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Getting Outage Management
Systems Ready for Outage Events

Upgrading or replacing an Outage Management System (OMS) to
better handle outage events will result in significant benefits to a
utility, if properly implemented, including:
 Improved customer service through supporting multi
communication channels;
 Effective outage communications to enable the timely provision of
Estimated Restoration Times;
 Better utility response times during outages;
 Improved outage triaging, grouping and prioritization;
 Lower costs (e.g. truck rolls);
 Increased ability to support data analytics and distribution
management system (DMS) capabilities;
 Improved safety for work crews and customers; and
 Reduced regulatory risk with respect to the achievement of
industry accepted reliability metrics (e.g. Customer Average
Interruption Duration Index (CAIDI) and System Average
Interruption Duration (SAIDI)).
These OMS benefits are magnified during catastrophic events and
major outages.

OMS – A Critical System for Utility Outages

For many utilities, the core system during any power outage is
the OMS. The diagram below shows the importance of the OMS
which integrates with major utility systems such as the Customer
Information System (CIS), Advanced Meter Infrastructure (AMI),
Supervisory Control and Data Acquisition (SCADA), Geographical
Information System (GIS), Interactive Voice Response (IVR) and
Work Management System (WMS), impacts many departments
within a utility (customer service, metering, operations, information
technology, regulatory affairs and corporate communications) and is
the conduit for receiving and communicating vital outage information
(e.g. estimated restoration time) to and from the customer.
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Key Success Factors for OMS Projects

If the decision is to upgrade or implement a new OMS, Kaihen has identified
several key success factors based on our OMS project experience, which
utilities must consider.
1. A strong project management
approach to mitigate certain
risks:
 Vendor over commitment
 Defects with software
 Delays caused by
misunderstandings by vendor,
project team and end users
 Changes in utility staffing and
priority of project
2. Executive sponsorship of the
project is required to ensure
cross-functional collaboration and
multi-departmental input
3. An OMS which is integrated with
the DMS, Operational Data Store
(ODS), GIS, CIS, AMI, SCADA,
Mobile Dispatch, WMS, IVR, and

Distribution Automation systems
yields greater benefits than a
standalone system
4. Business process development,
modification and documentation
will be required
5. Prioritization of each OMS
function is necessary to realize
the greatest business value
6. Extensive testing is required to
ensure a successful integration
7. Data conversion is essential in
order to ensure quality of data
8. Change management is
important
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Selection and Procurement –
The First Step Towards a New OMS

Kaihen’s integrated approach to assisting utility clients with selecting an
OMS is made up of a series of activities focusing on developing an effective
RFP, critically evaluating the vendors and their responses and selecting the
best solution for the client. Our Selection and Procurement methodology has
been proven effective on many Kaihen engagements. The methodology
can be customized and aligned with client objectives.
Develop RFP

Evaluation

Selection

Confirm Objectives,
Scope and Timing

Receive and Respond
to RFP Questions

Recommend Vendor
for Executive Approval

Create Project Plan
For Evaluation and Selection

Create Evaluation Scorecard

Select Vendor

Develop to be Business
Processes and Requirements

Receive RFP Responses

Contract Negotiation

Write RFP

Evaluate Proposals
and Consolidate Feedback

Debrief to Losing Vendors

Confirm Vendor Participants

Recommend Short-List of Vendors
and Communicate to Them

Initial Project Planning

Release RFP

Develop “Orals”
Question/Approach

Update Business Case

Conduct Orals
Perform Reference
Checks and Site Visits
Evaluate Orals and
Complete Scorecard

Business Readiness for an OMS Project is Crucial

Whether the decision is to implement a new system or optimize an
existing OMS, we ensure the readiness of our client’s business which we
define as the people, processes and systems that are impacted. Failure
to ensure business readiness can result in increased costs, customer
impacts, potential regulatory and financial risk, challenges with respect to
employee/user effectiveness and an inability to realize the full benefits of the
implementation.
Based on our experience, a typical OMS implementation from selection
to deployment can range in duration from as little as nine months to over
a year based on the complexity of the system and its integrations. The
following is an example of the typical activities of an OMS implementation.
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Phase 1:
Selection & Procurement

Phase 2:
Implementation

Project Management
Evaluation & Selection
Data Model & Conversion
Business Readiness – Change Management
Project Planning
& Contracting
OMS Configuration & Testing
OMS Interface
Development & Testing
Business Readiness – Business
Processes, SIT, UAT, Training
Deployment & Go Live

There are several factors which may impact an OMS implementation project
schedule and cost including:
 A decision to move forward with a
Full RFP vs Only Incumbent (GIS
and SCADA) vendors

 Status of AMI technology

 Availability of utility’s resources

 Other corporate initiatives and
project priority

 Vendor capability
 Degree of integration difficulty
 Status of data, especially GIS

 Business readiness or degree of
Change Management

 Regulatory approval
requirements

Our OMS Expertise

Our consultants bring the following competencies to help mitigate risks on
OMS engagements and ensure a successful system deployment:
 Deep understanding of regulatory
and market rules
 Strong OMS experience, for both
large and intermediate utilities
 In-depth knowledge of utility
operations and systems
 An unswerving focus on
professionalism, discipline and
high quality deliverables
 Extensive Business Readiness
services for OMS projects

 Knowledge of and relationships
with most OMS vendors and
products in the marketplace—
but a commitment to providing
independent advice
 Demonstrated Outage
Communications leadership
and knowledge which will
ensure that a practical solution
is implemented to meet client
needs.
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A powerful
combination of
specialized skills
and industry
experience
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Why Kaihen?

Kaihen brings a combination of specialized skills and industry experience
that matches that of full-service system integrators.

A Commitment to the Energy Sector

We have a passion for the energy industry that permeates every one of our
engagements. Our consultants have worked with some of North America’s
leading electricity and gas utilities and retailers, as well as the Ontario
Ministry of Energy, IESO, and the Ontario Energy Board.

OMS Best Practices

Kaihen and its consultants bring best practices and lessons learned from
previous OMS projects with Enwin Utilities, Hydro One Brampton , Toronto
Hydro, Hydro One, North York Hydro, Nova Scotia Power, Durban Electric,
and PEPCO.

A Commitment to Delivering Exceptional Value

Our consultants average more than 20 years of relevant experience,
bringing skilled resources to enhance client teams. Our lean business
model enables us to deliver cost-effective, high quality consulting services
on every engagement. Our rates are competitive, and our commitment to
client success is paramount.

A Reputation for Reliability

We are committed to delivering every project on time and within budget.
Our clients frequently extend their relationship with us based upon the
return on investment we’ve delivered.

Bringing the Best

Kaihen’s methodologies are customized to each client. Every engagement
is based on a best practice approach, complemented by lessons learned
and the latest insight into market dynamics.
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Our core
competency
is business
readiness.
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About Kaihen

Kaihen helps electric, gas and water utilities prepare for the kinds of
fundamental business changes that improve operations and customer
service.
Our name means change, or innovation, or transformation. It embodies
everything we do for our clients.
Our core competency is business readiness—ensuring that our clients’
people, processes and systems are well-prepared to adopt the change
we help to implement. And we do so by managing projects, designing
and improving business processes, training users, solution testing, and
implementing powerful change management initiatives.
Kaihen’s offerings revolve around three key areas of our clients’ businesses:
Smart Grid Strategy & Implementation; Customer Operations & Systems;
and Acquisition & Consolidation.

Contacts:

Jonathan Minsky, Managing Director
+1-416-785-1748
jminsky@kaihen.ca

Pat Leahey, Director of Business Development
+1-416-710-4551
pleahey@kaihen.ca
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www.kaihen.ca

