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How Music City Became the It City



14.6% 
Population 

Growth
2010-2020

36% 
Job Growth by 

2035

2.1m
People by

2035

Nashville on the Rise.



The Reality 
of Being the 

“It” City

The movie says, “If you build it, they 
will come.” From the NES perspective, 
it’s been the opposite. As the 
Nashville population boom happened, 
NES quickly realized that analog 
meters, a 15 year-old Work and Asset 
Management (WAM) system and a 
home grown Customer Information 
System (CIS) wasn’t going to be 
enough to satisfactorily serve the new 
Nashville.



“The Age of the Customer” is Now



The Customer is 
Always Right.

In the 2021 customer satisfaction 
survey, NES discovered that 54% of 
its more tech-savvy customers 
used the phone to contact our 
customer relations department. 
78% of those same customers 
indicated dissatisfaction with how 
NES handles customer questions 
and problems.



INFORMATION 

TECHNOLOGY

OPERATIONS



Charting the 
Roadmap

Partnership with Gartner Consulting to assist 
with roadmap development and system 
selection. 

In 2014, using census predictive data, NES 
developed a 20-year grid plan. The plan 
includes a 10-year transformation strategy to 
reimagine NES as today’s public power 
provider and a 5-year roadmap to replace all 
NES operational systems. 



And then there were two
Two vendors in the marketplace could deliver on this 

massive technology overhaul.



is Born

Applications and IT Services

Customer Experience

Employee Communications & Training

Timeline



Applications

Customer to Meter (C2M) 
Meter Data Management (MDM)

Work Asset Management (WAM)

Fusion Cloud Enterprise Resource 
Planning (ERP) Financials

Human Capital Management (HCM)



Customer To Meter (C2M)
Meter Data Management (MDM)



Work Asset 
Management 

(WAM)



Fusion Cloud Enterprise Resource 
Planning (ERP) Financials



Human Capital
Management

(HCM)



IT Services



Customer 
Experience

Journey
Mapping

IVRBills

Website DSS

IT 
Modernization

Mobile
Responsive

Mobile
Dispatch



Journey 
Mapping



Interactive Voice 
Response (IVR)



Website



Customer Bills



Digital 
Self Service



Mobile Responsive



Mobile Dispatch 
to Outage System



Employee
Communications 

& Training

Organizational
Change

Management

Internal
Website

(multi-media updates: text, video, audio, visual)(CAN Network)

Employee Events
Treasure Hunts

Employee
Newsletter

Employee
Training(traditional, live simulation and

LMS computerized training)

Roadshows



Organizational 
Change 

Management 
(CAN Network)



Employee 
Website

Provides an overview and 
regular updates on the 

Encompass project. Only 
accessible to NES employees.



Road Shows, 
Employee 
Events &
Treasure Hunts



Employee Newsletter



Employee 
Training



Lessons Learned



Questions


