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That statement was 
recently made by APS 
Chairman and CEO 
Don Brandt during his 
keynote address at the 

International Corporate Citizenship 
Conference, presented by the Center 
for Corporate Citizenship at the 
Boston College Carroll School of 
Management.

In sharing the keynote address, 
APS Vice President and Chief 
Sustainability Officer Ed Fox 
discussed how APS is a values-based 
company and how those values drive 
our daily operations while creating a 
blueprint for a sustainable tomorrow. 

“Simply put, our commitment 
to corporate citizenship and 
sustainability is based in our values 
— safety, integrity and trust, respect 
and accountability, and whether we 
are addressing economic, societal 
or environmental issues, our values 
are the foundation of our decision-
making model,” said Fox. “Values 
are not situational. They are not a 
program or a short-term initiative 
created to meet a quota or a political 
agenda. They define who we are. 
They are our business strategy.” 

We believe these two statements sum 
up what Pinnacle West and APS are all 
about and underlie the data, information 
and stories in this report. We hope the 
report provides you an appreciation of 
how our values and focus on corporate 
responsibility and sustainability drive 
our business success.

Here are some examples:

•	Our	company	set	a	new	record	for	
employee safety in 2011, achieving a  
15-percent improvement over the 
previous record, set last year. The 
company has improved its safety 
performance four years in a row. 

•	In	2011,	during	a	summer	that	
included the hottest monsoon 
season on record, APS provided 
its 1.1 million Arizona customers 
with company-record high levels of 
reliability — once again exceeding 
company targets for outage 
frequency and outage duration. The 
company is a consistent top-quartile 
performer for system reliability in 
the electric industry. 

•	APS	ranked	fourth	in	the	nation	
among large investor-owned  
electric utilities in the 2011 J.D. Power 
and Associates survey of residential 
customer satisfaction. The strong 
performance was credited to 
particularly strong customer 
satisfaction in the areas of billing 
and payment, power quality and 
reliability and customer service. 

•	APS	celebrated	several	renewable	
energy milestones in 2011. The 
company had more customers 
install solar in 2011 than in any prior 
year; construction began on the 
250-megawatt Solana Generating 
Station; and APS brought on line 
three solar plants as part of its AZ 
Sun program. 

•	Working	in	collaboration	with	input	
from 22 diverse stakeholders to 
secure a long-term plan for cleaner, 
reliable energy for Arizona, the 
company reached a settlement 
agreement in its recent case. 
Stakeholders included the Arizona 
Corporation Commission, customer, 
business and environmental groups.

•	Pinnacle	West	was	named	to	
the Dow Jones North American 
Sustainability Index for the 
seventh year in a row, receiving 
accolades for its environmental 
and sustainable practices including 
being ranked 15th overall and first 
among all utilities in Corporate 
Responsibility Magazine’s 2011  
list of 100 Best Corporate Citizens.

Thank you for your interest in our 
company and this report.

Donald E. Brandt  
Chairman, President & CEO,  
Pinnacle West;  
Chairman & CEO, APS

Donald G. Robinson  
President & COO, APS

Edward Z. Fox  
Vice President and Chief  
Sustainability Officer, APS

LONG-TERM STRATEGIES PAVE THE WAY TO A 

SUSTAINABLE FUTURE 

V I D E O

Accompaniment to the 2012 

International Corporate Citizenship 

Conference keynote speech, 

presented at Boston College by  

Don Brandt and Ed Fox.

“Arizona Public Service will make decisions with the goal of creating long-term corporate value. In doing so; we will always  
consider our societal, economic and environmental impact, now and for generations to come. That is how you get to be a company  

that is 125 years old. That is how we will achieve our corporate vision of creating a sustainable energy future for Arizona.”

http://www.pinnaclewest.com/files/ehs/2011/videos/APSvideofinal.wmv
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The 2011 Pinnacle West Corporate 

Responsibility Report was created  
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readers to move around the report  

by clicking on the links found in this  
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reports, throughout the document.  

The report also can be viewed and  

printed as a traditional PDF. 
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Pinnacle West Capital Corporation, an energy-holding 
company based in Phoenix, focuses on the business of 
its primary subsidiary, Arizona Public Service Company 
(APS). Pinnacle West has 6,700 employees in Arizona and 
New Mexico, serving more than 1.1 million customers with 
consolidated assets of about $13.1 billion and 6,300 
megawatts of generating capacity. 

Profile 
APS is Arizona’s largest electric company, providing 

retail and wholesale electric service to most of the 

state, with the major exceptions being about half of the 

Phoenix metropolitan area, the Tucson metropolitan 

area and Mohave County in northwestern Arizona. APS 

currently provides electric service to approximately  

1.1 million customers.

At Pinnacle West and APS, we are proud of our 

heritage and past performance. In fact we’ve served 

Arizona for 125 years, longer than it’s been a state, 

however, in many ways it feels like we are just getting 

started. New technologies and growing customer 

expectations are leading to rapid changes at our 

company and in our industry. Fortunately, we believe 

APS and our outstanding family of employees are 

well positioned to manage these changes and deliver 

a sustainable energy future for our customers, our 

shareholders and our state.

Pinnacle West:

•	Is	in	Standard	and	Poor’s	500	Index	and	is	traded	

on the New York Stock Exchange under the symbol: 

PNW. 

•	Has	consolidated	assets	of	about	$13.1	billion	and	

6,700 employees in Arizona and New Mexico.

•	APS	has	approximately	1.1	million	customers,	in	11	of	

Arizona’s	15	counties,	and	by	2030	APS	expects	to	

add 750,000 new customers — an increase of more 

than 65 percent.

•	APS	operates	the	second-largest	generation	fleet	

in the western United States. We own or lease more 

than 6,290 megawatts of diversified generation 

capacity.

•	APS	is	a	leader	in	solar	energy	technology	and	is	

committed to making Arizona the “solar capital of 

the world. The company’s generation portfolio now 

includes	423	megawatts	of	renewable	energy	in	

operation with more than 500 megawatts under 

development.

•	Pinnacle	West	was	named	to	the	2011	Dow	Jones	

Sustainability Index for the seventh year in a row, and 

was ranked number 15 in the country, and the top 

utility, on the Corporate Responsibility Magazine’s 

2011 annual list of “100 Best Corporate Citizens.”
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OVERVIEW AND 
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125 Years of Service
In 2011, APS observed its 125th year of providing power to Arizona. Our company was founded just five 
years after Tombstone’s gunfight at the OK Corral, and nearly a quarter-century before Arizona would 
become a state. APS celebrated its 125th year of business by rewriting the record books, achieving new 
bests for reliable service, customer satisfaction, power generation and employee safety.
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“We view sustainability as a business strategy. Our job is to provide customers with  
affordable, reliable electricity produced from clean, diverse sources. The only way to do  
that successfully is to engage with our stakeholders, build a talented workforce and act  
for the long-term. Our success is tied to the prosperity of the communities we serve.” 
D O N  B R A N D T ,  P I N N A C l E  W E S T  C h A I R m A N ,  P R E S I D E N T  A N D  C E O
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Our 2011 Report

Our company has published this report each year since 

1994 with the intention of providing comprehensive 

and transparent information to our stakeholders and 

the public on our sustainability strategies, practices and 

performance. In its 2009 Utilities, Gas and Electric Industry 

Report, The Roberts Environmental Center at Claremont 

McKenna College ranked Pinnacle West first among 

utilities in the United States for sustainability reporting.

This report was prepared using guidance from the 

Global	Reporting	Initiatives’	(GRI)	G3	Guidelines	and	

Electric Utilities Supplement and focuses on APS, our 

primary subsidiary.

Report Assurance

Information in this report is reviewed and verified 

internally. In 2011, we conducted an internal audit of 

our corporate responsibility report to help insure the 

accuracy and integrity of our data collection process. In 

addition, we participate in a report benchmarking and 

review process with the Coalition for Environmentally 

Responsibility Economies (Ceres). The Ceres 

stakeholder review process allows Pinnacle West to 

interact with a number of stakeholders from across 

the nation, including environmental organizations, 

investment companies, other businesses and Ceres 

professionals, to obtain input into the content and 

organization of our report. Each year we receive 

detailed comments and recommendations from the 

Ceres review on our draft report, which allows us to 

continue to improve our reporting and meet evolving 

stakeholder expectations. 

Forward-looking Statements 

This report contains forward-looking statements 

based on current expectations. These forward-

looking statements are often identified by words 

such as “estimate,” “predict,” “may,” “believe,” “plan,” 

“expect,” “require,” “intend,” “assume” and similar 

words. Because actual results may differ materially 

from expectations, we caution you not to place undue 

reliance on these statements. A number of factors 

could cause future results to differ materially from 

historical results, or from outcomes currently expected 

or sought by us. A discussion of some of these risks 

and uncertainties is contained in our Annual Report 

on Form 10-K and is available on our website at 

pinnaclewest.com, which you should review carefully 

before placing any reliance on our forward-looking 

statements, financial statements or disclosures. We 

assume no obligation to update any forward-looking 

statements, even if our internal estimates change, 

except as may be required by applicable law.

Our Approach: Sustainability  
as a Business Practice
We strive to continuously improve and develop 

our sustainability efforts. To us, sustainability is a 

business practice, rather than an initiative or “green” 

program. We take a long-term strategic approach to 

our decisions and their economic, environmental, and 

social implications. To help achieve this, we’ve built 

the sustainability concept into our corporate strategic 

framework, shown on the following page.

Supporting our strategic framework, we incorporate 

key sustainability issues into our business planning 

efforts, establishing business goals and associated 

metrics in key business areas. We are developing an 

expanded approach to goals planning in the form of 

Tiered Metrics. Through the lens of our tiered metrics, 

key performance goals will be aligned and integrated 
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into our overall business planning, providing a more 

disciplined way of defining and integrating objectives 

and tracking our performance. We believe it will also 

promote continuous improvement and allow us to more 

effectively recognize and reward outstanding efforts.

Our key business goals and metrics are then further 

incorporated into specific business unit plans and 

employee individual performance plans. This moves 

“sustainability” deep into the organization so that 

our employees have a clear idea of our key issues, 

goals and targets, which focuses work on a daily 

basis to achieve our sustainability vision. We also 

have a formal sustainability organizational structure 

which communicates our goals, policies, direction 

and performance up and down our organization from 

the Board of Directors to the Front line. An officer 

policy group provides executive-level oversight for 

our sustainability efforts. The policy group establishes 

sustainability policy and monitors performance. The 

Chief Sustainability Officer periodically updates the 

Board on sustainability direction and performance.

Under the officer policy group is the Sustainability 

Working Group (SWG). This cross-departmental team 

of key managers and leaders has worked to improve 

sustainability coordination among the company’s 

various departments. This team historically has 

tracked and evaluated new issues and opportunities 

in sustainable business practices to help ingrain 

those practices and philosophies in their business 

units throughout the company. This team also helped 

develop and track sustainability performance, including 

appropriate metrics. The SWG forms initiatives teams 

from employees across the company, as needed, to 

work on specific sustainability projects. The mission of 

this team is currently being evaluated by a SWG sub-

committee to further their efforts in tandem with the 

tiered metrics.

1
2
3
4

Tier 1 

Corporate Metrics

Tier 2 

Business Unit/ 

Corporate Resource Functions

Tier 3

Department Metrics

Tier 4 

Supporting Department Metrics

APS estimates 65 percent of the growth in our customers’ electricity demand 
through 2025 could be met by renewable energy and energy efficiency.
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Key Sustainability Issues

Arizona’s Energy Future

APS’s vision is developing a long-term plan for 

cleaner, reliable energy for Arizona. We work on 

that vision by collaborating with our customers, the 

Arizona Corporation Commission (ACC) and other 

stakeholders. 

On January 6, 2012, APS, ACC staff, and 20 groups 

representing electricity customers and other 

stakeholders filed a settlement agreement with the 

ACC. Our plan allows Arizona to continue developing 

renewable energy; supports energy efficiency 

programs for customers; invests in grid upgrades and 

changes	the	rate	structure	to	reflect	the	importance	of	

energy efficiency.

L I N K 

AZ Energy Future

Our foundation in meeting  
our vision includes:

•	Superior	reliability	and	operating	 

performance across our business.

•	Excellent	customer	satisfaction	and	 

deep community involvement. 

•	Affordable	electricity	rates.	

•	A	balanced,	high-performing	power	 

generation portfolio. 

•		A	constructive	and	still-improving	 

regulatory environment. 

•	Targeted	investments	in	new	technologies.

•	Solid	financial	results	and	a	sharpened	 

focus on our core utility business.

And our strategy includes:

•	Maintaining	operational	excellence.	

•	Making	compelling	capital	investments.

•	Improving	our	regulatory	environment.	

•	Strengthening	our	financial	profile.	

•	Capitalizing	on	intrinsic	economic	growth.

Key sustainability issues that will allow us  

to achieve our vision are summarized  

on the following page, with a highlight of  

2011 performance.

http://www.azenergyfuture.com/
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Key Sustainability 
Issues

2011 Performance

Shareholder Value Pinnacle West had a total shareholder return of 22 percent for  
2011, outperforming the S&P 500 Index and the S&P 1500 Electric 
Utilities Index. Standard & Poor’s upgraded corporate credit rating  
for Pinnacle West and APS from BBB- to BBB.

Employee Safety We performed in the top quartile of our industry in 2011, based on the 
Edison Electric Institute rankings of recordable injuries. APS had an 15 
percent improvement in our recordable injuries over last year, making 
2011 our best safety year on record. 

Environmental 
Stewardship

APS achieved ISO 14001 certification for its gas and oil power plants 
and the Cholla coal power plant. Certification of the Four Corners coal 
power plant is anticipated in 2012. 

Customer 
Satisfaction

APS was the fourth highest rated large investor-owned utility 
nationally for customer satisfaction in the 2011 J.D. Power Electric 
Utility Residential Customer Satisfaction Study. 

Renewable Energy APS	produced	826,534	megawatt	hours	of	renewable	energy	in	2011,	
enough to meet the electricity needs of about 62,000 homes for a 
year. By the end of 2015, we expect renewable energy to supply about 
15 percent of our retail customers’ electricity needs. 

Our renewable energy portfolio grew to nearly 450 megawatts in 
2011. The AZ Sun program produced 45 megawatts of solar energy  
in 2011. 

Energy Efficiency APS’s 2011 energy-efficiency programs saved over 440,000 megawatt 
hours	of	electricity.	That	is	enough	electricity	to	power	about	32,000	

APS customer homes for a year, and resulted in projected reductions of 
1,285 million gallons of water and over 1.6 million metric tons of carbon 
dioxide from utility operations. 

APS exceeded its 2011 goal under the Arizona Energy Efficiency 
Standard,	achieving	441,334	megawatt	hours	(MWh)	of	savings	
compared	to	its	382,865	MWh	goal	(115%	of	goal).

Operational 
Performance

In 2011, the Palo Verde Nuclear Generation Station marked its 20th-
consecutive year as the nations’ largest power producer and generated 
the most megawatt-hours of energy in its history, while avoiding more 
than	31	million	metric	tons	of	carbon-dioxide	emissions	when	compared	
to equivalent generation from a coal-fired power plant. 

APS achieved all-time company best and anticipated top-quartile of 
industry performance for key utility reliability metrics: System Average 
Interruption Duration Index and System Average Interruption 
Frequency Index.
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Governance
Good corporate governance is an essential component 

of a sustainable company, allowing the company 

to fulfill its business, environmental and social 

responsibilities. Pinnacle West has a strong corporate 

governance structure and strives for transparency 

with our stakeholders. We provide great detail on our 

governance structure to the public on our Pinnacle 

West link website. 

L I N K S

Pinnacle West 2012 Proxy Statement

Corporate Governance Guidelines

Board Committee Summary

Audit Committee

Corporate Governance Committee

Finance, Nuclear and Operating Committee

human Resources Committee

Code of Ethics for Financial Executives

Ethics Policy and Standards of Business Practices

Director Independence Standards

Fair Disclosure Policy

Pinnacle West 2011 Annual Report

Pinnacle West Website

The following is a summary of some key governance 

issues often asked by sustainability evaluators:

Board of Directors

As of March 1, 2012 the board of directors consisted  

of 11 directors, 10 of whom have been determined  

to be independent, and including three women and  

one minority.

Public Affairs

Electricity is critical to our economy. We believe the 

electricity dialogue is a key policy issue, and that 

shaping an effective public policy is crucial to building 

a reliable energy future. Each year it becomes even 

more important for the company to communicate 

with our community leaders and officials about the 

importance of electricity to our state’s and country’s 

overall health.

Our ethics policy describes how our employees and 

our company interact with public officials. Pinnacle 

West has a Public Affairs Department which takes 

the lead on Pinnacle West’s interactions with state 

and federal officials. In addition, Pinnacle West has a 

formal Political Action Committee (PAC) for company 

employees who elect to contribute to the PAC. Pinnacle 

West maintains strict adherence to the laws governing 

campaign contributions and PACs.

Involvement with Pesticides, GmOS, Fur, Alcohol, 
Tobacco, Firearms, Nuclear Weapons, military 
Products, Pornography or Gambling Products

We do not have any direct business involvement/

revenues in these product areas.

C O R P O R AT E  R E S P O N S I B I l I T Y  R E P O R T  C O N TA C T

David Jallo
Corporate Environmental, 
Health and Safety Department 
P.O. Box 53999, MS 8376
Phoenix, AZ 85072-3999
David.Jallo@aps.com
(602) 250-3528

Additional contacts for Shareholder Services, Investor Relations,  
Human Resources and other company areas are listed at Contact Us

http://www.pinnaclewest.com/main/pnw/investors/proxy/default.html
http://www.pinnaclewest.com/main/pnw/AboutUs/Commitments/governance/default.html
http://www.pinnaclewest.com/main/pnw/AboutUs/commitments/governance/committee/default.html
http://www.pinnaclewest.com/main/pnw/AboutUs/commitments/governance/audit/default.html
http://www.pinnaclewest.com/main/pnw/AboutUs/commitments/governance/corporate/default.html
http://www.pinnaclewest.com/main/pnw/AboutUs/commitments/governance/finance/default.html
http://www.pinnaclewest.com/main/pnw/AboutUs/commitments/governance/humanres/default.html
http://www.pinnaclewest.com/main/pnw/AboutUs/commitments/governance/ethics/default.html
http://www.pinnaclewest.com/main/pnw/AboutUs/commitments/governance/ethics/ethics_1.html
http://www.pinnaclewest.com/main/pnw/AboutUs/commitments/governance/director/default.html
http://www.pinnaclewest.com/main/pnw/investors/disclosure/default.html
http://www.pinnaclewest.com/files/annual/2011/PNW_2011_Annual_Report.pdf
http://www.pinnaclewest.com
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military Contracts and  
Percentage of Total Revenue

Pinnacle West does not have any specific military 

related contracts. However, as a public service utility, 

we provide electric services to all customers within our 

service territory, including military facilities.

Child and Forced labor

Pinnacle West complies with all related laws and 

regulations regarding child labor or forced labor in 

the workplace. Our internal staffing policy states that 

all external candidates who are selected for a regular 

position must be 18 years of age.

Code of Ethics and Business Practices
Pinnacle West has a long tradition of operating with 

integrity and has adopted policies to help ensure 

continued high levels of ethics and business conduct. 

The Pinnacle West Ethics Policies and Standards of 

Business Practices are summarized in a publication 

called Code of Ethics and Business Practices, which is 

available to the public on both the Pinnacle West and 

APS websites (link below). The Code builds on the 

corporate values of safety, integrity and trust, respect 

and accountability.

L I N K 

Pinnacle West  

Ethics Policy

All employees can access the Code on the company’s 

website and the internal Ethics website. All company 

officers, board members and employees are required 

to take periodic training based on the Code and to 

pass an online test. The training is also available for the 

public to review on our website. The Code also places 

ethical expectations on contractors and third-party 

agents by stating: “We expect that our contractors and 

third-party agents will follow similar principles when 

working with or on behalf of our company.”

APS employees, contractors and others who work with 

our company are strongly encouraged to report any 

questions or concerns related to our Code of Ethics and 

Business Practices — or any other issue regarding potential 

illegal or unethical conduct. They may go directly to our 

Ethics Department or use the company’s Helpline (toll-free 

number) or Helpline Web. An outside firm operates the 

Helpline and Helpline Web 24 hours a day, seven days 

a week and affords employees the opportunity to ask 

questions and report concerns anonymously.

Code of Ethics for Financial Executives

Pinnacle West also has adopted a Code of Ethics for 

Financial Executives, located on our Pinnacle West 

website.

Economic Performance

2011 Pinnacle West Results

Pinnacle West achieved solid financial results again in 

2011.	The	company	earned	net	Income	of	$340	million	

or	$3.09	per	share	in	2011	compared	to	$350	million	or	

$3.27	per	share	the	previous	year.	Pinnacle	West’s	total	

return to shareholders — a combination of stock price 

Pinnacle West’s total return has exceeded market averages for the  
last one-, two-, three- and five-year periods.

$1 billion 
Pinnacle West’s shareholder value increased nearly $1 billion in 2011.

$2.7 billion 
Pinnacle West’s shareholder value increased nearly $2.7 billion  
over the past three years.

Code of Ethics and  Business Practices

http://www.pinnaclewest.com/files/CEBPBooklet2012.pdf
http://www.pinnaclewest.com/files/CEBPBooklet2012.pdf
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appreciation and dividends paid — was 22 percent. 

Our results were slightly better than the return for 

the S&P 1500 Electric Utilities Index and significantly 

outperformed the two-percent return  

of the S&P 500 Index. 

In June, Standard & Poor’s upgraded Its corporate 

credit rating for Pinnacle West and APS from BBB-  

to BBB, citing the company’s stronger credit metrics, 

debt reduction, improved regulatory environment and 

prudent financial management.

To review our 2011 financial results in detail please see 

our Pinnacle West 2011 Annual Report: 

L I N K

Pinnacle West 2011  

Annual Report

Economic Impact to Our Community

APS vital to Arizona, Southwest economy: 
Contributes $3.4 billion, 39,000+ jobs 

According to a recent economic impact report by 

Arizona State University’s W. P. Carey School of 

Business,	APS	contributed	$3.4	billion	to	the	Arizona	

economy	and	supported	39,200	Arizona	jobs	in	2010.	

L I N K

Economic Impact of APS on the States  

of Arizona and New mexico in 2010

Including New Mexico, where we operate our Four Corners 

Power	Plant,	APS	provided	a	$4.2	billion	economic	benefit	

to the Southwest, encompassing trickle-down effects 

that support more than 46,745 total jobs. 

The ASU study quantifies our direct impact as Arizona’s 

largest electricity provider as well as the indirect 

benefit created by our support of local suppliers and 

employee spending. 

“The tax dollars and payroll impacts from APS business 

transactions, as well as local spending by company 

employees throughout the state, represent significant 

economic benefits to Arizona,” said W. P. Carey School 

of Business Professor Dennis Hoffman, Director of the 

l. William Seidman Research Institute, which conducted 

the study. “We believe these benefits are broad, deep 

and sustainable. APS is among the companies with the 

biggest economic impact on this state.” 

Report highlights included:

•	APS	is	Arizona’s	largest	tax	payer.	The	company	paid	

$408	million	in	taxes	to	the	state	and	to	municipal	

governments in 2010. When combined with taxes 

paid by APS employees as well as those paid by local 

vendors, this spending supports 15,624 jobs and 

generates	$592	million	in	total	income	for	Arizona.	

PNW11
2011 ANNUAL REPORT 

Pinnacle West Capital Corporation

APS expects to invest $9 billion over the next 15 years to build new power plants 
and related infrastructure, according to our 2012 Resource Plan.

http://www.pinnaclewest.com/files/annual/2011/PNW_2011_Annual_Report.pdf
http://www.pinnaclewest.com/files/annual/2011/PNW_2011_Annual_Report.pdf
http://www.pinnaclewest.com/files/ehs/2011/apseconimpactstudy.pdf
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•	APS	purchased	more	than	$945	million	in	equipment,	

supplies and services from Arizona vendors in 2010. 

These purchases directly and indirectly supported 

10,755 Arizona jobs. 

•	Consumer	spending	by	APS	employees	accounts	

for	a	$364	million	economic	benefit	to	Arizona	and	

supports	5,308	jobs.	

•	APS	operations	directly	employ	7,514	people	in	

Arizona.

APS Supports Economic Development 

Municipalities around the country are making some 

tough budget decisions and many are turning to their 

economic development programs to find ways to cut 

the budget.

Over the years, we have helped Arizona communities 

boost their local economies by taking a leadership 

role, with our partners, to help create a healthy 

economic development policy statewide. Our company 

is dedicated to supporting economic development 

efforts throughout the state. Two of APS’s economic 

development programs are Building Bridges to 

Business	(B3)	and	APS’s	Focused	Future	program.	

Through these economic development programs, 

we help many Arizona communities retain successful 

hometown companies and encourage them to create 

more jobs.

APS hosts annual procurement events in an effort to 

bring business opportunities to diverse businesses. 

Recent “Buy Pinal” and “Buy Yuma” procurement 

events paired local businesses with procurement 

representatives from local public and private sector 

organizations and corporations.

Robert Esquivel, APS manager, Supplier Diversity and 

Development, who also served on the Coordinating 

Committee, stated that regional sourcing events like 

“Buy Pinal” are an important part of our Supplier 

Diversity strategy. This event, as well as similar 

events in Yuma and Flagstaff, serves to showcase the 

economic versatility present in the diverse business 

communities throughout APS’s service territory. 

APS B3: Building Bridges to Business

We believe some of a community’s greatest assets 

are the businesses that call it home. Economic 

development studies show that at least 76 percent  

of new jobs and capital investment come from  

a community’s existing companies. That is why  

APS’s Building Bridges to Business program,  

or	B3,	is	investing	in	the	businesses	that	call	our	

communities home. 

The	B3	program	helps	economic	development	

organizations define and analyze company and 

community specific information, and creates an 

environment for establishing relationships between 

businesses and their communities. 

With	the	B3	program,	community	leaders	and	

economic development organizations are expected 

to gain a better understanding of individual business 

needs and insights into their local economy and  

each company’s role in the community’s economic 

future. APS’s economic development partners  

include the Arizona Department of Commerce,  

the Greater Phoenix Economic Council, as well as  

the economic development departments in our  

Arizona communities.

$150,000,000
 Gained in capital investments 

1,378,000
 Square feet of new building space created

$10,000,000
 New revenue for APS 

1,034
 New jobs created

Working with our partners, APS’s economic development efforts led to the following 
estimated results in our service territory in 2011:
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APS Focused Future Program

Through its Focused Future program, established in 

1991, APS has helped leaders from less-populated areas 

develop community and economic development plans 

that will best prepare their communities for growth.

Focused Future is a step-by-step process designed 

to empower rural communities with the ability to 

determine their own futures. Pinnacle West also 

provides economic development and business 

assistance to numerous small businesses through 

our Supplier Diversity programs (discussed in the 

Community section of this report).

Stakeholder Engagement
Effective stakeholder engagement is a critical part of 

our business plan and essential to our ongoing success. 

Our company has numerous programs and activities 

for engagement, communication and consultation 

with our communities and other stakeholders. This 

includes working with our stakeholders on a wide 

range of company issues such as developing our 

long-range resource plan, siting transmission lines and 

substations, bringing new economic development into 

our communities, developing our renewable

energy portfolio and expanding our customer energy 

efficiency programs. Stakeholder engagement is not 

just a slogan with us — collaboration is the way we do 

business and a way we improve our business.

Working With Our Customers

Whether it’s through an Energy Forum, where we ask 

our customers to provide their input on our state’s 

future energy needs, or via an online survey, our 

company interacts with customers in a variety of ways. 

We utilize newsletters, our 24-hour call center, focus 

groups, office visits, our websites and through our 

active community outreach and volunteer programs. 

The company also conducts semiannual customer 

satisfaction surveys.

APS also offers customers outage information 

via Twitter and recently established a presence 

on Facebook. APS is using these popular digital 

communication channels to engage customers in new 

ways and open lines of dialogue. On Twitter, the APS 

Outage Center (@ APSOutageCenter) keeps customers 

aware of the status of large outages, mainly during 

Arizona’s summer monsoon season. In addition, it 

helps us keep the news media updated with accurate 

information, which benefits those customers who rely 

on the news. Twitter also allows us to proactively reach 

out to and assist customers who have experienced an 

issue and wrote about it online.

Beyond Twitter, the APS YouTube channel gives 

customers access to videos meant to both entertain and 

educate, often about energy efficiency programs that 

can help lower their electric bills. APS is committed to 

using these digital channels to benefit customers and 

will continue to look for more opportunities to do so.

APS offers a Spanish-language section on aps.com 

in	order	to	communicate	with	the	more	than	32,000	

APS customers who have indicated a preference for 

Spanish language communications. APS also provides 

a Spanish-language bill for those customers who 

request it. Spanish-speaking customers also have 

the opportunity to interact with Spanish-speaking 

associates at our call center. Our goal is to provide the 

highest level of customer service. 

From these customer interactions, we are able to 

better evaluate the results of our customer satisfaction 

efforts, reward top performing individuals and teams, 

APS earned the prestigious 
Chartwell’s Customer Service 
Best Practices Award. Chartwell, 
a utility industry research firm, 
honored APS for increasing our 
“push to customer self-service 
by developing a cost-effective, 
long-term plan of contact center 
marketing.” 
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and identify areas for continuous improvement. 

Customer satisfaction results play a role in the annual 

performance assessment for most leaders and 

managers. Results are also used to determine a portion  

of APS’s annual companywide incentive pay.

Throughout APS, customer input and feedback is 

sought prior to and following major initiatives and 

events (such as new bill designs, rate adjustments and 

major curtailment efforts) to help direct communications 

and assess the impact on overall customer satisfaction. 

Additionally, customer satisfaction research results are 

used to identify and prioritize opportunities to improve 

and assist in decision making and allocating customer 

service and related resources.

Employees

APS produces a daily online newsletter called Newsline 

to provide employees and retirees with real-time news 

and information on important company issues and 

events. Important and late-breaking news is also made 

available to the company’s managers and employees 

through various communication vehicles. The 

company’s Intranet site, Inside APS, can be accessed 

through all company workstations and is a one-stop 

resource for all company information. Employees 

can comment on articles and can provide feedback, 

anonymously if desired.

Pinnacle West also offers employees an online 

Sustainability Discussion Board to promote employee 

dialogue about sustainability topics and ideas. 

Our Community

APS works closely with municipalities, government 

agencies and the public to build consensus and proactively 

plan the generation, transmission and distribution 

resources necessary to accommodate the state’s 

customer and business growth. As part of the process, 

APS conducts environmental studies and extensive 

public outreach to identify sensitive areas in affected 

communities. This process is described in more detail in 

the land Use and Biodiversity section of this report.

APS brings various stakeholders together in special focus 

teams to obtain feedback on specific issues or programs, 

on an ad hoc basis. One example of this stakeholder 

process is our Demand-Side Management Collaborative 

Team. This group of external stakeholders is assembled 

on a regular basis to solicit input on the development and 

implementation of the company’s energy efficiency and 

demand response programs for customers. In addition, 

this group addresses and develops solutions for some 

of the issues facing our demand-side management 

programs, such as decoupling, customer incentives and 

customer participation.

As part of an effort to engage community stakeholders, 

APS hosts a Community Partner Academy for local 

leaders. The two-day experience provides participants 

with an overview of the company and serves as a 

powerful tool for communicating with key constituents.

We also have a formal corporate volunteer program 

that is an important part of our community outreach 

efforts. This effort is extensive and partners Pinnacle 

West with communities across our service territory. 

likewise, our small business development program, 

minority- and women-owned business development 

program, statewide economic development program 

and other business and community outreach programs 

all provide formal and ongoing outreach to our 

communities.

These programs are discussed further in the Customers 

and Community section of this report.

APS produces a daily online newsletter called Newsline to provide employees and 
retirees with real-time news and information on important company issues and events. 
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Transmission and Distribution line Siting

APS conducts extensive environmental reviews for 

siting new transmission and distribution systems. For 

new power lines rated at greater than 115 kilovolts 

(kV), the Arizona Corporation Commission requires a 

Certificate of Environmental Compatibility (CEC) to be 

issued prior to construction. APS conducts a thorough 

siting process covering a broad range of environmental 

issues and factors including, land use, cultural 

resources, biological resources and habitat studies for 

rare and endangered species.

APS also conducts a multi-faceted public process 

which consists of direct mailings, open houses, 

newspaper advertising and multiple jurisdictional, 

governmental and public meetings. APS also maintains 

a Transmission and Facility Siting website that provides 

ongoing information about siting projects to the public.

Beyond the regulatory programs, APS has a voluntary 

siting process for new transmission lines that are less 

than 115kV and are not required to follow the process. 

This voluntary process is much like the CEC process 

through which numerous environmental factors are 

evaluated and the public participation process seeks 

to communicate transmission line siting information to 

local citizenry to obtain their input. This allows APS to 

site transmission lines in the most sustainable manner 

that meets project requirements.
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Selected Awards  
and Recognitions
* Pinnacle West ranked 15th overall in 

Corporate Responsibility Magazine’s 
2011 annual list of “100 Best Corporate 
Citizens” and first among all utilities. 

•	In	2011,	APS	was	ranked	4th	in	the	
nation by Intelligent Utility Magazine. 
Their list of the top 25 intelligent 
utilities is based on a detailed analysis 
by IDC Energy Insights and Intelligent 
Utility Magazine. According to the 
magazine, an intelligent utility is one 
that is productive, uses resources 
wisely, deploys information and 
technology to the best advantage, 
provides options to its customers, 
maintains reliability, and runs a 
sustainable business.

•	The	company	was	recognized	 
by PR Week as one of America’s 
top three most prestigious rankings 
for public companies, the “100 Best 
Corporate Citizens” list is based on 
an	analysis	of	320	areas	of	corporate	
disclosure, including environment, 
climate change, employee relations, 
human rights, governance, finance  
and philanthropy.

•	Pinnacle	West	was	listed	in	the	
2011 Dow Jones North America 
Sustainability Index for the seventh 
year in a row.

•	For	the	third	consecutive	year,	Arizona	
Public Service has earned the U.S. 
Environmental Protection Agency’s 
highest honor — The ENERGY STAR 
Sustained Excellence Award — for 
continued leadership in protecting the 
environment through energy efficiency. 
The award recognizes the APS 
ENERGY STAR Homes Program and the 
APS Home Performance with ENERGY 
STAR Program for promoting energy 
efficiency and reducing greenhouse 
gas emissions.

•	APS	was	ranked	sixth	in	the	nation	in	
the Target Rock Advisors Sustainability 
Index and was listed in the Target Rock 
High Sustainability Index.

•	APS	was	awarded	the	2011	Chartwell	
Best Practices in Customer Service 
Award. Chartwell analysts recognized 
APS for the integration of its call center 
and website — a coordinated initiative to 
use both customer service agents and 
technology improvements as a means to 
educate customers about the services 
available on the website and ultimately 
get more customers using www.aps.
com. In fifteen months, this initiative 
added more than 25,000 new customer 
account registrations on aps.com.

•	APS	received	the	2011	Distinguished	
Supplier Diversity Award by the 
Minority Business Enterprise Center 
(MBEC) and the Arizona Hispanic 
Chamber of Commerce. The award 
recognizes the company’s significant 
contribution in growing and developing 
minority businesses, as well as our 
success in diversifying our own market 
reach and business practices. 

•	For	the	15th	straight	year,	APS	received	
the Tree line USA Award from the 
Arizona Community Tree Council in 
recognition of its leadership in urban 
forestry and environmental stewardship.

Affiliations and 
memberships
At APS we believe interacting with our 
industry peers is critical. APS actively 
participates in a large number of 
industry, professional and governmental 
organizations. By sharing knowledge 
and information regarding the issues 
and risks facing the electric industry, 
we can develop innovative approaches 
and technologies to meet those 
challenges. It also allows us to more 
effectively monitor and respond to key 
sustainability. Our employees often take 
leadership roles in these organizations. 
Please click on the link below to view a 
list of some our key affiliations: 

L I N K

Key Affiliations 

http://www.pinnaclewest.com/main/pnw/AboutUs/commitments/ehs/2006/profile/affiliations/default.html


OUR BUSINESS
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We generate safe, affordable and reliable electricity to 
more than 1.1 million retail and residential customers. Our 
corporate vision is to create a sustainable energy future 
for Arizona. The use of innovative smart technologies, 
renewable energy sources and energy efficiency are key 
components of our future efforts to meet that vision, as is 
operational excellence across our enterprise.

APS’s Electric System
Our customers have clear expectations of our 

company: that we provide a safe, reliable and 

instantaneous supply of energy to power their busy 

lives. We manage an integrated, instantaneous electric 

system because we understand without plentiful and 

affordable electric power; our economy simply would 

not function. Unlike the need for a new road or public 

park, the demand for electricity cannot be deferred.

APS’s electric system includes power plants which 

generate electricity, transmission lines which carry 

it from our power plants to substations where it is 

regulated and transferred to the distribution system 

which in turn carries it to more than 1.1 million 

residential, commercial and industrial customers  

across Arizona. 

System Reliability

For APS, system reliability and customer satisfaction 

are integrated. Our customers expect their electricity 

to	be	there	when	they	flip	the	switch,	24	hours	a	

day, seven days a week. We take that responsibility 

seriously and are proud to report that 2011 marked the 

the third consecutive year APS has set a new company 

record for energy reliability.

According to the System Average Interruption 

Frequency Index (SAIFI) metrics, APS customers saw 

an average of 0.79 outages per customer, a 44 percent 

improvement since 2000. This reliability performance 

is the result of a concerted effort to improve the health 

of the electric grid over the last decade. In addition, the 

System Average Interruption Duration Index (SAIDI) 

reached an all-time low in 2011 of 69 minutes, an 

improvement	of	34	percent	over	2000,	which	placed	

APS’s system availability at better than 99.99 percent 

for the third year in a row.

I N  2 0 1 1 ,  A P S :

•	 Reached	all-time	best	year	for	System	Average	
Interruption Duration Index (SAIDI), which measures 
outage duration. In 2011, the typical customer 
experienced 69 minutes of interrupted service 
throughout the year. 

•	 Reached	our	best-ever	performance	for	System	Average	
Interruption Frequency Index (SAIFI), which measures 
outage frequency. In 2011, the typical customer 
experienced 0.79 power outages. 

•	 APS’s	SAIDI	and	SAIFI	2011	measurements	are	expected	
to rank in the top quartile of the industry. This is the 
third consecutive year APS has set a new company 
record for reliable energy. 

OUR BUSINESS
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NEVADA UTAH COLORADO

NAVAJO

FOUR CORNERS

NEW MEXICO

CHOLLA

PRESCOTT

PHOENIX

PALO VERDE WEST
PHOENIX

OCOTILLO

SUNDANCE

GLOBE

REDHAWK

YUMA

YUCCA

CALIFORNIA

FLAGSTAFF

WINSLOW

FARMINGTON, NM

SAGUARO
TUCSON

NOGALES DOUGLAS

KINGMAN

LAS VEGAS

BAGDAD

APS Retail Electric Service Territory

Major APS Power Plants

Principal APS Transmission Lines

Transmission Lines Operated for Others

APS Solar Power Units

APS Electric Reliability
Average Electric Outages (SAIFI) per APS Customer

2010

0.90

2008

0.94

2006

1.11

2011

0.79

APS is one of the nation’s most 

reliable utilities as measured 

by the average number and 

duration of service interruptions 

experienced by the typical 

customer. In 2011, during a 

summer that included the hottest 

monsoon season on record, APS 

provided its 1.1 million Arizona 

customers with record high 

levels of reliability — once again 

exceeding targets for outage 

frequency and outage duration. 

The company is a consistent top-

quartile performer for system 

reliability in the electric industry. 

APS’s Electric System
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Grid Upgrades & Smart Technologies

The fundamentals of the instantaneous, integrated 

electric system have not changed much since it was 

envisioned over a century ago. Construction and 

management of transmission and distribution lines, 

substations and components has become more 

efficient over the years, but the general workings of 

the system remain the same. But that too is changing. 

New “smart grid” technologies are transforming the 

nature of our relationships with customers and the 

communities we serve.

The smart grid is the effort to bring the electric grid into 

the 21st Century and to enable the system to function 

more efficiently and intelligently — less like a machine 

and more like a computer. The scale of technological 

change will be similar to the transformation of the 

telephone system from dial phones to digital high-speed 

internet and wireless communications.

The smart grid is not a single technology or component; 

rather, it is an integrated portfolio of innovative 

technologies that work together. These have a 

governing communications infrastructure that facilitates 

communications and control among all the interacting 

components and systems. Devices such as digital meters 

at homes and businesses, sensors and automated 

switches on power lines and powerful computer 

algorithms all work together to assess and communicate 

real-time conditions of utility lines and equipment and 

can help customers manage their energy usage.

V I D E O

As part of a suite of “smart grid” technologies, new 

meters will change the way customers communicate  

with APS, and will enable them to take better control  

of their energy use.

Changes from a “smarter” grid will do two things. 

First, adding new technologies on power lines and in 

electrical substations enables APS to operate more 

efficiently. We expect that these technologies will 

help the company save energy and improve reliability, 

which leads to long-term cost savings for customers. 

Second, emerging technologies makes it easier for 

consumers to make intelligent choices about their 

energy use based on their priorities. We expect that 

the technology transformation will usher in changes in 

homes and businesses ranging from demand response 

devices to new appliances to electric vehicles. The 

local-area networks many have become accustomed to 

with the Internet may become local-energy networks 

with devices indicating when and how customers can 

save energy and money.

Smart grid is in the early stages at APS. The company 

has chosen to test and prove new technology concepts 

before implementing them on a wide scale. Currently, 

APS has proposed or is engaged in a number of these 

pilot programs including:

Community Power Project 

The Community Power Project is the nation’s most 

comprehensive distributed energy project. In 2009, 

A P S  m E E T S  C h A l l E N G E S  

O F  R E C O R D  m O N S O O N  h E AT

During a summer that included the hottest 
monsoon season on record and a 61 percent 
increase in the number of transmission poles 
replaced due to storm activity, APS continued  
to provide its 1.1 million Arizona customers  
with a high level of reliability.

950,000
APS plans to have 950,000 digital electric meters installed 
by 2012 and the remaining 200,000 installed by 2014.

http://www.pinnaclewest.com/files/ehs/2011/videos/smartmeters.wmv


1 8 P i n n a c l e  W e s t  s U s ta i n a B i l i t Y  a n D  c O R P O R at e  R e s P O n s i B i l i t Y   |   2 0 1 1  R e P O R t

Company Overview and  

Economic Performance

Our Business

Environmental Performance

Community & Customers

Workforce Performance 

Global Reporting Initiative

RETURN TO CONTENTS

APS	and	its	partners	received	a	$3.3	million	grant	

from the U.S. Department of Energy to study the 

effects of a high concentration of solar energy along 

a single electric distribution line. In 2010, APS began 

the procurement process to generate 1.5 megawatts 

of power from distributed sources, primarily solar 

panels. All installations began generating energy to 

the grid in early 2012. One-third of the energy comes 

from solar panels on 125 residential rooftops, one-

third from a solar panel installation at an elementary 

school, and one-third from banks of solar panels at 

a neighborhood-scale solar plant.; We expect that 

new	technologies	will	help	APS	manage	the	flow	of	

distributed energy behind the scenes and optimize the 

grid for a solar future. 

Smart Circuit Pilot 

APS is testing devices on power lines in Flagstaff that 

communicate with one another and central computers 

to isolate faults between poles and re-route power 

in the event of an outage. This reduces the amount 

of customers affected by an outage and helps APS 

speed the dispatch and repair process for those who 

are affected. Already, the pilot has reduced customer 

outage times by more than 65 percent. 

Distribution Fault Anticipation (DFA)

APS is working with Texas A&M University to test 

Distribution Fault Anticipation (DFA) devices. 

Similar to how different notes are played on a guitar, 

researchers have learned that failing equipment and 

different power line faults give off specific vibrations. 

Knowing the digital signatures of these vibrations, 

sensors can analyze them to understand current grid 

and equipment conditions. This enables APS to do 

preventive maintenance or, if an outage occurs, to 

speed repairs. 

home Energy Information Pilot 

APS will begin a two-year test of home energy usage 

with 2,800 customers in the fall of 2012. The objective 

will be to test the customer conservation effects of 

smart thermostats and mobile phone applications 

that display real-time energy use. APS also will test 

voluntary demand response programs and pre-paid 

energy programs. We anticipate that this pilot will help 

APS manage energy supply, while at the same time, 

providing customers additional information and tools 

to help them manage their overall energy needs. 

Energy Storage Pilot

In March 2012, APS began testing a 1.5 megawatt-hour 

energy storage system to determine the benefits for 

storing electricity and putting it onto the grid at later 

times when APS customers need it most. located in 

a substation for the first half of the two year pilot, we 

anticipate that the system will help decrease equipment 

stress on high demand days. At a later date, the system 

could support a neighborhood-scale solar power plant. 

There, APS intends to study how to improve generation 

when clouds pass overhead as well as test the ability to 

store and dispatch solar energy after dark.

Pioneer Integrated Volt/Var Pilot

APS began testing Integrated Volt/Var devices at its 

Pioneer substation in North Phoenix in 2012. These 

devices work like the volume knob on a radio, enabling 

APS to raise or lower the amount of power coming 

through the substation. Some electricity is always lost 

in the delivery of power from the generating plant 

to the customer. Integrated Volt/Var enables APS to 

reduce this waste, which saves customers money. The 

Pioneer Pilot will also utilize smart circuit devices on 

power lines in the same area to test the interaction 

between substation and power line technologies.

APS will begin a two-year test of home energy usage with 2,800 customers in the fall of 
2012. The objective will be to test the customer conservation effects of smart thermostats 
and mobile phone applications that display real-time energy use. 
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APS’s Overhead Reliability Survey 
Vehicle (ORSV) features an array of roof-
mounted cameras which look for issues 
like arcing, partial discharges and 
hotspots — any of which could signal a 
failing piece of equipment. The ORSV 
can safety scan a 230-kilovolt power 
line while moving at up to 50 miles per 
hour. It is an example of the company’s 
use of technology to help deliver safe, 
reliable electricity to its customers.
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Electric Vehicle Time-of-Use Rate 

In 2011, the Arizona Corporation Commission approved 

a residential time-of-use rate to support customers 

purchasing electric vehicles (EVs). The three-year pilot 

enables customers to realize save money by charging 

their EVs at night and other times of lower demand. 

APS is also working with customers to study how and 

where they prefer to charge their cars. 

Overall, energy innovations represent significant 

opportunities to improve system reliability and 

enable the company to better manage customer 

demand, reducing the need for additional generation 

capacity. Smart grid technologies also carry positive 

environmental and societal impacts as well — from 

fewer service vehicles on the road to a reduction in 

productive time lost by our customers due to outages.

APS Generation
Electrical generation is our core business. We obtain 

our energy from APS-owned generating sources 

and from power purchased from merchant power 

producers (mostly natural gas plants). Most of our 

renewable power is also currently purchased under 

long-term power-purchase contracts, although the 

company is building more APS-owned renewable 

power under the AZ Sun program, discussed in the 

Renewable Energy section of this report.

APS maintains a diversified fuel mix including coal, 

natural gas, oil and nuclear energy as well as renewable 

energy sources. 

This fuel mix is part of our company’s overall enterprise 

risk-management efforts and resource plan. A diverse 

fuel mix allows us to better manage fuel-price volatility 

and permits us to enter into long-term fuel-purchasing 

agreements with our suppliers, reducing our costs  

and providing more stable fuel sources into the future. 

In	addition,	it	gives	us	the	operational	flexibility	to	

better respond to changing markets and current 

events. Our fuel mix has been a significant factor in 

our ability to decrease our air-emissions intensity 

while continuing to add generation resources to meet 

customer growth. Renewable energy and energy 

efficiency programs are increasingly important 

components of our fuel mix.

L I N K

more information about APS’s generating facilities

80 percent
APS’s coal power plants were among the top performing in the Industry in 2011.  
The plants achieved an 80 percent combined new capacity factor, outperforming the 
most recent industry average of 67 percent.

http://www.aps.com/general_info/AboutAPS_18.html
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The Nation’s Top Energy  
Producer: Palo Verde  
Nuclear Generating Station
Nuclear energy is an important part of our generation 

mix, and will be into the foreseeable future. Nuclear 

energy provides economic and environmental 

benefits, including significant air emissions avoidance. 

APS’s nuclear generation is from the Palo Verde Nuclear 

Generating Station, located about 50 miles west of 

Phoenix, Arizona. Palo Verde is the largest nuclear 

generation facility in the United States and its three units 

produce	about	30,000	gigawatt	hours	of	energy	annually.

APS operates the plant and owns 29.1 percent of Palo 

Verde’s	Units	1	and	3	and	about	17	percent	of	Unit	2.	

APS also leases 12.1 percent of Unit 2, resulting in a 

29.1 percent combined interest in that Unit. Nuclear 

power is a critical aspect of our climate change 

response, generating large amounts of electricity 

with essentially no carbon emissions. Each year the 

electricity	generated	at	Palo	Verde	helps	avoid	over	31	

million metric tons of carbon dioxide emissions when 

compared to equivalent generation from a coal-fired 

power plant. That’s equal to about two times our 

current total greenhouse gas emissions.

In 2011, the United States Nuclear Regulatory Commission 

approved Palo Verde’s license renewal application. The 

operating licenses for all three Palo Verde units have been 

extended 20 years beyond the original 40-year licenses, 

allowing Unit 1 to operate until 2045, Unit 2 until 2046 

and	Unit	3	until	2047.	The	ongoing	operation	of	Palo	

Verde is important to a reliable and affordable energy 

future for Arizona. For many more decades, Palo Verde 

will annually supply billions of kilowatt-hours that are 

safe, clean, low cost and reliable.

Japan’s Fukushima Daiichi Nuclear Power Plant

A little more than a year ago, a massive earthquake and 

tsunami struck Japan, causing widespread devastation to 

the nation, including the Fukushima Daiichi Nuclear Plant. 

While the Palo Verde Nuclear Generating Station 

and Japan’s Fukushima Daiichi nuclear power plant 

share some similarities, Palo Verde’s location, reactor 

type and plant design make a comparable tragedy 

in Arizona extremely unlikely. A safe design coupled 

with the knowledge and training of dedicated nuclear 

professionals positions Palo Verde to safely and 

efficiently generate electricity for the long term. 

Please read Pinnacle West / APS Chairman and CEO 

Don Brandt’s March 9, 2010 editorial in The Arizona 

Republic on this topic. 

L I N K S

Palo Verde helps Power APS Economy 

Fukushima: One Year later

2011
Total Energy: 32,606 gigawatt-hours (GWh)

           Energy Efficiency | 1,430 GWh 

    Utility-Scale Renewable Energy | 830 GWh 

Distributed Renewable Energy | 226 GWh

Coal  

12,532 GWh

Nuclear  

9,224 GWh

Natural Gas  

8,364 GWh

 Energy Efficiency | 7,722 GWh

Utility-Scale Renewable Energy | 5,982 GWh

Distributed Renewable Energy | 1,682 GWh

2025
Total Energy: 48,207 gigawatt-hours (GWh)

Coal 

12,314 GWh

Nuclear  

9,369 GWh

Natural Gas 

11,138 GWh

http://www.pinnaclewest.com/files/ehs/2011/PVeconomy.pdf
http://www.pinnaclewest.com/files/ehs/2011/Fukushima.pdf
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Palo Verde is… 

•	built	to	withstand	the	unlikely	event	

of a powerful earthquake. Palo Verde 

was intentionally sited in an area of low 

seismic risk. Even if the unexpected were 

to occur, the design, engineering and 

robust construction enable Palo Verde 

to withstand more than the maximum 

credible earthquake for the area. 

•	not	susceptible	to	tsunamis.	Located	

near Phoenix, Palo Verde sits hundreds 

of miles from the closest ocean, ensuring 

it is not in danger from the destructive 

power of tsunamis. 

•	fully	prepared	to	safely	shut	down	if	

necessary. If an earthquake or any other 

natural disaster occurs, Palo Verde’s 

redundant safety systems, continuous 

equipment testing and ongoing 

personnel training will ensure the plant 

can be shut down safely. Our first and 

most important responsibility: to protect 

the health and safety of the public.

•	America’s	most	modern	nuclear	power	

plant. As one of our country’s newest 

nuclear generating facilities, Palo Verde 

incorporates highly trained professionals, 

margins of safety, redundant layers 

of safety-related equipment and 

pressurized water reactors (the 

Fukushima plant uses boiling water 

reactors). As opposed to a boiling water 

reactor, a pressurized water reactor has 

a larger, stronger containment structure 

and isolates the radioactive water within 

this robust containment structure. 

•	dedicated	to	continuous	improvement.	

The operators of Palo Verde, and the 

entire U.S. nuclear power industry, are 

carefully and conscientiously studying 

the lessons learned from the events 

at Japan’s Fukushima Daiichi nuclear 

power plant. Wherever applicable, 

the information will be used to ensure 

continued improvement in the safety and 

reliability of Palo Verde and other nuclear 

plants in the U.S. 
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Nuclear Waste

Palo Verde and other nuclear power plants produce 

two forms of radioactive waste: high-level waste and 

low-level waste. High-level waste consists primarily of 

spent nuclear fuel. This spent fuel is highly radioactive 

for many years, but can be safely stored in spent 

fuel storage pools or specially designed and licensed 

spent-fuel storage casks. We manage existing spent 

fuel-storage pools at Palo Verde and are using a facility 

for on-site dry cask storage of spent fuel while we 

are awaiting the completion of a DOE Nuclear Waste 

Storage facility. With the existing storage pools and 

the addition of the on-site, dry-cask storage facility, we 

believe spent fuel-storage methods will be available 

for use by Palo Verde on-site to allow continued safe 

operation through the term of the operating license for 

each of Palo Verde’s three units. 

On average, Palo Verde replaces about 200 fuel 

assemblies annually. Some low-level waste has been 

stored on-site in a low-level waste facility; however APS 

is currently shipping low-level waste to off-site disposal 

facilities which are permitted to accept these types 

of wastes. Examples of low-level waste include used 

protective clothing, resins and filters.

low-level Radioactive Wastes  
Generated at PVNGS

Year Cubic Meters

2011		 340

2010 675

2009 768

2008 1,474

2007 1,094

For more on nuclear waste issues, please see the 

discussion starting on page 7 of our 2011 Pinnacle  

West 10K.

L I N K

Pinnacle West 10K

Emergency Planning

Emergency planning for Palo Verde is a cooperative 

effort involving Pinnacle West, APS (operating 

manager for Palo Verde), the State of Arizona, 

Maricopa County and the Town of Buckeye. 

All planning activities represent a comprehensive 

response to federal regulations and guidelines. 

The Arizona Division of Emergency Management’s 

Radiological Emergency Preparedness Program  

has detailed information on emergency planning for 

Palo Verde.

For more information about the Palo Verde Nuclear 

Generating Station please visit the link below:

L I N K

Palo Verde Information Sheets

20 more years
In 2011 the U.S. Nuclear Regulatory Commission extended the operating licenses  
for all three Palo Verde units for 20 years beyond the original 40-year licenses, allowing  
Unit 1 to operate through 2045, unit 2 through 2046 and unit 3 through 2047.

http://www.pinnaclewest.com/files/investors/2011_PNW_10K.pdf
http://www.aps.com/news/BreakingNews_145.html
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Renewable Energy
APS continues to be a leader in the development 

and testing of renewable resources, particularly solar 

energy. We believe investing in renewable energy 

will result in environmental benefits, hedge the costs 

of potential climate legislation and the increasingly 

stringent environmental regulation of fossil-fueled 

generation, and provide an economic boost to  

our state. 

By the end of 2015, we expect renewable energy 

to supply about 10 percent of our retail customers’ 

electricity needs. Renewable energy is a critical 

component of our long-range resource plan. APS 

projects that in 2025 the energy needs of our 

customers will be 50 percent higher than it is today. 

Accelerating the development of renewable energy is 

a linchpin in meeting this growth. By the end of 2011, 

APS’s renewable generation and distributed energy 

portfolio was comprised of the following technologies 

and capacities:

1,098,815
Total megawatt hours of renewable generation in 2011; 
enough energy to power about 80,000 Arizona homes.

493,917
Metric tons of carbon dioxide emissions avoided from 
renewable energy resources compared to equivalent 
energy produced by natural gas power plants. This is 
equivalent to taking more than 70,000 cars off the road.

L I N K

2012 APS Integrated Resource Plan

APS Renewable Energy Portfolio (2011)
Megawatts of Renewable Energy Capacity

2001

<1
MW 

2021

1,850
MW (appx.) 

2011

423
MW 

http://www.aps.com/_files/various/ResourceAlt/2012ResourcePlan.pdf


2 4 P i n n a c l e  W e s t  s U s ta i n a B i l i t Y  a n D  c O R P O R at e  R e s P O n s i B i l i t Y   |   2 0 1 1  R e P O R t

Company Overview and  

Economic Performance

Our Business

Environmental Performance

Community & Customers

Workforce Performance 

Global Reporting Initiative

RETURN TO CONTENTS

AZ Sun Program

With the AZ Sun Program, APS is investing in the 

development of 200 megawatts of photovoltaic solar 

projects in Arizona. The five-year program is expected 

to have at least eight solar facilities online by 2015 and 

create more than 2,000 Arizona construction jobs. In 

the fall of last year, APS saw three AZ Sun facilities 

reach commercial operation. Currently, we have 50 

megawatts of AZ Sun producing clean, renewable 

energy for customers — with more on the way.

Paloma: The first AZ Sun facility to reach commercial 

operation was the 17 megawatt Paloma Solar 

Power Plant. Paloma consists of 275,000 thin-film 

photovoltaic panels mounted on fixed-tilt steel 

supports. 

Cotton Center: Following quickly behind Paloma, the 

17 megawatt Cotton Center Solar Plant came online. 

Cotton Center is located on 145 acres and consists of 

more	than	93,000	photovoltaic	panels	placed	in	1,662	

rows. The panels follow the sun across the sky using a 

single-axis tracking system. 

Hyder: Construction on the Hyder, Arizona 

16-megawatt solar plant began in June 2011, and came 

online in two phases. The first 11 megawatts reached 

commercial operation in October 2011. The remaining 

5 megawatts (totaling 16 MW) came online in March 

2012. This facility also uses polycrystalline photovoltaic 

panels mounted on single-axis tracking systems.

Chino Valley: Construction on the 19-megawatt Chino 

Valley, Arizona solar project is well underway, with 

completion expected later in the year. This facility will 

use polycrystalline photovoltaic panels mounted on 

single-axis tracking systems.

423 megawatts
APS renewable energy in operation during 2011, up from less than 1 megawatt in 2001. 
More than 500 additional megawatts are currently in planning or under development.

1,600 megawatts
Additional energy from new renewable resources which APS expects to add over the next 
15 years. This is enough energy to serve an additional 400,000 homes.

APS Renewable Energy Portfolio (2011) 
Source: 10K page 16

Wind

190 MW with an additional 

99 MW being developed

Solar

206 MW with an additional 

421 MW being developed

Biomass

14 MW

Geothermal

10 MW

Biogas

3 MW with an additional  

3 MW being developed
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Solana Generating Station

last year, construction on the 250-MW Solana solar 

trough station began. The highly anticipated solar 

project — one of the largest in the world — is expected 

to	be	in	service	mid-2013	and	produce	enough	energy	

to power 62,500 Arizona homes. 

Perrin Ranch Wind Project

In 2011, the 99MW Perrin Ranch Wind Energy Center in 

Northern Arizona completed construction and began 

producing energy. This plant contains 62 wind turbine 

generators and is the largest wind project in Arizona 

with an anticipated yearly output of 282,000 megawatt 

hours, enough energy for 25,000 homes.

V I D E O

The AZ Sun Program

Renewable Energy Incentive Program

To help customers with the cost of adding renewable 

energy systems to their homes or businesses, APS 

offers its Renewable Energy Incentive Program.

I N C E N T I V E  P R O G R A m  K E Y  F A C T S

•	 Started	in	2002	with	photovoltaic	solar	electric	systems	
and then added solar water heaters in 2003. 

•	 Additional	incentives	were	added	in	2008	for	wind,	
biogas/biomass and geothermal. 

•	 More	than	20,000	APS	customers	have	participated	 
in the program since its inception. 

•	 All	told,	residential	program	participants	have	the	
capacity to generate 50 megawatts of “green” 
electricity. 

•	 APS	customers	who	have	taken	advantage	of	the	solar	
water heater and other thermal technology incentives 
are expected to displace 30,000 megawatt hours  
of energy.

V I D E O

Solar Capital

With	more	than	330	days	of	sunshine	per	year,	

Arizona’s reputation as a leader in solar energy is about 

to get even brighter. APS is committed to helping 

Arizona become the “Solar Capital of the World.”

Green Choice Rate Program 

APS offers three Green Choice rates approved by  

the Arizona Corporation Commission (ACC). Green 

Choice 1 is a fixed level of “green” power that 

customers can subscribe to each month. Green Choice 

2 varies month to month per customer and is based on 

a percentage of a customer’s monthly usage. Green 

Choice	3	is	a	single	block	of	“green”	power	that	can	 

be used for special events.

http://www.youtube.com/watch?v=2KwAHVTHE28&feature=player_embedded
http://www.youtube.com/watch?v=rxkNlR_7JXE&feature=player_embedded
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At	the	close	of	2011,	3,007	customers	subscribed	to	the	

family of Green Choice rates. Sales for the year were 

approximately	135k	megawatt	hours	and	the	revenue	

for	the	program	was	more	than	$500k.	The	revenue	

associated with the Green Choice rates supplements 

the overall Renewable Energy Standard revenue 

collections, ultimately facilitating the development of 

additional renewable resources.

Green-e Certification

Green-e is a national certification and verification program 

for renewable energy developed offered by the Center 

for Resource Solutions (CRS), a national nonprofit 

organization. This certification indicates that the renewable 

energy meets environmental and consumer protection 

standards. Through certification, the APS Green Choice 

program utilizes the Green-e logo on the APS website. 

Since 2008, All of APS’s Green Choice renewable energy 

was sold under this certification program.

Renewable Energy Standard & Distributed Energy

In 2006, the Arizona Corporate Commission (ACC) 

adopted the Arizona Renewable Energy Standard (RES). 

Under this standard, APS must supply an increasing 

percentage of retail electric energy sales from eligible 

renewable resources, including solar, wind, biomass, 

biogas and geothermal technologies. The renewable 

energy requirement increases annually until it reaches 

15 percent in 2025. In APS’s 2009 regulatory settlement 

agreement, APS committed to an interim renewable 

energy target of 10 percent by year-end 2015, which was 

double the existing RES target of five percent for that year. 

For detailed information on our renewable energy 

performance in 2011, please review our 2011 Renewable 

Energy Standard Compliance Report at the link which 

follows.

L I N K

APS 2011 RES Compliance Report

Energy Efficiency
Helping our customers use electricity more efficiently is a 

critical component of our company’s sustainability efforts. 

It’s also important to our customers, our communities 

and our environment. By taking steps to conserve energy, 

customers can reduce their costs and also provide 

significant benefits to the environment. APS offers a 

wide variety of demand side management (DSM) and 

energy efficiency programs to our residential and business 

customers. These include rebates and incentives for 

installing energy efficient equipment, as well as training 

and energy information services to help customers 

improve operating efficiency and reduce demand. 

L I N K

APS helps customers save energy and money

Conserving energy means less power needs to be 

generated to meet customer needs, which results in 

fewer emissions impacting the environment and fewer 

resources being consumed to produce that energy. 

looking to the future, energy efficiency also allows APS 

to defer the construction of new generation to meet 

the demand for electricity. As shown in the graph on 

the following page, by 2020 APS’s energy efficiency 

programs will accumulate electricity savings equal to the 

output of eleven 100-megawatt gas-fired peaking units.

3.4 percent
APS met the overall 2011 RES requirement, achieving renewable energy  
equivalent to 3.4 percent of total retail sales.

441,334 MWh
Electricity saved in 2011 through the individual actions of APS customers. That is  
enough electricity to power about 32,000 APS customer homes for one year.

http://www.aps.com/_files/renewable/2011RESComplianceFiling.pdf
http://www.azenergyfuture.com/efficiency.html
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APS customers can get free trees, along with proper planting directions, through  
our Shade Tree program. Trees are planted in locations that shade customers’ homes 
from the sun’s rays, serving to reduce cooling costs in the hot Arizona desert. Visit the 
Community & Customers section to read more about our Shade Tree program.
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Our efforts in 2011 resulted in projected savings  

of 1,285 million gallons of water from utility operations 

and a reduction of over 1.6 million metric tons of 

carbon dioxide.

looking at the cumulative benefits of our DSM 

programs since 2005, we have achieved net lifetime 

savings of over 15 million MWh of electricity, resulting 

in projected savings of over 4.7 million gallons of water 

and over 6.1 million metric tons of carbon dioxide.

Energy Efficiency Standard

In 2010, the Arizona Corporation Commission established 

one of the most aggressive energy efficiency programs 

in the nation. The policy requires APS to achieve savings 

equivalent to 22 percent of retail sales by 2020, and 

provides performance-based incentives when we achieve 

those savings. APS’s 2011 goal under the standard was to 

meet 1.25 percent of retail sales with energy efficiency. 

APS’s performance in 2011 was 115 percent of that goal (or 

1.44%	of	retail	sales),	achieving	441,334	MWh	of	savings,	

compared	to	a	382,865	MWh	goal.

U.S. Environmental Protection Agency Recognizes 
APS with highest honor for Energy Efficiency

For the third consecutive year, Arizona Public Service 

has earned the U.S. Environmental Protection Agency’s 

highest honor — The ENERGY STAR Sustained 

Excellence Award — for continued leadership in 

protecting the environment through energy efficiency. 

The award recognizes the APS ENERGY STAR 

Homes Program and the APS Home Performance 

with ENERGY STAR Program for promoting energy 

efficiency and reducing greenhouse gas emissions.

The ENERGY STAR awards are presented to a select 

group of organizations that exhibit outstanding 

leadership year after year. Award winners are selected 

from more than 17,000 organizations across the country 

which participate in the ENERGY STAR program.

Our Energy-efficiency Targets

2011 
69 MW 
Equal to output of almost 
one power plant  

2015 
421 MW 
Equal to output of  
four power plants

2020 
1,167 MW 
Equal to output of  
11 power plants

2025 
1,385 MW 
Equal to output of  
13	power	plants

Based on construction of 100-megawatt 
gas-fired peaking units.
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“To be honored by the EPA for our leadership is high 

praise indeed. It validates the effort we are making 

to create a sustainable energy future for Arizona,” 

said Terry Orlick, APS Director of Marketing. “The real 

significance of our commitment to energy efficiency 

is what it means to our customers — our programs 

empower them to use energy in the most efficient and 

affordable manner possible.”

Integrating Energy Efficiency  
with Resource Planning

Demand Side Management (DSM), which consists of 

both energy efficiency and peak demand management,  

is an increasingly important resource in the ability to 

meet customer demand for electricity in the next 15 

years. DSM in closely integrated into the 2012 APS 

Integrated Resource Plan, which suggests a mix of 

resources to meet the future need for electricity.

Energy efficiency is a major component of APS’s 

plan. APS projects that its customer base will grow 

from approximately 1.1 million customers today to 1.7 

million by 2027, translating into a 55 percent increase 

in energy requirements (prior to the impacts of energy 

efficiency and distributed energy). APS projects to 

comply with both the Renewable Energy Standard and 

the Energy Efficiency Standard, and approximately 65 

percent of the forecasted energy growth will be met 

with these zero-emissions resources.

L I N K

2011 DSm Progress Report

Energy Efficiency Programs for all Customers

APS has a robust portfolio of energy efficiency 

programs that allow all APS residential and business 

customers the opportunity to participate in at least one 

program and save money on their electric bill.  These 

are details on our APS website at the link below”

L I N K

APS Energy Efficiency Programs & Services 

115 percent
APS’s 2011 goal under the standard was to meet 1.25 percent of retail sales with energy 
efficiency. APS’s performance in 2011 was 115 percent of that goal, achieving 441,334 
MWh of savings compared to a 382,865 MWh goal.

40+
Number of home builders which are APS partners. In more than 175 communities across 
Arizona, these partners meet high energy-efficiency standards by building ENERGY STAR 
Homes. More than 9,500 of these energy-efficient homes have been built, cutting CO

2
 

emissions by approximately 670 million pounds.

35 percent 
Percentage of anticipated growth in energy consumption met through energy efficiency 
programs in APS’s resource plan.

http://www.aps.com/main/services/default.html
http://www.aps.com/main/services/default.html
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general repairs.
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Removing Financial Disincentives

The Arizona Corporation Commission (ACC) 

approved a decoupling policy statement in late 2010 

that acknowledges the utility company need for a 

decoupling mechanism in order to aggressively pursue 

the energy efficiency standard recently approved for 

the state of Arizona. In the policy statement, the ACC 

outlined one approach for constructing a decoupling 

mechanism, but urged the utilities to file their own 

decoupling mechanism in their next rate case. At the 

time of this report, a pending Settlement is before 

the ACC that proposes a lost Fixed Cost Recovery 

(lFCR) mechanism that is designed to recover only 

the lost fixed costs associated with energy efficiency 

and distributed generation. We believe it targets the 

lost fixed cost issue associated with EE but it is not a 

full revenue-per-customer decoupling model, and that 

the lFCR will allow us to pursue the energy efficiency 

targets set forth by the ACC during the Settlement 

period (July 2012 to July 2016). A decision on the 

proposed Settlement and the effective implementation 

of the lFCR is anticipated to occur by July 1, 2012. The 

first adjustment related to the lFCR would then occur 

no	earlier	than	March	1,	2013.	Lost	fixed	cost	recovery	is	

a necessary element to remove the current disincentive 

for utilities to lower their sales through energy 

efficiency and distributed energy programs.

APS Energy Wise low Income  
Assistance Program

APS’s Energy Wise low Income Assistance Program is 

designed to improve the energy efficiency, safety and 

health attributes of homes for customers whose income 

falls within the defined federal poverty guidelines. 

This program serves limited income customers with 

various home improvements including cooling system 

repair and replacement, insulation, sunscreens, water 

heaters, window repairs and improvements as well as 

other general repairs. In addition, low income families 

are provided Crisis Bill Assistance. The program is 

administered by various community action agencies 

throughout APS’s service territory.

APS Supply Chain 

Sustainable Supply Chain management

At APS, our goal is to acquire goods and services 

from suppliers who share our commitment to social, 

environmental and economic sustainability goals. 

We want to do business with companies who wish to 

contribute to a sustainable energy future. To help identify 

suppliers who share our goals, our sourcing events 

for goods and services include questions related to 

sustainability and environmental performance. Supplier 

responses are evaluated during the selection process. 

Our suppliers’ ongoing performance and improvements 

on sustainability matters are discussed during regularly 

held supplier performance review meetings. Supply 

Chain Management maintains extensive relationships 

with our suppliers, engaging them in value enhancing 

partnerships. We work with our suppliers to mutually 

align our goals and measure performance using agreed 

upon Key Performance Indicator (KPI) scorecards. We 

have mutual respect for each other’s expertise and 

ideas as we jointly seek to create sustainability.
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SCM standardizes its own operations by identifying and 

driving center-led processes, including the way APS 

engages in procurement or vendor-related practices. 

Sustainable decision making is optimized by using systems 

and deploying processes to enable thorough analysis.

APS	exceeded	its	2011	annual	spend	goal	of	$64	

million. As a result of these efforts, the company 

was recognized with three prestigious awards last 

year from the United latino Business Coalition, the 

Arizona Minority Business Development Center and the 

American Indian Chamber of Commerce Arizona. 

In order to increase our outreach to the diverse supplier 

community, Supply Chain Management also hosted 

several “How To Do Business With APS” workshops 

and participated in numerous other events. 

Electric Utility Industry  

Sustainable Supply Chain Alliance

In 2008, APS joined the Electric Utility Industry 

Sustainable Supply Chain Alliance, a group of U.S. 

investor-owned electric companies that was formed to 

improve the environmental performance in the electric 

utility industry supply chains. The Alliance seeks to do 

this by developing voluntary consensus standards for 

the creation of a supply chain that is environmentally 

responsible, efficient, cost effective, and positively 

impacts communities. Methods for this include:

•	Minimizing	the	impacts	on	the	environment	of	our	

supply chain operations and the products and 

services we source.

•	Continuing	to	emphasize	supplier	diversity,	protecting	

the health and safety of our employees and contributing 

to the well being of the communities we serve.

•	Utilizing lifecycle economics and efficient supply 

chain operations while ensuring the reliable delivery 

of products and services.

The Alliance’s first annual Sustainability Forum 

was held in November, bringing together over 170 

participants including suppliers to the electric 

utility industry, supporters of the Alliance and 

other interested parties. Participants learned about 

sustainability assistance tools (like Green Suppliers 

Network reviews) and heard about successes utilities 

and manufacturers have had in the implementation 

of internal sustainability programs and processes. 

They were also provided information on Alliance 

methodologies and deliverables and interacted with 

fellow sustainable-minded attendees. 

The overarching goal of the Alliance is to reduce energy 

consumption and associated Green House Gas (GHG) 

emissions by focusing on the following two strategic 

goals that have been adapted by member utilities: 

•	By	the	end	of	2012,	a	majority	of	the	participating	

surveyed suppliers of Alliance Members will measure 

GHG emission and will have established voluntary 

GHG emission reduction goals.

•	By	the	year	2015,	Alliance	Members	will	reduce	

aggregate supply chain operations energy use by 10 

percent from a 2008 baseline.

Further information on the Alliance can be found at the 

Alliance website: 

L I N K

Electric Utility Industry Sustainable  

Supply Chain Alliance Website

http://www.euissca.org
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Policies and Programs supporting  
a sustainable Supply Chain

APS’s Environmental and Safety Policies confirm our 

corporate support for green procurement, including 

sections on use of safe products and services, 

sustainable use of natural resources, stewardship of 

natural resources and pollution prevention. Our internal 

corporate procurement procedures further defines 

this policy. The purchase of all products, including 

chemicals and hazardous materials, will only be made 

after consideration of the product’s total life cycle. 

Prior to procurement, materials must be evaluated for 

environmental attributes such as recycled content, 

toxicity and disposal options. Employees making 

procurement decisions share in this responsibility in 

order to minimize adverse environmental impacts and 

future liability. 

All hazardous materials used by the company are 

required to be reviewed by a Chemical Review Team 

prior to purchase in order to help ensure the use 

of materials with lower environmental and safety 

impacts. The teams review new products and compare 

them to existing products to see which provides the 

greatest overall benefit to the company. These teams 

also provide ongoing reviews of current products 

to evaluate for “greener” alternatives. Through this 

process, APS has been able to reduce the number of 

chemical products used across our system and to also 

reduce the potential risk of the chemical products we 

use by substituting products with a lower potential for 

health or environmental impacts.

material Safety Data Sheet 

All chemical products used at APS are included in an 

electronic Material Safety Data Sheet (MSDS) system 

which is available to any employee across the company. 

APS facilities may use only those products approved 

for use and which are coded on this system. The 

electronic MSDS system provides other benefits to our 

environmental, health and safety efforts since it allows 

us to quickly identify the specific chemical ingredients 

contained in the products at our facilities, while 

highlighting the risk profile of specific products.

Contractor Safety 

APS also has a Supplier Safety Policy which 

communicates the minimal requirements we expect 

of our contractors in terms of environmental 

compliance and employee safety. Contractors are 

expected to follow the same safety and environmental 

performance as APS employees. For contractors who 

do a substantial amount of work at APS sites, their 

current safety record and related metrics are reviewed 

and discussed during periodic supplier performance 

reviews.

Investment Recovery 

APS also has a successful Investment Recovery (IR) 

Program that sells excess and obsolete material as well 

as converts assets that can no longer be used by the 

company. The IR team seeks to be caretakers of our 

environment.	In	2011,	they	achieved	over	$3.4	million	

dollars	in	asset	recovery,	as	well	as	almost	$275,000	

of avoided landfill costs on recycled materials. Over 8 

million pounds of materials were recycled in 2011. 

Supplier Diversity Program

APS’s commitment to supplier diversity is ingrained 

in the understanding that the participation of diverse 

suppliers in the procurement process is “just good 

business.” While the basis of our commitment to 

diversity may appear straightforward, the effects of 

As a result of our supplier diversity efforts, APS was recognized with three prestigious 
awards last year from the United Latino Business Coalition, the Arizona Minority Business 
Development Center and the American Indian Chamber of Commerce Arizona. 
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this strategy are complex and far reaching. Our efforts 

have	a	positive	and	influential	effect	on	targeted	

sectors of our local economy that might not otherwise 

engage in business with large corporate partners. In the 

end, the Supplier Diversity goal is to leverage diverse 

business participation to ensure that only the highest 

quality goods and services purchased at competitive 

prices are integrated into the company’s supply chain. 

The Supplier Diversity Program continues to grow 

by introducing initiatives that builds the capacity of 

diverse businesses through mentoring and education. 

By identifying existing high-quality diverse businesses, 

these efforts will grow today’s tactical vendors into 

tomorrow’s strategic partners. 

2011 Supplier Diversity and  
Development Targets and Results

APS’s 2011 Supplier Diversity goals once again set 

the bar high for the business units and Supply Chain 

Management.	For	2011,	our	target	was	set	at	$62	million	

and	we	exceeded	that	goal	with	$68	million	spent,	or	

11 percent above our goal. In the past five years, APS’s 

direct spend with diverse businesses has exceeded 

$323	million.

APS remains committed to working with diverse 

suppliers, and exceeded its 2011 annual spend goal of 

$64	million.	As	a	result	of	these	efforts,	the	company	

was recognized with three prestigious awards last 

year from the United latino Business Coalition, the 

Arizona Minority Business Development Center and the 

American Indian Chamber of Commerce Arizona. 

In order to increase our outreach to the diverse supplier 

community, Supply Chain Management also hosted 

several “How-To-Do-Business-With-APS” workshops 

and participated in numerous other events. 

Taking AAAmE at Small Business

The APS Academy for the Advancement of Small, 

Minority and Women-Owned Enterprises (AAAME) 

is a two-year business mentoring program designed, 

sponsored and administered by APS.

AAAME CEOs meet twice a month as a group, once 

a month with their assigned advisors and once a 

month with the AAAME director. Since 1997, 175 small 

businesses in the Phoenix-metro area have attended 

business training classes, built networks, developed 

resources and met with individual advisors all geared 

toward assisting them in reaching their next level of 

business success.

This focused and integrated mentoring has resulted 

in	136	AAAME	graduates,	with	31	companies	currently	

in some phase of the AAAME process. All of these 

businesses have gained knowledge, support, insight, 

resources and skills that have allowed them to succeed 

and thrive in their chosen business. Many of the 

AAAME companies have increased their revenues and 

net profits, increased their workforce, strengthened 

their market position and increased their business 

space which benefits our local economy. Several 

AAAME companies have been recognized for their 

achievements through various award programs.

L I N K  &  V I D E O

Video: Supplier Diversity at APS 

AAAmE Website

16 million
Reduced-price compact fluorescent lighting (CFL) bulbs provided by  
APS to consumers through local commercial retail outlets since 2005,  
cutting CO

2
 emissions by approximately four billion pounds.

http://www.pinnaclewest.com/files/ehs/2011/videos/supplierdivBarri.wmv
http://www.pinnaclewest.com/files/ehs/2011/videos/supplierdivBarri.wmv
http://www.pinnaclewest.com/main/pnw/AboutUs/commitments/sdd/sddtraining/SDDtraining_1.html
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APS Facilities & Fleet

APS Facility Energy management

As Arizona’s largest energy provider, we believe that 

one of the most important things we can promote is 

energy efficiency; and our company has long been a 

leader in energy efficiency and energy conservation. 

Part of that leadership is participation in our own APS 

Power Partners program, which helps save energy on 

the hottest days of the year when demand is greatest 

and the system is most burdened. APS has established 

a voluntary internal energy use metric that measures 

our annual electric use at all metered facilities across 

our organization and sets a goal of a one- to three-

percent annual reduction in energy use each year 

between	2009	and	2013.	This	metric	will	allow	us	to	

monitor the effects of our various energy efficiency 

efforts at facilities across our company. Our 2011 

metered	electricity	use	was	36,791	MWh	compared	to	

2010	use	of	39,174	MWh.

Significant	fluctuations	in	weather,	particularly	

summer heat in the valley and winter temperatures 

in the northern regions, have an effect on energy 

consumption. Constant changes in the number, 

size and occupancy of our facilities directly impact 

energy consumption, and can make a difficult metric 

to accurately measure and verify. We are currently 

working towards implementing the ENERGY STAR 

rating system at all of our metered facilities which will 

standardize the methodology in which the variables 

are normalized to provide consistent feedback 

on how efficiently our facilities are operated. APS 

corporate headquarters has earned the ENERGY 

STAR designation for the past two years. In addition 

to managing our energy usage at existing facilities we 

have also committed to design, construct and operate 

our new and remodeled facilities to the ENERGY STAR 

and lEED Silver standards. 

In	2003,	our	corporate	headquarters	in	downtown	

Phoenix was converted to the Northwind Cooling 

system which uses an industrial grade, ice-based 

chiller that manufactures three million pounds of ice 

each night when utility loads and rates are lowest. 

The conversion to Northwind eliminated the on-

site requirement need for cooling towers and their 

associated air conditioning chillers, resulting in a 

significant reduction in water consumption in the 

cooling towers, and the elimination of CFC refrigerant 

R-11 from the chillers.

APS lEEDs by Example

APS is a registered member of the U.S. Green Building 

Council and has committed to a voluntary goal of 

incorporating leadership in Energy and Environmental 

Design (lEED) principles in our new building design 

and ongoing building maintenance. APS now has four 

lEED-certified facilities. Our APS learning Center and 

Wickenburg and Flagstaff Service Centers are certified 

Silver lEED buildings. Our Ocotillo Service Center 

is lEED certified. Also, many of the environmentally 

friendly and cost-efficient practices used in our lEED 

buildings have been extended to other buildings 

throughout the company. This includes standardizing 

equipment and lighting as well as design, procurement 

and maintenance processes to lEED specifications.

6 percent
APS’s 2011 internal facility metered electricity use was 6 percent lower than 2010. 

97 percent
More than 97 percent of our facility space is equipped with energy-efficient fixtures.
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V I D E O

New Deer Valley Office Grand Opening 

In January 2012, APS completed the extensive re-

purposing of an approximate 90,000 building that had 

been constructed in the 1970’s as a warehouse. It has 

been transformed to a critical operations center. The 

building was completely re-designed and renovated 

using the goals of reuse, reduce, and recycle. It was also 

designed and constructed to lEED Silver standards and 

makes use of day lighting, photovoltaics, energy and 

water conservation, technology, and many sustainable 

building and operating concepts that will continue to 

extend the life of the facility and provide a stimulating 

and productive environment for its occupants.

APS’s mobile Fleet
APS	has	a	fleet	of	about	2,400	vehicles	used	to	deliver	

service to customers across Arizona. These include 

heavy-duty trucks (such as line trucks), which run 

on diesel and biodiesel, and light-duty trucks and 

passenger cars that run primarily on unleaded gasoline.

In 2008, we established metrics with associated goals 

for	our	mobile	fleet	which	measure	our	efforts	to	

improve fuel efficiency in order to reduce fuel use and 

carbon dioxide emissions, as well as reducing operating 

costs. We were successful in meeting our internal goals 

in	2011,	with	the	following	fleet-wide	results:

•	22,412	tons	of	carbon	dioxide	emitted.	(A	16.8	 

percent	reduction	from	2008	results	of	26,934	tons	

of CO2 emitted).

•	A	reduction	of	2	per	cent	(417	tons	of	CO2)  

from 2010. 

Smaller hybrid and electric vehicles are joining our 

fleet	in	increasing	numbers	as	they	replace	gas-fueled	

cars. The company took delivery of its second hybrid 

line truck in September 2009. We took delivery of our 

first Nissan leaf and Chevrolet Volt in 2011. We plan to 

add	more	hybrid	cars	and	trucks	to	our	fleet.	Hybrid	

trucks such as these have been shown to decrease 

fuel consumption by up to 50 percent, due primarily 

to reduced idling time while the truck is working. The 

company also has been working with a vehicle builder 

to create our own hybrid trouble truck. The Class 5 

truck offers a “hybrid lite” concept. It employs an 

electric powered hydraulic system to operate a boom 

equipped with a small bucket when the engine is not 

running. This is now our standard for the new APS 

APS now has four LEED-certified facilities, and has a voluntary goal 
of building all new facilities to LEED specifications. 

APS Mobile Fleet Tons of CO2 Emitted

2006

29,292

2007

29,242

2008

26,934

2009

23,061

2010

22,829

2011

22,412

http://www.pinnaclewest.com/files/ehs/2011/videos/DNVN1dedication.wmv
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“trouble man” single bucket trucks statewide. To date, 

we have built and deployed nine units, with plans to 

continue to expand the program.

Since 1999, the company’s diesel vehicles have been 

fueled by B20 biodiesel pumped at on-site fuel 

locations across the state. B20 biodiesel is a blend 

of diesel and 20 percent oils such as soybean oil and 

waste vegetable oil. Its primary benefit is reducing 

the nation’s dependence on foreign oil by substituting 

locally available sources. Biodiesel accounts for about 

60 percent of the company’s total diesel fuel usage of 

about 1.2 million gallons annually.

APS also has voluntarily added a new Combustion 

Catalyst	System	to	76	fleet	trucks.	This	system	reduced	

fuel	usage	by	10.6	percent	(about	393	gallons	of	diesel	

fuel per vehicle) and reduced carbon dioxide emissions 

by 8,725 lbs. per year, per vehicle. APS will likely 

continue to add this system to appropriate trucks in  

the future.

Engaging Employees to Act Sustainably

Perhaps the greatest fuel-saving device on company 

vehicles is the ignition switch. Employees are 

encouraged to reduce the idling of vehicles whenever 

possible. Whether it’s a car or truck, fuel is saved 

whenever a vehicle is turned off. While it is beyond our 

capabilities to estimate or measure the impact of this, 

we believe improved driver behavior has played a large 

role	in	our	improved	fleet-fuel	consumption	since	2008.

Fleet Recycling Efforts and Efficiency

About 90 percent of the antifreeze used by technicians 

is recycled. Drained antifreeze is processed for reuse. 

Metal oil filters are crushed and given to a steel recycler 

that uses them to produce rebar.

The company is looking at technologies to improve 

the	fleet’s	fuel	efficiency.	These	include	automated	

fuel-management systems and GPS systems that can 

record and retrieve critical data for a vehicle, such as 

idling statistics and Power Take Off (PTO) time, which 

measures power used to drive an auxiliary hydraulic 

pump for boom operation. This would allow the 

company to identify vehicles with high idle or fuel-

usage performance.



ENVIRONMENTAl 
PERFORMANCE
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For our company, protecting the environment is integral to 
everything we do. That’s why environmental stewardship 
is a Critical Area of Focus in our corporate Strategic 
Framework. We adopted our first environmental policy 
in 1973, and since then compliance with environmental 
regulations and environmental stewardship have been 
core values for the company. We strive to incorporate 
environmental stewardship principles into our day-to-day 
business decisions, at all levels of the company.

Policy & Organization
Our Environmental Policy applies to all Pinnacle 

West and APS operations. In 1994, APS joined Ceres, 

a national network of investors, environmental 

organizations and other public interest groups working 

with companies and investors to address environmental 

stewardship and sustainability challenges. We adopted 

the Ceres principals for environmental stewardship and 

protection into our corporate environmental policy. 

Our Environmental Policy and our organization have 

continued to evolve in response to changing issues, 

trends and regulations.

L I N K

APS Environmental Policy

APS’s Environmental Organization
In 2011, APS re-organized its environmental 

organizational structure, centralizing its environmental 

programs in order to improve efficiencies and help 

ensure consistency across the organization. All 

environmental staff, except for Palo Verde, now report 

to the Corporate Environmental Director, who reports 

to the Chief Sustainability Officer.

We have an Environmental Management System 

consistent with the International Organization for 

Standards (ISO) 14001 Environmental Standards. 

In 2011, APS achieved ISO 14001 certification at our 

natural gas power plants, including the Ocotillo,  

West Phoenix, Redhawk, Yucca and Sundance 

Power Plants. In early 2012, we achieved ISO 14001 

certification at our Cholla coal-fired power plant.  

We anticipate completing ISO 14001 certification  

at our Four Corners coal-fired power plant in 2012,  

at which point the company will have achieved ISO 

14001 certification for all of our fossil generation  

power plants. 

ISO 14001 certification is an important step in our 

continuous improvement goals. Per the International 

Organization for Standards and EMS, meeting the 

requirements of ISO 14001 is a management tool 

enabling an organization of any size or type to: 

•	Identify	and	control	the	environmental	impact	of	 

its activities, products or services, and to 

•	Improve	its	environmental	performance	continually,	

and to

•	Implement	a	systematic	approach	to	setting	

environmental objectives and targets, to achieving 

these and to demonstrating that they have been 

achieved.

ENVIRONMENTAl 
PERFORMANCE

http://www.pinnaclewest.com/files/ehs/2010/2010_Environmental_Policy.pdf
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Compliance

Environmental and Safety  
Compliance Assurance Program

Our Compliance Assurance program establishes 

assessments and audits, reports results to 

management, establishes corrective and preventive 

actions, tracks the status of open items, ensures the 

confidentiality of information, is responsible for record 

retention and establishes roles and responsibilities.

Summaries of the completed compliance audits from 

selected EHS programs and facilities are provided 

to the Audit Committee of Pinnacle West’s board of 

directors. In addition, the results from the compliance 

audits are reported to facility management, the 

vice president and chief sustainability officer, the 

responsible officer, and the CEO and president.

In order to ensure every effort is made to maintain 

compliance in our company’s complex and diverse 

operations, our compliance assurance program follows 

a four-tier approach which includes:

•	Ongoing	self-assessments	of	EHS	programs	by	the	

operating facilities.

•		Focused	self-assessments	conducted	by	company	

EHS professionals.

•	Formal	EHS	audits	conducted	by	a	dedicated	EHS	

Audit Team which reports to the Pinnacle West 

Director of Audit Services.

•		Periodic	compliance	reviews,	in	which	the	company	

conducts a detailed review of the compliance status 

of EHS programs.

Notice of Violations (NOVs)

The company continued to have an excellent 

environmental and safety compliance history  

in 2011. The company did not receive any OSHA 

citations during 2011. The company received  

two minor environmental NOVs during 2011,  

which included: 

•	West	Phoenix	Power	Plant	NOV	from	Maricopa	

County for excess emissions on start-up. APS has 

taken steps to help prevent future excess emissions 

on start-up.

•	The	Palo	Verde	Nuclear	Generating	Station	received	

an NOV during a site-wide County Air Quality 

inspection. The NOV was for a one-liter container 

with approximately eight ounces of paint that was 

not being used and was not covered. The NOV closed 

with signing an Order of Abatement by Consent and 

APS	paid	a	penalty	of	$1,266.

In 2011, APS achieved ISO 14001 certification at its gas and oil power plants, 
demonstrating our commitment to the environment. 
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Environmental Stewardship  
and Beyond Compliance
We have a commitment to sound environmental 

stewardship. Our environmental policy contains 

specific sections on stewardship of natural resources, 

pollution prevention, protection of the biosphere and 

sustainable use of natural resources.

We strive to go beyond compliance with our 

environmental efforts when feasible as part of our 

commitment to sustainable environmental stewardship. 

As expressed by Ed Fox, our Chief Sustainability 

Officer, in a 2011 Newsline article to our employees on 

sustainability:

“A truly sustainable company must take into account 

three things: People, Planet and Performance. The 

environmental impact of our decisions should be 

taken very seriously because there are real, downstream 

impacts to everything we do ... While it may take true 

ingenuity at times, we must consider the environmental 

impacts of our actions and when possible and cost 

effective, act to reduce that footprint. It can be a difficult 

balancing act, but one I think APS does very well.”

Climate Change
We feel that climate change is one of the most 

significant sustainability issues facing our company, 

our country and our world today. It is an issue requiring 

long-term vision and a steadfast effort. Since 1995, 

APS has responded to the challenges presented by 

climate change when the company accepted the U. 

S. Department of Energy’s Climate Challenge and 

committed to limiting emissions to 1990 levels by 

2000. We met that goal. In 2006, the Environmental 

Protection Agency honored APS with its Climate 

Protection Award, which recognized the many efforts 

the company has made in response to climate change.

Our Position on Climate Change

APS has a climate change public policy statement 

which is publically available to all of our stakeholders. 

This policy statement can be viewed at the link below. 

APS has also developed a comprehensive Climate 

Change Management Plan which details the related 

scientific, legislative and policy issues as well 

as potential physical and financial risks to APS, 

greenhouse gas (GHG) emissions inventory, APS 

technology innovation and GHG reduction efforts and 

our company’s strategic approach to climate change 

management. This Climate Change Management Plan 

was submitted to the Arizona Corporation Commission.

L I N K S 

APS Statement on Climate Change Policy 

APS Climate Change management Plan

“We will go beyond regulatory requirements when there is a sound 
environmental or business reason to take such action.”
A P S  E N V I R O N m E N TA l  P O l I C Y

http://www.pinnaclewest.com/files/ehs/2010/2010_Climate_Change_Position.pdf
http://www.pinnaclewest.com/files/ehs/2010/2010_Climate_Change_Management_Plan.pdf
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Our continuing commitment to addressing the issue of climate change is reflected in 
APS’s Resource Plan Report in which the company articulates a preferred plan that 
would allow APS to satisfy an increase of more than 50 percent in customer energy 
consumption with effectively no increase in carbon dioxide emissions in 2025 over 
the baseline year of 2009.

L I N K

2012 APS Integrated Resource Plan
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Climate Change Governance

Our climate change governance structure includes:

1. Board of directors and executive management 

engagement and oversight.

2. Public disclosure.

3.	Emissions	inventory.

4. Strategic planning, including incorporation into 

business operations, establishment of GHG reduction 

targets, and development and implementation of 

business strategies to reduce GHG emissions and 

to minimize exposure to regulatory, operational and 

other risks from climate change.

APS’s climate change strategy includes the following 

components:

Strategic management

•	A	climate	change	governance	structure	that	includes	

board and executive management engagement and 

oversight.

•	A	written	company	position	on	climate	change,	

which sets the foundation for APS’s legislative and 

regulatory intervention.

•	Legislative	and	regulatory	monitoring	and	

involvement at the federal and state levels.

•	Engagement	with	concerned	stakeholders	through	

communications such as this report, stakeholder 

meetings as part of our integrated resource 

planning process, voluntary participation in the 

Carbon Disclosure Project, and through the Arizona 

Corporation Commission regulatory process.

•	Identification	of	potential	physical,	regulatory	and	

financial risks to our company associated with  

climate change.

GhG management and Reduction

•	An	aggressive	demand-side	management/energy	

efficiency program to reduce electric demand both 

by our customers and our internal operations.

•	Addition	of	significant	non-carbon	emitting	

renewable energy resources.

•	Establishment	of	a	voluntary	carbon	emission	

intensity reduction goal.

•	Inventory	and	reporting	of	greenhouse	gas	(GHG)	

emissions.

•	Voluntary	participation	in	the	EPA’s	SF6	Emission	

Reduction Partnership for Electric Power Systems.

•	Inclusion	of	carbon	issues	as	a	major	component	of	

our integrated resource planning process for future 

energy sources.

•	Voluntary	actions	to	reduce	emissions	at	existing	

generating facilities through improved efficiencies 

and increased capacity.

•	Voluntary	actions	in	carbon	sequestration,	capture	

and avoidance.

•	Technology	innovation	to	identify	low-carbon	 

energy sources, increase efficiencies, conserve 

energy, as well as innovative technologies to reduce 

emissions, or sequester, capture or avoid carbon 

emissions.

•	Fleet-management	activities,	including	measures	

to	increase	fleet	miles	per	gallon	and	reduce	miles	

traveled.

•	Internal	energy-efficiency	measures,	includes	 

building all new facilities in accordance with  

lEED standards.

http://www.aps.com/_files/various/ResourceAlt/2012ResourcePlan.pdf
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APS 2011 GHG Inventory

Scope 1: Direct 2008 Metric  2009 Metric  2010 Metric  2011 Metric
Emission Sources Tons CO2 Tons CO2 Tons CO2 Tons CO2 

APS Owned Generation 16,290,019 15,547,932 15,165,000 15,207,857

SF6 Fugitive  
Emissions (CO2e) 63,451 61,230 59,831 44,509*

Mobile Fleet 25,888 21,972 20,552 20,332

Scope 2: 2008 Metric  2009 Metric 2010 Metric 2011 Metric
Indirect Emissions Tons CO2 Tons CO2 Tons CO2 Tons CO2

Electricity Use 
(metered) MWh 39,148 (MWh) 40,997 (MWh) 39,174 (MWh) 36,791 (MWh)

Electricity Use
(proj. CO2 emissions) 22,267   23,319 22,282  20,927

*Best available SF6 emission numbers at time of report. Subject to change for final GHG reporting.
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APS GhG Emissions Inventory

APS has conducted a thorough analysis of our GHG 

emissions. Based on our inventory, our primary GHG 

emissions are from our fossil-fueled power plants, 

accounting for about 99 percent of our total direct 

GHG emissions. Our next two largest sources are 

emissions	from	our	mobile	fleet	and	SF6	fugitive	

emissions, which together account for less than one 

percent of total direct emissions. Miscellaneous small 

(De Minimis) sources such as emergency generators 

and small equipment account for the remainder of total 

direct emissions (under one-half percent).

Our major indirect emissions come from electricity 

consumption in our various offices and buildings.

“Our 2012 Resource Plan has an enormous reach and 
we are pleased with the direction. We are essentially 
planning Arizona’s energy future. The decisions we make 
from the resource plan today will keep bills affordable for 
customers, keep our air clean and enable APS to continue 
to efficiently meet customer needs.”
P AT  D I N K E l 

V P ,  P O W E R  m A R K E T I N G ,  

R E S O U R C E  P l A N N I N G  

A N D  A C Q U I S I T I O N

L I N K

2012 APS Integrated Resource Plan

http://www.aps.com/_files/various/ResourceAlt/2012ResourcePlan.pdf
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APS’s Voluntary Climate Change Goal

The company has had a voluntary carbon dioxide 

intensity reduction goal in our business plan since 

2005. That goal was to reduce carbon intensity in APS-

owned power plant emissions by 10 percent in target 

year 2010, from a baseline year of 2000. This goal 

includes purchased renewable power. As of 2010, our 

carbon	intensity	was	reduced	from	1,324	lbs/megawatt	

hour in 2000 to 1,187 lbs/ megawatt hour in 2010, a 

10.3	percent	reduction.	We	are	currently	setting	a	new	

climate change goal which will be consistent with our 

resource planning.

APS also set voluntary carbon reduction goals 

associated with reducing electricity use in APS 

facilities,	increasing	mileage	in	the	APS’s	mobile	fleet	to	

reduce vehicle emissions. These are discussed further 

in the Facilities and Mobile Flees sections of this report.

Other Emission Reduction/  
Sequestration Activities

SF6 Reduction: In 2004, APS joined the EPA’s SF6 

Emission Reduction Partnership for Electric Power 

Systems. This is a voluntary, collaborative effort 

between EPA and the electric power industry to 

identify and implement cost effective solutions to 

reduce	sulfur	hexafluoride	(SF6)	emissions.	SF6	is	

a highly potent greenhouse gas used for insulation 

and current interruption in electric transmission and 

distribution equipment. 

As part of this partnership, APS is taking voluntary efforts 

to significantly reduce SF6 emissions. APS has reduced 

our	equipment-leak	rate	from	18.38	percent	in	the	base	

year of 2001, down to 2.6 percent by the end of 2011. 

SF6 has a very high global warming potential  

(GWP)	—	23,900	times	the	warming	effect	of	carbon	

dioxide per ton emitted, so reducing leak rate is an 

important component of our overall GHG emissions 

reduction efforts. 

Ash Reuse: APS	is	reusing	its	fly	ash	to	help	reduce	

greenhouse gases while adding to its bottom line. APS 

sells	much	of	its	fly	ash	for	use	in	concrete	production.	

This allows concrete manufacturers to use the coal ash 

as a base product in cement production, eliminating 

the need to produce this material themselves and 

significantly reducing their energy consumption for 

cement production. Our Cholla power plant sold almost 

75%	of	their	total	ash	production	for	recycling	in	2011.	

Because of the remote location of our Four Corners 

Power Plant, there is a limited market for reuse and 

Four	Corners	sold	13.5	percent	of	their	total	ash	for	

reuse	in	2011.	In	total	for	2011	APS	generated	2,430,568	

tons	of	ash	at	its	coal	plants,	of	which	555,613	tons	

(22.9 percent of the total) were recycled, with an 

estimated	emission	reduction	of	338,961	metric	tons	of	

carbon dioxide.

Powertree Carbon Company: To achieve additional 

carbon dioxide reductions, APS joined 24 other  

electric utilities in a project with the PowerTree  

Carbon Company, which plants trees in ecologically 

sensitive areas of the lower Mississippi Valley, in 

cooperation with local and national, governmental and 

conservation	organizations.	Planting	began	in	2003	

and more than two million tons of carbon dioxide is 

expected to be sequestered over the 100-year life of 

the project.

10.3 percent
Reduction of carbon intensity in APS-owned power plant emissions 
between 2000 and 2010.
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Projected Future Emissions

APS	expects	to	add	750,000	new	customers	by	2030.	

We anticipate meeting the majority of these new 

customers’ power needs with renewable generation 

and expanded energy efficiency. This would allow 

us to meet approximately double our current energy 

requirements with no increase in carbon emissions  

in 2025 from the baseline year of 2010. Renewable 

energy and energy efficiency are major components 

of our future resource planning that will allow us to 

achieve this goal. This chart includes carbon dioxide 

emissions from APS-owned generation and purchased 

power.

Potential Climate Change legislative Impacts

In the past several years, the U.S. Congress has 

considered bills that would regulate domestic 

greenhouse gas emissions. In 2009, the House of 

Representatives passed a comprehensive energy and 

climate change bill, but the Senate did not consider 

it or a similar bill in the 111th Congress. With much 

focus on the economy, it is unclear when Congress 

will consider another global warming bill. The actual 

economic and operational impact of any legislation on 

APS depends on a variety of factors, none of which 

can be fully known until such legislation passes and 

the specifics of the resulting program are established. 

These factors include the terms of the legislation with 

regard to allowed emissions; whether any permitted 

emissions allowances will be allocated to source 

operators free of cost or auctioned; the cost to reduce 

emissions or buy allowances in the marketplace; and 

the availability of offsets and mitigating factors to 

moderate the costs of compliance. At the present time, 

we cannot predict what form of legislation, if any,  

will ultimately pass and we continue to monitor 

potential legislation.

Further discussion on potential impacts to APS  

of federal and state climate change legislation  

and regulation, including new EPA rules, can be  

found starting on page 15 of our 2011 Pinnacle West  

10K report. Also, the potential cost of carbon and 

impacts of GHG emissions are considered in our 

resource planning, which can be reviewed at  

www.aps.com/resources.

L I N K

2011 Pinnacle West 10K Report

Assisting our Customers:  
APS Carbon Calculator 

To assist our customers in evaluating their carbon 

footprint, including the impact of their electricity use, 

APS provides an online carbon calculator. This free 

calculator provides a personalized analysis of each 

customer’s carbon footprint and is one way that APS is 

working with our stakeholders to create a sustainable 

energy future.

L I N K

APS Carbon Calculator

Annual CO2 Emissions & CO2 Rate
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http://www.pinnaclewest.com/files/investors/2011_PNW_10K.pdf
http://www.aps.com/main/services/nexus/CCdefault.html
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Carbon Disclosure Project

Pinnacle West has participated in the Carbon 

Disclosure Project since 2006 and our detailed 

responses are available for public review on the Carbon 

Disclosure Project website.

L I N K

Carbon Disclosure Project

Air Emissions
The air emission charts at the link below show our 

primary pollutants from power plant electricity 

generation over the past eight years.

L I N K

APS Generation Air Emissions 2004 - 2011

APS Announces landmark Accord  

for Four Corners Power Plant

APS has entered into an agreement to purchase 

Southern California Edison’s ownership in Units 4 and 

5 of the Four Corners Power Plant near Farmington, 

N.M. If the transaction gains approval from state and 

federal regulators and other closing conditions are met, 

APS will close the plant’s older, less efficient Units 1, 2 

and	3	and	install	additional	emission	controls	on	the	

remaining units.

Closing the three smaller, less-efficient units and 

fitting the cleaner, more-efficient Units 4 and 5 with 

new controls would dramatically reduce the carbon 

footprint in the region and enable the plant to remain 

compliant with state and federal environmental 

standards. Capacity at the coal-fired station, one of 

the nation’s largest, will be reduced by 560 megawatts 

from 2,100 MW to 1,540 MW. Emissions of NOx 

would	decline	by	36	percent,	mercury	by	61	percent,	

particulates	by	43	percent,	CO2	by	30	percent	and	SO2	

by 24 percent.

Continued operation of Units 4 and 5 is expected to 

provide	more	than	$6.3	billion	in	economic	value	to	

the	region	over	the	next	30	years,	at	least	70	percent	

of which will benefit the Navajo Nation and its citizens. 

There will be no layoffs at the plant, which employs 549 

workers (74 percent of whom are Navajo). The plant 

and	the	supporting	mining	operations	have	a	$225	

million annual impact on the Farmington and Navajo 

economies	and	pay	more	than	$100	million	per	year	in	

taxes, fees and royalties to the Navajo Nation and state, 

local and federal entities.

5 million tons
Annual CO

2 
emissions to be eliminated by closing the Four Corners 1, 2 and 3 units.

https://www.cdproject.net/en-US/Pages/HomePage.aspx
http://www.pinnaclewest.com//files/ehs/2011/Air_charts_2011.pdf
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APS’s SO2 and NOx Emissions  
Show Sharp Decreases

Air emissions of sulfur dioxide (SO2) and nitrous oxide 

(NOx) have shown a sharp decrease over the past 

several years as a result of the voluntary installation 

of additional pollution controls at our Cholla and 

Four Corners coal-fired power plants. (See link to air 

emissions charts on preceding page.) As shown in the 

charts to the right, we anticipate continued significant 

reduction in NOx and SO2 emission based on the 

impact of the Four Corners accord, the installation of 

additional pollution controls at our coal-fired power 

plants and the impact of APS’s Resource Plan, which 

emphasizes non-emitting renewable energy and low-

emitting natural gas generation for future resources, 

and has no future coal plants planned. 

Regional haze

Over a decade ago, the EPA announced regional-haze 

rules to reduce visibility impairment in national parks 

and wilderness areas. The rules require states (or, for 

sources located on tribal land, the EPA) to determine 

what pollution control technologies constitute the 

“best available retrofit technology” (“BART”) for 

certain older major stationary sources. This impacts 

our Cholla and Four Corners Power Plants. 

A detailed discussion of this issue can be found starting 

on page 18 of our 2011 Pinnacle West 10K report, as 

can a discussion of mercury and other hazardous air 

pollutants.

L I N K

2011 Pinnacle West 10K Report

Annual NOx Emissions & NOx Rate

30

25

20

15

10

5

2012
2017

2022
2027

Total NOx emissions (tons)

Tons, in thousands lbs/MWh

NOx emissions rate (lbs/MWh)

2.0

1.5

1.0

.5

Annual SO2 Emissions & SO2 Rate

12

10

8

6

4

2

2012
2017

2022
2027

Total SO2 emissions (tons)

Tons, in thousands lbs/MWh

SO2 emissions rate (lbs/MWh)

7.0

.50

.30

.10

http://www.pinnaclewest.com/files/investors/2011_PNW_10K.pdf
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Water
APS is recognized as an industry leader in 

the responsible use of water resources in arid 

environments. With a focus on operational excellence 

and environmental responsibility, APS has set a 

standard for other utilities in similar arid environments. 

The APS Water Resource Management team is tasked 

with managing present water resources and planning 

for a reliable, economic and sustainable future. 

Creating a strategy to support those goals requires 

balancing the need for reliability with the goal of using 

renewable and reclaimed supplies wherever possible. 

The challenge is to ensure operations are reliable and 

economical, while striving to protect finite natural 

resources. We believe that finding an appropriate 

balance is critical to the interests of our customers and 

the communities we serve.

Accomplishing these goals is complex, requiring 

monitoring of developments in water treatment and 

cooling technology, and encouraging the development 

of those technologies where appropriate. It requires 

interacting with Arizona’s water community to 

work toward a more sustainable future. But most 

importantly, it requires re-thinking what water means 

to our operations. Water must be managed as a critical 

resource that enables efficient generation for the 

long term. By treating water as a critical resource, it is 

possible to use the Supply Chain Management approach 

to provide the tools to meet established goals. 

Water resources must be managed over longer terms 

than are traditionally considered in the power industry, 

and in the context of other competitive water uses. 

Doing so allows us to plan water use in our operations 

and environment, while focusing on cost and efficiency 

that helps to protect the interests of our shareholders 

and customers. This balance helps drive decision 

making and planning to find the best solution, which 

may not always be the least expensive, easiest or most 

obvious choice.

Normalized Water Use  (gallons per MWh) 
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2008
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2010 2011
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In the Ceres February, 2010 benchmarking report, Murky Waters? Corporate 
Reporting on Water Risk, Pinnacle West was identified as the top ranked utility in 
the United States in water governance and disclosure.
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Water Conservation and Reuse: 
Use of Treated Effluent

A primary water conservation method is the reuse 

of	treated	effluent	for	power	generation	at	the	Palo	

Verde Nuclear Generating Station and at the Redhawk 

Power Plant. APS is one of the largest users of treated 

effluent	for	power	generation	in	the	United	States	and	

Palo Verde is the only nuclear facility in the world to 

use	treated	effluent	as	its	primary	water	source.	Using	

effluent	significantly	reduces	the	amount	of	potable	

surface and groundwater that would otherwise be 

required to support generation.

Each year, Palo Verde’s water reclamation facility 

processes	about	23	billion	gallons	of	treated	effluent	

for power plant use, preserving enough potable water 

to serve approximately 400,000 people. Another way 

in which APS conserves water is through extensive 

treatment and careful management of water chemistry. 

This allows a high degree of water recycling in our 

electricity-generation process. Reuse of water supplies 

is maximized to the extent possible, reducing the 

volume that must eventually be discharged (this is 

called “blowdown water”) to control the salinity and 

maintain proper chemistry of the water used in the 

power plant processes.

Cooperation and leadership

In addition to ongoing operational commitments 

and strategic goals, APS also regularly participates 

in water community activities; locally, regionally 

and internationally. Interactions with the water and 

power community allow APS to remain aware of 

developments, participate in key decisions, and to 

share expertise. 

In 2011, APS participated in local water resource 

planning through involvement in the Current 

Groundwater Users Advisory Committee, the Water 

Resource Development Commission (WRDC) and the 

Central Arizona Project Add-Water Process; as well as 

numerous smaller and more focused working groups. 

These various working groups are helping to shape 

Arizona’s energy and water future by improving the 

overall resource management and working to develop 

new water supplies.

Additionally, APS shares its substantial expertise  

in the fields of water reuse and management by 

presenting regularly at conferences, seminars and 

round tables, both locally and regionally. Finally,  

APS (and Palo Verde in particular) has provided 

national and international leadership on the use of 

reclaimed water for power generation, assisting the 

state of Florida, and the nations of Jordan, United  

Arab Emirates and China with valuable operating 

experience and consultation to support the 

development of nuclear power.

APS is proactively working to improve Arizona’s 

future and setting an example for others to follow by 

cooperating and planning with the communities we 

serve. As leaders, we believe it is our responsibility 

to act with integrity in the interests of not only 

our employees and shareholders, but also for the 

communities we serve. By sharing our experience and 

expertise with those less exposed to and prepared for 

the issues of water scarcity and urban development, we 

can help improve the quality of life outside our direct 

area	of	influence.

62 percent
In 2011, more than 62 percent of water used by APS-owned/operated 
power plants was treated effluent. 
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Other Water Conservation Efforts  
and Voluntary Water Reduction metric

APS has a voluntary internal water reduction goal 

and metric for our owner-occupied, non-generation 

facilities to reduce the number of gallons of water 

used	annually	by	at	least	3	percent	per	year	each	year	

through	2013.	We	exceeded	that	goal	in	2011,	reducing	

our	total	metered	water	use	by	13	percent	over	2010.	

The	2010	total	annual	facilities’	usage	was	33,134,686	

gallons while 2011 was 28,600,067 gallons. 

This was achieved through ongoing efforts including:

•	Implementing	desert/xeriscape	landscaping.

•	Installing	efficient	water	fixtures	including	waterless	

urinals at some facilities.

•	Implementing	cooling	tower	improvements.

•	Increasing	employee	awareness	of	water	efficiency	

opportunities.

•	Eliminating	reverse	osmosis	filter	systems.

APS also incorporates water conservation and use 

ideas into facility building and maintenance as part 

of our voluntary participation in the lEED program, 

discussed further in the Materials & Supply Chain 

section of this report.

Waste

hazardous Wastes

We have had a hazardous-waste-minimization 

program in place for a number of years, resulting in 

significant reductions in the amount of hazardous 

waste generated at APS facilities, as shown in the chart 

below. APS hazardous wastes have been reduced from 

193	tons	per	year	in	2003	to	7.85	tons	in	2011.	In	earlier	

years, a number of our facilities were large-quantity 

generators of hazardous waste. Our goal has been to 

have all of our facilities either small-quantity generators 

or conditionally exempt small-quantity generators of 

hazardous waste. We achieved that goal in 2011.

Our current hazardous waste goal is to maintain 

our hazardous wastes at the lowest possible level, 

recognizing that the majority of our hazardous 

wastes are episodic in nature and often the result of 

maintenance, upgrade or remediation projects rather 

than ongoing business operations. All of our hazardous 

wastes are transported by permitted companies to 

EPA-permitted hazardous-waste-disposal facilities 

located in the United States.

Solid Wastes, Waste Reduction and Recycling

We have an aggressive waste reduction, recycling 

and reuse program in place at facilities across our 

organization. Each facility reviews its waste streams 

and looks for opportunities to reduce waste. Some 

Hazardous Wastes Generated  (tons) 
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2009

2010 2011
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110,000 lbs.
In 2010, APS initiated a project to deploy multi-function devises to replace 
discarded printers and fax equipment. As a result of this effort, APS reduced 
paper use by a projected 110,000 lbs. per year.
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of these activities include working with suppliers to 

reduce packing materials and pallets, substituting 

products, paper reduction in offices and other 

strategies to try to reduce wastes. Our second 

approach is an extensive program to recycle materials. 

APS’s Deer Valley Service Center serves as a central 

management point for many recycled materials. Our 

power plants also work with local recycling agencies. 

Our program strives to recycle essentially all of our 

paper, cardboard, scrap metal, used oil, antifreeze  

and wood waste. 

Vegetative waste from our line-clearance activities is 

also a major component of our landfill waste and we 

currently recycle about one-third of our vegetative 

waste. We are looking at alternatives to significantly 

increase the amount of vegetative waste we can recycle.

Solid Wastes Sent to landfill Through  
APS Investment Recovery Services (tons)

In	2011,	APS	facilities	sent	a	total	of	4,437	tons	of	solid	

waste to outside landfills, We are working with our solid 

waste disposal vendor, Waste Management, to have 

the vendor collect recycling and solid waste disposal 

numbers for APS facilities. This will provide use with 

more accurate and verifiable numbers. Therefore, our 

solid waste numbers for 2011 are not comparable to 

previous years and we have redesignated 2011 as our 

new baseline year to compare our future performance 

in recycling and solid waste disposal.

Coal Combustion Waste

On June 21, 2010, the EPA released its proposed 

regulations governing the handling and disposal of 

coal	combustion	residuals	(CCRs),	such	as	fly	ash	and	

bottom ash. 

APS currently disposes of CCRs in ash ponds and dry 

storage areas at Cholla and Four Corners, and also sells a 

portion	of	its	fly	ash	for	beneficial	reuse	as	a	constituent	

in concrete production. The EPA proposes regulating 

CCRs as either non-hazardous waste or hazardous waste 

and requested comments on three different alternatives. 

The hazardous waste proposal would phase out the use 

of ash ponds for disposal of CCRs. 

The other two proposals regulate CCRs as non-

hazardous waste and impose performance standards 

for ash disposal. One of these proposals would 

require retrofitting or closure of currently unlined ash 

ponds, while the other proposal would not require the 

installation of liners or pond closures. The EPA has not 

yet indicated a preference for any of the alternatives.

At the time of this report, it is not clear when the EPA 

will issue a final rule, including required compliance 

dates.

Waste/Recycling Vendor Audits

The Vendor Audit Program evaluates our vendors’ 

operations, environmental management systems and 

financial strength in order to minimize short- and long 

Chips made from tree debris are made available to our 
customers and others through our free mulch program. 
This reduces landfill wastes and also reduces APS’s 
disposal costs.

555,613 tons
APS generated a total of 2,430,568 tons of ash at its coal plants in 2011, of which 555,613 
tons (22.9 percent of the total) were recycled, mostly for cement production.
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term liability caused by vendor actions or omissions. 

The audits also help to ensure that our waste materials 

are being properly managed once they leave our 

facilities. These audits are conducted prior to using 

any new vendors who provides waste disposal, and 

recycling services to the Company, and periodically 

thereafter

Polychlorinated Biphenyls (PCB) management

For a number of years, APS has had an aggressive 

PCB management program in place to manage PCB 

and PCB contaminated equipment. APS has been 

successful in reducing the use of PCBs in electrical 

equipment by targeting suspected equipment based 

on manufacture name and serial numbers. The PCB 

status of our electrical equipment is tracked in an 

electronic database, which is readily available across 

the company. Between 2000 and 2011, APS removed 

17,189 pieces of equipment from the distribution and 

substation	systems,	resulting	in	the	disposal	of	over	3.6	

million pounds of PCB-containing material.

 Number of

Year items removed

2000-2004	 3,212

2005 5,192

2006 1,527

2007 5,899

2008 192

2009 910

2010 126

2011		 131

Spills and Remediation Programs 

Superfund Issues

In	2003,	APS	was	named	as	a	potential	responsible	

party	in	the	Motorola	52nd	Street	Operable	Unit	3	

(OU3)	Superfund	Site	located	in	Phoenix,	Arizona.	In	

July 2004, APS completed negotiations with the EPA 

and signed a formal agreement, an Administrative 

Order of Consent. The agreement binds APS to 

determine the extent, if any, of its contribution to the 

regional groundwater impacts and to identify options 

for addressing the company’s contribution to those 

impacts under the EPA’s oversight and guidelines.

APS has completed implementing the scope of work 

specified in the Administrative Order of Consent to 

evaluate potential groundwater impacts at our facility. 

The results of the groundwater investigation to date, 

indicate that volatile organic compounds have been 

detected in both the up and down gradient monitor 

wells at the APS facility at concentrations below the 

EPA’s Maximum Contaminant level for drinking water 

with the exception of one down gradient well which has 

had concentrations of one volatile organic compound 

just above the Maximum Contaminant level.

APS has submitted a Final Remedial Investigation 

Report to the Environmental Protection Agency. APS 

will continue to monitor the groundwater as part of the 

ongoing work specified in the Administrative Order 

of Consent. Completion of the Remedial Investigation 

Report	for	OU3	groundwater	is	currently	scheduled	 

for 2012.

APS continues to provide funding for the clean-up 

of the Hassayampa landfill Superfund Site. APS 

sent industrial solid waste to this municipal landfill 

until it closed in the late 1970s. The facility was later 

8 million pounds
Material recycled by APS in 2011, providing significant environmental 
benefits as well saving APS almost $275,000 in avoided landfill costs.

3.6 million pounds
PCB-containing material removed by APS from distribution and substation 
systems since 2000.
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designated as a federal superfund site and APS was 

named as one of a number of responsible parties. 

APS’s contribution to this clean-up effort is small, 

representing approximately 1.5 percent of the total 

annual assessment.

In April 2008, the EPA informed APS that it may be a 

responsible party in the Gila River Indian Reservation 

Superfund Site in Maricopa County, Arizona. APS, 

along with three other electric utility companies, owns 

a parcel of property on which a transmission pole and a 

portion of a transmission line are located. The property 

abuts the Gila River Indian Community boundary and, 

at one time, may have been part of an airfield where 

crop dusting took place. Currently, the EPA is only 

seeking payment from APS and four other parties for 

past clean-up-related costs involving contamination 

from crop dusting. APS along with the other parties  

are in the final stages of negotiating a settlement with 

the EPA.

manufactured Gas Plants

Manufactured Gas Plants (MGPs) operated from the 

late 1800s to about 1950, making synthetic gas for 

domestic heating and lighting purposes. Several 

predecessors of APS operated plants in Arizona 

communities including Phoenix, Globe, Miami, 

Prescott, Douglas and Yuma. The manufactured gas 

process created byproducts including lampblack, tar 

and oils, some of which remained at the sites after 

operations ceased. APS has voluntarily investigated 

and characterized our historical MGP sites. We have 

entered the MPG sites into the Arizona Department 

of Environmental Quality’s Voluntary Remediation 

Program, which is a program specifically addressing 

the voluntary investigation and remediation of 

environmentally impacted sites in Arizona.

Spills

In 2011, APS had eight reportable releases, none of 

which caused significant impact to the environment: 

•	A	release	of	insulation	from	a	soot	blower	line	at	the	

Four Corners Power Plan.

•	Acid	spill	of	approx.	30-35	gal	due	to	acid	line	leak	at	

the Cholla power plant.

•	Discharge	to	Morgan	Lake	due	to	bottom	Ash	

transport piping leak at the Four Corners Power Plant

•	Discovery	of	a	historical	fuel	spill	(unknown	quantity)	

at the Yucca power plant

•		A	release	of	an	estimated	35	to	40	gallons	of	mineral	

oil (non-PCB) into an irrigation canal as the result of a 

power pole struck by a car.

•	A	release	of	an	estimated	60	gallons	of	mineral	oil	

(non-PCB) into an irrigation drainage as a result of a 

power pole split by high winds.

•	A	release	of	an	estimated	20	gallons	of	mineral	oil	

(non-PCB) to the ground and a tailing pond as a 

result of a lightning strike to a power pole. 

•	A	release	of	an	estimated	900,000	gallons	of	treated,	

chlorinated	wastewater	overflowed	from	a	junction	

box near the 91st Avenue Wastewater Treatment 

Plant. The water did not reach any storm-drains or 

waterways.

•	A	release	of	an	estimated	200	gallons	of	domestic	

cooling water from a sump due to a rain event at the 

Palo Verde plant.

Toxic Release Inventory 

APS is required by the EPA to report applicable 

releases of chemicals listed by the EPA through its 

Toxic Release Inventory (TRI) program. Our reportable 

APS has voluntarily investigated and characterized our historical MGP sites.  
We have entered the MPG sites into the Arizona Department of Environmental  
Quality’s Voluntary Remediation Program, which specifically addresses the voluntary 
investigation and remediation of environmentally impacted sites in Arizona.
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releases under the TRI program are primarily contained 

in our air emissions from power plants, or are contained 

within coal ash. Our reporting facilities are the Four 

Corners Power Plant in Farmington, New Mexico, and 

the Cholla Power Plant in Joseph City, Arizona.

While the TRI quantities reported by our coal-fired 

power plants are fairly large (as is the case with most 

utility companies), the majority of these releases are 

actually captured by pollution control equipment, or 

are contained within our waste coal ash, which is either 

recycled for beneficial use or stored in coal ash ponds. 

L I N K S

Cholla TRI Report 

Four Corners TRI Report

land Use & Biodiversity

Wildlife Protection Programs

The APS Forestry and Special Programs department is 

responsible for administering a variety of operations-

related environmental programs associated with 

vegetation management, wildlife protection, 

landscaping, and natural resource planning and 

management. In addition to environmental benefits, the 

activities of this department also have a great impact 

on system reliability as well as public safety. 

To meet the compliance requirements of the National 

Environmental Policy Act (NEPA), the Endangered 

Species Act (ESA), The Migratory Bird Treaty Act 

(MBTA) and many other pertinent regulations, the 

department has evolved to include a dedicated staff 

of degreed natural resource professionals including 

foresters, arborists, biologists, and an archaeologist.

Arizona’s varied climates provide ideal habitats for 

a variety of bird species, including birds of prey, or 

raptors. Raptors are naturally drawn to power poles 

because they offer a high place to perch, roost, nest 

and hunt. The large wing spans of raptors, however, 

make them vulnerable to harm by the electricity being 

carried on the power lines. The most common raptors 

affected in APS’s service territory include Harris’ 

Hawks, Red-tailed Hawks and Great Horned Owls.

APS, in partnership with the U.S. Fish and Wildlife 

Service (USFWS), has developed a comprehensive 

Avian Protection Plan. The company has implemented 

new construction design standards that require 

the installation of avian-safe devices and coverings 

that serve to minimize potential hazards for raptors 

and other birds. All new construction is installed in 

accordance with the APS avian-protection standards. 

Each year the company also modifies more than 

800 existing poles to meet these avian-safe design 

standards. likewise, substations are retrofitted with 

wildlife protection as necessary.

In addition, the company conducts a comprehensive 

nest-management program to protect birds that build 

their nests on electrical equipment. APS developed a 

nest platform that can be installed on the pole in a safe 

place when the nest creates a hazard for the birds and 

the electrical equipment. The nest is relocated to this 

platform and the chicks are placed back in the nest 

after installation. The adults return soon after to care 

for their young. In most cases, birds return year after 

year to use these same platforms for nesting.

APS, in partnership with the U.S. Fish and Wildlife Service 
(USFWS), has developed a comprehensive Avian Protection Plan, 
implementing new avian-safe construction design standards.

http://www.epa.gov/cgi-bin/broker?TRI=86032CHLLPOLDUS&year=2009&view=TRFA&trilib=TRIQ1&sort=RE_TOLBY&sort_fmt=2&fld=RELLBY&fld=TSFDSP&fld=RE_TOLBY&tab_rpt=1&_service=oiaa&_program=xp_tri.sasmacr.tristart.macro
http://www.epa.gov/cgi-bin/broker?TRI=87416FRCRNCOUNT&year=2009&view=TRFA&trilib=TRIQ1&sort=RE_TOLBY&sort_fmt=2&fld=RELLBY&fld=TSFDSP&fld=RE_TOLBY&tab_rpt=1&_service=oiaa&_program=xp_tri.sasmacr.tristart.macro
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Protecting birds from electrical contact also increases 

safety for members of the cat family, raccoons, 

squirrels and other wildlife whose curiosity and 

foraging habits draw them to climb power poles and 

other electrical facilities.

APS is a member of the Avian Power line Interaction 

Committee (APlIC) and has worked closely with this 

group to revise the industry’s “Suggested Practices for 

Avian Protection on Power lines” and “Mitigating Bird 

Collisions with Power lines” manuals.

As part of the California Condor Reintroduction 

Program, APS donated and installed a 1.5-ton array 

of	nine	solar	panels	—	enough	to	supply	30	amps	of	

power to the facility’s holding pen and to a field lab on 

top of the Vermilion Cliffs at the Grand Canyon. This 

will keep the water supply thawed through the winter, 

making it possible for the staff to utilize video cameras 

for remote observation and supplying electricity 

directly to the field lab.

APS collaborates with various environmental and 

conservation organizations and agencies on education 

and awareness programs, habitat enhancement 

projects, biological assessments, and species 

conservation plans. Organizations and Agencies 

include; liberty Wildlife, Wild at Heart, National Wild 

Turkey Federation, Southwest Bald Eagle Association, 

United States Forest Service, United States Fish and 

Wildlife Service, Bureau of land Management and 

Arizona Game and Fish Department.

Please see our Wildlife webpage for more information. 

L I N K

APS Wildlife Webpage

Cultural Resource Program

Arizona’s landscape has a long and rich history and 

boasts many culturally significant areas. To reduce the 

possibility of damaging national historical treasures and 

to ensure the company is in compliance with current 

regulations, APS added a professional archaeologist 

to its staff. In addition to coordinating the cultural 

resource compliance component of new construction 

projects, efforts have been made to survey the 

majority of the company’s existing transmission 

system. Archeologists conducted these surveys to 

determine historic properties and archaeological sites, 

covering approximately 5,000 miles of transmission 

line corridors. APS documented more than 2,000 

archaeological sites that require special considerations 

during all construction and maintenance operations.

APS’s Forestry Program

The APS Forestry Program includes the maintenance 

and control of trees, shrubs and brush growing 

around APS facilities and equipment — including 

overhead power lines, poles and underground 

electrical equipment. APS employs about 100 forestry 

professionals who manage vegetation to ensure the 

safe and reliable delivery of electrical service. The APS 

Forestry Department maintains more than 20,000 

miles of overhead power lines throughout the state. 

9
Solar panels installed as part of the California Condor Reintroduction Program. APS 
donated and installed the 1.5-ton array, which is large enough to supply 30 amps of 
power to the facility’s holding pen and to a field lab on top of the Vermilion Cliffs at 
the Grand Canyon.

http://www.aps.com/my_community/Environmental/Environmental_10.html
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APS Forestry has adopted a closed chain of custody 

Best Management Practices process for herbicide 

treatment as part of the Integrated Vegetation 

Management (IVM) program. The benefits in using this 

program provide enhanced environmental stewardship 

through more accurate offsite mixing, reduced waste 

and no spillage, improved material tracking and no 

disposal concerns because of the returnable reusable 

containers. The Vegetation Management Program 

follows professional industry arboriculture standards 

and Best Management Practices approved through the 

American	National	Standards	Institute	(ANSI	A300).	

The high-quality standards of the FS&P’s vegetation 

management efforts have been recognized for the 

15th consecutive year with the National Arbor Day 

Foundation’s “Tree line USA Utility” distinction. The 

department was lauded for administering a superior 

program of professional tree care, providing annual 

worker training as well as implementing tree planting 

and public-education programs related to proper  

tree care. 

It is often necessary to remove tall trees growing 

under or near power lines. In many circumstances, the 

company provides the customer with low-growing 

replacement trees. The department continues to make 

progress on an extensive multi-year tree replacement 

project in the Phoenix metropolitan area. Thousands 

of existing street trees, which normally require routine 

trimming in order to provide safe clearances from 

overhead wires, are being removed and replaced with 

appropriate low-water use trees that do not grow tall 

enough to affect overhead power lines. 

APS has developed a brochure that encourages 

planting the right tree in the right place and actively 

works with customers and communities to relay this 

message. The brochure is a homeowner’s guide to 

choosing and planting trees for a lifetime of beauty, 

safety and energy efficiency.

Every year, APS visits several local elementary schools 

and city parks around the state to host Arbor Day 

celebrations. These events involve an educational 

component involving the importance of trees in 

the environment. This is followed by a tree-planting 

ceremony on the school or park grounds.

APS’s Forestry Department is also responsible for 

landscaping maintenance for company substations 

and service centers., Several substations and service 

centers are landscaped each year, many with 

reclaimed native vegetation from the corridor of a new 

transmission line project. The reclaimed vegetation 

was not the appropriate species for the overhead 

transmission line corridor but was an excellent fit for 

landscaping around these substations. The reclaimed 

vegetation planted at all of the new sites is low-water 

use plants that require no irrigation. 

Please see our Vegetative Programs website for more 

information: 

L I N K

APS Vegetative Programs

http://www.aps.com/aps_services/trees/vm_1.html
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We’ve been serving Arizona for 125 years and in  
that time; we’ve done more than deliver safe, reliable 
energy. We’ve built a connection with our state. That 
shared history makes us partners with the communities 
we serve. 

Caring for the Community  
is Good Business

Creating a Better Tomorrow  
Through Community Involvement

At Pinnacle West and APS, supporting the community 

is the right thing to do but it’s also an investment in the 

future. By investing in the community, we don’t mean 

simply writing checks to charitable causes, although we 

do sponsor many community projects, provide in-kind 

services and volunteer support to several organizations 

throughout the year. 

Caring for our customers and community is ingrained 

in our business model. It is imbedded in our strategic 

framework and is a driving force in everything we do. 

As one of the few large companies headquartered 

in the state, APS takes seriously its responsibility to 

contribute to the communities in which our employees 

work, live and raise families.

We believe in taking an active approach to the long-

term welfare of our communities, our economy and 

in the well-being of our residents. This investment in 

tomorrow carries a significant return for our company 

as well. Community support is not only is it the right 

thing to do. It’s smart business. 

At APS, we’ve served Arizona for longer than it’s 

been a state. We know healthy, vital communities are 

an essential part of our vision to create a sustainable 

future for Arizona. In fact, customers and communities 

are a critical area of focus for our company. We always 

have understood that the health of APS is directly tied 

to the health of the communities that we serve. 

Last	year	alone,	we	invested	more	than	$7.8	million	in	

organizations and programs that will continue to enrich 

Arizona, another 125 years and beyond.

For example, by supporting education, we know we 

are helping nurture tomorrow’s leaders; helping create 

a more robust economy and helping grow a stronger, 

more-educated workforce. We are helping grow the 

civic leaders who will move Arizona forward and are 

helping develop the future employees, vendors and 

suppliers of the goods APS will purchase in the next 

few decades.

We share a commitment to the future vitality of our 

state and strive to help improve the quality of lives of 

our neighbors. We strategically make contributions  

and provide volunteer support in many areas across  

the state:

•	Through	the	APS	Foundation,	we	invested	more	

than	$7.8	million	in	community	vitality	and	economic	

development and education programs with a focus 

on science, technology, engineering and math.

•	We	continue	to	support	educational	staples	like	the	

Polly Rosenbaum writing contest while offering our 

own APS-created educational programs aimed at 

educators and students.

COMMUNITY AND 
CUSTOMERS

APS employees served on more than 300 vital boards, commissions and project-specific  
organizations across Arizona, providing leadership and support at the state and local level.
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•	We	support	community	vitality	organizations	

(community-based organizations; that promote arts 

and culture).

•	We	back	community	and	economic	development	

(impact-based partnerships; though local chamber 

memberships and key projects with cities and towns 

across the state).

•	APS	volunteers	contributed	more	than	157,000	

hours in Arizona and the Farmington, N.M., area. 

This	translates	into	$3.3	million	in	service	to	the	

community. Our employee’s volunteer efforts focus 

on the environment and health and human services.

•	APS	employees	support	the	communities	the	

company serves by contributing a portion of their 

paychecks to the Company’s Community Support 

Fund campaign, which benefits United Way and other 

worthwhile organizations. APS employees contribute 

more	than	$4	million	to	the	fund	annually,	which	

includes matching funds from APS of 50 cents for 

every dollar donated by each employee and retirees.

•	Those	employees	who	contribute	at	least	$1,000	per	

year to the fund earn the leadership Giver distinction. 

By	the	end	of	2011,	APS	had	1,635	Leadership	Givers,	

the highest number of any company in the state.

•	APS	employees	served	on	more	than	300	

critical boards, commissions and project-specific 

organizations across that state, providing leadership 

and support at the state and local level.

We do these things because they are win-wins for 

everyone. We believe an energized, collaborative effort 

brings about the greatest results and is the backbone 

of change and a better tomorrow for our state.

Customer Service

Creating Positive Customer  
Experiences Is Our Goal

At Pinnacle West and APS, creating a positive customer 

experience is at the forefront of our everyday efforts. 

Providing quality, reliable electricity and excellent 

customer service is part of our corporate culture. We 

strive to develop strong and supportive relationships 

with our customers by providing programs, products 

and services that respond to customer needs and 

expectations. 

Our focus on customer service is further demonstrated 

by how we utilize customer input through research 

surveys and focus groups. We conduct satisfaction 

studies among both business and residential customers 

to further improve our service transactions through 

the company’s call center, automated phone systems, 

business offices, and aps.com. 

In recent years, to help meet regulatory mandated 

energy efficiency and renewable resource goals, APS 

has added more options for customers to reduce 

their energy bills. Our customer research has helped 

ensure we are offering programs in which customers 

are interested. We have also conducted research for 

selected programs to ensure a high level of satisfaction 

with the process of signing up and participating in 

these programs. 

Understanding how to better communicate with 

customers about our programs, products and services 

is also important — knowing what to say, how to say 

it, and through what method (based on customer 

preferences) requires an ongoing research dialogue 

about what customers want and how they want to 

receive it.
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We also look for customer input to drive the 

development of new programs, products and 

services that will meet the evolving expectations 

of our customers. This includes a wider variety of 

billing options, enhanced online services, and the 

use of technology to add convenience to customer 

interactions.

By offering a wide variety of billing and payment 

options, strong customer service, high levels of power 

quality and reliability, corporate citizenship efforts, 

frequent communication, and good value, APS ranks 

among the top utilities in the country for customer 

satisfaction. 

In the 2011 J.D. Power Electric Utility Residential 

Customer Satisfaction Study, APS was the fourth 

highest rated large investor owned utility nationally for 

customer satisfaction. This rating was driven by strong 

performance in power quality and reliability, billing 

and payment options, customer service and corporate 

citizenship. 

APS was the second highest rated large investor-

owned utility in terms of number of communications 

recalled, second for customer awareness of energy 

efficiency programs, and third in the percentage of 

customers using auto deduct and web payments. 

Over the next three years, we expect our customer 

base to grow an average of 1.6 percent per year as 

economic recovery takes hold. We project that growth 

will return to Arizona’s traditional levels over the 

long term, resulting in 2.6 percent compound annual 

customer	growth	through	2030.	That	equates	to	

approximately 1.8 million customers then, up from  

1.1 million today.

L  I  N  K  S

APS Green Choice Programs

Online Rate Comparison

Residential and Business Energy Survey

Online Account management

Ways to Save

Using Energy Wisely

Energy Use history

low Income Assistance

Safety Tips

aps.com/gosolar

APS Customer Growth
Homes and Businesses Served

2030

1.8 m
(projected)

1991

600k
2011

1.1 m 

APS earned its highest-ever score in the J.D. Power and Associates survey of customer 
satisfaction with electric utilities. APS ranked fourth in the nation among large investor- 
owned electric utilities.

In 2011, APS earned the prestigious Chartwell’s Customer Service Best Practices Award. 
Chartwell, a utility industry research firm, honored APS for increasing our “push to customer 
self-service by developing a cost-effective, long-term plan of contact center marketing.” 

http://www.aps.com/main/green/choice/choice_7.html
http://www.aps.com/svcs/ratecompare.acx
http://www.aps.com/main/services/nexus/default.html
http://www.aps.com/aps_services/apsservices.html
http://www.aps.com/main/services/default.html
http://www.aps.com/aps_services/residential/waystosave/Default.html
http://www.aps.com/main/services/demos/UsageHistoryAudio.htm
http://www.aps.com/main/services/residential/assistance/default.html
http://www.aps.com/main/services/residential/safety/default.html
http://www.aps.com/main/green/choice/solar/default.html
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Community Support: 
APS Foundation  
Focuses on STEm 

Education a Key to  
a Sustainable Future 

At Pinnacle West and APS, we know the 

impact education will have on Arizona’s 

and on our country’s future. We also 

know the engineers, accountants, 

linemen, managers, customer service 

representatives and other employees 

who will carry the mantle of excellence 

for APS are currently being educated in 

schools across our state.

Arizona student performance in 

science, technology, engineering and 

mathematics, commonly referred to as 

STEM, is now the focus of the private, 

grant-making charity. 

“In order for Arizona to be competitive 

in the global economy, the state’s 

workforce must be competent in core 

STEM skills,” said Tammy Mcleod, 

APS Chief Customer Officer and Vice 

President of the APS Foundation. 

“A workforce proficient in these skills is 

critical to retaining and attracting high-

quality businesses and industries.” 

Of	the	30	fastest-growing	occupations	

projected through 2016, more than half 

will require mastery within the STEM 

subjects, according to the U.S. Bureau 

of labor Statistics. Arizona student 

performance in STEM subjects continues 

to lag behind the rest of the nation. 

To best equip Arizona’s future leaders, 

the APS Foundation is supporting 

programs that improve STEM learning by 

awarding grants twice a year, in May and 

November. A majority of the funding will 

go to teachers, who are broadly credited 

as the single most important factor in the 

K-12 educational system. 

“The Foundation is targeting those 

programs that help educators increase 

content knowledge in STEM subjects or 

strengthen their teaching techniques,” 

said Mcleod. “By supporting STEM 

teachers the Foundation is having an 

ongoing, tangible impact on increasing 

academic achievement.” 
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Other Education Programs 

Quest for Excellence: Palo Verde

The Palo Verde Quest for Excellence Program is designed 

to prepare today’s youth for bright futures in nuclear 

power and other industries through classroom studies 

and internships. Students participate in a seven-week 

program studying advanced math including algebra 

and physics. After completing the high school program, 

graduating seniors are eligible for a summer internship 

with the Palo Verde Nuclear Generating Station.

Power Players

The APS Power Players program, launched  

in April 2005, supports the Arizona Character 

Education Foundation in promoting character 

education throughout Arizona and New Mexico. 

Through the APS Power Players program, students 

have the opportunity to receive professional  

athletic instruction and learn how to be a person 

of character using the six pillars of character — 

trustworthiness, respect, responsibility, fairness, 

caring and citizenship. The program also provides 

development or improvement of select athletic  

facilities statewide.

The lesson2life

lesson2life is a program designed to bring  

business and education together to give students  

the skills they need to succeed in today’s business 

world. APS and Motorola created the program  

in 2000; and in 2007 collaborated with the  

Arizona K-12 Center on a public/private/nonprofit  

partnership.

APS/Four Corners Power Plant  
Navajo Scholarships 

Four Corners, located in northwestern New Mexico, 

has a scholarship program to prepare selected local 

Navajo students for careers related to the electric 

utility industry. The scholarships are available to Navajo 

students residing in the vicinity of the plant. Eighty-two 

students have graduated from the program since 1995 

with 16 hired full-time.

APS/Palo Verde Scholarships

Each year, Palo Verde awards 26 scholarships in the 

amount	of	$50	to	selected	local	8th	graders.	The	

scholarships are to be used at the local high school 

bookstores to assist students with some of the 

expenses they encounter as they enter high school.

Palo	Verde	also	awards	six	$1,000	scholarships	for	the	

academic year to local high school seniors. The students 

must	maintain	a	3.0	grade	point	average;	they	are	

eligible to maintain the award for four consecutive years.

The Readers Today…leaders Tomorrow Program

The Palo Verde “Readers Today…leaders Tomorrow” 

program uses incentives to encourage elementary 

school children to read. Used with the accelerated 

reader program, K-8 grade students self-test on 

specially programmed computers that maintain reading 

comprehension scores for each student. This provides 

an invaluable tool for each school’s staff to assess 

students’	progress.	Palo	Verde	provided	$2,000	to	

each of the local grade schools to use toward incentives 

for this program. Palo Verde also donated refurbished 

computers to each of the schools, to further assist with 

the program’s implementation on campus.
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Newspapers In Education (NIE) Wraps

APS partners with Newspapers in Education to produce 

quarterly newspaper wraps for distribution in northern 

Arizona and the Yuma region. The wraps, which are 

placed around the Arizona Daily Sun and Yuma Daily 

Sun, offer students and teachers fun and interactive 

ways to learn about energy savings, conservation and 

sustainability.

APS’s Clown Troupe

One of the most creative elements of APS’s Volunteer 

Program is APS’s Volunteer Clown Troupe. last year, 

the clowns logged more than 50,000 volunteer hours, 

participating in parades, entertaining at nursing 

homes and hospitals, and supporting other nonprofit 

organizations and events. A prime goal of the clowns is 

to increase public interest in the joys of volunteering, but 

they also have a serious side — “Ben FrankClown” visits 

schools to spread the word about energy conservation 

and electrical safety. They have been effective, 

capturing considerable media and public attention.

The clowns are also recognized for the annual Fiesta 

of	Lights	Parade,	attracting	more	than	300,000	

spectators annually.

Solarville 

The Arizona Science Center is home to many super, 

interactive displays that help children understand the 

world around them. There is one display in particular 

that is a little bit more super. 

APS is the presenting sponsor of Solarville, a gallery 

on	the	fourth	floor	of	which	includes	exhibits	on	solar	

energy and a look inside the lives of APS’s resident 

superheroes, The Renewables. 

The Renewables — Solar Man, Wind Woman, Bio, Geo 

and Tank — are a group of clean energy superheroes 

that represent five sources of renewable energy: solar, 

wind, geothermal, hydro and biomass.

Solarville offers visitors a hands-on look at how 

renewable energy is created. The Biogas Farm shows 

how to generate power from cow manure, the DIY 

Wind Turbine is made from found materials, and the 

Algae Power exhibit shows how algae can be harvested 

from energy. Want to get even more hands-on? Crank 

up your own energy with Pedal Power or test your 

strength against solar power with Muscle Match. Other 

exhibits give you an up-close look at how solar panels 

are made and teach museum patrons ways to save 

more energy in their home.

mission Sustainability

The APS Renewables team is also featured in an 

educational adventure filled with renewable energy, 

conservation and sustainability. An interactive and 

creative web site, APS’s Mission: Sustainability, was 

created to help teachers instruct the renewable energy 

curriculum required by the Arizona state standards for 

fourth and six graders. Mission: Sustainability focuses 

on electricity, energy, solar energy, wind energy, 

biomass/biogas, geothermal energy, hydropower  

and sustainability.

Full of puzzles, slideshows, experiments and  

more, Mission: Sustainability is fun and challenging  

for students and a great classroom tool for  

teachers. Program materials include a teacher’s  

guide (for both 4th and 6th grades) as well as 

PowerPoint presentations, in-class activities and 

experiments.
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local hot Dog Vendor  
Takes AAAmE at Success
Quitting your job and opening a mobile 

gourmet hot dog eatery in the middle of a 

recession might seem like a dog of an idea. 

Not for Brad and Kat Moore, 

participants in the APS Academy for 

the Advancement of Small Minority and 

Women-owned Enterprises (AAAME).

The pair left successful careers in 2010 

to open their mobile restaurant, Short 

leash, and right from the start it was a 

success. In marketing their business, they 

helped their pack of fellow Valley mobile 

food vendors create the Phoenix Street 

Food Coalition and the gourmet food 

truck phenomenon in Phoenix. 

While Short leash has been a great 

success, Brad and Kat felt they could 

run their business better and eventually 

realize their dream of opening a bricks-

and-mortar restaurant. 

“We joined Class 14 of AAAME, last fall, 

and it’s been a good experience” said 

Brad. “We want to take a long-term 

perspective with our business and to do 

that, sometimes you have to hit the pause 

button. Stop and evaluate where you are 

and where you want your business to go. 

AAAME is helping us do that.” 

Brad and Kat have completed boot camp, 

or phase one, of their AAAME program 

and are now in phase two, where they 

are matched with an advisor, attend 

CEO meetings and receive one-on-one 

evaluation and advice on their business. 

“Brad’s and Kat’s entrepreneurial energy 

and excitement have taken the idea of a 

hot dog truck to new, gourmet levels,” 

said AAAME Program Manager Rena 

Huber. “With limited funds they have 

found a way to deliver an outstanding 

product to their customers and are a 

terrific role model for any person who 

wants to reach out, create a business 

and find a way and make it happen. 

“Helping business owners achieve their 

growth goals is the reason APS supports 

and delivers AAAME. The creativity and 

innovation not only bring jobs and dollars, 

but they foster an excitement that is 
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contagious and energizing and is good for 

the communities we serve,” Huber said.

As for contagious excitement, Brad sums 

it up this way. “Owning and running 

Short leash is the most gratifying thing 

I’ve ever done. Every day is something 

new, and the best part is the great 

people we get to meet.” 

Restaurant Dreams

Brad, a bank risk management 

consultant, and Kat, an interior designer, 

had talked for years about opening a 

restaurant. “Kat is a great cook and we 

were always trying out different recipes 

and foods, and dreaming about having 

our own restaurant,” said Brad. “But a 

bricks-and-mortar restaurant requires a 

lot of capital, which we didn’t have.” 

He began reading about the food truck 

scene in los Angeles, New York and 

Portland, Ore., and suggested starting 

their own mobile food business in Phoenix. 

They chewed over the idea for months, 

but Kat was less than enthusiastic until she 

saw a segment on gourmet food trucks 

on CBS Sunday Morning. By the time 

Brad got home from his soccer game, 

she was bubbling over with excitement. 

By lunchtime they had their food truck 

concept, a name for their business and Kat 

had sketched the Short leash logo using 

their dog, Oliver, as a model.

They tested recipes and shopped for 

the supplies they needed for their first 

foray into the food truck frontier. Most 

of their ingredients are locally grown 

and produced. Their meat comes from 

Schreiner’s Fine Sausage in Phoenix. 

Produce is from local growers like One 

Windmill Farm, in Queen Creek. And 

Brad and Kat make their own coleslaw 

and batter for the corn dogs as well as 

most of their own sauces. 

local motion

They purchased their trailer — an 

80-square-foot kitchen on wheels — 

outfitted it to comply with Maricopa 

County Health Department requirements 

and had it painted with the Short leash 

logo and design that Kat had created. 

On a sunny Saturday in June they pulled 

their mobile business into the lot at the 

Farmers Market in downtown Phoenix, 

slid open the window on the trailer and 

Short leash was in business.

Within a few months, Brad and Kat knew 

everyone in the Valley’s close-knit mobile 

food community and began talking with 

other food truck vendors about the need 

for a voice that could speak for their 

industry and help organize the emerging 

Phoenix food truck scene. The result, 

the Phoenix Street Food Coalition, now 

boasts	36	of	the	Valley’s	top	food	truck	

businesses. 

Company Overview and  

Economic Performance

Our Business

Environmental Performance

Community & Customers

Workforce Performance 

Global Reporting Initiative

RETURN TO CONTENTS



6 4 P i n n a c l e  W e s t  s U s ta i n a B i l i t Y  a n D  c O R P O R at e  R e s P O n s i B i l i t Y   |   2 0 1 1  R e P O R t

Community Partner 
Academy 
Each fall and spring APS hosts the APS 

Community Partner Academy, providing 

an intensive introduction to our company 

for community and business leaders 

from across the state. Senior Community 

Development Consultant Sally Odette has 

coordinated each of the seven academies. 

From power plants to pole climbing, 

internet to energy efficiency, resource 

planning to the regulatory environment, 

the participating community partners 

have received a solid education through 

presentations and on-site tours as 

to what it takes to provide reliable, 

affordable electricity for Arizona. 

The most recent academy was attended 

by Coconino County Supervisor 

Elizabeth Archuleta, Rioglass Solar 

Inc. Chief Operations Officer Greg 

Armstrong, City of Parker Mayor Daniel 

Beaver, Phoenix Indian Center Chief 

Executive Officer Patricia Hibbeler, local 

First Arizona Director Kimber lanning 

and Casa Grande Walmart Distribution 

Center General Manager louis Sanchez. 

All were impressed with APS, its 

employees and the challenges the 

company meets every day to keep the 

lights on for its customers. 

A tour of the Energy Control Center at 

Deer Valley dazzled Archuleta. ”It’s kind 

of like air traffic control. What kinds 

of educational backgrounds do ECC 

employees have?” she asked.

APS Director Power Operations Steve 

Norris, who hosted the ECC tour, told 

her, “Many are from Palo Verde and are 

trained Reactor Operators. Some come 

from the nuclear navy, others from fossil 

generation. One thing they all have in 

common is an uncompromising attention 

to detail and having completed the 

rigorous NERC certification and APS 

EHV training programs.”

The Metro Dispatch Headquarters and 

Distribution Operations Management 

System facility tour guided by APS 

Distribution Operations Specialist 

David Wagner made a big impression 

on Beaver. “The technology is amazing 

and the coordination with the linemen is 

unbelievable. You can control the whole 

state instantaneously,” Beaver said.

A presentation on aps.com prompted 

lanning to comment, “The website is 

really impressive. I’m an APS customer 

and have never used it. I really like the 

APS for Kids pages. If you can get the 

kids using it, they can bring the parents 

in. ‘Hey mom, look at this!’”

Watching a presentation on APS’s lineman’s 

duties and a demonstration of a pole top 

rescue, Sanchez noted the company’s 

pervasive emphasis on safety. “We have 

a really strong safety culture at Walmart, 

but I’m learning some things from APS 

that I’ll be taking back with me,” he said. 

Hibbeler noted the value APS puts on 

its employees. “I was impressed with 

the number of people throughout the 

company who have worked here for 12, 

20,	30	years.	And	that	many	of	those	in	

senior positions had worked their way 

up through the ranks. That really shows 

the commitment the company has to its 

employees and that APS is a great place 

to work,” she said.

ASP Vice President and Chief Customer 

Officer Tammy Mcleod originated 

the Community Partner Academy and 

reflected	on	the	program’s	impact.	

“Through the academies we have been 

able to engage nearly 50 community 

and business leaders and give them 

an in-depth view of our company and 

what is involved in running an electric 

utility,” she said. “The academies are 

a valuable tool for building good will 

and understanding among the people 

who	influence	opinions	and	make	the	

decisions in our service territory.”
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For more on Supplier Diversity and APS’s support 
of small business see page 32

Caring for Our  
low-Income Customers 
•	APS,	alongside	the	Salvation	Army,	Salt	River	Project	

and Southwest Gas, and thousands of Arizona 

energy consumers, contribute to Project SHARE 

(Service to Help Arizonans with Relief on Energy). 

Through corporate and personal contributions, the 

SHARE fund helps those who are unable to pay 

their energy bills due to a financial emergency. As 

of 2011, customers and employees of APS, SRP and 

Southwest	Gas	have	contributed	more	than	$16.6	

million, helping nearly 112,800 families.

•	The	APS	Energy	Wise	Low-Income	Weatherization	

program has the primary mission of reducing the 

fuel or electricity expense for space heating, space 

cooling, and water heating for income-eligible 

households, while improving the health and safety  

of the dwelling’s occupants.

•	For	2011,	the	APS	Energy	Support	Program	 

provided	more	than	$11	million	in	discounts	for	 

low-income customers.

APS Volunteer Program
For a quarter century, APS’s Volunteer Program has 

been active in every community which APS serves 

or has operations — that’s more than 200 cities and 

towns in Arizona and northwestern New Mexico. From 

the newly-hired to executives, we encourage our 

employees to become a positive part of the greater 

community.

last year, our employees logged 157,000 hours of 

community	service,	the	equivalent	of	$3.3	million	dollars	

to programs and organizations that make a difference.

The philosophy of the APS Volunteer Program is to 

encourage and facilitate employees’ efforts to support 

the company’s values of serving our customers and 

improving the quality of life in our communities.

Through the Volunteer Program, we help provide our 

employees with the organizational and financial support 

they need to ensure the success of their community 

service efforts and activities. APS employees volunteer 

for non-company sponsored opportunities such as 

youth sports, Scouts, school activities, church functions 

and community organizations.

So while we feel that volunteering and donating 

corporate dollars is the right thing to do, we also know 

there is a positive correlation between stock price and 

social/environmental performance.

That’s why social performance and volunteerism are 

key component of APS’s Business Plan, with each 

department in the company developing goals to support 

our efforts at creating a more sustainable Arizona.

From our programs for supporting children and 

education; to our commitment to helping small and 

minority-owned businesses; to our patronage of the 

arts and culture; to our encouragement of economic 

development, APS will continue to be an active 

participant in the continued well-being of our entire state.

APS offers its employees and the public opportunities 

at “Team APS” volunteering events. APS retirees 

also have a dedicated website, which includes a link 

to the APS Volunteer site. The site also highlights an 

upcoming volunteer project each month.

157,000
Hours contributed by APS volunteers in 
Arizona and the Farmington, N.M., area in 
2011. This translates into $3.3 million in 
service to the community. Our employees’ 
volunteer efforts focus on the environment 
and health and human services.
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Pinnacle West has established a goal of 20 percent of 

employees logging their volunteer hours on the APS 

volunteer	website.	In	2011,	31	percent	of	employees	who	

volunteered logged their hours.

V I D E O

APS Volunteers

Volunteerism Strategy

APS’s employee volunteer program is integral to the 

company’s community development efforts and is 

tied to our strategic communications and corporate 

branding. Often, APS volunteers are the face of the 

company in the community and are on the frontline 

of issues affecting their neighbors, our customers and 

other shareholders.

Volunteers serve as APS ambassadors to the myriad 

organizations they serve and are part of a concerted 

effort to bring goodwill to the community while adding 

a human element to events and causes. Volunteerism is 

a measurable goal for each department in our company, 

and is part our corporate strategic framework, under 

Customers and Communities.

Our volunteer efforts are strategically aligned  

with our Health and Wellness department to provide 

collaborate opportunities for employees to become 

aware of, and involved in, activities that affect their 

health and well-being and that of their co-workers. 

Volunteer efforts are aligned with the organizations  

the company invests in, pairing human resources  

with philanthropic community resources. That way,  

our assistance to these organizations is augmented  

and enhanced.

Corporate Giving
At Pinnacle West and APS, we are committed  

to the communities we serve. We understand that 

building strong communities is good for our state,  

but it is also good for our business. In supporting  

the community, we make careful consideration  

to fund organizations within our guidelines that 

ultimately meet APS’s business objectives and  

goals. We also encourage employee engagement  

in the community.

APS’s Community Development department is applying 

this strategy to how we fund the organizations that 

serve our communities. The department works closely 

with other departments; including our power plants  

in order to leverage their expertise and knowledge  

of the communities where they’re located. 

Community Development’s past efforts in supporting 

the communities we serve has made Arizona a better 

place to live and work, however we must always look  

to the future, making tough, strategic decisions about 

what organizations to continue funding to best align 

with the company’s business objectives. 

http://www.pinnaclewest.com//files/ehs/2011/videos/Vols2012.wmv
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APS Volunteers Build 
habitat for humanity homes
last November, while most people were 

planning Thanksgiving menus, cleaning 

their homes, at the grocery story, or 

picking up relatives at the airport – about 

50 APS employees and their families 

spent a weekend helping Habitat for 

Humanity build two-story townhouses 

that would eventually become family 

homes for lower income residents.

As with many Habitat projects, the future 

homeowners themselves participated in the 

building process from beginning to end.

According to Maria Maskell, Coordinator, 

APS Volunteer Programs, “Our 

motivation is to support the community. 

It was the weekend before Thanksgiving, 

everyone is thankful for everything they 

have, and we’re trying to help others.” 

APS employee Doug Carter, offered a 

different perspective: “Building is much 

more fun than cooking! I like to build 

and I like to help out. Plus, I like that APS 

supports this. It shows we care about our 

communities.”

For another APS volunteer, Steve 

Komonce, said it’s a way of giving back: 

“I’ve been doing this since 1997,” he said. 

“Growing up, I was helped by a lot of 

good people, and doing this, you get so 

much more back than you put in.”

Many of the APS volunteers made this a 

family project. APS employee Christine 

Hile, brought along her mom, her sister-

in-law, her brother and her fiancé to be 

part of the team. The APS group worked 

alongside volunteers from Hospice of the 

Valley and Safeway. 

The soon-to-be new owner of one of the 

units, Ruth Torres, a divorced mother 

of three now living in a crowded one-

bedroom apartment, said she didn’t have 

the words to express her appreciation for 

the APS volunteers bringing her home a 

step closer to completion. 

“It’s really a dream come true,” said 

Torres.

APS Corporate Giving committed to 

fund future Habitat for Humanity home 

building projects. 

2011 Corporate Giving and Foundation

Arts & Culture  $576,472.32
Civic  $1,140,537.32
Economic Development  $635,979.28
Educational  $2,764,536.59
Environmental  $205,240.42
Health Services  $283,276.10
Human Services  $2,196,497.27
Total Giving  $7,802.539.30
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APS Partners with Phoenix 
Suns for Green Game 
The atmosphere at US Airways Center 

always feels a little different when the Suns 

host the los Angeles lakers. There is a sense 

of passion, excitement and energy that only 

occurs when a long-time rival such as the 

lakers comes to town. 

It was a great matchup of NBA rivals, except 

for the energy. Not the energy from the  

fans or the players, but the kind powering 

the arena.

One hundred percent of the electricity used 

by the US Airways Center for the game came 

from renewable energy provided by APS. 

As part of the game, APS and the Suns 

celebrated the APS Suns-Powered Solar 

Structure, a 227-killowatt solar system 

located on the US Airways Center parking 

garage. The APS-owned system utilizes 

966 solar panels, covers approximately 

17,000	square	feet	and	produces	378,000	

kilowatt-hours of energy each year — 

enough to power 20 game days each season 

for the Suns.
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APS Sustainability  
on Display at  
Prescott Best Fest
As Arizona celebrated 100 years of 

statehood in 2011, APS was the official 

sustainability partner for the Arizona 

Centennial, and at the Prescott Best  

Fest, the company unveiled its new  

APS Sustainable and Renewable  

Energy exhibit.

The APS Centennial Trailer exhibit 

showcased how intertwined APS has been 

with the state’s history and development 

since well before Arizona became a 

state. It highlights major advances in 

power generation and delivery over the 

years, including new projects in solar, 

wind, energy efficiency and smart meter 

technology, all efforts designed to secure 

Arizona’s energy future. 

Prescott Mayor Marlin Kuykendall said “the 

APS Sustainable and Renewable Energy 

Pavilion was very educational, and was 

one of the highlights of the Best Fest.” 

Shade Tree Program 
Connects with Spanish-
speaking Customers
Since it launched in 2011, the APS  

Shade Tree Program has successfully 

promoted the benefits of shade trees 

and provided energy efficiency tips to a 

large and diverse audience throughout 

Maricopa County.

A significant development for the 

program was creating its first workshops 

in Spanish, which helped bring the 

shade-tree message to Phoenix’s 

Spanish-speaking residents.

In mid-October, the APS Marketing 

group, along with volunteers from the 

Hispanic Organization for leadership 

& Advancement (HOlA) and other 

community partners, hosted two 

Spanish- and one English-language 

Shade Tree Program workshops. 

The Spanish workshops featured 

presentations, signage and collateral 

materials all in Spanish. 

The more than 200 customers at the 

one-hour workshops learned how desert-

adapted shade trees offer customers an 

average	savings	of	$50	a	year	on	energy	

costs, and how to plant and care for 

the trees. Following the presentations, 

attendees were able to select up to three 

free shade trees they could plant in their 

own yards.

If the success of the Shade Tree Program 

can be measured by the number of 

trees distributed to Maricopa County 

residents, this program gets high marks. 

There were 600 shade trees distributed 

at the Academia del Pueblo workshops. 

At another October shade tree event for 

customers in Sun City West, people from 87 

households	claimed	more	than	300	trees.	A	

few days later, an additional 700 trees were 

distributed at a workshop in Surprise, and 

during one day of workshops in Paradise 

Valley, 1,000 trees were distributed.

In total, the program has far exceeded 

their original annual goal of 5,000  

shade trees.
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Everything is still for just a moment 

before the coach’s hand goes up to 

reveal the baseball he’s about to send 

hurtling towards the group of waiting 

outfielders. The whirring wheel of the 

pitching machine come to life as the 

coach changes its angle upwards and 

drops in the ball. 

The machine shoots the white ball all 

into the grey sky, and all at once the 

stillness is broken as a pair of churning 

legs propels a player to the precise spot 

where the ball is about to land. A gloved 

hand reaches out; the player goes into 

a deft slide and easily cradles the ball a 

split second before it hits the ground. 

The waiting outfielders cheer in unison. 

Everyone watching is impressed. 

“That was a pretty nice catch,” exclaimed 

former ASU Sun Devil baseball player, 

major leaguer and current APS 

employee, Ken Phelps as he turned to 

ASU’s Head Baseball Coach Tim Esmay, 

who nodded in agreement. 

Terrific fielding and hitting displays could 

be seen all around the field as Sun Devil 

players and coaches led more than 60 

kids between the ages of 10 and 18 in 

drills in partnership with APS, ASU and 

Major league Baseball’s Revitalizing 

Baseball in Inner Cities (RBI) program.

But before a baseball was thrown or 

caught, the day began with Coach Esmay 

addressing the kids on the importance 

of being good students, teammates and 

citizens. He impressed on the kids that 

although his current Sun Devils represent 

the best of the best players in the 

country, ASU would not be interested in 

them if their moral compass was lacking. 

“At ASU we stress academics and 

citizenship before sports,” said Esmay. 

APS and ASU Go to Bat For the Community
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“We look for players who will represent 

ASU well in the classroom, on the field 

and in the community.”

Esmay’s welcoming talk echoes the 

positive messages APS gives kids 

through the sports clinics the company 

puts on through the year. 

“These kids just love being around the 

ASU players and coaches,” said lisa 

Coleman, RBI Director of Community 

Relations. “It gives them a chance to get 

quality instruction at a quality facility 

and allows them to picture themselves at 

the next level. This is such a worthwhile 

experience for everyone involved.” 

Phelps agreed.

“As a former Sun Devil myself and an 

APS employee, I’m really proud of the 

partnership APS has with ASU baseball,” 

said Phelps, who organized the half-

day clinic through the APS’s Executive 

Projects & Support department. “This 

is a great opportunity for these kids to 

visit a top-notch facility and experience 

what it’s like to play for one of the best 

schools in the nation. The ASU players 

who help out enjoy it; the coaching staff 

is just great and the kids get a lot out of 

it as well.” 

As part of the clinic, the boys also got a 

tour of the locker room and watched a 

video compilation of all the ASU alumni 

who are currently playing in the major 

leagues. The boys ate pizza and asked 

questions of the current members of the 

ASU baseball team. As an added bonus, 

former major leaguer, Chili Davis held 

court on the nuances of hitting to the 

delight of the kids, coaches and eager 

baseball dads in attendance.

“All in all it was a great day,” said Phelps. 
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For a company to sustain success it must rely on its 
greatest asset; its workforce. It’s no different at APS. Our 
6,700 dedicated employees enable us to achieve business 
success, while helping us live our values each day. 

Employee Profile
Over the past 40 years, Arizona has grown 

tremendously, and APS has been there to power that 

growth with safe, reliable electricity. In fact, in the last 

two decades, APS has more than doubled the number 

of customers we serve across the state. However as 

Arizona grows bigger, APS is focused on ensuring it 

also grows better. 

Our employees have responded with increased 

innovation, productivity and operating efficiency. 

However as our workforce ages, we must plan for 

and execute a significant workforce transition as many 

employees retire, and needed skills and technologies 

continue to evolve. 

To make this transition, we are strengthening our 

succession planning, reinvigorating our talent 

acquisition process, boosting our leadership 

development programs, ensuring we continue to offer 

a competitive benefits and compensation package, 

building our talent pipelines and helping employees 

reach their full potential.

We continue to ensure employee issues are  

addressed promptly, fairly and consistently. Our 

internal policies and strong code of business conduct 

protect the rights of both employees and the company. 

(See our ethics policy in the governance section.)  

Our Helpline enables employees to anonymously 

report any suspected wrongdoing, and we investigate 

each report. 

We have adopted as our values: safety, integrity and 

trust, respect and accountability. We weave these 

values throughout the fabric of our company and the 

experiences of our employees.

We believe engaged employees are productive 

employees who care about the communities in which 

they live. Many of our employees have created their 

own affinity groups, sponsored by APS officers. These 

groups unite employees around community causes and 

issues. By supporting employees and their interests, 

the company gets a more engaged, company-focused 

employee and the community is enriched through  

their efforts.

The company also promotes lunchtime group walks 

with officers to encourage an open dialogue on the 

issues facing the community and our company. We 

believe employees who participate in these activities 

are more apt to take a leadership role at APS and in  

the communities we serve. 

WORKFORCE  
PERFORMANCE

In 2011 APS launched the Performance Mastery leadership program, 
demonstrating our commitment to continued development for our leaders.
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Our People Focus in 2011 
The company focused on four people-related 

objectives to help us drive our Strategic Framework:

•	Strengthening	and	developing	leadership	

•	Building	a	culture	of	high	performance	

•	Attracting	and	engaging	strong	talent

•	Ensuring	competitive	rewards

Strengthening and Developing leadership 

Realizing that a strong workforce depends on strong 

leaders, APS adopted leadership development as one 

of its 2011-12 business initiatives. 

We evaluated the best leadership programs across 

the U.S. and selected the BTS Performance Mastery 

series, which we launched in spring 2011. By year end, 

97 percent of our leaders had completed Symphony, 

the first of three foundational courses. Symphony 

focuses on leading peak performance. Two-thirds of 

leaders had completed the second and third courses 

by year end, and the remainder will complete them in 

early 2012. Conductor looks at coaching and giving 

feedback, while Applause provides tools and tips for 

managing performance.

Those leaders with union employees also attended a 

comprehensive three-day training program to help 

them effectively manage a wide range of labor-related 

supervisory situations and ensure a non-threatening 

work environment. 

In addition, leaders benefited from Employment Law 

Boot Camp, a half-day session covering topics such 

as sexual harassment, wage-and-hour issues and 

discrimination.

We also enhanced our succession planning process for 

key leadership positions throughout the company. A 

CEO-led committee reviews and confirms candidates 

for senior positions. 

V I D E O

Troops to Energy

Creating a Culture of high Performance

We are committed to being a high-performing 

company, and we continued to take steps to embed 

performance in our culture.

Performance management: The company’s annual 

performance-management process helps to ensure 

employees are aligned with and supporting our 

business goals, objectives and values. The process 

forges the link between pay and performance and 

encourages candid conversations between employees 

and leaders about performance and professional 

development plans.

APS was recognized by the Arizona Department of Veterans’ Services in 2011 for its tradition of hiring 
military veterans and for its participation in the national pilot program of Troops to Energy Jobs,  
which creates an accelerated transition for veterans into civilian energy-sector jobs.

http://www.pinnaclewest.com/files/ehs/2011/videos/Troopstoenergy.wmv
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APS’s performance-management process helps to 

drive our goal of being a high-performing company. 

In 2011, performance-review (non-union) employees 

began the year by setting individual performance 

and development goals aligned to APS priorities and 

initiatives and securing their leader’s approval. Fully 

98 percent of eligible employees recorded their goals 

online, up from 88 percent in 2010. At year-end 2011, 

99 percent of those with goals had completed their 

self-assessments of their 2011 performances. At the 

end of the year, leaders met with their employees to 

have candid conversations about performance and 

professional development plans. 

Talent reviews: Because of the importance of knowing 

our key talent and helping them reach their full 

potential, we conduct annual talent reviews for officers 

and directors. In 2011, we expanded the reviews to 

include managers, which will boost our knowledge of 

high-potential future leaders. 

Developing high-potential employees: We 

continued to upgrade our process for identifying 

and developing high-potential employees. Our online 

talent management system enabled us to improve our 

tracking and reporting capability and more effectively 

manage developmental opportunities across the 

company.

At the Palo Verde Nuclear Generation Station, our 

innovative Palo Verde legacy Program continued  

to develop engineers to run the nation’s largest  

nuclear facility.

Diversity and inclusion: At APS, we believe diversity 

is good business, and we continue to build a corporate 

culture that respects and leverages different 

backgrounds, experiences and viewpoints. Diversity 

helps us to capture the opportunities of our changing 

industry	and	reflect	the	communities	we	serve.	

•	Workforce:	We	endeavor	to	attract	and	develop	a	

diverse workforce and leadership team to foster 

innovation, inclusion and high performance.

•	Workplace:	We	encourage	and	support	an	open,	

engaging environment that recognizes employees’ 

unique needs and values diverse talent.

•	Marketplace:	We	engage	in	the	community,	select	

diverse suppliers and work to meet the changing 

needs of the customers we serve. 

Employee networks: In 2011, the company continued 

to develop and promote participation in employee 

networks. These groups provide an opportunity 

for employees with similar views, experiences or 

other affinities to come together for professional 

development, networking, community outreach and 

learning more about the company and our industry. 

1,250 
More than 1,250 employees participate in one of the APS employee networks.
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Employee networks include:

•	Hispanic	Organization	for	Leadership	 

and Advancement (HOlA)

•	Next	Generation	at	APS:	 

Professionals new to the utility industry

•	Palo	Verde	Young	Generation	in	Nuclear:	 

PV	employees	age	35	and	younger

•	Palo	Verde	Women	in	Nuclear

•	Women	in	Search	of	Excellence	(WISE)

Employees began organizing two additional networks 

in 2011: Network for Urban Engagement (NUE) and the 

Veteran Engagement, Transition & Retention Network 

(VETRN). Open to all employees, employee networks at 

APS have grown to include more than 1,250 employees 

or almost 20 percent of the workforce. 

Through its supplier diversity and development 

program,	the	company	purchased	almost	$61	 

million in goods and services in 2011 from diverse 

suppliers.

Equal employment opportunity: Decisions about 

employment, training, compensation and promotion 

are based on job-related qualifications. We prohibit 

discrimination based on race, color, national origin, 

religion, veteran’s status, marital status, sex,  

pregnancy, sexual orientation, gender identity, age, 

disability and any other legally protected basis. We 

explicitly prohibit sexual harassment or harassment of 

any other nature in the workplace. APS’s Affirmative 

Action/Equal Employment Opportunity programs 

focus on workforce analysis, compliance, affirmative 

action, a harassment-free workplace, training  

and education.
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PNW EEO Employer Information Report
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Ensuring Competitive Rewards

The company’s Total Rewards package for employees 

offers market-competitive pay and benefits to help us 

attract, retain and reward top talent.

Compensation: We continuously work to ensure that 

our	pay	policies	and	processes	reflect	best	practices	

for our market and industry and reward strong 

performance. For example, our annual incentive plan 

calls for an employee’s incentive award to be based on 

achieving goals for company performance, business 

unit results and the individual’s own performance. 

To help leaders better understand and communicate 

our compensation programs and make informed 

decisions about compensation, we offer training, 

both in person and online. In 2011, we redesigned 

our salary structure to ensure our pay rates are 

market competitive to attract and retain great 

talent and also to ensure that they align internally 

in an equitable manner. This process also included 

review of compensation policies to ensure consistent 

application across the company. As part of building 

a high-performing company, we recognize our top 

performers each year through the company’s highest 

recognition, the APS Chairman’s Award. We honored 

seven individuals and three teams for their outstanding 

contributions in 2011.

Benefits and Health Services: The health and safety 

of employees ranks as a top priority for Pinnacle West. 

Employees benefit from Health Services clinics at 

corporate headquarters and at our Deer Valley,  

Four Corners, Cholla and Palo Verde facilities. In 

addition, we have a network of health-care providers 

throughout Arizona and New Mexico that serves 

employees who incur work-related injuries. As always, 

our goal is zero injuries!

In 2011, Benefits and Health Services partnered with 

Corporate Safety to develop a program to reduce 

injuries and the related costs of sprains and strains. 

The BackSafe® Program, piloted in Energy Delivery’s 

forestry program, helps employees understand and  

use tools and techniques to avoid sprains and strains. 

Employees also benefited from our expanded  

wellness program, Health Matters. It offers health 

information, screenings, assessments and tools to help 

employees maintain their health and a healthy lifestyle. 

In	addition,	we	continued	to	offer	free	flu	shots	to	

employees in 2011.

We also launched a significant new benefit for 

employees, the Quit for life® program. It offers a 

proven method to quit using tobacco, treating it as an 

addiction rather than just a bad habit. The program 

includes professional Quit Coaches and nicotine 

replacement products (patch or gum) if recommended 

by the coach.

To help employees cope with personal issues, such as 

stress from caring for a seriously ill family member, 

the company offers an employee assistance program. 

At the end of 2010, we moved this program to the 

United Healthcare/Optum Health Network and began 

providing expanded services, including short-term 

counseling services, family support, financial and legal 

advice and referrals for extended care.

Our ergonomics program provides information and 

skills to encourage safe employee behaviors and 

minimize ergonomic-related injuries and illnesses. 
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Attracting and Engaging Strong Talent 

In today’s fast-paced, competitive environment, 

having the right people with the right skills in the right 

positions has never been more important. That is why 

the company chose to serve as one of only five utility 

companies to pilot a national program called Troops to 

Energy Jobs. The program focuses on helping military 

veterans transition to careers in the energy industry. 

Already, veterans compose about 10 percent of the 

company’s workforce, and we value their skills, work 

ethic and service to our country.

To ensure we have the talent pipeline we require both 

today and tomorrow, we are taking a more in-depth 

look at our workforce needs, increasing the efficiency 

of our processes and developing new partnerships with 

educational institutions. In 2011, the company filled 

almost 1,100 positions with a combination of internal 

and external talent.

Pinnacle West/APS targets new employees from 

diverse sources, including students attending 

community colleges or universities or enrolled in 

vocational programs tailored for the energy industry. 

We work with Arizona State University, the University 

of Arizona, Northern Arizona University, local 

community colleges, area high schools and targeted 

local organizations to offer scholarships and career 

information. APS’s affiliation with the National 

Association of Colleges and Employers enables 

us to benchmark graduation rates; new-graduate 

compensation and other information that helps us 

compete successfully for talent. In addition, we sponsor 

an internship program that offers students real-world 

experience and can result in full-time job offers. (See 

the training section.)

labor Practices 
Committed to positive relationships with all employees, 

the company worked in 2011 to increase leaders’ 

understanding of how to work effectively with labor 

unions and our employee members. This included 

additional labor relations training and fostering an 

environment of candid conversation.

The company successfully negotiated a business-

focused contract with the International Brotherhood 

of	Electrical	Workers	(IBEW),	Local	387,	in	2011.	We	

also began preparing for discussions scheduled to 

start in late 2012 with the local chapter of the Security, 

Police and Fire Professionals of America at Palo Verde. 

Collective bargaining with the SPFPA is expected to 

conclude	in	early	2013.

Nearly	30	percent	of	the	company’s	employees	are	

represented by one of these unions. A negotiated labor 

agreement establishes the working rules and other 

terms and conditions of employment. The company 

believes in working cooperatively with unions where 

they are in effect and honoring the agreements we 

have made in our negotiations.

1,100
In 2011, the company filled almost 1,100 positions with a combination of internal and external talent.
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Pinnacle West and APS enjoy a healthy, mutual  

respect with the IBEW, and we have partnered  

to offer a multi-skill training program, a process to  

hire supplemental workers, a drug-free workplace 

program, an apprenticeship program, a driver 

qualification program and numerous safety projects. 

The union and the company often join in community 

causes, such as the Valley of the Sun United Way’s 

Community Service Fund campaign.

We respect the rights of our union employees to 

bargain collectively, and we strive to maintain  

positive labor relations and resolve issues quickly  

and with a positive outcome for both the employee  

and the company.

In September, a new three-year contract was ratified 
between APS and the International Brotherhood of 
Electrical Workers (IBEW), Local 387. The new contract 
represents a fair, equitable outcome that benefits 
our customers, the company and the nearly 2,000 
union members working primarily in Fossil Generation, 
Energy Delivery, Customer Service, Maintenance and 
Warehousing. 
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Employee Development

Apprenticeship, Internship and  
Other Training Programs

With an eye to our future workforce needs, we offer a 

variety of innovative programs to train, develop and 

engage talented women and men.

•	Fossil joint apprenticeships: Developed by APS and 

the International Brotherhood of Electrical Workers, 

Local	387,	this	program	trains	qualified	employees	for	

our fossil-fueled power plants. The apprenticeships 

provide on-the-job training for maintenance 

technicians, automotive/heavy equipment mechanics, 

maintenance technician-machinists and electrical 

and instrumentation technicians. In addition, the 

program provides classes through San Juan College 

in Farmington, N.M., Northland Pioneer College in 

northern Arizona and Education Direct (an online 

learning program). 

•	Energy Delivery and Customer Service 

apprenticeships: launched in 1948, this program 

trains men and women for a career in electric utilities. 

Apprentices receive statewide on-the-job training, 

along with trade-related classroom training. Upon 

successfully completing the apprenticeship program, 

apprentices can become journeymen linemen, 

electricians, poly-phase meter readers and mechanics. 

APS also has a utility tree worker apprenticeship. 

•	APS internships: This program and its scholarships 

introduce students to virtually every part of our 

business, from engineering and human resources to 

trades and information systems. We target students 

who are attending community colleges or universities 

or who are enrolled in vocational programs tailored 

for the utility industry. The company also works 

with Arizona State University, the University of 

Arizona, Northern Arizona University, community 

colleges, area high schools and local organizations on 

scholarship opportunities and career expos to help 

develop and hire the local workforce. The Pinnacle 

West law Department also has an internship program 

with Arizona State University, University of Arizona 

and Phoenix School of law. 

•	Electric utility technology program: We partner 

with Chandler-Gilbert Community College on this 

program, the first of its kind in Arizona. The two-

year program provides students with a foundation in 

lineman training, and participants who complete the 

program earn an associate’s degree in electric utility 

technology

•	Palo Verde apprenticeship and training programs: 

The Palo Verde Nuclear Generating Station provides 

apprenticeship and training programs for engineers, 

maintenance personnel, auxiliary operators and 

radiation protection personnel, as well as college 

internships across a variety of functions. Palo 

Verde has a longstanding relationship with Estrella 

Mountain Community College to develop curriculum 

and provide hands-on training at Palo Verde to 

build a skilled nuclear energy workforce. Graduates 

of the maintenance apprenticeship program gain 

journeyman certification upon graduating from 

this jointly administered program, while a two-year 

program of radiation protection technical training 

prepares students to work in the radiation protection 

field when they graduate.

•	Quest for Excellence: This Palo Verde-sponsored 

partnership with West Valley/Phoenix-area high 

schools enables students to participate in a seven-

week program of advanced math, including algebra 
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and physics. After completing the high school 

program, graduating seniors are eligible for the 

summer intern program.

•	Other accredited, certified training programs: 

Eleven nuclear training programs are accredited 

by the Institute of Nuclear Power Operations. 

Six craft apprenticeship programs meet state 

certification requirements. Environmental, health 

and safety training programs meet and exceed 

requirements of the U.S. Occupational, Safety and 

Health Administration, U.S. Environmental Protection 

Agency, U.S. Department of Transportation and 

Nuclear Regulatory Commission.

Employee Training

All employees must complete annual training in ethics, 

safety and environmental and business practices, 

averaging four hours per employee. Approximately  

70 percent of the company’s employees work in  

highly specialized craft, operations, technical, 

engineering and customer-service positions. 

These positions have annual job-specific training 

requirements that range from 16 to 400 hours  

annually. 

The APS learning Center is the company’s  

corporate leadership development center. We  

also have several dedicated training facilities,  

including a plant-specific nuclear control room  

training simulator; other power plant operations 

simulators; maintenance, electrical, instrumentation, 

chemistry, customer service, line worker and other 

technical training laboratories and equipment  

mock-ups. Employees have classrooms for  

instructor-led as well as computer-based training. 

70 percent 
Approximately 70 percent of company employees work in highly specialized positions.  
These jobs have annual job-specific training requirements. 
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APS 2011 Employee  
Safety Performance

APS Continues to Improve Overall  

Safety Performance in 2011

For the fourth consecutive year APS has decreased 

the number of recordable injuries, with an 11 percent 

reduction in OSHA recordable injuries in 2011 

compared to the previous year, and a 67 percent 

reduction compared to 2007. Not only did our safety 

performance improve in 2011 but it was our safest year 

ever. We achieved this improved safety performance 

in part by emphasizing employee participation in 

behavior-based initiatives. The initiatives served to 

focus our workforce’s attention on safety awareness 

and also minimize at-risk behaviors and conditions. 

Of course, while we use our safety statistics to 

track our performance, safety isn’t about numbers; 

it continues to be about people. It is the strong 

commitment to safety our employees take to work 

each day and out into the communities where we live 

and serve. Safety continues to be the overriding value 

that binds all aspects of our business. Along with 

accountability, integrity & trust, and respect, safety is a 

core value in our corporate Strategic Framework.

While our company continues to implement 

management and operational changes to achieve 

greater efficiency and productivity, these changes do 

not occur at the expense of the health and safety of 

our employees. We are committed to our employees 

returning home at the end of their shift in the same 

condition in which they arrived. 

Safety Goals

Our APS business plan includes a safety goal: to 

create a “zero incidents” culture and operating 

model through event free and injury free work. The 

performance metric for this goal is our placement in 

the top quartile of investor-owned utilities nationwide 

in OSHA recordable injuries. We achieved this goal in 

2011, placing in the top quartile of our industry based 

on Edison Electric Institute rankings.

Incident and Close Call Tracking

Safety-related incidents are reported through an 

electronic Event Notification and Tracking System. 

Every employee is strongly encouraged to also report 

all close calls. By evaluating close calls and making 

corrections when appropriate, we believe we can better 

identify potential problem areas before they result in  

an accident. 

Contractor Safety

We hold our contractors to the same level of safety 

as we do our employees. APS has a formal Contractor 

Safety Program and a Contractor Code of Ethics which 

contractors are required to meet.

A P S  S A F E T Y  

C O R E  VA l U E

I will make a personal and 
conscious commitment in 
my decisions and actions to 
ensure the safety of myself, 
my co-workers, our customers 
and the general public. Safety 
will always be my top priority.

22 percent
Our 2011 safety performance puts APS in the top 22 percent for our industry based on 
Edison Electric Institutes’ 2010 safety rankings (most current data available).
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APS Employee Safety Performance

 2007  2008  2009 2010 2011

OSHA Recordable Injuries

APS Total  177  108  97 65 58

APS Injury Incident Rate (AIIR)  2.49  1.52 	1.38 0.95 0.86

2010 Electric Utility Industry Average 	3.12  2.70 	2.32 2.37 2.06

2010 Electric Industry AIIR Top Quartile 1.00

Lost Work Day Cases

APS lost Work Day Total 61 47 36 18 19

APS Injury Incident Rate (lWIR)  0.86  0.64  0.51 0.26 0.28

2010 Electric Utility Industry Average 0.63  0.70 	0.63 0.61 0.55

2010 Electric Industry lWIR Top Quartile 0.25

Lost Work Days

APS Total 1636	 1198 641 352 636

APS Injury Incident Rate (SIR)  22.97  16.40  9.11 5.16 9.46

2010 Electric Utility Industry Average  25.59 24.25  24.25 19.48 18.50

2010 Electric Industry SIR Top Quartile 7.03

APS Fatalities 0 1 1 0 0

At this time, APS does not have accurate numbers for 

hours worked for every contracted job, so we cannot 

currently calculate injury rates for contractors. We are 

working to install processes that will allow us to better 

capture all contractor hours worked and to begin 

monitoring contractor injury rates in 2012.

In 2011, we had eight OSHA Reportable Injuries for 

APS contractors reported to us, with three lost-time 

accidents	and	53	days	of	lost	work.
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Global Reporting Initiative PNW Report Reference

Strategy and Analysis

1.1 Statement from senior decision-maker Executive Message

1.2 Description of key impacts, risks, and opportunities Management Strategy

Organizational Profile

2.1 Organization’s name Company Profile

2.2 Major products Company Profile

  Our Business

2.3	 Operational	structure	and	major	divisions	 Company	Profile

2.4 location of headquarters Company Profile

2.5 Countries of operation Company Profile

2.6 Nature of ownership Company Profile

2.7 Markets served including geographic 

 breakdown/sectors served/customers Company Profile

2.8 Scale of organization including number of  Company Profile

 employees, nets sales/revenues, total capitalization Economic Impact 

  Employment Profile & Diversity

2.9 Significant changes during reporting period Report Introduction

  Management Strategy

  Key Issues

2.10 Awards Awards & Recognitions

Report Parameters

3.1	 Reporting	period	 Report	Introduction	

3.2	 Date	of	previous	report	 Report	Introduction

  Archives

3.3	 Reporting	cycle	 Report	Introduction	

3.4	 Contact	point	 Company	Profile

3.5	 Process	for	defining	report	content	 Report	Introduction	

3.6	 Boundary	of	the	report	 Report	Introduction	

3.7	 Limitations	on	the	scope	or	boundary	of	the	report	 Report	Introduction	

3.8	 Basis	for	reporting	on	joint	ventures,	etc.	 Report	Introduction	

3.9	 Data	measurement	techniques	and	bases	of	

 calculations including assumptions Report Introduction 
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Global Reporting Initiative continued PNW Report Reference

3.10	 Restatements	of	information	 Report	Introduction	

3.11	 Significant	changes	from	previous	reporting	periods	 Report	Introduction	

3.12	 GRI	Content	Index	table	 GRI	Content	Table

3.13	 External	assurance	 Report	Introduction

Governance, Commitments & Engagement

4.1 Governance structure including committees Corporate Governance

4.2 Indicate whether chair of highest governance body 

 is also an executive officer Corporate Governance

4.3	 Percent	of	independent	directors	 Corporate	Governance

4.4 Mechanisms for shareholders and employees to provide 

 recommendations/direction to highest governance body Corporate Governance

4.5 linkage between compensation and organization’s 

 performance for members of highest governance 

 body/senior executives Corporate Governance

4.6	 Process	for	the	Board	to	ensure	conflicts	

 of interest are avoided Corporate Governance

4.7 Processes for determine qualifications and 

 expertise for guiding strategy Corporate Governance  

4.8 Mission and values statements, codes  Corporate Governance

 of conduct, principles relevant to economic,  EHS Policy

 environmental and social performance, and Management Strategy

 status of implementation Company Profile

4.9 Procedures of highest governance body for overseeing 

 economic, environmental and social performance 

 including compliance, codes of conduct Corporate Governance

4.10 Processes for evaluating performance of governance 

 body with respect to economic, environmental 

 and social performance Corporate Governance

4.11 Explanation of how precautionary approach/principle 

 is addressed by organization Corporate Governance

4.12 Externally developed, voluntary economic,  Corporate Governance

 environmental, and social charters, sets of principles,  Environmental Performance

 or other initiatives Community & Customers 

4.13	 Significant	memberships	in	associations	and/or	

	 advocacy	organizations	 Affliliations	and	Memberships

4.14 list of stakeholder groups Stakeholder Engagement

4.15 Basis for identification and selection of stakeholders 

 with whom to engage Stakeholder Engagement

4.16 Approaches to stakeholder engagement, including 

 frequency and type Stakeholder Engagement

4.17 Key issues raised through stakeholder engagement 

 and how organization has responded Stakeholder Engagement
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Global Reporting Initiative continued PNW Report Reference

Economic Performance Indicators

EC1 Direct economic value generated and distributed Economic Impacts 

EC2 Financial implications and other risks and 

 opportunities due to climate change Climate Change

EC3	 Coverage	of	the	defined	benefit	plan	obligations	 Labor	Practices

EC4 Significant government assistance Corporate Governance

EC6 Policy, practices and proportion of spending on  Supply Chain

 locally based supplier

EC7 Procedures for local hiring at locations of 

 significant operation Workplace Performance

EC8 Development and impact of infrastructure  Economic Impacts

 investments and services provided for public benefit Community Support

EC9 Significant indirect economic impacts Economic Impacts

  Supply Chain

Environmental Performance Indicators

EN1 Materials Used APS Generation

  Materials & Supply Chain

EN2 Recycled Materials Waste

EN3	 Direct	energy	consumption	 Supply	Chain

EN4 Indirect energy consumption Supply Chain

EN5 Energy saved due to conservation and 

 efficiency improvements Materials & Supply Chain

EN6 Initiatives to provide energy-efficiency or renewable  Renewable Energy

 energy based products and services Energy Efficiency

EN7 Initiatives to reduce indirect energy consumption Supply Chain

  Travel Reduction

  Demand Side Management

EN8 Total water withdrawal by source Water

EN9 Water sources affected Water

EN10 Water recycled and reused Water

EN11 land Use land Use & Biodiversity

EN12 Biodiversity land Use & Biodiversity

EN13	 Habitats	protected	or	restored	 Land	Use	&	Biodiversity

EN14 Strategies, current actions, and future plans for 

 managing impacts on biodiversity land Use & Biodiversity

EN16 Direct and indirect greenhouse gas emissions Climate Change

EN17 Other indirect GHG emissions Climate Change

EN18 Initiatives to reduce greenhouse gas emissions 

 and reductions achieved Climate Change

EN19 Emissions of ozone-depleting substances  

EN20 NO, SO, and other air emissions Air Emissions

EN21 Water discharge Water

EN22 Wastes Waste
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Global Reporting Initiative continued PNW Report Reference

EN23	Spills	 Spills	&	Remediation	Programs

EN24 Hazardous wastes Waste

EN26 Initiatives to mitigate environmental impacts of 

 products and services, and extent of impact mitigation Supply Chain

EN27 Products and packing reclaimed Supply Chain

  Waste

EN28 Compliance Compliance

EN29 Transportation Facilities & Fleet

Social Performance Indicators

lA1 Total employees Employment Profile & Diversity

LA3	 Benefits	 Labor	Practices

lA4 Percentage of employees covered by collective 

 bargaining agreements labor Practices

lA6 Workforce represented in health and safety committees Safety Performance

lA7 Health and safety rates Safety Performance

lA8 Programs to assist employees, families, or community  Employee Health & Productivity

 members regarding serious diseases labor Practices 

lA9 Health & Safety topics covered with unions Safety Performance

  labor Practices

lA10 Employee training Employee Development

lA11 Skills management and lifelong learning Employee Development

lA12 Performance and career development Employee Development

LA13	 Diversity	 Employment	Profile	

HR2 Suppliers and contractors that have undergone  Corporate Governance

 screening on human rights Supply Chain

HR3	 Employee	training	on	policies	and	procedures		 Corporate	Governance

 concerning human rights Employee Development

HR5 Collective bargaining labor Practices

  Employment Profile 

  Corporate Governance

HR6 Operations having significant risk 

 for incidents of child labor labor Practices

HR7 Operations having significant risk 

 for incidents of forced labor labor Practices

HR8 Security personnel trained on policies and  Corporate Governance

 procedures concerning human rights Employee Development

SO1 Programs and practices that assess and manage  Stakeholder Engagement

 the impacts of operations on communities Electric System Reliability

  land Use & Biodiversity

  Public Safety

SO2 Risks related to corruption Corporate Governance

  Ethics
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SO3	 Employees	trained	in	organization’s	anti-corruption	

 policies and procedures Ethics

SO5 Public policy development and lobbying Corporate Governance

  Ethics

SO6 Total value of contributions to political parties, 

 politicians, and related institutions Corporate Governance 

SO11 Community Engagement Corporate Governance 

  Community Support

PR1 Product health and safety Supply Chain

  Public Safety

  Safety Performance

PR2 Health and Safety regulatory compliance Compliance

  Safety Performance

PR3	 Sustainability	information	on	product	and	service	 Environmental	Performance

  Climate Change

  APS Generation

PR4 Product and service regulatory compliance Compliance

  Corporate Governance 

  Ethics

PR5 Customer satisfaction Community & Customers

PR6 Program for adherence to laws, standards, and  Corporate Governance

 voluntary codes related to marketing communications Ethics

  Environmental Performance

Electric Utility Supplement

EU1 Installed Capacity APS Generation

EU2 Number of customers Company Profile

EU3	 Length	of	transmission	and	distribution	lines	by	voltage	 Land	Use	&	Biodiversity

EU5 Planning to ensure short and long-term electricity  APS Generation

 availability and reliability Electric System

EU6 Demand-side management programs Energy Efficiency

EU7 Research and development activity aimed at  Electric System

 providing reliable and affordable electricity  Renewable Energy

 and sustainable development

EU8 Provisions for decommissioning of nuclear power plants APS Generation

EU9 Planned capacity against projected electricity  APS Generation

 demand over the long term

EU10 Estimated capacity saved through demand-side  Energy Efficiency

 management programs Demand Side Management

EU11 Estimated energy (MWh) saved through 

 demand-side management programs Energy Efficiency

EU12 Average generation efficiency by energy source APS Generation

EU13	 Transmission	and	distribution	efficiency	 Electric	System
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EU14 Biodiversity of replacement habitats compared to 

 the biodiversity of the areas that are being replaced. land Use & Biodiversity

EU15 Processes to ensure retention and renewal  Workplace Performance

 of skilled workforce Employee Development 

EU18 Participatory decision making processes with  Stakeholder Engagement

 stakeholders and outcomes of engagement Supply Chain

EU20 Contingency planning measures and disaster/ Public Safety

 emergency management plan and training programs,  Climate Change

 and recovery/restoration plans

EU22 Programs, including those in partnership with  Customers

 government, to improve or maintain access to  Stakeholder Engagement

 electricity services

EU23	Practices	to	address	language,	cultural,	low	literacy		 Community	Support

 and disability related barriers to accessing and  Customers

 safely using electricity services

EU27 Power outage frequency Electric System 

EU28 Average power outage duration Electric System

EU29 Average plant availability factor by energy source APS Generation
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