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Reimagining the 
Worker Experience 
in Emerging Digital 
Utilities Ecosystems

+
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• Consumers contribute to generation and 
manage their consumption

• New entrants, competitive alternatives

• Energy choice as a social choice

• Reduced demand impacting revenue

• Greater reliability expected at lower prices

• Alternative rate making models incent 
performance and innovation

• Unpredictable weather and natural disasters

• New digital technology opportunities and 
threats (e.g., cyber security)

Disruptive forces impacting the 
energy industry

Need to address through:
• More reliable electricity at 

lower costs
• Stronger customer 

relationships (and good will 
with regulators)

• Prosumer/connected home 
strategies

• Maximization of asset value
• Employees as participants in 

an inter-connected business 
ecosystem.  
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Utilities have been slow to transform

Reasons for being digital 
laggard  

• Inherently mature 
product/service 
(traditionally)

• Highly regulated 
industry

• Captive customer base 
• Risk averse 

30%Banking

21%Automotive

27%Consumer & Retail

33%Chemicals

46%Healthcare

55%Utilities/ Oil & Gas

Manufacturing 40%

Public Sector 52%

22%Telecommunications

24%Technology

Percentage of digital laggards  

Graphic from BCG – Digital Maturity
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Business Assessment Summary
Business integration 

People readiness/interest in digital tools

Business-IT methodology

Systems-thinking

Learning as an org capability

Readiness of business practices & processes

Adaptability/agility

Governance systems & structures

Customer-centricity

Po
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Ex
ce
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nt

Digital Maturity Summary

Key challenges
• Business siloes 
• Lack of progressive 

Business-IT methodology  

• Lack of reliable systems-
thinking

• Immature learning mindsets 
and behaviors 

• Gaps in critical business processes 
• Adaptability/agility challenges 

relative to organizational change  

BUSINESS ENVIRONMENT ASSESSMENT

• Siloed with high variability across businesses; transformation efforts 
within business areas are on different schedules and use different 
approaches

• Cultural alignment (as mindsets and behaviors) necessary for new 
business model to succeed is lagging behind needed change 

• Lack of cohesive workflow and processes that bind across the 
organization, and create context for people and 
scalability/sustainability for the business 

• People systems for self-service and support are poorly designed, 
hard to find and use, provide minimal value to engagement or EVP

• Logically structured, systematic approaches are not reliable 

• Poorly governed resources and digital assets



The Experience is a platform for people that over 
time will:

• Provide end-to-end context and rich resources 
to automated tasks and agile processes 

• Augment and assist, freeing people to do the 
work that is most valuable

• Be agile, leveraging data and insights to 
become smarter over time

• Support extensibility, providing cohesiveness 
in an evolving ecosystem

• Manage change, influencing and equipping 
people in new practices.

Vision and Value 
Proposition  
The Digital Worker/Employee Experience will 
provide productivity and systematic scalability in an 
increasingly automated environment, where labor 
will be valuable, and digital a way of doing business. 
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Utility Business-
Digital Ecosystem

Integrated Digital-
Enabled Business 

Capabilities

In a business-digital ecosystem, people are connected, participate, and exchange value like nodes in a network—in 
non-linear contexts and with strategic purpose. Digital experiences create channels for contributions that move 
business results and are the mechanisms that monetize the business model. 

Asset  Modernization, 
New products & Services

Emerging Digital 
Systems & Structures

New Business & Digital 
Operating Model

Capturing New 
Business Value

Efficiencies in maximizing 
asset utilization

Trust & transparency

Faster innovation

Improved customer 
satisfaction

Reduce operational 
expenses/improve 
operational efficiency

Reduce errors, improve 
safety, satisfy compliance

Constituents

  Integrated business 
systems & 
processes

  Strategic initiatives 
& Assets

PARTNERS

PROSUMERSEMPLOYEES

CONTRACTORS

SUPPLIERS

POLICIES, 
PROCEDURES & 
REGULATIONS

WORK MANAGEMENT

SUPPLY CHAIN

ASSET MANAGEMENT

OPERATIONS

CUSTOMER 
SERVICE 

INFRASTRUCTURE 
MANAGEMENT

R&D / INNOVATION

Automated 
and Agile 

End-to-End 
Processes

Disciplined 
Operative

Coordination / 
Production 

Rapid 
Application of 

Business  
Insights

Seamless
Balancing of

Supply &
Demand

Frictionless 
Customer 

Interactions 

AR/VR

ANALYTICS 
& IINSIGHTS

MACHINE
LEARNING

BIG DATA & AI

CLOUD

IoT

RPA
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Practices and 
Procedures for work

Channel & Services 
for everyone

Solution Model

Field & Knowledge Workers All Employees & Contractors

A Solution model forms 
the basis for one-to-many 
capabilities, which 
provide individualized 
experiences that achieve 
business goals

This initial model focuses 
on the worker experience 
for field- related work and 
the overall Employee 
Experience

Experience Framework

Experience Architecture

Operational 
Performance
Excellence

Functional
Performance
Excellence

Safety
Performance

Customer 
Centricity

Cultural 
Alignment

Purposeful 
Engagement

Innovation
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Work Ecosystem

Safety •  Procedures  •  Tools & Equipment  •  
Site/Environment  •  Learning/Training  •  
Standards/Designs  •  SMEs  •  Insights  • 

Work Comms 

Field & Knowledge 
Workers

• Tasks
• Systems
• People
• Resources (from the 

ecosystem)

• Timely communications
• Systematic collaboration
• Continuous learning
• Efficient workflow
• Alignment to work practices and 

procedures

Work Contexts 
applied to common practices and 

interactions to enable

‘Unit of Work’ 
defines systematic 

relationships of WORK to

Enabling Just-in-
Time Practices and 
Procedures in the 
Context of Work

Just-in-time delivery in the context of 
people’s work requires that we associate 

Units Of Work with common Work Contexts 
in order to integrate a Work Ecosystem

• Improves findability
• Contextualizes access
• Allows consistent execution of practices 
• Facilitates measurement and improvements
• Enables safe ways of working

Outcomes
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Worker Profile

‘Unit of 
Work’

• Learning & Training 
history

• Qualification
• Safety record
• Work history
• Equipment/Tool

A logical unit that establishes systematic relationships of resources, 
information, and people to work orders. Relationships evolve over time with a 
maturing Work Ecosystem landscape. 

The digital solution efficiently 
and reliably incorporates 
elements of the work system 
into the work/worker 
relationship, driven by job and 
worker profiles.

Assigned work

Sources relevant information from 
work system based on work order

• Training related to the job
• Required qualification
• Related procedures 
• Relevant communications
• Job equipment history, status
• Job equipment safety info
• Job environment: site, location 

information 
• Customer info
• Supporting contacts (designer, 

material handler, scheduler etc.)

Extended Job 
Profile

• Designs + Sketch
• Compatible Units
• Permits

Work/Job
(defined by a WO)

Work Ecosystem

Safety •  Procedures  •  Tools & Equipment  •  
Site/Environment  •  Learning/Training  •  
Standards/Designs  •  SMEs  •  Insights  • 

Work Comms 

Workers
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Work Contexts
In addition to systematic relationships established by the ‘Unit of Work’, Contexts are applied to work practices to 
enable digitally-assisted understanding, decision making, and exchange opportunities.

Execute work

Stay informed and up to 
date on timely 
Communications

• Procedure updates
• Tool updates
• Proactive safety information
• Job-related communications
• Relevant business data
• Emergent information, insights, 

and trends

Ask and answer 
questions, contribute 
knowledge to collaborate 
in a systematic way

• Peer-to-peer channels
• Feedback
• Lessons learned
• Report safety issues
• Seek innovation

Understand and align to 
desired work practices 
and procedures

• Procedures
• Standards
• Safety
• Governance practices

Pursue continuous 
learning and growth 
proactively

• Optional training
• Situational and safety 

learning
• Developmental learning
• Mentorship

Understand roles and 
follow the workflow

• Transparency
• Accountability
• Intake/handoff
• Situation-based 

interactions
• Evidence based decision 

making

Workers
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A channel to improve 
organizational digital 
maturity while creating 
capabilities to improve 
the customer experience

Support adoption of 
digitally enabled tools

• Anytime, anywhere access
• Frictionless experiences
• Cross-touchpoint and cross-

channel access
• Collaboration and 

knowledge sharing
• Integrated business 

intelligence
• Just in time, just enough

Encourage self-
sufficiency and 
accountability

• Pursue valuable 
information, knowledge, 
and resources via 
authoritative sources

• Use self-service when 
available (not via proxy)

• Seek and contribute to 
digital sources for 
guidance and informed 
decisioning

• Contribute to the 
nimbleness of the 
organization

Enable career 
journeys

• Continuously adapt to 
needs of the future

• Discover learning 
opportunities

• Seek career growth
• Own performance and 

ongoing development
• Coach team members 

on their careers
• Integrate new hires to  

their career journeys

Create a connected 
organization

• Engage in two-way, peer-
to-peer communications

• Collaborate with purpose 
(solve problems, seek 
help)

• Pursue continuous 
improvements

• Seek diverse ideas 
• Innovate within cultural 

boundaries
• Engage in new hire  

integration

Change mindsets 
and behaviors

• Internalize 
organization’s purpose 
and vision

• See oneself in the future 
of the business

• Develop personal 
learning practices

• Enact and improve 
emerging practices

• Pursue the changing 
nature of work

• Resilient and adaptable workforce
• Continuous learning and feedback
• Engagement and participation
• Accountable to self-serve
• Ownership of one’s career
• Support of development of others
• Digitally enabled and capable workforce
• Management freed for strategic work

Outcomes
Experience personalized 

to  Workers & Crews
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Methods and Procedures
Evolution over time

Long-TermMiddle-TermNear-Term
• Clean up procedural content. Identify and 

remove redundant, outdated, and trivial content 
(ROT).

• Establish single authoritative source for 
procedural content. Solve for duplicate versions 
that preserve/perpetuate ROT.

• Define top-level procedure taxonomy. Create 
controlled vocabulary for metadata to classify, 
organize, and target content and aid in search and 
governance. The taxonomy will evolve over time.

• Link work methods and specifications to CUs. As 
a reliable, modular unit of work, the CU provides 
an opportunity to support an extensible content 
architecture based on jobs.

• Enable read receipts for critical content.

• Support “find a person” functionality for key 
work contexts. Link experts to methods to 
support peer-to-peer information sharing.

• De-silo procedure content production. 
Define relationships among teams with 
shared ownership in procedural content to 
support alignment to a unified model.

• Support systematically structured and 
adaptive content. Variable content formats 
managed through taxonomy deliver just-
enough content views and enable findability.

• Enable transparency of information and 
decision making between office and field. 
Provide rationale for decisions to avoid “as 
designed/as built” discrepancies and build 
systematic knowledge.

• Establish “crew” as a reliable factor in 
targeting job-based content.

• Check worker profile and work history to 
push information related to work 
execution. This may include training, 
procedure refreshers, business insights, etc.

• Link all relevant procedures to CUs. Enable 
push and pull of all relevant procedural content, 
including engineering and operating instructions.

• Link tools-related procedure content to CIDs. 
This will support: governance practices based on 
tool and equipment changes; findability based on 
individual equipment choices/usage.

• Link relevant procedures to nameplated 
equipment. Supports content architecture in 
absence of CUs (e.g., in emergent work)

• Link procedures to job codes and storm roles. 
This will support targeted communications around 
procedure updates.

• Link safety procedures to incident types. 
Enable proactive delivery of safety guidance in the 
context of work and/or based on trends.

• Create reliable channels of inquiry and 
contact. Provide ways for workers to identify 
experts, ask and answer questions about their 
work, and share feedback and understanding.

Functional requirements mapped over time for:

1) Methods and Procedures
2) Health and Safety
3) Communications

4) Learning
5) HR
6) Onboarding
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New Digital experience, in the ecosystem

Smart Search 
Framework 

Attention 
Management & 

Notifications 
Framework

Rationalized 
Communications 

Framework

Contextualized 
Collaboration & 

Engagement

Mobile Web Desktop

Wearable Voice Bot Zero UI

Tablet

Field Workers 
Linemen, electricians, 
troublemen, metering 
agents, etc. 

Knowledge Workers
Engineers, designers, schedulers, 
stenos, distribution techs, etc. Field 

Supervisors 

Managers of 
Knowledge 
Workers

Hybrid Field/Office Roles
Relay techs,  
Distribution control center 
roles, etc.

Customer Service 
Roles

EEx Horizontals; 
Digital Experience 

Building Blocks

HCM
HR System of Record

Ecosystem 
Members & Properties

O365; SPO
ShP Content Sites; links to 
myriad third-party sites

The Grid
Intranet, communications, 
search

1:n Foundation 
Capabilities

Extensible Work-
Resource 

Architecture

Business Insight and 
Decision 

Framework

Inquiry Mgmt. 
Framework

1 2 3

4 5 6 7

Devices, Channels, 
Digital Touchpoints

Constituents

a. Security services
b. Roles, Personalization, 

Targeting
c. User Profile, Preferences

d. Mobile
e. Omni-channel 

orchestration
f. WCM; Content services

g. Integration
h. Usage tracking/metrics
f. Collaboration
g. Search…
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Business-Digital Roadmap

Functional Capabilities
• Personalized, integrated 

Communications Center with opt-
in/opt-out

• Findability support for all resources 
and services

• Personalized access to New Hire 
onboarding

• Business data for strategic alignment 
and support of work

Future Track: Align to Work Management

Foundation
• Targeting (role based; front-line vs. 

non-front-line)
• Mobile support
• Push and Pull means of delivery
• Smart Search, Chatbot paradigms

Foundation
• Integration with HCM / LMS and other 

core systems
• Granular targeting (employee and 

work attributes)

Functional Capabilities (potential)
• Communications becomes 

proactive and work-sensitive
• Learning in the context of work with 

qualifications, JIT micro-learning, 
and crowd-sourced contributions

• Safety in the context of work
• Transparency and collaboration 

across functional silos

Foundation
• Analysis needed for alignment to 

Work Management
• Integrated social capabilities
• Adaptive content

New Hire 
onboarding

Manager 
experience

HR-related capabilities

Procedures Related to Field Work I 
• Core Procedures: Work Methods 
• Aligned to CUs
• SMEs linked to work methods 

Procedures Related to Field Work II
• All Procedures, including Safety
• Aligned to CUs, CIDs, nameplates
• SMEs linked to procedures/work 

attributes

Procedures Related to Field Work III 
• Procedures aligned to people via 

Job Code
• Procedures align to training

Procedures Related to Field Work IV 
• Single adaptive content model for 

all procedureslearnings

ESS

Functional Capabilities
• Communications Center targeted by 

employee attributes
• Basic / high-frequency inquiries 

supported for quick resolution

• Advanced learning experience for 
compliance and development

• Attention Management for process 
and status

• Workforce insights (for leaders, mgrs.)

Career JourneyMyHR 
replacement

SafetyO365 Collaboration HCM + LMS EAM/WM

Experience I Experience II Experience III Experience IV (TBD)

Just-in-time Safety
• Procedures aligned to incident type

Flexibly-timed

Flexibly-timed

See pre-design work 
on following Program 
page
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Business-Digital Roadmap – Supporting Program & Activities

Experience I Experience II Experience IIIStrategic Governance/ 
Program Establishment 
• Structure & 

ownership
• Processes
• Communications
• Goals/ 

Measurement

Experience IV (TBD)

Design Planning
• Schedule / 

Activities
• Resources / 

Responsibilities
• Alignment to key 

initiatives (e.g., 
HCM, 
Learning,O365, 
etc,) 

Cleanup needed for future Experience
• Define taxonomy & IA for use in next phases
• Identify & remove redundant, outdated, low-quality procedure 

content
• Ensure single source for all cleaned-up procedures

Prepare for LMS
• Establish relationships with other ecosystem members
• Training data normalization, clean up and migration
• Address asset compatibility issues

Operational Governance 
Establishment 
• Roles / responsibilities
• Processes
• Guidelines and 

standards

Success Metrics Program - 
define and operationalize

Expand Operational Governance with Future Releases

Expand Success Metric Program with Future Releases

Communication and Culture Change 
Plan
• Program communications
• Cultural assessment and 

recommendations

Adoption 
Management Plan I - 
define and execute

Adoption Management 
Plan II - define and 
execute

Adoption Management 
Plan III - define and 
execute

Adoption Management 
Plan IV - define and 
execute

Revise to Address Future Releases

SafetyO365 Collaboration HCM + LMS EAM/WM

Architecture Support
• Architecture Plan for Ecosystem
• Logical Architecture for Experience, including POC support
• Next level requirements and product analysis for Safety 
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Visualizations: At work
Field worker experience

Team dashboard
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Visualizations: Communications
Targeted to field workers

Targeted to knowledge workers
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Visualizations: Something for Everyone
Personalized learning

New hire experience
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Visualizations: Something for Everyone
Personalized and contextual access to HR 
data, information, and support
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Visualizations: Common Experience Capabilities
Alerts

Personal assistant
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Visualizations: Common Experience Capabilities
Smart searchCustomized push notifications
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Visualizations: Common Experience Capabilities

Snapshot utility

Common components bar
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Visualizations: Common Experience Capabilities

Notifications utility Profile utility
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