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Business
challenges

Field services are integral to the utility industry (electric,
gas, or water) around the world. It helps the utility to ensure
business continuity through improved customer
satisfaction, reliability of services, and health and safety of
its employees and its assets. The field workers are critical
resources, mainly responsible for infrastructure construction,
maintenance, restoration, and customer services. At the
same time the Field Service Optimization (FSO) is mostly
paper-based, with least amount of automation. It requires a
strong and able back office managers to manage the work
plan for its service representatives. With ageing assets, we
are marred by last-minute order placement, order
cancellation, or changes in work assigned are frequent.
These factors negatively impact employee health and safety,
and productivity. High-risk maintenance work, extreme
weather, and remote location work assignments are not

rare in field services. Hence, efficient communication and
safety precautions are essential. Often, service agents
directly interact with customers and hence they are the
representatives of utility industry service providers.

Lower ‘first-time-right’ fix rates, service quality, and longer repair times are increasing asset downtimes
and maintenance costs.

The need to deliver more with less has put pressure on operational and capital expenditure budgets.
Utilities are forced to increase the life of the expensive infrastructure by shifting focus from reactive to
predictive maintenance.

The challenge of capturing the knowledge base of skilled workforce before they retire/leave is one of the
key priorities for smooth uninterrupted operations.

Field technicians also expect that business processes and systems are optimized and use latest sets of
technology. The use of mobile device technology and real-time updates with back-end system is
common requirement.

generation cost with field worker

High safety and \/_m\' Aging workforce
compliance incidence § TF

Higher expectation around @ Lack of remote working
asset uptime \8 infrastructure

Aging infrastructure leading @ h Disconnected field worker:
to higher operation and ! lack of real time information

' Challenges

Inefficient field service
operations leading to higher
service cost

Tighter regulation
demanding reduction in
outage

Figure 1: Aging utility infrastructure
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solution

HCL intelligent modular FSO Solution provides end-to-end Field service optimization, automating, and

optimizing operations throughout the lifecycle:
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The FSO solution provides the full
é:@) value chain for work management

(spatially enabled) covering

 Failure identification

* Assessment

¢ Allocation and planning

e Execution

¢ Inspection

* Subsequent preventive maintenance

Intelligent scheduling and optimization
powered by AL/ML

Comprehensive grouping, classification,
and asset failure analysis taxonomy
based on best engineering practices

Mobile application solution provided to
end users will replace all paper-based
capturing

Best practice user experience
mobile application provides users
with guided input screens - both
offline and online

Incorporation of costing of labor,
=19 travel, material, services etc. on
asset level
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Connected technician - AR/VR assisted
training and guided operations for
technicians

« Remote monitor and guided
operations

 Digitation of knowledge repository
* Real-time sensor visualization

Manages your field service performance
and monitor KPI’s such as first-time fix
rate, overtime hours, injury rate, average
miles traveled per technician,
MTTR/MTTB, uptime metrics etc

Autonomous inspections - Leverage
drone captured aerial imagery (LIDAR,
radar (SAR), satellite (optical and
infrared) to automate utility asset
management operations for reducing
costs while increasing asset intelligence
and reliability.



Key solution tenets
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Work management Digital operations

Mobile field enablement
Live technician tracking

e Work planning and creation
* Schedule and dispatch

e |ntelligent scheduling e Engaged customer
optimization AR/VR assist remote
e Tie labor and repair costs operations

to work orders
e Work completion

Smart helmets
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Analyze and integrate

¢ Predictive maintenance
e KPI monitoring

e ERP integration

e Utilization tracker

Knowledge management Autonomous inspection
e Knowledge documents e |everage drone capture
on standard processes images
e Repository for technician e Automate anomaly
to look for any information detection and anticipate
breakdown

¢ Vegetation management

Figure 2: Key solution tenets
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HCL differentiators

Modular approach - Individual
components can be implemented
depending upon customer maturity level

Ready-to-use template for accelerated
journey aligned to standard business
processes and data-model.

Encompassing primary processes for Deep-domain expertise
utilities covering, connected field, service capabilities
management, customer service, and Bl
reporting

Solution benefits

Preventative maintenance Compliance Data
Increased useful life Meeting compliance Improved data quality
of assets within infrastructure set requirements of internal over time

and external audits

Strategic decision making Operational excellence
Visibility of all work orders Ability to deliver more with
operationally, spatially and financially, less

and supporting future planning
initiatives with accurate historic data
and trend analysis

Safety 60% -
incidents to reduction in $3-5M
near maintenance
(0] backlog

10%
reduction in
inventory
costs

estimate
annual
maintenance
savings

20% 30%
30% increase increase in
decrease in in work asset 50%

production capacity utilization

increase in
delays

labor
productivity

30% o
increase in 25%
regulatory
compliance

reduction
unplanned
downtime
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Figure 3: Key solution benefits



Future of connected workforce

Building a cohesive technology strategy can help the utilities to transform their field service
operations. The future of field service belongs to emerging technologies such as Al, 1oT, AR/VR, drone

and many more.

Smart phones/tablets

Smartphones now empower and
dominate the entire mobility as
it is a largely used one

Cloud computing

Cloud holistically helps manage

transformation complexity
across multiple dimensions and
realize greater business benefits

Augmented reality

Augmented reality that makes
your assets visible above the
ground to your field workers

Robotic process automation

Utilities companies can optimize
their operational outputs in the
back office through data
analysis, improve their
accounting processes, and
streamline their joint ventures

Big data analytics and
advanced algorithms

Big data and analytics enables
dynamic energy manageme

Grid sensors

Smart grid sensors can be used
to monitor weather conditions
and power line temperature,
which can then be used to
calculate the line's carrying
capacity

Wearables
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Productivity

10T platforms

loT utilities will improve
efficiency, generate revenue, and
conserve resources

Geo/Location detection
technologies

Most optimal route to reduce
driving time, costs and CO,
emissions

Artificial intelligence/Machine
learning

An ML algorithm can recognize
certain patterns (e.g. possible
failure due to overheating) and
plan proper tasks for field
workers based on previous,
known solutions

Smart meters

Smart meters are just one
example of how technologies
are converging within the utility
space

Drones/Robots

With unmanned aircraft systems,
organizations can get eyes on
their assets with greater ease,
especially in dangerous and
hard-to-reach locations

Figure 4: Future of connected workforce
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Success stories

End to end
Field service
optimization

Enable its remote Single view for

Improve operational o
8 efficiency and @ workforce to work manager
customer service by minimize service — to improve

mobile enabling its disruptions productivity
workforce

¢ .
= Value delivered

Mobile connected
workforce

~30% productivity
improvements

Data-driven
decisions with
business analytics

45-50% reduction
in maintenance
backlog
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Smart

wearables

Geo-fencing - ensuring people with

Reducing significant safety A\
incidents and cost impact from @ right access are in appropriate
collisions with heavy vehicles work zones

¢ .
= Value delivered

~10-15% reduction in
time taken for

®

rollcalls
Proactive alerts to
workers and vehicle information for
drivers on approaching guiding emergency
vehicles - remedial response
action taken

Easy to access
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AR based

inspection

E Challenges
Maintenance of
a wind turbine

;D Avoidi_ng multiple Limited availability
% field visits TF@ of expert
d

technicians

Optimizing the
service technician
response time

Y .
= Value delivered

~30% improvement
in first time fix rate

+ 4
) Aﬁ

25% reduction in ﬁ@
downtime of field

asset
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Limited availability

Avoiding multiple
TF@‘ of expert
(a technicians

Optimizing the
@ service technician @ field visits

response time

¢ ]
= Value delivered

~20% improvement
in employee
productivity

i

Reduction in
training by 30%
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Remote site

monitoring

Empower engineering teams to 5 Rapid development of
remotely monitor and control W:i} application - given platform &
electric equipment and machinery device specifications

through mobile devices

¢ .
= Value delivered

Reduced email trail
and redundant
processes

& 9
L

Reduction in
operation cost by
~2-3%

Improved customer
satisfaction by ~12%
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HCL Technologies (HCL) empowers global enterprises with technology for the next decade today. HCL's
Mode 1-2-3 strategy, through its deep-domain industry expertise, customer-centricity and entrepreneurial
culture of ideapreneurship™ enables businesses to transform into next-gen enterprises.

HCL offers its services and products through three lines of business - IT and Business Services (ITBS),
Engineering and R&D Services (ERS), and Products & Platforms (P&P). ITBS enables global enterprises to
transform their businesses through offerings in areas of Applications, Infrastructure, Digital Process
Operations, and next generation digital transformation solutions. ERS offers engineering services and
solutions in all aspects of product development and platform engineering while under P&P. HCL provides
modernized software products to global clients for their technology and industry specific requirements.
Through its cutting-edge co-innovation labs, global delivery capabilities, and broad global network, HCL
delivers holistic services in various industry verticals, categorized under Financial Services, Manufacturing,
Technology & Services, Telecom & Media, Retail & CPG, Life Sciences, and Healthcare and Public Services.

As a leading global technology company, HCL takes pride in its diversity, social responsibility, sustainability,
and education initiatives. As of June 30, 2021, HCL Enterprise generates annual revenues of

US$ 10.54 billion and has 176,000 employees operating out of 50 countries. For more information, visit
www.hcltech.com
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