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A Customer Centric Digital Platform For Utilities

Utilities the way we see it

Utilities in a changing world
New digital technologies like smart metering and smart
homes, together with the rise of mobile connectivity and
social media, are playing a major role in transforming how
utilities and customers interact.
Utilities are going through major changes with deregulation,
unbundling, competition and sustainability as key drivers.
In order to face the challenging market and regulatory
environment in combination with changing customer
preferences and behaviour, utilities need to rethink their
customer strategy, transform their business models, redesign
and streamline their business processes and build a more
flexible, agile and integrated application infrastructure.

their own active involvement in energy management. Utilities
need to promote greater customer involvement by improving
information flows to consumers through trusted and preferred
communication channels.
The Customer Centric Digital platform needs to seamlessly
connect customers with the utility’s front and back-office
processes, providing a personalized multi-channel experience.
However, this platform also needs to leverage the information
and processes residing in existing IT investment in a ‘wrap
& renew’ strategy to reduce overall investment required for
this digital transformation. The benefits are high customer
satisfaction, a seamless multichannel experience, maximum
operational efficiency with minimum additional investment,
and the leveraging of existing IT investments to deliver new
products and services.

The critical customer needs nowadays are customer
satisfaction, reduction in energy expenditures and mitigating
the environmental impact of power consumption.
Utilities in deregulated markets need to have effective
marketing, sales and service processes in place to acquire,
grow and keep the profitable customers. Market and customer
intelligence can be dynamically gathered and analysed - with
social media as an important source - for instant identification
of customer demands and to deliver the best ‘next action’ in
every interaction whatever the channel.
Energy conservation can be powerfully addressed through
the introduction of digital technologies like smart meters
and smart homes. Consumers have huge expectations
from these smart energy services. However, the majority
of consumers have limited awareness about the extent of
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The existing landscape
In most cases, today’s utilities have a large number of
individual applications that are linked together by a complex
web of relationships, bringing together divisions and
departments, connecting key processes, and managing entry
and exit points between the core enterprise and customers
using a wide range of channels.

lost among too many redundant, disjointed applications and
information. At the same time they are expected to lower their
time spent per interaction with each customer. In addition
time-to-market for new products and service could be
improved, while the benefits of process optimization are not
realized due to the long time required to make changes.

Utilities have made significant efforts to build front-office
desktops and customer portals providing access to their
multiple back/middle-office applications and information
repositories. But all too often, customer representatives are

Figure 1. Existing Landscape
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Some of the key challenges faced are:
• Connecting across the overall value chain (including

•
•

•
•

•
•

customers and partners) via preferred channels including
social media
Personalising interactions and information to address
customer-specific needs
Legacy systems and processes that hinder business
agility to launch campaigns or new products and
services (including those related to sustainability) over
different channels
Shift to lower cost channels preferably handled by
customers themselves
Disconnected internal processes, leading to lack of
visibility into the end-to-end process, particularly at an
enterprise level
Process optimization and improvement to adapt to
changing business scenarios and continuous improvement
Multiple systems and platforms within the organization that
are siloed

The new digital technologies required for smart energy have
made the existing IT infrastructure incapable of handling the
new smart services expected by consumers. In addition it is
unable to cater for digital consumer technologies.

Intelligent BPM (iBPM) based
Customer Centric Digital
Platform
Capgemini’s Customer Centric Digital Platform is based on
intelligent Business Process Management (iBPM). It can help
utilities maximize their return on investment (ROI) by giving
them a single platform to unify their customer-facing business
processes with their internal operational processes. The
customer centric digital platform unifies your customer facing
contact centres, social media apps or mobile/web channels
with your internal business processes such as meter-to-cash.
It is a platform that spans the customer information system
(CIS), meter data management system (MDMS), service
delivery system, meter communication network (AMI) and the
more recent home energy management systems (HEMS) to
present customers with a seamless experience.
The Customer Centric Digital Platform streamlines and
automates your processes to enhance productivity and
customer value. It also combines the power of process
management, workflow orchestration and intelligent
decisioning to
• Tailor your offers and services
• Respond better and more quickly to customers
• Provide a great cross-channel experience to customers
• Enhance your productivity

Figure 2. Intelligent BPM Customer Centric Digital Platform as a reference architecture
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Leveraging the Power of Pega
Technology
Capgemini and Pegasystems have partnered to deliver the
Customer Centric Digital Platform based on Pega’s agile
technology. Pega supports the Customer Centric Digital
Platform with five key capabilities designed to personalize,
automate and optimize customer interaction processes as
follows:
• Rules-driven process management – Pega guides
interactions with intelligent processes that adapt to reflect
the specific requirements of the situation, automatically
adjusting the flow for such factors as the customer,
regulation or geography. The guided process delivers
the relevant content, knowledge, screens, policies and
procedures needed for resolution.
• Workflow orchestration – Pega orchestrates all of the
people, processes and content required to complete a
process by providing end-to-end case management and
quick, simple integration to enterprise systems. You gain
complete visibility into each case, nested sub-cases and

tasks, as well as the relationships between cases and the
processes, content, systems and people participating.
• Real-time decisioning – Pega embeds real-time
decisioning into inbound and outbound processes
to effectively balance customer needs with business
objectives as customer interactions take place. By
continuously evaluating the customer, situation and
business goals, Pega dynamically recommends the most
relevant next best action or offer.
• Unified channel management – A unified solution for
managing all channels allows you to build a channel
strategy once and deploy everywhere, including social
channels and mobile devices. Customer interactions are
transitioned seamlessly across channels, providing a
transparent, consistent experience no matter how many
channels are used.
• Build for Change® technology – Familiar office tools put
the business in charge, allowing you to directly capture
your customer interaction goals as dynamic processes
without any coding. Business users can quickly create
all of the screens, workflows, rules, real-time decisioning,
content and data needed to deliver the best possible
customer experience.

Figure 3. Pegasystem’s Customer Centric Solutions

Leverage the cloud and
industry solutions to
accelerate results

Engage them in
every channel
including social
and mobile

Monitor every step to
improve risk mitigation,
fraud detection and
compliance

Respond dynamically
to situation
to personalize
the experience

Dynamically adjust
processes to continuously
improve the experience

Guide your
representatives with
the right knowledge
and tools

Manage complex
cases from end-to-end

6

Analyze your
customers to predict
what they want

A Customer Centric Digital Platform For Utilities

Integrated the front
and back-office to
fully automate
request processes

Promote at the
best moment with
proactive messages
and marketing

Utilities the way we see it

Key Benefits of the Joint
Capgemini-Pega Solution for
Utilities
By leveraging the distinct Pega capabilities built into the
Customer Centric Digital Platform, utilities can:
• Increase operational efficiency across the service
chain and the multiple roles. Improve the productivity
and efficiency of customer representatives by guiding
them through complex interactions and providing real-time
visibility and control over the process.
• Anticipate customer behavior to enhance sales and
service. Tailor interactions to successfully align products
and services with the individual customer, delivering the
right response at the right time. Utilities can take advantage
of real-time decisioning across both outbound and
inbound interactions to proactively deliver customer-centric
experiences that lead to greater satisfaction, revenue and
retention.
• Offer seamless service over the multiple channels.
Enhance the customer experience by allowing interactions
begun in one channel to be completed in another without
interruption, as well as proactively delivering notifications
over multiple channels including online, mobile and social
media.
• Lower operational costs. Automate routine tasks to
improve reliability and predictability while minimizing the
need for human intervention.
• Accelerate time-to-value and maximize agility. Enhance
IT-business collaboration with processes that effectively
reflect business requirements and can be easily revised for
immediate response to organization or regulatory changes
in just days, instead of weeks or months.

Capgemini and Pegasystems
– A Proven Partnership
Working in partnership, Capgemini and Pegasystems have
helped some of the world’s largest companies achieve new
levels of agility, enhance customer loyalty, improve productivity
and generate new business.
Pega technology forms a core part of Capgemini’s client
engagement model. Recognized by both Gartner and
Forrester as a leader in both business process management
and customer relationship management, Pega’s patented
technology enables organizations to realize rapid and
significant business returns by directly capturing business
objectives as automated, dynamic processes without the
need for any manual programming. As a result, clients can
quickly adapt to changing business conditions in order to
respond immediately to new business opportunities, changing
regulations and competitive challenges.
The partnership between Capgemini and Pegasystems
has been growing since 2005, and both companies are
committed to building a highly successful, long-term and
strategic relationship. Some of the key milestones in our
relationship include:
• The Capgemini Pega Centre of Excellence (CoE) combined
with Capgemini’s global delivery model, Rightshore®,
which leverages its Pega BPM expertise where it is
needed most.
• The joint development of reusable Pega accelerators that
address common business process issues, including a
utilities-specific customer experience accelerator, the
Capgemini BizLender 360SM for Commercial Lending and
Social Insight into Action.
The proven relationship between Capgemini and Pegasystems
has enabled major global organizations in all industry
segments to deliver more customer-centric experiences, while
achieving substantial cost reductions, gains in efficiency and
reduced time to market.
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About Capgemini
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.
With EUR 670 million revenue in 2011 and 8,400 dedicated consultants
engaged in Utilities projects across Europe, North & South America and
Asia Pacific, Capgemini’s Global Utilities Sector serves the business
consulting and information technology needs of many of the world’s
largest players of this industry.
Rightshore® is a trademark belonging to Capgemini

About Pegasystems
Pegasystems, the leader in business process management and
software for customer centricity, helps organizations enhance customer
loyalty, generate new business and improve productivity. Pega’s
patented Build for Change® technology speeds the delivery of critical
business solutions by directly capturing business objectives and
eliminating manual programming. Pegasystems flexible on-premise
and cloud-based solutions enable clients to quickly adapt to changing
business conditions in order to outperform the competition.

For more details contact:
Michel van Zutphen
michel.van.zutphen@capgemini.com
Tim Niziol
tim.niziol@pega.com

More information is available at:

www.capgemini.com/energy
www.pega.com/solutions/
by-industry/energy

Pega solutions are in use at major utilities and energy companies around
the world, helping them efficiently manage the customer service request
The information contained in this document is proprietary. ©2012 Capgemini. All rights reserved.
life cycle,® streamline on-boarding, standardizing processes across
The information contained in this document is proprietary.
Rightshore is a trademark belonging to Capgemini.
lines of business and enhancing business agility with agile, reusable
©2012 Capgemini. All rights reserved.
Rightshore® is a trademark belonging to Capgemini.
solutions.

