In June 1999 Amerada management decided to create an
online energy service targeted at the domestic or house-
hold market. They wanted the service to work directly with
existing gas and electricity management systems and util-
ise existing resource (where possible) to minimise develop-
ment costs. They also required an interface to allow Ven-
tura, Amerada’s outsourced customer service provider, to
support these new online customers. Finally they required
rich functionality to allow customers to manage their own
accounts in order to support a price led proposition, funded
through reduced customer service costs.

“We recognised a number of challenges in this strategic
move, not least that the existing IT team were fully utilised
so we decided to look externally for technical and business
expertise. We selected iBlocks to develop this bespoke
solution because we felt that they fully grasped the scope of
the development” Steve Gilbert, Head of IT.

Development commenced in July 1999 and was split into
phases to allow Amerada to launch the site and then auto-
mate critical areas as the customer numbers grew. iBlocks
used its proprietary iMatrix software to create a middleware
solution which connected and brought together Amerada’s
underlying systems. The advantage of the middleware
solution was that it is required no changes to the underlying
systems and therefore did not disrupt the busy IT depart-
ment.

The separation of the project from normal day to day work
allowed rapid development of the solution.

The website allows customers to calculate savings, sign-up
with validation, and manage their accounts online. In this
system some 80% of processes are fully automated, allow-
ing Amerada to pass on to customers real cost savings.
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The website was created in conjunction with Amerada’s marketing
department ensuring that acquiring customers, serving customers
and ultimately retaining them was a key driver in the development.

On the acquisition of customers the system supports a variety of
marketing approaches within Amerada’s marketing strategy. Key
to this were partnerships with thirdparties where iBlocks developed
a style sheet approach to site look/feel allowing rapid rebranding
as required.

When Amerada launched a telecoms product iBlocks extended the
middleware solution to link to the underlying telecoms system,
integrating this product with the existing online service. This al-
lowed marketing to present a consistent message to all customers.

Amerada Online tries to encourage customers to manage their
own accounts in order to keep costs down. To this end the site
provides and encourages customers to use the online resources,
such as dynamic FAQs to resolve issues. Where a customer does
contact customer services built in workflow automatically identifies
issues and forwards to relevant teams to resolve (through an
iBlocks solution).

iBlocks continue to provide support and development for Amerada
Online.

Energy Management Resources for Business

iBlocks worked with Industrial and Commercial business at Ame-
rada to make available gas consumption data to very large users.
The system allows professional energy managers to manage multi
site contracts over the internet, seeing billing information, contract
data and consumption data in a graphical format (actual versus
expected). The solution is used to add further competitive edge
to Amerada’s proposition.

iBlocks also worked on a project to manage SME businesses over
the internet, allowing them to sign-up and manage their accounts
over the internet.

Rapid Data Entry

iBlocks created this solution to allow customer contracts to be en-
tered and validated into a web based solution. This solution con-
nects into Amerada’s underlying gas and electricity dramatically
improving data quality, reducing take-on time and associated
costs.
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