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 Improving Customer Service 

An introduction to AltaLink’s Project Management Office (PMO) 
The growth in transmission over the past 10 years has increased significantly with AltaLink expected to 
deliver approximately $7.0B of capital projects over the next 5 years. In order to manage this growth 
and provide safe and reliable project delivery, the AltaLink Projects organization was reorganized in 
January 2010 into project delivery teams with operational support provided by the Project 
management Office (PMO).  

The AltaLink Projects organization manages project delivery across the entire project lifecycle; early 
conceptual engineering, consultation, siting, environmental assessment, stakeholder engagement, 
regulatory management, detailed engineering, procurement, construction and commissioning. 
AltaLink’s Project Management Office (PMO) is the support services organization supporting AltaLink’s 
Project Delivery team through the creation and sustainment of a culture of project delivery excellence. 
Our focus is to define project management best practices to be followed on all projects ensuring 
consistency and quality of delivery. In addition, the PMO is responsible for the administration of a 
centralized reporting structure which provides timely performance data to our teams. 

The PMO is structured to provide the following support services: 

1. Project Controls and Scheduling 
2. Engineering 
3. Administrative support 
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What we do 
Project Controls and Scheduling – The Project Controls department consists of Project Control 
Analysts (PCAs), Planner/Schedulers, Estimating and Cost Engineering, with primary responsibilities to 
support project managers (PMs) with financial information, cost analysis, and scheduling on projects. 
Project Control Analysts support PMs by providing assistance with a variety of activities related to the 
financial management of projects. This includes ensuring that all transactions related to a project are 
properly accounted for through forecasting and accrual accounting on a monthly basis. PCAs also 
develop appropriate project structures, and assist in developing monthly reports. The 
planner/scheduler supports Engineering and PMs with developing and updating formal project 
schedules, as well as conducting high-level resource analyses. 

1. Engineering support is provided in three key areas: 
 
a. Project Engineering – AltaLink’s project engineering team works with internal and external 

technical staff to ensure that new assets to the power system are appropriately designed 
and integrated. They are accountable for translating the functional specification received 
from the AESO into the technical requirements that direct all detailed engineering, and 
providing technical oversight for AltaLink’s Direct Assign projects. 

 
b. Conceptual Engineering – Conceptual Engineering develops concepts for the 

reinforcement of the transmission system and the interconnection of customer facilities to 
the power system. They collaborate with the AESO and customers in engineering the scope 
of facilities (substation, transmission and telecommunication) and co-coordinating 
activities with various AltaLink groups to deliver Interconnection Proposals, Order of 
Magnitude estimates, and preliminary schedules. They also work on joint interconnection 
proposals with customers (i.e. Fortis Alberta). 

 
c. Engineering Services – Project Engineering Services support AltaLink projects by providing 

timely technical equipment expertise ensuring quality and consistency across all projects. 
 

2. Administration functions supporting AltaLink projects include: 
 

a. Project Reporting and Governance - Capital planning, budgeting, external reporting, 
portfolio risk management, project stage gate governance management. 

 
b. Project Services –technical writing, commitment coordination, document control, and 

SharePoint administration. Overall, Project Services is responsible for supporting various 
functions throughout the AltaLink Projects group with documentation, process mapping, 
and administrative support 
 

The PMO is improving organizational capability, best practices and continuous improvement by 
ensuring that we have well defined, documented and managed Practices and Processes for successful 
management of the project across its life cycle , from early concept through permitting to construction 
and finally energization. 

AltaLink continues to build on the robustness of our Project management capabilities providing direct 
benefits to AltaLink and its customers and stakeholders. If you have any questions about our PMO, 
please contact: 
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Darcy Fedorchuk, P.Eng 
Vice President, Project Management Office  
Darcy.fedorchuk@altlalink.ca 
403.267.5985 
 
You asked; We acted 
What does it mean to be an AltaLink customer? It means we listen to your concerns and act on your 
suggestions when it’s in our power. A key role of the Customer Service team is to proactively work with 
electric industry participants and across functional groups to ensure customer needs are heard and to 
support you through the interconnection process.  
 
In addition to an ongoing dialogue throughout your interconnection project, our Customer Service 
team utilizes a structured feedback mechanism – the Customer Satisfaction survey which we conduct 
at three specific points in every interconnection project. AltaLink also captures customer feedback 
through a periodic, holistic survey of customers, covering post-connection service and performance. 
 
Monthly Program Review 
You asked: Some AltaLink customers have transmission projects of varying scale scattered across the 
province and at different stages of the interconnection process. By necessity, these are actioned by an 
array of project managers, engineers and landowner consultation staff. Customers in these 
circumstances identified the desire for a single, monthly ‘program review’ for better time utilization 
and better understanding. 
 
We acted: In response, AltaLink coordinated a single day forum where project team leads from 
different parts of the organization cycled through to review each project individually. It gave the 
customer the opportunity to have a comprehensive assessment of all their projects; what stages they 
were at, issues they were facing and what possible solutions were available. With the attendance of 
various functions to answer any questions or brainstorm work-arounds, clients are finding these 
forums invaluable, are requesting ongoing monthly reviews and are staying ahead of issues and 
influence outcomes. 
  
Three-party Status Reviews 
You asked:  An AltaLink customer which is an integral part of the electric system, and has an extensive 
number of transmission interconnection projects and cross-project interdependencies wanted to ‘get 
ahead’ of missed delivery dates and slowdowns. They requested a bi-weekly, three-way status review 
with the Alberta Electric System Operator (AESO) and AltaLink to identify and act on bottlenecks and 
any emerging issues.  
 
We acted: AltaLink acted again and led the development of an “exception reporting”  tool to 
summarize all the projects’ key milestones, and yellow- or red- flag lagging deliverables. This tool is 
used by all three parties in the bi-weekly conference call to review these exceptions and assign time-
bound action responsibilities. In recent months, this status review meeting has been taken one step 
further with the addition of a quarterly meeting to review metrics and identify the underlying 
systematic issues that are contributing to re-occurring bottlenecks.  
 
Although only a handful of AltaLink customers have the large interconnection programs described 
above, AltaLink is committed to identifying mechanisms to better serve every customer. With more 
than 100 active customer interconnection projects currently underway, we encourage your feedback 
and suggestions through our customer surveys. We are always listening, and want your specific 
feedback on how we can improve the interconnection experience and our ongoing post-connection 
service.  

mailto:Darcy.fedorchuk@altlalink.ca
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 Feature stories 

AltaLink’s General Tariff Application 
AltaLink filed its General Tariff Application (GTA) with the AUC this summer for the years 2013 and 
2014. The GTA is an application with the Alberta Utilities Commission (AUC) to recover the costs 
associated with building, owning and operating the transmission system such as our annual 
maintenance and operating costs, construction costs, employees, corporate and property taxes, right-
of-way payments to landowners.  

For 2013 to 2014, we requested approval of $500.5-million and $655.5-million respectively to meet 
our obligations as a Transmission Facility Operator (TFO) based on projected revenue needs. In this 
revenue requirement forecast , AltaLink is forecasting $1.5-billion in capital expenditures in 2013 and 
$1.7-billion in 2014 regarding capital projects directly assigned by the AESO.  

The request includes a refund to the customers (through the AESO) of $18.5-million for certain AUC 
approved accounts that were under deferral treatment for 2010 to 2011. These accounts reflect 
forecast to actual true-up adjustments regarding costs that are outside AltaLink’s control and ability to 
accurately forecast.  

Reliability is a top customer expectation. We are facing an unprecedented build cycle, and our key 
focus will be on the reliability of the existing transmission system and the construction of new facilities 
to support growth. AltaLink has requested regulator support as part of its GTA to enable us to fulfill our 
statutory duties and business obligations.  

As part of the AUC  process,  we will respond to Information Requests by registered parties in 
November, 2012 with an oral hearing scheduled in mid-January of next year. 

 

AltaLink updates 
  

An update on AltaLink’s Western Alberta Transmission Line 
 The hearing for AltaLink’s Western Alberta Transmission Line (WATL) began in Red Deer on June 11, 
2012, and the oral portion of the hearing ended on August 3. This was a comprehensive oral hearing, 
as evidenced by the more than 4,100 pages of transcripts that were recorded. The record formally 
closed on September 10 following the submission of written arguments. 
 
The Alberta Utilities Commission (AUC) is expected to provide its decision on the project prior to 
Christmas. If approved, and upon receipt of Permit and License, AltaLink will begin construction in 
early 2013 with brushing and clearing of the right-of-way. In areas where we have easements in place, 
field coordinators are meeting directly with landowners to make agreements on access locations to the 
rights-of-way. Legal survey of the rights-of-way and staking of proposed tower locations has begun, 
and easement negotiations continue for the remainder of the right-of-way not yet acquired. 
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AltaLink’s project team, including safety, environment, material management and construction 
management resources are preparing for the start of construction.  
 
The high voltage direct current (HVDC) portion of the WATL project is progressing well, with detailed 
engineering in progress and hundreds of studies and design documents already completed.  
 
2013 would mark the first full year of construction. 
 
For more information about the WATL project, visit our website.  
 

 

Contact Us 
Have a question, comment or a story idea for our newsletter? We’d love 
to hear from you! 
 
Email: customerservice@altalink.ca  

 

http://www.altalink.ca/projects/centralabtransmission/watl/watl-overview.cfm
mailto:customerservice@altalink.ca

