Customer Case Study:
ESB Networks

Irish Electricity Distribution
Utility Plugs Into Kony to
Power Its Mobile Strategy

ESB Networks (ESBN) is the operator of the power distribution network for
Ireland’s electric utilities. It provides services to all electricity customers and

all generators and suppliers of electricity in the Republic of Ireland. When ESBN
went looking for a new mobile applications platform, the need was urgent.

A critical system used by field service technicians relied on hardware and
software that was at the end of life. Yet rather than modernize just that one app,
ESBN was determined to find a long-term solution to all their mobile needs.

“As one of the leading utilities in Ireland, servicing more than two million
customers, we needed a mobile solution that our field technicians could rely

on to help streamline work orders and improve overall efficiency,” says Eugene
O’Sullivan, Networks Mobile programme manager, ESB Networks. “We turned
to Kony to help mobilize our field services because data is very important in our
industry and Kony’s solutions offered the data synchronization we needed.”
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The Kony app acts as a mobile front end that
gives field technicians live access to SAP IS-U
which is ESBN’s work management system.
Once work orders are entered in SAP IS-U,
they are prioritized and assigned using Click
Software’s schedule optimization system.
Workers see their first few assignments of the
day when they sign onto the app. As the day
progresses, the scheduling system continues
to re-optimize assignments and dispatch
work orders to field technicians.

For every work order, the technicians

must collect data. They scan bar codes on
the meters, using the iPhone camera for
new connections and meter exchanges.
Technicians can update the meter location
co-ordinates if required, record the
installation data including recording the
current meter reads, and confirm the work
carried out on-site. When their work is
done, they can log it as complete or record a
recommended follow-up.

For ESBN, it was critical that the mobile app
fit with existing enterprise applications,
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rather than requiring them to rework

or compromise the existing enterprise
architecture. As Kony is a silver partner
in the SAP PartnerEdge program and SAP
integration is a key strength of Kony’s
Fabric architecture, ESBN felt confident
that Kony could meet their enterprise
integration needs.

In addition, Kony’s data synchronization
architecture met the requirement that
the app be able to function offline, when a
network connection was not available.

The app also uses the LDAP directory services
standard to allow users to sign in with their
standard corporate credentials and enforce
consistent enterprise security.

The Kony app supports 83 types of work
orders and each work order type was
subjected to extensive testing. The software
development process was helped along

by initial prototyping in Kony Visualizer, which
allowed business users to agree on the
desired look and feel for the app. This was
followed by coding of the app logic in Kony
Visualizer.

Business Benefits

Using the Kony Field Service solution, about
300 field service technicians retired bulky
handsets in favor of an iPhone and a much
faster, more modern app.

The app integrates with Apple Maps to
provide a map view of work order locations.
If the precise location of a meter has not
been recorded, a technician can add the GPS
coordinates to make it easier to locate

next time.

Technicians can work offline, however
once online, all data gathered in the
field is automatically replicated to SAP
IS-U. The speed of that data syncis one
of the improvements field technicians
appreciate the most.

“With the old hand-held
devices, a technician
initiated the synchronization
process manually, and it
would take 5 to 6 minutes

to complete. During that
time, the devices could

not be used for anything
else. With the new Kony

app, synchronization

takes a second or two,
and the process runsin
the background. That’s

a massive performance
improvement from a user
perspective.”

— Eugene O’Sullivan

Networks Mobile Programme
Manager, ESB Networks

“With the old hand-held devices, a
technician initiated the synchronization
process manually, and it would take 5 to

6 minutes to complete. During that time,
the devices could not be used for anything
else,” says O’Sullivan. “With the new app,
synchronization takes a second or two, and
the process runs in the background. Even
when the device is out of network range,
data is saved and automatically transmitted
when triggered again by the user, provided
a connection is available. That’s a massive
performance improvement from a user
perspective.”
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Benefits

Gives field service workers a
more modern and flexible app
Leverages commodity
hardware and standard mobile
operating systems

Potential to preserve
portability between mobile
operating systems

Integrates with enterprise
systems

Delivers higher performance
and offline functionality

Change Management

Akey success factor was involving users

at every stage of the process. The project
worked very closely with users involving
them in user workshops and seeking
feedback on what they wanted to see in the
new app.

Users were also involved in field trials to
assess the device type and cover. In addition,
local implementation teams were set up to
ensure users had a local point of contact to
keep them fully informed, answer questions,
and support users on the ground.

Training events were run nationally and
delivered and supported by the local

implementation team and project resources.

Next Steps

With this success, ESBN is setting up a mobile
program to oversee the implementation of

a suite of enterprise mobile apps for field
technicians which include:

Field timesheets integrating to SAP HR
SAP asset inspection and maintenance
work orders

Planned switching and fault events
integrating to an Oracle outage
management system

Looking ahead, ESBN plans to work closely
with Kony to meet their strategic objectives
and transform their mobile experience.

Kony is the fastest growing, cloud-based digital application and low-code platform solutions company, and a recognized
industry leader among low-code and mobile application development platform (MADP) providers. Kony is also a

recognized leader in the emerging Digital Experience Development Platforms (DXDP) market. Kony helps organizations

of all sizes accelerate digital success by rapidly transforming ideas into innovative and secure omnichannel applications.

Kony’s solutions are built on its leading digital platform and empower organizations across banking, retail, energy and

healthcare to develop and manage their own apps to better engage with their customers, partners and employees.

For more information, please visit www.kony.com. Connect with Kony on Twitter, Facebook, and LinkedIn.
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