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Improving Customer Service 

 

Lori Topp joins AltaLink as Senior Vice President, Customer Service 
On March 19, 2012, AltaLink welcomed Lori Topp to the team. 
 
AltaLink selects two companies to act as EPC vendors 
SNC-Lavalin ATP Inc. and Burns & McDonnell Canada Ltd. named EPC vendors. 
 
2011 Customer Survey 
AltaLink conducted a customer survey in 2011 as part of our customer service 
improvement initiative. 
 
Customer Project Survey – Overall 2011 results 
AltaLink continues to survey customers and collect feedback on customer 
connection projects. 

Lori Topp joins AltaLink as Senior Vice President, Customer Service 
On March 19, 2012, AltaLink welcomed Lori Topp to the team as our new Senior Vice President, Customer 
Service.  
 
Lori brings more than 25 years of management and executive experience and a track record of building 
organizational excellence. Having led financial and operating strategies in the regulated and competitive retail 
energy sector, Lori brings a wealth of knowledge to AltaLink. Most recently, Lori held positions with Heads Up 
Leadership, Direct Energy, Enmax and Telus playing key roles in business development, marketing, operations 
and customer relations. 
 
"My team is committed to further developing AltaLink's existing foundation of excellence by enhancing our 
customers' experience, perceptions and satisfaction,” said Lori. “Based on customer input, we are kicking off a 
number of initiatives to improve our customer service. The voice of the customer will increasingly complement 
our technical capability as AltaLink delivers services to the marketplace.” 
 
To do that, Lori has announced two important changes to her team. Tony Demassi has moved to a newly 
created role as Director, Customer Relations. In this position, Tony will lead the improvement of service and 
relationships with a variety of customer groups and also focus on market-oriented change initiatives that are 
aimed at improving customer experiences and satisfaction with AltaLink.  
 
Jan Burwell joins the team as Director, Customer Service, taking over for Tony in leading the Client Service team. 
Jan will provide leadership across AltaLink to developing new services for customers. Jan has an extensive 
customer-oriented career centered on market growth and operational transformations within the business 
services, technology, and utilities sectors.  
 
Watch for more news about AltaLink’s Customer Service improvement initiatives in future newsletters. 
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AltaLink selects two companies to act as EPC vendors 
In a continued effort to ensure we meet the needs of our customers, AltaLink has signed new, five-year 
agreements with two vendors to provide engineering, procurement and construction services.    
 
After a fair, open and transparent procurement process AltaLink has selected SNC-Lavalin ATP Inc. and Burns & 
McDonnell Canada Ltd for EPC work on direct assign and customer projects. 
 
“We have a lot of projects planned for the next few years and we need to make sure we enlist companies that 
have proven their ability to deliver quality projects safely, on time and on budget,” said Johanne Picard-
Thompson, Senior Vice President, Projects. 
 
The new contracts only apply to projects beginning May 1, 2012.  
 
“We have been working with SNC for the last 10 years, and I am excited to continue with that relationship,” said 
Johanne. “We’re also very excited to add Burns & McDonnell to the mix.” 
 
Burns & McDonnell is headquartered in Kansas City, MO, with offices in Calgary. Named by FORTUNE® magazine 
as one of American’s best places to work, Burns is a company that is focused on its clients’ needs and success.  
 
An independent fairness advisor (KPMG) oversaw the three-stage procurement process to ensure fairness for all 
participants.  
 
2011 Customer Survey 
In 2007 AltaLink conducted its first customer satisfaction survey and achieved an overall satisfaction rating of 
72%. The survey was conducted again in November 2011 and overall satisfaction levels increased to 77%.   
 
“This result is very positive for AltaLink,” said Tony Demassi, Director, Customer Relations. “It shows AltaLink is 
moving in the right direction as we improve our overall customer focus.” 
 
The customer survey provided some valuable information as we design future action plans. Our top three 
service scores were on: 

1. Commitment to Occupational Health and Safety 
2. Reliability of our electricity, and 
3. Response time handling trouble outages. 

 
Based on the survey results, AltaLink will be working to improve our ability to deliver on budget and meet 
scheduled commitments, as well as our scheduling of outages. 
 
A big thank you goes out to all of our customers who participated in the survey. We are working to further 
increase customer service levels, and we will keep you informed of our customer service improvement 
initiatives in future newsletters. 
 
Customer Project Survey – Overall 2011 results 
As noted in our last newsletter, AltaLink continues to survey 
customers and collect feedback on customer connection projects. 
 
The survey focused on AltaLink’s ability to meet commitments, 
identify and maintain budget, provide customer service, assist 
customers in navigating the Connection Process, and the overall 
Connection Process itself. 
 
Our one page survey captured customer feedback at three points 
in the Connection Process:  

• After delivery of the Connection Proposal,  
• After  delivery of the Proposal to Provide Service (PPS), and  
• After energization and final costs. 
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In 2011, we received  the following number of responses: 

• 36 completed surveys after the delivery of the Connection Proposal 
• 39 completed surveys after the delivery of the PPS 
• 17 completed surveys after energization and final costs.  

 
For the surveys completed at the Connection Proposal stage, results indicated an average 84% overall 
satisfaction rating.  
Feedback from this stage indicated customers are happy with AltaLink’s ability to complete their key 
deliverables on time and AltaLink’s commitment to customer service. There remains concern with the front end 
of the Alberta Electric System Operator (AESO) Connection Process, particularly around the length of time to 
navigate through the process.  
 
The PPS stage survey produced results showing a 79% overall satisfaction rating.  
Customers were particularly satisfied with AltaLink’s ability to meet their commitments on time while providing 
excellent customer service along the way.  
 
The energization survey showed a 73% overall customer satisfaction rating.  
Customers indicated they would like to see the project close-out and final cost completion of the project 
timelines shortened. Customers also noted their desire to see further advances to a streamlined and more 
efficient Connection Process.  
 
Initiatives between industry partners and AltaLink continue, and we regularly review projects and continue to 
collaborate to close any process gaps. AltaLink recognizes the challenges to interconnecting customers and we 
will continue to strive to enhance the process and our customer service.  
 

Feature stories  

 

Making a difference in the community 
AltaLink is proud to support the communities in which we work. 
 
 

 
Making a difference in the community 
AltaLink takes great pride in giving back to the communities in which we live and work. That’s why we support 
organizations such as Alberta 4-H and United Way. Working with these groups helps to ensure that communities 
across our province remain vibrant and a great place to live. 
 
Building playgrounds in Calgary 
In March 2012, AltaLink employees came together to raise over $7,000 to help build 
two new playgrounds in the northeast Calgary community of Monterey Park. A United 
Way Day of Caring event, in partnership with Parks Foundation Calgary and SNC-
Lavalin, these playgrounds will provide a safe and fun place to play for more than 2,000 
kids under the age of 14.  
 
Supporting the growth and development of Alberta youth 
Since 2003, AltaLink has been a proud sponsor of Alberta 4-H. As a Legacy 
Builder and 4-H Communications sponsor at all levels, from Club to Provincial, 
we are supporting more than 6,400 youth across the province develop 
confidence and determination, leadership qualities, teamwork skills and 
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communication abilities. In addition, AltaLink employees have the opportunity to become involved in the public 
speaking competitions as judges, providing a fulfilling and worthwhile experience for our employees. 
 
Promoting education in Alberta’s Aboriginal communities 
In 2007, AltaLink created the Aboriginal Scholarship Program as an approach to support the communities in 
which we operate in a positive way. These four scholarships recognize Aboriginal communities in Alberta, and 
offer financial assistant to students from Treaties 6, 7, 8 and the Métis community attending post-secondary 
institutions.  
 
In 2011, we received more than 100 applications. Our four winners are: 

• Cheanne Lapatak (Treaty 6). Third year, Bachelor of Business Administration, majoring in Accounting at 
the Northern Alberta Institute of Technology (NAIT) 

• Katrina Hewton-Bakfat (Treaty 7). Second year, Bachelor of Arts in Psychology at Mount Royal 
University, and Psychology program at Athabasca University 

• Pamela Taylor (Treaty 8). Third year, Social Work diploma, Red Deer College 
• Krista McFayden (Métis). Second year PhD student in Indigenous Peoples Education at the University of 

Alberta. 
 
Congratulations to the 2011 winners! 

AltaLink updates 

 

AltaLink launches a new website 
AltaLink’s new website is easy to use and navigate. 
 
AltaLink receives several project approvals in Q1 2012 
AltaLink has received several important project approvals in the first few 
months of 2012. 

AltaLink launches new website 
Since our last update AltaLink launched a new and improved version of www.altalink.ca. The new site combined 
two websites into one (www.altalink.ca and www.albertaelectricityfuture.com), to provide an easier and more 
useful site for our landowners, stakeholders and shareholders.  
 
“The re-designed site is very user-friendly and allows our visitors to find the information they need quickly and 
easily,” said Scott Schreiner, Director of External Engagement. “It’s a fresh look, but still a great resource for all of 
our stakeholders to find the information they need about AltaLink.” 
 
With interactive maps, important information about our projects, and information on third party requests, 
www.altalink.ca is your one-stop-shop for information on AltaLink and Alberta’s transmission industry. 
 
While you’re visiting the new site, don’t forget to check us out on Twitter, Facebook and YouTube as well. Our 
online profiles are great places to learn about upcoming open houses, facts about electricity and transmission, 
and updates about our organization.  
 

 www.facebook.com/altalinktransmission 
 
 
  @AltaLink 
 

http://www.facebook.com/altalinktransmission
http://twitter.com/
http://www.altalink.ca/
http://www.altalink.ca/
http://www.altalink.ca/
http://www.facebook.com/altalinktransmission
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 www.youtube.com/user/AltaLink 
 

 
AltaLink receives several project approvals in 2012 
From as far north as the Athabasca area to the southern part of our province filled with wind potential, AltaLink 
will be moving forward to reinforce key areas of its service territory with new transmission facilities.  
 
Some of the projects approved in 2012 include:  

• the Athabasca Area Telecommunications Upgrade 
• the Cassils to Ware Junction project as part of the Hanna Region Transmission Development 
• the new Kirby Substation and Transmission Line  
• the East Palliser Transmission Project which will connect NaturEner's Wild Rose 1 and 2 

wind power projects to the electric system 
 
Regional developments 
AltaLink is working to reinforce the aging electric transmission system through its regional developments. 
 
Red Deer Area Transmission Development  
The majority of the transmission system in central Alberta is 40 to 50 years old, while the population in the towns 
and cities in the area has grown by more than 100,000 people.  
 
AltaLink began consulting about its plans to reinforce the electric system between the Wetaskiwin and Didsbury 
areas in the summer of 2011. This project includes upgrading substations, rebuilding existing transmission lines, 
building new transmission facilities and removing existing transmission lines. AltaLink filed an application for the 
first stage of the project last year and plans to file two more applications with the Alberta Utilities Commission 
(AUC) in the coming months. 
 
Central East Transmission Development  
The transmission system in the Wainwright, Provost and surrounding areas was built 50 to 60 years ago and the 
aging system no longer has the capacity to reliably provide electricity to the area.  
 
AltaLink began consulting with stakeholders in the fall of 2011 about its Central East Transmission Development. 
This proposal includes building approximately 70 kilometres of new transmission line, rebuilding approximately 
205 kilometres of existing transmission line and removing approximately 35 kilometres of existing transmission 
line to reinforce the transmission system in central east Alberta. 
 
Southern Alberta Transmission Reinforcement (SATR)  
The existing transmission lines and substations in the southern part of the province require more capacity to 
connect power generated from new wind farm projects to Alberta’s electric system.  
 
The Southern Alberta Transmission Reinforcement includes several transmission projects that will support 
continued growth and provide Albertans with access to more renewable wind-generated power. The AUC 
approved the need for these projects in 2009.  
 
The Cassils to Bowmanton to Whitla Transmission Project is the first project in the Southern Alberta Transmission 
Reinforcement to receive permit and license. Construction began in August 2011, and is expected to be in service 
in spring 2014. The project includes 240 kilometres of new transmission line from west of Brooks to east of 
Medicine Hat and onward to south of Whitla.  
 
AltaLink is currently preparing to file Facility Applications for several SATR projects, including the Medicine Hat 
138 kV Transmission Project, Southern Foothills Transmission Project, Picture Butte to Etzikom Coulee 
Transmission Project and the Etzikom Coulee to Whitla Transmission Project.  
 
 

http://www.youtube.com/user/AltaLink
http://www.youtube.com/user/AltaLink
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Foothills Area Transmission Development  
The existing electrical transmission system in Calgary and the communities south and east of Calgary has not had 
a major development or upgrade since 1985, while the population in these communities has grown substantially. 
 
 To meet this growing demand, the Foothills Area Transmission Development will ensure power from new 
generation plants, including local gas generation and wind power generated in southern Alberta, is connected to 
Alberta’s electric system.  
 
AltaLink began public consultation for this development in March 2011. We are currently preparing to file Facility 
Applications with the AUC for several projects that include new transmission lines and reinforcements in the High 
River, Okotoks, East Calgary and Langdon areas.  
 

 


