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Is the utility industry at the centre
of a digital shift?

In this second whitepaper of our serieis

we delve deeper into digita
transformation within the Utility Sector. Here we outline t
success of a digital transformation programme and
correlationwith a deep understanding eilue streams anc
customer journeys. We will touch on an approach we h
developed and used with several of our customers in a va
2F AYRdAzZZGNE aSOG2NBR® ¢CKAaA
call Solution Canvas.

Digital transformation is now aadly used term, and in man
ways is losing its core meaning. In our view, technology i
SylFrof SNI odzaAySaaQ ySSR F2N
and effective. However, at the heart of the business is
value that is derived from its output tamth customers and
employees. And it is this area that gets lost in many di
transformation projects.
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Trends in customer satisfaction levels for utilities in Ireland

In February 2022, theo@mission forRegulation ofUtilities (CRU)eleaseda document summarising research they undertookTome attitudes and
experiences of domestic and SME electricity and gas customeiaimul [Thisfascinatingesearch contains several illuminating results, espeoiatly delving
deeper into the findings.

One such finding washeeadlineKPIrevealng the overall level of satisfaction frodomestic and SME customers with thegdtail energy providers. For the
past four years the \els of customer satisfaction a steadily declined and ngvor most electricity supplierare significantly lower than they were in 2013.
The following is an &act from this article.

Vulnerable Online Sample n = 68 Vulnerable Online Sample n =48
E|Ectricitv Total satisfaction 85% (72%) Gas Total satisfaction 85% (81%)
Overall satisfaction by current supplier Overall satisfaction by current supplier
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Fig 1¢ overall satisfaction with domestic electricity and gas supliéRU Findings from 2021 research on attitudes and experiences in gsticdand
SME electricity and gas markets in Ireland
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Given that the Irish electricity market only opened to domestic retail competition in 2012, this result is very sumuisiogld/imagine that introducing a
choice of Energy Retailers and their dality to offer new and innovative products and services would be increasingly positive in the eyes of consumers,
especially as the competitive market matures. You could also anticipate the recent cost increases in energy willtblkelfytdeet negtive impact going
forward. L dirfpartant to note that the wider impacts from Covid 19 and the wholesale energy cost increases may have had an imp2@2 briighees.
However, the trajectory is clear, the results were decreasing year on year even before we faced the recentesninfiigtrease in energy costs.

What has likely caused this outcome?

Thereare a multitudeof reasons why customer satisfaction levels dviig S (i K % Nymptdimtbéhe constant drive towards lower prices and switching, Q &
the change to home working or hybrid working modetsating more focus on domestic energyA Ua(réstration with the communication channels and
methods used by energy companiesnform thdr customers.

Fom a technology perspectivas customers embrace digital technologies in other sectors (e.g. finance and online commerce) there is a higher expectation
on energy retailers to provide similar service offerings. Compoundémgdblem br energy companies is the continual focus on lower prices. Ultimately this
leads to a reluctance for significant investment in digital transformation and innovation given pressures on profit espagiiadlyduring afluctuating

market ofwholesalesnergy prices.

Utility Weekly published an article in May 2018 following research they had undertaken where utility stakeholders weryedaskig thebiggest barriers
to digital transformation In this research just under half oftak utility retailers surveyed identified thack of funds for investment in digital technologiss
a critical barrier to achieving organisatiodigjitaltransformation goals.

In our firstwhitepaperof this series, we outlined how Consumers will seek to harness more renewable energy to support climate change goatseand beco
moreinfluential in how they control their use of energy within their daily lives. Some examples provided were the prolifdnatisetwld battery storage;

I aAaKAFG 2F 6KSY SySNHe A& O2yadzYSR T2 N K2 dznydpikced, iR seekinty dut’plodlcisShat pdwite @areQ & > &
granular time of use tariffs. We outlined how the sector faced many challenges and uncertainties ahead, however wel diwi &agegy businesses will

have significant opportunities as well.

We suggested this environment of uncertainty meant that to grasp these opportunities, it would requireatiijpanieso be dynamic and flexible in their
' LILINR I OK® daLYy 20KSNJ g2NRasx (GSOKy2ft23e g2dA IRy DSy I O2MNBRBY I 6f SNI F2NJ G KSA
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How can these two seemingly opposing views align?

88%0of organisations 67%of CEOs had place -~ 75%of CIO's faced However less tha20%0

surveyed were digital transformation at significant new challenges of organisations had a
clear understanding of

what digital
transformation meant to
them.

UndergOing dlgltal the centre Of theil’ as a resu't Of d|g|ta|
transformation projects corporate strategy et

Fig 2¢ summary outcome for McKinsey Global Sunreguccess of digital transformation
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satisfaction, in order to keep these levels high, it is clear that it is necessary to keep the customer, or employée fesua maegards to planning for any
digital transformation.

Going forwardit is clear that the utility industrig in a period of significant transition. Therefboav canyou ensure the investments you make in technology
(given there are likely to be limited fundshdamentallyimprovethe success of your organisatiAs well as the perceptions of your custométe® can
you define the changes need#da very uncertain and competitive market where margins are continually being sqtieezed

Version 1 believe our Solution Canvas approach is the answer

Version 1 has developed a methodology from our experjeapeeifically over the past 10 yeatsough the delivery of ove200+technology solutions to
over100customers. We call this aprch our Solution Canvas.

The Solution Canvas has been developed with a clear focus that investments made to enhance a technology estate marsdlatélnid tangible business
gains. It is an approach for the scoping, ideation and planning tibeslar strategies to fundamentally improve business performance. For Utility companies,
we place value streanad the heart of our approaciThis is how an enterprise organises its activities to create @gua customeregistrationjourney.

Therefore we have a laser focus to enhance the level of customer satisfa@iosiso reduce the overall cost to serve their customer base.
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Valuation - Current State (Original)

So how does the Solution Canvas work?

The Solution Canvas is;

1 A 12step process that enables architects to map out the best solution to
meet your customer needs.
1 The 4 stages of the approach cover the critical areas in defining any IT

strategy or solution.

T LG Aa OSYGNBR | NeRdzyR | G{2tdziAz2zy [ YD @A NI dzl €
whiteboard technology.

1 Each canvas has a predefined set of focus areas to capture the right
information in the most efficient way

1 ¢6KS OFydla 62NL&AK2LI I NB | GG&yRSR 08 2¢ . o Bd v
experts and Version 1 architects from different domains overrai6Qte ——
session. ML_H-_T 8- -

1 The solution value streams are visually built out at the top of the canvas; _ ‘EE -=--=--- =

1 Each workshop typically produces 60+ domain details and 30+ additional Valuation_c&D_Currem[O”gma”

related comments thiahelp define the best client solution as can be seen

from Figure 3.

Fig 3¢ Solution Canvas virtual whiteboard of
60-minute workshop and detail captured.
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The 12 stages and 4 key phases of our Solution Canvas are shown below.

Stages

Focus

Steps

Figure 4 outline of the Version 1 Solution Canvas approach.



