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Managing change in electricity supply 
and distribution companies due to 
deregulation rules issued by the E.C.

Public Power Corporation, Greece

- 35 000 employees
- operating as a total monopoly
- 6 million customers

Introduction and Context of Work : Introduction and Context of Work : The ELEKTRA ProjectThe ELEKTRA Project

The purpose of the workThe purpose of the work :: to allow the ESI sector companies to deal with 
change in a controlled way which would lead to an evaluation of alternative 
options of possible means to meet the objectives for change. 



3
PARIS 1
SORBONNE 3

EKDEKD--CMM is a Method for ... CMM is a Method for ... 
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A  method is composed of :A  method is composed of :

a way of ThinkingThinking

a way of ModellingModelling

a way of WorkingWorking

(Seligmann 93)
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a Way of ThinkingThinking

a Way of Modelling Modelling 

severalseveral Ways of WorkingWays of Working

What makes EKD-CMM unique:

Its Its situatednesssituatedness

EKD-CMM is a multimulti--method.method.

As a  method  EKDAs a  method  EKD--CMM is composed of :CMM is composed of :
(Enterprise Knowledge Development - Change Management Method)

6
PARIS 1
SORBONNE 6

Processes
Actors and 

Roles
Business 

Rules
Systems

Data

Missions/
Objectives/

Visions

Goals

Issues

Alternative
design paths

Alternative
designs
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The EKDThe EKD--CMM Way of ModellingCMM Way of Modelling
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The multiThe multi--method view of EKDmethod view of EKD--CMMCMM

Representing the multiple ways of working in a Road Map :
a directed and labelled graph of intentionsintentions and strategiesstrategies

A strategic view of a methodA strategic view of a method

goalgoal and strategystrategy directed 
(consistent with the EKD paradigm)

< I  , I  , S   >i j ij

with a guidelineguideline attached to each sectionsection

multi routesmulti routes representation
sharing the same set of guidelinesset of guidelines
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The EKDThe EKD--CMM Process Intentions and Strategies CMM Process Intentions and Strategies 

Conceptualise Enterprise Business Process 
Model refers to all activities required to 
construct a business process model.

Elicit Enterprise Goal Structure refers to 
activities that are needed to identify goals 
and to relate them one another through 
AND, OR and AND/OR relationships.
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The EKDThe EKD--CMM Road MapCMM Road Map
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Selecting 
the route

Selecting 
the task

Guiding 
the task 
performance

EKD-CMM Guide book
To represent multiple ways of working multiple ways of working and

to guide the selection of  mostselection of  most appropriate appropriate 

routeroute to the situation at hand

To help selecting the taskselecting the task to be executed 

next in the route

To guide the task performancetask performance

EKDEKD--CMM Guide Book ObjectivesCMM Guide Book Objectives
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Situational factorsSituational factors help 
selecting the route appropriate 

to the situation at hand.

Guiding the Selection of a Way of WorkingGuiding the Selection of a Way of Working
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Helping the Selection of the Task to be ExecutedHelping the Selection of the Task to be Executed
Each route identifies the set of tasksset of tasks to be performed and 

suggests their orderingordering.
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There is a guidelineguideline for each task. 

It provides advices and recommendations on how to carry out the task

Guiding the Performance of the TaskGuiding the Performance of the Task
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Guideline TypesGuideline Types
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Guideline TypesGuideline Types
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Guideline TypesGuideline Types
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A Walk Through the BottomA Walk Through the Bottom--up Routeup Route
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Summary of Current ProcessesSummary of Current Processes
District Serviced Processes

A1 - Electricity Supply Application Fulfillment
A2 - Network Resitation
A3 - Meter Disconnection
A4 - Meter Re-connection
A5 - Meter Check
A6 - Installation Modification
A7 - Failure Restoration
A8 - Billing Correction
A9 - New 20/0.4 KV Substations Construction
A10 - New 20 KV Line Construction
A11 - New U/G 20 KV Line (non Attica) Construction
A12 - New Building Construction for 20/0.4 KV S/S
A13 - U/G Cable Re-routing for 20KV Lines

A1’ - Meter Reading
A2’ - Payment Collection
A3’ - Electricity Cut-off
A4’ - Electricity Re-connection

Region Serviced Requests

B1 - New Outgoing Feeders Installation
B2 - Meter & Safety Device Calibration for MV Customers
B3 - Meter Checking, Repair & Maintenance
B4 - Technical Advice Provision on Meters
B5 - Transformer Repair
B6 - U/G cable Line Fault Pinpointing
B7 - Automatic Control of Public Lighting, TOD, Network  Remote Controlling
B8 - Technical Support Provision to Public Organisations
B9 - Material Supply
B10 - Vehicle Maintenance
B11 - Technical Advice on Network Resiting
B12 - Authorisation for Technical Study for MV Customers
B13 - Personnel Supply for Failure Restoration

Centrally Serviced Requests

C1 - New 15/20 KV Substations Construction (Attica)
C2 - New U/G 150 KV Lines Construction (Attica)
C3 - New Underwater Lines Construction (Islands)
C4 - New Substation Buildings Construction (Attica)
C5 - New Housing Construction for Distribution Units
C6 - Underground 150 KV Cable Re-routing
C7 - New 20 KV Outgoing Feeders Installation (Attica)
C8 - Provision of Charts and Topographical Equipment
C9 - Technical Queries Answering
C10 - Provision of Equipment for Maintenance
C11 - Materials & Working Procedures Improvement

C1’ - Forecasting
C2’ - Contractor Selection
C3’ - Technology Watch (network)
C4’ - MSE Technology Watch 
C5’ - MSE Planning
C6’ - Network Quality & Protection Insulation Coordination Studies
C7’ - Network Quality & Protection Insulation Coordination Works
C8’ - Billing
C9’ - Accounting
C10’ - Provision of IT Support

TS

TS

CS

A

B

C

AO

CS: Customer Section
TS: Technical Section
AO: Administration Office

set of EKDset of EKD--CMM models CMM models 
for over 150 business processesfor over 150 business processes
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Provide safe and uninterrupted supply of
electricity at a reasonable cost

Minimise operational
costs

Satisfy customer
demand for electricity

Ensure safe and continuous
network operation

Satisfy load
increase

IntentionalIntentional
featuresfeatures

OperationalOperational
featuresfeatures

Ensure product quality

Serve efficiently
customer requests

Satisfy customer
electrification requests

Ensure safe and continuous
electricity supply

Offer services to Public
Organisations

Failure restorationProvision of technical support
to Public Organisations

Electricity supply
application fulfillment

Legend
Goal

AND resolution

Process
realisation

OR resolution

An Excerpt of the Current Distribution Goal HierarchyAn Excerpt of the Current Distribution Goal Hierarchy
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An Excerpt of the Future RequirementsAn Excerpt of the Future Requirements
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Introduce one
point contact

procedure

INTRODUCE

Introduce the following -
up of customer

satisfaction survey

INTRODUCE

Introduce means for the
investigation of customer

new needs

INTRODUCE

Improve current
liaisons procedures

IMPROVE

Introduce special
training programs

INTRODUCE

Reorganise the PPC
distribution to comply with

the EU rules

Introduce a
customer oriented

culture

INTRODUCE

Introduce new means to
serve efficiently eligible

customers

INTRODUCE

Serve efficiently
non eligible
customers

IMPROVE

Introduce intelligent front
desk for serving efficiently

customers

INTRODUCE
Introduce adaptations of

existing practices for serving
efficiently eligible customers

INTRODUCE

Introduce intelligent front
desk for serving efficiently

non eligible customers

INTRODUCE

Improve current practices
 for serving efficiently
non eligible customers

IMPROVE

top level

major branches
Distribution

An Excerpt of the Change Process ModelAn Excerpt of the Change Process Model
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Reorganise the PPC distribution 
to comply with the EU rules

Introduce a customer 
Oriented culture

INTRODUCE

Introduce new means to
serve efficiently eligible

customers

INTRODUCE

Serve efficiently
non eligible
customers

IMPROVE

Introduce intelligent front
desk for serving efficiently

eligible customers

INTRODUCE

Introduce intelligent front
desk for serving efficiently

non eligible customers

INTRODUCE

Introduce one
point contact

procedure

INTRODUCE

Introduce the following -
up of customer

satisfaction survey

INTRODUCE

Reorganise  the PPC distribution 
to comply with the EU rules

Introduce a
customer oriented

culture

INTRODUCE

Introduce new means to
serve efficiently eligible

customers

INTRODUCE

Serve efficiently
non eligible
customers

IMPROVE

Introduce special
training programs

INTRODUCE
Improve current

liaisons procedures

IMPROVE

Improve current practices for
serving efficiently non

eligible customers

IMPROVE
Introduce adaptations of

existing practices for serving
efficiently eligible customers

INTRODUCE

Two Examples of Alternative Scenarios for ChangeTwo Examples of Alternative Scenarios for Change
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Some Results of the Qualitative EvaluationSome Results of the Qualitative Evaluation

36
PARIS 1
SORBONNE 36

ConclusionConclusion

EKD-CMM provides a framework within which we can :

share an understanding of how the enterprise functions

share a vision for whatever change is required

develop scenaria for implementing the change

develop arguments for and against the various scenaria

keep a history of decisions made during the process

manage all the descriptions in a central repository

provide map and guidelines to guide the change process


