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Agenda

◦ About OUC

◦ System Types and their Move to the Cloud

◦ Why a Third-Party Partner for Billing & CCM

◦ Criteria & Key Lines of Inquiry

◦ Results & Lessons Learned
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About Orlando Utilities

• OUC provides electric, water, chilled water and lighting services 
to in Central Florida.   Orlando is host to over 70 million visitors 
per year and has over 450 resorts. 

Ø Not all visitors and businesses come into contact with OUC, 
but their customer experience expectations and our cyber 
security needs affect our strategies.

• Operates coal, natural gas, landfill gas and solar generation 
facilities, also water plants, and chilled water facilities.

• Second largest municipal utility in Florida and 14th largest 
municipal utility in the country (400,000 meters).

• The most reliable electric utility in Florida for the last 18 years.  
One of the most reliable utilities in the United States, and the 
world.   

More than 30% of our 
customers move 

households per year



Expanding the Customer Experience
Current Capabilities for Cloud Services for the OUC Customer

The Customer Experience requires end-to-end connectivity
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System of Innovation
Built ad hoc to address new 
business requirements or 

opportunities with short life-cycle

System of Differentiation
Support unique company processes 

or industry specific capabilities

System of Record
Support core business transactions 

and manage critical master data 
with slow rate of change

SYSTEM TYPES

IE: : CIS, MDM, 
ERP, GIS…

IE: CRM,  Self-service 
Tools, Billing & Payment 
Apps, CCM…

IE: Data Analytics for 
Personalization, Drones 
for Line Inspections, 
Energy Mgmt. Tools 45 Apps at 

in the Cloud 
at OUC

Examples



Cloud Data / Application Landscape

Cloud Successes have been 
“Stand Alone” Applications

To Migrate Useful Business 
Applications we have to evolve 

integrations.

Many Critical & Operations 
Applications are NOT ready for cloud 

adoption.Operational Business Applications
SCADA – Generation – Distribution

Critical Business Applications
HR – Procurement – Customer Information - Field 

Activities 
- Outage Management – Dispatch (CAD) - GIS

Cloud Business Applications
Payment Vendors – Billing Vendors – Sales Force 

– Analytics - Training

Useful Business Applications
Procurement – Asset Management – Document 

Management – Help Desk – etc.



Seek Best Option to Meet Needs



Resources 
(Visit www.golevelone.com / Knowledge Center)

◦ New Whitepaper: Proven CX Improvements for your Cloud 
Business Case

◦ Article: 3 Key Insights for Building your Cloud Business Case

◦ 4 Benefits of a Single Platform for Billing, Payments & 
Customer Communications Management (CCM)

◦ Article: Security Checklist: Are You Protecting Customers’ 
Payment Data?

◦ Article & Infographic: Every Minute Counts: Optimizing the 
Top 5 Touchpoints that Impact Customer Experience
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http://www.golevelone.com/


Questions
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Speakers Contact Information
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Jerry Sullivan, CIO, OUC
jsullivan@ouc.com
www.ouc.com

John Boland, President, Level One
john.boland@golevelone.com
www.golevelone.com
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