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2013: CC&B Consolidation - Benefits
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CC&B Consolidation — Project Approach }

May 2014 2014 - 2016 2015 - 2017

Phase 2 Phase 4

Phase 1 Requirements AR S Development

Gathering/Fit Design

Discovery Gap and Testing




CC&B Consolidation — Project Team (partial view)
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See appendix for complete version
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CC&B Consolidation — Scope »:

« ~2,400 requirements
» ~1,950 requirements accepted

» Scope was focused on meeting at least existing functionality

« Conducted scope review sessions with business for each track:
 Credit, Collections, Remittance
* Internal / External Billing
: EleIIIdCOp?ratlons - Q,
all Center %S D,

scope



Metric Study 2014-2016 and Post Implementation }}

Focused on 75 business Tracked process times . i:ﬁggg{;egn%uigﬁﬁ]sg
critical processes on early release requirements




Key Metrics b}

Metric Study Result At Go Live At Stabilization July 2018

CCC Service

85% 76% 84% 81%
Level %
Sl [EMelE e 07 16 105 11
Response
AHT 5:27 5:47 5:33 5:31
To Do Inflow Not tracked 1,026 2,350 6,113
Sgpplle_r Not tracked 0% 0% 0%
Disruption
Unpostables ~134 113 122 102
VOC - JDP 724 727 727 725

VOE 48% 54% 70% 51%
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CC&B Consolidation — Key to Success

v Manage to key dates and re-scope if needed
v Establish location based support
v/ Practice in a test environment

v Utilize business metrics to identify business
needs and decisions

v/ Conduct roadshows prior to deployment




CC&B Consolidation — Lessons Learned

>

Py

» Leverage/create current state process flows to develop business
requirements

» Assign a consistent point of contact between tracks (FTE)

» ldentify the number of accounts and data necessary during test
case scripting for each track

» Ensure full end-to-end testing

» Implement a quiet period

It's only a

failure
) ) if you don’t
» Continue quality assessment of employees to

ensure process understanding and data integrity learn

something
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CC&B Consolidation — Project Team

CIS Program
Organization

LCEAD

RESPONSIBILITIES
Day to Day Team Mgmt
Deliverable Mgmt
On Time / Budget mgmt

Architect
Responsibilities
Ensure solutions take into
consideration Big Picture /
downstream Impacts
Functional Design Reviewer

Functional SME’s /
Designers
Responsibilities
Author Functional Designs
Technical Design Reviewer
Partner with Architects on
developing solutions

UBS Responsibilities
Requirements, Assist
business with testing scripts,
BU Configuration
Test execution
CIS/CMA/CCB knowledge

4 consultants

3 consultants

4 consultants

3 consultants

3 consultants

3 consultants

5 Employees

CIS Director
Sponsors Employee CIS PMO
P ploy Team of 12
Lead T
l l ! C (lit& ! : Inf t t
Data Billing — Billing — redii . nirastructure
Conversion Internal External Collections; Cor'gill‘:ant ggﬂ,ﬁgﬁ: & Technical
Consultant Consultant Consultant Remittance Support
| | | Conslultant I | Emplovee
| | | | | |
| [ | [ || | [ | [
2 Employees
N 1 employee 1 employee ] 1 employee 1 employee
3 DBAs

2 Technical

Each Track includes Financial Perspective, Interfaces, System driven Business Process Changes, Reports, & Security |

Business
Team
Business Lead

As Needed

2 Business

3 Business

3 Business

2 Business

Finance:

3 Business

Testing Team
Employee Lead

2 employees
3 consultants

3 employees

2 employees

2 employees

2 employees

Change Mgmt
& Training

Business Lead

Team of 9 employees
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Conversion Scope — Transactional

# of months converted
Transaction: 1 2 3 4 6 7 3 9 10 11 12 13 14
Billing/Detail Financials x x x X
Payments L S
Meter Read X X X X X X X X X X X X X
Consumption/Therms %  x %X X X X X X X X X X X
Meter Activity X X X X X X X X X X X X X
Service Orders manual conversion
Workflow / PWQ manual conversion
Collection History credit points only, no in-flight collection processes

Held dEl:jﬂEi't hl"}'rpﬂld L a— %
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CC&B Consolidation »:

Jenny Bricco
Manager, Business Intelligence and
Analysis
jbricco@southernco.com
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