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With so many Baby Boomers headed for the exits to retire in the next five
years—some 40 percent of the utility workforce by most accounts—the
twin challenges of doing more with less and doing it with fresh recruits
looms on the horizon.

The answer to these challenges seems to involve tapping technology to do
more with less, and using tech savvy workers to make it happen. Yet
integrating those two answers into a traditional utility environment still
functioning with the traditional regulatory compact is something of a
challenge in itself.

The Strategic Worker:

As the utility workforce evolves; workers will need to shed the blinders that keep
them focused on individual tasks embedded inside of business or operational unit
silos. Instead, they will need to understand how the entire industry is changing
around them and how those changes impact their roles and responsibilities. They
will need to be more strategic in their approach. Areas impacted include but are
not limited to:

e Meter transformation: The change from electro-mechanical to smart meters is
changing the role of the customer service representative. What was once
simply a role dealing with a customer’s bill payment is transforming into one
that requires answering user questions on energy efficiency and management.
Smart meters even allow reps to become proactive about customer outage
notifications, and provide more accurate Estimated Time of Restoration (ETOR)
information.

e Automation Expansion: The advent of distribution automation, new approaches
to distribution management, and technologies such as synchrophasors allow
both transmission and distribution operators to move from traditionally reactive
to more proactive behaviors to optimize utility operations and more effectively
utilize their assets.

e Customer service: In the new workforce, all jobs may include an element of
customer service—pushing employees to become their utility’s brand
ambassadors. As management and operations employees move from tactical
to strategic responsibilities, their increasingly direct interaction with customers
will impact the bottom line. Reputational effects of this type are already clear
from catastrophic events such as 201I's Nor'easter and 2012 Hurricane Sandy.
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Training the new workforce

Most utilities have already come to develop key performance indicators (KPIs) by
which to measure the integrated performance of its business units. For this to be
successful, the new workforce will operate under a set of knowledge, skills, and
abilities (KSAs) that allow them to adapt to new business processes. They will use
new technologies like mobile computing to access data from a variety of sources—
some human, some technological—and make decisions that have far-reaching
consequences due to the integrated nature of the processes they now touch.

KSAs Key Objectives Sample questions that need to be answ!rb:l
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A good training program will drive workers through a careful

analysis of the KSAs including but not necessarily limited to:

e Awareness of how one’s job supports the utility’s broader business, and of
technical awareness of industry issues and trends

e Knowledge of detailed business processes and procedures for workers to do
their jobs, along with the associated KPIs.

e Specific training on tools is required to perform tasks more completely and
effectively.

As this industry evolves, it must anticipate new dimensions such as the
growth of micro grids, distributed renewables, and an influx of new
participants that support retail markets all leading to possible disruptions
to the traditional utility’s business model. The growing tide of workers
retiring in the next three to five years will quickly reach “crisis level” within
organizations unless we react proactively—and soon.



