Get Ready for Your Next
Customer Information System

A CIS is one of the most important applications
within a Utility. Its’ ability to obtain enormous
amounts of information and enable back-office
and field activities from a single, unified place
means that a CIS not only makes the processes
within your Utility more efficient, it also acts as a
dependable system that customer service reps,
billing clerks, collection staff/agencies, meter
shop people, engineers, financial analysts and
management can also rely on to do their jobs.
When it comes time to alter your company’s CIS in any way
or replace it with a completely new application, the effect the
change has on the people, processes, and technology within
your Utility is massive.

Create compelling customer
experience with an integrated
Customer Information System
(CIS) solution

Companies often spend years planning their CIS initiatives,
invest valuable time in the regulatory approval process,
and spend millions (often tens of millions) to replace their
existing system.
Kaihen helps Utilities use their CIS platform to meet the
challenges—and capitalize on the opportunities—of today’s
market. Our CIS assessment, cloud analysis, evaluations and
selection, design, implementation and optimization services
are part of a portfolio of services focused on helping gas,
electric and water Utilities and energy retailers prepare for the
kind of change that delivers improved customer service and
value to all of their stakeholders.
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Our CIS Approach
Kaihen delivers a complete approach to helping
Utilities assess, select and implement a powerful
CIS solution. We recommend starting with an
assessment project.

Solution Feasibility
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Our CIS assessment
analyzes the 3 R’s –
Retain. Revitalize. Replace.
Kaihen
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CIS Assessment

Our CIS Assessment analyzes both the efficiency Kaihen’s consulting teams assess a range of
CIS change drivers:
of existing processes and the performance of
 Aging systems
your current system, benchmarking both against
 Vendor support concerns
the performance gains that can come from a host
 Technology advancements
of improvements.
 Smart Metering

Think of it as a CIS health check. Our CIS Assessment will
provide a diagnosis. We’ll then work with you to evaluate
options that will work for your organization. On the system
side, options could include retaining the current system
as-is, replacing, upgrading or outsourcing the system,
and/or joint venturing with another Utility or group. On the
process side, that could include, revamping /transforming
business processes, outsourcing business processes,
retaining business processes as-is, or a combination.
Other considerations may include solution platforming,
or augmenting the solution with edge systems. Three R’s:
Retain. Revitalize, Replace

 Growth, Mergers & Acquisitions
 Regulatory changes

Solution Feasibility

Solution Delivery

 Enable new business opportunities
 Water billing
 Retiring Workforce

01

 Focus on Customer Experience / Self Service

 Pressures to reduce costs & increase efficiency
 Smart Grid initiatives
 Climate Change

 Support Operational Excellence targets

02

03

 Cloud adoption

Assessment

Evaluation
& Selection

Discovery
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Cloud Analysis
A key question that many Utilities are currently
asking themselves is whether they want to stay
On-Premise or go with a CIS application vendor’s
Cloud offering.
Until just a couple of years ago, this decision wasn’t top of
mind for most Utilities. But since then, many CIS applications
have been offered through different deployment models, such
as Software-as-a-Service (SaaS) or Platform-as-a-Service
(PaaS). The CIS Public Cloud market is still in its infancy,
but in a few more years, it will become commonplace to go
with a Public Cloud CIS. Kaihen’s Cloud Analysis provides
guidance to Utilities on how best to make their CIS Cloud
decision. See CIS Kaihen’s Cloud Decision Whitepaper for
more information.
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CIS Evaluation & Selection
Kaihen’s integrated approach to selecting a CIS is made
up of a series of activities assisting clients with defining
business and technical requirements, developing an
effective RFP, evaluating the responses and selecting
the best software and/or system integrator available.

Develop RFP

Evaluation

Selection

It will also address the following questions on how
best to go down the Evaluation & Selection path (See:
CIS Kaihen’s Procurement Options Whitepaper for more
details).

Confirm Objectives,
Scope and Timing

Receive and Respond
to RFP Questions

Recommend Vendor
for Executive Approval

Create Project Plan
For Evaluation and Selection

Create Evaluation Scorecard

Select Vendor

Review/Develop as is
Business Processes

Receive RFP Responses

Leverage Customer
Journey Documentation

Evaluate Proposals
and Consolidate Feedback

Debrief to Losing Vendors

Define Business &
Technical Requirements

Recommend Short-List of Vendors
and Communicate to Them

Initial Project Planning

Write RFP

Develop Demos/Orals
Agenda/Scenarios

Update Business Case

Confirm Vendor Participants

Conduct Demos/Orals

Release RFP

Perform Reference
Checks and Site Visits

1. Procure for CIS Software first, or procure the CIS software
and System Integrator at the same time?
2. Procure for a Discovery Phase only to start, or for the whole
implementation?
3. When do you decide about going Cloud vs. On-Premise?
4. Fixed Price or Time & Materials agreements with your
chosen System Integrator?
5. What’s the right division of project responsibilities between
the Utility, SI and the other partners?

Solution Feasibility
Contract Negotiation

01

Assessment

Sol

02

0

Evaluation
& Selection

Disc

Evaluate Demos/Orals
and Complete Scorecard
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CIS Implementation
If the decision is made to implement a new system or
optimize an existing one, our consultants bring the following
competencies to every CIS engagement:
Finance

• General Ledger
• Accounts Recievable
• Wholesale Settlements

 Deep understanding of regulatory and market rules
 Strong CIS experience, for both large and intermediate
Utilities
 Leadership in Smart Metering and Time-Of-Use (TOU)
programs
 In-depth knowledge of Utility operations and systems,
including meter-to-cash

Operations
Solution Feasibility
• New Connect

 A repository of standard Meter-to-Cash business processes
and system requirements
 An unswerving focus on professionalism, discipline and
high quality deliverables
 Extensive Business Readiness services for CIS projects,
including:











project management,
project strategies
business requirement definition,
business process design,
integration design and testing
solution testing,
user training,
data conversion,
change management, and
go-live business readiness

 Knowledge of all leading CIS vendors and products
in the marketplace—but a commitment to providing
independent advice

01

Assessment

ERP

• Meter Exchange
• Disconnect/Reconnect
• Outage Management
• Service Removal
• Emergency Service

Workforce
Management

02

• VEE
• Usage
• Synchronisation
• Meter Data

• Retail Settlement
• Rates & Pricing

Transactions
Solution
Delivery
Retailer

Customer

Meter
Reading

Metering

Retailer

Payment
Interfaces

Web
Presentment

03

• Residential
• Commercial
• Industrial

04

Call Centre
Technology

Bill
Print

• New Account
• Account change
• Customer Inquiry
• Move In/Out

Evaluation
Discovery
Credit & Collections
& Selection
Billing
• Late Payment
• Collection Activity
• Disconnect for Non-Pay
• Pay Arrangements
• Write-Off

0

Customer Service

Implementation

Pos
Impl
Sup

• On/Off Cycle
• Residential/Commercial/Industrial
• Payment Processing
• Exception Handling
• Adjustments
• Final Bill

Kaihen
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CIS Optimization
Typically, Utility clients spend years preparing and planning
for CIS implementations or upgrades, develop business
cases, select their software vendors and/or system
integrators through a lengthy procurement process, design
their new systems and processes, then implement everything
over the next year or so, and finally have a focus on postimplementation support after go-live. In our experience,
clients rarely (if ever) circle back afterwards to see if they
realized the expected benefits of their investment, ensure
their business processes are optimized and confirm that
the system is functioning the way it was intended. Because
CIS projects are complex and costly, some functionality or
key objective is often descoped in the hopes that it will be
addressed at a later date but that is usually not the case
when the project is disbanded, and people go back to their
day-to-day roles.

Solution Feasibility

01

02

Once a new CIS has been implemented and stabilized, we
offer a CIS Optimization Diagnostic to identify, justify and
roadmap an Optimization program.

Assessment

Evaluation
& Selection

CIS Optimization Approach

Preparation

Diagnostic

Roadmap

Finalize Project Objectives
& Deliverables

Review Background Information

Identify & Prioritize
Optimization Opportunities

Confirm Interview
Candidates & Schedule

Conduct CIS User Survey

Consolidate List of
Optimization Options

Gather Information For
Preparing Diagnostics

Conduct Interviews

Produce & Present
Roadmap Schedule

Solution Delivery

03
Discovery

04

Technology &
Application Assessment

Assess Business Processes

Analyze Current State
Vs. Desired State
Produce & Present
Diagnostic Report

Implementation

05

Budget Approval of
Optimization Initiatives

Kickoff Priority Projects

PostImplementation
Support

06

Optimization
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CIS Credentials
Kaihen has deep CIS credentials, working with many electric, gas and water Utilities across a varied list of CIS system vendors.
Client Experience:

CIS Vendor Experience:

 Region of Durham – CIS selection and Implementation
(Advisory, Change Mgt, Conversion, Business Analysis,

 Oracle CC&B/CCS

Technical Analysis)

 SAP CRB/S4HANA
 Harris NorthStar

 Toronto Hydro – SI RFP development and Blueprinting
readiness

 Harris Cogsdale

 Metergy – CIS Upgrade (selection and advisory for Design,
selection for implementation)

 Daffron

 Elexicon – CIS Merger (project management, business
process design, testing, cutover)

 SunGard HTE
 Peace Software
 Banner

 EPCOR – CIS Implementation (Data Conversion, User
Training, Change Management)
 ATCO – CIS Implementation (Business Process design,
User Training, Market Transaction design)
 Region of Peel – CIS implementation (Integration, Business
Processes, Testing)

Kaihen
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A powerful combination
of specialized skills and
industry experience
Kaihen
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Why Kaihen?

Kaihen provides
a unique
combination of
specialized skills
and industry
experience,
and we focus
on Utilities.

A commitment to the energy sector

Vendor agnostic

We have a passion for the energy industry that permeates
every one of our engagements. Our consultants have worked

We do not resell vendor solutions, nor do we have formal
alliances with product vendors. The recommendations we

with some of North America’s leading electricity and gas
Utilities and retailers, as well as regulatory bodies in multiple
jurisdictions.

make are based entirely on our assessment of what will
deliver the best results to your organization.

A commitment to delivering exceptional value
A focus on Utility operations
Kaihen delivers expertise to Utility clients’ operational
processes in the areas of metering, call centre, billing,
remittance, credit, collections, retailer management, financials
and service orders.

Our lean business model enables us to deliver cost-effective,
high quality consulting services on every engagement. Our
rates are competitive, and our commitment to client success
is paramount.

Count on us for reliability
Thought leadership
Kaihen provides thought leadership
to Utilities on key aspects to consider
when planning or delivering their CIS project via our industry
first CIS Series. The CIS Series provides a steady flow of CIS
related information via whitepaper and webinar channels.
Kaihen also has a database of CIS Perspectives, with
lessons learned, CIS implementation metrics, and CIS vendor
information to bring to its client engagements.

We are committed to delivering every project on time and
within budget. Our clients frequently extend their relationship
with us based upon the return on investment we’ve delivered.

Bringing you the best
Kaihen’s methodologies are customized to each client.
Every engagement is based on a best practice approach,
complemented by lessons learned and the latest insight into
market dynamics.

It’s all we do.
Kaihen
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Our core competency
is business readiness
Kaihen
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About Kaihen

CIS Executive Team

Kaihen helps electric, gas and water Utilities prepare for
the kinds of fundamental business changes that improve
operations and customer service.
Our name is a word meaning change, or innovation,
or transformation. It embodies everything we do for
our clients.
Our core competency is business readiness—ensuring
that our clients’ people, processes and systems are wellprepared to adopt the change we help to implement. And
we do so by managing projects, designing and improving
business processes, training users, solution testing, and
implementing powerful change management initiatives.
Kaihen’s offerings revolve around five key areas of our
clients’ businesses: Customer Operations, Outage
Management, Asset and Work Management, Smart
Metering, and Utility Data & Analytics.

www.kaihen.ca

Jonathan Minsky
President
+1-416-785-1748
jminsky@kaihen.ca

Pat Leahey
Director of
Business Development
+1-416-710-4551
pleahey@kaihen.ca

Pat Bright
Director, Western Canada
+1-780-245-6475
pbright@kaihen.ca

Teresa Omand
Senior Managing
Consultant
CIS Project Delivery
+1-905-242-3427
tomand@kaihen.ca

