
Utilizing ESOA - Composite Solution - for 

Outage Management system 

Hisham Gouda, SAP AG ïPresenter 

André Sorge, SAP AG

March 2008 ïSUG MENA ïDubai 



© SAP 2007 / Page 2

The challenge for Customer Care and Restoration Operations

Composite Solution Concept by SAP and GE Energy

Key business scenarios

Agenda



© SAP 2007 / Page 3

The Challenge for Outage Management

Regulator oversight & performance-based rates é reliability is now a 

financial issue for utilities

Customer increased demand for information related to outages & power 

quality issues that affect them

Mergers & Acquisitions have resulted in distribution operators managing 

large diverse networks é local knowledge is no longer available

Networks are more heavily loaded than ever before and field experience is at 

all time low é technology need to fill the gap
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SAP Solution Landscape 
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GE Energy Portfolio for T&D
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GE Energy Portfolio for T&D
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What makes a Service an Enterprise Service?

An Enterprise Service

Â is technically a web service

Â is based on standardized semantics and business rules

Â is published in a central repository (Enterprise Service Repository)

Possible examples of Enterprise Services:

ÂCancel order:

ÂDelete order document, send confirmation to customer, delete order from production 

plan, inform billing departmenté

ÂFind all connections for a technical object

ÂFind distributor for a service connection

ÂCalculate driving times of the service team to a customer
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ES Bundle Maintenance Processing: 

Some Details

Examples for involved Business Objects:

Â Individual Material (corresponds Equipment)

Â Installation Point (corresponds Functional Location)

ÂMaintenance Order

ÂMaintenance Plan

Examples for Enterprise Services (of about 65):

Â Install Individual Material 

ÂCreate Maintenance Order

ÂFind Maintenance Request by Individual Material and Installation Point

ÂFind Employee by Work Center

ÂCreate Maintenance Confirmation

Find more information in the Enterprise Services Wiki *

* = https://www.sdn.sap.com/irj/sdn/wiki?path=/display/ESpackages/Home&

https://www.sdn.sap.com/irj/sdn/wiki?path=/display/ESpackages/Home&
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Simplified System Landscape

SAP

CRM

SAP

ERP

PowerOn

OMS

PI
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Asset database
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Resource Management
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GIS
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OMS Ą Network Information

Outage analyses 

GIS Ą Geographical Information 

Assets physical location and relation

Conductivity model

SCADA Ą Realtime Information
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Customer Related Business Scenarios

CRM EAM

OMS

PI

Customer Outage Status
Customer Outage 

Call
Outage Completion

Â Call center agent is 

automatically informed if 

a calling customer is 

effected by an already 

identified outage

Â Call center agent 

retrieves additional 

outage information like 

Estimated Time to Repair 

(ETR)

Â Calling customer reports 

a new outage

Â Call center agent capture 

that information in a 

service ticket

Â This information is 

transferred to OMS for 

analyzing actual situation

Â If an outage is restored 

OMS sends out 

information regarding 

that outage like effected 

customers and the period 

of interruption

Â CRM stores for each 

effected customer the 

outage period
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Asset Related Business Scenarios

CRM EAM

OMS

PI

Outage Completion
Follow Up Work 

Orders
Planned Work Orders

Â If an outage is restored 

OMS sends out 

information regarding 

that outage like effected 

network devices, outage 

causes, duration of 

outage and count of 

effected customers

Â Statistical information are 

stored in EAM as a 

malfunction notification

Â During restoration of an 

outage follow up work is 

identified

Â The follow up work is 

reported to EAM and can 

scheduled for regular 

maintenance

Â Planned Work Orders 

may require network 

switching operation, 

therefore planned work 

orders are reported to 

OMS

Â Work is evaluated by 

operational people and 

switching procedures are 

proposed

Â For work order 

processing switching is 

performed
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Object Mapping with External System

Asset structure in SAP ERP

GIS - Geographical information system
OMS - Network information system
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Example: Object Mapping in SAP with External 

System
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Customer Outage Status ðOngoing Outage

Identify Customer Call actual outage status


