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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
• 1.2 million electric customers

• 800,000 natural gas customers

IT: PSE’s Trusted Technology Provider

• FUEL the DIGITAL UTILITY



Customer Focus @ PSE – Get To Zero
PSE knows who I am and 

anticipates my needs.

PSE will proactively inform me of things I 

care about through my preferred 

communication channel.

I get the same accurate information no 

matter how I contact PSE and I know 

what to expect at every interaction.

I can easily locate the answers to my 

questions and resolve issues myself.

PSE makes and acts on commitments 

to its customers with confidence.

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



Credit to System Integrator

▪ Accenture Team was a critical partner in 
implementing the IWM Project. 

▪ Many great people from Accenture helped us 
through all 4 releases of IWM. 



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 
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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



Innovations – Click Schedule
Create Follow up work from Click

– Ability to Sys 
operators/Dispatchers to create 
follow up work without getting 
into SAP

– Task information is used to auto 
determine notification type and 
other info to create the 
notification

– Auto create work order for 
relevant scenarios



Innovations – ClickSchedule

Add and edit attachments on jobs

– Technical info critical for field 
are on documents and are 
specific for each job

– These documents needed to be 
attached in click when follow 
up work is created 



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

List Sorting
• Sort the work order list 

based on work category to 
better manage work load

Push Updates

• Emergency order create 
and update for certain 
fields are handled via push 
updates to inform the user



Innovations – Work Manager

Future Work Screen
▪ Additional screen build for 

showing future scheduled 
work such as upcoming 
appointments



Innovations – Overall Processes

Improve overall usability based on feedback from the end user

Scenarios

• Storm Scenario

• Awareness of safety critical 

Inter Department work nearby

Solution Continuous 
Improvement



EFR REGULAR WORK AND 
STORM SCENARIO - BEFORE



Old EFR Scenario – Step 1

This is the old 
PCAD screen. 



Old EFR Scenario – Step 2

This is also the 
individual job PCAD 
screen. 



Old EFR Scenario– Step 3
Old Time Entry 
process. 
Servicemen used 
OMS numbers in 
the time sheet 
then the 
Dispatchers had to 
create orders for 
these numbers in 
SAP the next 
business day and 
add them to the 
time sheet for the 
servicemen. 



Old EFR Storm Scenario 
This was a manual process.  Each region would have several Standing Work orders 
created, and there would also be one company wide work order.  The field workers 
would need to know what area they were working in and charge to the correct orders 
for that area.  There are different orders for each type of work: 

1. Distribution voltage work 

2. Transmission line work at or under 115 KV 

3. Transmission line work over 115 KV 

The EFR workers would charge their time on spreadsheets and the time admins would 
enter it into SAP. 



STORM SCENARIO - AFTER



Storm Scenario – Initiate Storm Mode
Declare Storm in 
relevant districts in SAP

• Sets up standing 
orders for that storm 
event

• Interface triggered to 
Click to update 
districts with an 
active storm

• Click Further auto 
updates any existing 
jobs in that district 
with storm flag in SAP



Storm Scenario – Execution in storm mode



Storm Scenario – Execution in storm mode



AWARENESS OF SAFETY CRITICAL INTER 
DEPARTMENT WORK NEARBY



Awareness of Safety Critical Inter Department 
Work Nearby

Gas and Electric 
workers at times work 
close by without 
being aware. This 
posed a safety issue 
because the of the 
nature of work.

Since our IWM 
solution was 
implemented for both 
teams their job 
information is in SAP 
and in Click 



Awareness of Safety Critical Inter Department 
Work Nearby

Enhancement in click 
helped use geo spatial 
information and job 
codes to identify 
safety critical for 
different department 
upon dispatch. This 
info was sent to SAP 
and then to work 
manager highlighting 
critical work, person 
on the job and their 
contact info on the 
map



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.

• Bill Esser

Shreyas Shah

SAP Sr. IT Analyst, Puget Sound Energy

Email: william.esser@pse.com

SAP Sr. IT Analyst, Puget Sound Energy 

Email: shreyassantosh.shah@pse.com


