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Article

e | Nree game changers for

energy

By Nikhil Patel, Thomas Seitz, and Kassia Yanosek

New sources, mobility, and industry fragmentation are set to

disrupt the system.
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Getting Graphic...and One Utility’s Journey
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CECONY Service Area Load Duration Curve

13,600 , , .
13,000 Load Range (MW) Number of Hours | |
4,447 5,000 664 |
14550 5001 6,000 1,596
11,800 6,001 7,000 2,102 !
7,001 8,000 2,587
11,200 8001 9,000 883 1
—~. 10,600 9,001 10,000 517 i
< i 10,001 11,000 255
< 10,000 ¢ 11,001 12,000 120 1
< 5400 12,001 13,000 29 |
s 13,001 13,189 7
o 8,800
_I -
8,200
7,600
7,000
6,400
5,800
5,200
4,600
4,000
0 2,000 4,000 6,000 8,000
Number of Hours

Source: https://energywatch-inc.com/heat-wave-peak-load-day-capacity-costs/



Demand Side Management
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To Meters...
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To Customers

Customer




Lessons From the I0OUs
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How Analytics Reveals New Utility Customer Value
SAS Whitepaper

* To reshape the customer experience, utilities
must first understand their customers
intimately. Only then can they develop new

TR avenues for customer engagement and build

programs and services that redefine them as

UUUUUU trusted energy partners.

* Analytics provides a framework to monitor,
measure, react to, predict, and optimize the
impacts and changes sparked by customer
behavior.




Defining the Digital Future of Utilities

Navigant Research

e Data offers visibility into each prosumer’s
electricity exports and imports, providing the
fundamental basis of the transactive energy
market.

e Rather than focus purely on the delivery of
aaaaaaaaaaa grid-sourced power, energy service providers
offer individualized products and services to
suit their customers’ specific needs.

lllllllllllllll

e Customer centricity is no longer a marketing
buzzword; in 2030, it accurately describes the
entire utility value chain
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Charging Ahead with EV Analytics

Charging Ahead with EV Analytics

Commissioned by SAS and Intel
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Navigant Research

* To date, the electricity industry has never had
to deal with anything like EVs.

e Utilities will have to work with a complex and
competitive ecosystem of stakeholders, a
diverse customer base with different
requirements, and a wide range of
technologies that affect the grid in different
ways.

* It is critical that an EV strategy must include a
data strategy that optimizes data access, both
for existing and future business models.
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How Will Analytics Help?
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Analytics for Best-in-Class Customer Experience

Real-Time @
Customer Experience ﬁ Increase Revenue

U7y Decrease Churn

Customer
iklmprove Customer
w Experience

&%} Customer Data &
Analytics




How to Delight a Citizen With Data
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ee000 ATAT = 3:56 PM

<{ Messages (3) 1 (410) 100-055

Text Message
Yesterday 5:04 AM

FRM:utilityaccounts@town
ofcary.org

MSG:You've exceeded
your daily gallon threshold.
Go to Aquastar to see your
usage.
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To: + Tim Fairchild
Gallon Alert for - Water

Meter
April 9, 2016 at 5:04 AM

Hello,

You requested the Town notify you
when your water usage exceeded
120.0 gallons per day. Yesterday,
your actual usage was 623.70
gallons.

Please sign into the Aquastar web
portal if you would like to view your
usage or to update your alert
settings.

N

= = W <A

iPad ¥ [PH %
< an

) Aguastar Web Portal - Powered by...

AQUASTAR.,

s spslem

+ O

Analytics, Business Intelligence and D...

739 PM

& aguastartownofcary.org ¢ E

My Utmost For His Highest By Oswald...

TownN of CARY
M

Masrs ARG

Take Action

Your Water Use - Graphs

Your Water Use - Tables

About Aguastar

Manage Your Account

Winter Usage by Mamth

age (g

1,
Ll

Waker Usage by Wesl

n April

MAA=MS

k Wator Usage by Day
Week Degimning HOITOVE

e T

Hourly Water Usage
Oin QLUTRZDTE

Usage igal]

M DAM  OPW PM PM P PM PM PM PM PM W OPu
Diane & Time




From: utilityaccounts@townofcary.org [mailto:utilityaccounts@townofcary.org]
Sent: Saturday, January 10, 2015 6:03 AM

To: Tim Fairchild
Subject: Gallon Alert for 73456267 - Water Meter

Hello,

You requested the Town notify vou when vour water usage exceeded 120.0 gallons per day. Yesterday, your actual usage was 619.70 gallons.

Please sign into the Aquastar web portal if you would like to view your usage or to update your alert settings.




Apex * Energy Efficiency Tip

Consider replacing your old heating/cooling system with an energy-efficient

JANUARY 2015 T
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Mon 1/12/2015 3:26 PM

Tim Fairchild
2 ° Aquastar alert and reporting problem

To karen.mills@townofcary.org

Hi Karen. My water usage in the winter is typically quite low so when | received the email below on Saturday morning | was sure that a pipe had broken. | immediately crawled under my house to check and
everything was fine.

When | looked at the hour-by-hour data in Aquastar | was surprised to see that it showed me using 510 gallons between 12:00a and 1:00a on 1/9. That’s an impossible consumption pattern.
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Best Practices in Delighting Citizens

“In overly simple terms, your meter transmitted a large negative usage read
and then the large positive read to recalibrate. The large negative read was
presented as a 0 on the website so you only saw the recalibration. We are
looking into why this happened, but you are correct that the high usage was not
physically possible in one hour. We have encountered this anomaly only a
couple of times in the last month, and we are working with the vendor on this
issue.

First | appreciate that you use the Aquastar system, and secondly | appreciate
your thorough and logical approach to problem solving.

| apologize that there was a problem to solve.”



SAS & Utilities — By the Numbers

« 560: energy customers worldwide

« 100%: of Fortune500 US Utilities are SAS customers; 30 years average use
- 80%: of Global Fortune500 Utilities are SAS customers

« 1976: SAS founded and 2 utilities among initial customers
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Recommended Reading

* Navigant Research, Defining the Digital Future of Utilities*

* Navigant Research, Charging Ahead with EV Analytics*

e SAS, How Analytics Reveals New Utility Customer Value*
* SAS, Municipality Puts Wireless Water Meter-Reading Data to Work*
e S. Ransbotham and D. Kiron, Using Analytics to Improve Customer Engagement

* Nicola Smith, Customers Are in the Driving Seat Of Digital Transformation

o SAS, Utility Analytics in 2017: Aligning Data and Analytics with Business Strateqgy

* McKinsey & Company, The Digital Utility: New Opportunities and Challenges

 Thomas Davenport and Jeanne G. Harris, Competing on Analytics
 T&D World, The Long & Winding Road to Utilities & Analytics: How Do We Build It?
e MIT Sloan, Analytics as a Source of Business Innovation

e TM Forum, Journey to the Core of Customer Centricity

* Highlighted in this presentation


https://www.navigantresearch.com/research/defining-the-digital-future-of-utilities
https://www.navigantresearch.com/research/charging-ahead-with-ev-analytics
http://www.sas.com/en_us/whitepapers/analytics-reveals-new-utility-customer-value-107575.html
https://www.sas.com/en_us/customers/townofcary-aquastar.html
https://sloanreview.mit.edu/projects/using-analytics-to-improve-customer-engagement/
https://www.raconteur.net/business/customers-driving-seat-digital-transformation
https://www.sas.com/en_us/whitepapers/utility-analytics-108902.html
The Digital Utility: New Opportunities and Challenges
https://www.amazon.com/Competing-Analytics-New-Science-Winning/dp/1422103323
http://www.tdworld.com/data-analytics/long-winding-road-utilities-analytics-how-do-we-build-it
http://sloanreview.mit.edu/projects/analytics-as-a-source-of-business-innovation/
https://inform.tmforum.org/research-reports/journey-core-customer-centricity/

summing It Up
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It’s about carbon...but not in the
form that makes the headlines

It’s a perfect storm with the citizen at the
eye of the storm

Customer experience = citizen experience

Gsas



Thank You

Tim.Fairchild@sas.com

Connect with me on LinkedIn: www.linkedin.com/in/TDFair
Follow me on Twitter: @ TDFair

Sas.com
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