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About Tacoma

• Municipal Government and 5 Utilities

• ~220k residents

• ~187k utility customers

• ~3,600 employees

• 26 distinct departments

• 27 Unions

• ~2,952 pensioners.
Yes, a pension!! We are hiring!



SAP at City of Tacoma
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• Heavily customized
• 3rd Party Product

SAP Suite on HANA 

(42 Modules)



SAP at City of Tacoma
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SAP Ecosystem 
>150 Integration Points



Business Problem

• The City's Business Warehouse was not widely used –
approximately 40 consistent users

• Live SAP reports had been favored to do most of the reporting

• The City never switched from BEx to BOBJ, so reporting was antiquated

• Data is "locked" inside BW and is very difficult to join it with non-SAP 
datasets

• Many users simply ran BW reports so they could export the data to 
Excel/Access for analysis

• Our BW version was coming up on End of Life, and either 
need a major upgrade, or replacement

• Wanted to reduce reporting load on the SAP system

• It was decided that a cloud-based reporting platform would 
suit our needs best



Former SAP Reporting Process

New Business 
Reporting Need

Report Request 
Submitted to IT

Request Reviewed / 
Prioritized by 
governance

Assigned to IT 
developer

Report 
Developed

Business Validates 
Report

Report Made 
Available in 

SAP/BW

Update Needed?    Go Back to Start…

Typical Delivery?  3 – 12+ months

• Process is slow and resource intensive

• Doesn’t support urgent or changing business needs

• Provides access to SAP information (only) in MS Excel

1. SAP Report 2. Business Warehouse (BW) Query



Former Architecture
Real Time

Financial Controlling

General Ledger

Financial Controlling

Contract Accounts

Accounts Payable

Customer Care System

Plant Maintenance 

Sales and Distribution

Materials Management

Miscellaneous SAP 
Modules/Datasets 

BEx Analyzer

Data is commonly copied 
to other spreadsheets or 
department-owned 
database systems and 
combined with other 
needed datasets  

SAP Business Objects 
generates static reports 

AP

GLFI

Universes

CCS SD

Loaded Nightly



The Project

HANA + Analytics = Hanalytics!

• Phase 1 – Needed a new analytics platform

• Phase 2 – Start with finance general data enablement

• Phase 3 – Customer data general data enablement

• Phase 4 – PM data and the rest of BW stragglers*

*Stragglers ended up being a huge chunk of work!



Large Organizational Impact 

2019
Phase 

1

• 2019

• 2020

• 2021

Phase 
2

• 2020 

• 2021
Phase 

3
• 2021

• 2022
Phase 

4

• All 26 distinct departments were impacted

• 27% of staff were impacted stakeholders

• Integration of Change Management at initiation due to 
scale and scope of project

• Shift from having no centralized analytics program to 
emphasis on 'data-driven' decisions during these 
'unprecedented times'



Solution Overview

Data Lake 
(Snowflake)

Users

Self-Service 

Interactive 

Dashboards

Advanced Users

Create Standard Reports 

& Ad-Hoc Analysis

Daily Data Load

Users can interact with 

dashboards, drill-down & 
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Hana Data Views via 
FME ETL tool

Tableau Server Workbooks



Hanalytics Deliverables
• Hana Data Views

• 65 Phase 2 Views

• 76 Phase 3a Views

• 38 PM & BW Retirement Views

• 511 Underlying Private & Re-Used Views (building blocks)

• 154 Snowflake Data Views

• FMEs Workspace / Automation
• 255 (estimate) SAP to Snowflake Feeds

• 7 Other (e.g. Interfaces)

• Datasources
• 11 Enterprise Tableau Datasource

• 5 Snowflake Datasources

• Hundreds of Tableau Datasources (Operational, unique requirement, and One-Off)

• 17 Enterprise Reports

• Hundreds of Department Reports Utilizing Hana Data

Over 1,000 
assets created 
by the project 

and the 
analytics 

community!



Report Examples: Monthly Financials

Before After



Report Examples: Customer Payments



Report Examples: Customer Payments

For the first time, the business could answer 
some basic questions about customer 

payment behavior with the click of a button.



Report Examples: Customer Payments

Interactive dashboards make it easy for business 
users to explore the data and all its various 

dimensions



Report Examples: Customer Payments

Filters allow users to dive deep to answer 
specific questions about how and when 

customers make their payments.



Challenges

• No clear data owners/stewards of the data 
or the assets being created by the project

• Many SMEs with different processes and 
different business requirements

• Change management for hundreds of 
stakeholders in departments across the City

• Project team resources changed over time

• Business users largely unfamiliar with the 
tools and in some cases, the data

• Trying to define an analytics program and 
select a tool while executing the project



Successes

• Huge growth and interest with intentional investment into 
Community of Practice and cross divisional support

• Analysts have access to data they never had before

• Partnership with department members embedded in project

• 40 users on BW vs 900 users on Tableau

• 4.8 billion rows, 240GB in Snowflake

• 48k FME jobs per year

• City-wide expertise in a single query tool – Tableau

• Less load on SAP and fewer exported datamarts

• No longer 3-12 month turnaround time, now fully self-service

• Able to use analytics tools for project management rather 
than MS Project



Lessons Learned

• Lots of executive and departmental support was key

• Data ownership is important; data stewardship is critical 

• Data cleanliness – At the start of every project people say they're 

going to clean up data and processes – they don't

• Ensure project team members are dedicated to the project without 

competing priorities

• SAP data is way more complicated than you expect

• Prioritize what's important (44 Fact tables in CCS…can't do ‘em all)

• Success hinges on a partnership between IT and the Business

• Defined use cases are much easier than general data enablement

• No tool is perfect, so you make the best with what you have

• You can always build on things after go live



Thank You!

Jolene Cassal

Sr. IT Analyst 

jcassal@cityoftacoma.org

Hannah Ball

Sr. Utilities Economist

hball@cityoftacoma.org

Emily Becker

Change Manager

ebecker@cityoftacoma.org

Michael Frank

Customer Data Analyst

Mfrank@Cityoftacoma.org

Jennifer Cummings

Sr. Business Analyst

jcummings@cityoftacoma.org 

Bishal Paul

Data Architecture Manager

bpaul@cityoftacoma.org
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