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Sample Solutions Approach
130 Gas and Electric Delivery Improvements Have Been Categorized

Sample Issues Illustrate Each Improvement Category

	⁾ Customer 
Requirements

	⁾ Communication 
Strategy

	⁾ Call Center Routines

	⁾ Customer 
Notifications

	⁾ Data Collection

	⁾ Metrics and Service 
Level Agreements 
(SLAs)

	⁾ Demand Forecasting

	⁾ Design 
Standardization

	⁾ Parts Management

	⁾ Inventory Controls

	⁾ Workforce Planning

	⁾ Engineering Estimate 
Accuracy

	⁾ Automation 
Implementation

	⁾ Resource 
Prioritization

	⁾ Contractor Utilization

	⁾ Overtime Reduction

	⁾ Route Optimization / 
Job Clustering

	⁾ Customer Data 
Management

	⁾ Truck Rolls 
Optimization

	⁾ Management 
Operating Routines

	⁾ Work / Escalation 
Standardization

	⁾ Quality Inspection

	⁾ Staff Productivity

	⁾ Performance 
Dashboards

	⁾ Service Request 
Close Outs

	⁾ Effective 
Communication

Service 
Request

Engineering / 
Design

Scheduling 
& Dispatch

Work 
Execution

Utilities Seek to Improve Across End-to-End Gas & Electric 
Delivery Processes

	⁾ Ensure accurate scenario analysis planning and forecasting methodologies 

	⁾ Evaluate risks and opportunities to enhance processes within the organization 

Near-Term Next Steps 

	⁾ Develop tracker for ad hoc reporting and increase data collection

	⁾ Institute metrics and operating controls to limit the impact of LVA ad hoc 
reporting across the organization

	⁾ Develop a plan to capture the increased capacity and redeploy to more 
value-add work 

Ad Hoc Report Remediation 

	⁾ Rationalize meetings during the monthly outlook and operating plan process 

	⁾ Develop and implement on / off ramp plan templates for all OUs and 
leverage best practices for coordination between groups

Workflow and Process Alignment 

	⁾ Complete deployment of improvements from prior change initiatives

	⁾ Enhance and install operating metrics to measure quality, cost, productivity 
and efficiency

System for Managing 

Gas Collections
(55)

Advanced Consumption
(30)

Stopped Meter
(27)

42%

23%

21%

LTE Process
(18)

14%

Improvement Opportunity Segmentation 
(by %)

LTE Process

Stopped Meter

–	Billing procedures for LTE accounts vary by region 
resulting in inconsistent resolution 

–	Dispatch and scheduling of investigations are low 
priority and done by limited resources

–	Policies for initial and proactive customer contact 
differ regionally and are not analyzed for impact

–	Programs are not mandated for meter changes 
handled by different departments

Gas Collections

Advanced Consumption

–	Lack of accurate customer and premise intelligence 
forces rework and unproductive truck rolls 

–	Field Collections resources, availability, scheduling, 
and utilization vary significantly by region

–	Policy and procedure variances result in lack of 
defined work queue prioritization for usage on 
locked meters with inactive accounts

–	Account initiation procedures for pending 
accounts vary by site

Total = 130

End-To-End Gas & 
Electric Delivery Process
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Process Map: Details Activities at the Point of Execution

Customer Journey Map: Details Results 
of Processes from the Customer’s View


