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Highlights

Company
Georgia Power, a unit of Southern
Company

Industry
Utility

Applications/Solutions

« CES Configured Operations and
Outage Management System

« Symon help desk/reporting application

« Veritas file management software

* Oracle 7.3 database

Products

« Sun Enterprise™ 10000
(30-way) server
* Solaris™ 2.6 Operating Environment

Key Business Results

« Automated trouble call management
and outage analysis improves
customer service through better,
more timely information, helping the
company to restore power faster

« Technology-based customer service
solutions help prepare company
strategically for rapidly changing
competitive environment

* Sun Enterprise server delivers
proven high-availability and reliability
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“The Sun Enterprise 10000 server gives us exceptionally high
reliability and uptime and as processing speeds continue to
increase, it will allow us to better serve customers with
increasingly detailed information.

Virtualy everyone has found themselves with-
out electrical power at one time or another;
and when it happens, the need to know “when
things will return to normal” is paramount.
Should you stay home? Do you need to find
somewhere else to stay? If you're abusiness,
do you need to bring the next shift in or should
you send everyone home?

Such are the questions that electric utilities
such asAtlanta, GA-based Georgia Power, a
unit of Southern Company, have to answer
when outages occur. The ability to provide
timely, accurate information while acting
quickly to find and fix the source of the prob-
lem iskey to keeping customers setisfied. In
an eraof utility deregulation, providing state-
of-the-art customer service has become top
priority in the nation's utility sector.

Georgia Power isimplementing a powerful
software solution from Configured Energy Sys-
tems (CES) that is changing the way utilities
handle outages. The company is using the new
software to better manage power and peoplein
emergencies, more efficiently handle planned
outages for construction and other regular oper-
ational activity, and give its customersthe infor-
mation they need when they needit. Backing up
the CES solution isa Sun Enterprise™ 10000
server, which provides the necessary scalability

Hamilton Hardin, project director
Southern Company/Georgia Power

and reiability to manage the company's
response to outages throughout Georgia
Power's 1.8 million-customer service area.

The Decision at Southern

Southern Company isa$36 hillion eectric util-
ity that provides power for much of the South-
east United States. Georgia Power Company is
Southern's largest subsidiary, serving a cus-
tomer base spread across 57,000 square miles.

While the utility has a strong reputation for
providing reliable power, it was looking to
add value to its low-cost electricity service
through better and more timely information
dissemination and reduced restoration times-
particularly in storms and other major distur-
bances. The company decided to automate the
trouble call and outage analysis process to
help meet these goals.

“Our customers were telling us that they
needed better information on the nature of out-
ages to support their decision making,” said
Hamilton Hardin, project director a Southern
Company. “While an obvious need existsin
the middle of amajor storm, even routine
operation of the network requires that we pro-
vide customers accurate information on out-
ages and expected restoration times.”
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“Wefelt like outage and trouble calls could have a
big impact,” said John Robinson, member of the
Distribution Management Systems, Power Delivery
team at Georgia Power. The previous system had
limited automation, with trouble calls being entered
into the customer accounting system; but the result-
ing trouble tickets were still processed by hand.
“We wanted to automate that process and utilize
both our customer accounting system and digitized
mapping system for information support and
analysis,” Robinson said.

A Georgia Power team evaluated potential solu-
tions, and chose the Configured Operations and
Outage Management System (al so known as Oper-
ations Resource Management System [ORMS]), a
package offered by CES. “In addition to rich func-
tionality, the CES solution had the strongest techni-
cal architecture. It enabled us to draw information
from other applicationsinto the system, anayze
that, input and create an effective outage manage-
ment environment,” Robinson said. “With CES, we
didn't have to re-key information stored in other
systems. It even allowed us to access proprietary
applications and databases to get the information
we needed,” he added. Once the product was
selected, Georgia Power created Team TCMS
(Trouble Call Management System) to give the
project team an identity and momentum leading
into the critical implementation.

The Power of Sun

When Southern considered the sheer size of their
requirements—millions of customers and thou-
sands of network assets—it became apparent that
the ability to scale reliably was critical to the suc-
cess of theTCMS. Thanksto CES's multi-platform
support, Southern Company could choose the best
environment for its needs. “ That steered usto Sun,”
Robinson said.

The platform decision was based on the company's
considerable experience with operating systemsin a
variety of environments. For instance, Sun's Solaris
Operating Environment delivered the best perfor-
mance for the company's enterprise-scal e networked
applications. Additionaly, from its experience with
Microsoft platforms, Southern Company realized
that NT had memory limitations, according to Larry
Jenkins, amember of Southern's Technology, Strat-
egy, and Engineering (TS & E) group.

“QOutage systems are very graphica and requirelots
of on-lineinput from other systems,” Jenkins said.
“You redlly need a very efficient memory manage-
ment to handle the thousands of simultaneous
events that can occur.”

Although Southerninitially intended to base TCM S
on aclient/server environment, afeasibility analy-
sisquickly identified network computing as afar
more scalable architecture. It decided to implement
the most scalable and reliable server technol ogy,
and that lead them to Sun.

“Because we must connect alarge number of users,
there was no other hardware available that allowed
usto centralize the server and provide the necessary
reliability and scalability,” noted Jenkins.

Southern Company selected Sun Enterprise 10000
server asthe central server for the TCMS. The 30-
processor system currently has 64 gigabytes of
memory. The system is divided into eight domains,
which provide mainframe-like logical partitions
that allow individual processors to execute unen-
cumbered. Astrouble calls comein, they are
entered into Southern's mainframe, and are then
directed to the Sun Enterprise 10000 server.

The Sun system is designed and configured to be
highly available. Among other things, it includes
five redundant power systems. The system will
keep running even if four of the five unitsfail. The
system also supports dynamic reconfiguration (i.e.,
when one processor fails, another processor fillsin
transparently to the user).

“The Sun Enterprise 10000 server gives us excep-
tionally high reliability and uptime and as process-
ing speeds continue to increase, it will alow usto
better serve customers with increasingly detailed
information,” Hardin said.

Rapid Implementation

According to Ken Geisler, CEO of Configured
Energy Systems, one of Georgia Power's key objec-
tives was to rapidly implement the system. “Sun
was definitely a positive factor in the implementa-
tion,” he said. Geider noted that at both Georgia
Power and its sister business unit Savannah Power,
it took only nine months from project start-up to the
system going live.



“CES has been atremendous partner in helping us
through the implementation,” Hardin said. He
noted CES worked closely with Sun, stating “that
was critical in getting the application up quickly
and out to more end users”

According to Jenkins, Sun played a critical rolein
the requirements analysis, site assessment, and
engineering review and configuration stage. “We
worked very closdly with Sun technical personnel
to get the configuration just right,” he said.

The TCM S solution was well suited for phased
implementation. The size of Georgia Power's
customer base necessitated implementation over
atwo-year period. They began with metropolitan
Atlanta, covering 870,000 customers, and are
gradually expanding to cover the rest of the
state. To date, they have gone live with 400,000
Atlanta-area customers, and will finish metro
areaimplementation by July of 1999.

By the end of the year, 1.6 million of the state's 1.8
million Georgia Power customerswill be served by
TCMS, with the balance to be deployed in year
2000. Gulf Power, Southern Company's Florida-
based unit, went live in December 1998 and now
serves an additional 350,000 customers on a sepa-
rate stand-alone system. In March of this year,
Savannah Electric went live adding another
128,000 customers to the Sun Enterprise 10000
server. Additionally, Mississippi Power is sched-
uled to go into full production in the fall.

Raining Benefits

While deregulation hasyet to fully impact Southern
Company, the implementation of TCM S under-
scores the company's proactive stance in preparing
for that possibility. “While customer service has
adways been atop priority a Southern Company,
we are constantly looking for ways to improve our
value to the customer,” Hardin said.

“Even through storm conditions, the application
and Sun Enterprise 10000 server have run flaw-
lesdly,” Jenkins said. It has provided 99.995% avail-
ability to the users-afigure which trandates to only
four hours of downtime per year.

Customer trouble calls and planned outages are
automatically mapped, outage tickets generated,
and repair crews dispatched. “ Customer service
representatives are able to tell customersthe nature
of the outage and how long it will take to restore
power, based on field updates, while they are on the
line” said Hardin.

And, thanks to improved real-time information,
Southern Company's operating units can update the
media much more effectively, according to John
Sell, mediarelations specialist for Georgia Power.
“Theinformation we provideto themediaiscritica
in helping to manage the expectations of the com-
munity at large. TCM S provides accurate and
instantaneous information about the outage to our
operations center and that allows usto provide
good data to the media. That's definitely a benefit,
and one that will trandate into higher satisfaction
ratings from our customers.”

With TCM S, Southern Company allows informa-
tion from multiple sources to be validated and
managed in real time, acritical capability for
outage response.

Part of Southern's excitement about TCM S comes
from afeeling that they're just beginning to tap into
its potential. For instance, TCM S automatically
updates the database with customer information for
ongoing analysis. Sophisticated analytical systems
can access TCM S data to provide failure analysis,
crew routing and activity-based management analy-
sis-dl of which will enhance the company'slong-
term ability to handle outages more efficiently.

For the person on the phone who's experiencing an
outage, that's acomforting thought indeed. His

or her question will get amore immediate answer
to shed some welcome light on when their power
will be restored.
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TCMS Sun Enterprise 10000 Server
Current Configuration (6/1/99)
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