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Logical Architecture—Multi-tiered

SICECL

User Interface
’ { |

= Portal framework & content LrJ |::j:: II" -

supplier :
—
Business Process Manager Opportunity to Sale
= Business process through
service orchestration L
L -
Service Manager D [|:[| ﬁo"’e Bidirectional
. . . i Interoperabilit:
= Business objects & business Sy yy ';s Y
: | Web Service
services » | J2EE CA
Activity O Product | CORBA
< A »
Pl I "E Y
Data Managerz eAl O O [|:[|
v
A
. Data and service unification CS O
SQL generation for Siebel RDBMS \ 'A
SQL generation for external RDBMS \
eAl direct integration with legacy
applications

Integration to legacy systems thru third
party integration server Siebel External
Database Database Appllcatlon

Analytics Server |:|

oao
DEIZI ooo

B B 142 600 4 ’ilﬁﬁ&»‘%ﬂ‘%&é‘éiiﬁz(i
) AR 2 %g % % (CIS/Billing) » SRR RE 5
g hipk o P e A L EDF-PG&E~TXU Aquna Minnesota
Power % o

w RSB  TRRERIRE T REREY PIRE  RT R P
JREZ | K

Web Browser

Tuxedo

Microfocus Cobol

DB2 or ORACLE
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An Investment in a Best-ofi-Breed Solution

Point-to-point
architecture

Integrated Suite

Move data to one suite, one database

RS T AR R L R
CRefp B2 A FRE AR Mk il 2

Best of Breed

Leave data where it is

« Cobble your solution
together

« Inflexible; difficult to
change

* Very expensive approach

Siebel 12 %

W= E v o UAN &R
-
& it

Lodestar %

=

F A
B2

Lfrw A & D

4
= > s
X ‘3% S WU

« Proprietary architecture
« Sacrifice functionality

* Move your data, re-

implement your applications

« Vendor lock-in

Universal Appllcatlon Network (UAN)
CRM p R B * % 503 & BT eh % %o (v B R b & 5

P At o) FiE Adapter > 2237 A
& & F Lodestar %
¥ i B k% SPL - SAP - Excelergy -
1 CIS/Billing s 5o & -

* Flexible, open architecture
* Choose your applications

» Leverage existing

investment in data and
applications

- Least expensive and fastest

time to implementation
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UAN for Utilities and Energy: Industry.

Integration Server

:—EI-

Billingr& €IS

v

T

o=

Data

Excels

J/U =

Siebel # =% 4 iww/hA ¥ CRM kit FEFF &% = Fa,
(Bllllng&CIS) T2 T & p ks (Pricing/Meter Mgmt) ~ fie

L (Network Mgmt)~ o R E R E IR kL (Loyalty &
Churn) ~IRB1 iTg 12k v (Work & Field Mgmt)

1 - Siebel # SPL + SAP i &

Siebel ¥ SPL the it 422 RE 4 27 (EDFE)~ 4 g 4 o7

(TXU)~ PG&E % nPower % > # & Validated Connector ~ UAN -~
Partner Solutions & 7 CIS/CRM s svenfE & - 22 SAP & v % b e 35
Centrica -~ gasNatural ~ eON - RWE % > 12 UAN ~ Expedience -
Utility Edge ~ Other Partner Solutions # & -

P

2 ~ Siebel & Excelergy % &

Siebel jiiio P h T i 2% 0 &2 Excelergy o @ & T3 37—
et 2 FA ks (CIS) Fet oM iRkg®™ (CRM) 235§ kit
(Billing system ) - = ¢ ¥ {5 < i & & = = B x4z Acquire »
Forecast - . ~ :



Strategic BusinEss Waorkfarce | Hegulatory
Ertarpriss Emtarprise Fm::;:.: Intelligence & Accounting | Flanning & | Reporting/

Management Management Decision Support Alignment FERC

CRM Marketing | Bales Berwice

Installation Sales Cycla

Conmection & 5.;!-}5 i Metar Reading
1
etz & Biliing Tnstailatian

Management Management Management

Energy Services Sales Cycla &::‘r::::“ SHE:LE‘::“" Reotail Billing

T
Energy Data Brafils R ecusell atian
Hanagament Hanagamiant Energy Triding Whalesala Billing & Settlemient

Havanms | Receivable | Third F'.l‘h'
Managament b Management Sorthement

(Z) TARBAEDET M BFE

1 - Siebel =7 4 f%

Evolution from a Product-Centric Company. ...

Customer

Unsynchronized Channels

>
>
4
Product-Focused Divisions > v *E
> /e ~
>

Inconsistent Business
Processes

Unaligned Employees

Siloed Applications

BHAFAET B RL 2 R OR o PG HR S T
SRR EoRF dhle M TEiAg 0 4 Siebel & P sk 0 3L A L

?l\‘.&?a' /}’\.;I;F' *
SRR~ F oK A BRI e

B % 2 JpR7x— = it (Streamline Customer Care)
B BLH-iF¥ & & (Optimize Field Operations)

W it g 248 (Better Manage Customer Sales
Relationships )

B it » g 3s R (Ensure Customer Loyalty)



W ipid 2 ¥ & 7% »c (Leverage Partner Ecosystem)
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Siebel # & " E P S8 LT+ 008 P M Gk

m  Fx%- % rRi+ (Single Contact Service Resolution); = ;¢
R T P ARSI RREFPEL o

m o Py i pRir (Mobile Service Delivery), s fi2 & % ¥
MM LI RERRFTELE RGN o

B v T3 24 & a4 (Efficient Sales Processes); ic i & * = R
TRAR M B 1 (ER AR T AR EA T AR AT

B imiEd REr 2ok BER o 0 TRIEM 74 (Segment-Driven
Marketing )y 97 ;S P& & B 3L £ 2 in 4 R4 o

m T &P ik & (Partner Network Optimization ) j sh % »
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=Highly inefficient and manual processes
= Low customer satisfaction

= Longer call resolution time

= Interaction with many systems

Identify Customer Cross-Reference Send Request for Research Usage
-7 E‘! —‘-ﬁl Service Profile Usage Detail from
L JFT' EL Record in Billing Specialist
Application

CSR Requests to Manual Cancel Resolve Dispute Send Usage Data

Cancel and Rebill and Rebill and/or Results to

the Customer CSR

Invoice

Microsoft O

Send Usage Data Manual Update of Dispatch Field Create Meter Order

and/or Results to Meter Read Results Engineer for Read

CSR

Siebel Energy Single-Contact Service Resolution

= Automated and standardized processes

High Bill Inquiry

= High customer satisfaction
= Shorter call resolution time

= Interaction with minimal systems

Review Bill Image

Resolution
P 24 Identify Customer
2
S A

Siebel Energy Call Center

Siebel Billing Mgmt / UAN

Review Services
and Usage History

Siebel Billing Mgmt / UAN

Create Meter Read
Activity

Siebel Billing Mgmt / UAN

Cancel and Rebill
Request to Update
CIs

Siebel Billing Mgmt / UAN

Resolve Dispute

Siebel Energy Call Center

Dispatch Field
Engineer

Siebel Assignment Mgr

Review Updated

Usage

Siebel Energy Call Center

Update Results

Siebel Energy Handheld

Dispatch Field
Engineer

Siebel Energy Call Center
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Typicd Service CAl Process

« Inefficient and manual processes
« High rate of data entry errors
« Frequent unnecessary and costly field visits

« Assign activities to most convenient resources

Customer Calls with Create Service Distribute Orders to Assign to
Problem Order Field Office or Technician
Contractor

LegacyCls | Manual (frst available)

Perform onsite

Escalate Request Activity

Complete Orders Transfer Day's Record Results
Results into System

Ay R)
g

—\

G

Siebel Energy Mohile Senvice Delivery,

Manage Service « Highly efficient and automated process

Call « Decreased rate of data entry errors

 Avoid unnecessary and costly field visits

« Closed-loop process

Customer Calls with Research and Create Service Assign to
Problem Resolve Service Order Technician
Request

iebel Call Center Siebel Solutions. Siebel Field Service

Optimize Schedules

Siebel Scheduler

Communicate to Complete Orders Record Results Perform onsite
Customer Activity

Siebel Energy Call Center
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Typical Quote-to-Contract Process

« Inefficient and manual processes

« High error rate in order entry

« Lack of status monitoring capability
Setup Account

« Delayed provisioning and billing

Credit Check
Understand

Customer Needs

Configure Solution Price Solution
General Proposal
Verify Provisioning Create Order

te-to-contract
for C&I deals

« Automated & standardized processes

» Minimal error rate in order entry

Credit Check
Understand

« Status monitoring capability

Customer Needs

Configure Solution Price Solution
Siebel Qu & Products ‘Siebel Pricer/Pricing via UAN|
[StebelSales ]
Verify Provisioning Create Order
Siebel Orders to Assets.

Personalized

Proposal
Create Contract
Siebel Quotes to Orders
¢

Proposal Approval

Siebel Workflow

« Accelerated provisioning and billing

11




P
Nid
£
4‘\
[
et
L
3
W
‘3;
"
Y
\_.
%
pvis
o
~
%
&~
[z}
o
&
Sk
H N
= »
oo
W
b
ol

YR S
T

FFHEPMF (ROI) o chmFdl FThy T
¥ & ¥ih (Closed-loop) #4 ¢ 12

ot xS PRI 2

Typicd “Subjective’” Marketing/Campaigns

« Poor targeting and low response rates
« High lead fallout due to slow assignment
* No objective ROI and Program Response measures

« Excessive process cycle time

N “r Aggregate List Launch Campaign Distributed Leads
2L L A
= [
v
Develop Offer / Evaluate Success
Program
I
>
Sebd Energy Segment Driven Marketing
TR
« Intelligent targeting >> high response rate
Closed-loop ) .
campaign » Rapid and accurate lead assignment
Identify Target
Customers management « Accurate closed-loop ROI
« Accelerated time-to-execute
| Siebel Analytics/Marketing |
-2 X 4
i 2

Aggregate List Launch Campaign Distributed Leads

Siebel Customer Master

Develop / Refine
Personalized Offer &
' Program

Siebel Marketi

Evaluate Success Pursue Leads

1530\

v

days

12
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Typica non-collaborative Paitner Sevice example

s

« Inefficient and manual processes

« Brand degraded by fragmented partner approach

Initiate Service + Data entry redundancy
Request (Brand

Owner)

» Assign activities to most convenient resources

Assign Service Create Service Route to Partner Research and
Request to Partner Request Identify Solution

[ vana || || Parner system/anual

Close Service Communicate Close Service
Status Update Request Status Update to Request
Brand Owner

icrosoft Outlook / Phone

o4
b

—\

G

Siebd Energy Partner Network Optiimizetion

BHULL

. « Automated & standardized processes
Collaborative
Service Delivery « Protect brand with unified partner approach
« Decreased rate of data entry / errors

« Assign activities to appropriate resources

Initiate Service Assign Service Route to Partner Research and
Request (Brand Request to Partner Agent Identify Solution
Owner)

Siebel Energy Call Center Siebel Partner Manager

Communicate Close Service

Status Update to Request

Communicate
Results to Customer|

Siebel Call Center

13
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2 (Back Office ) g fo o 3.5 * # 4 o

eSS (L N LR A

B ORHEIRY SR DR S SR
Mo~ B

WO s hE R A s P AEeEE B

WO A R S PR RN S o SRR

-G e

Attract customers

imaavats - fdepr-For el

Customers have different
value, e.g.

Price Chaser
Switcher/non-switche
Single/dual fuel
Payment options/plan

Customers have differept
needs

Identify target
customers

Plan &
execute

campaigns
Manage transfers paig

In/Out

B2B processes with
third parties

Objections etc

Enrol
customers

Develop new products
Build brand

Start service
Customer set-up
Field orders
Welcome Packs

14

Targeted
campaign
design

Campaign
execution &
management

Monitoring
campaign
effectiveness

Channel
relationships
through other
parties

© 2002 SPL WorldGroup, Inc.
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A promise «  Payment Options
An attitude Brand Price * Specia Discounts

mer f —
Ciu = Customer insight

= Accurate bills
Enquiry management

Superior

Service = Field order management
®  Receivables management

Product Loyalty
Bundles Programs . Affinity dedls, e.g:
product discounts — Travel
— Books

%@@&?H%WLﬁ%fi%ﬁmﬁjﬁﬁﬂ’ R TR

TR snme > %, & T REE ) R IEE IR (Service)
fﬁiﬂfé’%i“% °

fiﬁ%mﬁgﬁW@:é%%ﬂ?*\ﬁﬁﬁﬁﬁ‘?*ﬁﬁﬁﬂ‘
RHEE s BRI E I s ik S M s (Ao BRAY) RIFE -
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m_ Old Legacy CIS Systems

famavare-Adepr Facel

Rates
Billing Tariff
Management

Meter
Systems

I

Customer
Data
Management

I I I

Credit
&
Collections

Service
Orders

Accounts
Receivable

Premise Trouble
Management Orders

© 2002 SPL WorldGroup, Inc.

T ks (CIS) 4t Bl 2 A -ﬁ%?’ﬁﬁﬁﬁffu’
j kIR PRI RIDIEARE AR 2 TR

BEERTERE 2 ARR K LTI 0 4 mE G sk B M .fwm';?
- A AT Bl JEd R R F R ST R« (Call
Center) © &2 ® 3 g LHAALF L HFREIRED > * "B LA~ 7
AT R -

SPL s 4 & CorDaptix » £.* = F:/3* % (CIS/Billing) #
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ﬂ CorDaptix, The System

famavars Adsgr-Dacel

Plug-Ins

Payments
Sales &
Marketing

"
@ S
g3
S
©3

CorDaptix

Customer Customer

Care

Integration Customer

. Billing
Information

® Comprehensive Customer
Management and Sales
Functionality Workflow &

T Adjustments
Notification

® Rich suite of System
Management and integration tools
T Configuratio
e Componentized architecture S ; ’”{3@22"”
® Modular implementation options,
Entire functional foot print or specific

components can be implemented based on customer’s needs

® Support global reach
— Multi service, language, currency and jurisdiction

(z ) TXU * = JR33

FRMTZE» 1999 # 5 P T Hpd tazk 2001 # 6 7 B2
50t 25 H4E > 3 2002 F R4 2o BT EE &0 B % 2 ¥
EHE-TEF T

AR AP (TXU) *03 FB i+ - FA & 27 > TXU
energy = @ & Bxp d &L o %E B REKFTEEER
(portfolio manager) PRi%> §5 270§ * » ~2 Fehf 1

(MW) % % % £ & Texas ~ 3,000MW # UK -~ 1,280MW %
Australia ; = ¢ #]hfgpe L RId Oncor = & f r 212 & 2 -
% > Oncor ¥ % &% X 5§ ﬂiaajﬁﬁ B A g Alehip b 3 IRFR
TXU =& Ff?ﬁilz%mﬁﬁﬁv KU g I 55 i SR S R I
LD PG Eend S R P BRGRRE 0 st TXU e g e
T % %% (meter-oriented) g ¥ > 2 50 AF LEiE 7
i el 2 L e (customer-oriented) s E o2 2 R PR %
FIW AL D RIERP L AN > ¢ 45 SPL ~ Siebel ~ SI %
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AR 2 FA R e

& TXU e %> & 3£ Siebel Energy Sales i 4t ;g # & &7 Lodestar

£

7 Pricing Expert s %ui1 % 2% & Qeprig Banff & kAo

CEN ST R

Y oOMFEE ARG H N 2 FERE L ptpF Siebel @ 77RO %
% Energy Call Center 2 SPL = @ ¢ Cordaptix % & i &

Siebel Solution

Employee « Phase 1 Employee
« Large C&l
* Lengthy quote-to-order process — Accounts < Improved quote-to-order
approvals and pricing bottlenecks - Siebel Energy efficiency for Account
 Unable to effectively cross-sell Sales Mana
and up-sell services into « Integration gers "
clstomer base with « Agents have improved problem
+ Lack of visibility into customer LODESTAR resolution and value-based
transactions: product selections, Pricing customer service - able to up-
service requests and sales Expert sell and cross-sell effectively
interactions in *silos + Connected « Agents are able track customer
and remote switching between retailers
users
* Phase 2
Customer » Mass Market Customer
Accounts
« Frustrating to deal with « Siebel Energy * Customers are offered the
call center agents Call Center right product at the right time
because agents do not . '”_tﬁ]g;}:_f’“ « Able to conduct business
have immediate access e - seamlessly across channels
y N ordaptix
to customer information e Enhanced customer
« Inability to conduct experience due to call center
business seamlessly agents with 360-degree view
across channels of customer interaction
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3 ( portfolio
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Municipalities - Electric Cooperatives ~ 2 &7 2 # T i > A & ¢ 15
T4 X RF ~% -~ R~ Weather Derivatives ~ £ 2 it % &
(Renewable Energy Credits ) ~ SO2 %2 Nox #3t%f & (Emissions
Credits) > 1 & &~ £ ET A PRIE S WRRAE - BRI RS S K

= A

Fosb iR R dm 2z iy (Schedullng and
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Bl
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