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Executive Summary

Xcel Energy implemented MissionMode’s Situation Center to 
improve their response to network outages.  The Situation 
Center combines an emergency notification system with a 
virtual command center for incident management. Since its 
introduction, the Situation Center has been implemented 
more broadly to greatly improve resilience and reduce 
risk across such functions as generation, transmission, 
distribution and reliability.  The Situation Center was 
configured to meet the needs of the utilities industry as a 
whole, as well as Xcel’s specific business needs.

About Xcel Energy

Xcel Energy is a major U.S. electric and natural gas 
company, with annual revenues of $10.1 billion. Based in 
Minneapolis, Minnesota, they have regulated operations 
in eight Midwestern and Western states. Xcel provides a 
comprehensive portfolio of energy-related products and 
services to approximately 3.4 million electricity customers 
and 1.9 million natural gas customers through four 
operating companies.

Regulatory Environment

Utilities such as Xcel Energy are highly regulated, primarily 
by States. Because utilities have a public obligation to 
supply energy, fines can be levied for even small infractions, 
such as not filing certain reports with 30 minutes of an 
incident occurring. Mobilizing teams and responding 
quickly become critical needs. 

“The company works with us; they don’t 
just hand us a system. It is flexible and 
simple enough to implement for all 
hazards across an Enterprise.” 
Sharon Borine – Director, Enterprise 
Continuity and Public Safety

Emergency Notification  •  Incident Management™

How Xcel Benefits
 � Improved resiliency
 � Increased response speed
 � Reduced risk
 � Improved inter-division 

communications
 � Created a more collaborative 

emergency response
 � Reduced human error
 � Created a framework for a consistent 

communication process

www.xcelenergy.com
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Fines can be steep, from around $50,000 for a 
small infraction to millions of dollars when they  
become more serious. At the extreme, California 
regulators are proposing a record $2.5 billion 
fine for Pacific Gas and Electric because of a gas 
explosion in 2010. 

Seeing the Need

In February 2006, record-breaking low 
temperatures forced Xcel to implement rolling 
blackouts that affected more than 300,000. In 
the aftermath of the blackouts, Xcel decided that 
business units were operating in silos and the 
company decided to integrate and standardize the 
separate reliability programs that were being used 
in different divisions. These divisions adopted a 
common reliability emergency response process 
and the company began searching for a tool 
that would improve communication, especially 
between divisions.

The company evaluated a number of emergency 
notification systems and they had a demanding 
set of criteria that included:

 � Easy to use and maintain without a large 
support staff

 � Driven by Xcel processes, rather than Xcel 
adapting to the software

 � Accessible from anywhere
 � Flexible enough to support diverse business 

areas
 � Cost-effective
 � Reliable and secure 
 � Good customer support

Xcel decided that they wanted software that is 
web-hosted by the vendor because that would 
meet their disaster recovery goals—a system 
that would work even if Xcel infrastructure is 
unavailable.

Choosing MissionMode

After a period of searching, they chose 
MissionMode’s Situation Center to meet their 
needs across the enterprise. The Situation Center 
is a combined emergency notification and 
incident management system that is accessible 

through computers, tablets and smartphones. 
It provides an emergency notification system, 
incident log, tasks management, team status 
monitor, documents library, and more. Alerts can 
be sent via voice, SMS text, email and fax.

Sharon Borine is Xcel’s Director of Enterprise 
Continuity and Public Safety. When she arrived 
at Xcel in 2007, the MissionMode system had 
been piloted within one department to better 
understand the opportunity its introduction 
would provide. Sharon spearheaded the effort to 
adapt the implementation to Xcel processes and 
extend usage across the enterprise. According to 
Sharon, “We re-designed the implementation and 
kept things simple, and it has been working for us 
ever since.”

How the Situation Center is Used

Xcel makes use of the Situation Center for both 
operational and emergency incidents. Incidents 
happen weekly, sometimes daily. Response time 
and effective communication are crucial. 

The company uses the Situation Center to 
send alert notifications for all types of hazards, 
including Reliability, Transmission, Generation, 
Electric Distribution and Gas emergencies that 
impact customers, as well as all emergencies that 
impact employees, such as site emergencies and 
IT incidents. 

Emergency messages are set up to define code 
yellow, orange or red conditions for each division. 
Templates contain pre-defined messages that are 
linked to the specific people who need to receive 
the alert. Since they use templates to launch 
alerts, Xcel rarely needs to change a message 
before sending it, so accurate alerts can be sent in 
a matter of seconds.

“The Situation Center needs minimal 
IT support and it’s easy to setup and 
manage.”
Sharon Borine

http://www.missionmode.com
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Each division has templates that are customized to 
their particular needs. The templates also include 
the options chosen for each alert, such as the 
types of devices to which the alert will be sent. For 
instance, some executives only want red alerts via 
phone and all other alerts via email. The reason is 
that many of their executives want all the alerts, 
but MissionMode allows the flexibility to handle 
the needs of non-operations executives as well.

When sending voice alerts, Xcel uses recorded 
voice—not text-to-speech—because instructions 
need to be very precise. With the Situation Center, 
they send different messages for each type of 
device in one alert—separate messages for voice, 
email and SMS text. This eliminates a ‘one size fits 
all’ approach to messages; the best message is 
delivered to each communications channel.

The Security Operations Center can send alerts on 
request, 24x7. Incident leaders and control room 
operators can also send their own alerts using a 
restricted login. Each person has access to only a 
specific set of templates, which greatly reduces 
the potential for human error.

Alert messages must fit regulatory requirements. 
The Situation Center is flexible, enabling Xcel to 
customize templates, messages and terminology. 
This ensures that the right message is delivered to 
the right people and devices within minutes.

Recipients can easily respond to a simple set of 
questions by phone, email or SMS text, providing 
information such as availability. For example, an 
Emergency Response Team might be asked if 
they can respond to a transmission emergency. 
Xcel tracks the responses in the Situation Center 

and they can send follow-up alerts based on the 
responses. Recipients can also press a button to be 
connected to a conference call, which is typically 
used for sensitive conversations.

Virtual Command Center

The Situation Center also functions as a virtual 
command center where teams can log information 
and access plan documents. For example, when 
Xcel’s intranet is not available, a log is used for 
backup messaging and people can access disaster 
recovery plans and procedures in the Resource 
Library.

Situation Center functions are segmented by 
division and by roles, ensuring that people will 
only see what they need to know. Authorized 
users can access multiple areas, or even all of 
them.

Xcel also uses the Situation Center for tests and 
exercises. It’s part of their everyday emergency 
process and they use it in 30 to 50 drills per year of 
varying complexity. It is also tested each week in 
Transmission Control rooms.

“The Situation Center needs minimal IT support 
and it’s easy to setup and manage,” according to 
Sharon Borine. She is very pleased that they have 
been able to adapt the Situation Center to fit their 
processes. The system is tailored to fit the needs of 
each division.

“MissionMode has greatly improved 
our resiliency, increased our response 
speed and lowered our risk. We have had 
no major issues since 2006; part of that 
can be attributed to process and part to 
MissionMode.”
Sharon Borine

Record Storms
In July 2013, record storms cut a swath 
across several Mid-west States in Xcel’s 
service area. Over 600,000 people lost their 
power due to storm damage. Service was 
restored to the majority of people within 48 
hours, and to the remainder within six days. 
No utility in the U.S. had restored electricity 
to that many people in that amount of time. 
Sharon stated that “MissionMode really 
helps us in these events.”

http://www.missionmode.com
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Emergency Use

Notifications are sent for all emergencies that 
will affect public service. The system is used to 
mobilize teams for critical reliability and enterprise 
emergencies. It is also used to send alerts to put 
people on stand-by for less severe emergencies. 
Higher severity events use Situation Center virtual 
command centers. In all events, response time is 
critical.

Operations Use

Xcel also uses Situation Center alerts for daily 
operations, such as emergencies that have an 
internal impact. For example, callouts when an IT 
system is down or for their Customer Care Center.

Nuclear Operations uses a Situation Center log 
to record notes for their daily due diligence 
meetings. According to Sharon, “I really like 
that everyone at different sites can see it.  Some 
utilities still use flip charts taped to walls in their 
Emergency Operations Rooms and that makes it 
hard to communicate to those outside.”

A Collaborative Emergency 
Response

MissionMode enables Xcel to have consistent 
communication processes across all divisions, 
reducing silos and creating a more collaborative 
emergency response. With the Situation Center, 
the company has automated processes so that 
all the right people are mobilized to deal with an 
incident in as little time as possible. Automation 
has also reduced human error, eliminating any 
uncertainty over which message to send to which 
recipients. Teams are mobilized faster and the 
Situation Center ensures that the right things get 
done.

A More Resilient Enterprise

When Xcel purchased MissionMode’s Situation 
Center, they got more than just a system. 
MissionMode became a partner with Xcel to 
ensure that the system meets the needs of 
the company. The Situation Center has been 
configured to the processes of each division and 
to utility industry standards, ensuring that the 
system successfully meets Xcel’s goals. 

Sharon says that “Two of the keys to why we 
use MissionMode are the tool’s flexibility and 
the partnership we have with the company. The 
company works with us; they don’t just hand us a 
system. The Situation Center has lowered our risk, 
sped up our response and given us a framework 
for consistent process and resiliency. It is flexible 
and simple enough to implement for all hazards 
across an Enterprise.”

Contact Us for More Information

Learn more about the Situation Center and the 
Situation Center Mobile app that enables you to 
coordinate a crisis using tablets and smartphones. 
Our other products include:

Smarter Emergency Notification
The Notification Center™ is built for mission-
critical enterprise use, yet it’s easy to use and 
manage. Intelligent, customized automation 
adapts to changing situations and ensures a 
successful alert.

Interactive Mobile Communication
EarShot™ goes far beyond ordinary notification. 
Communicate with rich, 2-way messages using 
text, forms, photos, documents, profiles and GPS 
location.

info@missionmode.com

www.missionmode.com

North America:
877.833.7763 (toll-free)  |  +1 312.445.8811

International: 
+44 203 021 1036
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“The company works with us; they don’t 
just hand us a system.”
Sharon Borine

http://www.missionmode.com



