




Shaping 

the Culture Towards

Digital Transformation



Switch from legacy

systems & Process
Siloed data

Timeline (Fast Result) 

& Value

4

Keeping customers 

pleased

Challenges - Companies are battling with…

& &



Prio

Customer Experience Impact

1 LV Supply Connection

Centralized Planning & Capital Allocation

RJO Management

Disconnection and Reconnection
Connection of RE System
Meter Tampering Case Management 

(KUPM/KKB)

Supply restoration

Construction of Projects

Rebate processing ( GSL and OVIS)
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NTL Management

Complaints Management

MV Supply Application 

Collection Management
Billing Management

Bulk Account Management
Bulk Bank Guarantee Management

Dedicated Engagement Management 

Process (STAR)
Technical Losses 
Outage Management 
Tools Management System

Maintenance of Secondary Equipment 

Metering System Management

Asset Management

SAVT Management
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Area of prioritization

High projected value creation

Medium projected value creation

Low projected value creation
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Non-Regulated Revenue Management25
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Wave 1 & 2

Wave 3

We prioritize processes to be embarked on D2T initiatives based on customer 

experience impact, high cross functionality and value creation.

Customer 

Experience 

Impact

High cross 

functionality

Value 

Creation

Prioritization Matrix



D2T approach towards developing end-to-end digital solution is via two levels

i) Incremental ii) Zero-Based-Design; depending on the readiness of the 

process, technology and resources. 

Incremental approach

▪ Mismatch Current Process 

with New VUP Structure

▪ Improve the process to solve 

current pain point that related 

with Customer and Staff

Zero-based design and Minimum Viable 

Product

▪ Design Process through ZBD Method, 

with the aspiration based on VUP and 

Technology/Resources. 

▪ Start with MVP while the positioning 

towards ZBD through iteration/evolve 

using and agile method.

B

Fallback option

▪ Mismatch Current Process with New VUP 

Structure

A

C
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Discovering the value of D2T

Executive

Management

Technical

Teams

Admin

• Better Customer Experience

• Cost to serve.

• Gamification that will increase staff 

motivation and productivity.

• Exceed Customer Expectation.

• Game Changer – Revolutionist the way 

TNB do their works.

• Better Decision Making

• Productivity and P&L measures.

• Merit & Demerit

• Dashboard

• Existing Process

• Raw Data from 

Enablers

• ZBD

• CPA

• KPI
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01 Real-time 

Monitoring

02 Visibility and 

Transparency

03 Active prompt 

on status

04

Gamification & 

Improve Teamwork 05

Notification 

& Escalation 06

Productivity 

Improvement

6 key features that drives our Initiatives





THE NEW NORMAL #1:

“Real-time, online, workforce 

monitoring, performance 

tracking and culture change 

through Gamification”



Introducing LVSC App
- “Real-time, online, workforce monitoring, performance tracking and changing culture through

Gamification”

Productivity AppWorkforce App



Real Time Data & Transparency



Pilot project of LVSC Mobile Field Force and Dashboard App in KL improves 

productivity for express applications from 19 days to 5.6 days
The pilot project started in November 2017



Usage of LVSC after Jan 2018 Nationwide Rollout, Only 10-25% usage by target 

users.

*16/4 – Gamification nationwide launching *4/7 – Notification & escalation nationwide release
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Management Control Mechanisms

▪Notification 

and reminders

▪Escalation 

▪Gamification

PULL PUSH

Combined together, Gamification module and Notification and Escalation 

module presents the new normal of workforce productivity monitoring



LVSC App highlights the first gamification module ever deployed to the 

Distribution workforce to drive adaptive culture for superior customer 

experience.

Promote 
Competitive Spirit

Drive 
Performance

Self-motivation

Promote 
Teamwork

CUSTOMER 
EXPERIENCE

Promotes

Adaptive

Culture

GAMIFICATION



Introducing Gamification
- “Real-time, online, workforce performance tracking which shape workforce culture towards

digital transformation

Real Time Data Real Time Winner Promote Teamwork Achievement Benchmarking made 
easy

Top of individual
unit
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KL East Gamification Ranking (6/4/2018 – 1/5/2018)

Rank 1
Overall Station 

Nationwide

Pilot results: KL East improved their ranking within the first month of Gamification 

release (April)



Significant improvements in usage after Gamification, Auto-Notification and 

Escalation module was released in End Apr 2018.

*16/4 – Gamification nationwide launching *4/7 – Notification & escalation nationwide release
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Based on first D2T project of LVSC, Gamification contributes some benefits/values.

Customer
Real-time

Data
Transparency

Financial

~RM6Mil
annualised

People Reduce Silo

< 3 Poles

19      5 days

> 3 Poles

42      17 days

EESI

CSI



THE NEW NORMAL #2:

“Readying for the future of   

Uberisation - for Billing 

Management & Services”



Introducing Bill Management App
- “Ready for the future of Uberisation for Billing Management in TNB”

Worklist Task Detail GPS Location



RM 1 Mil
By OPR from Fast 

Revenue

Internal Target 
85%

Productivity 

improvement

0
Unbilled meter

MRE bring paper to site 

visit

New customer Neighboring 

customer

3
New customer Neighboring 

customer

MRE note down Neighboring 

Meter No

4
@#!

2

MRE print for each unassigned 

new meter
MRE runs Report

for unassigned new meter

1 5 6

MRE bring back all paper to 

office

MRE copy neighboring RU 

& assign to new meter one 

by one

1

MRE receive worklist & go 

for site visit (if necessary) 

New customer Neighboring 

customer

2

MRE able to assign on site 

real time 

Features of To Be Process
1. Task scheduler with personalised route listing & color indication based on standard 

time prioritization

2. Offline capability to save site details during no signal coverage

3. Onsite search for new Meter Reading Unit (MRU)

4. Real time Reading Unit (RU) assignment

5. GPS coordinate which direct to new Customer’s house

6. Management dashboard for real time performance

7. Real time email notification & escalation to Immediate Manager & Head of Zone 

As Is Process

New Process

First Bill App reduces billing process from 6 steps to 2 steps and new RU 

assignment can be done at site 



Way Forward

Need SI/Programmer to be with the team 

throughout the project’s period

Special Reward Scheme for 

Performer to encourage 

competition

SI/Programmer

Reward & 

Recognition
Sept

Bring Your Own 

Device 

Digital Transformation 

Department / Division

Nov

Special Package for Staff

- BYOD Smart Phone

All digital initiatives to be under one umbrella

Done

Sept

Patent application for Gamification conceptPatenting Oct



Thank You 

Mohd Yusmanizam

+60194542266

yusman@tnb.com.my


