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* Dave has over 30 years of industry experience in
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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.
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Think Business Not Technology

Involve and maintain alignment with executive leadership and influencers
Engage partner eco-system early and often

Challenges — new platform with quarterly updates

Business Benefits

1. Functionality, Usability, and Product Adoption

2. Operational Performance & Upgrades

Consolidated Platform — ability to consolidate disparate solutions
Supports Cloud First Philosophy

Rigorous Testing is Mandatory

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




Southern California Edison (SCE),
an Edison International company, is one of

the nation’s largest investor-ovwned utilities.

SCE’'s service territory includes about cities and
communities with a total customer base of about
residential and business accounts.

The company serves nearly people in a

0

ervice area within Central,
Coastal and Southern California.

SCE is regulated by the California Public Utilities Cormmission
and the Federal Energy Requlatory Commission

SCE rmaimintains more than
miles of transmission lines

service territory contains approximately

electricity poles
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~ phone calls in than

-
languages. A -~ » volunteer hours.

Basad in Rosamead, Calif.,
the utility has bean providing
alactric service in the region
for more than years.

During the past five years,
SCE's energy aefficiency
programs have helped
customers save enough
anergy to powear

homes
for a year.

In order to continue powering
California’s growing population
and aconomy, SCE plans to
invest up to

aovar the naxt threa years

aexpanding and strengthaning its

alactric system infrastructure.

If you were to lay down
the wires that makeup
SCE’s extensive
transmission and
distribution network
end to end, they would
traverse the United
States approximately

times.

HERN CALIFORNEA

EDISON-®

An EIDISON INTERNATIONAL® Company




Customer Service Re-Platform Program

Strategic Helping customers make Achieving operational and
Alignment cleaner energy choices service excellence

Schedule Go-Live: April 2020

Reliability: Replaces mainframe-based system

Fewer failures and impacts, eliminates 70% of existing customer systems

_ Efficiency: Streamlines processes
Beneflts Reduces worked process time and lower maintenance costs

Customer: More relevant, satisfying experience

More secure, faster delivery of new products
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The Technical Landscape at SCE is Complex
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Why Move to the Cloud?




SCE’s Cloud Assessment

Why Cloud? What Considerations? How to Assess?

* Continuous technology * Does functionality meet « Develop an 8 criteria Cloud
innovation business requirements? assessment framework

* Greater security and * How mature is the product « Seek input from internal and external
resilience within the Utlllty industry? stakeholders (eg business units, IT,

* Rapid elasticity or ability  How secure is customer finance, Cloud provider etc..)
to expand the business data?
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SCE’s Cloud Assessment

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 Inltl.at|ves & Impact of parallel initiatives on the Hybris/C4C Implementation
Dependencies

7  Product Adoption Confirmed clients (utility and other industries)

Operational Performance &

Upgrades System availability and on-going upgrades
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What Our Own Analysis Showed

When comparing on-premise CRM Five Key Stakeholder Groups T
(scenario 1) to C/4CHANA Relevant Criteria & Summary Scores

(Scenarlo 2)1 C/4HANA excequd_ Customer Call Center (CCC) Information Technology (IT)
or matChed every rEIevant crlterla * Functionality & Usability * Data Protection & Control

'GIN

of our key stakeholder groups. + Prof of Technology

1
9
-
* Proof of Technology '\. C
¢ Change Management /\‘, (

* Operational Performance B ~
& Upgrades \' ‘

* Product Adoption

On-Prem CRM C/4HANA

Customer 50 67
Scena"ﬂs 1 2 * Functionality & Usability
« Data Protection & Control g
Total Score 45 67 * Change Management CSRP Leadership

1l 2

* Business Case f‘, '/
Finance * Data Protection & O a

i 2 Control :
* Business Case i_‘ ‘i, * Change Management /5 O

| W2

* Data Protection & Control 0 Q + Product Adoption lli_/. <‘\’




Benefits of C/4HANA Service Cloud

Speed of Innovation Scalability

- Quarterly updates of new capabilities > Scale up in times of peak call

— Improved analytical capabilities center demands (outages) and

- Agile configuration

back down

0.

User Experience

-  Fiori Applications

—>  Streamlined Processes

Reduced Costs

- System and hardware upgrade costs reduced

- Continue shift of SME focus to operational expertise




High Level Landscape

C/4HANA
Sales &
Service

C/4HANA
Marketing
Cloud

Prod (P03) 102+
O — Other
Systems

opentext’ / \
HADOOP/EDW
RFC Connect Systems /
Other Solution
SAP Manager
Systems 7.2
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esting Schedule

2018

2020

DEPLOY

I e

L SCE.CO

Wave 1: Design, Build & Unit Testing
EDGE

Remediation Wave 2: Design, Build & Unit Testing

1
Wave 3: Design, Build & Unit Testing —
|

Dev and Unit Testing

< 11/05 10 03/29
String Testing — 103

12/03 to @b/31
System Test —103/Q03 (Q07)

Go Live

06/03 to 08/30 02/24 to 03/06 2Wk

1808 System Test — Q03

‘ ‘ 02/19 to 05/03 - 11 Wk 05/06 to 07/26 - 12 Wk 07/29't0 10/18 - 12 Wk 10/21 to 12/27 3O Wk
1811

ITC1 — QO3 (Q07) ITC2 — X03 (Q07) ITC3 — QO3 (QO7) _ 2002
cit - AN I A A I A =
Regression
Tglestmg L Mock 1 CTL “Vowk2 cT2 Mook | CcT3 CcT4

Mock| 4
Controls Testing
Cl4 ; 1902 1905 1908 11/18 to 1/24 - 10 Wk
Regression )
Testing "\ I‘\ 4-\ Regression
L’ L- 11/12 to 02/28 - 16 Wk
Cl4 cla cia . UAT — A03 (Q07) +
Regression Regression Regres_smn -~
Testing Testing Testing Mock 4 eeks

11/25 to 01/31 - 10 Wk

. Parallel Test (Billing)
- P03

Mock 4B

11/18 to 01/31 - 11 Wk

A Performance Test
Mock 4A - X03

Cyber Security
DR Testing —
X&P

Leien A Partial Mock Data Cutover t C/4HANA Marketing/Sales Functional Test Execution Non Functional Execution
A Full Mock Data Cutover

Releases + Contingency Go-Live Preparation Q
1 s U G




Integration Test Cycle 1 — A Point in Time

Highlights:

o Qverall 754 Test Cases executed out of 661 Test cases planned till today.
P f %TESTING TACHOMETER

¢ Test Execution for CIM, D&F, U&B, FI, Payments and CC s In Progress. AN

¢ Overall 255 Defects are logged. 5 outstanding defects are being triaged. IR VRS

Week 8 ending April 12

TRY YR

Overall Execution & Defects Summary:

O 2 O R 7
54 Test Case Execution, Planv.Actual  # of Outstanding CriticalDefects  CriticalfHigh Defect ClosureRate:
580 inaverage day)
ITC1 Testing Highlights:
*  ITC1 execution is progressing as planned with test cases planned for
Week 9 executed successfully.
174 ®  These are the high-level stats:
854 745 661 754 580 174 1 17 11 17 ¥ Total Test Cases planned till end of Week 9 (04/19) - 625
¥ Test Cases executed — 633 (Passed — 549, Failed -84)
87% 77% 88% 68% 20% 1% 2% B — > Defects - 236 (Qutstanding - 11, Fixed/Closed/Re
test/Rejected/Deferred - 225)

dencies for overall ITC1 Completion: Usage & Billing
¥ Defect (703,705,703, 702) related to MDMS is holding up 39 test

U000 (loee

< (’O cases preventing the progress in execution.
‘\o\ ¥ Test cases heavily backend loaded due to delay in getting the
MDMS functionality working.
Actions: Usage & Billing
Ic1 Weekly ¥ Tiger team has engaged U&B B team, D&F Bl Team, ITRON in
14 9 Pole Position working sessions to get this issue resolved.
- 20 d ¥ Daily Defect Triage meetings are being conducted with stake
OVERALL DEFECT SUMMARY = Qutstan lng holders to address any dependencies.
- # Offshore weekend work has been planned as contingency to catch
. . . - e > g = R etest/ Fixed up on the Billing test case numbers in next couple of weeks.
s | 20 [ 279 | 55 | 34 | i
Rejected
= Deferred
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On The Cloud - What’'s different ?

Dynamic scaling of environments based on needs
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
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 COMPUTER:.._. e,
ensure we are compliant with current SCE standards o cu‘“zgx ] lée[vlnmgsk“k""é

o Data Encryption Required for SCE, need to utilize S4 HANA SYS u m*gc'}:‘}géss ®
Data Encryption leads to challenges, need to identify = OFTWARES o
which tables and columns to encrypt

i
NFORMATION

=
2 §i

i
—

Ll
[T

lﬁ;

CYBERSECURITY
al

o Model Company — recommend implement On-Prem due
to Cyber Security Concerns
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Partnership & Co-lnnovation




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 Sl for 22 CIS

Implementations Global Track Record of
Success

— 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




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
Ul, 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.
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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 intc

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 3. Conducted two co-innovation workshops to

approximately 20 key functional gaps detail and agree upon functionality and

2. HCL/SAP PSO jointly composed functional release alignment
overviews, including integration points with 1. Workshop 1 -1805/1808; Workshop 2 -
core IS-Utilities 1811/1902

After each sprint, updates were provided

5. Pre-release reviews and demonstrations of
new functions

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

2. Compose Functional 4. Sprint Status Updates
Overviews




Innovation Initiatives




Automation Input/Outputs

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

BPEM

n BPD/FS/TS

“;::z::;'" % P ptio o { Descriptio Passible Resolution(s) Volume | Camplexity |Effort | Tool
\erify High Bill Abilty for the system to perform 2 high bill |1 Werify High bilis carrect. note aceount
validation agsinst the account's specific bilng bistory |thatic has beenreviewsd
! Pending o and create an excepiion or outsert i validation fails. The [2) CancelfRiebil accaunt since high X
Billng Teohrical BI02 SpecislBiling E2E |, Jidation shal laok at 12 month billng history and usage isineaneet, centact COCIBCD for Medium |Low Low RPA  |Westher data - changein of
Information & b s serablch usiomer comtact
validstion threshold. For suample, fthe threshold s 10 |3t derto the field
Ferding e/ ater Meter Estimated Bil -4hen a uater metered ‘21]‘|55“E oiderts ""T field m:“tk Up Fiead
lssue meter testimeter change
Billng Technical | BI03 | EndioEnd Group | S222ntviliesultin an sxtimated bl create avset Low  |Low Low | |Low uohmen of ater meter
iy sucaption for resclution; estimated bils are rot slowed
onwater metered scoounts
Billng Error Mas=: BPEM case s crested toidertiy sy |Usstwil analyzs the sccourt 1o derify
Perving enors generated during the biling process, thathave |the reason for the ermor andt
Biling Tonmioal | BIO4 | EndroEnd Group |FrEeniedthe (estimate Medim |Low Loy |mpa  |MemtormParslelsndpos
Ifommation The ertar loaged may be due ta the following (2)issue an order to the fisld determine characteristio for
~Reading!Billng Determinares Missing (3) update technical master data
~Nio Flead Obtained (4) updte the usage in EE
Walidste MOUS re sporise for missing bil
Perding Revieu E\I:mg D;éep:lrgmi:‘s: Upen I::z.ei‘\ploc: xt\e b\_Hlngl Sitsvm\nanls an'd tgre wlh; the AbspiBu
Biling Technical BI0S EndtoEnd Group |1 P o0e® o™ ' the required Siling aeterminarts | billng respenss fram il Medium | High High |siness |Prevention measures to pref
{.2.TOU usage) are not present, the biling system shall (1] Comrect Rats
Information Pracess
create aBPEM Caze (2) Conect Usage
(3) Canzot Meter Pragiam
Analyze missing parametsr
Create 3 BPEM case anytime all enpected master data | {1lupdate the Installation facts
Pending vesuired forbiling .. ator, price. installaion fact) are. |(2) csmactrate AbapiBu
Billng Techricsl | BIOB | EndwoEnd Groue ot atetedbis ey |31 reveree rebil Medium | High High |siness  |Prevertion messurss to pres
Information, ’ oo Process
or any otherinterface] or are otherwise missing.
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= The Customer Centric Hub is designed to provide the user
with a 360-degree view of the customer, showing real time
views of related open work and exceptions, past
interactions and the history of completed work.

= Itis essential for users to utilize CCH for all BPEM Case
investigations for efficient case resolution and
productivity/performance tracking.

Overview of Centric Customer Hub

Energy fo

Ahead

Device and Field - Work Management

Business Process Design

Version 0.3

i

I
Test ID. 3619

B Detais
Design Steps
Parameters
Test Configura
Attachments
Req Coverage
Linked Defects
Dependencies
Business Mod
History

[ e X

&

inison

» X DE 08 F(%aQ RSB A
0 Step Name Description Expected Result

1 o SAP C4C system with vad Login fo system should be successhil
credentials

2 Go to Indidual customer work centre New Business Partner page opened in
view from under Customer work centre  CAC
which is from CCA territory

3 Now move to the search box located i Existing Business Partner get
upper right side, then search for and Confirmed
confirm an existing BP.

4 Ciick on BP name. New page for BP get opened

ITC Test Case
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HCL's PEGA Practise Overview

10+ years of existence
550+ PEGA Consultants = .
000 20+ Active Programs

40% Certified Consultants — Gold Sponsor at Pega World 2017

What Makes us Different?

Key Solutions

HCL’s Differentiated Approach through Competency Center

* Workforce Productivity - Cognitive capability of human mind can be automated by robots

Award Winning Solutions for:
to perform mundane and monotonous work. .
P ! Insurance FWA management
= Platform Centric Approach inline with 21 CE AD vision ™

Customer Engagement for Heath Insurance

* |ncubation Center for Disruptive Innovation [R&D wing]
® Robotic Process Automation and Cognitive Learning for addressing

*  Containerization of Pega Solutions to scale the implementation [BPM-DevOps] ol
% Workforce Productivity/ Intelligence and developing "Self-Healing"

*  Design Thinking - Better way of Process Engineering than Traditional ways of Impl.

processes
=  ALMSmart - Gold Standard ways of Agile project execution
= BPM Cookbook Patterns, PathFinder Process Repo. & BPM Blue Printing Methodology ® Customer Decision Hub for enriching Customer Experience.
* Well rounded BPM Approach — skill Ace Academy # Providing the Right Offer to the Right Customer at the Right Time

via the Right Preferred Channel

sz Bl bl b B (CDaaS (Continuous Delivery gz o So—riont Dimolin~ (Doco Mo/
2 blueprint) for Operational Exc RS AL =82 T8 )| = 245
X Application Development
ep——- 1 e WATERFALLish approach of Re G s
ms""'m'd"'d& AN OCBC Bal‘lk Deutsche Bank ‘ AUN%HERE & WorkFusion

CommonwealthBank Ny NASCOr , MERCK ® 15+ patents in the areas c i ) A& PEGA
r N .. < systems blueprism #7 Haystac €grensnuea
TELERQD O rvcranenrons @ Dialogfiow -
UijPath ABBYY
MS Cognitive

korefd) ) GoogleCloud  services
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Using Predictive Analytics to Predict Customer
Behavior

Using predictive analytics, a Building the Predictive Engine
SCE can: ’ " T\
: Train | Deveiop Veliete |
o Preven-tllve agent ca.IIs I?y | AN - A AR - |
proactively communicating with e |

i Call Types SIAHANA
Score | Algorithm ffies
]
]
i
i

the customers

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

______________________

! Build and Test programs | Train Score

L ———







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.




Presentation Materials

Access the slides from 2019 ASUG Annual Conference here:
http://info.asug.com/2019-ac-slides



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

You




