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Customer expectations during outages have changed, with 
today’s customers wanting near-real-time details about 
events that impact their service. They also prefer to choose 
how often they receive updates, and select from a wide 
range of communication options. Utilities are realizing their 
customers want more web-based, self-service applications, 
as well as access to account and service offerings online.

Technology has opened up many new channels for power 
companies to use while managing large-scale outage events. 
Intergraph® Outage Notifications from Hexagon Safety & 
Infrastructure enable social media, smart handheld devices, 
advanced outage management solutions, integrated voice 
response systems, and the Internet to act as important tools 
for dissemination of real-time information to customers.

COMPONENTS OF NOTIFICATIONS
The Hexagon solution plays a vital role in the network of 
utility systems providing outage information to customers.

INTERGRAPH® OUTAGE NOTIFICATIONS
Improving the Customer Outage Experience with Integration to Outage 
Management for Notifi cations

UTILITY PREFERENCE MANAGEMENT 
Outage notifications begin with a utility-hosted preference 
management system that enables customers to sign up or 
opt in to receive notifications from the utility. Preference 
management includes how the customer wants to be 
contacted – by which method, on what devices, when, and 
for what type of information. This may even extend beyond 
outage management to billing or rate information.

INTERGRAPH OUTAGE NOTIFICATIONS
Our component will generate lists of customers impacted 
by changing conditions within the outage management 
system (OMS).

• The system generates automated notifi cations to 
individual customers at the time the outage occurs, 
any updates to outage information such as projected 
restoration time or crew status, and when power 
is restored.  

Components of Notifi cations



• Beyond providing notifi cations to individual customers 
who have subscribed, our solution also features 
notifi cations to all customers through an unsolicited 
push to social media. Any followers of the utility’s social 
media accounts will receive updates when outages occur 
or when power is restored.

• At times, there is also a need to manually generate 
notifi cations, such as when conditions do not necessarily 
meet the confi gurable criteria to create a notifi cation. 
Users can launch a notifi cation directly from the 
Intergraph InService OMS map for any network device.

• The solution also features the ability to manage planned 
outages. Well in advance of the outage, a utility can 
indicate when the outage will begin and end, as well as 
a backup rain date, how many days prior to the event 
a notifi cation should be created, and if an additional 
reminder is required as the event date nears.

UTILITY CUSTOMER COMMUNICATIONS

After a change occurs in OMS that triggers Intergraph 
Outage Notifications to generate a customer list, the utility 
then leverages its customer communication system for 
information delivery. The customer lists are compared 
to those who opted to receive notifications within the 
preference management system. The utility’s customer 
communication system then sends this information in 
accordance with the options the customers has selected for 
notifications for that type of information.

OUTAGE NOTIFICATIONS BENEFITS
Intergraph Outage Notifications provides tremendous 
value to enhance the customer outage experience through 
automation. The solution:

• Provides customers with near-real-time information 
about outages that impact their home or business

• Follows the customer’s preference management for 
when they want to be notifi ed, so they receive only the 
messages that matter to them

• Automates a process that has historically been either a 
manual effort or not performed at all

• Integrates with social media so utilities can reach their 
entire customer base, without the customer having to 
subscribe with preference management

• Manages the planned outage workfl ow through this 
same process, which streamlines a legacy process where 
phone calls were made or letters were sent, which did 
not include real-time changes

Intergraph Outage Notifi cations integrates with social media so utilities can 
reach their entire customer base. 
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