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Central EMC is.….. 
 

 Located in North Carolina 

 Rural Electric Cooperative 

 17,500 customers 

– 95% Residential 

  9 Substations 

–  2,050 Miles of line 

 63 Employees 

 Service Growth: 5% 



Located 



1996 – HURRICANE FRAN LEFT 
CENTRAL ELECTRIC WITH NO METERS 

TURNING 



Central’s First OMS System 



Continued… 

Could give no information to customers 

about the outage 

Printed outage tickets from CIS and put 

them in piles by pole number 

CSR’s were only someone for customers to 
call and vent to 

Very unorganized 

 



PORCHE arrived in 1997 



Continued… 

 Improved organization 

Customers could call automated system to 

report outages 

Held outage history 

Could provide automated reports to 

management 

Had to export Customer list from SEDC 



Over the next few years… 

Added additional software, mapping, AMR, 

Partner 

Customers still complained about no 

information during outages 

Systems were great but… 

Created custom links and ways to work with 

the data. 

 



Continued… 

 Introduced to Dispatch in 2004 

 Installed in 2005 

Saw an immediate impact on Customer 

Service 

 



How? 

We were able to share data across our 

organization in ways that weren’t possible 
before. 

We Integrated IVR/AMR/CIS all with 
Dispatch via Multispeak links 

 



IVR/AMR/CIS/ integrated into 
Dispatch 

 



How does it work? 



Enabling the AMR/OMS interface 

Enter the web address and user credentials for the 

OMS vendor 



Select the increments the 
substations should be polled 



What determines an outage? 



Our Configuration 

We only poll our stations during storm 

situations to compare outage calls to system 

data.   

We poll every 30 mins or when we want to 
determine if an area has been restored. 

We do not have our substations call us. 

 



Things to consider 

 Will you be using AMR as your primary outage 
reporting or as a suppliment? 

 Is this for major storms and clean up only? 

 Would it be better left off until you want to invoke 
the command? 

 Do you want your substations calling you or would 
you rather call the substations? 

 KEEP YOUR AMR DATABASE CLEAN AND UP TO 
DATE!!!! 

 



Enabling the OMS to AMR interface 



Making it work 



Our Setup 

 Outage calls come from 3 sources:  AMR, IVR, & 
Customer Service Reps 

 This data is all compiled on the OMS map 

 Our Dispatch center is not manned 24/7 so we only 
turn AMR on when we are working storms 

 We can poll our stations in about 20 mins 

 AMR is always communicating to SPUs, detects 
outages based on signal strength drop 

 









Verifying the Outage 



Verification Process 

 Verification is done 

when the lineman 

confirms the outage 

element. 

 This changes prompts 

on the IVR side 

automatically. 

 



 Helps Dispatchers see 

where crews are 

 Changes prompts on 

the IVR side  

 Let’s CSR’s see if 
crews are working on 

outages 

 



Restoring the outage 



 Calls Customers for 

verification 

 Holds AMR outages 

and checks them for 

restoration events 

 



Sharing OMS/AMR data 



CSR Screen 



Management View 



Other Multispeak Links 

CIS\AMR 

– Hunt meters are deployed automatically when 
meters are changed on the SEDC side 

– Customer service reps can click on Hunt link 
from within SEDC and view specific meter 
information. 

 



What’s next? 

SCADA implementation 2007 

Mobile Data? 

 



Return on Investment 

 The savings from the reduced time spent on outage report 
preparation need to be added, bringing the total annual 
DisSPatch OMS savings to $81,892.35.  

 The return on investment for DisSPatch OMS, is 164.3%.  

 The payback period is 14.32 months.  

 

 



What’s the real ROI? 

Customer Satisfaction 




