
Transcript for Nuance and IBM Energy & Utilities Notification Hub Demo

Solutions from IBM and Nuance deliver relevant, useful information to your customers on 
their terms.  Today, subscriber notifications are delivered via voice, text message, and email. 
Let’s look at how to make the conversation between energy utilities and subscribers both 
interactive and dynamic.

Scene 1: Smart Grid Time of Use Pricing Notification

Tyler Clark is an energy-conscious consumer, and he’s set his account preferences via an IBM 
web portal to be notified via email about peak pricing periods. 

When this happens, the notification system from IBM and Nuance will contact him quickly and 
efficiently – and in the way he prefers to be contacted.

IBM WebSphere Decision Server uses real-time monitoring to determine which accounts need 
to be contacted for time of use pricing notifications.  The system passes the key account 
information and customer preferences to the Nuance Notification Hub.  

Scene 2: Personalized Outage Notification 

Chris Martin has set his notification preferences to be contacted by phone for any outage that 
affects his service and lasts longer than one hour.  

CALLER:  Hello?

SYSTEM:  This is Brite Electric Company calling with a service alert.  There is an outage in the 
eastern part of Newburyport between High St. and Water St. as a result of a blown transformer. 
The outage affects 10 households and crews are working to restore service.

He also wants to be notified via text message each hour that the outage occurs.

IBM WebSphere Decision Server monitors the real-time activity of the outage management 
system to detect outages and notify the affected customers.   The system collects the outage 
details and customer information and passes the details to the Nuance Notification Hub. 
Keeping affected households informed during an outage not only earns you happier 
customers, but also reduces the number of inbound calls to your contact center. 

Scene 3: Payment Reminder 

Your customers can set up personalized payment reminders and choose how and when they 
want to receive them… by phone, text message, or email.  They can even define a secondary 
contact that can make payments on their behalf.  
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Jim Dolan is an independent senior who loves to travel and spend time with his grandchildren. 
Jim has set up his notification preferences to have his energy company call him a week before 
his payment is due.  He’s also set up his son Bob as an alternate payer, and Bob will be 
notified of transactions on the account or if a payment is overdue.  

CALLER:  Hello?

SYSTEM:  This is Brite Electric with a courtesy reminder about the account under the name of 
James Dolan.   This month’s energy bill is due in three days.  If you’ve already sent the payment 
you can disregard this message.  Otherwise, I can collect payment details right now.  Would you 
like to make a payment now?

You can easily connect these calls to your automated payment system or transfer to a contact 
center agent.

SYSTEM: 
To confirm, you’d like to make a payment of one hundred fourteen dollars and seventy-three 
cents from your checking account at Sphere Bank.  Is that right?

CUSTOMER:
Yes, that’s correct.

IBM WebSphere Decision Server monitors the real-time activity of the customer information 
system and notifies customers when payments are due or have been paid.  The system 
collects the payment details and customer information and passes the details to the Nuance 
Notification Hub.  For Jim Dolan and his son Bob, an outbound call is placed to let them know 
about bills that are due or recently paid.

Scene 4: Consumer Demand Reduction 

The relationship between energy companies and subscribers is becoming more interactive. 
Smart meters and smart thermostats are starting to be rolled out, but at a large cost. With 
intelligent monitoring and immediate notification from IBM and Nuance,  a utility can deploy 
a demand reduction program today.  

Susan Chou recently enrolled in the Brite Electric’s energy saving programs.  Today is another 
day of high temperatures in her area and she receives a call from Brite Electric.  Since the 
forecast today calls for high-temperatures, she receives a call from the Electric Company.

SYSTEM:  This message is being sent at 11:15 am on Wednesday June 1st. Your area is 
experiencing high demand and may be subject rolling blackouts. If you turn off high usage 
appliances like air conditioners, dishwashers, and clothes dryers from 11:30 to 11:45 am today, 
you will help alleviate the problem and Brite Electric will credit your account with a $5.00 
reward.  

IBM WebSphere Decision Server monitors the real-time activity of the power distribution 
network and detects impending demand overload.  This solution can be implemented by 
utilities today and provides the communication link required by customers as smart grid and 
other energy savings programs are initiated.   
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Conclusion: How it Works and How IBM and Nuance Can Help

Utilities outbound notification architecture information is available at 
www.ibm.com/solutions/nuance.

The customer sets preferences on the IBM WebSphere Portal.  This software provides a 
composite application or business mashup and the advanced tooling needed to build flexible 
SOA-based solutions, as sell as unmatched scalability required by organizations of any size.  

IBM WebSphere Decision Server monitors the utility’s system and determines how to contact 
the customer.  The business events component helps businesses detect, evaluate and respond 
to the impact of business events based on the discovery of actionable event patterns.  The 
ILOG rules component provides a comprehensive set of capabilities that enable business and 
IT functions within the organization to work together collaboratively for authoring, 
maintaining and deploying decision logic that is critical to business systems.     

For outbound notification, Nuance Notification Hub (NNH) is a multichannel outbound 
notification solution for the development, management and analysis of voice, email and text 
message campaigns. NNH sends voice via calls, text via cell phones and note via email.

Nuance Recognizer delivers industry-leading speech recognition accuracy and enables more 
natural conversations.  Nuance Vocalizer is the natural spoken output engineer for network 
speech applications.    Both combine to provide self-service speech services that utilize 
WebSphere Application Server.

These are just a few of the ways Nuance and IBM can make the conversation between energy 
utilities and subscribers both interactive and dynamic.

By combining a decision server with a robust notification hub, energy utilities can personalize 
communications for their consumers.  This will result in improved customer satisfaction, 
reduced energy demand and the ability to introduce new services for consumers cost 
effectively. 

Contact us today to discuss how we can deliver business results by transforming your contact 
center operations.
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