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Vision for Utilities 
Engage, serve, and win with Omni-channel Sales & Service Excellence 

• 360° consumer and customer view with, 

financials, usage/service history, service points, etc. 

• Increase account manager productivity 
with a simple and integrated tool to manage customer 

engagement and effectively manage new opportunities 

and leads.  

• Modern contact center and service 

capabilities fully integrated with IS-U SAP ERP and 

SAP CRM backend, with support for listening, 

engagement, and seamlessly transitioning between social 

media, SMS, Web, e-mail, and phone channels.  

Fully Integrated 

• IS-U ERP 

• SAP CRM 

• SAP hybris Marketing 

Planning, 

Targets, &  

Demand 

Side Mgmt 

Call 

Center/Social 

Field Svc 

(onsite,maint.) 

Sales Process 

Support  

Sales Tools 

Account 

Management  

& Outage 

Reporting 

Demand & Lead 

Generation 

Marketing 
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WEB MOBILE EMAIL CALL 
CENTER 

MARKET  
PLACE 

INTERNET 
OF THINGS 

CONTACT 
CENTER 

POS MARKETING  
CHANNELS 

DIGITAL 
GOODS 

SOCIAL 

UTILITY INDUSTRIES ADD-ON 

MARKETING SALES SERVICE COMMERCE 

HANA CLOUD PLATFORM 

• SEAMLESS customer 

journey across all channels 

• SINGLE VIEW of the 

customer 

• INTEGRATED across sales, 

service, marketing & 

commerce 

• Specific to your INDUSTRY 

* Standard C4C Field Service 

BACK OFFICE 

SAP CRM SAP  ISU ERP 

SAP Customer Engagement and Commerce 
Omni-channel customer engagement platform 



Cloud for Customer 
for Utilities 
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SAP CLOUD FOR CUSTOMER FOR UTILITIES 
ENGAGE, SERVE AND WIN CONSUMERS, NEW COMMERCIAL & INDUSTRIAL CUSTOMERS 

SOLUTION CAPABILITIES 

 SIMPLIFY AND REDUCE COMPLEXITY: Increase account 

manager productivity with simple & integrated tool to manage 

customer engagement and effectively manage 'new opportunity 

and leads.  

 WIN NEW CUSTOMERS AND INCREASE REVENUE: Manage 

complex opportunity with 360 account view fully integrated with 

IS Utilities backend.  

 RAPID ROI. Is fast to deploy and easy on your budget, and won’t 

tie up your IT resources. 

BENEFITS 

B2B SALES 

 Management Leads, Opportunities, activities and calendar 

 Optimize engagement with commercial & industrial customers 

 Review customer payment, invoice terms, business agreement to 

gain 360 view 

 Set contract dates, point-of-delivery at time of quote 

CUSTOMER SERVICE CALL CENTER 

 Omni-channel customer service for consumers and commercial 

customers 

 Optimize dispatching of technician to service locations 

 Access connection, premise, point-of-delivery information and 

service location 

INTEGRATED WITH SAP IS UTILITIES BUSINESS SUITE (SAP 

ERP & CRM) 

AVAILABLE IN MULTIPLE LANGUAGES FOR GLOBAL 

DEPLOYMENT 

AVAILABLE WITH SUPPORTING MOBILE APPLICATIONS ON 

IOS & ANDROID DEVICES 

Utilities  

Focus 

Solution 



© ©2015 SAP SE or an SAP affiliate company. All rights reserved. 7 PUBLIC 

C4C for Utilities B2B SALES 
Win and retain commercial and industrial customers 

Gain a 360-degree customer view with  

 Service location, contracts, business agreement , and 

financials data at finger tips 

Increase sales team performance and win rates 

 Manage leads and uncover new sales opportunities           

and quick create quotes 

Increase sales force productivity and CRM tool adoption  

 With access to real-time business information from        

backend IS-Utilities business suite on mobile devices          

and analytics 

 

 

 

Leads & 

Opportunities 

Customer 

Insights 

Pipeline 

Management 

Visit 

Management 

Quotes & 

Contracts 
Collaboration 

http://www.youtube.com/watch?v=cSic5yq_qRQ&list=UL
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C4C for Utilities Call Center 
Service excellence with integration to IS-U 

• Deliver consistent, contextual and relevant 

customer service experiences across 

devices and channels 

• Integrated with IS-Utilities backend 

business suite 

Customer 

Overview 

Customer 

Search & 

Identify 

Multi Channel 

Service (Social, 

Email) 

Service 

Tickets/  

Orders 

Knowledge 

Search 
Collaboration 

Premise, POD, … 
Move In,          

Move Out 

Meter Reading 

Information.. 

Financial, 

Invoices, 

Agreements… 
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DEPLOYMENT OPTIONS 
INTEGRATE WITH SAP AND NON-SAP BACKENDS  

SAP CLOUD FOR CUSTOMER FOR UTILITIES 
PACKAGED INTEGRATION 

C
lo

u
d

 S
o

lu
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o
n

s
 

Cloud + CRM 

SAP CRM 

SAP ERP 

Two-tier CRM 

Headquarters 

Subsidiaries 

O
n

-p
re

m
is

e
 

S
o
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o
n

s
 

 Pre-Built and Maintained Integrations (iFlows) 

Cloud for Customer 

Cloud for 
Customer 

Cloud for 
Customer 

SAP CRM 

SAP ERP 

Cloud + ERP 

SAP ERP 

Cloud for Customer 

Cloud + 3rd Party 

3rd Party System 

Cloud for Customer 



Multichannel 
Foundation for Utilities 
& Public Sector 
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Multichannel Self-Service is Two-Fold 

Foundation 
Secure, scalable, real-time, channel-agnostic, open standards, … 

 

1. Fast-track multichannel 
enablement with SAP 
Multichannel Foundation 
for Utilities   

Apps 
2. Claim strategic 

advantage with 
innovative apps 
people like 
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Responsive Web Application 

iOS/Android native mobile app (*) Desktop Web Application 

Enhancement Tools 
SAP Gateway Service Builder, 

enhancement spots, configuration,  

 

 

(*) iOS/Android native mobile app: planned RTC May 2015  

OData services tailored to 55+ typical  

business process steps of a utility company 

Simple and attractive UIs  
showing how to consume OData services 

Minimum release: 

IS-U 6.04 (EhP4) 

CRM 7.0 (EhP0) 

Deployable without upgrade 
as add-on to IS-U and/or CRM 

 

SAP Multichannel Foundation for Utilities  
What does it offer out of the box?  
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Enabling apps across channels 

CRM 
IS-U 

SAP for Utilities 

Non-SAP 

systems 
Non-SAP 

systems Non-SAP 

systems 
Non-SAP 

systems 

      

$ 

      

$ 

      

$ 
      

$ 

      

$ 

      

$ 
SAP Multichannel Foundation for Utilities (MCF)  

..the Multichannel way …the traditional way  

 Expensive 

 Not Scalable 

 

 Channel agnostic 

 Scalable 

 Out-of-the-box self-

service features 

 Secure 

 Built using open 

standards (Rest, OData) 

 Robust 

 Apps Analytics 
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Managing 
Online 

Accounts 

Create an online 
account 
(existing 

customer) 

Create an online 
account (new 

customer) 

Log into an 
online account 

Change 
password 

Log out of an 
online account 

Reset forgotten 
password 

Switch between 
multiple BPs 
linked to the 

online account  

Managing 
Customer 

Details 

View & update 
personal 

information 

View & update 
address 

information 

View & update 
contact 

information 

View & update  
communication 

preferences 

View & update 
preferred 
language 

Managing 
Utility 

Contracts  

Browse utility 
products 

Sign up for a 
utility product 

System creates 
either quotation 
or utility contract 

System creates 
technical data      
(if required) 

View status & 
details of active 

and future 
contract(s) 

End contract(s) 
for a premise 

Transfer 
contract(s) to 

another premise 

Change product 
for a certain 

contract 

View status & 
details of 

quotation(s) 

Managing 
Meter Reading 

Data 

View meter 
reading history 

Submit meter 
reading  

Submit meter 
reading 

anonymously 

View upcoming 
meter reading 

dates 

Viewing Bills 
and 

Consumption 

View account 
summary 

View 
consumption 

history 

View bills 

View details of a 
certain bill 

Inquire about a 
certain bill 

View current 
consumption 

(smart meters) 

View forecasted 
consumption 

(smart meters) 

Download 
consumption 
data (smart 

meters) 

Managing 
Budget Billing 

Plans 

View budget 
billing plans 

Change budget 
billing amount 

Opt-in to a 
payment plan 

Opt-out of a 
payment plan 

Managing 
Payments 

Manage bank 
account details 

Manage credit 
card details 

View & update 
payment/refund 

account  
assignment 

Make one-time 
payment 

Make one-time 
payment 

anonymously 

View payment 
history 

Cancel 
scheduled 
payment 

Communicating 
with the Utility 

Company 

Send a message 
to the utility 
company 

View past 
interactions with 

the utility 
company  

Request change 
of data which 

needs approval 

View Alerts 

Create service 
requests using 

Service 
Notification 

View service 
notification 

history 

View service 
order linked to a 

service 
notification 

Attach a file 
when sending a 

message 

Automatically 
trigger a 

workflow to 
follow up 

Managing 
Outages 

Report an outage 

View outage Map 

Minimum release: 

IS-U 6.04 (EhP4) 

CRM 7.0 (EhP0) 

1.0  (available since  

Q4/2013) 

1.1 (SP02, available 

since Q2/2014) 

1.2  (SP03, available 

since Q3/2014) 

SAP Multichannel Foundation for Utilities   
Feature Set 

*Note: New features of 2.0 are available in Responsive UI 

. 

2.0* (SP04, available 

since Q1/2015) 



Hybris Billing for 
Utilities 
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Convergent Invoicing is Part of the SAP Solution 
Hybris Billing 

Order 

Processing  

& Monitoring 

Order 

Capturing 
Mediation 

CRM 

SAP Offer-to-Cash 

Invoicing 

 and  

Payment 

Statements 

Financial 

Customer Care 

& 

Dispute   

Mgmt. 

 FI-CA 

Pricing, 

Rating, 

Charging 

Credit 

and 

Collections 

Mgmt. 

CI 

CC 

SAP Offer-to-Fulfill SAP BRIM (Consume-to-Cash) 

Offer Managment  

(incl. Product 

Modelling) 

CC CRM  

(for CFM) 

P
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s
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Financial 

Customer 

Care & 

Dispute 

Mgmt. 

Customer Financials Management (CFM) 

Convergent 

Charging 

ERP 

Sales and Order Management  
Convergent 

Invoicing 

Receivables 

Management 

& Payment 

Handling 

Credit & 

Collections 

Management 

CM by 

DigitalRoute 

Convergent 

Mediation 

 

 

CPS CPS 

Convergent 

Pricing 

Simulation 

Customer Usage Analytics 

A
n

a
ly

ti
c
s

 

Revenue  

& Expense 

Management  
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Convergent Invoicing 

Consumption  

Of Services 

 

Like 

Convergent  

Charging 

• Charge 
Consumption 
Items 

• Calculate 
Recurring Charge 

• Manage Counter 

Convergent  

Invoicing 

• Bill Billable 
Items 

• Create 
Invoice 

• Create 
Printout 

• Phone 

• Mobile Data, 

• SMS 

• Shopping 
Carts 

• Internet shops 

• Download’s 

• Toll Collect 

• Cars 

• Trucks 

• Heater 

• E-Mobility 

• ………. 

Billable 
Items  

Billable 
Items 

Billable 
Items 

Billable 
Items 

Con-
sumption 

 Items  

Con-
sumption 

 Items  

Con-
sumption 

 Items  

Con-
sumption 

 Items  

ETC_01_PrintOut_DKOM07.pdf
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Integration of Convergent Invoicing and IS-U 

Meter Reads 

Quantity 

Convergent Invoicing (CI)  

Billing & Invoicing Engine 

IS-U  

Billing and Invoicing Engine 

Consumption Events 

BIT BIT BIT BIT BIT BIT 

Billable Items  

Billing & Invoicing 
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Integration of Convergent Invoicing and IS-U 

The integration of the CI Billing document into the ISU brings the following benefits: 

 

• No change in the market communication 

• No change in the energy correction processes 

• No major change for agents as they know all ISU transactions and process 

• Minor change for the bill presentment 
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Convergent Invoicing / ISU integration 
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Convergent Invoicing / ISU integration 
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Convergent Invoicing / ISU integration 



Useful Links 

Access the BRIM-section in our SAP Customer Network SCN 

Access the MCF in our SAP Customer Network SCN 

http://scn.sap.com/community/brim
http://scn.sap.com/docs/DOC-51663


THANK YOU. 

@migmgs 

Miguel Gaspar Silva 

 

https://pt.linkedin.com/in/miguelgasparsilva 

Miguel.gaspar@sap.com 


