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Key Outcomes
How PSE is working to provide a better experience for 
our customers by transforming the way we work 
together.

How PSE fuels the digital utility by transforming PSE 
Operations.

Share what we learn along the way and leave with tip.
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About Puget Sound Energy 
Headquarters: Bellevue, WA

• 3,000 employees

Service Area
• 6,000-square-mile service territory
• 10 Washington state counties 

Customers
• 1.1 million electric customers
• 800,000 natural gas customers

IT: PSE’s Trusted Technology Provider
• FUEL the DIGITAL UTILITY
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About Accenture’s Utilities Industry Group

+15,000
skilled utilities industry 
professionals

RELATIONSHIPS
with +200 of the world’s 
leading utilities

Access to wider SAP PRACTICE INVESTMENT
in differentiated capabilities

Working with 
9 of the 10 top utilities on 
the Global FORTUNE 500

Realworld OO 
Systems B.V. 

Industry executive 
FORUMS
Accenture International Utilities and 
Energy Conference (IUEC) 
Accenture Smart Grid 
Leadership Network

@Accenture_Util Visit www.accenture.com/utilitiesAccenture Utilities Watch our Accenture Utilities channel

Copyright © 2019 Accenture. All rights reserved.

+50,000 SAP practitioners

21 Liquid Studios and 17 Innovation 
Centers focused on SAP Solutions



Customer Focus @ PSE – Get To Zero
Guiding Principles
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Drivers for Change

SAP
One System of 

Record
Asset  Data

Customer Data
Work Orders

GIS Integration

• Enables self service (app, web, IVR, etc.)
• Allows for tighter appointment booking
• Provides visibility into status of requests
• Enables proactive notifications to 

customers about work status

Better Customer Experience
Customer Interface

• Assigns Work Orders to available and capable 
personnel

• Optimizes scheduling based on factors such as 
priority, location, skills

• Sends dispatched work to mobile device and 
SAP

Improved Scheduling
ClickSchedule

• Syncs scheduled work for field worker daily to 
mobile device

• Allows for easier, quicker time allocation at 
work order completion

• Provides visibility into real-time status of work 
orders

Mobility in the Field
SAP Work Manager

• Streamlines work orders, with tasks for 
different teams on a single order

• Increases visibility into status of jobs
• Move to a digital platform

Simplified Work Management
Notifications & Work Orders
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Laying the operational foundation

Optimizing work scheduling through automation 
based on defined business rules and priorities. 

Creating a mobile workforce
through state-of-the-art rugged tablets and ability to receive, 
record, and complete work  from the field

Streamlining the work lifecycle
with a simplified, proactive process for managing work, better ability 
to track costs, and real-time visibility into field operations 



Challenges & Opportunities
Challenges Opportunities



Innovations – SAP

Operations routed through 
Click and released to field

Notification

Operation

Work Order

Notification is created in SAP

Work order automatically  
created and routed to 
appropriate group

Operation

Operation

Work for multiple teams is tied 
to a single work order through 

operations

1

2

3

Operations completed in the 
field from mobile device

Work order updated in SAP

Existing 
Notification 
Type to New 
Order Type

Single 
Order

Revisit 
Operation



Scheduling Challenges

Paper 
Base 

Process

Manual 
Dispatch 
Process

bckloged PAPER DRIVEN

Individual 
vs. Crews

Variation 
Business 

Units
backlogged TRIBAL KNOWLEDGE

BACKLOGGEDVaried 
Geography

Dedicate 
Resources backlogged



Innovations – ClickSchedule
Polygons for ‘Huddle’ concept

– Mass Assign Polygons to 
Resources

– View Future Polygon Assignments

Display Return Reason Popup
– New form providing dropdown of 

reason codes to apply to 
operation(s)



Innovations – Work Manager

Visual Indicators
• Appointment with Date and 

Time of commitment to the 
customer

• Safety Notes maintained for 
the customer/premise

• Work Order Operation 
Status

• Local changes



Innovations – Work Manager
Material Detail Summary Form 

• Material listed by Work Order number
Material Sorted Summary Form 

• Material aggregated to see quantity



Innovations – Work Manager
Screens built for enabling 
end user to perform the 
meter install, remove and 
replace action

Highlights
• Obtain data that is already 

maintained in SAP with 
ability to edit if needed

• Capture GPS location of 
the install



Innovations – Work Manager

Improve overall usability based on feedback from the end user

Scenarios
• Collect Payment Process
• Meter Networking 

Services Disconnect Process
• Meter Ops – Meter Action 

Completion Process

Solution Continuous 
Improvement



COLLECT PAYMENT PROCESS - BEFORE



Collect Payment Process – Step 1

Take Meter Reading 



Collect Payment Process – Step 2

Navigate to the 
Notification Task  
Screen



Collect Payment Process – Step 3

Add a Completion 
task to indicate 
action taken in the 
field



Collect Payment Process – Step 4

Select the appropriate 
Code Group and Code 

This will enable the 
payment details fields



Collect Payment Process – Step 5

Maintain Payment 
information 



COLLECT PAYMENT PROCESS - AFTER



Collect Payment Process – Step 1

Complete the Meter 
Reading form by 
selecting the 
appropriate Code 
Group and Code 

Click on the “Collect 
Payment” checkbox



Collect Payment Process – Step 2

Automatically routed 
to Add Task Screen 
with prepopulated 
information 

Payment related fields 
will be enabled



Lessons Learned
Open Houses WorkshopsDevice Pilots

IWM HyperCare HubTraining Go-Live Weekend On the Job Training

An IWM “coffee chat” session



Summary

Job completion 81 % increasing

Meeting Appointments

Making Due Dates

Data Quality Improving

If Domino’s can do it to 
deliver your pizza,  so 
can we.

I believe this is the 
right way for PSE 
to go.

Full Adoption by 
Field Employees



Q&A
For questions after this session, contact us.

Speaker: Khanh Nguyen, Puget Sound Energy
Email: khanh.nguyen@pse.com
LinkedIn: Khanh Nguyen

Speaker: Jacob George, Puget Sound Energy
Email: Jacob.George@pse.com
LinkedIn: Jacob George

Speaker: Cesar Lucchese, Accenture
Email: cesar.Lucchese@accenture.com
LinkedIn: Cesar Lucchese
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Access the slides from 2019 ASUG Annual Conference here: 
http://info.asug.com/2019-ac-slides

Presentation Materials
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Take the Session Survey.

We want to hear from 
you! Be sure to complete 
the session evaluation on 
the SAPPHIRE NOW and 
ASUG Annual Conference 
mobile app.
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Let’s Be Social.
Stay connected. Share your SAP experiences anytime, anywhere. 

Join the ASUG conversation on social media: @ASUG365 #ASUG
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