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2012 OK Ethics Compass Award Application

March 20, 2012

OGE Energy Corp.’s services and extent of operations:

OGE Energy Corp. (OGE), with headquarters in Oklahoma City, is the parent company of Oklahoma Gas and Electric Company, a regulated electric utility, and Enogex Holdings LLC, a midstream natural gas pipeline business.  OGE Energy Corp. and its subsidiaries have 3,445 members.     

Oklahoma Gas and Electric Company (OG&E) generates, transmits, distributes and sells electric energy in Oklahoma and western Arkansas. Its operations are conducted through OG&E and are subject to regulation by the Oklahoma Corporation Commission, the Arkansas Public Service Commission and the Federal Energy Regulatory Commission.  OG&E was incorporated in 1902 under the laws of the Oklahoma Territory. OG&E is the largest electric utility in Oklahoma and its franchised service territory includes the Fort Smith, Arkansas area. 

Enogex LLC (Enogex) is a provider of integrated natural gas midstream services. Enogex is engaged in the business of gathering, processing, transporting, storing and marketing natural gas. Most of Enogex's natural gas gathering, processing, transportation and storage assets are strategically located in the Arkoma and Anadarko basins of Oklahoma and the Texas Panhandle. At December 31, 2011, OGE Energy indirectly owns an 81.3 percent membership interest in Enogex Holdings, which in turn owns all of the interests in Enogex LLC.

OGE Energy Corp.’s Core Values:

Individual Safety and Well-being – We advocate attitudes and actions that promote individual safety, health and success.
Transparency – We operate our business openly and communicate in a clear, candid and timely manner. 
Teamwork – We work together to achieve shared goals and objectives.

Respect – We treat others justly and consider their views in the decisions we make.

Integrity – We conduct ourselves in an honest, fair and trustworthy manner.

Public Service – We give our time and energy to better the communities where we live and work.

The top three processes, tools or practices used to reinforce ethical behavior…

The top three tools that OGE Energy Corp. uses are 1) ethics training, and other training in the areas of accountability, coaching, leadership and safety 2) Performance Appraisal process that includes an evaluation of how an OGE member exhibits the Company’s Values and Beliefs and 3) a robust Ethics Program that begins with the “tone at the top” and is supplemented by the Ethics Hotline and other communications channels that identify potential ethical misconduct. These tools are described in more detail in other sections of the application and the supporting documentation.   

Contact Information:

OGE Energy Corp.

PO Box 321; 321 North Harvey

Oklahoma City, OK 73101-0321

Telephone: 405-553-3443

Fax: 405-557-7905

Website: www.oge.com
Applicant Data
Organization Name:   OGE Energy Corp.

Person Completing Application:   Gary Huneryager


Title:   Vice President, Audits & Chief Ethics Officer

Phone:   405-553-3014

Mailing Address:   OGE Energy Corp., PO Box 321, 321 N. Harvey (MC 900), Oklahoma City, OK 73101-0321

Email Address:   huneryGD@oge.com

Category that best applies:   <X> Large For-profit organization with over 500 employee

Number of current Oklahoma members (both full-time and part-time):   3,335

Does your organization involve franchising?   No

Our organization does not have the typical franchise operations whereby a local franchisee works with the franchisor company to operate the local franchise. OG&E serves cities in Oklahoma under “franchise agreements” approved by the voters that cover a defined period of time.   

Is your company publicly regulated?   Yes

OGE Energy Corp. is a public company regulated by the Securities and Exchange Commission (SEC) and is subject to various reporting and disclosure requirements. OGE Energy Corp. also is subject to the rules of the New York Stock Exchange (NYSE) and follows listing standards that include reporting and governance requirements.  OG&E electric utility operations are subject to regulation by the Oklahoma Corporation Commission, the Arkansas Public Service Commission and the Federal Energy Regulatory Commission.  OG&E and Enogex also are subject to numerous state and federal agency regulations in their normal operations including environmental requirements as set forth by the Environmental Protection Agency.       
Do you have a formal governance program in place?  Yes  

As a public company, OGE Energy Corp. has numerous governance requirements and takes its fiduciary responsibilities to shareholders seriously.  OGE Board of Directors currently has 11 directors, 10 of whom are independent within the meaning of the NYSE listing standards.  Committees of the Board of Directors include an Audit Committee, a Compensation Committee and a Nominating and Corporate Governance Committee, each of which is composed of only independent directors. Our Chairman, President and CEO is the only director who is not considered independent.  
The following represent a part of our governance program at OGE:
· Nominating and Corporate Governance Committee Charter
· Audit Committee Charter

· Compensation Committee Charter
· Corporate Governance Guidelines (see A.1)
· Code of Ethics (see B.1)
· Code of Ethics for CEO and Senior Financial Officers (see A.2)
· Employee Complaint Procedures for Accounting and Auditing Matters (see A.3)
· Conflict of Interest Policy (see A.4)
· Compliance Officer

Do you have a conflict of interest policy in place?   Yes
Our Code of Ethics has an extensive discussion of Conflict of Interest (see B.1, p. 28) to give our employees several examples of how a conflict of interest can occur. We also have a separate Conflict of Interest Policy (see A.4). 

Please describe the financial health of your organization:

OGE Energy Corp. has long been committed to maintaining a financially strong organization. The company has a diversified earnings portfolio with approximately 75 percent derived from Oklahoma’s largest electric utility, OG&E, and 25 percent from Enogex, a midstream natural gas company. Three stated financial goals are the cornerstone of OGE’s financial values:

· Maintaining strong credit ratings (BBB, Baa1, A) 

· Growing long-term earnings of 5% to 7% 

· Growing the dividend

Over the previous 5 years, OGE Energy’s credit ratings have met or surpassed the above ratings. Its earnings have grown at an annual rate of 7.1 percent, and its common stock dividend has increased each year.
Leading with Integrity

Leaders are expected to set the right tone for ethical behavior to flourish …

At OGE Energy Corp., we encourage every employee to lead with integrity, from Pete Delaney, Chairman and CEO, to the man or woman on the line serving our customers. Respect, transparency and integrity are values embraced by every area of the company. Those values serve as true north for employees who have been recognized for their efforts, like: 

· CEO Pete Delaney, who was named 2012 Most Admired CEO by The Journal Record.
· Dr. Pete Hammett, Managing Director Talent Management, who received the Gold Vanguard award from Chief Learning Officer Magazine for developing and deploying OGE Energy’s Leadership Development Program (see B.3) that incorporates OGE Energy’s values, beliefs and vision.
· Every OGE Energy member who treated customers with integrity, spoke up to improve processes or worked to improve the communities in which they live and serve. Their actions helped OG&E to be named 2011 North American Utility of the Year by Electric Light & Power Institute. 
· Every OGE Energy member whose passion for customer service helped to make OG&E #1 for customer satisfaction for Residential and Business customers in 2011 among midsize utilities in the Southern U. S., according to J.D. Power and Associates.  

How does your company hold managers accountable for ensuring the integrity is an integral component of OGE’s success?
At OGE we refer to our employees as Members since there is a genuine feeling of accomplishing our goals together as a Team.  For over 100 years OGE has worked hard at listening and responding to members with dignity and respect.  The following represent ways we hold managers accountable;
Accountability Training
All managers are encouraged to understand and take ownership of their roles as part of the company’s required Accountability Training workshop (see C.6). Launched in 2009, the interactive workshop focuses on developing the skills, attitudes and tools to help participants achieve results with integrity by constantly asking, “What else can I do?” to meet deadlines, overcome obstacles and avoid the blame game. Managers learn that they are responsible for helping to develop the right experiences for employees so that they can “Achieve Together.”

Performance Evaluations

The concept of modeling OGE Energy’s Values & Beliefs (see C.1), including the value of Integrity, is included as a measurement on all employee performance evaluations through a Performance Dimension called Living OGE Values (see B.9 for a performance review template).  This measurement is particularly important for managers, who serve as examples for all other members. 
Member Feedback

Member feedback from the Ethics Hotline and other communication avenues helps to gauge the level of integrity maintained by each manager. Once an ethics complaint is raised, it is investigated fully and reported to the Audit Committee (see next section for more discussion in this area). 

What indicators do you use to determine the effectiveness of management’s endeavors to promote ethical behavior?
Monitoring the effectiveness of the Ethics Program is an ongoing journey. In addition to analyzing our reports, we look to credible, outside sources to help benchmark our efforts to shape our ethics program and our culture. Over the past few years, OGE Energy has participated in the Great Place To Work (GPTW) Survey as part of that benchmarking and improvement process (see G, p. 8-9). We listen to feedback from our members and those outside sources to find ways to improve our program.
Annual Ethics Program Report
We present an annual Ethics Program report to the Audit Committee each fall.  This report contains several sections.  We are providing our edited Executive Summary (see B.4) which represents an overview of our program including our investigation process.  We are also including excerpts from our analysis of actual ethics reporting (see B.5) where ethics claims are categorized by reporting method, issue type, business unit and more. This second report also summarizes actions taken when ethical violations are substantiated.  This information has been used to develop transparent communications to our members. 

Compliance and Ethics Leadership Council (CELC) Surveys

Besides the analysis of actual reports, OGE Energy joined the Compliance and Ethics Leadership Council (CELC) in 2007 in order to gain more insight into the Ethics Program. CELC administers employee ethics surveys and compares the results to those of other participating companies. CELC launched ethics surveys to all members in 2007, 2010 and will again in April 2012. OGE Energy used feedback from each survey to adjust the ethics program. 

· 2007 Survey – One finding was that some members would not report potential ethics violations because they believed the company would not take action, even if ethics misconduct was proven (see B.6). This is a typical reason in Corporate America for employees not reporting. Because of this feedback, we began to distribute quarterly ethics reports summaries to all members. We hoped these communications would increase awareness.

· 2010 Survey – Although the increased communications did help to improve the results from the previous survey (see B.7), we continued our focus on factually demonstrating to members that the company does take action on ethics reports.  We began more detailed quarterly companywide summaries, including the types of actions taken on ethics reports. 

· April 2012 Survey Preparation – We launched monthly GPTW Pulse Surveys in 2011 and included key questions from the 2010 CELC survey in order to track our progress (see B.8). Also in an effort to create greater awareness, internal communications regularly focused on those specific areas. 
Cultivating an Ethical Culture 

Please provide a definition of ethical behavior as it relates to your organization.  

It’s no accident that OGE Energy has served Oklahoma for 110 years with a reputation for solid integrity.  The company’s history has been shaped by ethical leaders, like the late Steve Moore, former Chairman and CEO. OGE Energy has embraced Steve Moore’s simple ethical concept and uses his guidance to this day when reviewing transactions, business relationships and other challenges:  “… OGE’s goal is to not only comply with the law, but to avoid even the appearance of an impropriety.”
Please describe any codes, principles or values that are inherent in your organization.

OGE Energy’s Code of Ethics (see B.1) is a set of reader-friendly guidelines for business conduct that instructs employees to go beyond regular compliance by striving to avoid the appearance of impropriety. Not only does the code outline the expectations and regulations surrounding business practices, but also it includes steps to ethical decision-making and illustrates those steps with hypothetical situations. The code covers topics like how to report suspected unethical behavior and OGE Energy’s expectations for employees to speak up on ethics issues (see B.1, p. 39).
Corpedia, an ethics and compliance education resource company, performed a free review of our Code of Ethics and gave an overall grade of A- (see B.2).  We are proud of this ranking, since our objective was to develop a user-friendly tool for our members.  

In addition to the Code of Ethics, employees also can look to the company’s Values & Beliefs (see C.1), which represent the company’s highest priorities and deeply held driving forces.  

What steps does your company take in the selection process to ensure new recruits’ values are consistent with that of the organization?
Recruiting employees who share our Values & Beliefs is vital to the future of OGE Energy Corp. That’s why our recruiting brochure (see C.2) includes our Values & Beliefs and emphasizes OGE’s history of integrity. The brochure is distributed at every recruiting event.  OGE Energy recruiters emphasize company values during conversations with candidates, and the Careers portion of the website also addresses our values.  During the interview process, teams ask questions of candidates that tie directly back to attributes consistent with our values.  Finally, OGE Energy’s selection process also requires all candidates to undergo background checks and drug tests before hiring. 

What is your process for ensuring the organization’s values are embraced by new employees?

During OGE Energy’s on-boarding process, all new employees receive a copy of the Code of Ethics, are asked to read it and then to sign the Code of Ethics Acknowledgement (see C.3).  More importantly, promptly after new employees join the company, they are enrolled in the company’s Foundations course. The day-long Foundations course is held frequently throughout the year for new employees, and gives a general overview of the company’s history, business units and initiatives. The course also focuses on accountability, through an overview of the company’s Accountability Training. 
In addition, unlike many organizations, we offer in-person, quality ethics training because we believe OGE’s reputation is worth protecting.  All new employees also are automatically enrolled in the Basic Ethics course, taught by Dr. Andrew Urich, Professor of Ethics & Legal Studies in Business at Oklahoma State University.  Case studies are used to prove the point that ethics can often be GRAY, requiring employees to question the right course of action.
Describe any other processes that ensure an ethical culture is consistently reinforced.

Training has been a main focus in our efforts to cultivate an ethical culture.  When developing the initial training, the Ethics Team had a vision of delivering a high-impact message that OGE Energy’s reputation is valued, something the team felt could only be accomplished through face-to-face training.  Although many companies use computers to deliver ethics training, we offer in-person, quality ethics training because we believe OGE Energy’s reputation is worth the extra effort.  When developing the training, the team selected Dr. Andrew Urich to help deliver that important message. Dr. Urich partnered with OGE’s Ethics Team to develop the ethics courses, and has served as the company’s primary outside instructor for five years.  

Just as monitoring of our Ethics Program is a journey, so is developing training.  Some of OGE Energy’s regularly held training sessions also focus on cultivating an ethical culture as described below:

· Basic Ethics, the course that all members have completed and all new members are required to complete (see C.4). Introduced in 2004, the course was initially delivered to more than 300 supervisors. Because of its success, the Ethics Team implemented this training for all members.  More than 100 training sessions have been delivered.

· Applied Ethics, a course that focuses on trust, diversity and respect (see C.5). Delivered to all supervisors in 2009 and 2010, the course used real business examples, including some noted business failures at GM. Case studies were key to addressing trust issues.

· Accountability Training, a course that encourages members to address positive and negative aspects of OGE Energy’s culture in order to find ways to achieve values-driven results (see C.6). This course was delivered to all members during 2009 and 2010, and is required for all new members.  

· Leadership Development Program, a two-year workshop for managers and supervisors that focuses on building effective teams, motivating members, enhancing leadership and developing coaching skills (see B.3). The courses incorporate OGE’s values, beliefs and vision. 
Ethics Hotline
One of the most important tools used to reinforce ethical behavior at OGE Energy is the Ethics Hotline. The hotline is a convenient and confidential way for members to seek assistance and report potential violations regarding ethics and compliance issues. It is hosted by a third party, EthicsPoint, to maintain confidentiality. Members can make a report 24/7 through online and telephone reporting options. The hotline also allows members to follow up on reports with additional information, concerns and questions.  As mentioned earlier, we perform ongoing analysis of ethics reporting (see B.5). 
Annual Code of Ethics Acknowledgement 
Other important tools used to reinforce ethics at OGE Energy are the annual Member Code of Ethics Acknowledgement and the Supplier Code of Ethics Acknowledgement. Each year, members are required to indicate they will follow the code and are not aware of any current ethics violations (see C.3). In 2011, OGE Energy introduced a similar annual agreement for key suppliers (see C.7). 

How does your organization recognize those who have gone “above and beyond”?

Positive Energy Together Awards - Since 2009, OGE Energy has called on members to nominate a coworker or team for the annual Positive Energy Together (PET) Awards. The award recognizes exemplary efforts of members who fully embody the company’s values and beliefs.  Each year, the award winners are featured in videos played at annual service awards banquets across the service territory and in the company’s quarterly magazine.  Examples from of our recent award winners include:
· Call Center representatives Lisa McConnell and Todd Kunnard, who aided in saving a customer’s life when she was in distress on the telephone.
· Engineering specialist Kevin Labude, who detected a flaw in the design of a transformer that could have caused an explosion at a substation. Labude shut down the substation and all workers were immediately evacuated. 
· Muskogee Power Plant Employees, for their extraordinary compassion and generosity in helping two members of the plant family who faced serious health and financial challenges in 2010. 

Accountability Certificates – Members who complete the Accountability Training are given recognition certificates they can award to coworkers who have displayed actions that are consistent with OGE Energy’s Values and Shared Beliefs (see C.8).  The certificates are often proudly displayed on desks and personal bulletin boards.  
We Say “Thank You” and Learn from the Experience – In 2011, we mailed letters to our key suppliers to ask that they report any ethics suspicions to OGE Energy (see C.7). When a major supplier notified OGE in late 2011 of suspected fraudulent activity by an OGE Energy member, we fully investigated the report, and terminated that member after uncovering supporting evidence. 

We thanked the supplier for coming forward.  We encourage forthright communication with suppliers. We are now using “lessons learned” from this case to discuss the specifics with other OGE Energy managers with similar responsibilities.  

How does your company respond to breaches of ethical behavior?
We investigate every report of suspected unethical behavior.  We also communicate the results of all of our investigations and the actions taken to the Audit Committee on a quarterly basis. We communicate to our members the general actions taken.  Over the past four years, there have been 320 reports of suspected unethical behavior.  Our investigation resulted in 115 cases of unethical behavior.  Actions taken were verbal warnings, written warnings or terminations. 

Forthright Communications

How does your company demonstrate open/transparent communications?
Transparency is a core value at OGE Energy, and communication plays an important part in ensuring that value is upheld. Transparent communication is practiced at OGE Energy through many channels, including:

Quarterly Conference Calls – Each quarter, OG&E hosts a companywide conference call between CEO Pete Delaney and any Members who wish to participate. OGE Members can ask Delaney and other executives questions regarding the company during the question and answer portion of the call. 

Pete’s Blog – CEO Pete Delaney maintains a blog on OGE Energy’s intranet (see D.1). Delaney blogs about once a month about a topic related to the company. Members can publicly comment or ask Delaney questions on each blog post.
Internal News – Internal news articles about company issues and events are written by Corporate Communications and are distributed via email and posted to the intranet news portal. The communications team collaborates with department leaders to ensure the accuracy, transparency and clarity of each article. Ethics reports, summarizing the number of hotline calls and actions taken on substantiated claims, are distributed quarterly via internal news. Other ethics articles, like ethics myth buster articles, are distributed, as well. (See D.2)
Together Magazine – OGE Energy’s award-winning member magazine, Together, is mailed to full-time members’ and retirees’ homes on a quarterly basis. The magazine features high-level overviews of company strategies and initiatives, as well as member profiles, regulatory coverage and volunteerism news. (See G)
Listen Line – This line is an upward communication tool that enables members to communicate directly to company leaders about any company topic through Listen Line. Employees submit comments electronically or by voicemail. Those comments are compiled twice a month and are distributed to the CEO, vice presidents and select company leaders.  The Chief Ethics Officer reviews the Listen Line comments for any areas that might represent suspected unethical behavior and takes responsive action. 

How has the effectiveness of these communiqués been measured?

Each year, Corporate Communications surveys members about the effectiveness of internal communications and their understanding of company issues (see D.3). Although the responses are generally positive and reflect good understanding, the department does use the results to further improve communications. In addition, certain questions from the annual Great Place To Work and monthly Great Place To Work Pulse surveys are also used to measure the effectiveness of communications. 

Corporate Social Responsibility 

Describe your company’s social responsibility or corporate philanthropy strategy…
OGE Energy has a unique opportunity to support the communities we serve, and for more than 110 years we have worked hard to answer the call. Every day, we find ways to lend a helping hand in activities that align with both our Values & Beliefs.  OGE Energy Corp. Foundation’s mission is “To support programs, organizations and institutions that enhance the quality of life and economic well-being in the communities where OGE operates.” Whether it’s through our dollars, our time or our stewardship, we’re putting our Positive Energy to work for our communities (see E.1).  Our latest Together Magazine demonstrates our members in the communities we serve (see G, pages 2&3). 

What has been your company’s direct impact on the community?  Provide an overview of your company’s involvement in the community and benefits to the community.

Community Support
Community support at OGE Energy begins with strong partnerships bound by the common desire to improve the quality of life for those we serve. All across Oklahoma and western Arkansas, OGE Energy has a team of 20 employees – known as Community Affairs Managers and Community Relations Coordinators – who are dedicated to working with local social service organizations, schools, chambers of commerce and other groups to monitor and respond to the many issues affecting our communities. 
During the summer of 2011 – the hottest Oklahoma summer on record – OG&E recognized the potential financial struggles some customers may have faced when trying to cool their homes. OG&E voluntarily decided to completely suspend disconnections during the month of August, even if temperatures dipped below 100 degrees (regulatory rules prevent Oklahoma utilities from disconnecting service when forecasted temperature or temperature humidity index is 100 degrees or higher). The moratorium prevented thousands of customers from being disconnected, and OG&E worked with customers to create payment plans to fit their budgets.

OGE Energy supports customers who may seek financial assistance through local social service organizations. In December 2011, the company launched a new utility payment gift card. In celebration of the new gift cards, the OGE Energy Corp. Foundation donated $250,000 in gift cards to United Way agencies that provide financial assistance to OG&E customers (see G – pages 5).
Economic Development

OGE Energy is committed to the economic strength of Oklahoma and western Arkansas, and is one of the few electric utilities with a full-time team dedicated to economic development. 

The Economic Development Team helped the city of Woodward bring in the German industrial conglomerate Siemens. Siemens selected Woodward as the site to build the largest wind turbine parts distribution center in the United States. In addition to leasing a 52,000-sqaure foot facility from Woodward Industrial Foundation, the center has brought about 40 new jobs to Woodward with an estimated $2 million annual payroll. 

The Economic Development Team also helped Fort Smith, Ark., recruit Mitsubishi Power Systems. After a 15-month site selection process, Mitsubishi in 2009 decided Fort Smith offered the most attractive site and com​munity support for building and operating a wind turbine manufacturing plant. The plant brought as many as 400 new jobs to Fort Smith. 

In addition to helping cities recruit companies, the team also coordinates an annual Leadership Program for community leaders. The program trains leaders in the fundamentals of economic development and planning, partnerships and collaborations, development trends, community planning and visioning and accessing community data.

By providing tools to retain and recruit world-class industries through our Economic Development Program, we’re helping to develop strong and vibrant communities.
To what extent are employees engaged in the company’s social responsibility activities?

Positive Energy Partners Volunteer Corp.
Public service is a core value at OGE Energy and the Positive Energy Partners (PEP) volunteer corp. reinforces that value. Through the PEP program, OGE Energy encourages members to give their time and talent by providing 16 hours of paid volunteer time per year (see E.2). Volunteer opportunities and PEP t-shirts are provided to employees, who team together to volunteer at community events.  

In 2011, OGE Energy set an ambitious goal of 20,000 employee volunteer hours. What employees achieved was no small feat – 1,458 members used 17,716 of their company paid volunteer hours to better their communities – a record for the company! 

United Way Campaign

Each year, OGE Energy conducts an internal campaign to raise money for the United Way of Central Oklahoma.  In addition to direct contributions through payroll deductions or by check, Members help raise money for the United Way by hosting chili cook-offs, donating to and buying items from an eBay-style intranet auction, purchasing passes to wear jeans at work and other activities. The 2011 United Way Campaign raised more than $859,938.61 in gifts, exceeding the 2010 giving.  
Building Trust in Customer Relations

How does your company monitor the effectiveness of customer relations, specifically as it pertains to handling of customer concerns in a forthright and fair manner?

It is OGE Energy’s aim to create positive customer experiences. The company’s vision is to be: “The industry leader with a passion for helping customers, developing members and delivering stockholder value.”  This passion for helping customers has been proven through the 2011 J. D Power and Associates awards for customer satisfaction in both residential and business customer segments.  In addition to members who work to maintain service reliability, those honors were earned in part by the company’s rigorous customer service training program and detailed surveys that go beyond regulatory requirements to gain ongoing customer feedback.
Member training and development
New customer service representatives complete an eight-week classroom training course. Weekly certifications and a comprehensive final ensure the new representatives can accurately and consistently handle customer questions or concerns. After the course, the new representatives are mentored by subject matter experts who guide them in transitioning from the classroom to the work environment.

All customer service representatives receive developmental guidance through weekly reviews with their supervisors, who discuss individual, group and department metrics along with reviewing behaviors from recorded calls.  These side-by-side reviews ensure representatives are working diligently to provide first call resolution and to exceed customer expectations.

Resolving customer complaints
To ensure customer concerns are handled in a consistent, fair and effective manner, all customer complaints are addressed by the Complaint Resolutions Team. The Complaint Resolutions Team logs all complaints and tracks them until resolution and ensures customers receive a follow-up to their concerns in a timely manner. 

Maintaining quality and measuring satisfaction
Each month, a random selection of call evaluations from management and the Quality Department are completed in order to validate the company’s compliance with policies and procedures, including the Red Flag Policy having to do with protecting the privacy of customer information. Supervisors complete three evaluations on each of their team members every month. The Quality Department completes four monitors on each employee. This process helps ensure customer interactions are consistent and fair. 

Monthly customer satisfaction surveys are completed by a third party company. These live surveys ask a series of questions, including some that focus on trust and respect, to assess the satisfaction level of customers who interacted with the company within the last 30 days. Both field and office employees are accountable for these customer satisfaction results.

In addition, customers are randomly selected to complete a brand awareness survey. One of the questions asked is, “Is OG&E a company I can trust?” In 2011, 87.6 percent of our customer base surveyed indicated that they could “very much” or “somewhat” trust OG&E.  (See F.1 for examples of Customer Surveys and other metrics)
Looking to the Future 

What are some major ethical issues you anticipate your organization will likely encounter in the future?
With the progress we have made through the Ethics Program and through other initiatives such as OGE’s Leadership Development Program, we are not aware at this time of any major ethical issues that OGE will likely encounter in the future.   That being said, we will continue to monitor activity for any identified trends and also be aware of overall economic indicators.  As noted on page 8, there was an ethical issue brought forward by a supplier in 2011.  While we don’t believe this issue represents a trend, we do take this as an identified opportunity to expand our communications with Suppliers.  

What proactive approaches are you taking now, or considering taking in the near future…?
We have mentioned proactive approaches already embedded in our Ethics Program such as:

· Analysis of Ethics Reporting

· Involvement with an independent outside party to perform objective Ethics Surveys

· Developing Action Plans to better communicate with our Members 
We intend to continue monitoring activity and being aware of ethics risks in our operations.  While we believe we have made good progress in developing our program, we will avoid becoming complacent.  That is one reason we have joined an organization like CELC to learn what other companies are doing to address potential ethics issues.  

As mentioned above, there is an opportunity to expand our communication to Suppliers in 2012.  In 2011, we sent a letter from our CEO to Key Suppliers that addressed OGE’s expectations for how we do business and what we expect of our members in dealing with suppliers.  By definition, Key Suppliers represent our top 150 Suppliers and more than 80% of our annual spend.  For 2012, we plan to send out a communication to all of our suppliers addressing our expectations and also assuring they have additional communication channels (like the Ethics Hotline) to express any concerns that may arise. 
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