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Water services

Á9.2 million clean water customers

Á2,526m litres of drinking water supplied per day 

Á87 WTWs, 30 raw water reservoirs, 288 pumping stations and 235 

underground service reservoirs 

Á31,186 km of water mains

Sewerage services

Á14.5 million wastewater customers 

Á350 STWs treating an average of more than 4bn litres per day 

Á65,585km of sewer, 2,800 pumping stations and 1.2 million manholes 

ÁTwo sludge-powered generators and 21 chp plants generating 176 

GWh of renewable electricity

Thames Water facts and figures
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Our Past
Changes in the 20th Century

ÁQuality of the River Thames has improved greatly over the past two centuries 

ñCleanest Metropolitan River in the Worldò

ÁProviding more capacity

ÁEnhanced effluent quality

ÁMain drivers have been:

ÁPublic health and safety including recreational use of the river

ÁEuropean Directives (e.g. Water Framework Directive and Urban Waste Water 

Treatment Directive)

ÁImplemented through mixture of environmental legislation and regulatory bodies                                               

(e.g. Environment Agency and the Tideway Operating Agreement)

SALACA



2017

9 million

1860

2 million
1910

4 million

The current challenge
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ÁOn average, our customers each use almost a third more water than 

they did 30 years ago. 

ÁLondon average 164 litres per person day compared to the national 

average 147 litres per person per day.

ÁCurrently only one in three homes in our region have a water meter. 

ÁWe plan to fit over 500,000 meters in London between 2014 and 2020.

Why metering?
SALACA



Key business Processes for House Hold(HH)

Multi Channel Customer Self serve

ÁExtensive functionality on usage, bills, payments including 

online moves

ÁResponsive solution accessible through various devices

Processes extended to Non HH

ÁConfigured functions for Account management

ÁProcess available for bulk moves, metering, billing & Market 

messages

Best Industry Practice

ÁDesigned  to cater all de-regulation scenarios

ÁProvides clear visibility to agents across market messages,                                                   

field orders, interactions and services

ÁCustomer Moves using guided process

SaFe

Water 

RDS

ÁE.g. Billing for metered and unmetered sites, Single customer View, 

meter reads.

ÁMoves, Service Orders, Market communication.

State of the Art Agent Experience

ÁAll relevant information on simple, user friendly and 

personalised FIORI screens 
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Wipro SaFe Water Accelerator

Á The architecture is SAP C4C (Utility) 

connected to SAP ISU at backend with 

SAP PI interface

Á 26 Key Customer Service Processes 

Supported

Á Future ProofïProven SAP based 

solution  for large utilities across UK, 

Australia & Europe. 

Á Provides excellent digital experience 

for agents and customers

Á Suitable for any future de-regulation 

demands

Á Common Infrastructure and platform to 

provide economic benefits across 

NHH  & HH businesses   

Á Single  360 view of customer 

history/Consumption usage 

Wiproôs SaFe Water RDS for Water Utilities



SOFTWARE

ÁStandard, scalable SAP business applications

CONTENT

ÁSAP best practices, blueprints, templates, tools 

and Step-by-Step implementation guides 

accelerate solution adoption 

ENABLEMENT

ÁRich deployment & configuration guides and 

knowledge transfer for each business process 

flow and functional component

SERVICES

ÁFixed scope and price provides predictable 

outcomes and lowers risk

SAP Rapid Deployment Solution
SALACA



Pre-configured solution for end to end water and sewage water industry back office and front office

Front office management

Á Single  360 view of customer 

history/Consumption usage  *1

Á Contract processing/Business agreements  *1

Á Flexible  tariff management

Á Cross sell for partner products  

Á Performance monitoring of water usage against 

Industry bench mark

Field Operations
Transport

Distribution
Retail & Services 

Customers

Channels

Suppliers and 

Partners

Plant Maintenance  

Field Operations  

Repairs

Supply Operations

Device Management

Installation service

Meter Reading Services

Consumption data 

collection

Sales/services  *1

Residential

Commercial

Customer Service  *1

Contracts Account 

Mgmt

Complaints

Billing of  services  *1

Metered/Unmetered/

Assessed

Customer  Interface

UI5 enabled devices 

like laptop, iPad, etc. 

Enterprise Management & Support Financials and FICA Analytics

Meter to cash management  

Á Device Management  *1

Á Move in/Move Out  *1

Á Billing and Invoicing  *1

Á FI-Contract Accounting  *1

Á Dunning  *1

Á Collections and Cash management

Á Credit Management

Solution Scope

*1 Wipro Enhanced Solution scenarios*1 Wipro Enhanced Solution scenarios

Business Benefits :

Á Improved Customer Satisfaction index

Á Decrease in Percentage of Customer Complaints

Á Decrease in Number of Call backs as % of total Inquiries

Á Improving  Average call handling times

Á Increased revenues

Á Reduced cost of assets

Á Enhanced multi-channel user experience

What is in Wiproôs SaFe Water Solution?
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23 Key Customer Service Processes Supported

Meter Reads Manage Billing

Collect Revenue Manage Debt Manage Customer 

Relationship

ÁRead Meter

Á Load Meter Reads

Á Validate Meter Reads

ÁMaintain Meter Read Schedule

Á Apply Miscellaneous Charges

ÁManage Bill

ÁUpdate Billing Information

ÁManage Meter Charges

ÁManage Billing Inquiries

ÁManage Payments

ÁManage Auto-Payments

ÁManage Notice of Outstanding 

Debt

Á Perform Collection Activities

ÁManage Collection Process

ÁManage Pay Plan

ÁManage Customer Contacts

ÁMaintain Customer Profile

Á Process Miscellaneous 

Customer Requests

Manage Service

Á Start Premise Based Service

Á Stop Premise Based Service

ÁManage Metered Site

ÁManage Un-Metered Site

ÁManage Meters

SaFe Water RDS Key Process Coverage
SALACA



15 Key Processes for NHH Retail Customers

Meter Reads Manage Billing

Collect Revenue Manage Debt Manage Customer 

Relationship

Á Unmetered Charging 

Information

ÁQuotation Management

ÁManage Unmetered Charges

ÁManager TE Charges

ÁPlanned Activities

ÁUnplanned Activities

ÁNon-payment

ÁCustomer Request

ÁBreach of Regulations

ÁAccount Management

ÁForecasting and Market 

Strategy

Manage Service

ÁManage MO Interactions

ÁManage Wholesale 

Interactions

ÁTE Consents

ÁTE Collection and Validation

Additional Processes for NHH Retail Customers
SALACA



by selecting SAP C4C we have a modern, usable, flexible utilities specific CRM solution that is pre-

integrated with a solid foundation into SAP IS-U and all supported by a single software vendor. 

Look & Feel

Utility Specific

Functionality

Integration with 
ISU

Why SAP C4C?
SALACA



Search
Functionality

Bill Correction Capability

Meter Reading Entry and Amendment

Payment Scheme Functionality

Instalment Plan

Service 
Ticket Functionality

Blocks & Locks

Customer Overview Screens

Customer Move-In/Out Functionality

Disconnection/Reconnection Functionality

Tariff Change Functionality

Payments & Financials

Quotations & Pricing

óOur move to the Cloud is a 

journey where we can control 

the pace and adoptionô

Working to develop 13 óTopicsô 
SALACA



THANK YOU
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MAHESH BHUVANESWARAN
Consulting Partner - Natural Resources

Smart Mining Solutions
Confluence ïNew technologies meeting old paradigms
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Industry examples of changing business models
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What changes in a digital mineé

Holistic vertically and 

horizontally integrated 

dynamic planning

Planning & 

Scheduling

Proactive and Predictive 

Approach

Safety & Security

Fully Automated Operations 

& Predictive Maintenance 

Operations & 

Maintenance

Digital and Fully Automated

Technology

Siloed Planning and 

Scheduling, lack of an 

integrated view

Reactive approach 
Workforce intensive 

Operations

On Premise and manually 

intensive

Todayôs Mine

Digital Mine
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Digital Canvasé

High Complexity

Medium Complexity

Low Complexity

HSEC Operational Effectiveness

Starting

Leading

Trendsetting

Digital 

Journey

Outcomes Cost Take Out

Drone enabled Mining 

Operations

Automated Conveyor  

Monitoring
Digital Material Tracking

Democratizing Apps -

Ideation Portal for Apps

Real Time Tire 

Monitoring

Automated & 

Predictive Warnings for 

Blast /Dust events

Mobility Enabled Mining

WME Visualization 

DashboardWorker Safety through 

Wearables
Cyber Threat 

Management

Real Time Geo 

Technical Monitoring

Cloud as-a-Service
Digital Short Interval 

Control

Real-Time Orebody 

Monitoring

Automated  Permits & 

Clearances and MTS

Augmented Explora-

tion Target Generation

Autonomous 

Exploration

Accident Hotspots Map
Autonomous 

Equipment

Predictive Asset 

Maintenance
Road Condition 

Monitoring

Optimized Ore Shipment 

PlanningVideo Analytics for Safety & 

Security
Rail Productivity Analytics Surge Events Prediction

Asset Intelligence Network

Digital Metal Accounting

Augmented Reality for 

Worker CollaborationDrilling Analytics on 

the edge

Drone enabled Mining 

Operations

Fleet Fuel Optimization 

Analytics
Mining Bots

Social Sentiment 

Analytics

Automated Maintenance 

Work Orders 

Payload Optimization

Predictive Safety Analytics

Predictive and 

Optimized Blast 

Performance

Geology to Blast

Mining

Mill to Product

Logistics & 

Supply chain

Common Apps

Foundation
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What constitutes a digital mineé

Any ERP

Wiproôs Suite
DDP

HOLMES / RPA

APIs

Systems of RecordSystems of IntelligenceOperations Technology

Other Cloud Apps



Wipro Agile Mining (WAM) Solution
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Wipro Agile Mining solution (WAM)

Wipro best practices
ID Best Practice Name Area New / Extension

WI-501 Preventive Maintenance for Screening & Crushing Plants 

(Usage based plans)

Enterprise Asset 

Management

Extension to Best 

Practice D57

WI-502 Tracking life of sub-assemblies: Tire life and History Enterprise Asset 

Management

New

WI-503 Warranty Management for Fixed and Mobile Plant 

Equipment

Enterprise Asset 

Management

New

WI-504 Subcontracting of Mining Operations including equipment 

deployment on Rent or Lease 

Enterprise Asset 

Management

New

WI-505 Tracking of Approved Mine Plan Quantity (Localization) Production 

Planning

New

WI-506 Mine Costing with Production planning Controlling New

WI-507 Open Pit Mining (End to End including Drilling, Blasting, 

Re-handling and Development) 

Production 

Planning

Extension to Best 

Practices 396 & 398

WI-508 Reporting over all Mining Cost / Ton  (Drilling/ Blasting/ 

Load / Haul / CR / SC)

Production 

Planning

New

WI -509 Reconciliation of ROM (Run-of-Mine) against Surveyed 

Quantity 

Production 

Planning

New

WI -510 Metal & CO Product Sales with Commodity Pricing Sales & 

Distribution

Extension to Best 

Practice D58

WI-511 Linear Asset Management (LAM) for Slurry Pipelines Enterprise Asset 

Management

Extension to Best 

Practice D61

WI-512 Sub-Assembly Repair management process Enterprise Asset 

Management

New

WI-513 Mine Equipment Work Permit Management Enterprise Asset 

Management

New

WI-514 Production Integration (PRI) Enterprise Asset 

Management

New

WAM Solution

ÅWipro solution is based on SAP Best Practices for 

Mining leverages processes based on generic and 

industry specific

ÅWipro Mining allows to activate additional Mining 

specific process content delivered within SAP ERP 

along with Wiproôs enhancements

Wipro Mining Pre 

Configured Solution

Mining Pre 

Configured Solution

Cross IndustryïPre 

Configured Solution

SAP SJ4 

HANA
Reporting

User 

Accessibility

External 

Interfaces

14 Wipro Mining Best 

Practices

17 SAP Mining Industry 

Best Practices

40 Building 

Blocks/Scope Items

Enterprise Cloud/On Premise

SAP 

Certified
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Wiproôs RDS methodology

Wipro has immense experience in delivering rapid deployment programs of similar nature with SAP and will 

bring its proven methodology and experience in delivering WAM. Wipro will drive the implementation program 

through its WAM RDS methodology, which is our enhancement to the ASAP methodology of SAP with our best 

practices and learning.

Wipro Agile Mining RDS methodology 

will be used for implementing the 

solution. The methodology consists of 

4 high level phases and they are as 

below. 

ÅProject Preparation

ÅBuild

ÅOperationalise

ÅRun
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What are key driversé

What are key drivers e.g. extent of use of accelerators, pre-configured templates, etc

High degree of requirement traceability Reduction of risk due to rework through pre-built scenarios, configuration & documents


