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Power & Utilities 2024

Provider Lens™ Buyers Guide™
(For Service Providers) (For Software Providers)
ISG Provider Lens™ reports evaluate ISG Buyers Guide™ is RFI-based research
independent vendors and providers across to evaluate software providers and
a range of capabilities by topic and region. products for enterprise requirements.
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Introduction

The global power & utilities industry

continues to be impacted by the steadily Innovation Intlligent
increasing demand for renewable energy (= teaslaias) Business Process Supply Chain/  Marketing & Network Media & Content Contact Center/
> . ; Management F&A HR  Legal  Analytics . )
and sustainability, government regulations, Procurement Sales Operations Management Customer Service
the development of smart cities, the rise
increasing fossil fuel prices. yp Enterprise Asset
Management Asset Health Controls Field Service Predictive Monitoring Analytics CMMS HSE
In 2024, the global power & utilities industry Management Management Management Maintenance g Y Compliance
is in a state of flux. While the demand for Competency and Talent
electricity is on th.e‘rlse', driven by economic (Resources - Certifications) m Capabilities
growth and electrification trends, the path . L
. . Grid Modernization ) . . o .
forward is fraught with challenges and Grid Grid DERDERMS AMi20 Automation  Optimizationand o), Demand Planning
opportunities. Industry Focus Management Resilience ’ Services Resilience and Forecasting
and Alignment
The c.lean energy transition cont.mues to be m Capabilities
a major driver. Renewables, particularly solar e
. . an
and wind, are projected to surpass coal Experience and Meter2-Cash Customer Account Payments  Omni Channel Relationship Customer Self-help
as the leading source of global electricity Engagement Service Management  Processing Support Management Interaction Portals
generation by early 2025. This shift is fueled
by falling costs of renewable technologies, Capabilities
gove.rnment incentives and |pcrea3|ng Sustainability, Nesxt-(?en IT - —
pub|IC pressure to combat climate change. GenAl/Al ervices Stz ADM liiie) Digital Twins  Automation Cremsauiiy Machine loT Blockchain
The grid, however, is struggling to keep pace Integration Senvices solution Learning
with the changing energy landscape. *Non-exhaaustive

* .
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Introduction

Aging infrastructure, coupled with the
integration of distributed energy resources
(DERSs) like rooftop solar, presents reliability
concerns. Modernization efforts are underway,
but they require significant capital investment,
which is further complicated by rising interest
rates and inflation.

While utility prices are expected to remain
relatively stable in 2024, affordability remains
a concern. Rising fuel costs, particularly

for natural gas, could increase prices.
Regulatory frameworks need to find a
balance between ensuring grid resilience
and keeping energy affordable.

Essentially, utilities are seeking providers
with deep industry expertise, strong digital
technologies and innovation capabilities
around data and analytics, cybersecurity,
and Al and ML.

* .
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Quadrants Research

This IPL

study aims to
understand

key industry
challenges

and assess
service provider
capabilities to
address unmet
enterprise needs.

Simplified lllustration Source: ISG 2024

Intelligent Business Process
Management Services (iBPMS)

Next-Gen IT Services

Grid Modernization

Enterprise Asset Management
(EAM)

Customer Information Systems
(CIS) and Customer Experience
(CX)

* .
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Scope of the report

This ISG Provider Lens™ study offers business
and IT decision-makers in power & utilities
companies the following:

« Transparency on the strengths and
weaknesses of relevant providers

« Adifferentiated positioning of providers
by segments based on their competitive
strengths and portfolio attractiveness

« Focus on different markets, including
North America, Europe and Asia Pacific*
(Excludes China)

Our study serves as an important decision-
making basis for positioning key relationships
and go-to-market considerations. ISG advisors
and enterprise clients also use information
from these reports to evaluate their

current vendor relationships and potential
engagements with utilities.
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Intelligent Business Process Management Services (iBPMS)

Definition

The quadrant assesses service providers that
offer intelligent business process management
services (iBPMS) to power & utilities
enterprises. These services are driven by
automation and analytics and include customer
services (both front office and back office, B2B
and B2C), sourcing and procurement, human
resources, finance and accounting (F&A),
regulatory and compliance, knowledge services,
master data management, field workforce
services, network operations, operational
business intelligence (customer, marketing and
asset) and supply chain management. These
services enable client enterprises to improve
efficiency and productivity in daily operations
and business processes (front, middle and back
office), enhancing customer experience and
decision-making.

* .
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Eligibility Criteria
o offer a combination (if not
all) of the following to enterprises

ling fir
in applying advanced
technologies, includ Jtoms
analytic C url

Referenceable case studies for
ser olution: the
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Next-Gen IT Services

Definition

This quadrant assesses service providers
offering next-gen IT services to the power

& utilities industry. The services include
application development and maintenance
(ADM), infrastructure services (data center,
cloud, network, workplace and cybersecurity)
and systems integration for new applications
across the value chain. These services
enable utilities to increase efficiency, ensure
compliance, minimize costs, optimize assets
and maximize customer satisfaction.

Next-gen IT in utilities leverages data, cloud
and Al to improve efficiency and customer
experience. Smart meters and sensors collect
real-time information on energy use and grid
health. Utilities analyze this data to predict
demand, optimize resources and identify
equipment issues. This allows for proactive
maintenance that reduces downtime and costs.
Customers also benefit from personalized
energy plans and mobile applications for
managing accounts and tracking outages.

* .
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Eligibility Criteria . Extensive domain knowledge

offer a combination (if not pli

all) of the following ‘

gl

automatio
ML, IoT &
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Grid Modernization

Definition

This quadrant assesses service providers
offering grid modernization and related services
in the power & utilities industry. The services
include grid modeling, distributed energy
resources management systems (DERMS),
advanced distribution management systems
(ADMS), geographic information systems (GIS),
volt-var optimization (VVO), supervisory control
and data acquisition (SCADA), advanced
metering infrastructure (AMI), distribution

and operations, scheduling and dispatch, grid
resilience, demand planning and forecasting,
response design and integration. These
offerings lead to an improved, reliable and
optimized grid infrastructure.

Grid modernization involves utilities
overhauling the electricity grid to make it
smarter, more resilient and more efficient.

It is like upgrading an old, clunky computer
system to a sleek, high-powered one. This
transformation utilizes modern technologies
such as sensors, automation and data analytics
to improve reliability, integrate renewable
energy sources and even empower customers
with greater control over their energy use.

iSG Provider Lens

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Eligibility Criteria
1. Ex in grid modernization

2. Successful grid modernization
projects 18
I
Offerings in m
) -

in next-gen technologies:
utomation, analytics
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Enterprise Asset Management (EAM)

Definition
This quadrant assesses providers offering Eligibility Criteria
enterprise asset management (EAM) services
and solutions to enterprises in the power

& utilities industry. Services include asset
lifecycle management, maintenance, repair 2. Successful EAM projects 1
and operations, labor management, controls le

management, application maintenance and
support, supply chain solutions, cloud services,
asset health management, digital enablement
services and remote monitoring. These
services enable enterprises to increase asset
performance, extend their useful life and reduce
operational costs.

1. EAM experience in the
utilities ind

Offerings 1

Additionally, many service providers explore
mergers and acquisitions (M&A) and develop
proprietary EAM platforms to offer industry-
specific solutions. These platforms use
technologies such as digital twins, AR, VR,
mixed reality (MR) and 3D technology in

the asset management space. Field service
management and workforce management are
also key areas within asset management.

* .
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Customer Information Systems (CIS) and Customer Experience (CX)

Definition
This quadrant assesses service providers Eligibility Criteria Atement prer tion . tise In next-gen technologies:
offering meter-to-cash (M2C), customer service 1. Experience in CIS and CX in ¢

and business process solutions related to
customer information systems (CIS) in the
power & utilities industry. The services covered .
in this quadrant include account management, |
order processing, product management, rate
design (handling complex rate structures), data ’
management, billing, credit and collections, the foll :

payment processing, contact services (call [ a T ey s eEen eirees feiess
center), interactive voice response (IVR), ¢ ) the value chain

consumer engagement, customer self-service
and relationship management, all enhancing
customer experience (CX).

the ind \
Partnerships with in
ons, regula
Offerings in at least one of

to rec
mplian
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ISG's Power & Utilities Framework

Key characteristics of the proprietary framework:

. It encapsulates key topics for power & utilities enterprises.
« It details headline digital solutions from providers.

. It represents themes of enterprise objectives in inner tiles.
. It represents initiatives in outer tiles.

. Each outer tile reveals the specific capabilities of leading providers and solution companies.

iSG Provider Lens
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Quadrants by Region

As a part of this ISG Provider Lens™ quadrant study, we are introducing the following five quadrants on Power & Utilities Industry — Services and Solutions 2024:

Asia Pacific*

Quadrant (Excludes China) Europe North America
Intelligence Business Process Management Services (iBPMS) v v v
Next-Gen IT Services v v v
Grid Modernization v v v
Enterprise Asset Management (EAM) v v v
Customer Information Systems (CIS) and Customer Experience (CX) v v v

* .
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Introduction

The global power & utilities industry

continues to be influenced by the steadily
increasing demand for renewable energy

and sustainability, government regulations,

the development of smart cities, the rise of
eMobility, geopolitical situations and increasing
fossil fuel prices.

The power & utilities industry relies heavily

on a vast network of infrastructure and
equipment, including power plants, substations,
transmission lines and distribution grids.
Enterprise asset management (EAM) software
is a strategic tool for power & utilities
companies to optimize asset performance,
ensure reliability, reduce costs and improve
operational efficiency.

Grid management software is crucial for
operating an efficient and reliable electrical
grid, especially with the growing complexity
of modern power systems. It is a key tool
for modernizing the power grid, enabling
efficient operations, greater integration of
renewables, improved reliability and the
promotion of sustainability.

* .
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Buyers Guide

The Buyers
Guide™ provides
insights into
the readiness

of software
providers and
products to
meet enterprise
requirements.

Simplified lllustration Source: ISG 2024

Grid Management Software

Enterprise Asset Management
(EAM) Software

* .
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Scope of the report

This ISG Buyers Guide™ study offers businesses
and IT decision-makers in
power & utilities companies the following:

« An evaluation of software across seven
key categories: five product-related and
two CX-related categories

« Rankings and ratings of software
providers and products based on
adaptability, capability, manageability,
reliability and usability

« A comprehensive research study covering
global software providers

Our study serves as an important decision-
making basis for examining software provider
relationships and market considerations.

ISG advisors and enterprise clients also use
information and ratings from these reports to
evaluate their current provider relationships
and potential engagements with clients.

POWER & UTILITIES INDUSTRY - SERVICES AND SOLUTIONS | JUNE 2024




Grid Management Software

Definition

Grid management software plays a vital role
in the modern electrical grid by enhancing
reliability, improving efficiency, integrating
distributed energy resources, promoting

sustainability and enabling well-informed
decisions for optimization and cost savings.

This quadrant assesses grid management
software vendors offering software solutions in
the power & utilities space. Grid management
software solutions enable the monitoring,
control and optimization of the electrical grid,
functioning as a control center. This software is
essential for facilitating a reliable, efficient and
secure electricity supply.

iSG Provider Lens

Eligibility Criteria

crience in developing and
1mplement1ng gr1d management

ty to offer a combination (if
not all) of the following to the grid
network, wi :

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

guration

platforms and carry out cloud-
based deployments
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Enterprise Asset Management (EAM) Software

Definition

EAM software plays a vital role in maintaining
the smooth and efficient operation of utilities.
It enables enhanced safety and compliance,
maximized uptime and efficiency, optimized
costs, an empowered workforce, and improved
decision-making.

This quadrant assesses EAM software vendors
offering software solutions in the power

& utilities space. EAM software solutions
facilitate the management and maintenance
of assets owned by a company throughout the
lifecycle, starting from capital planning and
procurement, through installation, performance
monitoring, maintenance, compliance and risk
management, up to asset disposal.

Eligibility Criteria

erience in developing
and implementing EAM
software for clients
tilit

Successful software

K and labor ma
in tra

nanagement

* .
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Strong partnerships with inc

ac
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case studies fo

i ort multiple
platforms and carry out cloud-
based deployments
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Schedule

The research phase falls in the period between May and July 2024, during which survey, evaluation,
analysis and validation will take place. The results will be presented to the media in December 2024.

Milestones Beginning End

Survey Launch June 11,2024

Survey Phase June 12,2024 July 12,2024
Sneak Previews October 2024 October 2024
Press Release & Publication November 2024

Please refer to the link to view/download the ISG Provider Lens™ 2024 research agenda

Access to Online Portal

You can view/download the questionnaire from here using the credentials you have already
created or refer to instructions provided in the invitation email to generate a new password.
We look forward to your participation!

iSG Provider Lens

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Research Production Disclaimer:

ISG collects data for the purposes of writing research and creating provider/vendor profiles. The
profiles and supporting data are used by ISG advisors to make recommendations and inform their
clients of the experience and qualifications of any applicable provider/vendor for outsourcing the
work identified by clients. This data is collected as part of the ISG FutureSource™ process and
the Candidate Provider Qualification (CPQ) process. ISG may choose to only utilize this collected
data pertaining to certain countries or regions for the education and purposes of its advisors and
not produce ISG Provider Lens™ reports. These decisions will be made based on the level and
completeness of the information received directly from providers/vendors and the availability of
experienced analysts for those countries or regions. Submitted information may also be used for
individual research projects or for briefing notes that will be written by the lead analysts.

JUNE 2024
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Client Feedback Nominations

ISG Star of Excellence™ - Call for nominations

The Star of Excellence™ is an independent
recognition of excellent service delivery based
on the concept of “Voice of the Customer.”
The Star of Excellence™ is a program, designed
by ISG, to collect client feedback about service

providers’ success in demonstrating the highest

standards of client service excellence and
customer centricity.

The global survey is all about services that are
associated with IPL studies. In consequence,
all ISG Analysts will be continuously provided

with information on the customer experience of

all relevant service providers. This information
comes on top of existing first-hand advisor
feedback that IPL leverages in context of its
practitioner-led consulting approach.

iSG Provider Lens

Providers are invited to nominate their clients
to participate. Once the nomination has been
submitted, ISG sends out a mail confirmation
to both sides. It is self-evident that ISG
anonymizes all customer data and does not
share it with third parties.

It is our vision that the Star of Excellence™
will be recognized as the leading industry
recognition for client service excellence and
serve as the benchmark for measuring client
sentiments.

To ensure your selected clients complete the
feedback for your nominated engagement
please use the Client nomination section on
the Star of Excellence™ website.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

We have set up an email where you can direct
any questions or provide comments. This email
will be checked daily, please allow up to 24
hours for a reply.

Here is the email address:
ISG.star@isg-one.com

POWER & UTILITIES INDUSTRY - SERVICES AND SOLUTIONS | JUNE 2024
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Methodology & Team

The ISG Provider Lens 2024 — Power & Utilities
Industry — Services and Solutions research
study analyzes the relevant software vendors/
service providers in the global market, based on
a multi-phased research and analysis process,
and positions these providers based on the ISG
Research methodology.

Study Sponsor:
lain Fisher

Lead Analysts:
Swadhin Pradhan, Mohd Aves Malik and
Harish B

Editor:
Dona George

Research Analysts:
Mamatha R and Ayushi Gupta

Data Analyst:
Rajesh MC

Quality & Consistency Advisors:
Services & Solutions - Bob Lutz,

Jon Brock, Korey Barnard, Andreas Fahr,
Eleanor Matthews and Troy Williams

Software Research - Mark Smith and
Lindsay Johnston

iSG Provider Lens

Project Manager:
Sukanya Nair

Information Services Group Inc. is solely
responsible for the content of this report.
Unless otherwise cited, all content, including
illustrations, research, conclusions, assertions
and positions contained in this report were
developed by, and are the sole property of
Information Services Group Inc.

The research and analysis presented in this
report includes research from the ISG Provider
Lens program, ongoing ISG Research programs,
interviews with ISG advisors, briefings with
services providers and analysis of publicly
available market information from multiple
sources. The data collected for this report
represents information that ISG believes to

be current as of May 2024, for providers who
actively participated as well as for providers
who did not. ISG recognizes that many mergers
and acquisitions have taken place since that
time, but those changes are not reflected in this
report.

All revenue references are in U.S. dollars ($US)
unless noted.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.
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Contacts For This Study

Study Sponsor

iSG Provider Lens

Iain
Fisher

Program Director

Mamatha
R

Research Analyst

Swadhin
Pradhan

Lead Analyst -
North America

Ayushi
Gupta

Research Analyst
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Mohd Aves
Malik \

Lead Analyst -
Asia Pacific

Rajesh
MC

Data Analyst

POWER & UTILITIES INDUSTRY — SERVICES AND SOLUTIONS

Harish
B

Lead Analyst -

Europe

Sukanya
Nair

Senior Project

Manager
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Advisor Involvement - Program Description

ISG Provider Lens Advisors Involvement
Program

ISG Provider Lens offers market assessments
incorporating practitioner insights, reflecting
regional focus and independent research. ISG
ensures advisor involvement in each study to
cover the appropriate market details aligned to
the respective service lines/technology trends,
service provider presence and enterprise
context.

In each region, ISG has expert thought leaders
and respected advisors who know the provider
portfolios and offerings as well as enterprise
requirements and market trends. On average,
three advisors participate as part of each
study’s quality and consistency review team
(QCRT). The QCRT ensures each study reflects
ISG advisors' experience in the field, which
complements the primary and secondary
research the analysts conduct. ISG advisors
participate in each study as part of the QCRT
group and contribute at different levels
depending on their availability and expertise.

The QCRT advisors:

« Help define and validate quadrants and
questionnaires,

« Advise on service provider inclusion,
participate in briefing calls,

« Give their perspectives on service provider
ratings and review report drafts.

* .
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ISG Advisors to this study

Andreas
Fahr

Partner & Managing
Director, EU

Bob
Lutz

Partner, Energy &
Utilities Bill, U.S.

Eleanor
Matthews

Director, EU

POWER & UTILITIES INDUSTRY — SERVICES AND SOLUTIONS

Jon
Brock

Account Director -
Energy & Utilities Bill,
u.s.

Korey
Barnard

Partner, Energy &
Utilities Bill, U.S.

Troy
Williams

APAC Digital Lead and
VIC Regional Manager,
Australia
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Advisor Involvement - Program Description

ISG Advisors to this study

Lindsay
Johnston

Assistant Director -
Software Research

Mark
Smith

Partner - Software
Research
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Invited Companies - Provider Lens

If your company is listed on this page or you feel your company should be listed, please contact ISG

to ensure we have the correct contact person(s) to actively participate in this research.

Accenture*
Acquire BPO*
Alorica*

Birlasoft*
Capgemini*

CGl
Coforge/Cigniti *
Cognizant*
Computacenter*
CyberCX

Cyient*

Deloitte*

DXC Technology*
Exela Technologies

Firstsource

iSG Provider Lens

FTI Consulting

Fujitsu

Genpact*

Globant

Happiest Minds
HCLTech*

Hitachi Digital Services
IBM*

Infosys*

Invensis Technologies
KPMG*

Kyndryl*

LTIMindtree*

LTTS

MaxBPO

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

Mphasis

NTT Data

Orange Business Services
Perficient*
Protiviti

PwC*
ScottMadden
Sopra Steria*
TCS*
TechMahindra
Teleperformance*
Tietoevry*

TMG Consulting
Unisys

Vysus

* Rated in previous iteration

Wipro*
WNS*
YASH Technologies

Zones

POWER & UTILITIES INDUSTRY - SERVICES AND SOLUTIONS | JUNE 2024
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Invited Companies - Buyers Guide

If your company is listed on this page or you feel your company should be listed, please contact ISG
to ensure we have the correct contact person(s) to actively participate in this research.

ABB

CGl

Cisco

Dassault Systemes
Eaton

Fiserv

GE Vernova

Hitachi Digital Services

iSG Provider Lens

Honeywell
Hubbell

IBM

Oracle

SAP

Schneider Electric

Siemens

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.
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About Our Company & Research

iSG Provider Lens

The ISG Provider Lens™ Quadrant research
series is the only service provider evaluation
of its kind to combine empirical, data-driven
research and market analysis with the
real-world experience and observations

of ISG's global advisory team. Enterprises
will find a wealth of detailed data and
market analysis to help guide their selection
of appropriate sourcing partners, while

ISG advisors use the reports to validate
their own market knowledge and make
recommendations to ISG's enterprise
clients. The research currently covers
providers offering their services across
multiple geographies globally.

For more information about

ISG Provider Lens™ research,

please visit this webpage.

iSG Provider Lens

iSG Research’

ISG Research™ provides subscription
research, advisory consulting and
executive event services focused

on market trends and disruptive
technologies driving change in business
computing. ISG Research™ delivers
guidance that helps businesses
accelerate growth and create

more value.

ISG offers research specifically

about providers to state and local
governments (including counties, cities)
as well as higher education institutions.
Visit: Public Sector.

For more information about ISG
Research™ subscriptions, please
email contact@isg-one.com,

call +1.203.454.3900, or visit
research.isg-one.com.

© 2024 INFORMATION SERVICES GROUP, INC. ALL RIGHTS RESERVED.

*
1SG

ISG (Information Services Group)
(Nasdagq: Ill) is a leading global technology
research and advisory firm. A trusted
business partner to more than 900 clients,
including more than 75 of the world's

top 100 enterprises, ISG is committed

to helping corporations, public sector
organizations, and service and technology
providers achieve operational excellence
and faster growth. The firm specializes in
digital transformation services, including
Al and automation, cloud and data
analytics; sourcing advisory; managed
governance and risk services; network
carrier services; strategy and operations
design; change management; market
intelligence and technology research

and analysis.
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Founded in 2006, and based in Stamford,
Conn., ISG employs 1,600 digital-ready
professionals operating in more than 20
countries—a global team known for its
innovative thinking, market influence,
deep industry and technology expertise,
and world-class research and analytical
capabilities based on the industry's most
comprehensive marketplace data.

For more information, visit isg-one.com.
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