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“History has taught us that nothing 

is constant but change, and 2018 will 

be no different.” 

Benoit Laclu - EY Partner, Global Power & 

Utilities Leader
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Drivers for transformation of the P&U sector

Improvements and emergence 

of new technologies

Population increase

Climate change and 

environmental awareness
Transfer of economic power

Accelerated urbanization Regulatory changes



There is a new 

type of consumer



New habits and new customs

Social, digital and 

connected consumers

Instant access to information at 

any time

Crowdfunding
Social consumers: Proliferation of 

instant messaging

Prosumers: involved in the 

creation of content massified

by social networks

Online purchases through 

smartphones and tablets

Bidirectional interaction between the 

consumer and the product

Use of alternative devices 

to television to see the 

same content #Hashtag



New habits and 

customs of the 

P&U consumer



New P&U consumer (Disruptors)

Emerging technologies
• Electric vehicles

• Distributed energy & microgrids

• Energy harvesting

• Blockchain

P 

Prosumers
• Consumers are evolving to the prosumer, 

who can also produce power and 

challenges one-way physical flow from 

generator to themselves. 

• Consumers demand more control, new 

products

P 

Interconnected consumers 
Users connect with each other to 

purchase energy generated by 

themselves

P 

P New business model

N New customer experience

N 
N 

N 

N 



Impacts in P&U 

sector



“For utilities to survive, adapt 

and prosper, they must attract 

dynamic and modern-thinking 

managers and executives from 

various industries related to 

power generation, transmission 

and distribution.” 

The Huffington Post 2017



Impacts the P&U sector

Sector in Transformation

Business Model Reinvention…
…moving towards a new value chain, augmented and interconnected by digital 

technologies, where both power and information will flow in both directions

Electric 
vehicles

Industry

Offices

Home

Virtual power 
plant

Distributed 
generation

Power plant Control 
centre

Wind 
generation

Solar 
generation

T&D 
automation

Empowered 

Customers

& New Competition

New Networks and 

Technology

Renewables,  DER and 

New Services

Growing Stakeholders 

and Expectation 

Aging Operations 

and Talent

Disruption is driving P&U players to rethink their purpose and capabilities
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How do power and utilities respond to consumer changes?

Customer experience
Utilities need to: 

► Optimize customer and Billing costs 

► Understand their customers

► Digital channels have become an integral 

element of outage communications between 

customers and field force staff, with mobile 

and social media being used to provide 

realtime updates on outage status both to and 

from customers

► Use deep customer knowledge to innovate. 

Based on our experience, it pays back 

significantly 

► Use analytics to provide a deeper, more 

intuitive experience

Digital and smart capabilities

► Digitize business processes of the 
companies

► Create digital experience for the consumer
► The digital capabilities should be focused on 

allowing great agility and quality in the front 
end with clients.

► Digital capabilities Require the management 
of broad and multidisciplinary work teams

► In the digital transformation it is crucial to 
make fast decisions based on data

Operational Efficiency

► Integrate operational technologies with IT 
systems to provide seamless processes 

► Accelerate the automation and simplification 
of business processes to drive increase 
productivity of the workforce

► Digital connectivity holds significant 
opportunity for field workers delivering home 
connections and emerging response 
services. It will provide vital insight into 
which services are needed for which 
customers at any given time. 



How do power and utilities respond to consumer changes?

Digital and smart capabilities

► Digitize business processes of the companies
► Create digital experience for the consumer
► The digital capabilities should be focused on allowing 

great agility and quality in the front end with clients.
► Digital capabilities Require the management of broad 

and multidisciplinary work teams
► In the digital transformation it is crucial to make fast 

decisions based on data

Connected home services

► Homes will interface with technology in 
different ways where domestic processes will 
be joined together in an interactive, data-rich 
smart whole smart house.

► 'Smart home’ is becoming a focal point for 
many industries.

► Use IoT technologies to answer the smart 
homes demands

Customer and Billing Transformation

► Reform to the structure of prices and charges in 
the bill

► Exceed customers’ service expectations, helping 
to reduce the consumption of public services and 
promoting greater use of renewable energy

► Regulatory changes in bill collection will allow a 
more efficient activation of resources and send 
the appropriate economic signals



New disruptive 

technologies



.

As technology evolves ever faster, there is 

indeed a unique opportunity for utilities to 

combine digital, emtech & energy innovations -

bringing value to their customers and society

New disruptive technologies

UNIQUE

FIELD OF PLAY

FOR THE UTILITIES 

ADDRESSING 

DECARBONIZATION, 

DIGITALIZATION AND 

DECENTRALIZATION



Big Data

Mobile
Cloud 

Computing

Social

Internet of 
Things

► Augmented Reality (AR)

► Smart Glasses

► AI & Machine Learning

► RPA - Process Automation 

► Driverless vehicles 

► Drones

► BlockChain

► High speed video relay

► Unstructured data analytics

► Geo-spatial / Geo-fencing

EVNew Retail & 
Connected Home

Renewables

Google Telecoms

Storage Distributed Energy

Virtual
Power Plant

Microgrids

Customer

AssetWork

New 

ways of 

working

More automated

More intelligent

More integrated

Future Utility

The game changer … is the collision of technologies

Digital enablers

Energy innovations

Emerging technologies 



Understanding the 

emerging 

technology is 

crucial to remain 

relevant as a utility



Micro-
services

API
(Application

programming
interface)
gateways

Conver-
sational
robots

Agile
methods

Fog 
com-
puting

Multi
cloud

Seamless
interfaces

Power &

Utilities

Decarbonization,

digitalization &

decentralization

The possibility of 

integrating the best in 

class meter data 

services with leading 

consumer interfaces 

in weeks making 

services highly agile
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Power &

Utilities

Decarbonization,
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decentralization

Perceiving, 

reasoning and 

acting on customer 

and network data 

patterns, predicting  

and adapting 

demand and supply
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Taking the spectrum 

of utilities front and 

back office processes 

introducing intelligent 

automation to 

increase efficiency 
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bringing the assets 

base into the head 

office and the spare 

parts to the issues
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Connecting the assets 

across the utility 

creating a digital 

gateway to the network 

and consumers 

increasing the speed 

and breadth of 

capabilities available
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configured

nodes
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Power &

Utilities

Decarbonization,

digitalization &

decentralization

A new architecture 

increasing the 

opportunities for peer 

to peer transactions, 

green certification, and 

asset tracking with no 

middle man



Major incident: 
Truck hits an electricity tower


Network Drone:

Hub deploys a drone to survey the incident, providing 
real-time visuals to assess support required



Rapid Incident 
profile created




Incident Resolved:

Incident report data fed 
back into core systems i.e. 

Asset Management and 
Work Schedules Intelligent Hub (IH)

“Business Control Room”

Network Intelligence:

Sensors alert the IH and 
diagnoses a disruption to the 

asset



Automatic Dispatch of 
Response Team:

Best available engineers (right skills + right place) in 
driverless vehicles re-routed to incident

Schedules automatically updated

Incident profile accessed via mobile devices & 
reviewed on-route



Customer, Emergency 
Services & other Service 

Provider updates:
Effected parties are immediately notified of the 
incident and expected outages via connected 

media i.e: apps on mobile devices

Emergency Services are dispatched to site with 
intelligent briefing



Automatic Insurance 
Claim:

GPS location of the vehicle together 
with driver digital ID locate insurance 
records and images from the incident 

generate an automatic claim for 
insurance





Virtual 
Warehouse 
Logistics:

Critical Network 
Inventory created with a 
3D printer,  assembled 
and deployed to site

Incident profiling:
IH collates real-time data from 

multiple sources

 Asset Management Social

Could a Utility look 
different tomorrow?
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