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Relentless Reliability.

You've relied on Twenty First
Century outage management
solutions for over a decade. But
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face every day. One of these is probably how to
cut costs in your call center while increasing
customer satisfaction. TFCC now offers best-in-
class Advanced Speech Recognition applications
for customer self-service functions. Our speech
solutions are delivered with the same level of
service and reliability you've come to expect from
Twenty First Century, but without the risk and up
front costs of on-site speech programs

To find out more about our unique low cost, low
risk speech solutions, contact Janet Mushrush at
(800) 382-8356 or janet.mushrush@tfcci.com.
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Outsourcing major IT systems business 

processes has been a sensitive matter for most major 

investor-owned utilities (IOUs) in the United States for 

some time. Historically, utility executives have been willing 

to outsource non-core functions, such as tree-trimming, 

bill printing, or even meter reading occasionally. However, 

when it came to customer care, work management, outage 

management, field services, or other central information 

technology and business processes, they were — with a 

few notable exceptions — generally reluctant to let any-

one else have access to what they considered core data and 

competencies. Simply put, it seems the “old-school” utility 

culture has had a hard time letting things go.

Although smaller utilities have embraced the trend of 

outsourcing core functions at a greater rate than the big 

IOUs, which control about 80 percent of the overall U.S. 

energy market, the change has been too slow to support the 

number of vendors that jumped into the market in the late 

1990s and early 2000s. 

After the collapse of deregulation, many utilities have 

found themselves strapped for operating revenue by a 

rather precipitous “back-to-basics” movement in deliver-

ing energy that was necessitated by what turned out to be a 

short-lived boom — and faster collapse — in high-growth-

rate non-regulated subsidiaries. Eugene (Gene) Zimon, senior 

vice president and chief information officer (CIO) of NSTAR, 

Massachusetts’ largest IOU with about 1.4 million custom-

ers, sums up the problem this way:

“As a company, we have decided to focus on the dis-

tribution and transmission business, and that has lim-

ited organic revenue growth within our footprint,” Zimon 

says. “Yet, at the same time, we are facing what I would 

call ‘uncontrollable costs,’ including pensions, health insur-

ance, and wages, which put upward pressure on operating 

costs. Therefore, if you have relatively flat revenue and  

The Challenge of 
Outsourcing 

By Warren Causey

rising costs, something is going to have to give if you want 

to continue to grow earnings per share.”

“That means the company must take ongoing cost-

reduction measures. The only way we can do that is through 

focused improvements in the way we do business,” Zimon 

says. “It isn’t cut-and-burn — we have to really look at our 

processes and simplify and optimize them.”

In addition to process optimization, Zimon sees more 

externalization in his utility’s future, which translates into 

anything from business process outsourcing to external 

processing through a partner. “I see the latter as being more 

important, which has implications, because now you’re really 

extending your processes outside your enterprise,” he says. 

“You also have to develop a level of integration and security 

to support that.”

According to Zimon, the advantage of outsourcing is 

you only pay for what you use. NStar already has an on-

demand outsourcing model for its mainframe computing 

with IBM, is in the final stages of outsourcing a new inter-

active voice recognition (IVR) call system for outage man-

agement, and is looking at the possibility of outsourcing 

a work management system. Although Zimon is not ready 

to announce what vendor will be supplying the IVR service, 

he did say that the two parties are in final negotiations on 

the system, which will operate on an application service 

provider (ASP) basis. 

While NStar has followed the outsourcing path quietly 

and at a relatively modest pace, other large utilities have 

taken different approaches. A few, like Xcel Energy in Min-

neapolis, and TXU in Dallas, jumped in with both feet. New 

Orleans-based Entergy, on the other hand, has taken a 

more conservative route — but at a more aggressive pace 

than NStar. Despite their different approaches, all of the 

companies described below are prime examples of putting 

the “do-more-with-less” mindset into practice. 

HANDING OVER CORE COMPETENCIES

In today’s cost-conscious, “back-to-basics” utility environment, something’s got to give.

““

THE OPPORTUNITY
The advanced state of deregulation in the natural gas industry
in Georgia has caused increased competition for AGL. As a
result of this increased competition, AGL has pursued a
relentless drive towards operational excellence and has
developed a desire to have a more predictable cost base.
To achieve these goals, AGL decided to outsource the
daily maintenance and support of its Customer Information
System (CIS). 

Atlanta Gas Light (AGL) is a subsidiary of AGL
Resources, the second-largest natural gas-only distributor
in the United States, serving over 1.5 million customers in
Georgia and Tennessee. AGL needed a company to manage
its CIS who could bring value to its business by delivering
quality, reliable service at an affordable cost. Because it
sought a long-term agreement, AGL required a partner
with the following characteristics:

• A comprehensive understanding of the utility 
industry, especially natural gas;

• An in-depth understanding of deregulation 
and the effects thereof;

• The ability to translate AGL’s business needs 
into system requirements;

• The ability to make timely, quality enhancements 
to the CIS system;

• The ability to cost-effectively manage, support 
and upgrade the CIS system.

THE APPROACH
After evaluating their alternatives, AGL turned to Alliance Data
Systems. Due to the quality of the consulting base at Alliance
Data and the depth of experience Alliance Data’s consultants
have in the energy industry, AGL recognized that Alliance Data
had an unusually strong understanding of the effects dereg-
ulation will continue to have on AGL’s business. AGL felt that
Alliance Data had the best skill set to deliver its requirements
and signed a multi-year Application Management Agreement
with Alliance Data. 

After assuming management of AGL’s CIS, Alliance Data
implemented its proven methodology for quality assured sys-
tem maintenance and support. Alliance Data reviewed all
outstanding requests for system enhancements and opened
dialogue with business users in different areas of AGL to fully
understand their objectives.

Requirements were then prioritized according to criticality
to the business and a plan for delivering the requirements
was developed. Alliance Data continues to deliver against
this plan. Moreover, Alliance Data created scheduled
forums for discussing new ideas and requirements on an
ongoing basis to keep the business fully engaged in the con-
tinued management of the system. To ensure that Alliance
Data delivers the best quality service possible, Alliance Data
defined a set of Service Level Agreements with AGL that
define the level of customer satisfaction, system availability
and success rate measures that AGL should expect. These

Service Level Agreements ensure that Alliance Data continues
to deliver the value and operational efficiency that AGL was
searching for when sourcing a partner to manage its
Customer Information System.

THE RESULT
After Alliance Data assumed management of AGL’s
Customer Information System, operational efficiency
improved for AGL substantially. Alliance Data delivered
improved responsiveness to the business users by prioritizing
the demands made on the system and delivering all
requirements according to a quality assured methodology.
Alliance Data has initiated direct measures focused on
elevating communication with the business users and has
substantially improved the time to market that AGL can
expect on difficult requests and enhancements to the system. 

AGL is now able to deliver better customer care as a
result of higher predictability and reliability in its CIS and
the associated costs. The quality of the upgrades delivered
by Alliance Data has ensured a more efficient and competitive
operation at AGL.

The relationship between Alliance Data and AGL has
truly achieved a partnership status. It is common for repre-
sentatives from Alliance Data to represent AGL to the
Public Service Commission and to Natural Gas Retailers
on matters associated with deregulation’s impact on cus-
tomer care and billing.

“Our outsourcing agreement is not simply about gener-
ating cost efficiencies; it’s about supporting the transformation
of our operations to achieve enhanced levels of service
delivery in the long term. Alliance Data brings to the table
deep expertise and diverse experiences in customer man-
agement services.”

“Alliance Data provides me the breadth of industry and
technical know-how typically found only in much larger
firms, complete with the attention to detail and customer
focus you’d expect from a niche provider. I sleep easier
knowing they are taking care of our 
mission critical CIS system.”

– KRISTIN KIRKCONNELL, CIO, AGLR

For more information visit
www.AllianceDataSystems.com/Utility 
or call 1.800.748.1289

I sleep easier knowing they
are taking care of our mission

critical CIS system.

Alliance Data Systems Supports Atlanta
Gas Light CIS Application Management

[  C A S E S T U D Y  ]
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Xcel Energy Outsources
Outsourcing information technology (IT) at Xcel dates back prior to the two mergers 

that actually created the company.

In 1994, Xcel’s Chairman and CEO Wayne Brunetti was brought in from Florida to 

become president and chief operating officer of Public Service Co. of Colorado (PSCO), 

Denver. Eighteen months later, he became CEO. Brunetti brought with him the concept 

of integrating IT as part of the company’s strategic plan. As early as 1994, he decided 

Xcel was in the power production and delivery business — not the IT business. As a 

result, he hired IBM to take over IT operations and entered one of the first business 

process outsourcing (BPO) arrangements in the utility industry.

Two years after the IBM contract was in place, PSCO merged with Southwestern 

Public Service Co. in 1997 to create New Century Energies (NCE). Once again, Brunetti 

and New Centuries found themselves dealing with IT at a tactical level — each of the 

merged utilities had a different set of systems that needed to work together. After two 

years of trying to transition IT from a tactical to strategic operation, Brunetti was still 

not satisfied with the results.

The initial contract with IBM was a fairly standard outsourcing arrangement under 

which IBM operated PSCO’s and then New Century’s systems at negotiated rates and 

service level agreements. The contract was designed to save New Century Energies 

money by reducing the overall cost of IT, but it did little to promote Brunetti’s strategic 

goals. Given his frustration, Brunetti began renegotiating the contract and hired Ray 

Gogel, then with IBM, to be his new CIO. The new contract included a lot of new ideas 

designed to position IBM as a strategic partner with the utility, including the following 

stipulations:

 The term “second-generation outsourcing” was coined jointly between Xcel and 

IBM, and the strategic positioning of IT at Xcel Energy became central to the 

concept.

 The new contract negotiated between IBM and Xcel enabled IBM to not only to 

operate and improve Xcel’s IT infrastructure, but also to:

  Guarantee synergy savings, which are reported monthly, from the 

New Century Energies-Northern States Power merger in IT operations 

for the new company. 

  A performance guarantee tied to Xcel’s annual earnings per share 

(EPS). Rewards to IBM and its executives associated with Xcel’s 

account are tied to certain benchmarks based upon Xcel’s EPS.

  A gain-sharing clause specifying that regardless of which company 

proposes a new IT initiative, IBM’s return is based in part on how 

much money the initiative saves for Xcel. 

Slightly more than 10 years after the original outsourcing contract, Xcel has 

embraced what it calls “The Utility of the Future” philosophy, which envisions a util-

ity that is entirely symbiotic with a number of vendors and provides customers with 

a seamless relationship with the utility. Through its relationships with NStar, Xcel and 

other utilities (as well as companies outside the utility’s vertical), IBM has gradually 

evolved its utility outsourcing capabilities and housed them in a division it now calls 

IBM Global Services.

Xcel and its predecessors had a slightly different driver than companies are facing 

today. Nevertheless, the need to return to its core business was a significant part of 

the outsourcing odyssey. When asked about the arrangement, Brunetti frequently tells 

people, “Look, I’m not going to get linemen to climb poles any faster or meter installers 

to put in meters any faster. The future of productivity improvements has to do with the 

systems we use to plan, buy, and schedule things for our crews and our company.” 
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The TXU Story
In a deal put together in just a little more than a month’s time, 

TXU made a surprise announcement on May 18, 2004: The 

company was transferring its entire IT division (about 2,700 

employees) to a new joint outsourcing venture with Capgem-

ini, a worldwide consulting firm with headquarters in Paris. 

TXU had run into customer complaints and some regulatory 

scrutiny in Texas as a result of an aging IT infrastructure and 

some other missteps in Texas’ retail market. The utility also 

had replaced virtually its entire executive leadership only 

three months earlier.

In the deal, Capgemini Energy Partners was formed to 

take over TXU’s IT operations on an outsourced basis. It hopes 

to leverage those operations into an organization capable of 

expanding to other utilities. “Our intent is to leverage the 

assets of TXU — both people and systems,” said Mark Fron-

muller, vice president and practice leaders for utilities in the 

U.S. shortly after the deal was made. “There are investments 

from a technology standpoint and a people standpoint. We’re 

ready to go with new clients [other utilities]. We’ll look at it on 

a case-by-case basis, but we’re ready to go.”

First, Capgemini looked at TXU’s in-house capabilities, 

which included two CISs, one a legacy mainframe system 

used for customer care and mass residential billing, and a 

Cordaptix (SPL International product) for the retail side of the 

business, Fronmuller says. “Cordaptix is one of the reason we 

believe can bring on more customers,” he added.

Fronmuller also explained that TXU possesses some 

mobile field service assets that might also be leveraged in 

the new company. “We have another customer that has an 

interest in mobility and Capgemini Energy Partners will have 

a lot of delivery capability in that arena,” he said.

Apparently, the TXU deal is a fairly straight forward “first-

generation” outsourcing contract designed to cut TXU’s costs 

and give Capgemini serious entrée to the U.S. large-utility  

outsourcing market. Whether Capgemini can succeed in 

expanding its operation beyond TXU remains to be seen. 

But TXU built a number of service level agreements into 

the contract designed to improve what had become a  

difficult IT environment.

“Capgemini will develop and implement new business pro-

cesses and rationalize existing services in order to enhance 

operational efficiencies and leverage new technologies,” said 

new TXU CEO John Wilder, when the deal was announced.

TXU also held a hedge against the possibility that the new 

venture might take off, retaining about a 3 percent stake in 

Capgemini Energy Partners. The total deal was for $3.5 billion 

over 10 years, making it one of — if not the largest — out-

sourcing contracts ever signed in the utility industry. 

Given the difficult circumstances in which TXU found 

its IT operations and the massive leadership change three 

months earlier, the main impetus for this deal was to 

solve immediate problems. But the basic driver remained 

the same: An inability to put the necessary resources into 

IT to realize the operational efficiencies necessary in the 

current cost-constrained structure under which utilities 

are required to operate.

The Entergy Experience
Entergy, located in New Orleans, turned to IT outsourcing just 

before the major crashes hit the industry. The company already 

had some difficulty with its non-regulated businesses, and 

decided ahead of many other large utilities to refocus on its 

core business. 

In August 1999, Entergy retained a core “strategic IT 

governance staff” of about 60 and entered into a five-year 

agreement to outsource its IT services to Science Appli-

cations International Corp. (SAIC) in San Diego. Entergy 

transferred a total of about 800 employees to SAIC, which 

assumed responsibility for Entergy’s data center operations, 

distributed servers, desktop support, telecommunications 

and field services, and applications (development, support, 

and maintenance).

That original group of 800 has declined to about 530 in 

recent years — as Entergy has undertaken various “cost 

rationalization” efforts. Although the Entergy/SAIC relation-

ship is not quite as “strategic” as the Xcel/IBM symbiosis, it 

has worked well so far. SAIC has been flexible and support-

ive through what is now a five-year relationship, adding that 

Entergy is currently involved in studies to determine what 

other business processes might be outsourced.

Although business process outsourcing still has not taken 

off among large utilities as pundits have been predicting since 

the late 1990s, this trend finally seems to be on the cusp of 

becoming more widespread. The “back-to-basics” strategy 

has resulted in tremendous financial pressure on the bottom 

line. And as NSTAR’s Zimon says, “something has to give.” 
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CIS Outsourcing 
Catches On By Warren Causey

While business process outsourcing has been gradually expanding in 

utilities over the years, an alternate form of customer care outsourcing, the application 

service provider (ASP) model, has caught on since the turn of the century. In most cases, 

ASP vendors operate customer information systems (CISs) and/or call centers for utilities, 

although some other services are beginning to come on-line, including such functions as 

work management.

Prior to Jan. 1, 2000, there were approximately 1.67 million monthly customer bills 

being rendered by utility companies or energy service providers (ESPs) on an out-

sourced basis, says recent research from Energy Central/Warren B. Causey Ltd. (WBC) 

Approximately half of those customers being served also received customer service 

care through call centers that were outsourced by the utility or ESP. 

By the end of 2004, that same statistic stood at approximately 21 million. An 

unknown, but probably higher, percentage of utility customers also now receive their 

customer care through outsourced call centers.

The numbers described above represent an average growth rate of approximately 

54 percent per year, or approximately 1,151 percent over the five- year period. Expressed 

another way, there now are 12.6 times as many outsourced customers as there were at 

the end of 1999, as shown in the chart below.
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Despite what appears to be a healthy growth rate, note that the largest single year 

for new customers added was in 2002. Since that time, the rate of expansion has slowed 

slightly, with fewer customers added in 2004 than in any year since 2001.

From our research, it also appears likely that one, or possibly two, ASP-based CISs 

may be taken back in-house this year. However, it also is likely that one or two other 

utilities will outsource CIS on an ASP basis this year — which means 2005 is shaping up 

to be relatively flat.

Without a doubt, the most dramatic trend in ASP customer care over the last three or 

four years has been the consolidation of vendors. Two major players, Alliance Data Sys-

tems (ADS), Dallas, and Accenture Business Services, headquartered in Canada, gradually 

acquired and absorbed most of the other major ASP vendors in the customer care arena. 

ADS acquired the oldest and previously largest of these in December 2003 when it pur-

chased Orcom, located in Bend, Ore. Accenture grew its customer care ASP outsourcing 

by acquisition of CustomerWorks, Markham, Ontario, in July of the same year.

Since those consolidations, the ASP customer care outsourcing market has been 

relatively quiet. Most of the utilities being served by ASP-based CISs or call centers are 

relatively small- to mid-sized — most of those having difficultly with billing seemed to 

already have been served by the ASP vendors.

Despite the large consolidation, there still are a number of smaller ASP vendors still 

serving additional smaller utility clients. These include Cayenta, Vancouver, B.C. which 

sells a licensed CIS as well as offers it on an outsourced basis, and Utility Business Ser-

vices (UBS), Union, N.J. One of the oldest outsourcers in the country, UBS was estab-

lished in 1969 and is a wholly owned subsidiary of NUI Corp. (NYSE:NUI), an energy, tele-

communications, consulting and sales outsourcing company based in Bedminster, N.J. 

NUI Corp. is a major East Coast gas company that has a significant number of natural 

gas and water utilities as clients.

One of the reasons there is a relatively small pool of potential outsourcing clients 

is that smaller cooperatives long have been using ASP services through two co-ops of 

their own. These are National Information Solutions Cooperative (NISC), St. Peters, Mo. 

and the Southeast Data Cooperative in Atlanta. Together, these two co-ops provide 

outsourced CIS and other services to hundreds of smaller cooperatives.

Despite a relative slowdown in growth over the last couple of years, outsourcing 

among smaller utilities, municipals (munis) and co-ops — and even some smaller IOUs 

— is a relatively well-established practice.

There are approximately 485 electric, natural gas and water utilities in the United 

States and Canada serving 50,000 customers or more — plus another 20 or so ESPs that 

have broken the 50,000-customer level. Combined, these companies serve approximately 

197 million customers. Thus, at present, approximately 10.5 percent of all utility bills in the 

United States and Canada are served by outsourced CISs. Of the approximately 485 enti-

ties, roughly 21, or 4.3 percent outsource CIS. What do these figures mean? There is still 

tremendous opportunity for further expansion of CIS/customer care outsourcing over 

the next several years. Based on recent industry surveys, as many as a dozen major utili-

ties in the United States and Canada have been exploring outsourcing their CIS.

In the latest survey, Energy Central/WBC received feedback from IOUs representing 

about 25 percent or 28 million of all end-use customers served by IOUs, and munis and 

coops, which represent about 10.4 percent, or 2.4 million customers.

 Without a doubt, the most dramatic trend 
in ASP customer care over the last three or four years 

has been the consolidation of vendors. 
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A surprising 36 percent of IOUs reported they already were outsourcing some func-

tions. That 36 percent still represents a rather dramatic change from five years ago 

when few large-utility CIOs were willing to outsource anything. The percentage was 

somewhat lower among municipals and co-ops, but still a fourth of respondents 

reported outsourcing some customer care functions. When you add another 17.3 per-

cent, either actively considering outsourcing or “maybe” planning to outsource, the 

numbers become even more impressive among IOUs. Another 31.5 percent of munis and 

coops are considering moving in that direction. 

 Despite a relative slowdown in growth over the last couple 
of years, outsourcing among smaller utilities, 
municipals (munis) and co-ops — and even some smaller 
IOUs — is a relatively well-established practice. 
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The adaptation of outsourcing in the utility 

industry is nothing new. Since 1995, the utility industry has 

seen 20 outsourcing deals of notable size. But given the 

extent of the industry’s need to meet Wall Street’s finan-

cial targets by achieving operational excellence, hundreds 

of utility companies still have room to streamline, modern-

ize, and rationalize their back office business processes 

with the help of third-party companies.

The benefits of outsourcing include the restoration of 

predictable growth, improved service levels and quality, 

and increased profitability for investors. Outsourcing can 

transform customer service, establishing expectations for 

best-in-class solutions. By freeing utility management to 

focus exclusively on generating and delivering electricity, 

the utility company that outsources its back office busi-

ness functions can actually increase its commitment to 

electric reliability. And looking to the future, the prospect 

for more merger and acquisition activity – and maybe a 

pick-up in the move toward competitive markets – will fur-

ther drive companies to ferret out redundant systems and 

processes through outsourcing. 

Outsourcing works for most companies, but transform-

ing a business through outsourcing isn’t easy. Utility com-

pany executives know instinctually and empirically that 

basic business services are a time-consuming and costly 

operating expenditure. Managing those services distracts 

their focus from their core business of energy production 

and distribution. Upgrading systems to increase produc-

tivity is expensive. But executives face a Catch-22 dilemma 

and are handcuffed in their search for a remedy: they know 

their efforts to transform their back office operations are 

constrained by limited resources and budgets that are 

dedicated to generation and distribution issues. Executives 

know also that mid-level management – those who have 

no real incentive to improve processes so that they are no 

longer needed – has limited experience implementing the 

wholesale changes needed to drive dramatic or step-fold 

improvements. And the executives also know they need to 

transform their business even while the business is up and 

running. There’s no way they can take shut down utility 

operations while they re-tool their back office.

Despite those compelling business reasons for consider-

ing a third-party change agent, outsourcing is not perceived 

to be an easy solution. Utilities are wary of losing control of 

some parts of the business, for fear that an outsider won’t 

be as mindful of functions like customer service or finance 

and accounting as they are. Outsourcing can add political 

By Robert Pryor

The Case for Utility  
Outsourcing

and regulatory risks, as anti-outsourcing politicians are 

grandstanding on a “Keep Jobs in America” platform and  

misleading people about the net-net positives of global 

sourcing. And worse yet, those challenges to outsourcing 

can cause executives to default to the cost-plus, regu-

lated-utility paradigm. Deregulation isn’t moving – there’s 

little current incentive to veer from that outdated mode 

of thinking. 

The good news is that prevailing attitudes are chang-

ing. For instance, an IDC/Capgemini pulse survey of more 

than 200 financial decision-makers in April 2004 showed 

that 24 percent had already outsourced some portion of 

their finance and accounting function. And, 31 percent 

said they’ve already outsourced human resources in some 

capacity. Confidence in outsourcing is increasing among 

financial decision makers.

And it’s likely that utilities’ concerns about customer 

service metrics will lead them to re-evaluate their options, 

including the outsourcing of that function. Utilities expect 

their outsourcing suppliers to deliver the best in service 

without the traditional trade off between cost reduc-

tions and market-competitive customer service. Those 

expectations demand constant investment in sometimes 

costly – and fast moving – technology improvements. Util-

ity companies don’t have the budget or the experience to 

keep pace with consumer demands for best-in-class ser-

vices. For instance, cutting-edge IVR technology is capable 

of resolving most issues on the first call, a key driver of 

high customer satisfaction. But updating systems and 

processes to enable first-call resolution may be too costly 

without the help of an outsourcer who is selling the service 

at wholesale prices. Utilities can take comfort in develop-

ing strict contractual arrangements around customer ser-

vice, reinforcing the importance of the care function to the 

outsourcing supplier.

As outsourcing makes further inroads into the utility 

industry, companies will take a closer look at the differences 

between operational and transformational outsourcing. 

Focusing on only one business service function at a time, 

operational outsourcing can only take a company so far in 

delivering needed cost and process improvements.

Transformational outsourcing – a more complete, 

larger scale reorganization of the way that businesses 

conduct every back office function – is becoming more 

attractive to utility board members. Outsourcing can 

reduce costs by as much as 30 percent, but boards 

are coming to realize that a solid, transformational  
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outsourcing program should not be limited to just cost-cutting. A good outsourc-

ing arrangement with a qualified partner essentially shares business risks, ensuring 

that, for instance, technology is beneficially refreshed when appropriate. It miti-

gates companies’ constant need to make large investment decisions. Boards and  

executive management will come to accept outsourcers once they have confidence 

that their outsourcing provider is in fact a collaborative partner, willing to work 

together to achieve the cost reduction and service quality objectives of the pro-

gram through teamwork. 

Another utility industry hang-up about outsourcing has been vendors’ desire 

to move work offshore. It’s a mistake to move processes offshore based on cost 

alone, without paying attention to service quality or leveraging in-place tech-

nology and resources. Companies need to consider several solutions when they 

decide to outsource, including dedicated service centers and joint ventures. Oth-

erwise, they will fail to realize the true potential of offshore outsourcing, not to 

mention the political and public opinion challenges of recent months around this 

emotional issue. Outsourcing models that blend onshore, nearshore and/or off-

shore capabilities, tailored and coordinated to meet a company’s specific goals in 

a distributed delivery approach that balances cost reduction today with business 

transformation tomorrow. One of the key challenges and opportunities in busi-

ness today, in any industry including utilities, is sourcing the right skills at the 

right place at the right cost. 

And who knows what tomorrow will bring? Despite the current lethargy of dereg-

ulation, the long march of business history indicates the utility industry will some-

day deal with real competition in one form or another. Every other industry has. 

Engaging an outsourcer to deliver services that have nothing to do with generation 

or delivery will give the utility company greater flexibility if – and when – it has to 

grapple more diligently with competitive issues for its commodity. Working with an 

outsourcer – today – will develop a collaborative sense of structural creativity that 

prepares for the future. Overcoming unknown future hurdles will be made easier if 

today’s utility executives have the foresight to embrace their core competencies 

and leave business process service improvements to others. 

The act of outsourcing demonstrates more than business vision. With proper 

governance models in place, utilities can find significantly better economics through 

an outsourcing venture. An enforceable contract ensures certainty and confidence 

in the arrangement and acts to improve service levels. Companies should align 

incentives with their business process outsourcing (BPO) service provider to take 

advantage of technology improvements and seek to work on an accelerated sched-

ule in order to minimize disruption and quickly capture value from an outsourcing 

arrangement. In a collaborative business “partnership,” the risks are identified and 

mitigated as much as possible, and that can be music to the ears of stakeholders 

of all shapes and sizes. 

Robert Pryor is the CEO of Capgemini Energy.

   Working with an outsourcer – today – will develop 
a collaborative sense of structural creativity 
that prepares for the future.
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Until last year, TXU was like many other U.S. utility 

and power companies, staying steadfast in the belief that 

company employees generally did a better job of providing 

services than independent companies. However, CEO John 

Wilder, challenged the company to reexamine that belief —  to 

rapidly ( but thoughtfully) engage the market of service pro-

viders and consider alternatives in delivery of speed to value. 

The result of this burst of competitive and creative activity 

was the formation of a joint venture, Capgemini Energy, in 

a $3.5-billion, 10-year deal and the subsequent transfer of 

2,700 employees to the new entity in only two months.

By adding transformational outsourcing to its business 

model, TXU hopes to improve its cost position, optimize ser-

vice delivery, and catalyze cultural change. Under the agree-

ment, Capgemini Energy will take on TXU’s support services 

(customer contact, revenue processing and collections, 

information technology, supply chain, human resources and 

certain finance and accounting functions). Because this new 

business is uniformly focused on such crucial processes, it 

fares well in attracting talent and capital. 

Before making this move, TXU’s previous experience in 

outsourcing had been limited. The concept of outsourcing 

functions like customer care had previously been applied 

to peak assistance, not baseload functions. Nevertheless, 

the transition was well executed. In fact, during the transi-

tion, Dallas was hit with a storm that caused more damage 

than any in the last 100 years. Our line crews, as well as the 

transitioning employees in the call centers, performed with 

distinction in the restoration of service. 

Now that we have almost a year of operating experience 

under our belt within the new construct, I will address some 

of the questions decision-makers have posed to our lead-

ership team as they examine our model and evaluate their 

own operations for this type of arrangement. In so doing, 

I hope to offer a unique perspective. Prior to joining TXU 

as senior vice president of business operations and CIO, I 

had the opportunity to work on outsourcing issues at SAIC 

and other companies — so I’ve been on both sides of the 

outsourcing equation.

W HY CHOOSE LARGE -SCALE OUTSOURCING  

IN THE FIRST PLACE?

TXU chose large-scale outsourcing because it enabled us to 

rapidly achieve operational excellence in ways otherwise unat-

tainable. After significant research, we concluded that incre-

mental change would simply not accomplish our business goals. 

We also captured three important benefits from the deal:

By Paul O’Malley 

Transformational Outsourcing:  
A Year In Review

1) Cost savings: This 10-year business agreement with 

Capgemini Energy will save TXU $175 million in annual 

operating costs. 

2) Operational excellence: Operational excellence met-

rics are stipulated by contract. We know we will gain 

increased functionality, innovation and continuous 

improvement – it’s guaranteed. 

3) Sustained benefit and continuous improvement: To 

drive step function change, many companies engage 

consultants and professional services firms as catalysts 

for innovation and transition to best practices. Too 

often, the change and corresponding value diminish 

significantly over time. Our arrangement with Capgemini 

Energy guarantees step function change, sustained 

benefits and incentives for continuous innovation. 

DON’T YOU INCREASE YOUR BUSIN ESS RISK BY  

OUTSOURCING THINGS LIKE CUSTOMER CARE?

This was an issue we considered at length. Ultimately, we 

decided that it helped mitigate our risk by transferring finan-

cial and technical risk to a specialist firm. Combined with the 

metrics and financial penalties put in place for failing to meet 

specified standards, we found the solution we needed. In fact, 

since last July, we have seen tremendous progress in opera-

tional performance. For example, in our contact centers, the 

outsourcing arrangement was a critical enabler in our efforts 

to reduce customer call wait time from more than 300 sec-

onds on average to less than 15 seconds. 

FOR AN AGREEMENT THAT WAS ACCOMPLISHED IN 

SUCH A SHORT PERIOD OF TIME, HOW DID YOU INCOR-

PORATE IT INTO TXU’S DAY-TO-DAY BUSINESS? 

Large-scale outsourcing is not easy. Like any significant 

endeavor, business integration required meaningful effort. To 

the company’s credit, we recognized the importance of getting 

it right from the beginning. To accomplish this, TXU created an 

organization whose work focused on three things:

1) Commercial management: This team continues to be the 

centralized source of contract and financial manage-

ment. They manage contract terms — serving as the 

primary contact point for contract issues, negotiations, 

enhancements, and modifications. They are also respon-

sible for monitoring service delivery performance and 
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cost savings, tracking monthly charges and service level 

credits to ensure accuracy. Outsourcing agreements like 

ours succeed or fail, in part, because of day-to-day deci-

sions. This team helps manage those decisions to TXU’s 

benefit. Moreover, it enables the broader workforces of 

TXU and Capgemini Energy to focus on creating value, 

relieving them from the administrative burden of value 

measurement and contract compliance.

2) Transition management: For the first six months 

of the agreement, a small team was responsible for 

the transition of work to Capgemini Energy while 

ensuring service continuity, process migration, value 

realization, change management, and the fulfillment 

of agreement conditions.

3) Relationship management: Also for the first six months, 

we dedicated a team to execute, and, as necessary 

calibrate, the formal governance structure between TXU 

business units and the new company. This group repre-

sented TXU business priorities, assisting with demand 

management, and monitored service scope and quality 

on behalf of TXU. Most of these responsibilities now 

reside in each TXU business unit.

HOW HAV E YOU DEALT WITH THE IN EVITABLE 

BUSIN ESS CHALLENGES?

Fortunately, both TXU and Capgemini Energy recognize the 

value of a constructive partnership, so we have a collabora-

tive, day-to-day working style. When there are problems – and 

with an arrangement of this size there are problems – we deal 

with them together and immediately. No one wants to see the 

first hint of a problem on a monthly report.

Still, the reports are important. We use our management 

dashboard to track and trend hundreds of key performance 

indicators. To date, Capgemini Energy is meeting or exceeding 

about 98 percent of these metrics. When trends track unfa-

vorably or other issues are noted, we work together on root 

cause analysis and execution of remediation plans. 

W HAT WAS THE IMPACT ON YOUR EMPLOY EES?

As with any change of this size – the impact was mixed. Intel-

lectually, everyone at TXU knew this initiative was going to 

involve substantial change, and the reality of that change 

was difficult. Here are some examples of actions we took to 

help manage this change:

Regular communication: In dynamic situations, people will 

make up their own answers if they are not provided with alter-

natives. Both TXU and Capgemini Energy communicated early 

and often about the details of changes to minimize or elimi-

nate any impact on day-to-day business. We also established 

an on-line forum about the agreement and provided a way 

for employees to ask questions electronically and have the 

answers posted for everyone’s benefit. Hundreds of questions 

were answered this way, resulting in business continuity.

Transitioned employees: We treated transitioned 

employees fairly and with respect. Because the 

transfer of employees took place halfway through 

2004, all employees who transferred from TXU to Capgemini 

Energy also received a portion of the TXU annual performance 

bonus. In addition, with likely reductions in force by Capgem-

ini Energy, TXU offered a separation package for eligible TXU 

employees who transferred but were subsequently separated 

during the first 18 months of the deal.

W HAT ABOUT THE CULTURE CHA NGES THAT 

N EED TO TAKE PLACE WITH SUCH A DEAL? 

That’s an ongoing process. We went from a model where 

employees who could walk into an office and ask for a ser-

vice or a new report without any problem to needing new pro-

cesses to track requests. You cannot underestimate the work 

it takes for a company to become a “new” customer of large-

scale outsourcing. We are making measured progress; but we 

still have a ways to go. We have a fundamentally new way of 

doing business that’s characterized by a culture of discipline. 

Our drive to extraordinary business results will be through 

innovation and sustained change. 

DO YOU THINK LARGE -SCALE OUTSOURCING WILL 

BECOME A N IN DUSTRY TREN D?

We are extraordinarily pleased with this strategy and its 

execution thus far. It seems inevitable that the financial and 

operational results we have been able to achieve through 

this vehicle will warrant consideration in the broader market-

place. Of course it’s not easy – structural evolution never is. 

So do I think we are at the front end of a trend? I do. But it’s 

important to note that the circumstances of every company 

are different. Their decisions will be influenced by a variety 

of factors — from their competitive position to the capacity 

of their workforce and infrastructure to sustain significant 

change. Therefore, adoption will probably be uneven.

IF YOU W ERE GIVING ADVICE TO A NOTHER  

COMPA N Y ABOUT LARGE -SCALE OUTSOURCING, 

W HAT WOULD IT BE?

Assemble a strong project team to deal with the details early. 

In our case, a group of internal subject matter experts for 

in-scope processes invested significant time in the contract 

before it was signed. It is the foundation of our agreement, and 

we’re glad we took the time to think through the details. 

Paul O’Malley is the chairman and chief executive of TXU 
Energy and is responsible for retail, business and wholesale 
markets, comprising all deregulated marketing and trading 
activities as well as customer service and operations.

   So do I think we 
are at the front end 
of a trend? I do.
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 CONSULTING

Energy Management Resources
700 South 291 Highway, Suite 208
Liberty, MO 64068
(816) 883-1000
www.energymgmtresources.com

ScottMadden
10 Piedmont Center, Suite 805
Atlanta, GA 30305
(404) 814-0020
www.scottmadden.com

 CUSTOMER CARE & BILLING

A/S Precision Solutions Inc.
1214 Freedom Road 
Cranberry Twp, PA 16066
(724) 776-1507
www.alleghenyps.com

Alliance Data Systems
17657 Waterview Parkway
Dallas, TX 75252
(800) 748-1289
www.alliancedatasystems.com

BillMatrix Corporation
8401 North Central Expressway, Suite 700
Dallas, TX 75225
(800) 596-0221
www.billmatrix.com

Capgemini Energy
1601 Bryan Street
Dallas, TX 75201
(214) 812-6766
www.capgemini.com

Cellnet
30000 Mill Creek Avenue, Suite 100 
Alpharetta, GA 30022
(678) 258-1500
www.cellnet.com

First Data Corporation
692 Pine Street
Omaha, NE 68106
(888) 565-5990
www.firstdataclients.com

Itron
2818 North Sullivan Road 
Spokane, WA 99216
(800) 635-5461
Fax (509) 891-3932
www.itron.com
Contact
Debra Sonner, Marketing Communications 

Manager
 (800) 635-5461
Tim Wolf, Manager, Strategic Marketing
 (800) 635-5461
Peter Sanburn, Senior Marketing Campaign 

Specialist
 (800) 635-5461

Itron is a leading technology provider and criti-
cal source of knowledge to the global energy and 
water industries. More than 3,000 utilities world-
wide rely on Itron technology to provide the knowl-
edge they require to optimize the delivery and 
use of energy and water. Itron creates value for its 
clients by providing industry-leading solutions for 
electricity metering; meter data collection; energy 
information management; demand response; load 

forecasting, analysis and consulting services; 
distribution system design and optimization; web-
based workforce automation; and enterprise and 
residential energy management.

J & B Software, Inc.
510 East Township Line Road 
Blue Bell, PA 19422
(215) 641-1500
www.jandbsoftware.com

Matrix Imaging Solutions, Inc.
6341 Inducon Drive East  
Sanborn, NY 14132
(716) 504-9700
www.matriximaging.com

Nexus Energy Software
16 Laurel Avenue
Wellesley, MA 02481
(781) 694-3300
www.nexusenergy.com

Olameter
1255 Nicholson Road  
Newmarket, ON L3Y 9C3 Canada
(800) 903-7003
www.olameter.com

PAR3 Communications
100 South King Street, Suite 100
Seattle, WA 98104
(206) 902-3900
www.par3.com

SPL WorldGroup
525 Market Street
San Francisco, CA 94105
(415) 963-5600
Fax (415) 963-5601
www.splwg.com
Contact
Steve Murphy, Regional Services Director 

(973) 451-4243
Dave Mulit, General Manager 

(973) 401-7507
Bob Eddy, Vice President 

(763) 694-4480

SPL delivers proven solutions to the global 
utility market. Our software applications in 
customer care and billing, enterprise asset and 
work management, outage management, mobile 
workforce management, and distribution manage-
ment are specifically designed for energy, water, 
and service companies. Working with systems-
integration and technology partners, SPL has an 
unparalleled record of implementation success. 
SPL focuses on clients’ return on investment and 
fosters long-term relationships based on confi-
dence and trust. Visit www.splwg.com.
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StarTek
100 Garfield Street, Suite 300 
Denver, CO 80206
(303) 262-4500
Fax (303) 388-9795
www.startek.com
Contact
Mike Griffith, VP, Sales
 (303) 262-4442
Kevin Smith, Director, Marketing  

 Communications
 (303) 262-4549
Amy Claire Wild, VP, Marketing
 (303) 262-4575

StarTek helps companies care for their cus-
tomer better, and keep them longer. We perform 
customer care/acquisition, tech-support and 
receivables management for some of the world’s 
largest telecom, utilities and technology organiza-
tions. We deliver our business process solutions 
through strong strategic partnerships based on 
our core competencies of: Project Implementation, 
Resource Planning and Training/Quality Assurance. 
This approach provides the foundation of organi-
zational skill that allows us to be agile in support-
ing client needs, while maintaining operational 
excellence in the services we provide.

Striata
48 Wall Street, Suite 1100
New York, NY 10005
(212) 918-4677
www.striata.com

Terasen Utility Services
126 North Jefferson, Suite 300 
Milwaukee, WI 53202
(414) 291-6537
www.terasen.com

The Active Group
10501 SE Main Street, Suite 200 
Milwaukie, OR 97222
(888) 357-2131
www.theactivegroup.biz

Twenty First Century Communications
760 Northlawn Drive
Columbus, OH 43214
(614) 442-1215
Fax (614) 442-1180
www.tfcci.com
Contact
Janet Mushrush, Director of Utility Sales
 (614) 442-1215 x 244

TFCC has been providing reliable com-
munications solutions to utilities for more than a 
decade. In addition to the largest inbound capac-
ity in the industry, TFCC has also developed 
unique and innovative Speech Solutions, which 
allow you to deploy customer self-service applica-
tions without the risk and expense of an on-site 
system. And because we offer only web-based 
hosted services, our clients never have to buy 
equipment or upgrade software. What can we do 
for your utility?

Virtual Hold Technology
137 Hertiage Woods Drive
Akron, OH 44321
(800) 854-1815
www.virtualhold.com

Working Solutions
1820 Preston Park Boulevard, Suite 1150
Plano, TX 75093
(972) 964-4800
www.workingsol.com

 ENGINEERING

ESI Inc. Of Tennessee
1250 Roberts Boulevard
Kennesaw, GA 30144
(770) 427-6200
www.esitenn.com

M.E.H. & Associates
7975 Pfeiffer Road
Cincinnati, OH 45242
(513) 793-1721
www.mehassociates.com

Dynamic Energy Systems, LLC
740 Springdale Drive, Suite 208
Exton,  PA 19341
(780) 460-7771
www.des-ems.com

Quantum Gas & Power Services, Ltd.
11767 Katy Freeway, Suite 1040 
Houston, TX 77079
(281) 920-3898
www.quantumgas.com

 FINANCIAL

Capgemini Energy
1601 Bryan Street
Dallas , TX 75201
(214) 812-6766
www.capgemini.com

Electric & Gas Industries Association (EGIA)
3800 Watt Avenue, Suite 105
Sacramento, CA 95821
(866) 367-3442
www.egia.org

Hewitt Associates
100 Half Day Road
Lincolnshire, IL 60069
(847) 295-5000
www.hewitt.com

QC Data Inc.
8000 East Maplewood Avenue
Greenwood Village, CO 80111
(303) 783-8888
Fax (303) 788-9166
www.qcdata.com
Contact
Frank Roberson, Director Business Development
 froberson@qcdata.com
 (404) 879-6871
Steve Dettbarn, Business Development 

Executive 
sdettbarn@qcdata.com 
(404) 879-6875

Sheri Frazier, Business Development Executive 
sfrazier@qcdata.com 
(303) 788-9121

QC Data manages, maintains and improves 
vital engineering and asset data for world class 
Telecommunication and Utility companies by way 
of Business Process Outsourcing and Service 
Bureau delivery models. Our services in the 
United States, Canada, United Kingdom and Ire-
land deliver exceptional operational and financial 
value to our clients through long term partner rela-
tionships that result in timely, accurate, accessible 
and available operational data. Working with QC 
Data enables you to provide improved service to 
your customers by empowering your organization 
to repair sooner, plan and procure more efficiently 
and provide services faster.

StratCom Advisors LLC
562 Kingwood Drive, Suite 16
Kingwood, TX 77339
(281) 973-4471
www.stratcomadvisors.com

The ConTech Group
332 Sunset Road 
Pompton Plains, NJ 07444
(973) 839-6847
www.thecontechgroup.com

Universal Field Services, Inc.
1418 Pine Gap Drive
Houston, TX 77090
(281) 586-9919
www.ufsrw.com

Customer Care & Billing    Mobile Workforce    Enterprise Asset & Work Management    OMS & DMS Systems
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 GENERATION SERVICES

Day & Zimmermann NPS
1866 Colonial Village Lane, Suite 101 
Lancaster, PA 17601
(717) 481-5600
Fax (717) 481-5615
www.dznps.com
Contact
Brian C. Hartz, V.P., Business Development 

(717) 481-5600 x 211
Mark G. Friedmann, Director, Business  

Development 
(717) 481-5600 x 215

Brad Mizell, Director, Business Development 
(717) 481-5600 x 243

Day & Zimmermann NPS (DZNPS) is one of 
the nation’s leading union labor contractors dedi-
cated exclusively to safely performing full-service 
maintenance and modifications at nuclear and 
fossil-fired power plants. Multi-site, system-wide 
partnerships focused on reducing the Total Cost 
of Ownership (TCO) are a DZNPS specialty. In 
2004, DZNPS was ranked as the #1 Operations 
& Maintenance contractor in the U.S. Power 
industry by the Engineering News Record (ENR).  

OES Management Consulting
PO Box 8581
Northfield, IL 60093
(312) 909-5586
www.oesconsulting.com

Synergy Global Power Associates, Inc.
8319 Twining Oaks Lane
Spring, TX 77379
(281) 379-5554

Turbine Generator Maintenance/ 
Gas Turbine Maintenance

Turbine Maintenance
4635 Coronado Parkway, Suite 7
Cape Coral, FL 33904
(800) 226-7557
Fax (239) 549-0767
www.mrturbine.com
Contact
Marty Magby, Outage Planner 

(800) 226-7557
Dan Hoffman, Outage Planner 

(800) 226-7557
Lisa Woodhard, Sales Manager 

(800) 226-7557

Turbine Generator Maintenance, Inc. and Gas 
Turbine Maintenance LLC have been in the busi-
ness of performing Gas and Steam turbine and 
generator maintenance for 20 years. We perform 
our outages with our full time staff of Technical 
Directors, Foremen and Mechanics. TGM/GTM 
comes to the customerís site with fully equipped 
office and tool trailers. Our customers include 
pulp and paper mills, phosphate, waste-to-energy, 
chemical, petroleum, steel and aluminum mills and 
independent and cogeneration power producers.

 INFORMATION TECHNOLOGY

Accenture
128 Third Street South
St. Petersburg, FL 33701
(727) 897-7000
www.accenture.com

ADS Systems Incorporated
5022 Bailey Loop, Suite 123 
McClellan, CA 95652
(916) 922-3532
www.adssystems.com

Cadence Network, Inc.
105 East Fourth Street, Suite 250
Cincinnati, OH 45242
(866) 223-3623  
www.cadencenetwork.com

Capgemini Energy
1601 Bryan Street
Dallas, TX 75201
(214) 812-6766
www.capgemini.com

Central Service Association
PO Box 3480
Tupelo, MS 38803
(662) 842-5962
www.csa1.com

Computer Aid, Inc.
1390 Ridgeway Drive
Allentown, PA 18104
(610) 530-5000
www.compaid.com

Deloitte
127 Public Square, Suite 3300
Cleveland, OH 44114
(216) 830-6618
www.deloitte.com

Equinox Software Design Corporation
204-267 West Esplanade
North Vancouver, BC V7M 1A5 Canada
(604) 988-7598
www.equinox.ca

Intelsys Inc.
99 Mineola Avenue
Roslyn Heights, NY 11577
(516) 621-5200
Fax (516) 621-5785
www.intelsysinc.com
Contact
Mohan Wanchoo, Sr. Vice President 

(516) 621-5200 x 20 
Ananda Goswami, Account Manager 

(516) 621-5200 x 11

Intelsys is a New York based cost effective 
and best-of-breed EDI/EC Professional Services 
Firm that offers the following full range of out-
sourcing services: EDI Transaction Management 
(EC-Circle), Transaction Tracking & Reporting 
(UtiliPort), Energy Billing (UtiliBill), Load Forecast-
ing (UtiliLoad).  We also offer Professional and 
Consulting services in the Energy Industry.  Intel-
sys serves over 300 customers in most states all 
across the USA and many European countries like 
Norway, Germany, Sweden and France. We align 
ourselves with our clients and tailor our products 
and services to their specific business needs.

LogicaCMG
10375 Richmond Avenue, Suite 1000 
Houston, TX 77042
(713) 954-7000
Fax (713) 785-0880
www.logicacmg.com/us
Contact
Sue Wilson, Marketing Manager 

(713) 954-7308 

For over 40 years LogicaCMG has been a 
major international force in IT Services. We provide 
management and IT consultancy, systems integra-
tion and outsourcing. Our outsourcing services 
enable distribution utilities to reduce IT costs, 
increase operational efficiency, and devote key 
resources to the company’s core business needs. 

With a ten year track record in Business 
Process Outsourcing (BPO), LogicaCMG has a 
successful history of providing outsourcing ser-
vices for the US, UK, New Zealand, and Australia 
utility markets.   

QC Data Inc.
See complete listing on page 66

UMS Sourcing Solutions
8818 Brae Acres Road
Houston, TX 77074
(281) 451-1090
www.umsgroup.com

Customer Care & Billing    Mobile Workforce    Enterprise Asset & Work Management    OMS & DMS Systems

1.800.ASK4SPL
www.splwg.com

SPL JUST MADE IT EASIER TO FIND
PROVEN SOLUTIONS

FOR ENTERPRISING UTILITIES

http://www.logicacmg.com/us
http://www.logicacmg.com/us
http://www.mrturbine.com
http://www.mrturbine.com
http://www.intelsysinc.com
http://www.intelsysinc.com
http://www.dznps.com
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Wipro Technologies
11921 Freedom Drive, Suite 970
Reston, VA 20190 
(703) 668-8600
Fax (703) 467-9223
www.wipro.com
Contact
Michael Murphy, Principal Consultant 

(770) 446-7572
Aswatha Amarnath (Amar), Principal Consultant 

(650) 316-3486
Tim Matlack, Senior Vice President 

(703) 668-8600 x 2031

Wipro Technologies (NYSE: WIT) is the first 
global PCMM Level 5 and SEI CMMi Level 5 
certified IT Services Company. Wipro provides 
comprehensive IT solutions and services (including 
systems integration, IS outsourcing, package 
implementation, software application development 
and maintenance) and Research & Development 
services (hardware and software design, develop-
ment and implementation) to corporations globally. 
Wipro’s unique value proposition is further 
delivered through our pioneering Global Sourcing 
Model and stringent Quality Processes of SEI and 
Six Sigma.

Xtensible Solutions
PO Box 372969
Satellite Beach, FL 32937
(321) 777-3789
Fax (321) 777-3810
www.xtensible.net
Contact
Greg Robinson, President & CEO 

(321) 777-3789
Joe Zhou, CTO 

(303) 229-4328
Terry Saxton, VP Special Projects 

(763) 473-3250

Xtensible Solutions offers the Model Driven 
Integration (MDI) Framework to support cost 
effective, semantic-based enterprise integration. 
The MDI Framework enables congruent data to 
flow through a utility’s enterprise while still allow-
ing individual projects to employ the most appro-
priate technologies for their situation. Market 
analysts state that over 50% of system integration 
costs are attributed to semantics. Utilities and 
their preferred system integrators and consultants 
use MDI to achieve a positive ROI on integration 
investments.

 POWER MARKETING

Great Lakes Engineered Sales
3233 Michele Ruella
Cuyahoga Falls, OH 44223
(330) 283-0548
www.greatlakesengineeredsales.com

Pace Global Energy Services, LLC
4401 Fair Lakes Court
Fairfax, VA 22033 
(703) 818-9100
www.paceglobal.com  

EC Power, International, Inc.
5120 Woodway, Suite 5005
Houston, TX 77056
(713) 626-8700
www.ec-power.com

 TRANSMISSION FUNCTIONS

ABB Inc.
940 Main Campus Drive
Raleigh, NC 27606
(800) 919-4995
www.abb.com/us  

Realtime Utility Engineers
8417 Excelsior Drive
Madison, WI 53717
(800) 297-1478
Fax (608) 664-2009
www.realtimeutilityengineers.com
Contact
Mel Mitchell, Marketing Director 

(800) 297-1478 x 100

Providing substation and transmission 
line engineering to electric utilities nationwide. 
Realtime’s substation engineering includes the 
electrical and physical design of both new sub-
stations & substation expansions. Our SCADA 
& automation engineering team provides custom 
& standard SCADA/RTU/PLC/DCS/EMS pro-
gramming and design. Realtime’s transmission 
line engineers specialize in uprate engineering, 
structural analysis, reconductor, rebuild and new 
line design. Determine the maximum safe operating 
temperature of your line with Realtime’s in-
depth line rating studies & LiDAR aerial experience.
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