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Evolving energy sector regulations and the              
need for robust cybersecurity.

Rapid technological advancements and the     
necessity for agile IT change management.

Minimizing service disruptions during system    
changes to ensure uninterrupted energy supply.

Ensuring effective coordination among IT,
operations, and regulatory compliance teams.

Our client, a leading gas and electricity provider, 
faced several challenges in its ITSM practices:

E X E C U T I V E  S U M M A R Y
In the dynamic and regulated gas and electricity industry,
effective Information Technology Service Management
(ITSM) is crucial for ensuring a continuous and secure energy
supply. This case study explores the successful
transformation of ITSM Change Management and
Governance Services within a prominent gas and electricity
company. It highlights the company's efforts to adapt to
shifting regulatory landscapes, technological advancements,
and the demand for uninterrupted energy services.

B A C K G R O U N D



Constituted a dedicated Change Management
team comprising IT, operations, and regulatory
compliance experts.

Redesigned and standardized IT Change
Management processes focusing on compliance
and minimal service disruption.

Conducted comprehensive risk assessments for
every change initiative, considering energy         
supply reliability.

The organization followed a systematic 
approach to meet its objectives:

O B J E C T I V E S

Establish a robust Change Management process to enable
agile and controlled changes.

Strengthen IT Governance to meet stringent regulatory
and cybersecurity standards.

Enhance collaboration and transparency across IT,
operations, and regulatory compliance departments.

The primary objectives were to:

A P P R O A C H



Phase 1: Stakeholder Engagement - Garnered
support and understanding across IT, operations,
and regulatory compliance departments.

Phase 2: Process Redesign - Developed
streamlined change management procedures     
to ensure minimal service disruption.

Phase 3: Governance Enhancement - Ensured
adherence to strict energy sector regulations  
and cybersecurity standards.

Phase 4: Automation - Implemented ITSM       
tools for real-time change monitoring.

The gas and electricity company executed the
transformation in several phases over 
18 months:

Embraced ITIL practices to elevate IT Governance
standards, ensuring alignment with industry regulations.

Deployed advanced ITSM tools for automated change
tracking and reporting.

Promoted effective communication through regular
cross-departmental meetings and training.

I m p l e m e n t a t i o n



A 70% reduction in service disruptions during
change implementations, ensuring   
uninterrupted energy supply.

Enhanced compliance with energy sector
regulations, including NERC CIP and                  
FERC standards.

Improved collaboration and communication
among IT, operations, and regulatory   
compliance teams.

A 45% decrease in change approval and
implementation timelines.

A 30% increase in overall IT system reliability and
cybersecurity resilience, vital for safeguarding
critical energy infrastructure.

The outcomes of this initiative were transformative:

Phase 5: Training and Awareness - Conducted
comprehensive training programs for employees            
and stakeholders.

R E S U L T S



This case study underscores how a leading gas and
electricity company, prioritizing ITSM Change
Management and Governance, achieved remarkable
service reliability, regulatory compliance, and
interdepartmental collaboration improvements. These
enhancements have positioned the company to excel in
delivering uninterrupted energy services while ensuring
the highest security and compliance standards, ultimately
benefiting both consumers   and the energy sector.

l E S S O N S  L E A R N E D
Successful Change Management and Governance    
require unwavering leadership commitment.

Continuous training and awareness programs are
essential for successful implementation.

Leveraging ITSM tools and automation significantly
enhances operational efficiency.

Ongoing monitoring and process refinement are critical
to adapt to evolving regulations and technological
advancements.
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