






	

	  

The Metrics
Indicator	 2008	 2007
	

	 Q U A L it  Y  Ser   V ice  		

Customer Satisfaction 
(Very satis�ed and satis�ed)	 93%	 95%
Reliability 
	 Average Outage  
	 Restoration Time	 113 min	 115 min   
	 Average Outages  
	 per Customer	 1.40	 1.14
Productivity  
	 Customer Accounts  
	 per Employee	 464	 450
	 R e S pon   S i B L e  R e S o U rce   S 		

Renewable Generation 	 60%	 60% 
(% of total capacity) 

Greenhouse 	 699 	 687 
Gas Emissions	 lb/MWh	 lb/MWh
Energy Efficiency Programs 
	 Electric (kWh saved) 

		  Residential	 33 M	 16.5 M 
		  Commercial/Industrial 	 41.9 M	 37.2 M
Natural Gas (Therms saved) 

		  Residential	 851,637	 421,000  
		  Commercial/Industrial	 1.036 M 	 1.1 M
	 E n V iron    M ent  A L  Ste   W A r D S H ip		  

Office Recycling Programs 
	 Paper, Cardboard, Office Pack	 90 tons	 107 tons 
	 Aluminum Cans 	 841 lbs	 880 lbs
Materials Recovery 
	  Scrap Sold for Recycling 	 670 tons	 825 tons
Commute Trip Reduction 
	 Miles Eliminated	 162,517 mi 	 86,989 mi 
	 Carbon Dioxide Avoided 	 8,939 lbs	 4,784 lbs
	 C o M M U nit   Y  P A rtner     S H ip		  

Assistance for Customers in Need 
	 LIHEAP, LIRAP, Project Share	 $10.2 M	 $11.6 M 
	 Total Number of Grants	 30,317	 35,478
% of Total Procurement  
with Diversity Suppliers	 6.4%	 7.4%
	 E M p L o Y ee   S A F et  Y 		

Vehicle Incidents/Miles Driven	 9.14	 7.03 
Work-Related Injury Rate	 4.52 	 5.08 
Lost time incident rate	 1.35 	 1.67



Clear business priorities 

At Avista we believe that improving the quality of life for 
our customers is also good business for us. Through all 
we do, we keep our focus on developing and 
maintaining strong relationships with our stakeholders: 
customers, employees, investors and the community.

Responsible 
investments 

Our ability to safely and reliably serve 
our customers is the result of wise and 
thoughtful investments in technology 
and equipment and effectively 
managing costs. We’ve completed a 
five-year project to upgrade and 
expand our network of high voltage 

transmission lines to improve service reliability. And 
using automated meter reading in our Idaho and Oregon 
service territories has dramatically increased the 
number of meters that can be read each day and 
decreased the number of vehicle miles we must travel. 
We’ve also put in place a new customer-focused, 
web-enabled bill payment site and automated outage 
management tools to speed sharing information with 
our customers and our crews. 

Dedicated employees 

The culture at Avista is one of the first 
things a new employee notices. Based 
on integrity and respect for the 
individual, Avista is committed to 
providing a safe environment in which 
to work -- one that supports lifelong 
learning and leadership development 
opportunities for everyone. Our workforce 
reflects the communities we serve – approximately 5 
percent of Avista employees identify themselves as 
being a minority race. Some 30 percent of employees 
are women, and of the top five senior executives, two 
are women.

Balancing competing priorities 

As all businesses today, we are impacted by events and 
actions happening around the world. The costs of 
materials we use every day – the pipes and wires, the 
concrete, copper and steel – have doubled in just five 
years. The price swings in the cost of natural gas that 
we deliver to our customers and that we use to 
generate power, have been unprecedented in recent 
years. And yet, our rates remain among the lowest in 
the nation.

Diverse, reliable and  
cost-effective resources 

Avista’s carbon footprint is among the lowest of the top 
100 power producers in the country. Yet, we know that 
having a mix of generating resources is essential to 
reliably meeting the energy needs of our customers. 

Over half of Avista’s generation is from hydroelectric 
plants, a clean, renewable source of energy. Each year 
our Kettle Falls Generating Plant recycles 450,000 tons 
of wood waste to generate power. And we have 
acquired development rights for a 50 Megawatt wind 
farm in Eastern Washington, close to our transmission 
lines, to increase efficiency of energy delivery. Nearly 
a third of our generation is fueled by natural gas, the 
cleanest-burning fossil fuel. In addition, Avista also 
owns a 15 percent stake in units 3 and 4 at Colstrip,  
a coal-fired plant in Montana.

Renewable and alternative 
energy resources

Taking a look at energy needs in the long-term is the 
goal of the Integrated Resource planning (IRP) 
process. Together with a broad range of stakeholders, 
we review current resource needs, use sophisticated 
computer-modeling, and develop a 20-year plan for 
electric and natural gas resources. Avista’s 2009 
Preferred Resource Plan includes 750 MW of natural 
gas, 350 MW of wind, 339 MW of conservation, 5 MW 
of distribution efficiencies and 5 MW of hydro 
upgrades for the 2010-2029 planning period. 

Wise and efficient  
use of energy

Avista’s customer-focused energy efficiency programs 
are in their 30th year. Through a variety of conservation 
and incentive programs, customers saved 37 percent 
more kilowatt hours in 2008 than we planned, roughly 
the equivalent of enough energy to power about 6,000 
homes. Natural gas savings were 25 percent higher 
than planned. We provided more than 
15,000 rebates and incentives totaling 
nearly $15 million to residential 
and commercial customers 
throughout our service area 
in 2008.

Responsible 
Resources

We offer a smart mix  
of energy resources

Operational 
Excellence

We continuously  
improve how we work

http://www.avistautilities.com/inside/resources/palouse/pages/default.aspx
http://www.avistautilities.com/residential/pages/default.aspx
http://www.avistautilities.com/safety/outages/pages/default.aspx
http://www.avistautilities.com/safety/outages/pages/default.aspx
http://www.avistautilities.com/services/energypricing/Documents/National%20Rate%20Comparison%2007%2008.pdf
http://www.avistautilities.com/services/energypricing/Documents/National%20Rate%20Comparison%2007%2008.pdf
http://www.avistautilities.com/inside/resources/merchant/hydropower/Pages/default.aspx
http://www.avistautilities.com/inside/resources/merchant/hydropower/Pages/default.aspx
http://www.avistautilities.com/inside/resources/IRP/pages/default.aspx
http://www.avistautilities.com/inside/resources/IRP/pages/default.aspx
http://www.avistautilities.com/savings/Pages/default.aspx


Helping customers get value 
for their energy dollars

Whether it’s installing a compact fluorescent light bulb, 
choosing an Energy Star® rated appliance, 

programming a home thermostat or 
weatherizing a home—every effort 
can make a difference to the 
environment and to our world. 
“Every Little Bit” is an energy 

efficiency program Avista launched in 2007 that guides 
customers through the changes they can make in their 
homes to make a difference in their energy bill. As we 
all take part in becoming more energy efficient, our 
resources go farther. For more information, please go to  
www.everylittlebit.com. 

Listening and  
responding to customers 

Avista surveys customers quarterly to see how we’re 
doing. Customer satisfaction ratings have exceeded 90 
percent each of the past eight years. And, using our 
blog, e-mail and other technologies, we’ve created new 
ways to engage our customers in ongoing 
conversations. 

A voice in shaping  
policies and initiatives 

Avista actively participates in local, state, and national 
legislative and governmental processes. We work with 
others to develop trusting and credible relationships 
with elected office holders who determine public policy 
affecting our company. It is appropriate and responsible 
for the company (through shareholder dollars and the 
employee-funded political action committee) to be 
supportive of those individuals through political 
contributions as one part of a comprehensive 
government relations program.

Responsibly managing the 
natural resources we use

Effective environmental stewardship is not done in 
isolation; it is a partnership. Avista participates with a 
broad range of non-profit, governmental and community 

organizations, and American Indian 
tribes to manage the resources in 

our care. We’re working on 
things like re-establishing bull 
trout habitats and fish 
spawning areas on the Clark 
Fork and Spokane rivers, 
preserving existing wetland 
and bird habitats, and making 

significant improvements in 
recreation and handicapped-

accessible facilities. 

For example, there are over 70 miles of 
shoreline along the reservoirs created by Avista’s 
Noxon Rapids and Cabinet Gorge hydroelectric facilities 
on the Clark Fork River in Montana and Idaho. Avista 
has completed improvements to several parks along the 
shores, improving parking areas, leveling walk-ways 
and building fishing piers to enhance the enjoyment of 
visitors and facilitate use by people with mobility 
impairments.

Addressing the effects  
of climate change 

Society’s response to climate change will 
greatly affect our customers and the 
prices paid for energy in the future. 
We are actively participating in 
discussions at the federal, state, 
and local levels to help shape our 
energy future and to continue 
building the vitality of the 
communities that we serve.

Avista strongly supports timely 
enactment of federal “cap and trade” 
legislation or other alternatives to achieve 
dramatic reductions in the emissions of greenhouse 
gases (GHG), including the following climate legislative 
principles: one national cap and trade system; 
allocation of allowances to emit GHG should credit, or 
at least not punish, low emission utilities and regions; 
low-water year allowance set-aside amendment; and 
protection of the economy. 

Environmental 
Stewardship

We care for the quality of 
the places where we work 
and live

Customer 
Orientation

We do the right thing in  
support of our customers



Working with others  
in the community

Avista is an active and engaged partner in the 
communities we serve. The Avista Foundation makes 
grants in the areas of education, vulnerable and limited 
income populations, and economic and cultural vitality 
to strengthen communities and enhance the quality of 
life. In 2008, the foundation provided grants totaling 
$586,000. Corporate giving, separate from the foundation 
and funded by shareholder dollars, provided over 
$486,000 for more than 620 non-profit organizations in 
our service territory. 

Employee volunteerism is supported and encouraged at 
Avista. Employees are involved with activities at 
non-profit, civic, educational and community 
organizations in Washington, Idaho and Oregon. In 2008, 
they logged more than 49,000 hours of volunteer 
community service.

Leading and supporting 
collaborative initiatives 

Strengthening the economic climate in the communities 
within our service territory is good for our customers 
and good for Avista. We are active participants in the 
partnerships and networks that support civic and 
business enterprises, from leveraging our technical and 
human resources for the development of education and 
health care programs to creating innovative economic 
development opportunities such as Spokane’s University 
District and improving regional transportation networks. 

Contributing meaningfully to 
address the needs of others 

In 2008 we partnered with non-profits, government 
agencies and our customers to provide over $10 million 
in energy assistance grants and to reach out to seniors 
and low income neighbors with conservation workshops 
to help them better manage their energy use. Creating 
new lifestyle habits, though, is what will 
make a difference in the long term. 
“Wattson, the Energy Watchdog,” leads 
a comprehensive community education 
and awareness program targeted to 
help children learn energy conservation 
and safety behaviors that will become a 
way of life for them and their families. 
In 2008, Wattson met more than 25,000 
children and their families through 
community events.

Community 
Partnership

We earn trust  
as a valued neighbor

1411 East Mission Avenue 
P.O. Box 3727 
Spokane, WA 99202 
509.489.0500

Our invitation to you

Your feedback on this report and our 
performance is welcome and 
encouraged. We invite you to join the 
conversation with us at  
www.avistautilities.com/conversation  
or send an email to  
conversation@avistautilities.com. 


