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Challenges - Companies are battling with...

Timeline (Fast Result) Keeping customers
systems & Process & Value pleased

Switch from legacy Siloed dat
ata

The Reason Why we need to shape the right
culture towards Digital Transformation?



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

experience impact, high cross functionality and value creation.

Cross-functional criticality

Customer Experience Impact
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L, Area of prioritization

® High projected value creation

LV Supply Connection

Disconnection and Reconnection
Connection of RE System
Meter Tampering Case Management

(KUPM/KKB)
Centralized Planning & Capital Allocation
RJO Management

Supply restoration

NTL Management

Construction of Projects

Complaints Management

MV Supply Application

Rebate processing ( GSL and OVIS)
Collection Management

Billing Management

Bulk Account Management

Bulk Bank Guarantee Management
Dedicated Engagement Management

Process (STAR)
Technical Losses
Outage Management

Tools Management System

Asset Management

Maintenance of Secondary Equipment
Metering System Management

SAVT Management

Medium projected value creation

Low projected value creation

Prioritization Matrix

Customer
1 Experience

Impact

High cross
functionality

Value
Creation




D2T approach towards developing end-to-end digital solution is via two levels
1) Incremental i1) Zero-Based-Design; depending on the readiness of the
process, technology and resources.

Fallback option

= Mismatch Current Process with New VUP
Structure

Zero.p,
4/ (2BD) ased desigp,

Zero-based design and Minimum Viable
Product

= Design Process through ZBD Method,
G with the aspiration based on VUP and
Technology/Resources.

= Start with MVP while the positioning

towards ZBD through iteration/evolve
using and agile method.

1/Existing W, Incremental approach

P )
Tocess = Mismatch Current Process
with New VUP Structure

e * Improve the process to solve
current pain point that related
with Customer and Staff



Existing Process

Raw Data from

Enablers
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Discovering the value of D2T

Vianagement

Output

» 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

e Dashboard



Shaping Culture — Towards a New Normal of
TNB Distribution
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6 key features that drives our Initiatives

Real-time Productivity 04
Monitoring Improvement

02 Visibility and
Transparency

/ Gamification & 05
< O ’ Improve Teamwork

\?

Notification

O Active prompt
& Escalation

on status




“Real-time productivity”

)

Positioning to the next Level

(’

P

My Dashboard
(+
‘Gamification
Contact Us

\_

O

Cost to serve

WV,

* Gamification
* Cost to Serve
* Priority Listing

)

* Notification & Escalation

« My Dashboard (LVSC)

Kuala Lumpur - KL East
Last 180 days

In Progress Statistics

Normal

LVSC

“Uberisation Made Ready”

FIRST
o
BILL
1000
Pagaward

e

FBM

And many more......

|
weco0 CELCOM 4G 4:40 PM | .

= Hello Rosli

“ending  Completed

11000141764

Oct 20, 2017
Normal

Job-Assigned

11000140158

Oct 20, 2017
Normal

Job-Assigned

11000141769

Oct 20, 2017
Normal

Job-Assigned

11000141767

Oct 20, 2017
Normal

Job-Assigned

Disco
Reco

Qe O W4 A39%L11:39

Meter List i

LATEST MY WORKLIST COMPLETED

Q

29 Jun 2018

Installation No.
App Type
Name
Address

29 Jun 2018

Installation No.
App Type
Name
Address

Street Light

Mgmt



THE NEW NORMAL #1.:

“Real-time, online, workforce
monitoring, performance
tracking and culture change
through Gamification”

LVSC App

“Real-time productivity”



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

/ \

I wocon CELCOM & 545 PM

COM 4G 4:40 PM | ) c -
: = i onstruction
11:08 ; & MyDashboard /| £} My Dashboard (LVSC) 11000152563 (Normal) ®

Hello Rosli Monday, 16 October
Applications  Inprogress  Completed
. _ Construction In Progress »
g8 95 7 Planning

‘ending  Completed '3
s |

Normal ® 1day 5 hours .
Gorslet Fri, 24 1 i

In Progress Statistics Mohammad Fitri bin Husaini

) Payment
® 10 days 17 hours . Ca

SNNo: 11000141764
Date: Oct 20, 2017
Type: Normal

Status:  Joh-Assigned

Normal

SNMNo: 11000140158
Date: Oct 20, 2017
Type: Normal

status:  Job-Assigned

]

Construction
B Approval
B Flanning O 2 da\{s
B Payment S

Construction

Matering

SNMNe: 11000141769
Date: Oct 20, 2017
Type: Normal

status:  Job-Assigned

SD + Move In
I € Feedback

Express
Metering

® 7 hours
SNNot 11000141767 = hoproval Afaltizan
Date: Oct 20, 2017 W Planning

. 71 W Payment )
Type: Normal MY STAXIS Construction o et e " Welcome
Status: loh-P.ssigned 2 Metering X

Workforce App Productivity App




Real Time Data & Transparenc

11000152563 (Normal)

Approval

Completed

Planning

® 1day 5 hours
Completed on Fri, 24 Nov 17 by Rosli Bin
Mohamed Shariff

CC Payment
@® 10 days 17 hours
Completed on Tue, 05 Dec 17

Construction

® 2 days
Completed on Thu, 07 Dec 17 by
Mohammad Fitri bin Husaini

SD Payment

Completed

Move In

Completed

Metering

® 7 hours
Completed on Sun, 10 Dec 17 by Nairul
Aifelrizam Bin Zakaria

SN Number

11000152563 (Normal)

Connection Details

11000152563

SSP App NC-000-077-1840
Number

Metering 104000486157
SO Number

CA Number

210064911109

Application Normal

Type

No of

Const
Type

Customer

Name

Customer
Address

Contractor

Poles Temporary

ruction Temporary
MAFATECH ENGINEERING

Metering

@® 7 hours

Completed on Sun, 10 Dec 17 by Nairul
Aifelrizam Bin Zakaria

Construction

Mohammad Fitri bin Husaini

¢, Call

07 Dec 2017 10 Dec 2017

Feedback




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

Sateos U

Express (Historical data):

Owerhead with pole (0-3 poles) Total lead time
P ey [0 days | = 15.5 days
4 stages

Total transition

= 3.8 days
0 days 1.8 days 2 days
. Tutal # days
= 19.3 days
Baseline: 980 records which imclude 738 end to end applications
After DT
Express (Through App):
Total lead time
Owverhead with pole (0-3 poles —
;e Erey ¥201 core (171 aays | LNR =452 cays
—— 10 stages

Total transition
=1 day

0 days 1 da o
Y 'r':l.ﬂ- days days 'v 2 days

Transition # days

= 5.50 days
Basaline: 16 records which include 14 end to end applications (30% Oct- 10% Maov)



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

LVSC Usage Analysis Jan'18 - Apr'l8
450

400
350
300
250
200
150
100

50

1-Jan 1-Feb 1-Mar 1-Apr

M Target Users M Outside Target User Group

*16/4 — Gamification nationwide launching *4/7 — Notification & escalation nationwide release



Combined together, Gamification module and Notification and Escalation
module presents the new normal of workforce productivity monitoring

Management Control Mechanisms

PULL PUSH

= Notification

- : and reminders
= Gamification

=" Escalation




LVSC App highlights the first gamification module ever deployed to the
Distribution workforce to drive adaptive culture for superior customer

experience.

GAMIFICATION

_ Promotes
\Adaptive
Culture

dﬂﬂhﬂﬂ

I~

. Promote

[ ]
ﬁl Competitive Spirit

Drive
Performance

$ CUSTOMER
ﬂ%+ Self-motivation EXPERIENCE

\[ A

Promote
Teamwork




Introducing Gamification

- “Real-time, online, workforce performance tracking which shape workforce

digital transformation

culture towards

My Performance

Station
Standings

Monthly

Winner
by State

Achievement
&
By State
Archives
@,

By State

=)
X

Performance
by unit

Ne

Winner
by Station

§

'y

By Station

e,

By Station

Real Time Data

Station Standings

Top 10 Performing Stations for LVSC

01 Sep 2018 to 10 Sep 2018

b 4

Rank
Machang

3 LGIERIER]

Score: 83.05%

% % %k k&

Besut
Terengganu

Score: 79.93%

% %k & Kk ok

Tanah Merah
LGIERIED]

78.68%

Rank

Real Time Winner

Performance Ranking
Masjid Tanah
[VEELE]
Score: 90.18%

* % %k kK&

Planning
%k Kk
Rank: 5 Score: 94.2%
Standard Time

Compliance:
100.0%

Mean average
9.21

Construction
. 8. & & & ¢
Rank: 41 Score: 82.65%
Standard Time

Compliance:
90.0%

Mean average:
4.73

Metering '\’1

% %k
Rank: 1 SCOrowmmiim—

Promote Teamwork

State Snapshot

Johor
Kedah

Kelantan

Kuala Lumpur
M;Iaka- o
<
N.Sembilan

4

Pahang

Penang

Achievement

Planning Construction

“
L

Metering

Benchmarking made
easy

Planning Performance
As of 01 Sep 2018 to 10 Sep 2018

* % %k %k X

KL Selatan
Kuala Lumpur
2: 99.75%

% % %k Kk k

KL Timur

Kuala Lumpur

Score: 99.7%

* % %k %k &

KL Barat
Lumpur
9.7%

Rank

Tanah Merah
tan

Top of individual
unit




Pilot results: KL East improved their ranking within the first month of Gamification
release (April)

Date
6/4/18 11/4/18 16/4/18 21/4/18 26/4/18 1/5/18
1
4 |
]
6 Rank 1
7 6 Overall Station
Nationwide

KL East Gamification Ranking (6/4/2018 —1/5/2018)




Significant improvements in usage after Gamification, Auto-Notification and
Escalation module was released in End Apr 2018.

3000

2500

2000

1500

1000

500

110

1-Jan

LVSC Usage Analysis Jan'18 - Aug'l8

GAMIFICATION & AUTO ~ o
NOTIFICATION/ESCALATION RELEASE 100% Usage for ta rget user

; 399 382 362
193 IR 703 673 706
s 4 B

1-Feb 1-Mar 1-Apr 1-May 1-Jun 1-Jul 1-Aug

B Outside Target User Group M Target Users

*16/4 — Gamification nationwide launching *4/7 — Notification & escalation nationwide release



Based on first D2T project of LVSC, Gamification contributes some benefits/values.
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THE NEW NORMAL #2:

“Readying for the future of
Uberisation - for Billing

Management & Services”

First Bill Management
“Uberisation Made Ready”



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

Meter List

My Worklist Completed

Bangi

11 Jul 2018 5:27 PM

Installation No.
App Type
Name

Address

P LD

6010196016
OPC
BISMIHAYATI
BINTI RAMADAN

NO. 25B, JLN BANGI BT 3,
SEMENYIH, 43500

ADD TO WORKLIST

11 Jul 2018 5:27 PM

Installation No.
App Type
Name

Address

6010101089

OPC

NA

B25, LAMPU ISYARAT JKR,
PERSIARAN PUSAT
BANDAR 1, BANDAR BARU
BANGI, PUSAT BANDAR,
43650

ADD TO WORKLIST

Worklist

ail 4G @m0

Details

11 Jul 2018 5:27 PM

Meter No.

CA No.
Installation No.
Installation Type
Installation Date
TECO Date
Voltage Level
Name

Address

Phone No.

Pending Days

000000004182009536
210082645904
6010152963

OPC

12 Jun 2018

12 Jun 2018

o1

LAU KEE LENG

A1-10-05, SAVANNA
EXECUTIVE SUITES,
JALAN BBLS 2, DENGKIL,
BANDAR BARU LEMBAH
SELATAN, 43800

NA L 9
14

ADD TO WORKLIST

-
_/

Task Detall

[ 5:40 il 4G o

OUlu Kelzg
$ 1hr14 min LAU KEE%ENG
Kepong bBatu SHUlu Kelang
{

Ku © 1hr3min pur
Petaling Jaﬁ $ 1hr4min

o o
Petaling Cheras

4

To LAU KEE LENG

From My Location

1 hr 3 min

49 km - Kuala Lumpur Putrajaya
Expressway

Tolls required - Fastest route

= L

Transport Ride

GPS Location

Meter Search

ol 4G @)

Save

Tariff Type: Domestic General - LV

Tariff correct

Address correct
Meter available

Meter number correct
Additional comments

The Correct Address is Taman Prima

016610

Prefix (TNB)

Enter address landmark

under the stairs

@) Yes No

Yes (&) No
() Yes No
@ Yes No

Suffix (E)

’”

¥




First Bill App reduces billing process from 6 steps to 2 steps and new RU
assignment can be done at site

As Is Process

| ) New customer Neighboring
New customer Neighboring customer
customer
. T -
7 9\7 S
Easl| I
MRE copy neighboring RU
MRE note down Neighboring MRE bring back all paper to

MRE runs Report MRE bring paper to site LIOIUEACICNYIE \ & assign to new meter ony
wr unassigned new meter / WW meter \visit / Weter No / Qfﬂce by one

New Process Features of To Be Process

@ ﬁ \ @ ﬁ\ 1. Task scheduler with personalised route listing & color indication based on standard

P o time prioritization
1 B New customer o Offline capability to save site details during no signal coverage

customer
k ﬁ# Onsite search for new Meter Reading Unit (MRU)

Real time Reading Unit (RU) assignment
MRE receive worklist & go || MRE able to assiqn on site GPS coordinate which direct to new Customer’s house
for site visit (if necessary) real time /

Management dashboard for real time performance
Real time email notification & escalation to Immediate Manager & Head of Zone

= op Ol o 2 [

RM 1 Mil 85%

Internal Target

By OPR from Fast Productivity Unbilled meter
Revenue improvement




Way Forward

Bring Your Own
Device

Special Package for Staff
- BYOD Smart Phone

Reward & Special Reward Scheme for
Recognition Performe_:r to encourage
competition
Need Sl/Programmer to be with the team
throughout the project’s period

Sl/Programmer Nov

Digital Transformation

L. All digital initiatives to be under one umbrella
Department / Division J

Patent application for Gamification concept Oct

Patenting



Mohd Yusmanizam

WhatsApp

+60194542266




