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When it comes to industrial automation, utility companies have a lot to 

gain. That’s because utility industry automation could save companies 

between $237 billion and $813 billion, according to French consulting 

group Capgemini.

From quick wins in support functions to contract management and 

defect detection in research and development, gas, water and electric 

companies could save their staff thousands of valuable hours of work. 

Utility companies around the globe find themselves performing a number 

of balancing acts. They work in a highly regulated space where plenty of 

processes are still done manually. Add to this a huge range of reporting 

requirements and software systems that don’t always easily integrate with 

one another, and you can end up with a number of inefficient business 

processes. Our platform can help with utility industry automation, mainly 

by streamlining processes and anticipating what’s next.

1. Automate common customer requests
Many incoming messages from utility customers are repetitive and include requests 

such as service starts and stops, address changes, or billing inquiries. These mean 

customer service representatives are occupied chasing down the requests, rather than 
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focusing on higher-value work. Luckily, Automation Hero’s utility industry automation 

capabilities help you easily handle these repetitive tasks.

The platform’s natural language processors (NLPs) can scan and understand the intent 

of a human message and then automate a response to it or route it to the proper 

department. It can even learn to take care of many if not all of the steps automatically, 

so that utility service can be switched on or off with little or no human intervention. 

These types of changes can be either unattended automation or reviewed and then 

automated by the user.

2. Process invoices faster and more 
efficiently
To process invoices inside any utility company, employees need to transfer information 

like dollar amounts, dates, and relevant entities or vendors (who’s paying whom) into 

an invoice capturing system. With Automation Hero’s utility industry automation, this 

process happens automatically.

First, the utility employee sends all invoices attached as an email to the Automation 

Hero backend. Our system checks for those attachments and extracts information 

from them, such as payment date, amount, P.O. number, etc. Then Automation Hero’s 

platform checks the database to see if the vendor already exists. If not, it can be 

programmed to create that vendor or entity within the database. After it completes 

its data preparation, our system will alert the user that all data has been prepared 

and that an automation can now be triggered to input all information into the 

processing system.

3. Interpret and upload notes from the field
Utility technicians and customer service agents make all kinds of reports about what’s 

happening in the field, including short-form notations on equipment or devices, and 

handwritten paper forms and notes. Deciphering this information quickly and uploading 

it into a centralized system can save the utility company time and money, not to mention 

improve the customer experience. But translating this type of unstructured data is 

often tedious, can be prone to data entry errors, and requires more manual steps 

than you might think.

Our utility industry automation tools can help streamline every part of the process. We 

can help scan, classify and extract key information from a wide range of documents, 

including reports of damaged equipment that comes in via customers. Once a 

document is scanned, for example, Automation Hero uses advanced OCR (optical 

character recognition) to extract relevant information as the first part of an intelligent 

automation, and then daisy chain another AI model that imports the information into 

the relevant system. We can also use NLP (natural language processing) to analyze 

any set of text written by humans, scanning it to discover things like its main topic or 

relevant department (e.g. sales, maintenance, customer service, operations, etc.).
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4. Help teams stay in compliance
Utility companies are typically required to submit reliability or other regulatory reports 

on a consistent basis. Normally, pulling together the documentation required to come 

up with these numbers can take weeks, or even months, to complete.

Using our utility industry automation, you can shorten the process from weeks to days, 

mainly by automating data extraction and upload. For example, our platform can help 

finance and other teams pull data instantly from multiple systems (including a centralized 

database or ADMS) and upload it into a new document. Throughout the year, when 

there’s relevant information generated that would impact this reporting, our platform 

sends a signal to the database to extract the information automatically. This prevents 

manual data extraction and entry work on the part of the utility company staff and will 

speed up reporting on outages and reliability.

5. Run more efficient equipment 
maintenance checks
The public counts on utility equipment for reliable service and safety, and ensuring the 

machinery is in working order is essential. That means proactively anticipating potential 

equipment issues and responding quickly before the equipment does fail is critical.

Working with a manufacturer of high-speed engines and propulsion systems, 

Automation Hero devised a two-step AI model that helped the company cut down 

the time its machines sat idle. First, we used OCR to convert unstructured data in 

equipment inspection reports into structured data that could be processed in just a few 

seconds. Then we used an AI model to cluster claims according to their commonalities, 

meaning corrective actions could be taken faster and, often, proactively. This solution 

can help utilities with managing their transformer and generator assets, as well as their 

bucket trucks. Our platform identifies trends so that companies can perform proactive 

maintenance — meaning technicians spend less time reacting to problems and more 

time preventing them.

What is Automation Hero?
Automation Hero’s end-to-end automation platform for the modern enterprise combines 

screen scraping, structured and unstructured data processing, machine learning, and 

the human workforce. It’s an operating system for automation — intelligently automating 

everything from simple tasks to complex business processes. This improves information 

worker productivity and drives more successful, optimized business outcomes. Its 

powerful backend focuses on three key areas: eliminating repetitive and time-consuming 

tasks, automating common asks and augmenting employee decision making.

Our AI models can help decipher 
and interpret field notes, including 
short-form notations and images 
from equipment or devices, along 
with handwritten paper forms.
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