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About the Speakers

Khanh Nguyen

SAP IT Technical Lead, Puget Sound Energy
Email: khanh.nguyen@pse.com

Bill Esser

SAP Sr. IT Analyst, Puget Sound Energy
Email: william.esser@pse.com

Shreyas Shah

SAP Sr. IT Analyst, Puget Sound Energy
Email: shreyassantosh.shah@pse.com




About Puget Sound Energy
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. Combined electric and natural gas service
Electric service

Natural gas service

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

|'T: PSE’s Trusted Technology Provider
« FUEL the DIGITAL UTILITY
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Customer Focus @ PSE — Get To Zero

- . PSE knows who | am and
Gwdmg PrlnC|pIes anticipates my needs.

PSE makes and acts on commitments
to its customers with confidence.

~

| can easily locate the answers to my
guestions and resolve issues myself.

| get the same accurate information no
matter how | contact PSE and | know
what to expect at every interaction.

PSE will proactively inform me of things |

care about through my preferred
communication channel.

ASUG
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Drivers for Change

Better Customer Experience

Customer Interface

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

Simplified Work Management

Notifications & Work Orders

Streamlines work orders, with tasks for
different teams on a single order
Increases visibility into status of jobs
Move to a digital platform

One System of

Record

Asset Data
Customer Data
Work Orders
GIS Integration

Improved Scheduling

ClickSchedule

Assigns Work Orders to availa
personnel

ble and capable

Optimizes scheduling based on factors such as

priority, location, skills

Sends dispatched work to mobile device and

SAP

Mobility in the Field

SAP Work Manager

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

ASUG




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

>
accenture

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




Laying the operational foundation

- - - - N - R - - S —— S e

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

' Schedule

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

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

ASUG




4/21/2022

SAP to Click and Work Manager Interface Overview
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Innovations — SAP

Work order automatically
created and routed to

Notification is created in SAP appropriate group

Notification

WO I k Ord er Work order updated in SAP

Revisit
Operation

SAP

Operations completed in the
field from mobile device

Single
Order
Work for multiple teams is tied

to a single work order through
operations

Existing
Notification
Type to New
Order Type

Operations routed through
Click and released to field




Innovations — Click Schedule

Create Follow up work from Click

New Work Order:

— Ability to Sys oy x| o |
operators/Dispatchers to create et | | et | |
follow up work without getting - : | \
into SAP

— Task information is used to auto | ‘
determine notification type and
other info to create the _
notification ctysrts [ Brerdate B owome [Fredne &)

— Auto create work order for pason Rsource: | A

*Task: [ v ]

relevant scenarios




Innovations — ClickSchedule

Add and edit attachments on jobs . — J

— Technical info critical for field ™™
are on documents and are e
S p e C if i C f O r e a C h j O b Display Name  File Name File Size File Type Time Attached  Uploaded By Comment Attached in SAP. Errors

No items found.

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

o) ) e ()




®© My Worklist (3)

Visual Indicators

e Appointment with Date and
I a L O R & Time of commitment to the
SAVALE BLIC llulN(;WJ“:\lYl!flﬂ ." ey . '.- - Customer

ORDOR # J000043013 / 0010

ORDER # 3000085702 7 0010

202 1TETH ST L K0 Mpeihg WA 90073

SPLE BUIC BALLING SNOUMEY AVITRE TESY
ORDOR » DOOOGKELDS / 0010

 Safety Notes maintained for
the customer/premise

e  Work Order Operation
Status

* Local changes

ASUG




Innovations — Work Manager

- D )
o - [ [
Acdine ss: [Sucaress]

Circasit s [ChHrcuset W)

Oercher & [Voric Oircles MNomrmmibes] 5 [y eermdiom e ]

Start: [Earty Stare] Erctc [Earby Erwcr]
STHC CEIMNE — CIPET IO (SO

LN s e Circasie s ([Chircuset w0
Hamndier: [Fandler PMaovel
Achcire s Puccness]
Orcher W Vworsc Orcker MMumiier] £ [Operaticm manmibeer]

Start: [Earty Start] End: [Earky Erd]

—
g

<>
<
—a=
(G

=
P LAPT Start] to REPT Emed]

=
) Work Execution - Detail

Work Order # 3000004146

DAMAMNGE CLAIM
0043 - Emergency / ODR - Odor Response

1000010532 - Steve236 PSE
14817 8th St E Sumner WA 98390
us

Emergency 1

MNotes and Attachments

Order Notes I Operation Notes [ Attachments I Supernor Order Notes

E4

@

EMERGENCY SECTION VALVE - INSPECTION m

Operation - 0200

00:00 - 00:00

HOLD Capture Inspection Result
4.00E+ 472021
14817 8th St E Sumner WA, 98390

10000287 - METER, GAS DIA W/AMR 250/275
6000008418 -

ML-AD-Mtr Loc TO BE DETERMINED

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

ASUG




SAP Work Manager with Meter Management 6.5.5

© Future Work

| If any changes are required please contact dispatch.

Start

1/20/2021 08:00
1/20/2021 11:00
1/21/2021 08:00
1/25/2021 12:00

End

1/20/2021 10:00
1/20/2021 13:00
1/21/2021 10:00
1/20/2021 14:00

Non availability reason / job description
DSCN DISCONNECT — MODIFIED SERVICE
TRAINING

DISC — SAP - DISCONNECT

SAFETY MEETING

Street

6506 NE 151= St

19900 North Creek Pkwy
16028 NE 28 St

19900 Morth Creek Pkwy

City
Kenmore
Bothell
Bellevue
Bothell

Handler
KLULOW

KLULOW

Future Work Screen

= Additional screen build for
showing future scheduled
work such as upcoming
appointments

ASUG




Improve overall usability based on feedback from the end user

i Solution Continuous
Scenarios

, Improvement
* Storm Scenario
* Awareness of safety critical @
Inter Department work nearby ‘\)

ASUG




EFR REGULAR WORK AND
STORM SCENARIO - BEFORE




Old EFR Scenario — Step 1

n

e T R e e — JobLst 3
Priority Job Type |SVC AREA E:I.K Order Circut ID L_nndjm ~ Handling OH/G Svc | Caller Mame _ Status Leades Stait Date EndD:
OUTAGE oum 151 7338041 MSI-24 5600 298TH AVE SE. PRESTON HANWRIGHT | Overhead DaMISN G 'WYLIE DISPATCH 9/8/2021 9/8./20
OUTAGE oum  |CEk2 7340001 ARD-13 14450 ME 3157 ST J105, BELLEVUE  |SOTO Overhead GINGER CERMAE, ONSITE SOTO, FRANE 910/202 9N/
OUTAGE oum  [152 #1211 Wis-12 660 ‘WILDWOOD BLVD S'W B18. 15540 |'WOLTER_M |Overhead LISA K. KAMM ACCEPTED 9410/2021 911/

This is the old
PCAD screen.




Old EFR Scenario — Step 2

DdadeD e e B onseaoze ors Job Order
CUSTOMER NAME CONTACT NAME JOB TYPE - Description
&= [GINGER CERMAK |GINGER CERMAK | OUTAGE FIELD INVEST =l
SERVICE ADDRESS CONTACT PHONE # START DATE END DATE
[14450 NE M1ST ST J105 [3603370430 [snozozr «| [snozn o)
cry Zip Code FRIORITY | 06:47:20 | |oa47:20 |
[BELLEVUE ~] [38007 |OUTAGE = WHEN:
.. CUSTOMER PHOME #  OMS or CIS ORDER # NOTIFICATION & TASK#  SAP ECC ORDER #
This is also the ‘el 73007 | I lawr
individual JOb PCAD MISC INFO | SYS/METERINFO  JOB DETAIL | REMARKS | ELECTRIC | GAS |
screen. OUTAGE FIELD INVESTIGATION AMI Meter Wananty End Date B
SERVICEMAN'S INSTRUCTIONS [ [YES 0672872021 —

GINGER CERMAK360337043014450 NE 15T 5T J105

~SYSTEM INFORMATION

CIRCUNT UMAP GRID SECONDARY WOLTAGE
|ARD-13 |R2s0s€E 102 |223560-167633 | =
Objects | | HazMat | . | | Peson | | Eguipment
Medical Crew/Apo Ack | ' ALl




Old EFR Scenario— Step 3

INDIVIDUAL DAILY TIME REPORT-ELECTRIC FIRST RESPONSE

. PUGET
Old Time Entry e e e @ SOUND
EMPLOYEE NAME PERSONMNEL COST CENTER TIME REPORTING DATE ENERGY

NUMBER
process. cEE—— o - 02.27-2019
Se rvicemen use d CIRE & I# E‘n':;rT:::;_ﬂ ADDRESS WORK PERFORMED s;;nwg:lc act| e "; TvPE | HRS |FROM | TO ::",;E :ﬂ_l:EE FTST:;; £
. MED-33 5308531 (9092 ME 39TH PL, YARROW PT QOUTAGE 5 aT2 | 2.00 | 001 2:00
OMS numbers in
. BELLEVUE LES SHWAB NEW TIRES AND PIC UP CHAINS 58806373 5 OT2 | 6.00 | 7:00 [ 13:00
t h e tI m e S h e et TOOL ROOM 58806371 5 aT2 | 2.00 | 13:00 ( 15:00
t h en t h e DUV-12 | 531050-1 |14907 275TH AVE NE, DUVALL OVERHEAD OUTAGE oT2 | 2.00 | 15:00 | 17:00
D i S p atc h e rS h a d to DUW-12 531056-1 14903 275TH AVE NE, DUWVALL OVERHEAD OUTAGE 5 otz | 200 | 17:00 | 18:00
WAY-13 5310791 (9206 ME 180TH 5T, BOTHELL TREE IN THE LIME OT2 | 2.00 | 19:00  21:00
create orders for _
TOL-16 5310821 [4204 REGENCY PL, CARMATION PART OUT W/ JEREMY JUA-02 OT2 | 3.00 | 21:00 | 23:59
these numbers in

SAP the next
business day and
add them to the
time sheet for the
servicemen.
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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.

ASUG




STORM SCENARIO - AFTER




Storm Scenario — Initiate Storm Mode

Declare Storm in
relevant districts in SAP [ syem tep o T

r

0. KE 000 TT 0%

Storm declaration

e Sets up standing
orders for that storm

eve nt | 19| @E@D Ej | o | TR ‘Updatestorm‘ | ‘Maintain Event‘
. Eh Event I Storm Name Current Status  Districc  Date Op Time Open Date clos Time close Rest due Storm Order - Distribution Storm Order - Transm less than 115k Storm Order - Transmission above 115kV Superior Orde
i I nte rfa Ce t r I gge re d tO 21 ASUG NOT OPENED  ECC 00:00:00 00:00:00
. 21 ASUG NOT OPENED  ISLAND 00:00:00 00:00:00
CI I C k tO U p d a te 21 ASUG NOT OPENED  KITSAP 00:00:00 00:00:00
. . . 21 ASUG OPEN KITTITAS 03/09/2 16:10:37 00:00:00 000593233930 000571018188 000571018150 0005932339
d I St rl CtS W I t h a n 21 ASUG OPEN NORTH KI 03/09/2 16:10:37 00:00:00 000593233924 000571018188 000571018150 0005932339
. 21 ASUG NOT OPENED  PIERCE 00:00:00 00:00:00
active storm 21ASUG  NOTOPENED  SKAGIT 00:00:00 00:00:00
21 ASUG NOT OPENED ~ SOUTH KI. 00:00:00 00:00:00
. 21 ASUG NOT OPENED ~ THURSTON 00:00:00 00:00:00
o CI I C k F U rt h e r a U tO 21 ASUG NOT OPENED ~ VASHON 00:00:00 00:00:00
21 ASUG NOT OPENED ~ WHATCOM 00:00:00 00:00:00

updates any existing
jobs in that district
with storm flag in SAP




Storm Scenario — Execution in storm mode

Grid &

Need engineering review

Disconnect/reconnect

Outage information

Set auto TRF

Additional forms

Completion details

Need vegetation investigation

- Sedect -

Dutage Cause - Sebect —

Was meter/service work performed
Were recordable materials used

Is a recording voltmeter recommended

*Distribution type = - Select -«

Additional work performed  Distribution type -« Select -

Crew materials list

*Serviceman's
comments

Need vegetation brush cleanup

- Sub cause - Select —

Yes Mo What action was taken
Yes No
Yes No

*Equipment type - Select -

" Equipment type | - Select -

Electric Form
@.

Storm

Install/modified Remove Replace

*Work performed | -- Select -

Work performed - Select -

o




Storm Scenario — Execution in storm mode

LEP W ol Mg - L Lirubcpirae o

Date
1/19/2020 Gal
Work Order Operation
NONE-
Storm - Distribution : District Skagit

Start Time End Time Hours Minutes

08 00 09 DO " -

Abs/Att Type Classification/Level
REG - Regular Attendance Hours

Premium

Sign Off

Figure 3 — Storm Selection on Add Time Entry Screen Osm




AWARENESS OF SAFETY CRITICAL INTER
DEPARTMENT WORK NEARBY




Awareness of Safety Critical Inter Department
Work Nearby

Gas and Electric - Voo
workers at times work L k. ~ \
close by without . 4 . y
being aware. This / , \

posed a safety issue ," ;' (I% \
because the of the : ) GeR ]
nature of work. :

Since our IWM \ ¥, N i

. N / /’
solution was % T " & Alert in Work
implemented for both \ .* Manager

teams theirjob ~ Toe---
information is in SAP

and in Click C|SUG




Awareness of Safety Critical Inter Department

Work Nearby

Enhancement in click Work Order Operations

helped use geo spatial ORDER # 3000718941/ 0020 o
information and job 0000 e 0o

codes to Identlfy 775 NW GILMAN BLVD, C13, Issaquah WA 98027 m

safety critical for MISCELLANEOUS REQUEST

MO025 - Complex Elec - Investigate Billing Regst

different department Figure 4: Workiist Icon

upon dispatch. This ol T T
info was sent to SAP R ¢ e j
and then to work % ???

manager highlighting
critical work, person
on the job and their
contact info on the
map




Open Houses Device Pilots Workshops

Training Go-Live Weekend IWM HyperCare Hub On the Job Training

?iﬁ 1*""’.4 Ao ““Qp | o i iy 1l




Summary

Meeting Appointments

Data Quality Improving

Job completion 81 % increasing

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

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




Q&A

For questions after this session, contact us.

e Bill Esser

SAP Sr. IT Analyst, Puget Sound Energy
Email: william.esser@pse.com

Shreyas Shah

SAP Sr. IT Analyst, Puget Sound Energy
Email: shreyassantosh.shah@pse.com




