: AUTOMATED
) REVENUE
MANAGEMENT
SERVICES

IBM SMARTCITIES FORUM
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Location : 100km SW of Sicily
Size : 316 Square Kilometers

Population : 420,000 — Smallest EU Member State
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Malta: facts and statistics

Ranking 237 worldwide, Malta is among the
e-readiness Rapid Adapters
Malta’s legal environment (15 worldwide) and

government policy & vision (17t worldwide)

are Malta’s biggest strengths

Malta marked most improvements in connectivity
& technology infrastructure

(up 0.85) compared to last year

No natural resources or economies of scale
however significant economies of knowledge
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Current Water & Energy Network

Isolated System

Lack of communication over network

Billing Meters mostly Electromechanical
Prone to failure and blackouts; and

Very few customer choices and limited price
information
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Vision: Utility Transformation

Setting up an integrated infrastructure
and robust back end systems
Transforming meter to cash process
Install best practices — CRM / Billing / ERP
Looking for synergies and increase in
efficiencies
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Process Improvements
Reduction of time from service request to
cash collection
Reduction of time from meter reading
to billing
Elimination of estimated bills

Financial/Cost Improvements
Reduction in both water and electricity
non-technical losses
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Service Improvements
One stop shop approach within industry
benchmarked service levels

Consumer empowerment through targeted
information and better access; and

Improved billing services through elimination
of estimates, prepayment options and on-line
interactive billing support
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Role of IBM

Providing an end-to-end transformation through the
provision of:

All new Meter devices, together with technology expert
support

IT Software and hardware — implementation, support and
maintenance

Business and Process analysis and design consultancy
Programme and project management and support
Global knowledge and best practice in Utility business

User training
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Setting up the Infrastructure

Smart Meter
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Ingredients of our Transformation

MItC

% 0% Technology — investment in the
m management of the grid
QQ Customer Empowerment —
ice investment in the utility-customer
e e’ ® relationship
E%ce“e“t D

E Environment Responsibility —

meeting international commitments
while investing in environmental
sustainability
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Utility Synergy — Shared Services™

Customer

Meter Data
Management

Generate Bills &
Enemalta Corporation Send Invoices

Financial & Operational Systems Customer

Contact Cash Collection
Water Services Corporation Financial Centre
& Operational Systems

Debt
Management

I Shared Services
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Consolidated Shared Services into ARMS

WATER SERVICES

CORPORATIOGN

Meter Reading

Efficiencies driven by
Credit Control & Cash Smart Metering
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Centre

g enemalta

Other Billing Specific to Service Improvements
Enemalta driven by Consolidation

Meter To Cash

Customer Contact Centre

—

Credit Control -

Customer Care
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MItC

Implementation Road Map

2000 )
iy

ICT Pilot Massive
Smart Infrast- Project Roll Out
Metering  ructure 5000 Logistics

Set-Up Installations  Planning

Implementation
of SAP New
Process & User
Training

ARMS Ltd ARMS Ltd
CCS Meter  Strategic
to Cash Set-Up

Enterprise
Resource Analysis and Design
Planning

2010 W) | 2011 mmmm) | 2012

Massive Roll

Massive Roll Out — 100,000] Out —40,000

Massive Roll Out — Installations Installations

100,000 Installations

Transfer of
Utility Launch | Quality Service improved

Services . i
Shared for each customer with Service
Portal Transformation

Services to Smart Meter
ARMS

Internal Utility Process Improvements
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Summing up the coIIective benefits

Decreased cost of meters mgt Smart Grid is the driver

Improved demand side % _@@ j@’ for organisational

management from a better change
knowledge of load profiles {,! Integrated systems and

Improved service level control are the drivers
of organisational

transformation

The billing performed on real

readings, not estimates
Flexible tariff structure
Flexibility of billing periods
Possibility of consumption
optimization

A higher yield in energy
distribution means less Establish Energy

pollution for the same _ ‘ efficiency programmes for
economic benefit customers, ex. encourage
Reduced pollution due to : off-peak usage

better power plant utilisation Renewable programmes

Consumption
information provided

to customers

Customers enabled to
manage their own usage
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Home Solutions- Services- Products- Support & downloads- My IBM -

Smart grid nation

Historic Malta will lead the
planet in smarter energy

- Learn more

What's holding you back What steps can you take ifnan
from strategic change? uncertain economy?

IBM News: |IBM and IBEC initiate broadband access to 200,000 rural Americans

Learn about Shop for Develop & deploy Get support My IBM links About IBM

Featured topics What IBM can do for... How CFOs can
IBM Migration Factory: 5 - Industries » A smarter planet Investors lead in a new
step process for best Government ClOs Journalists economy t LJ -

results K-12 and higher Developers Job seekers = Read IBY Studj"-]m
Software to optimize your edycation

-
: IBM Business Partners B
E;ﬂgfss for a smarter N _.ﬁ’:ﬂ

business

AboutIBM  Privacy Contact Termsofuse Accessibility [|BM Feeds
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Thank you for listening
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