feedback to define initiatives that are to be 
accomplished over a period of 18 to 36 months. The business plan includes 
prioritized action steps to achieve the initiatives as well as milestones and 
timelines to support success. 

An example of a strategic initiative within the CS Business Plan is the development 
of a standard service model for small Commercial and Industrial customers. The 
Small and Medium Business organization has been recenfiy formed within CS to 



develop a tailored approach to better meeting the service and support needs of 
small and medium sized business customers of Duke Energy. 

Another example of strategic plarming is the focus on meeting or exceeding 
customers' evolving expectations of "basic utility service." The Customer Care 
Operations team uses transactional surveys to guide the development of addifional 
services that the Company can use to improve service and reduce costs. As 
customer data is analyzed, results and recommendations are developed; decisions 
are made and factored into the strategic plan. 

A final example is the enhancement of the FVR charmel which entails developing a 
portfolio of IVR options to better serve our customers. In addition, the current CS 
technology plan details various technology enhancements that will take place to 
serve customers more efficiently and effectively. 

III. Organizafion Stmcture 

Customer Services is led by a senior vice president who reports to the EVP 
Customer and Delivery Operations & President, Carolinas of Duke Energy. The 
department is divided into five areas: Customer Care Operations; Revenue 
Services; Metering Services; Small and Medium Business; Large Business 
Customer and Customer Experience-PNG. Each area is led by a vice president or 
general manager who reports directly to the senior vice president. The CS 
organization chart is provided in attachment Exhibit CS-1. 

IV. Responsibilities 

The major responsibilities of CS include the following: 

Customer Care Operations 

Customer Care Operations manages the following responsibilities: 

• Handle customer inquiries made via telephone, e-mail, fax, etc. 
• Resolve residential and small/medium business customer transactions 

related to a wide variety of billing and service matters, adjustments and 
gas/electric trouble calls. 

• Handle requests from builders and contractors regarding preliminary gas 
and/or electric service matters such as inspections, new meter 
installations, etc. 

• Complete or route general inquiries made via publicly-published 
telephone and web communication channels. 

• Resolve exception inquiries and requests (e.g., police/fire). 



Revenue Services 

The Revenue Services area performs the following functions in the Company's retail 
revenue process: 

Billing 

Render timely and accurate bills. 
Resolve usage/billing exceptions accurately and timely, including the 
daily and monthly validation of digital meters. 
Support other departments with billing information necessary to aid in 
resolving customer inquiries. 
Maintain proper controls to ensure all accounts are billed as scheduled. 
Update and maintain all rate, rider and billing system tables used to 
calculate billing and report revenue. 

Credh & Collections 

Payments 

Establish and implement credit and collection policies, in compliance 
with state regulatory requirements. 
Take action on past due accounts. 
Investigate and initiate billing and collection actions in cases of fraud 
and meter tampering 
Administer Percentage of Income Payment Plan (PIPP), medical 
certification and life support programs. 
o Life Support program helps to ensure careful handling of accounts 

where disconnection of electric service for past-due bills could 
adversely affect the well-being of an occupant. 

Maintain proper controls to ensure all accounts are idenfified, secured, 
notified and collected. 
Work with PUCO and Ohio Consumers' Counsel (OCC) to provide 
required reports such as the Customer Information Reports (CIR) and 
PIPP metrics reports. 

Process and apply payments to customer accounts in a timely maimer. 
Validate that system controls operate appropriately and effecfively. 
Administer, apply, and collect agency payments (vouchers, PIPP 
intents, etc.). 
Manage pay agents who collect customer payments at local retail 
locations. 



Metrics, Reporting & Compliance 

• Maintain proper account records and controls to ensure the integrity of 
reported gas and electric usage. 

• Provide accurate and thorough reporting and control processes to all 
departments supporting billing, payments, receivables and other 
financial activity. 

• Monitor and maintain billing system processes, parameters and 
security to ensure adherence to intemal guidelines and extemal 
regulations/compliance. 

• Manage business relationships with gas and electric suppliers 
participating in Duke Energy Ohio's Customer Choice programs. 

• Perform Customer Choice back office operations. 

Metering Services 

Meter Services is functionally aligned with regional expertise and resources. It is 
composed of the following functions: 

• Meter Reading - Responsible for managing meter routes and safely 
collecting energy usage data through mobile (drive-by) and manual 
(walk-by) meter reading methods. 

• Meter Labs - Testing, maintenance, certification of meters; testing and 
certification of metering equipment such as CTs, PTs, tests kits, test 
boards; Accountable for all meter inventory. Tests and repairs 
equipment for Distribution and Transmission including voltage 
detectors, underground fault detectors, provisioning and maintenance 
of Distribution electronic devices including reclosers, regulators, 
capacitor bank controllers. 

• Field Metering - Includes installing, maintaining, and testing meters in 
the field, primarily transformer-rated meter points, supports 
implementation and maintenance of new technologies from Grid 
Solutions organization. Investigates high bill complaints and 
Commission complaints. 

• Meter Engineering Support - Includes establishing the standards for 
all metering related products, establishing meter related processes and 
procedures, responsible for managing regulatory testing programs, 
product evaluation, driving consistency across enterprise. 

• Revenue Protection - Responsible for finding and deterring energy 
theft. Responsible for identifying, investigating, and collecting lost 
revenues resulting from theft and cases of fraud. 



Small and Medium Business 

The Small and Medium Business organization has been recently formed to develop a 
tailored approach to better meeting the service and support needs of small and 
medium sized business customers of Duke Energy. 

Large Business Customer 

The Large Business Customer organization provides customer service and customer 
relationship management and planning for Duke Energy's largest manufacturing, 
commercial and institutional customers. This involves joint business and strategic 
planning to achieve enhanced energy efficiency. 

Customer Care Operations 

Customer Care Operations manages the following responsibilities: 

• Handle customer inquiries made via telephone, e-mail, fax, etc. 
• Resolve residential and small/medium business customer transactions 

related to a wide variety of billing and service matters, adjustments 

Revenue Services 

The Revenue Services area performs the following functions in the Company's retail 
revenue process; 

Billing 

Render timely and accurate bills. 
Resolve usage/billing exceptions accurately and timely, including the 
daily and monthly validation. 
Support other departments with billing information necessary to aid in 
resolving customer inquiries. 
Maintain proper controls to ensure all accounts are billed as scheduled. 
Update and maintain all rate, rider and billing system tables used to 
calculate billing and report revenue. 

Credit & Collections 

Establish and implement credit and collection policies, in compliance 
with state regulatory requirements. 
Take action on past due accounts. 
Investigate and initiate billing and collection actions in cases of fraud 
and meter tampering. 
Administer Percentage of Income Payment Plan (PIPP), medical 
certification and life support programs. 



Maintain proper controls to ensure all accounts are identified, secured, 
notified and collected. 

Payments 

• Process and apply payments to customer accounts in a timely maimer. 
• Validate that system controls operate appropriately and effectively. 
• Administer, apply, and collect agency payments (vouchers, PIPP 

intents, etc.). 

Metrics, Reporting & Compliance 

• Maintain proper account records and controls to ensure the integrity of 
reported gas. 

• Provide accurate and thorough reporting and control processes to all 
departments supporting billing, payments, receivables and other 
financial activity. 

• Monitor and maintain billing system processes, parameters and 
security to ensure adherence to intemal guidelines and extemal 
regulations/compliance. 

V. Practices and Procedures 

CS develops operating procedures with supporting input from departments with 
which CS interacts. These departments include Meter Operations, Regulatory 
Compliance, Legal, Finance, Corporate Communications, Information Technology, 
and Gas Operations. Operational procedures are provided to office and field 
workforces. Day-to-day operational decisions are made by the respective leadership 
as these decisions affect normal operations. 

Unusual problems and events not covered by existing procedures are discussed with 
department leadership, who inform other company leaders of tiie impact on overall 
operations; changes are documented accordingly. 

VI. Decision Making and Controls 

Day-to-day decisions, as they pertain to the various jobs in CS, are normally made 
by the employees performing the work; guidelines are in place to assist employees. 
Guidelines are communicated to employees through online or printed manuals and 
departmental procedures. Each management level has a specific delegation of 
authority for approving business transactions. Employees' decisions are 
supervised to ensure decisions are consistent with policies and procedures. 
Decisions requiring additional levels of approval are escalated to appropriate levels 
of management within and outside CS leadership. 



The following examples illustrate controls that assist the department supervisory 
staff in determining that various systems and procedures fimction properly: 

• The Customer Care Operations telephone system generates reports that 
enable leadership to tabulate each customer representative's activities. In 
addition. Customer Care supervisors measure group productivity and 
effectiveness with this data. 

• An employee must have documented approval from his/her supervisor to 
make an adjustment that is beyond the employee's authority including 
adjustments to a customer's accounts. 

• Controls exist that limit customer system access to authorized users. 
• Scheduled work is monitored for timely completion or escalated follow 

up. Examples include customer meter move orders and gas/electric 
trouble calls. 

• All new system code releases must be tested and approved prior to 
release. 

• Sarbanes Oxley controls are in place for any systems/processes that 
affect payments to/from customers and financial reporting. 

• Project Govemance requires all CS projects to have business case 
justification and approval before starting. The PMOs provide industry 
standard PMO controls similar to those suggested by the Project 
Management Institute (PMI). The PMOs exercise govemance, control 
and oversight across multiple business units and divisions that have 
key roles.in the execution of program initiatives. 

In addition, various intemal manual and electronic systems enable the department to 
develop better workforce performance measures and to utilize the system to identify 
training opportunities. 

VII. Intemal and Extemal Communication 

CS communicates with employees through meetings, e-mail, the Company Portal 
and its department sub site, departmental newsletters, state president updates and 
written procedures. In addition, bulletin boards and monitors are strategically 
located throughout the department. Periodically, department and Company 
leadership conducts meetings to provide employees with important information and 
to have open dialogue with employees. 

Extemal communication occurs through a variety of charmels including the 
following: 

• Letters to customers 
• Bill messages/inserts 
• Media (TV, radio, newspapers, publications, etc.) 
• Attendance at public hearings and meetings 



• Presentations at community meetings, agencies, rotary clubs, city council 
meetings 

• Volunteer work in the community 
• Membership in professional and civic organizations 
• Electronic communications (e-mail, web, Facebook, Twitter, etc.) 
• Automated Phone Service 
• Telephone contact 
• Contact with regulators and other agencies at our Ohio Collaborative 

meetings 
• Focus groups 

VIII. Goal Attairmient and Qualification 

CS actively monitors and measures the success of the organization toward delivering 
on key objectives. Financial and operational results for all of the CS functional areas 
are measured. These measures are intended to be flexible and change as business 
drivers' change. 

In addition, CS uses various statistical reports as a means of measuring department 
operational effectiveness. Some of the reports serve the dual purpose of measuring 
goal attainment as well as being control devices. 

Many process improvement initiatives are driven by the results of our various 
customer satisfaction surveys. Most surveys ask customers to rate Duke Energy on 
a scale of 0 to 10. The score is measured as a percent of customers rating Duke 
Energy an 8, 9 or 10 on the 0 to 10 scale. 

Residential Transactional Survev 

Telephone interviews are conducted with residential customers who contact Duke 
Energy for the following transactions: 

• Tum on or transfer electric service 
• Tum on or transfer gas service 
• Report a power outage 
• Call Duke Energy with a billing question 

A third-party company contacts the customer within seven days of the completed 
transaction. The surveys measure satisfaction with the entire experience. 

Residential Customer Perceptions Tracker (CPT) Survev 

A third-party conducts monthly telephone interviews with a random sample of 
residential customers who are asked to rate their overall satisfaction with Duke 
Energy. Duke Energy's overall satisfaction score is measured as the percent of 



customers responding with an 8, 9, or 10 on a 0 to 10-point scale. The results of the 
customers' responses to questions regarding drivers of customer satisfaction (e.g., 
reliability, price, billing, communications, company image), are also reported. 

Small Business Customer Perceptions Tracker (CPT) Survev 

A third party conducts monthly telephone interviews with a random sample of small 
business customers (defmed as Tier 3 Unassigned through Tier 10) who are asked to 
rate their overall satisfaction with Duke Energy. Duke Energy's overall satisfaction 
score is measured as the percent of customers responding with an 8, 9, or 10 on a 0 
to 10-point scale. The results of the customers' responses to questions regarding 
drivers • of customer satisfaction (e.g., reliability, price, billing, communications, 
company image), are also reported. 

Large Business Customer Perceptions Tracker (CPT) Survev 

Quarterly online surveys are conducted with Tier 1 and Tier 2 Assigned customers. 
Duke Energy's overall satisfaction score is measured as the percent of customers 
responding with an 8, 9, or 10 on a 0 to 10-point scale. The results of the customers' 
responses to questions regarding drivers of customer satisfaction (e.g., reliability, 
price, billing, communications, company image, account management), are also 
reported. 

J.D. Power and Associates Survevs 

The J.D. Power Electric Utility Residential Study calculates overall customer 
satisfaction based on six performance areas: (1) corporate citizenship, (2) price; (3) 
power quality and reliability; (4) billing and payment; (5) customer service and 6) 
communications. 

The J.D. Power Electric Utility Business study calculates overall customer 
satisfaction based on six performance areas: (1) corporate citizenship, (2) price; (3) 
power quality and reliability; (4) billing and payment; (5) customer service and 6) 
communications. 

CS uses other methods to formally and informally quantify and monitor customer 
service and operational performance. Examples include Call Center quality 
assessments, technology system incident reports. Call Center productivity reports, 
social media metrics reports and technical health reports. 
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Schedule S-4.2 

DUKE ENERGY CORPORATION 
DUKE ENERGY OHIO, INC. 

SUMMARY OF MANAGEMENT POLICIES, PRACTICES AND ORGANIZATION 
CUSTOMER SOLUTIONS (CS) 

SFR Reference: Chapter II (B)(9)(d)(i, ii, iii, iv, v) 

I. Policv and Goal Setting 

Customer Solutions (CS) supports • all established corporate policies through 
department directives, procedures and practices. In addition, policies issued by the 
Federal Energy Regulatory Commission (FERC), state regulatory commissions and 
Duke Energy's Code of Business Ethics (CoBE) are documented, supported and 
followed within the CS organization. 

Departmental policies are normally communicated to the leadership teams at 
department staff meetings and then shared with the appropriate level of 
employees in smaller group or individual meetings or online training to ensure 
understanding of the policies and their importance in relation to serving customers 
and in maintaining compliance. Policies and procedures are documented and 
made available in manuals, on the Company Portal and in various knowledge 
management tools. 

CS develops plans as input to the Regulated Utilities Plans that describe, for a three-
year planning period, the activities required to support the Regulated Utility (RU) 
strategy: most directly by offering valued products and services and basic customer 
services. 

II. Strategic Plarming 

In developing the RU Business Plan, leadership reviews corporate objectives as 
well as customer and employee feedback to define initiatives that are to be 
accomplished. 

An example of strategic plarming is the use of customer satisfaction transactional 
surveys to guide development of additional services that the Company can use to 
improve service and reduce costs. As customer data is analyzed, resuhs and 
recommendations are developed; decisions are made and factored into the 
strategic plan. 

III. Organization Structure 

Customer Solutions is led by a senior vice president who reports to the EVP 
Market Solutions and President Carolinas Region who reports to the CEO of 
Duke Energy. The department is divided into five areas: Retail Programs, 



Customer Regulatory Strategy & Analytics, Rate Design and Analysis, Customer 
Experience, Market Solutions Analytics. Each area is led by a vice president or 
director who reports directly to the senior vice president. The CS organizafion 
chart is provided below. 

Customer 
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Rate Design & 
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IV. Responsibilities 

The major responsibilities of CS include the following: 

Rate Design and Analysis: 

• Provides corporate-wide strategy development for pricing and rate 
design, conducts industry research, assesses trends regarding pricing 
and rate design, all to support overall corporate goals. 

• Oversees various compliance filings with state regulators while 
maintaining quality and creativity. 



• Supports the pricing and rate design aspects of rate case planning and 
execution to ensure success, including the filing of testimony, 
representing Company positions, testifying, and responding to 
interrogatories. Develops and maintains appropriate relationships with 
regulators. 

• Supports the President's organizations and other departments such as 
Energy Efficiency, Economic Development, Large Business, and 
SmartGrid on issues of pricing and rate design. Provides pricing 
support for new products and services. Collaborates with intemal 
parties to fully accomplish goals. 

• Oversees the development, analysis, and interpretation of jurisdictional 
load research. Conducts various studies in support of Company 
initiatives. 

• Develops organizational bench strength and improves each employee's 
skills through a combination of coaching, providing feedback, job 
rotation, cross training, and formal training. Provides one-on-one 
coaching, develops expectations, and writes performance appraisals. 
Ensures that all key work functions have an identified, capable, and 
trained backup. 

Customer Regulatory Strategy and Analytics: 

• Provides regulatory strategy and coordinates the preparation of filings 
to gain approval to offer different products and services to customers. 

• Manages the company's efforts to demonstrate regulatory compliance 
obligations with respect to Demand Side Management and Energy 
Efficiency. 

• Leads Company's efforts to engage extemal stakeholders related to the 
Company's Demand Side Management (DSM) and Energy Efficiency 
(EE) efforts. 

• Provides all of the performance monitoring of the Company's EE and 
DSM Programs that are used for intemal program management and 
extemal reporting. 

• Manages independent third-party Evaluation, Measurement and 
Verification of EE and DSM programs. 

• Provides economic modeling to demonstrate the justification (cost 
effectiveness) of EE and DSM programs and forecast long-term EE 
and DSM levels. 



Retail Programs: 
• Includes five lines of businesses: 

o Outdoor Lighting - Provides efficient and innovative outdoor 
lighting solutions. 

o Energy Efficiency - Provides solutions to enable customers to 
reduce costs and improve energy efficiency. 

o Residential Solutions - Provides customers with products and 
services that offer comfort, convenience and peace of mind. 

o Energy Services - Provides electric reliability and energy-related 
services. 

o Demand Response ~ Delivers reliable capacity through customer 
engagement. 

• Proactively enhances the energy relationship through being the 
customer's expert guide and an evolving portfolio of valued products 
and services. 

Market Solutions Analytics 

• Provides customers data and analytics support for marketing campaign 
managers, program managers, product managers and retail sale 
strategy group. 

• Provide intemal consulting role to business leaders on 
program/products design, vendor selection, campaign coordination, 
and process automation. 

• Develop data analytics capability and deliver advanced analytics 
solutions that can enable the exploitation of new business 
opportunities to grow our business, drive business operations to 
greater levels of efficiency, as well as deliver tangible value to 
customers and raise customers satisfaction. 

• Democratize advanced analytics: Leverage our team's in-depth 
business process knowledge, expertise in technology, extensive 
experience in developing data analytics tools, and ability for working 
effectively and proactively with people across different organizations, 
in order to bring sophisticated and powerful solutions to the masses -
normal business users, and not just statisticians or those with extensive 
training in advanced analytics. 

• Build a dynamic organization of highly skilled analytics processionals 
such as data scientist, solution architect, data science consultant and 
quantitative modelers to deliver the powerful analytics solutions for 
both customer and operational solutions. Examples are (but not limited 



to) revenue protection, enhanced customer journey, and optimized 
customer operations. 

V. Practices and Procedures 

CS develops operating procedures with supporting input from departments with 
which CS interacts. These departments include Regulatory Compliance, Legal, 
Finance, Corporate Communications, Information Technology, Gas Operations and 
Meter Reading. Operational procedures, such as safety, are provided to office and 
field workforces. Day-to-day operational decisions are made by the respective 
leadership as these decisions affect normal operations. 

Unusual problems and events not covered by existing procedures are discussed with 
department leadership, who inform other company leaders of the impact on overall 
operations; changes are documented accordingly. 

VI. Decision Making and Controls 

Day-to-day decisions, as they pertain to the various jobs in CS, are normally made 
by the employees performing the work. Each management level has a specific 
delegation of authority for approving business transactions. Employees' decisions 
are supervised to ensure decisions are consistent with policies and procedures. 
Decisions requiring additional levels of approval are escalated to appropriate levels 
of management within and outside CS leadership. 

VII. Intemal and Extemal Communication 

CS communicates with employees through meetings, e-mail, the Company Portal 
and its department sub site. This Week @ Duke Energy newsletter, state president 
updates and written procedures. Periodically, department and Company leadership 
conducts meetings to provide employees with important information and to have 
open dialogue with employees. 

Extemal communication occurs through a variety of channels including the 
following: 

• Letters to customers 
• Bill messages/inserts 
• Media (TV, radio, newspapers, publications, etc.) 
• Emails 
• Attendance at public hearings and meetings 
• Presentations at community meetings, agencies, rotary clubs, city council 

meetings 
• Volunteer work in the community 
• Membership in professional and civic organizations 



• Electronic communications (e-mail, web, Facebook, Twitter, etc.) 
• Telephone contact 
• Contact with regulators and other agencies at our Ohio Collaborative 

meetings 
• Focus groups 

VIII. Goal Attainment and Qualification 

CS actively monitors and measures the success of the organization toward 
delivering on key objectives. Financial and operational results for all of the CS 
functional areas are measured. These measures are intended to be flexible and 
change as business drivers' change. 

In addition, CS uses various statistical reports as a means of measuring department 
operational effectiveness. Some of the reports serve the dual purpose of measuring 
goal attainment as well as being control devices. 

Many process improvement initiatives are driven by the results of our various 
customer satisfaction surveys. Most surveys ask customers to rate Duke Energy on 
a scale of 0 to 10. The score is measured as a percent of customers rating Duke 
Energy an 8, 9 or 10 on the 0 to 10 scale. 

Residential Transactional Survev 

Telephone interviews are conducted with residential customers who contact Duke 
Energy for the following transactions: 

• Tum on or transfer electric service 
• Tum on or transfer gas service 
• Report a power outage 
• Call Duke Energy with a billing question 

A third-party company contacts the customer within seven days of the completed 
transaction. The surveys measure satisfaction with the entire experience. 

Residential Customer Perceptions Tracker (CPT) Survev 

A third-party company conducts monthly telephone interviews with a random 
sample of residential customers who are asked to rate their overall satisfaction with 
Duke Energy. Duke Energy's overall satisfaction score is measured as the percent 
of customers responding with an 8, 9, or 10 on a 0 to 10-point scale. The results of 
the customers' responses to questions regarding drivers of customer satisfaction 
(e.g., reliability, price, billing, communications, company image), are also reported. 



Small Business Customer Perceptions Tracker (CPT) Survev 

A third-party company conducts monthly telephone interviews with a random 
sample of small business customers (defined as Tier 3 Unassigned through Tier 10) 
who are asked to rate their overall satisfaction with Duke Energy. Duke Energy's 
overall satisfaction score is measured as the percent of customers responding with an 
8, 9, or 10 on a 0 to 10-point scale. The resuhs of the customers' responses to 
questions regarding drivers of customer satisfaction (e.g., reliability, price, billing, 
communications, company image), are also reported. 

Large Business Customer Perceptions Tracker (CPT) Survev 

Quarterly online surveys are conducted with Tier 1 and Tier 2 Assigned customers. 
Duke Energy's overall satisfaction score is measured as the percent of customers 
responding with an 8, 9, or 10 on a 0 to 10-point scale. The results of the customers' 
responses to questions regarding drivers of customer satisfaction (e.g., reliability, 
price, billing, communications, company image, account management), are also 
reported. 

J.D. Power and Associates Survevs 

The J.D. Power Electric Utility Residential Study calculates overall customer 
satisfaction based on six performance areas: (1) corporate citizenship, (2) price; 
(3) power quality and reliability; (4) billing and payment; (5) customer service 
and 6) communications. 

The J.D. Power Electric Ufility Business study calculates overall customer 
satisfaction based on six performance areas: (1) corporate citizenship, (2) price; 
(3) power quality and reliability; (4) billing and payment; (5) customer service 
and 6) communications. 

CS uses other methods to formally and informally quantify and monitor customer 
service and operational performance. Examples include Call Center quality 
assessments, technology system incident reports. Call Center productivity reports, 
social media metrics reports and technical health reports. 


