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Background

Irish Gas Market Place:

- Bord Gais is the key player, owning and operating the majority of the
Irish and Northern Irish (Firmus Energy) T&D Networks

- Networks: asset owner & network operator for Ireland’s Gas T&D
network

- Supply: provides gas to ~650,000 gas users

- Expanding dual fuel offering in Irish open market, began electricity
campaign in February this year and has gained 300,000 customers

- Also moving into renewable energy forms, and building generation asset
portfolio

Key Tenants of Bord Gais Corporate Strategy:
- Outperform regulatory targets (financial / non-financial)

- Through the offering of dual fuel products with exemplary service the
company will strengthen its customer base

- Through significant investment in new electricity and gas assets, value
_will he added far all sharehalders

Key Financials

Turnover:
Profit before tax€119m
Tangible Fixed Assets €3,543m

€1,349m (2008)

Bord Gais Networks

Bord Gais Networks builds and operates the natural gas networks in
Ireland. It also owns and operates significant gas pipeline assets in
Northern Ireland. It manages a full 24-hour emergency

response service and handles over 9- BORD GAIS

20,000 call-outs a year.
NETWORKS



I a
Networks Transformation Vision & Strategy

“Make BGN a best in class Network Utility Service Provider, and Improve
our Customer Service capability, allowing us to meet our current and
future regulatory targets and expectations”

Achieve out-
performance
through step change
in core T&D
capabilities

Build a structure
that promotes
functional
excellence

Focus on Customer
Excellence

Realise increased
value through
partnerships with
contractors /
suppliers

Optimise the
standards &
policies

Next generation IT
systems
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Transformation Structure and Scope

New Networks Period Contractor
WAM/FM Operating Model Model
GTMS/ IUS Competency Category
Framework Procurement
Business
Intelligence/ Data New Building
Management .
Project
Metering Handheld
Devices
0 BORD GAIS

~ Delivering Excellence across Networks -\ ~<s
e
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Transformation Scope

Decision
Support Tools

Organisation .
Building Blocks Business Processes Systems Landscape

0 BORD GAlS
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Solution Architecture - Applications
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Solution Architecture - Applications
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Solution Architecture - Supporting Technologies

T e A T

Sappity Chaadon

Enterprise Service Bus (Oracle Fusion Middleware)
Decision Support and Reporting / Enterprise Data Warehouse
Document Management Integration (MS SharePoint)

E-Mail Integration (MS Outlook)
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WAM / FM Go Live

Management

Business Delivery

May to Sep

Oct

Review Go Live Date

Nov

Dec Jan Feb Mar Apr

Finalise Click/
Syclo Design

Build

Aug

Integrate with NTP Projects

Plan Test

Plan Build

Plan Cutover

Manage Scope & Resources

Manage Quality

Manage Risks & Issues

\/\-L

& Sandbox

A& Development A Test

CRP 1

Role Based Organisation Change Plan

Detailed Communication Design

Execute Communi

Define Support Requirements

User Engagement (Acceptance)

ions (Review & Update Plan)

o ) Develop & Test Training Train the
Training & Performance Support Design PS Material Trainer

g

A Production

>

thig

Sep

Oct

Review Go Live Date

) S

)

)

Users Review Business Use
C Data in Solutja Integration teg $

Deliver Training

| E—
1
|

Business Readiness (e.g. Data Readiness)

Prepare Support Organisation

Nov Dec Jan Feb Mar Apr

Deploy 1 (Office Based Maximo & Click “Lite”)

Deploy 2 (Maintenance
Syclo & Advanced Click
Deploy 3 (Siteworks,
CAPEX, New Connections
Syclo & Advanced Click)
Deploy 4 (PRE
Syclo &
Advanced Click)

Deliver Training



1
The Right Team

0 BORD GAIS

NETWAO

Program Leadership
Executive Sponsorship
Training Delivery

Data Quality

>
accenture

High performance. Delivered.

Program Management

Business Transformation

Systems Delivery / Industry Experience
Change Management / Training

Local UK/Ireland Resources

Maximo / Click / Syclo Experience

S)Mrgy

Maximo Functional and Industry Experts
Maximo Technical Experts
T&D Best Practices

0 BORD GAlS

NETWO
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Key Success Factors

HTTPSISSL
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Service
Optimization

Click Schedule
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Oracle EBS IS

- HTTPSISSL
Oracle Fusion [
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L OSB /SOA
<Senicey,
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Web
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Management
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Aoeba Joulpy

Oracle Fusion Middleware

e All major interfaces to Maximo via
Oracle Fusion Middleware

(SOA Suite 11g / Service Bus 11Q)

Synchronous / Asynchronous
Interfaces

Reusable Web Services
® Guaranteed message delivery

Ordered delivery of messages where
required

® Use of canonical message enables
reuse across multiple applications
e.g. Purchase Requisitions

® Centralised Monitoring of Interfaces
via Middleware Administration Tool

Point to Point Interfaces

® Minor Legacy Applications via direct
connection to Maximo

0 BORD GAlS

NETWORKS
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Key Success Factors

Bord Gais has a Robust Data Management Structure

Movement

Data Data Data et Data Data
DRONGIRARCE Structure PRt ture Security
‘Data Storage ‘Master Data ‘Data Cleansing
‘Data Stewardship ‘Data Modeling Management ‘Data Privacy
‘Data Access ‘Data Monitoring
‘Data Policies ‘Data Hierarrchy ‘ ‘Reference Data ‘Data Retention
‘Data Archiving anagemen _Data Compliance

‘Data Standards
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Key Success Factors

Data Profiling was very important in understanding our data early




| I B
Key Success Factors

Conference Room Pilots Engaged the Business as the programme progressed

Demonstration of NTP business processes & system functionality intandem, providing the
opportunity to validate & verify the future business processes and system functionality

Screen Screen

e Y. N

Validated business process & scenarios
Business Processes & Scenarios Systems « List of Gaps identified & prioritised:
Live Demos, details of system's capabilities
and data flow

=}
B
(=]
=}
=]
=}
-}
&
&
=}

Process flows and Business scenarios - Process gaps where As-Is to TO-BE

process change required
- System/function/Setup gaps where
/ development or change required

Facilitator/ Business System Gap and Action
Fresenter Dernonstratar Capturer

CRP Participants




Inventory of Conference Room Pilot (CRP)

Scenarios
Construction — Large Transmission Project

Maintenance — PM Schedule / Survey programme

Emergency Response & Repair — Class 1 including GIS integration
Customer Requested New Connection

Appointment based Siteworks/ Customer Service Order — Fit/Set Meter
Distribution Project for replacements/refurbishments

Grid Control / SCADA Alarm

ONSOLE W =

. Additional Detail Flows

a. Inventory Management

b. Contractor Payment Management
C. Scheduling and Dispatch

d. Work Execution / Mobile




_ FEEEEE
Emergency Response and Repair - Design Phase

* Bulleting: (0) r* GoTo [ Reports # Start Center & Profile * Sign Out 7 Help

IAD
Welcome, Barry O'Donnell

0% Change ContentiLayout EB Display Settings *8 Create New Template &8 Modify Existing Template W8 Update Start Center]

Emn @l ° Bulletin Board ¥
Subject Message Post Date Expiration Date

Favorite Applications

Service Requests
There iz a damaged mains pipe on St.Margarsts Road in Finglas. 02M12/2008 03122008

Gaz cutage

Work Order Tracking (T&D}
- . |Inbox | Assignments B T
Quick Insert P T
. 1 ) Refresh
uﬂ Escape Call ; Description Owner Table Due Date
Qf) No Gas Call Mo Assignments found for Barry O'Donnell
&3] New Call (Other) Result Set | Filter = dfy | 5 | & =1
Service Reguest Description Due Date Owner Table
1.002 Compaint regarding Work done by fitter 03/12/2009 BODOMNNEL
1.011 Customer wants to enguire about new connection chargs 04/12/2008 BODOMNEL
1.01% Customer Charter Query by customer. 04/12/2009 BODONNEL
1-3o0f3




IAD - Escape Call Scripting

| |Find:

| #h - = [Select Action

(v i@l @ @1 @ @ |

List Service Request Escape

Related Records

Log Specifications [

Please Read: “Are you calling to report an Escape”?

Report Escape? ,

Please Read: “May | take your Name?”

Customer Name | Susan Martin

Please Read: “May | take your GPRN Number
(Meter Point Number) ?” If GPRN not available
click the arrow to search:

GPRN Number | 386367 | I 30, Clonard Street, Balbriggan, County Dublin

Meter I M12345 I I Meters G4 Diaphragm Type

GPRN Point Status
GPRN Service Status

Please Read: “Is this the correct Address?”

Correct Address? #

Select the button below to view work history at this location

View Work History

Please Read: “Your Contact Numbers?”

Phone: (H) | 0850 768 543 Phone: (M) | 087 665 7876

Please Read: “Is the gas escape Internal or External?”

Internal/External EI #

Please Read: “At what location is the smell”

Smell Location | Near the exposed service pipe |

Do you want to Enter Job Remarks?

Remarks | Gas service hit by water company |

Please Read: “Can you Access your meter?”

Access Meter #

Please Read: “Please confirm if you are able to turn off your
Gas supply at the valve next to the meter?”

Turn off Meter #

Please Read: “Are there any works in the area of the escape?”

Works in Area s

Please Read: “Is the Smell from a Bord Gais Installation?”

BGN Installation ”

Please Read: “Is there broken or damaged Pipe?”

Damaged Pipe #

Select the button below to Complete the Servcie Request

Complete SR

1




IAD - Escape Call Scripting — Safety Advice

| |Find: | #h ~ [select Action vl (8 @ @@ @ |1
List Service Request Escape Related Records Log Specifications [
Please Read: “Are you calling to report an Escape”? Correct Address? F
Please Read: “May | take your Name?” Customer Name | Martin Lanagan

Please Read: =R s

(Meter Point
click the arro

Please Read:

Select the but

Please Read:

Please Read:

Please Read:

Do you want {

Please Read:

-- Do not operate an electrical applicance, switches, or equipment. If switched on leave on.
-- Do not smoke and extinguish any naked flames.

-- Do not use mobile phones in the vicinity of the escape
-- Do not work in the area of the escape

-- Remove all personnel from the affected area.
-- The Senior Person on site should identify themselves to the Bord Gais representative

Please confirm that you have understood this safety advice

Please Read:

Please Read: “Please confirm if you are able to turn off your Turn off Meter ILI A
Gas supply at the valve next to the meter?”

Please Read: “Are there any works in the area of the escape?” Works in Area A
Please Read: “Is the Smell from a Bord Gais Installation?” BGN Installation A
Please Read: “Is there broken or damaged Pipe?” Damaged Pipe F.

Select the button below to Complete the Servcie Request Complete SR
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Completed SR - WO Creation Confirmation

_Bulletii8*{3)  # GoTo [ Peportz # Start Center & Profie  » Sign Out 2 Help

| [ ]ring | |~ [Selct Acton M@ @@ @ > G@RIT I~ Qluld o !

Related Records Log Specifications

List

Service Request”® [ 12345 Reported Date | 5/01/10 07:45 AM  |&5  CSRName  [CHEINEMA | # owner [ | OwnerGroup [CALLCTR Saus [NEW | Attachmenis &’

| £

CalerPhons (M) [ |
End Uzer Nams | Susan Martin |

End Uzer Phens(H) | 087 668 2798/ 4 £ |f
End User Phons (1) [0g7 432 8765 & o Use End User Detais? [ |
End UserE-lail | smartin@abc.com

Type of End User l:l el Work Order 1005 Created

Domesticic? | | 0
Road Impact Type l:l pol

GRPH | 368367 r
Meter | M12345 &

Close

Building Mumber Unit No. Building Name | | Building Group Mame
Street Name | _Clonard Street | Town | Dublin | GeoCode | |
Secondary St. Name | County | Lattude | 3954.6543
Locality | Balbriggan | Fostal Code Longitude | 8632.9871

Secondary Locality | Country
Summary | Escape Call |E Classification | RESPOND / ESCAPE | # Source
Details. Gas service hit by Water Company Class Description | Respond to Escape |»- Complainants Mame
Installer Number l:l e Complainantz Phone l:l
instaler Name | | £ Dept. Responsible | | #
Documentatien Sent? D| | & Category | | £
Public/Private? |:| + Complaint Type | | £

|
A

Gaz Service Status

Gaz lzs

-~ Meter Type |:| - LastMeter Read Date (1311012009 [&® Meter Read Date |:|ﬂ'
e Meter Size [ O Last Meter Read MeterRead | |
- Meter Humber I:I o Next Meter Read I:l

R S O —

|

Meter Posttion




N b D
Completed SR

View Call Script Flow |

4y P GoTo ifReport=  # Start Center & Profile  * Sign Out 7 Help

I [ |Fina: | [sekct Acton M @2 @ GCIRDITOI Tl I dolEly!

Related Records Log Specifications

List

Service Request”® [ 12345 Reported Date | 5/01/10 07:45 AM  |&5  CSRName  [CHEINEMA | # owner [ | OwnerGroup [CALLCTR Saus [NEW | Attachmenis &’

Caller Mame | Susan Martin | yel

Caller Phone (H) | 087 668 2798 CalerPhons (M) [ |

Caller E-mail | smarting@abc.com |

GRPN | 368367 I 30, Clonard Street, Balbriggan, County =
Meter | M12345 #  |Meters G4 Diaphragm Type

End Uzzr Nams | Susan Martin
Eng UserFnon=if) | 087 668 2798| + EndUserPhone o) | | P Contact Type | Resident |2
End User Fhone (1) pe End User Fax |:| el Inbound/Outbound gl Use End User Detais? [ |

End User E-Mail |smartin@abc.com |,

Type of End User l:l -~ Vulnerable End User? [
Domestic/IC? l:l o Supplemental Charge Applies? [ |

eac sec Updates Required? [_]

Road Impact Type l:l o Update Details |

Building Mumber Unit No. |:| Building Name | | Building Group Mame
Street Name | _Clonard Street | Town | Dublin | GeoCode | |
Secondary St. Name | County | Lattude | 3954.6543
Locality | Balbriggan | Fostal Code Longitude | 8632.9871

Secondary Locality | Country
Summary | Escape Call |E Classification | RESPOND / ESCAPE | # Source
Details. Gas service hit by Water Company Class Description | Respond to Escape |»- Complainants Mame
Installer Number l:l e Complainantz Phone l:l
instaler Name | | £ Dept. Responsible | | #
Documentatien Sent? D| | & Category | | £
Public/Private? |:| + Complaint Type | | £

Gaz Service Status

Gaz lzs

-~ Meter Type |:| - LastMeter Read Date (1311012009 [&® Meter Read Date |:|ﬂ'
e Meter Size [ O Last Meter Read MeterRead | |
- Meter Humber I:I o Next Meter Read I:l

R S O —

|

Meter Posttion
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ClickSchedule Task List

S ClickSchedule from ClickSoftware - Engineers Gantt [05/Janf2010 - 06/Janf2010]

File Edit View Task Engineer Gantt Tools  ‘Window  Help

e : - ...task arrives in Task
EE| % Al Tasks In Time Domain dﬁlzl ¥ -~ & G @ 4 Diefaulk 7 A EL B L . .
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Views Bar 2| Mavigation Tree x |nformat|0n, |nCIUd|ng:
B
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% * ransmsIan (ﬁ Kewin Shannon - g Call1 Dq
Map (ﬁ Mick Killeen Call-1011 E . resou rce t e
,@ G PatTuly Cal*” yp
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Window
Scheduling
Monitor 5 T ;
urmber TaskTvpe | Status Reqion Districk PreferredEngineers S
1 Escape 9 NEW Leinster Leinster NE i}
T ESCape 9 ACCOC TETASter TETSter NE ]
1 No Gas 7 ALLOC Leinster Leinster NE i}
12345 1 No Gas 7 NEW Leinster Leinster NE o
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o
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08
0
£ | B [z
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-
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ClickSchedule Semi-Automated Scheduling

S ClickSchedule from ClickSoftware - Engineers Gantt [05/Janf2010 - 06/Janf2010]

File Edit View Task Engineer Gantt Tools  ‘Window  Help

E % Al Tasks In Time Domain dﬁ I:l 7 - E‘l' @ Q X Defaulk - &,/ I @ -
BE® .
Wi Bat > | MNavigation T x =
views Bar x| Navigation Tree Engineers Gantt [05/Jan/2010 - 06/Jan/2010]
1k + Galway & the west
Tg Leinstor Middle 06/01.10 08:15 Tue 05/)an/2010 ‘wed 0B/ an/2010
Engingers = @ Lemster MNorth M armne 2 4 B 8 10 12 14 18 18 20 22 L 2 4 B 8
- (0 Lemster North West = & Lenster North East
3 D Leinster Marth Middle X .
@ a Lewnster Morth E.ast (ﬁ Claire Mohleil Call-o Cal1 001
TRl Leinster Sauth & Dave Morison Felocated to Munster.Cark City
. '}"“”S‘e_' _ @ Eain Coyne [Ealioin | [Calioo7 |
+ rANZMIEEIon
(ﬁ Fevin Shannan Cal1 Dq
i @ Mick Killeen - [
e | o oat Tuly | Call0]

Search Resul Sdlie,
s

5 M= L e
The following options are available: |> | { e user Iau nCheS }
Engineer | Stant | Finish | Region |Avai|ab|e| Diistrict | i ( ._
CClsire McNeil 0s/0j10 1530PM 050110 TBO0PM  Leinster  Yes Mo SChedUIe leard semi
(iMick Killeen os01/10 1530FM 0510 1E00PM  Leinter  Yes Yes i e .
Pt Tuly osioyin T000AM  DSiI0 IS30PM  Lenser  Yes Yes LEE SR (et hoo | T S0 automated SChedU|Ing) 2
Escape 9 NEV i}
Eseape ; =t to return list of L
No Gas 7 ALL . . i}
No Gas 7 vev  scheduling options 0
Repair 8 IN Py o]
Repair 8 IN PROG o ]
Shmwar Eant “You can double click an item to preview it on the Gantt 0
i
1]
<Back | s | Gz ol
1]
< >
e 2l =
25 all ttems | P Loaded Items 4| A
T
1 -
Dec 2009 Jdan 2010
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ClickSchedule Engineer Gantt

S ClickSchedule from ClickSoftware - Engineers Gantt [05/Janf2010 - 06/Janf2010]

File Edit View Task Engineer Gantt Tools  ‘Window  Help

[EP % Al Tasks In Time Domain dﬁlzl 7 - E‘l' @ Q X Defaulk v &,/ I @ -
BEE -
Wiews Bar X | Mavigation Tre. x ) il
gm K the - e
+ v 2 W e —_—m —
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Other innovative features of the NTP Maximo Solution

® Integrated Agent Desktop (IAD) — Call Center application
® Prerequisites Management in Work Order Tracking

® “Bulk” work order creation for distribution projects and outage
restorations

® Data requirements based on Status and Work Type — Table Driven
® Implementation of Calibrations solution
® Contractor Unit reporting for Payments

® “Projects” module
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IAD - Escape Call Scripting - GPRN Search
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IAD - Escape Call Scripting - Work History
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Emergency Call Script — Flow Diagram
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