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Strengthen workforce intervention
on the field

Increase control of logistics

Improve ability to react to changes
in demand for services

Improve key decision making
Improve customer service

Greater organizational efficiency

Saturation of operators and minimized
resources

Balancing and continuity of workloads
Optimization of routing

Control of operations

Upholding of SLA

Reduction of management costs
Improved management of company

assets

)

Corporate Profile

AEM Gas SpA operates in
the realization and
management of networks for
the distribution of gas, heat
and other energy products in
the city of Milan and 12
surrounding municipalities.
The company serves over
800,000 customers,
providing more than 1 billion
cubic meters of methane
gas, of which 70% is used
for heating.

AEM Gas is a company of
the AEM Group SpA, listed
since 1998 on the ltalian
Stock Exchange and present
in the MIB 30 index.

It is a multiservice provider
and a leader in lItaly in public
service utilities management.
In addition to natural gas
distribution, the AEM Group
is mainly active in the
following areas: electricity,
telecommunications and
services that include Milan’s
public and artistic
illumination.

Business Context
Success for utilities
companies lies in their ability
to face the challenges posed
by the passage from
monopoly to market
economy: Service Level
Agreements, rising
competition, regulation on
the part of civil Authorities.
New services are being
added to traditional ones,
both as an effect of market
liberalization and in
response to municipalities’
increasing outsourcing
demands. These factors
drive the process of
“unbundling”, whereby
formerly monolithic
companies are restructured
and changed into multi-
service providers. Growth in
efficiency by monopolistic

AEM GAS OPTIMIZES WORKFORCE
MANAGEMENT

operators is a determining
factor in dealing with the
overall market.

The development choices of
AEM, which transform them
from traditional Milan natural
gas distributors into a multi-
utility company present in all
of northern ltaly reflect the
group’s great ability to react
to change.

The complexity of the current
corporate structure requires
targeted efforts to achieve
better control of logistic
processes and effective
integration among the
numerous actors in the
group’s supply chain.

The introduction of new and
functional ICT tools is one of
the key success factors in
this reorganizational push.

Aem’s Challenge
AEM fully understands the
necessity of supporting this
ambitious diversification
project with a supply chain
management system that
enables more rational
operations and adds value
to all the company’s
activities. The project has
two main objectives for
strengthening its ability to
intervene in the field. They
regard the optimization of
Operations in running plants
(planned maintenance and
controls) and in customer
requests (activation and de-
activation of gas supply,
changes in supply accords,
etc.).
The optimization process is
based mainly on the
following areas:
¢ planning and operational
scheduling of work team
actions;
e order dispatching and
monitoring;
e service booking.
AEM Gas expects multiple
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benefits from the optimization of

Operations:

e optimization of company
assets and control of
operational costs;

e reduction in time and cost of
planning and re-planning;

e improved organizational
control and efficiency;

e better reaction to variations in
demand;

e higher quality of customer
service.

Why TXT?

TXT e-solutions’ decade of
experience in the field and its
development of an innovative
suite of specialized products for
the Utilities market were the
deciding factors in choosing
them as partner.

The TXT SC&CM® offer includes
applications for Mobile Work
Force Management that support
Strategic Forecasting and
Planning, Optimized Operations
Scheduling intergrated with
Booking of On-Demand
Services, Wireless
Communication with resources
in the field, and Collaborative
Supplier and Sub-Contractor
Relations. The use of these
products guarantees
competitiveness and quick

reactions in a market
undergoing transformation.
Other strong points of TXT
e-solutions include the
competitive costs and rapid
completion of their solutions, a
solid national and international
presence, and references among
market-leading companies.

The Solution

TXT SC&CM® for Utilities &
Services is an integrated system
for the forecasting, planning and
optimization of the activities,
skills, operators, teams and
materials specific to this sector.
The suite improves key decision-
making ability in the planning
and operational scheduling
phases, maximizing
cooperation and coordination
among the many actors
involved. Specifically, the TXT-
Operations Planning and
Scheduling module adopted by
AEM covers the functions below.

Operational Scheduling

and Planning

Workforce management is
effective and punctual thanks to
the automatic generation of work
plans and assignments to the
various teams. Scheduling and
planning are optimized

according to the present
constraints: skills requested, real
availability of resources (shifts,
holidays, etc.), team location
and priorities. Planning can be
performed within various time
frames and includes the ability
to simulate alternative scenarios.
A set of performance measures
enables the company to monitor
workteam saturation and
anticipated or delayed jobs, as
also to direcly "navigate" to
critical situations. The benefits
deriving from these functions
can be summarized as follows:
minimized routes, minimized
resource commitment, saturated
workforce, balance and
continuity of workload.

Appointment Booking

Through integration with AEM’s
existing booking system, work
orders coming from the call
center are inserted into the Work
Plan along with standard work
orders and jobs scheduled
according to Service Level
Agreements.

These benefits thus contribute to
improved compliance SLA with
the attendant improvements in
customer satisfaction and
reduction in management costs
(maintenance, fines, etc.).

k& & The growth in efficiency and productivity of longtime operators like AEM is a
key factor of the market liberalization process. Our partnership with TXT
has enabled the introduction of innovative and effective technologies into the

process of Operations reorganization and optimization,
bringing a valuable competitive advantage. 33
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