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1. Summary

Achieving business value through the deplament of network operations management
technology is achievable World-classdistribution utility organizations are realising
significant savings viareduced operating costswvhile simultaneously increasing revenue.

LET Systemss assisting distribution utilities to achieve these goals and the results are
being measured against ROI payback targets which are between 12 and 24 months on
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average. These ROI measurements do not include many other benefits to the utility and its
customers which are difficult to measure or are unquantifiable e.g. improved customer
service.

Software Solutions for Utilities

LET Systemslelivers a comprehensive suite oproven applications,A 2 %3 0 /,to $ A
address a wide range ofjlobal distribution utility industry specific requirements.

A 2 %3 0 / is ratle up ofa number of modules which can be deployed individually or in
unison to meet the requirements of utilities.

Incorporating best practices based otommon operational objectives andchext generation
software technology LET is assisting utility organisationsd achieve their operational gals
for a fraction of the cost of alternative approaches.

LET is helping utilities to reduce costs and increase revenue by a variety of means;

Better Utilisation of field resources

Provide Control Centre Staff with Tools andime to be more effective
Improved Performance / Regulatory Metrics

User Friendly Solution

Best of Breed Business Processes

Better Customer Service

Deliver more Billable Energy

Reduced Planned Maintenance Costs

. Reduced Call Centre Costs

10. Reduced Staffing Bquirements during major incidents
11.Reduced IT CTO via next generation Architecture and Technology
12. Multi-Franchise Capable electricity, water, waste water and gas
13. Easily Localised

14. Standard and Certified Integration Capabilities

15. Customisable

16. Data Quality \alidation and Improvement

17. Auditable Regulatory and Management Reporting

18.COTS Product Strategy

19.1EC61968 CIM Compatible

20.LV switch recording for fine granularity on Customer Minutes Lost

©CoNoGOA~LNE

2. Introduction

A primary concern on the minds of many utility company exeutives is how to
improve the AT | B Apetibém@nce against regulatory imposed indices and
streamline their approach tothe management of the network while at the same time
reducing the cost of operations and increasing the revenue from the network.

In amore competitive global economy with price sensitive customers, return on
investment is more important now than ever before. The deegulation within the
industry and fall in the stock market has caused many organizations to-&valuate
their thinking and approach to technology investment.
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World-class utility organizations are seeking to achieve businesslue through
network efficiency initiatives. Through automation, theseorganizations are
achieving tangible, bottomline benefits through processmodifications, reduction in
outage restoration times, improved collaborationacross multiple departments and
within multi -utility franchises, and lower cost ofownership achieved with offthe-
shelf solutions. All of which directly impacts thebottom line.

Software Solutions for Utilities

This document highlights the results of industry research showing that systems like
A 2 %3 0 /candimiprove performance, accelerate deployment and enable utility
companies to reap the benefits of standardized solutions for Network Operations
Management, in particular IncidentOutage Management. In addition to these
benefits, it was shown ttat LET Systemgroducts and services helped reduceostly
downtime and reduced risk for customers.

Our findings revealed that our customers realized returns on investment (ROI)
above expectations. Initial investments yielded payback periodsf between 12and
24 months of deployment, providing returns covering all investment costs well
within the business case scenatrio.

The goal of thisdocumentis to address the business value of Network

Operations Management systems such &2 %3 0 /and%e%amine the impacbn

cost of ownership. This documenexamines the issues and challenges withirritical
lines of businesses within most utility companies and identify the associatezbsts

and benefits typically incurred for enterprise deployments related toA 2 %3 0 /. . $

The paper will also highlight the economic benefits of the strategic architecture
adopted byLET Systemsand examine its effectiveness now and for the futuréJpon
review of this document, you will gain insight to the relevantcosts andassociated
benefits of Network Operations Management and how ROI is achieith real
bottom line results.

This document is divided in three areas;

(1) Overview of A 2 %3 0 / Mogiukes.

(2) Identification of areas of Cost Saving and Revenuechease by deploying
A2%30/.. $A

(3) Example ROI cases from & 2 %3 0 / cusomers.
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3. Descriptionof A2 %30/ . $

Software Solutions for Utilities

Overview

LET Systemgan help organizations achieve significant cost savings through the
implementation of a standard off-the-shelf solution. How is this possible?

Traditional Utility companies have custom developed stand alone systems, referred
to as islands or silos of information. Although, successful in the short term they were
expensive to maintain and did notallow for organic growth across the enterprise.

$00ET ¢ OEA pwwndO 1 AT U OOEI EOEAO AGDPOAOOAA
systeny they wanted a total solution to do everything involved in identifying,

issuing, managing and reporting on work on thelistribution network z a network

operations management system.

Unfortunately this solution was not and, contrary to many marketing statements, is

still not available today. What is available to meet this demand however are

integrated solutions of COTSGommercial Off The Shelf Software) vendors. These

are proven solutions, which have been implemented together successfully and

which are meeting the business process requirements of sophisticated utilities on a

daily basis. These solutions are providedybcompanies like SAP, SIEMENS an@T

Systems

, %4 AACAT 1 EZA AO A AAOPT EA O Z#OxAOA AAOAI
/| 0O EAEOOO POl AGAO xAO A %l AAOOEAEOU $EOOOE
solution. As a result of ongoing custoer engagement we have developed a series of
software modules which can be deployed individually or in unison to solve specific
operational requirementsz A2 %30 /.. $1

eRESPONDiIs a functionally rich modular solution to the outage and incident
management requirement of utility distribution companies. The system allows user
to effectively manage the planned and unplanned outage / incident identification
and rectification process while providing timely and relevant information to all
stakeholders.

This Off the Shelf product has been built on next generation technologies and
DOl OEAAO OAAOAAA AT OO 1T £ 1 x1 AOOEED AAT AEZ£EOD
investment.

A 2 %3 0 /cenfréls around the core attributes of an OMS and enables a distribution
utility to manage the network and related work to meet management, regulator and
customer requirements. This solution has been designed form the ground up to
effect cost saungs and improvements in efficiency and performance on a daily basis.
The solution is built upon years of learning about best practice in business
processes in utilities all over the globe and places the right information in the hands
of the user when and vhere required to ensure better decision making.
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The solution comprises several modules which can be deployed in unison or
individually:

Software Solutions for Utilities

1. CONTACT
2. NETWORKMODEL
3. PREMISE
4. EVENT
5. SPATIAL
6. SCHEMATIC

7. WORK

8. RESOURCE

9. INTEGRATION EXCHANGE
10.REPORT

eRESPOND ™

CONTACT SCHEMATIC “
NETWORK
e N n
o “ i

INTEGRATION EXCHANGE lIX)

EAI or Point to Point
oo | om ]
N
[ vowe ||

The following section highlights each module and briefly explainsome of the key
functionality provided by that module.
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Software Solutions for Utilities

Contact

This module allows a caHltaker to record specific details of a customer complaint or
information from a norgcustomer (e.g. witness to a etwork event) which forms the
basisof a Trouble Ticket. This advanced trouble call module provides a host of

informaton 0T OEA AA1 1 OAEAO AO OEA OEI A 1T &£ OEA

Immediate Customer Feedback z At the time of taking the call the
customer isidentified, if that customer is part of a current known event then
the call taker can relaythe latest information regarding the Event and the
OnOOEI AOAA 4EI A thHateveat AonGnformatidrAwditn tHe 6
Trouble Call Screen.

Immediate info rmation for the Call Taker Zz The system informs the user if
this customer has phoned in previouslyaccount status .e.g. have they been
disconnected due to non payment of billsf they have been taken off supply
for someother reason,or if they were notified of a planned event(e.g. a
scheduled outage in the power supply).

Identification of VIP / Special Needs Customers Zz The system identifies
customers with medical needs and other customers who require priority
servicez incidents impacting those custoners are prioritised.

Data Gathering during a call z Atrouble call is often the only time many
customers will phone a utilityzE/Z&A EO EOT 60 AOOU EI
be used to update and cleanse some data regarding the custorger
eRESPONR facilitates this.

Call Backs z eRespond can record requests for call backs form customers for
specific information e.g. when the status of an event changes and can provide

information to the IVR for automated call back orfor use in the call centre for
manual call bacls.

4EA OUOOAT OOAAEO Alil AOGAT 06 AO PAOO
one premise to another within the network, giving a single view of that customer
history with regard to service delivery.

The CONTACT module providesther enhanced functionality which is critical to the
improved customer service and effective operation (reduced cost) of call taking
operations....

1 Integration with CLI (Caller Line identification) can be used to prgoopulate a

AOOOT i AObd O hdishrérA Eefol® a tiimah lope@tor is engaged on the

call. (assumes deployment of IX)

1 Integration with IVR (Interactive Voice Responsefan be used to provide up
to the minute information on outages affecting customers as the call without
the intervention of a human operator.
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TheCONTACTmodul e is highly configurable to ea
including the ability to use customised trouble codes, mandatory fields, capturing of free

text, capable of serving the needs of Distribution companies in degulated

AT OEOTT1T AT OO xEI OA AAI T AOO I AU Ad&d 11 Cc O i

Software Solutions for Utilities

Page8 of 44



LET

Software Solutions for Utilities

Network Model

This module enableghe distribution utility to create, view, search andmaintain a
complete Network Model from aistomer to primary transformer to power source.

The Model is CIM(IEG51968) compliant and provides several standard interfaces to
provide information to, and obtain information from, third party systems.
Specifically the Network Modelmodule is comprised of 4components:

1 The Network Model Builder

1 Network Mo del Topology

1 Network Model Searching and Viewing

I A suite of Standard Interfaces and APIS (requires IX module)
4EA . AOxT OE -1T AA1 " OEI AAOS

)1 OEiIi PI A OAOI O OEA O" OEl AAOdaMotd dithe® AT U O
Network in A 2 %3 0 / viadiformation available from a variety of systems and

sources. The buildemperforms validation of the model for several quality criteria

such as islanded networks.

Where information is not available, or insufficient information is available for
example,in the instance of determining where customers are connected to the
network), LET can provideseveral tools for intelligently approximating this
information.

$SEAEAOCAT O . AOxT OE -1 AAIl O8
The system is designed taccommodatemany network topology models such as
Radial,Mesh or Ring and willmodel the data across the networkrom EHV to meter.

. AOx1 OE -1 AAl 3AAOAEET ¢ AT A G6EAxXET CS8
The Searching and Viewing Module allows customers to search tNetwork Model
for customers, devices, sites and tolter the results in any way the user wishes.

The user can then view théNetwork in a format most suited to understandingthe
information being presented

Tree View (Directed Acyclical Graph)

The tree view displays a network hierarchy of devices and custoers
connected tothose devices. This tree view is not only useful ianderstanding
device to device connectivityin the network, but also to get a graphical view
of which customers are connectedo which devices in the network. Rings /
Loops are represengd by repeated devicdDs and graphical symbols.This
view is also colour coded to show switch status and to identify rings in
network.
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2 Find Device - Microsoft Internet Explorer EX]

B ToubkCol Bramse Wetwork Ewets Work Besoucs Seport Optiors Adun b Admintrtee |

matches found W B 200 ¥ fests per page

Local Firaret

Thenetwork tree view is popular with users for its ease of use )

Schematic View (assumes use of schematic module)

The schematic view displays device connectivity in a topological format and

hence showshe hierarchy and any related rings in an accurateormat. The

schematic view is colourcoded to show the current state of the network,

based on the latest telemetry infomaton AOAET AAT A8 1 O1T 1 Of Al
schematic is also available.

2 Schematic - Microsoft Internet Explorer, [BEE
286 a P ———

Schematic

ingDOZ* - RingP.
witch

e [Circut it Breaker .
ingPrimaryCircu

lose
oo
... 0.0
oo

<

The Schematic View Symbology and colours are configured per utility
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GIS/SpatiaI VIEW (assumes use of spatial module)

The spatial view displays network sites including customer premiseand
their related connectivity on a spatial display providing all of the standard
functionality such as panningn the map, zooming to differentscales.

Software Solutions for Utilities

eRespond can display different levels of details on the spatial view depending
on the data availabé includingz cables, other network topology, regions etc.

3 htp://localhost:7001/eRespond/spatial/showSpatial. do?oid=27-479288_1fitype=device - Microsoft Internet Explorer

208

o
= 282310 Renunst Ve

i = ronaa i
The Spatial View displays incidents, resources etc.

30AT AAOA ) T OA O dEhAmbs AcortheAhodey ! 0) O8
The network model is complimented by a suite of Standard Interfaces and APIs fo
severalthird party systems. These Interfaces facilitate:
1 other systems being the master of certain data and updating this data in the
network modelin A2 %30/ . $ A
{ the network modelwithin A 2 %3 0 / beldthe master of certain data and
providing updates to othersystems
9 allow other systems to access functionality on the network model such as
searchingvia simple APIs.
These Interfaces also ensure that thimvestment of time and effort building the
network model is future proofed
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Premise

This module provides all of the necessary functionality for the management of

Software Solutions for Utilities

premise and customer information relevant to a distribution company.
includes connections management and premise to network connectivity.

Users are able to maintain customer, premise and priority service datéspecial

needs), throughout the life-cycle of the premise connection.

Propozed

Being
Connected

Initial
Supplier
Registration

Fervce Fitted

Meter Fitted

Premise

Conneced Disconneded

A 2 %3 0 / proSides facilities to:

Add new properties.

=4 =2 =4 -4_8_4_4_4_-2._-2

The potential business benefits provided by the Premise and Customer Management

Module include:

= =4 =4 -9

Connect new premise to the network.
Disconnect properties.

Change property address details.
Change customer contact details.
Change premise occupancy details.
Register customer priority services.
Register Key Account information.
Change customer priority services.
Allocate passwords to a customer / premise.

Premis= E neryisation D ECUpEncy
Changes Changes Changes

Supplier
Changes

E nergized

D e-enetyised

existing and (where known) future systems.

1 Support the Outage Maagement activity by providing premise
information to assist in identifying relevant resources and correctly

prioritising them to an incident.
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Record the events that generate the histy of a premise.
Identify the potential risks associated with premises.

Help meet regulatory and licence conditions.
Provide a single source of premise related data and events as required by
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1 Provision of simple load information to support the development of the
network.

Provide usage information to conplete regulatory accounts.

Provide the history of the lifecycle of a connection point.

Track customer history separate to premise history.

Assist in meeting agreed service level agreements by providing
information to help in planning outages.

1 It also identifies the worst served customers on the network.

Software Solutions for Utilities

= —a - -
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Event Management

The EVENTmodule consumes all event information in reatime from trouble calls,
telemetry systems (SCADA, AMI etc.) , user input etc., it themalyses that
information using the network model and unique algorithms. As a result of this
analysis the EVENT modul@entifies and prioritises problems on the network
which need to berectified.

This module also gathers together all call / trouble tickets and telemetry
information together into the identified event to make it easier to manage the
volume of information the user is presented with. The information for each
individual call or telemetry alarm is maintained after they are grouped together.

The Event Module
The EVEN module will then create a work order either in theA 2 %3 0 / WARK

module or in a third party application such as SAP PM, or Click Schedule to begin the
process of resolving the incident.

After each and every incident has been closetld EVENT module creates a detailed
report to facilitate regulatory reporting and future asset maintenance planning.

This module includes functionality to:
1 Perform Extensive searching of current and historic events on the network
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