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PSE&G BackgroundPSE&G Background

� 1.7 Million Gas 

Customers

� Gas Delivery 

maintains 2000+ 

Employees

� Service Territory:  

2,250 square miles 

(2/3 of NJ)

� 40% Urban/60% Rural

� 17,000 miles of Main

� 16,200 miles of 

Services



Knowledge Sharing StrategyKnowledge Sharing Strategy

� Pursued “NJ Governor’s Award for Performance 

Excellence” - sponsored by Quality New Jersey (QNJ) 

� Gained Feedback from QNJ application

� Recommended more emphasis on “end-to-end”

Process Management and Documentation

� Promoted Knowledge Sharing:  Tacit vs. Explicit

� Supported Drive for Consistency - “Gas Delivery Way 

(12-3-1)”



Knowledge Management System - DevelopmentKnowledge Management System - Development

� Major Items Launched in 2006:

• Macro Process Classification System

• Web-based Document Repository

• Proven Practice Transfer Model

• Future Web Enhancements (Identified)



KMS Macro Process 
Classification System
KMS Macro Process 
Classification System

� Classification structure - major business areas organized 

into categories for storing supporting processes

� Template and architecture - collected, analyzed and 

documented process flow information

� 1,000+ documents and links - verified and posted 

� Microsoft Word, Visio & PowerPoint documents -

converted to web PDF format



KMS Web-based RepositoryKMS Web-based Repository

� Developed strategy for process ownership & gap 

analysis

� Established accountability for process documentation & 

validation

� Provided link for operational metrics related to each 

process

� Provided access to electronic standards and procedures

� Created “Search” engine for website navigation



Programs

Procedures

Policies

Processes

The KMS Web-based 
Repository Structure
The KMS Web-based 
Repository Structure



Gas Delivery’s 10 Major 
Business Areas are Links in 
the Left Navigation Bar

Sub-Processes and Owners 
are in the center of each  

Web page

Major links to Gas 
Procedures, Standards and 
Reports are easy to access

Simple and Advanced 
searches are linked on the 

KMS Homepage

Key Web-based KMS FeaturesKey Web-based KMS Features



Proven Practice - Transfer ModelProven Practice - Transfer Model

� Transfer Models are the 

building blocks for knowledge 

sharing systems to promote 

“Re-Use” of PP’s: 

� Structure to identify practices: internal & external

� Solid linkage to Scorecard Measures

� Structure to communicate & to promote replication

� Recognition for idea generation



Proven Practice - Transfer ModelProven Practice - Transfer Model



Proven Practice MatrixProven Practice Matrix



Future System EnhancementsFuture System Enhancements

� Planned KMS Improvements:

• Web-based “Bulletin Board” threaded 

discussions

• “Ask the Expert” functionality 

• “Change Log” record for document updates

• Electronic “Proven Practice Submittal Forms”

• Automated “System Scorecards” for tracking 

website usage 



KMS BenefitsKMS Benefits

� Proven Practice initiatives to run the business 
and align Gas Delivery operations (12-3-1).

� Centralized & standardized process management 
approach.

� Maximized value creation across all core 
activities.

� Process gaps identification and improvement 
opportunities for future areas of focus.



� Systematic Proven Practice assessment and 
accountability

� Community knowledge sharing and transfer.

� Enhancement of process focus and continuous 
learning throughout the organization.

� Increased process owner accountability to drive 
and monitor core business activities successfully.

KMS BenefitsKMS Benefits



Critical Success FactorsCritical Success Factors

� Senior management support

� Robust “Change Management Strategy”

� Staffing to sustain KMS system

� Defined roles and accountability



FOR MORE INFORMATIONFOR MORE INFORMATION

� Paul Pirro

• Technical Support Leader

• Gas Delivery Business 

Development & Technical 

Services - Springfield

• 24 Brown Avenue

Springfield, NJ 07081

973-912-3239

• paul.pirro@pseg.com

� Chris Agans

• Process Improvement 

Manager

• Gas Delivery Business 

Development & Technical 

Services – Plainfield

• 40 Rock Avenue,    Plainfield, 

NJ 07063

908-668-3239

• christopher.agans@pseg.com



Questions and CommentsQuestions and Comments

� Demonstration of the KMS System…



Information Box: 
Contains links to 
sections in center.

Promotion Box: 
Links to Scorecards, 
Reports and Process 

Owners

Center Section lists 9 
Macro Processes and 

contents of each.



Link to this Home 
Page is also on other 

pages. 

Most Frequently 
Asked Questions in 
future based on hits.

Process Owners.  
Names, phone, MC 
and also linked to 

center section.



For our Demo, 
Macro Process 9 

“Support” then to 
DWMS/GSIMS



Center Section now 
breaks out Section 9 

to contents and 
reports. 



For our Demo we are 
looking for info on 

DWMS/GSIMS



All the reports listed 
for DWMS/GSIMS 

information. 

Links page down to 
section containing 

your report. 



User Friendly links to 
requested information, in our 
example.. Corrosion Work.  
This link takes you to PDF 
report on topic.. Next page.



Secure PDF file can 
be read/printed by 
company standard 
Adobe PDF reader. 



Frequently Asked 
Question page in 

future based on Info 
Central report on # of 

hits to the reports. 



THANK     

YOU!!!


