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THE CHALLENGE PERFORMANCE BREAKTHROUGH
Mansfield Municipal Electric Department (MMED) serves By integrating its Outage Management System
10,000 customers in Southeastern Massachusetts. As (OMS) with Convey’s engagement operating
extreme weather events increase and ISO New England system, MMED rapidly modernized its customer
prepares for possible load curtailments, MMED needed a communications.

more responsive, localized way to notify residents of

outages and maintenance events. + 45-day deployment: Operational in time for

spring/summer infrastructure work.

Traditional channels lacked personalization and speed.

* Multi-channel messaging: Proactive alerts via
» The town’s mass notification system couldn’t target voice, text, and email with local branding.
impacted customers.

» Personalization features: Text-to-speech and
» Manual outreach created operational inefficiencies. on-demand voice messages recorded by town

leadership added familiarity and trust.
« Customers were potentially unaware or unprepared for

service disruptions. * Real-time insights: Convey enabled MMED to
monitor deliverability and track community
engagement.
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Modernizing
communication for

real-world impact

THE VALUE PROPOSITION

For municipal utilities aiming to enhance reliability and community trust, this

solution delivers:

Targeted,
high-impact
communication

Segmented alerts based on
meter topology and outage
data.

Improved
customer
experience

Residents received timely,
relevant information to
make informed plans
during outages.
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Operational
efficiency

Automated workflows
reduce manual effort and
response time.

a»
X
Scalable for

future needs

Potential expansion to water
GIS, ERP, and alerts like main
breaks and boil water
notices.
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2024

JAN 1 - MAY 15

MESSAGES
SENT:

20,749

MESSAGES
DELIVERED:

20,617
99.4%

DELIVERED

< e Virtual Assistant Chat

Outage alert: Power isoutin
your area due to severe ‘
weather. Crews are responding.
Estimated restoration by 6:30
PM. For updates, visit our

outage map.




