METERING

By Cathy Tough

Canadian utilities are undergoing a
fundamental change. Similar to what
telephone companies went through in the
1980s and 1990s, they need to deal with
a shrinking workforce while looking to
optimize costs, reduce environmental
impact, and deliver more and differenti-
ated products and services to an educated
and sophisticated customer base.

At the same time, the “consumeriza-
tion” of energy is becoming a growing
trend in utilities with the increased con-
cern for the environment. Consumers are
becoming more active participants in the
energy delivery network by engaging in
energy efficiency programs and deploy-
ing renewable distributed energy
resources, sometimes regardless of the
financial incentives to do so. In fact,
Gartner estimates that 35 per cent of new
and 15 per cent of existing residences in
North America will participate in energy
efficiency programs by 2015.

Utilities also need to contend with
aging infrastructure, which has increased
the demand on information technology
(IT) to better monitor, diagnose and
report on the performance and reliability
of existing assets.

With the current volatile economy, it
is important for utilities to incorporate
smarter technologies — such as advanced
metering infrastructure (AMI), mobile
workforce management, customer self-
services and intelligent network manage-
ment — into their corporate and opera-
tional infrastructures and better manage
increasing regulatory demands from a
variety of sources. These technologies
help deliver cost reductions that may be
passed back to consumers and also help
utilities enhance environmental steward-
ship.

Take AMI as an example. AMI solu-
tions are expected to bring the utility
industry one step closer to one of the
most important technological challenges
it faces over the next decade — imple-
menting and integrating smart meter
technology to provide energy more intel-
ligently and efficiently.

MAKING THE MOVE
TO SMARTER TECHNOLOGIES

AMI automates the transfer of ener-
gy and event data and enables bi-direc-
tional communication between utility
back-office systems and utility assets in
the field. Utilities can read meters
remotely on demand, eliminating incor-
rect readings and reducing travel time
and costs.

AMI moves along the increased
adoption of services-oriented architec-
ture (SOA). Previously siloed business
and operational applications can now be
seamlessly integrated to deliver end-to-
end business process enablement. This
move towards a process-centric organi-
zation can help utilities improve effi-
ciency and lower the total cost of IT by
eliminating costs associated with main-
taining disparate and often redundant
applications to perform similar func-
tions.

As the economic turmoil continues,
utilities will have to learn to do more
with less.

In addition to the operational effi-
ciencies AMI presents, AMI enables
utilities to provide improved and flexible
self-service customer service options,
such as pay-as-you-go and time-of-use
rate tariffs, by delivering greater trans-
parency to the consumers’ energy usage
and price of that usage.

Ultimately, the reduction of IT costs
and increased efficiencies and flexibility
AMI delivers can help utilities to
increase bottom-line revenues while
improving customer service.

To take advantage of smart technolo-
gies such as AMI and meet the increased
demands in customer billing processes,
Canadian utilities need to look into
another important technology — the cus-
tomer information system (CIS). A CIS
is a very large and integral enterprise
application for utilities that primarily
supports customer-facing functions,
including account maintenance, order

processing, billing, credit and collec-
tions, and accounts receivable.
Sophisticated and extensible CISs sup-
port integrated business processes that
span across various enterprise systems,
including work and field service manage-
ment, outage management, and asset
management systems.

While cost is a major consideration
for utilities in moving forward with infra-
structure projects, and CIS represents a
significant chunk of a utility’s IT invest-
ment, Canadian utilities are increasingly
looking to invest in CISs to strengthen
their operations and deliver improved
services. A recent poll by U.S.-based
UtiliPoint International revealed that 60
per cent of the Canadian utilities sur-
veyed plan to replace their current CIS in
the next four years, with 34 per cent plan-
ning no replacement before 2013. Many
said they needed to make the switch to
simplify their IT, better manage risk or
because their current system was reach-
ing end of support life. Almost half (49
per cent) noted their principal reason to
switch to a new CIS was to support new
product and service offerings. The study
polled 40 Canadian utilities of all sizes,
both private and publicly-owned and pro-
viding one or more commodity — elec-
tricity, water and/or natural gas.

In addition to pursuing CIS projects,
Canadian utilities will be putting their
efforts into renewing other legacy busi-
ness systems such as enterprise resource
planning, workforce management, enter-
prise asset management and geographic
information systems over the next few
years. Utilities will also focus on inte-
grating customers’ AMI assets with back-
office systems and improving enterprise
and operational data consolidation and
reporting.

As the economic turmoil continues,
Canadian utilities will have to learn to do
more with less. While Canadian utilities
have always been conservative in their
spending due to the public regulatory
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“Always enjoy your magazine.”
Ashley LeBel, Hydro One Networks Inc., Peterborough,
Ontario

“I just have to commend you on a fine journal. Your arti-
cles have been most informative, especially all those detail-
ing trends and new alternative power technologies. Keep up
the good work and many thanks.”

David Mayzes, Electrical Systems Officer, Fleet
Maintenance Facility CB, Malahat, British Columbia

“Electricity Today magazine has a lot of information and
keeps me updated. Thank you.”

Oscar Rojas Pinon, Control Panel Designer, Enerflex
Systems Ltd. — Syntech Division, Calgary, Alberta

“Your publication is invaluable in keeping abreast of cur-
rent products and associated information.”

Michael Shea, Electrical Safety Officer, City of Victoria,
Victoria, British Columbia

YOU SAID IT...

“Thanks for a great magazine. It is an important way for
me to keep informed on industry developments. I especially
like reading the editorials about the future of the electrical
generation industry.”

Mel Smillie, Project Engineer, Bruce Power, Tiverton,
Ontario

“Quality magazine. I cover Fort McMurray (all industri-
al based)... every electrician I visit has a copy of your maga-
zine on their desk.”

Douglas Baker, Senior Service Technologist, Eaton
Power Quality, Ft. McMurray, Alberta

“Your articles are very informative. Great Job!”
Sonny Punzalan, Power Engineer, City of Roseville
Electric Department, Roseville, California

“I enjoy your magazine, and find the articles very infor-
mative and relates to our industry.”

Daryl Shonaman, VP of Engineerng Operations, Saint
John Energy, Saint John, New Brunswick

Smarter Technologies
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review process in place in most provinces, capital spending
towards modernizing aging energy infrastructures will under-
go even greater scrutiny by the utility management boards and
public utility review boards. To justify any new capital spend-
ing on technology or business applications, the technology will
need to be leveraged across the enterprise to achieve the
expected rate of return. Leading utility vendors recognize this
shift in decision-making and are focusing their efforts on solu-
tions that address the business needs of various business
groups within the utility — creating greater integration and low-
ering total cost of ownership across utility processes and sys-
tems.

Adopting new-generation solutions may seem to require a
lot of resources, but these systems deliver long-term benefits
that justify the investment. These systems can help utilities
achieve end-to-end process transparency, integration across the
enterprise and enable easy, cost-effective adoption of new
technologies such as AMI. With the significant cost reductions
and improvements in customer service expected from these
smart technologies, utilities can increase their responsiveness
to customers’ changing needs and become successful utilities
of the future.

Cathy Tough is National Director, Utilities, at Toronto-based
SAP Canada Inc., which provides business software, consult-
ing and educational services for utilities of all sizes in Canada
and worldwide. For more information on the SAP® for
Utilities solution portfolio, visit www.sap.com/canada/indus-
tries/utilities.
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