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UtiliPERFORM - Suite of tools for utilities to become operationally excellent  

UtiliAPP - Methodology for prioritizing data and analytics investments across a utility 

UtiliGRIDMOD - Processes and tools to embark on large grid modernization programs 

UtiliSME – Utility strategy management, planning and execution services 

Our Proven Utility Tools and Resources to Manage the Transition  

Focus on UtiliPERFORM

UtiliVATION - A series of innovation frameworks and market insights
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Overview – UtiliPERFORM is s suite of tools and 

process that helps to ensure Utilities are operating 

in the most efficient and effective way. Our tools  

have been leveraged to achieve results in large 

scale initiative implementations, to help programs 

transition to BAU and to build operating models. In 

addition, in this capability we also design business 

processes and  provide program delivery 

assurance. 

Tools – UtiliPERFORM is made up of a suite of 

operational excellence tools including change 

measurement and tracking tools aligned to 

commitment curves, process redesign frameworks 

aligned to lean principles, FTE and Org Sizing 

models that come pre-populated with industry 

implementations and a suite of program 

management tools. 

Approach – Our approach centers on six main 

areas -- Process Design, Operating Models, 

Transition Planning, Maturity Assessments & 

Change Tracking, Organization Sizing and 

Program  Assurance & Management. Across all of 

these areas we bring approaches that have been 

developed and proven specifically for the utility 

sector. 

Outcomes – The tools and approaches in 

UtiliPERFORM help utilities deliver programs that 

are off track or are technically and organizational 

complex from a deployment perspective. Across 

people, process and technology our suite will 

ensure that programs are delivered with high 

performance and that organizations are built for 

the future. 

UtiliPERFORM – Operational Performance Tools
Suite of Operational Excellence tools and methods for proven outcomes 

Overview Approach

Tools Outcomes
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Optimize

With limited CapEx and OpEx budgets becoming the new norm, 
utilities are under increasing pressure to reduce their cost to 
serve while balancing operational excellence. At Indigo, we help 
utilities map and optimize their processes. We focus on all level 1, 
2 and 3 utilities process from meter to cash trough to 
transmission and generation operating process. Whether the 
focus is on reducing cost, improving revenues, increasing 
customer satisfaction or the integration new ways pf working, 
Indigo has the solutions. Indigo also works with utilities to help 
create target operating models and organization design from 
processes through to tasks, roles and job design -- we employ top 
down and bottom up operating model creation methodologies. 
Our specific services include: 

Process and Organizational Design

• Process Design
• Operating Models
• Transition Planning
• Maturity Assessments & Change Tracking
• Organization Sizing
• Program  Assurance & Management 
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Capabilities to become Operationally Excellent 
Tools to ensure that Utilities are operating in the most efficient and effective way 

Capability Maturity 

Assessments across all 

functions and innovative 

change measurement and 

action planning tools

Maturity Assessments 

& Change Tracking 

Level 1, 2 & 3 externally 

benchmarked  process 

designs for utilities and 

implementation of lean 

principles

Process Design

FTE model development 

and organization design for 

large complex programs 

and existing operations

Organization Sizing

Program health checks and delivery 

assurance. Management of large 

complex, multi-release and multi 

geography implementations

Program  Assurance & 

Management 

Bottom up and top down 

operating model designs 

that are aligned to 

processes and externally 

benchmarked

Operating Models

Transition project and 

initiative process to core 

operations and BAU 

environments

Transition Planning
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1 2 3 4 5
Strategy and 

Guiding 

Principles

Current State 

Assessment

Draft a Target 

Operating 

Model

Refine Target 

Operating 

Model 

Roadmap for 

change and 

seek funding

• Create a shared view of the 

desired outcomes across the 

organization

• Define the strategy/vision 

and assign accountabilities 

across the organization

• Document a set of ‘design 

criteria’ for target vision that 

maps the strategy on to clear 

objectives

• Map the ‘As-Is’ logical 

representation of the 

organization at an 

appropriate level (defined 

by project)

• Identify FTE numbers and 

costs

• Conduct a capability 

analysis 

• Best Practice Benchmark

• Identify ‘hot spot’ problem 

areas and root causes

• Prioritize against initial 

guiding principles and 

drivers for change

• Identify a set of 

opportunities to resolve 

core issues and to 

incorporate design criteria

• Draft a logical target 

operating model

• Refine the target operating 

model with the business

• Identify new roles and 

accountabilities in the TOM

• Develop customer journeys 

and scenarios

• Identify priority 

opportunities and develop 

business case for each

• Identify any quick wins

• Identify a set of projects to 

deliver the TOM and change 

opportunities

• Work with the business to 

understand the impact BAU

• Prioritize projects into 

releases and map a 

roadmap

• Seek funding for a phased 

release change approach

Creating a Utility Operating Model of the Future 
Approaches to align organizational design and capabilities to the energy transition 

As utilities build out new capabilities and teams in the areas of grid modernization, monitoring and diagnostic centers, 

emerging technology teams and centralized distributed energy resource management, there is a need to move from 

project execution to transition organizations and ultimately a utility of the future target operating model. 

Roadmap

 Current State Assessment
3 weeks

High-Level Design and Roadmap
3 weeks

1. Baseline Current Operating Model

2. Define Target Design Criteria

4. Define Target Model

End-to-end capability 
investigation: people, 
technology, process, 
controls, governance

Estimation of cost of 
tender management

Executive interviews 
Commercial Banking 
strategy and market 

context

Target Design 
Criteria

Future model

Investigation of 
customer journey

Basic Intermediate Competitive L eading edge

Info rma l,  loca l  s ales  plan n in g u sing  

p ap er ba se d targ ets  a nd  rep orting .

T o p d own , m an ua l ta rge t b as ed  

s ale s plan n in g with  lim ited  

te ch no lo gy  en ab le d p erform an ce  

re po rtin g.

Man u al ly  drive n ne ed s a nd  ta rge t b a sed  sa le s 

plan nin g with  se mi-au toma ted  en ab le d 

pe rfo rma nc e rep o rting .

A cy cle o f p la n , a pp roa ch , s el l a nd  tra ck , 

a ctive ly  m an a ge d by  sa le s ma na ge rs with  

re sp on sibi l ity  fo r te am /a rea  pe rforma n ce. T op  

s ales pe op le ac t a s co a che s for p ee rs an d 

s ub ord ina te s. S yste ms  c on ne ct pla nn in g to  

s ales  fu l fi lme nt rep orts.

Mo stly rea ctive , with inform al ,  

ma nu a l trac king  pro ce ss m an ag ed  

a t c usto me r c on tac t p oin t.

M ainly  re ac tiv e, sem i-a u to ma ted  

tra ck in g p roce ss , with s ome  

c en tral ly  ge ne rated  le ad s d el iv ere d 

e lectro nica l ly  to  prima ry sa le s 

p o in ts.

Effe ctiv e ce ntra lly d riv en  le ad s, with   

au toma ted  de live ry to a ll  sa le s p oints. Active  

tra ck in g a nd  pe rfo rma nc e me as ure me nt.

L ea ds  ca pture d fro m al l  s ou rce s an d a re 

c ol lated  an d a llo ca te d to m os t a pp rop ria te 

R M /p rod u ct spe cia li st/ ch an ne l with ob jective  

o f in cre asin g co nv ers io n ra te , bu t d ec rea sing  

time  spe nt. All  le ad s a re trac ke d thro ug h to 

s ales  rep orting .

C u stom er histro y an d  in fo rma tio n, 

o th er tha n  tra ns action  histo ry, he ld  

ma nu a lly. Mu ltiple v ie ws o nly 

a vai lab le by  ph ysica l  tra ns fe r of file. 

Dep en d en t o n ind iv id u al  cus tom er 

kn owle dg e.

M uc h cu sto me r info rma tio n h eld 

e lectro nica l ly  b ut in d iffere nt 

s ys te ms  an d no t al l a va ila ble a t 

to uc h p oint. Inform ation  he ld  in  

d i ffe ren t s tru ctu res  a nd  us ed  

re ac tiv ely.

C on sisten t cus tom er da ta from  mu ltiple 

so urce s a va ilab le at a ll  tou ch  p oin ts . Us e o f 

fo rma l  to ols a nd  in sigh t to  drive  n ee ds  

an alys is .

C u sto me r info rma tio n u nd erp in s p ro mp ts a nd  

a na lysis a t a n y se lf-se rvice  p o in t, info rming  

c us tome rs o f c urre nt de als,  ou tstan d in g 

m es sa ge s, statu s on  en qu irie s an d 

c om plain ts .

P ap er-b as ed  bro chu res  an d 

ind iv du al  pro du ct kn owle dg e. Not 

tai lore d for cu sto me r. Us ed  

rea ctive ly  or pro ac tiv ely, bu t 

req uire s ph ys ic al  in tera ctio n .

M ix  of elec tro nic  a nd  pa pe r ba sed  

a ide s an d b roc hu res , a nd  in divid ua l 

p rod u ct kno wled ge . No t ta ilo red  fo r 

c us tom er. Used  rea ctively o r 

p roa ctive ly , b ut ma inly g ea red  fo r 

p h ysica l  to uc h p oints.

Main ly  electro nic a id es  an d b ro ch ure s, tai lored  

an d b un dled  fo r sp ec ific cu sto mer p rop os ition s, 

bu t n ot ind iv id u al ly  fo r cu stom er. Ava ilab le in 

al l  to uc h po ints.

P ro pe ns ity m od el l in g ide nti fie s su ita ble 

c us tome rs a nd  re co mm en da tio ns  c an  be  

m ad e in p erso n  o r th rou g h se lf-s ervice . 

S y stem s trac k nu mb er o f d em on stration s a nd  

in te res t lev els in p rod uc ts /pro du ct 

c om bina tio n s.

P ap er-b as ed /man u al  id en tity 

ch ec king

M ix  of elec tro nic   a nd  pa pe r b as ed  

id en ti fica tio n.   

R el ia ble  e lectro nic ide nti fic ation  u se d in a ll  

ch an ne ls  en ab ling  se lf se rve . C u stom er ma y 

ne ed  m ultiple d evice s.

A sin gle sy ste m un de rpins  al l  a cc es s to ba nk  

s ys te ms /c ha nn els,  co n tro l ling  le ve ls  of ac ces s 

fo r la rge r c om pa nies  th a t wa nt to pro vid e 

s ev era l e mplo ye es with di ffering  le ve ls  of 

a cc es s an d a llo win g d iffering  pa ss word s or 

b iom etric  an d 2 -fa cto r a uth en tic ation . 

0. Inputs

Benchmarks for 
tender management

Gaps in process 
controls, skills, 
training, performance 
and knowledge 
management, 
management 
information, 
technology

High-level 
requirements and 
evaluation criteria 
for supporting 
tools

5. Develop Roadmap

High-level action 
plan prioritised by 
importance and 
feasibilityStandard 

tender 
management 

process

Detailed tender 
management process

3. Assess Gaps
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