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FOREWORD

This report provides a unique look into the expectations that utilities have of their service providers with 

respect to digital transformation. The report reveals that as utilities digitize and modernize their own 

workflows – adding automation with a focus on removing manual processes and adding mobile collection of 

key data for their field workers – they are increasingly looking outward to see what investments their service 

providers are making in digital technologies and workflows. This report clearly shows that utility service 

providers are not immune to the need to modernize and digitize their workflows, providing better 

transparency, data accuracy and consistency to their utility clients and their own employees.

Utility service providers have an opportunity to prioritize digitization e�orts to not only stay relevant to their 

utility clients, but to create competitive advantage for themselves by improving worker safety, optimizing 

workflows, and increasing transparency and accuracy across their end-to-end processes – all in the vein of 

reducing or avoiding costs. Closely coupling their digital investments and approach with their utility clients 

pays dividends for both parties.

On the path forward, low-code solutions like Trackvia o�er utilities and service providers an opportunity to 

take rapid steps toward realizing these benefits – without significant investment in new corporate solutions or 

complex integrations with legacy IT.  This is a must read report for utilities and all service providers alike as 

good evidence to re-evaluate their digital ambitions.

ROSS SMITH  |  Member of PA Consulting's Management Group

Ross Smith leads PA Consulting's US Utility Digital Transformation consulting 

teams. Elected to Partner in 2007, he is known for structuring and delivering large 

complex digital transformation programs for his clients. He is a recognized as an 

industry leader in Program Management, Digital Strategy development and 

associated financial models – and he has extensive international experience.  

Ross is a published author having co-authored two books on complex program 

planning, digital strategy and financial justification – one of which was in 

collaboration with GE Digital Energy.
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OVERVIEW

Utilities rely heavily on their service providers to 

provide fast, accurate data, which is vital to their 

ability to run e�ciently, control costs, ensure 

compliance, and maintain a high level of 

customer service. In fact, 86 percent said they 

rely on the data from their service providers for 

asset information. Yet, utilities face real business 

challenges because so many service providers 

still use manual processes to collect and then 

relay critical information to them. Despite 

continually growing trends toward digital 

transformation across industries, digitization 

e�orts for utilities and their services providers 

have remained slow. 

In partnership with PA Consulting, TrackVia 

surveyed 200 utilities about the impact of 

service providers' manual data collection and 

processes on them, as well as their expectations 

around digitization moving forward. The survey 

uncovered the continued prevalence of manual 

processes, leading to time-consuming and 

costly data entry, reporting, and auditing, as well 

as the inability to quickly access accurate 

information to address outage and customer 

service issues. 

TrackVia surveyed 200 utilities 

about the impact of service 

providers' manual data collection 

and processes on them, as well 

as their expectations around 

digitization moving forward.  
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KEY FINDINGS

of utilities said that their service providers 

use manual processes to share data and 

reporting, including paper forms and 

Word and Excel documents 

of utilities said automating data 

collection, processes and reporting will 

be required to do business with them

of utilities say that their service 

providers are fully digitized

For these reasons, utilities are looking to reduce these 

impacts by requiring that their service providers use 

digitized processes going forward.
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SECTION 1: 

PREVALENCE OF MANUAL PROCESSES
Accurate and reliable data from service providers is a lifeline for utilities. Without it, utilities risk poor customer 

service, the inability to control costs, and running ine�ciently. Despite the risks, service providers continue to rely 

on manual processes as they conduct business for utility customers, increasing the potential for inaccurate and 

outdated data which informs important decisions. 

Almost two-thirds (63 percent) of services providers are still using manual processes, such as paper forms and 

Word and Excel documents, to collect data, share information and provide reporting. Further, approvals and 

sign-o�s for work are still managed manually with paper-based signatures, potentially leading to delays in 

important work and repairs. 

23%

5

Only

63%
of services providers are still 
using manual processes, such 
as paper forms and Word and 
Excel documents, to share data 
and reporting

of utilities say that their service 
providers are fully digitized.



SECTION 2: 

IMPACT OF MANUAL PROCESSES
When utility service providers rely on manual data processes, utilities feel the impacts to their ability to provide 

safe, reliable and cost-e�ective services to their customers. In fact, manual processes inhibit a utility’s ability to 

service outages. 

OUTAGE & CREW
MANAGEMENT

65%

65

THE TOP 3 UTILITIES DEPARTMENTS IMPACTED BY SERVICE PROVIDERS’ MANUAL PROCESSES:

65% 59%

CUSTOMER
SERVICE

FINANCE &
ACCOUNTING



Adding to these concerns, service providers’ manual processes impact 

day-to-day utility business operations and increase the likelihood that the 

utility encounters compliance issues. 

Greater potential for introducing 
compliance issues

Lack of timely information 
impacting outage management and 
customer service

Higher cost of data entry/capture 
into the utilities business systems
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Time-consuming reporting 
and auditing80% 

70% 

65% 

51% 

THE TOP BUSINESS IMPACTS OF SERVICE 

PROVIDERS’ MANUAL PROCESSES ARE:



SECTION 3:

TIME COST OF MANUAL PROCESSES
Time is a precious commodity for utilities as service is expected 24/7 and as customers expect up-to-date information 

when an issue arises. However, service providers’ manual processes take away precious time from utilities by 

increasing the amount of time needed for inputting data into reports. In fact, 68 percent said when they receive data 

and reports manually from their service providers, they spend one or more hours each day inputting the data and 

reports into their systems. 
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53% of utilities said when data is received 
manually from service providers, it must be 
manually inputted into 2-3 systems.

29% of utilities said it requires more than 
3 hours per day to input data and reports into 
their systems when data is received manually 
from service providers.

3 HOURS 2-3x
PER DAY INPUTTING DATA DATA ENTERED MANUALLY

8



SECTION 4:

RISKS OF MANUAL PROCESSES  
When manual processes are used by service providers, utilities are left to deal with inaccurate and out-of-date 

information. This creates challenges for the majority (86 percent) of utilities who rely on data from their service 

providers for asset information.

In fact, 35 percent of utilities said the asset/as-built information from their service providers is only sometimes accurate. 

THE GREATEST CHALLENGES CITED WITH THE DATA AND ASSET INFORMATION COMING
FROM SERVICE PROVIDERS:

SERVICE PROVIDERS’ MANUAL PROCESSES ALSO MAKE IT DIFFICULT FOR UTILITIES TO 
REPORT ON THEIR SAFETY AND COMPLIANCE. 

of utilities said the lack 
of timely data 

of utilities said the risk of 
error because it has to be 
inputted manually
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33% 30%

44%
of utilities said it would take service providers 
days or weeks to respond with information for 
audits on safety and compliance 



SECTION 5:

DIGITIZATION EXPECTED 
GOING FORWARD
Utilities are beginning to require service providers to digitize their 

manual processes and cite the importance of automation going 

forward. Otherwise, service providers risk losing business with utilities. 

of utilities said they plan to reduce 
their costs by requiring service 
providers to digitize data collection, 
workflows, and reporting.

of utilities said that it’s very important 
that their service providers automate 
data collection, processes and reporting, 
and that it will be required to do 
business with them
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61% 

54% 

GOING FORWARD, UTILITIES PLAN TO USE 
AUTOMATION AS A WAY CUT COSTS.
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WHERE WE GO
FROM HERE
 
The business between utilities and their service providers is at a 

tipping point. Fast, accurate data has the ability to save time, improve 

safety, and improve overall customer service. But utilities are 

struggling to realize these e�ciencies because of their service 

providers’ manual processes. 

This gap in processes is why a shift toward more streamlined, 

digitized data collection and workflows are imperative. It’s clear that 

utilities themselves are already making this shift and are now looking 

outside their own organization to require service providers to 

automate their processes as well.

With this imperative, service providers can no longer ignore the need 

to digitize their operations – else risk the loss of contracts. 

Service providers need to replace manual methods like paper and 

spreadsheets with more dynamic options like mobile apps, which 

allow for data capture in the field, online or o�ine. These apps also 

allow for standardized forms for data entry, geotagged locations, 

photos, and even weather-related data. 

This shift would dramatically reduce the time it takes for service 

providers to capture and relay critical data – whether that be internally 

or to the utility. This helps ensure that all parties can act in minutes 

instead of hours or even days, and do so based on accurate, 

up-to-date information. 

Service providers should implement workflow platforms into their 

existing operations in a manner that doesn’t require them to rewrite 

their entire legacy approach, but instead, layers in a level of 

technology smarts that moves them ever closer to the digital realm. 

This means identifying solutions that integrate with and extend

current systems.

Service providers 
need to replace 
manual methods like 
paper and 
spreadsheets with 
more dynamic 
options like mobile 
apps, which allow for 
data capture in the 
field, online or 
o�ine. 
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ABOUT TRACKVIA 

TrackVia, the leading low-code workflow platform for operations, helps companies build applications that improve 

on-time performance and reduce costs. TrackVia o�ers operations leaders the fastest and easiest way to build 

powerful applications that are business led and IT approved. Companies like KS Industries, Danella Companies, 

and RP Construction Services rely on TrackVia to digitize their operations. Learn more at: www.trackvia.com.

720-625-3460  |  sales@trackvia.com  |  trackvia.com

The capabilities of low-code workflow platforms that cover both web and mobile hold massive potential for 

service providers, where the ability to control costs, maintain compliance, and respond swiftly and 

accurately to rapidly changing information is paramount. 

METHODOLOGY

In partnership with PA Consulting, TrackVia surveyed over 200 executives and managers at utilities 

providers in January 2019. This survey was completed online and responses were random, voluntary, 

and completely anonymous.

ABOUT PA CONSULTING

PA is an innovation and transformation consultancy that believes in the power of ingenuity to 

build a positive human future in a technology driven world.  As strategies, technologies and 

innovation collide, PA turns complexity into opportunity.  With diverse teams of experts, PA 

combines innovative thinking and breakthrough technologies to progress further, faster. PA 

clients adapt and transform, and together achieve enduring results. PA has more than 2,600 

specialists in consumer, defense and security, energy and utilities, financial services, government, 

healthcare, life sciences, manufacturing, and transport, travel and logistics. The firm operates 

globally with o�ces across the Americas, Europe, the Nordics and the Gulf. 

https://www.trackvia.com/

