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PE. How are energy companies utllizing the new generation ol
mobile worklorce solutions? What particular benefits can they bring
to the industry?

TG, Opesational eTHlclency 15 always the Hrst and foremost consid-
gration, The benefits of a mobile workforoe solution are as lollows:
the uthlity can schedule, route snd dispatch & large field workforce
lor service restoratlon, rodtine maintenance, trouble calls, connects
and/or disconnects, locate company assets with AVL andfor GPS
technology, .alnng with re-directing work crews based on sklll sets
and licensure issues, This allows these field technicians 1o operate

; any type of har relhaer e W 2/ and maints
N — 5 next in any type of harsh weather enviconmant 2g/7 and maintain con

!:El'!'lf'.‘.':r' 12 e enterprise with wireless |.'._1|'|-.:I|'_|I|I|"|'l ENSUrNng thein

major developments in the mobile space.

|@piap ar mobile form factor does not have a failure

AH. Energy companies have practically everything to gain and noth-
ing to lose by integrating mobile technologies into their workforce.
Far example, wireless networking via a Tablet PC in the field allows
the freedom to communicate in real time with both the base of oper-
atlons and others on site. The easy transfer of data keeps gveryone
an the same page and creates more opportunities for success, The
ability to change a work arder on the fly and get that information to
SOME0ne in route can save time and money. Mobile workforce solu-
tions bring cost savings and efficiency to the workforce.

ies, new mobile workiorce soluthons significantly improve

customer caticsfaction. These solutlons permit customers to schedule ap
poimbments at Lheir convenlence with ane short visit 1o a website or with
a single call o the contact center, They parmil wtifilies 1o follow up both
the day before and the day ol the appointment Lo make sure the customaer
still needs the service and will be available to accept it They route feeld

crews thiough tralfic to Increase the number of on-llme appointments

They ensure thal the rght person with right equipment arfives an

ey e Randle cuslomer [Tsiedg '-':u'l,l et eres nandie reparting Iram
onsite, thus increasing bl accuracy. And they significantly reduce the

st ol service by enabling ¢rews 1o complete a mix of scheduled and

gmErgency service appoirtments within the normal warkday

ME, In scope-pf operatlons, worklorce ménagement as moved from
simple, short-term tasks and can now address simple tasks as well as
lomg-term projects; crews, bulk nstallations and preveniive malnte-
nance. The ccope of manogement has expanded from maintaining and
communicating & shared work plan 1o forecasting and planning, so that
the budgests, subcontracting, hinng and training are just right for next
WEEK, QuUarter or yea,

On the agility side, workforce management has moyved from record
img-and communicating data for humans to use in their scheduling and
pliming decisions, o argely automated decision-making, where (he

plans are immediately and optimally changed to [ the new information.



Aaran Hersey is the Director of Marketing

of AAM Meunting Systems. He has spent
-several years in various marketing and sales
“roles developing successtul initiatives.
_He has his dagrae Trom the University of
Washington in Economics and Business
Administration. Hersey plays an active role
in assessing the customaers' needs and
‘assisting in the development of nnovative
maunting selutions for mebile envirenments:

“Once deployed, the smart grid will provide
greater access to and more accurate
information for the mobile workforce"

AH, It all comes down to a single word, efficiency. Choosing the right

equipment should be a big part of the overall plan to create an ef- |

ficient system. The wide range of mounting products offered by RAM |

“Mabile workforce and smart g['][j ensures high quallty, ergonomic, durable and cost effective solutions |
: ; Al for the mobile workforce

applications are two sides of the

Far the second question, it would almosi seem the other way

sdine CD'H]” around. Can the possibillties presented by the ‘mobile workforce® (

v Wt mesh with those offered by the grid? For many years we have |
ATy Wedio known what we want and what would make for the most efficient

use of our time, However, technology-and the grid had yet to get {

us-there. While things are beginning |

toaven, innovators and dreamers will
always see potentlal that has not yet
been realized.

Vica Presidam
Indusiry Strategy. |sined the
Oragle UlnTes Hobal Business
Uikl {praviouely SPL WorldGroup
In 2000, Previous positians inclod
VP o Enerpy Informition Strategy
m META Geroup (now Garther) and
CT0 and Dirpctor of Teohnology
Stralegy and Enginsaring at Sauthesm
Company. He focusas an [T strataglie
that halp utiltlas maet thalr goals
amidet changing customar demands

reguintione and market struclures
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Owverall, workforce management has become @ strategic competency
required for significant and diverse challenges such as aging workforces,
smart-metering, reducing carbon emissions and renewable energy

LE. Mohile field workers are starting to realize the benefits of more pow-
erful mobile computers with greater connectivity options. The result is
increased productivity and greater access for field workers to the Infor
mation they nead to do their job, Mability traditionally Brings ta mind &
sumetimes-connected [aptop in thie cab of the truck. Taday, it means an

always-connected handheld mobile computer an their beit.

“The mobile workers will need the on-
the-spot ability to access and analyze
the complex information provided by the
intelligent grid” Dr Moshe BenBasset

PE. What are the key issues that energy com-
panies should be aware of when seeking to
deploy mobile workforce solutions?

MB. Appointment booking and CRM, parts
managemaent, asset management and more: It
15 crifical to “think Dig’ 1t 1s eqoually critical 1o
‘start small’ and create an Incremental road
miag, which typicatly starts with visibility: link-
ing the central office to the engineers” mobile
devices. With visibility comes shared data and
decisions, and it invariably delivers business
value by Increasing efficiency. ltalso supplies a
critical ingredient: measuring baseline perfor-
mance, helping (o set goals lor the next steps
an the roadmap, such as automation, aptimiza:
tion, forecasting and planning,

Share the whole roadmap with the key
stakeholders, including the engineers, plan-
ners and dispatchers, Also, consult with other
ENEIZY companies who may be further along

the mobile workforce management journey.

LE. Warkforce adaption is the number ong
predictor of mobile application success. If
your figld workforce is not -engaged in the
deployment, the technology could be undef-
utillzed ar, warse, unused. We sl krnow about
deployments where the moblle devices are
left in the shopar in the cab of & truck When
the field worker goes to-do his/her job.

Other pitfalls to-successful mobile application deployment In-
clude application sefection and application integration. Addressing
these potential Issues upfront through planning and extensive vendor
evaluation leads 1o a more spccessful deployment,

Thodl Giftis is Senlor Market Development Manager
for Panasanic Computer Solutinns Company. He
provides customers with top-performing, mobile
compulting solutions, His responsibilities have
Inchided devetoping and launching sottware
application systemé for the ulilities and energy-
related commoadity trading platforms, Gills holds a
Bachalor of Science in Business Administration and
Fas sarved in the WS Coast Guard for six years.

GW. There are two major areas of concern that utilities need ta ad-
dress during the planning and Implementation of new moblle waork-
force solutions. The Hrst Is field communications infrastructure. As
anyane who has ever lost a mabile connection knows, signalstrength
and reliability can vary widely across a normal seryvice territory, And
eyef the bestapplications are less than helpful to the field crew that
can't communicate with them, It communications links are [ess than
parfect, utilities must equip feld workers to wark offfine for extended
periods and then upload ance communleations are restoree.

The second area of concern s employee response. Utilities 2m-
ployees may well resist using software applications that appear (o
them to ‘de-ckill’ thejr wark or reduce their autonomy. Dispatchers
may try bo fAind fault with computer-generated schedules, Crew chiefs
may try o And ways around the application’s arderling of tasks of even
disable automatic vehicle locator equipment,

TG. Typlcally, any company should evaluate and conduct a feld teial
on several mobite workfarce solutions, fram the application itselfto
the connectivity if wireless coyerage in a service terrifory isaconcern,
and finally the selection of themobiie
hardware. Tralning and education
af the field workforce along with the
techrology adoption is paramaunt 1o
the success of a field solution. There
are pitfalls that can and will ocour
withoul the workforce *buy«in" 10 the
technology and applications being de-
ployed. Acceptance or adoption with
a realistic deployment schedule will

avold being inadequately prepared.

AH. Never take a 'one size fits all' ap-
proach when custom tailored solutions
are readily available, you just have to
know where to look. Companies like
RAM stand out in this regard with an
extensive product line providing the
freedom to choose the best possible
solution for each particular installation.

PE. How does a mobile workforce tie
in with the avolving smart grid? Can
the possibilities presented by the
grid mesh with those offered by the
mobile workforee?

GW. Mabile workforce and smart grid
applications are two sides of the same
coin. They work together (o improve
speed of repair and service reliability.
Lel's take an example: thesmart grid ldentifies an undersized transformer
that needs to be upgraded; it may assign a priority or fimeframe fo fhat
task. The mobile workforce application then looks out over tasks for
corming days and stots this ong into the work of a crew that will be nearby,
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“High efficiency batteries, wireless
capabilities including Bluetooth and built
in GPS will result in the obsolescence of
docking stations and the streamlining of

the mobile office”

Aaron Hersey

IF the various devices and eguip
ment, owned and operated by different
podies, are increasingly connected and
then work

inter-dependent, on thesg

2 # " il - hre 5 L
1ssefs should go through the s

s
transformation, The many players in the
energy arena will need {o share informa-
tian and decisions at the very least, and
al best they will also share worklorces,
sa-that they £an zll make the rght deci
sions and plans, collpborate on execu
tion, save an travel, improve service and

meel Customer &xpectations.

PE. In the past, there have been con-
cerns about the rellability and security
of mobile warkforce management solu-
fions. Have we now reached a point
where such concerns are no langer justi-
fied and if so, what has changed?
MB. You should always consider relizbility
and security, but now tha EE"-II'ITI:|:IE'.' and
best practices have matured <o that it's
nd lapger difficult 1o fully address siuch
ancems. Moblle hardware has become
rugged and reliable, while i1s costs have
drapped. Coverage ol mobile communica-
tions hasexpanded, and distributed data, difve thelr use.
combined with -synchronization, makes
it possibie to function effectively even where communication access is
SpOTadic.

Data secarity always requires carehal evaluation, but this has
become much easier with the appearance of off-the-shelf technologies
far access protection (e.g. fingerprints, passwaord provisioningl, data

encryption on the mobile deyvice and communication-encrypticn

TG, Software application developersnow provide very robust data se
curity and device management for any rype of mobile form facior de-
played in a feld environment. Should a device became lost o stolen

thesp |J|ZF.Ii'-Z'.!I'iI:r|H have the gbility to not only track where theunit 15,

wharw. naxtopenpe com

Lif Eviksan i Dirsctor of the Energy & Utilites: Solutions
team at Motoroln. He 15 responsibie for working with the
company's customers, sales teams and partners 10 ensure
that Motarola brings the rdght tachnology from products,
gsystems and applications to management fools negessary
to defiver on the promise of enterprise mobility. The tegm
foowses on the all aspects of mobility including devices,
wirnless infrastructur, Sensors, and the applicalions that

but also send an instant message to wipe clean the hard drive of any
company data. Even the ability to send new updales 1o a device or
gnsure [t maintainsall the current autharized applications is possible.
Moblle mounting companies provide another level of security in way

of the docks that they manufacture

LE. Mabile technology has reached a point where it can compete with
fixed network technology with regards to reliability and security. Self
nealing mesn topologies, redundant connectivily oplions and remote
monitaring apthons all contribute to a high level af reliability. And security
has benefited from the evalution of security standards such as WPz
far mablle devices, Today, your wireless network can be considered as

secure as traditional wired netwarks

AH. While reliability is becoming less
of an issue with companies having
spent huge amounts on R&D to make
their products bullet proof, security
will always be a cancern. Highly reli-
able products are also expensive and
highly sought after. Biometrics, pass-
words, ID.and information vaults mean
little to those that care equally about
the hardware and the software.
Companies will always be justified
in looking for the best way to deter
thiewes away from their property. To
this end, RAM offers many locking
products helping custamers (o create
very effective theft deterrents. RAM's
patented designs incorporate easy
to use and operate hardware or lock:
ing features. Sometimes the remowval
af the device |s the best method to
avoid theft. RAM makes this easy with
designs that allow the device to be
removed and replaced easily.

GW. Ltititles run their applications hehind
Wiralpss

communications providers have made

significant security firewails

graat strides inaréas like data sncryptlon
and user authentication in order tomeet utillHes’ exacting reguirements
Increasingly, governments and regulators are specifying security stan
dards that both utiiities and their vendors must meet to combat tefror-re
lated threats to the grid. Security Is-and will rermain an ongaing challengs
for-all parts ol (he power system —as it is for all computer users.
Software reliability, on the other hand, is & task for the vendor.
Responsible application vendars Invest significant research and de
velopment funding to improve their technologies and to ensure that
software meefsthe most rigorous developmentand testing standards
The marketplace has proved to be a very effective tool for ensuring

that wendars who fall the reliability test Improve or disappear



FE. Whal do you s5es as being the next major developments in the
muobile workforce space?

AH. High efficiency batteries, wireless capabilities including Blu-
atooth and built in GPS will result in the obsolescence of docking
stations and the streamlining of the mobile office. Quallty Tablet
camputers and laptops are expensive. Having to purchase a docking
station to truly make these products effective on the go is an addi-
tional cost thatcan sometimes be hard to bare. At RAM, cutting edge
design is what keeps every day exciting. For years, RAM has offered
docking stations as well as some of the most streamlined and effac-
tive passive docks and cradles in the world, Form ftting, durable yet
light-weight, RAM has been doing for the mounting industry what
will spon be coming from elec-
tronics manufacturers.,

GW. We anticipate that most

vendors will wark (o improve
their scheduling and routing
algorithms.  As  less-robust
.'||Z-lJ!:.'-II|L:'-'= caleh up 1o 1o
day's more-robust ‘offerings
utilities will undoubted|y ses

Thell

mare functiomality at lower
prices. Bat there are anumber
of greas In which we see op
pariunities 10 oxpand func-
tionality to, for Instance, trace the progress of a job from start to
tompletion-gnd compare costs across jobs to identify factors that
reduce job cogt

ar time, interfaces will became increasingly intul

tive, and more information about repair histaries and procedunes
will e avallable online. Both of these factors should significantly
imnceease the efficlency of loaned

Crews curing emargancias:;

Or. Moshe BenBassal, the
Founder, Chalrman and
CED of ClickSoltwarg, i&
considared fo be & gur

I thee fhedd of service
optimization. In 1886, ha
coined the term 'service
chain optimizafion’ as an
aniiogy to supply chain
optimization. BanBassat
ftas educated numernus
companies on how 1o baat
lewarage the technologies
aftared \oday In order o
imprave the throughput of
thair s2rvice oparitions

and

LE. Inhovation

both ends of the wireless spe

ddvances on

trum
will lead to more powerful mobile
apg

broadband technologies will maks

tions. For instance, new 4G

regl-time, seomipss conmectivity
a raality far the mohbile worklfarce
On the other end of the spectium,
emart mates and RFID chips will
preally improve the abllity to track
and manage field assets./|t's all
about having.the right information
at the right time to make the right

eCisian,

MB, Workforce: capacity. should and responsivenass to their
match demand for worklorce, Fore customers.
casting demand is-a key regulre

ment for cost-efficient delivery of

demand

g mnio s

will e gble to instantly mobilireco-workers

“Training and education of the
field workforce along with the
technology adoption is paramount
to the success of a field solution”

the: right capacity at the right time, and =0 [s sharing. capacity.

Both ol these methods cantrol capacity, bul you can alsa control

These lessons will drive “smart workforce grids', evoly

ophisticated collaboration across all worklarces in the

enargy indusiry.

While-automating detailed decision-making, workiorce man

agemant will empower humans to decide wisely and sffectively on

arger issues: customers will have better visibllity and control over

their energy consumation and related service activities. Service

enginesrs will access the information and analysis they require, and

ind assels if needed
Maragers will be-ateriad 1o any changes, and will plan Using accu

rate "what il" scenarias

TG, It all ties back to
nperational elficleby
Can the anergy cam

pany schedule ane mare

service: call

during the
day, can the technician
perform the task with the

right toaols, nght licer

GI“IS wurg, right 'skill set, and
gt repeatl 1he service
callf The industry 1s can-
stanliy evolving with new
technology like RFID and being able to locate underground assets
with LIDAR and handheld dovices ta decimeter accuracy. With the
abillty to see the entlre warkforce |ma utilfties service teredlary pro
vides the arganization (remendous oversight of where these crews

and lEchnicians ane imn a

givan rime frame. =
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