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About the Speakers

Dave Khuong

• Assoc. VP, HCL

• Dave has over 30 years of industry experience in 
utility, mining, aerospace, oil and gas and 
consumer products. He has both functional and 
technical leadership in the areas of: Finance 
transformation S4 HANA, CRM, AMI, EAM, Data 
Governance, and SAP integration/Testing 
strategies.



Key Outcomes/Objectives
1. Think Business Not Technology

2. Involve and maintain alignment with executive leadership and influencers

3. Engage partner eco-system early and often

4. Challenges – new platform with quarterly updates

5. Business Benefits

1. Functionality, Usability, and Product Adoption

2. Operational Performance & Upgrades

6. Consolidated Platform – ability to consolidate disparate solutions

7. Supports Cloud First Philosophy

8. Rigorous Testing is Mandatory

9. Co-Innovation Works!



Agenda
• SCE Customer Service Re-Platform Program 

• Journey To C/4HANA Service Cloud

– Our Analysis

– Decision Criteria

– Expected Benefits

• Where We Are In Our Journey

• Partnership & Co-Innovation

• Wrap-Up



CSRP - Our Transformation Program



About Southern California Edison



Customer Service Re-Platform Program

Go-Live: April 2020Schedule

Efficiency: Streamlines processes

Customer: More relevant, satisfying experience 
More secure, faster delivery of new products

Reduces worked process time and lower maintenance costs

Strategic
Alignment

Helping customers make 
cleaner energy choices

Achieving operational and 
service excellence

Reliability: Replaces mainframe-based system
Fewer failures and impacts, eliminates 70% of existing customer systems

Benefits
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Workshops and 
Finalize 
Requirements

BY THE NUMBERS

INTEGRATION

102

Interfacing systems

Require remediation

628

120

SAP Development 
Objects (RICEFW)

Training Course 
Outlines

Build/Test 
PHASE 900

Change Impacts

222

Over

1500
Testing 

Scenarios

• C/4HANA Roadmap
• S/4HANA
• SAP Co-Development for 

Products & Programs

Up to

8B
Records to be 

migrated

5M
Customer 
Accounts 4,200

Users

84
Business Process      

Design

Documents

150
Systems to be

replaced

(70% of total)

376 
Third 

Parties

Over

400
Team

Members

• OpenText
• Customer 

Preference
• iEnergy Bolt-On 



The Technical Landscape at SCE is Complex



Why Move to the Cloud?



SCE’s Cloud Assessment
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Achieving operational and 

service excellence

May 2016

Initial Cloud assessment

July 2017

Re-opened Cloud 

assessment 

November 2017

Decision on Cloud 

implementation

Why Cloud?

• Continuous technology 
innovation

• Greater security and 
resilience

• Rapid elasticity or ability 
to expand the business

How to Assess?

• Develop an 8 criteria Cloud 
assessment framework

• Seek input from internal and external 
stakeholders (e.g. business units, IT, 
finance, Cloud provider etc..)

What Considerations?

• Does functionality meet 
business requirements? 

• How mature is the product 
within the utility industry?

• How secure is customer 
data?



SCE’s Cloud Assessment
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Strengthening and 

modernizing the grid

Achieving operational and 

service excellence

ID Criteria KPI

1 Business Case Nominal and present value of cost and benefits

2 Functionality & Usability Alignment of C4C functionality to SCE requirements 

3 Data Protection & Control Security of customer data

4 Proof of Technology System performance for the four call types

5 Change Management Impact on project team and end users

6
Parallel Initiatives & 
Dependencies

Impact of parallel initiatives on the Hybris/C4C Implementation

7 Product Adoption Confirmed clients (utility and other industries)

8
Operational Performance & 
Upgrades

System availability and on-going upgrades



What Our Own Analysis Showed

When comparing on-premise CRM 
(scenario 1) to C/4CHANA 
(scenario 2), C/4HANA exceeded 
or matched every relevant criteria
of our key stakeholder groups.

On-Prem CRM C/4HANA



Benefits of C/4HANA Service Cloud
Speed of Innovation
 Quarterly updates of new capabilities

 Improved analytical capabilities

 Agile configuration

User Experience
 Fiori Applications

 Streamlined Processes

Reduced Costs
 System and hardware upgrade costs reduced

 Continue shift of SME focus to operational expertise

Scalability
 Scale up in times of peak call 

center demands (outages) and 

back down
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High Level Landscape

HADOOP/EDW

102+ 
Other 

Systems

RFC Connect Systems

Other 
SAP 

Systems

Solution 
Manager 

7.2
BW

C/4HANA 
Marketing 

Cloud

C/4HANA
Sales & 
Service

S/4HANA ISU
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Functional Test Execution Non Functional ExecutionLegen
d

Full Mock Data Cutover

C/4HANA Marketing/Sales 
Releases Go-Live Preparation

Partial Mock Data Cutover

Contingency

20192018

TEST DEPLOYBUILD

2020

AJJM DNOSAMFJOJ DNSAJ J F M A

AJJM DNOSAMFJOJ DNSAJ J F M A

CT1 CT2 CT3

ITC3 – Q03 (Q07)ITC1 – Q03 (Q07) ITC2 – X03 (Q07)

UAT – A03 (Q07)

Performance Test 

- X03

Regression

Mock 1 Mock 2

Mock 4

Mock 4A

Go Live

1902

1911
Cutover

1811

1808

Dev and Unit Testing

2002

EDGE
Remediation

System Test – I03/Q03 (Q07) System Test – Q03

String Testing – I03 

1905

Mock 3

1908

11/05 to 03/29

12/03 to 05/31

02/19 to 05/03  - 11 Wk 05/06 to 07/26 - 12 Wk 07/29 to 10/18 - 12 Wk

11/18 to 1/24  - 10 Wk

11/12 to 02/28 - 16 Wk

11/18 to 01/31 - 11 Wk

11/25 to 01/31 - 10 Wk

SCE.COM

ITC4 – A03 (Q07)

10/21 to 12/27 - 10 Wk

Parallel Test (Billing) 

– P03

06/03 to 08/30

Controls Testing

Cyber Security

DR Testing –

X&P

Mock 4B

CT4Mock 4

2 Weeks

Wave 1: Design, Build & Unit Testing

Wave 2: Design, Build & Unit Testing

Wave 3: Design, Build & Unit Testing ST Wave 3 (3/18 to 08/30) 

ST Wave 1 (1/1 - 3/5)

02/24 to 03/06 2Wk

ST Wave 2 (1/31 to 6/17)

C/4 

Regression 

Testing 

C/4 

Regression 

Testing 

C/4 

Regression 

Testing 

C/4 

Regression 

Testing 

C/4 

Regression 

Testing 

Testing Schedule

WE ARE HERE!



Integration Test Cycle 1 – A Point in Time



On The Cloud - What’s different ?
o Dynamic scaling of environments based on needs

o Performance validation

o Infrastructure Responsibilities shift from SCE to SAP

– Can validate performance on Cloud Monitoring Center

– Notifications sent for outages, etc.

– Utilize Solution Manager Services to Monitor On-Prem and Cloud Solutions

o Public Cloud

– Updates Automatically Pushed to All Clients on Tenant

– Ability/Need to Regression Test

– Ability to turn features on/off

o Challenges with S4/HANA & C/4HANA Compatibility & Release Timings

o Freeze Point – need to align C/4HANA, S/4HANA and Testing Schedule



Cyber Security Infrastructure: On-Prem vs 
Cloud
o Engage Cyber Team Early

o Understanding SAP’s Cloud Data Security

o Cyber challenges with validating with cyber team to 
ensure we are compliant with current SCE standards

o Data Encryption Required for SCE, need to utilize S4 HANA 
Data Encryption leads to challenges, need to identify 
which tables and columns to encrypt

o Model Company – recommend implement On-Prem due 
to Cyber Security Concerns



Partnership & Co-Innovation



Partnering with HCL
Leaders Quadrant with Gartner for SAP Application Services

Almost 50% of all CR&B Implementations in US

SAP GSSP Pinnacle Award for 2018

Over 25 Years Utilities Experience and Prime SI for 22 CIS 

Implementations

 25 Active Utilities in North America with > 21 Million Customers

 37 CIS replacement and upgrades in North America

 600+ SAP Utilities Consultants in North America

 3000 consultants globally supporting > 25 utilities

Global Track Record of 
Success



Partnering with SAP
Professional Services –

o Provided industry expertise and advocated for capabilities in C/4HANA and IBSO co-
innovation efforts 

o Expedited resolutions. Example – 1809 MPM release. Resolved in 5 days vs 70+ days.

o SAP/HCL team worked for continuous improvement of design (leverage standard, improve 
UI, simplify enhancements)

Max Attention -

• Provided expertise and recommendations for all technical architecture aspects of CSRP 
scope: HANA, Integration, Analytics, Data Migration, Security and Fiori.

• Solution Manager 7.2 capabilities leverage to help CSRP with Solution Documentation and 
End-to-End system and business processes monitoring.

• Quick access to expertise-on-demand. Ex.: Model Company upgrade support. 



Need for Co-Innovation
Problem Statement:

• C/4HANA solution was relatively new with limited industry 

specific functionality

• CSRP Team saw opportunities to work with SAP to provide 

Industry Specific ideas for functionality to be incorporated into 

the product

Solution:

• CSRP Team partnered with SAP’s C/4HANA ISU team 

• Design sessions held at SCE and SAP’s Palo Alto sites

• SDGE participated in these design sessions



The Co-Innovation Process
1. SCE/HCL/SAP PSO identified and prioritized

approximately 20 key functional gaps

2. HCL/SAP PSO jointly composed functional 
overviews, including integration points with 
core IS-Utilities

1. Prioritize Gaps

2. Compose Functional 
Overviews

3. Conduct Co-Innovation Workshops 5. Release 
Reviews/Demos

4. Sprint Status Updates

3. Conducted two co-innovation workshops to 
detail and agree upon functionality and 
release alignment

1. Workshop 1 - 1805/1808; Workshop 2 -
1811/1902

4. After each sprint, updates were provided

5. Pre-release reviews and demonstrations of 
new functions



Innovation Initiatives



Automation Input/Outputs

BPEM

ITC Test Case

BPD/FS/TS

Process Flow

Training Material
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Reduce risk to project go-live by automating manual tasks.

HCL reviewed and 
prioritized 318 
exceptions on the 
following  dimensions :

▪ Expected Volume 
(H,M,L)

▪Complexity 
(H,M,L)

▪ Effort (H,M,L)
▪What Tool should 

be use to 
prevent/resolve 
the exception



HCL’s PEGA Practise Overview



Using Predictive Analytics to Predict Customer 
Behavior

Using predictive analytics, a 
SCE can:
o Prevent live agent calls by 

proactively communicating with 
the customers

o Present proactive interaction 
based on the Predictive Engine’s 
Best Next Action 

Building the Predictive Engine



Wrap-Up



Take the Session Survey.

We want to hear from 
you! Be sure to complete 
the session evaluation on 
the SAPPHIRE NOW and 
ASUG Annual Conference 
mobile app.



Access the slides from 2019 ASUG Annual Conference here: 

http://info.asug.com/2019-ac-slides

Presentation Materials

http://info.asug.com/2019-ac-slides


Q&A
For questions after this session, contact us at dave.Khuong@hcl.com



Let’s Be Social.
Stay connected. Share your SAP experiences anytime, anywhere. 

Join the ASUG conversation on social media: @ASUG365 #ASUG


