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Capgemini Business Process 
Outsourcing – A Component of 
the Capgemini Utility Practice
Utilities big and small are under 
continuous pressure to improve 
customer service and reduce 
operating costs. These pressures are 
magnified by strong advances in the 
underlying technology ecosystem, 
and in combination are impacting 
a workforce that is undergoing a 
generational change, from baby 
boomers to individuals at ease with 
information technology at work as 
well as home. In this setting, utilities 
are looking for trusted and highly-
skilled partners for assistance and 
advisory in navigating the future. 
Capgemini is such a company, 
successfully helping utilities worldwide 
for over 50 years and today a pioneer 
in business process outsourcing and 
smart energy systems. 

The Capgemini Utility Business 
Process Outsourcing (BPO) practice 
is focused on helping utilities succeed 
in both providing excellent customer 

service and in reducing the cost 
of transactional and related tasks. 
The practice is capable of driving 
a whole suite of solutions to the 
utility industry as well as providing 
complete Meter to Cash, Customer 
Service, Finance and Accounting, 
and Supply Chain services. It offers 
access to specialists with advanced 
skills, also in social media and content 
management. We are well equipped 
to help utilities with needs both big 
and small.

Our business philosophy is to 
work with our clients to become an 
extension of their staff and an integral 
part of the business process flow. We 
are known as the company that offers 
a “Collaborative Business Experience” 
and we believe that only when we 
work together will the outcome of our 
collaboration be a result that makes 
both companies successful.

Social Media Monitoring / Response
The last decade was about extending 
customer service to include email 
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and chat support, this decade will be 
about understanding and responding 
to the masses through social media. 
Do you know what customers are 
saying about your Smart Grid projects, 
recent outage or your customer service 
– online to their friends, colleagues 
and the world in general? In the past 
our customer conversations were one 
to one, now they are one to many on 
both the customer side and the utility, 
with the whole world watching and 
taking sides.

Capgemini is highly involved in 
looking at how the power of social 
media can be harnessed to improve 
the relationship between organizations 
and their customers, to offer products 
and services that are more in tune 
with customer requirements, and to 
be proactive in resolving potential 
problems or in responding to potential 
needs. The critical decision that you 
need to make today is to engage– 
and to build a strategy for engaging 
– in this space as today global 
corporations, including utilities big 
and small, cannot pretend that what 
is said in the virtual space has no 
impact on actual customer satisfaction 
and, in turn, on measurable 
company performance.

Demand Response / Home 
Energy Management
Home Energy Management and 
Demand Response capabilities have 
advanced greatly, on one end because 
of the rising costs of energy and, on 
the other side, thanks to the evolving 
maturity of Smart Grid infrastructure 
and technology. Capgemini does not 
offer a hardware device or system 
but rather the capability to facilitate 
the successful implementation of 
this type of projects. Just in the past 
year we helped several utilities with 

their programs, offering a complete 
turn-key service, including customer 
acquisition, scheduling, in-home 
activity management, contractor 
oversight, and tier 1 & 2 support 
capabilities. We have developed 
processes and scripts, and have 
customized software to assist in 
managing the complete Home Energy 
Management customer acquisition to 
support processes.

Most utilities do no have the in-house 
experience or skills to sell a program 
to customers and then to manage the 
activities inside the customer home. 
Capgemini has the capability to either 
manage the program long-term for 
you or to assist in its management in 
the beginning to get you jump started.

Customer Care and 
Transactional Services
Capgemini prides itself in providing 
quality customer care from locations 
that offer a variety of price points 
to our customers. We trademarked 
the term Rightshore® because we 
truly believe that every customer is 
different, and outsourcing is only 
successful when it is provided from 
the right location. We offer solutions 
in North America, Central America, 
India and Manila. All of our delivery 
centers are managed using state of the 
art tools and call center industry  
best practices.

We have experience in serving 
regulated companies, energy 
retailers, distribution companies and 
generators. We provide all contact 
center services as well as all utility-
related back-office functions. Our 
comprehensive experience in all 
aspects of utility processes makes 
Capgemini a world leader in quality 
customer support for utilities.
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Customer Acquisition Services
Capgemini has developed processes 
and tools to manage many aspects of 
the customer acquisition process. We 
can help you manage, via a structured 
process, customer acquisition from 
the origination of a marketing idea 
through to implementation in the 
contact center and among the field 
sales force. We can provide outbound 
sales agents, whose efforts can be 
augmented by agents with have social 
media skills, to help you sell through 
traditional distribution channels and 
so you can get the best out of the new 
emerging online channels.

Vendor Management
In addition to providing staff, 
Capgemini has experience in 
managing other vendors. Through 
our Command Center, we can help 
you manage all your outsourcers 
under one comprehensive umbrella, 
providing consolidated reporting  
and analytics to help you manage 
vendor relations efficiently and 
with transparency.

Content Lifecycle Management
Content Lifecycle Management (CLM) 
is now more important than ever 
because customers are seeing more 
and more information through web 
applications and because the Smart 
Grid is enabling more capabilities 
whose full harnessing is dependent 
on access to accurate information. 

Content in the utility world 
usually comes in the form of either 
engineering drawings and data, or 
customer procedures and rates. Since 

Capgemini’s CLM practice was born 
to first benefit the aerospace industry, 
we understand the importance of 
maintaining accurate information 
– there are few things as important 
as complete, comprehensive and 
up-to-date aircraft maintenance 
documents. We have adapted these 
processes for the utility sector and 
can help you move your content into 
an environment that is easier and less 
expensive to maintain.

Collections Management Services
Following its recent acquisition of 
VWA Software, Capgemini is soundly 
positioned to help you move beyond 
collection calls. We offer processes, 
technology and methodology to 
maximize the value of every dollar 
spent on collections. Statistically 
understanding your customers and 
the predictive payment patterns 
helps to correctly and optimally 
focus collections efforts for better 
effectiveness at a lower cost. For our 
utility clients, we combine staffing 
with know how and technology 
to help with both residential and 
commercial collection activities.

Accounts Payable Services
Capgemini has extensive experience  
in being the outsourcing partner  
for all or part of the accounts  
payable process for clients from  
many industries, including utilities. 
We have found that by providing 
a team that takes advantage of 
a Rightshore® configuration we 
can reduce AP costs and free up 
experienced resources to add value  
in other parts of  the organization.
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We have a Global Process Model 
(GPM) for accounts payable which we 
can implement for maximum process 
efficiency and, thus, to lower overall 
cost. From vendor management to 
bank reconciliation, we can help you 
improve and run your accounts.

Finance and Accounting Services
Capgemini helps utilities worldwide 
to better manage their General Ledger  
processes and related activities. We  
focus on the tasks that are transactional 
in nature, allowing the utility company’s 
staff to focus on the strategic aspects 
of the accounting organization. Our 
model assures that the management 
of finance and accounting tasks is 
measurable and can be benchmarked, 
to yield significant cost savings to  
the organization.

Supply Chain Management
The utility supply chain is complex, 
with purchases for fuel, parts 
for generation, and supplies for 
transmission and distribution. In 
addition to these industry-specific 
categories, tens of millions of dollars 
are also spent on standard processes 
and tasks seen in other industries, 
such as IT services and office supplies.

Capgemini has found that taking a 
category-specific approach regardless 
of industry can drive significant 
savings. Our category managers 
understand how the various 
industries buy a specific category. 
They can help you with your overall 
supply chain processes or partner 
with you to manage a defined few 
“common categories.” Thanks to the 
collective industry-specific know 
how, Capgemini can help guide an 
individual organization in how to 
reduce costs on virtually any scale 
within the Supply Chain processes.

Capgemini Utility BPO services 
are broad in scope and deep in 
experience. Whether you need help 
in a specific area or you want to learn 
more about a defined service, please 
feel free to contact a Capgemini 
representative to further discuss our 
BPO service offerings and how we 
may help you achieve the desired 
outcomes: improve service and reduce 
costs in your company.



www.capgemini.com/bpo

Vengroff, Williams & Associates, Inc.
www.vwainc.com

Rightshore® is a registered trademark belonging to Capgemini. The information contained in 
this document is proprietary. Copyright © 2012 Capgemini. All rights reserved.
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For more information please contact:

Craig Preston
Vice President – Utility BPO Services
678-360-5110
craig.preston@capgemini.com

Karen Sweat
BPO Utility Sales Executive
312-459-9746
karen.sweat@capgemini.com

With around 120,000 
people in 40 countries, 

Capgemini is one of the world’s foremost 
providers of consulting, technology and 
outsourcing services. The Group reported 
2011 global revenues of EUR 9.7 billion.

Together with its clients, Capgemini 
creates and delivers business and 
technology solutions that fit their needs 
and drive the results they want.

A deeply multicultural organization, 
Capgemini has developed its own way 
of working, the Collaborative Business 
ExperienceTM, and draws on Rightshore®, 
its worldwide delivery model.

Learn more about us at 
www.capgemini.com 
 
 
Rightshore® is a trademark belonging to Capgemini.
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