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London Hydro Implements Interactive Voice 
Response Platform Using Hexagon Safety & 
Infrastructure Technology to Proactively Update 
Customers on Outages
London Hydro provides utilities services to the citizens and organizations of London, 
Ontario, Canada, managing 150,000 electricity customers, more than 100,000 water 
customers, and spanning 420 square kilometers of service territory. Its 2,500 km of 
electrical lines, both overhead and underground, offer a safe and reliable supply of 
electricity to residential, institutional, commercial, and industrial sectors.

REDUCING LONG WAIT TIMES FOR CUSTOMER CALLS
An Intergraph G/Technology® user since 2006, London Hydro invested in Hexagon 
Safety & Infrastructure’s InService Outage Management System (OMS) in 
2011 to improve its dispatch operations during outages. To further enhance its 
customer service during outages, especially during off-peak hours, London Hydro 
integrated Hexagon’s OMS with an interactive voice response (IVR) system. This 
helped eliminate customers from receiving busy signals or being unable to reach 
a representative to receive outage information and a resolution time. 

Many of Hexagon’s OMS competitors did not offer integration capabilities 
to third-party software. Since London Hydro’s IVR system and OMS 
implementation, the dispatching center has streamlined its operations and can 
give more insight regarding customers and outages, and know when and where 
to dispatch crews on assignment. 

With the IVR system in place, London Hydro customers aren’t frustrated with 
busy phone signals or waiting on hold for outage information. On average, for 
large outages that result in more than 100 calls per hour, the IVR system provides 
additional capacity of up to nine customer service representatives. This means 
that during high-volume calls, customer outage inquiries are still handled quickly 
and customers receive the accurate outage information they are looking for. 
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When customers call, the IVR system cross-references 
customer account numbers with London Hydro’s SAP ERP 
(enterprise resource planning) software to produce the 
appropriate information for them, like estimated outage 
time. The utility has addressed more than 500 outages 
using the automated IVR/OMS system without the need 
for customers to speak with a representative. This has 
resulted in early outage detection and faster  
restoration times. 

INCREASING CUSTOMER 
SATISFACTION WITH  
PROACTIVE NOTIFICATIONS

In addition to IVR’s call-in capabilities, London Hydro 
has reduced the number of unsatisfied customers by 
proactively sending push notifications regarding outages 
and restoration time via text message or social media. 

“Through the integration of our IVR system with Hexagon’s 
OMS, we have saved time and given our staff the ability 
to focus on restoring power during outages rather than 
fielding customer calls,” says Syed Mir, vice president of 
Corporate Services & CIO at London Hydro. “Customers are 
now able to receive outage and restoration information 
from multiple avenues.”

PERFECTING OUTAGE RESPONSE  
WITH MOBILE TECHNOLOGY AND 
SMART METER INTEGRATION

London Hydro plans to add additional interfaces to  
its OMS system, including a mobile component for its  
field workers to send and receive outage information.  
This mobile application will integrate with the IVR call 
log and SAP ERP to ensure all information is efficiently 
transferred between field workers, dispatch employees, 
and customers.

AT A GLANCE
 » The Challenge

London Hydro needed more ability to handle 
large volumes of incoming outage calls and 
increase customer satisfaction by pushing 
outage information into its interactive voice 
response system. 

 » The Solution
Hexagon’s InService Outage Management 
System provides dispatchers with proper 
outage information so they can send 
proactive push updates to customers via the 
system’s interactive voice response system.

London Hydro is also preparing to implement Hexagon’s 
smart meter interface, which will use a home’s smart 
meter information to send a last-minute ping to London 
Hydro’s operational team, letting them know the unit has 
lost power. The OMS will be notified by the smart meter 
interface without any customer interaction. This added 
component will allow London Hydro to see outage  
trends, increase the efficiency of their outage push 
notifications, and restore power without its customers 
ever knowing it was out.
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About Hexagon Safety & Infrastructure
Hexagon Safety & Infrastructure provides mission-critical and business-critical solutions to governments and service providers. A global leader, 
proven innovator, and trusted partner, our software and industry expertise help improve the lives of millions of people through safer communities, 
better public services, and more reliable infrastructure. Visit hexagonsafetyinfrastructure.com.

Hexagon Safety & Infrastructure is part of Hexagon (Nasdaq Stockholm: HEXAB; hexagon.com), a leading global provider of information 
technologies that drive quality and productivity improvements across geospatial and industrial enterprise applications. 


