
WHY SAP SIGNAVIO IS A KEY 
COMPONENT OF UTILITY 
BUSINESS TRANSFORMATION



▪ Welcome to today’s webinar entitled, SAP Signavio for Utility Transformation

▪ Webinar Focus
Why Utilities Need Process Transformation – Industry challenges and opportunities.

Signavio as a Business Transformation Tool – Enabling process maturity

Core Capabilities of Signavio – Process Management, Mining, and Automation

Deep Dive: Process Management – Architecture, Value Chains, E2E processes, and visualization

Key Benefits – Real-time collaboration, reporting, and simulation

▪ Ask questions in Team's Q&A chat box

▪ Post-webinar email with link to recorded webinar, slides and survey tomorrow

WELCOME



A LITTLE BIT ABOUT US

In short, we empower power

Founded in 2001 and 
headquartered in Walnut 
Creek, CA, with offices 
nationwide, Celerity is an agile 
risk optimization company 
dedicated to helping public 
utility organizations transform 
complex data and field 
operations into precise, 
actionable intelligence to 
mitigate risk, optimize assets, 
and maximize project results. 

UTILITIES CONSULTING

VEGETATION MANAGEMENT

DIGITAL LITIGATION 
SERVICES



TODAY'S SPEAKERS

Arjun Kaushal
Expert Business Analyst

Sam Lodaria
Director, Business Integration 

& Transformation

Joy Mitchell
Chief Business Architect



About Celerity BIS

CELERITY PARTNERS

Celerity’s BIS team provides 
advanced business integration 
services to help clients bridge 
the gap between people, 
processes, data, and 
technology, to create a 
cohesive and interconnected 
operational environment 
within the utility 
infrastructure.



“How do you know…?”

QUESTIONS WE WILL COVER TODAY

✓ Why does “business process” matter?

✓ How can you modernize your BPM tools?

✓ What is Signavio – and how might it benefit your utility’s transformation?



Setting context 

We are making some assumptions about you and your role in utilities:

❑ You are generally familiar with the utility industry

❑ You believe that the utility industry needs some level of transformation

❑ You agree that Lean 6-Sigma is an important part of the transformation process

If you agree with the above, we hope you will find this to be a useful session.



PROCESS 
GOVERNANCE 

AND 
AUTOMATION

PROCESS 
MINING

PROCESS 
MANAGER AND 

JOURNEY 
MODELER

Signavio – Digital enabler for Lean Six Sigma-driven process improvement

SAP Signavio is a cloud-based Business Process Transformation Suite that 

enables organizations to visualize, analyze, and optimize processes for 

continuous improvement.

Users need skills in process modeling (BPMN), data analysis, process 

mining (event log creation, SQL, ETL), and business process improvement 

(Lean Six Sigma).

It supports transformation for any system by integrating with non-SAP 

data sources, enabling process modeling, simulation, and mining across 

diverse IT landscapes.

SIGNAVIO MODULES



SYSTEMS

The Utilities Industry: A Sector Poised for Transformation

The utilities industry is undergoing a rapid shift 

driven by digitalization, sustainability goals, 

and evolving customer expectations. The 

need for grid modernization, operational 

efficiency, and regulatory compliance has 

never been more critical.

PEOPLE
PROCESSES



SYSTEMS

The Utilities Industry: A Sector Poised for Transformation

PEOPLE

AI and automation are reshaping utilities by 

optimizing energy distribution, predicting 

demand fluctuations, and improving asset 

management. 

PROCESSES



PROCESSES SYSTEMS

Process Transformation: The Foundation of Business Transformation

PEOPLE

To navigate these industry shifts and fully 

leverage AI and automation, utilities must 

transform the way they operate—driving 

Business Transformation through Process 

Transformation.



Signavio – Digital enabler for Lean Six Sigma-driven process improvement

Process Management: Establishes standardized, auditable workflows 

that ensure regulatory compliance and operational consistency.

Process Mining: Enables continuous monitoring and improvement 

by identifying inefficiencies and uncovering automation 

opportunities.

Governance: Strengthens process control, compliance, and 

accountability through structured oversight.

Automation: Leverages SAP BTP to streamline and automate 

workflows across back-office, field services, and customer 

operations.

SIGNAVIO MODULES

PROCESS MANAGEMENT

PROCESS 
MINING

PROCESS 
GOVERNANCE AND 

AUTOMATION



Process Maturity Model – A framework for Process Transformation

• Process 
Transparency

• Repeatability

Define the Process Architecture 
Framework for your organization 
and identify processes within it.

Processes defined; improvement focus on waste 
reduction & flow

Processes are replicated and are consistent across all regions; they are 
repeatable and predictable, producing consistent results

Processes are managed and optimized; they meet and/or exceed customer requirements operating and 
outperforming consistently  

Key processes leverage technology and workflow automation; they require little manual intervention and are improved constantly

• Standardization 
Efficiency

• Predictable 
outcomes.

• Performance 
improvement 

• Waste reduction.

• Straight-through 
processing 

• Minimal manual 
effort.
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Process Maturity Model – A framework for Process Transformation

• Process 
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Define the Process Architecture 
Framework for your organization 
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OPERATING MODEL

BUSINESS MODEL

STRATEGIC INTENT

Process Architecture Framework



- Defines the utility company's long-term vision and positioning.

- Outlines key principles guiding where the organization aims to be in the next 3–5 years.

OPERATING MODEL

BUSINESS MODEL

STRATEGIC INTENT

Process Architecture Framework – Bridging Strategy and Operations



Identifies the primary sources of value, including:

- Customers & stakeholders (residential, commercial, industrial users, regulatory bodies).

- Competitive differentiators (service reliability, sustainability initiatives, pricing models).

- Offerings (energy distribution, water supply, customer services, renewable integration).

- Economic goals (revenue growth, cost efficiency, regulatory compliance).

OPERATING MODEL

BUSINESS MODEL

STRATEGIC INTENT

Process Architecture Framework – Bridging Strategy and Operations



PROCESS LANDSCAPEOPERATING MODEL

BUSINESS MODEL

STRATEGIC INTENT

The Operating Model defines how the utility is structured and operated to deliver its 
business model. It includes service delivery, data, technology, organization, and 
processes, ensuring alignment with strategic goals.

Process Architecture Framework – Bridging Strategy and Operations



PROCESS ARCHITECTURE

Process Architecture – The Blueprint of your Operating Model

The Process Architecture serves as the blueprint for the Operating Model, organizing and defining business processes, 
systems, and workflows to enable efficient service delivery.



Process Architecture – Benefits

PROCESS ARCHITECTURE

End-to-End Visibility 

& Optimization

Impact Assessment for 

Organizational Changes

Standardization 

& Consistency

Efficiency & Continuous 

Improvement

Strategic Alignment 

& Adaptability



PROCESS ARCHITECTURE

Process Architecture – A Process Classification Framework



L5 - TASKS

L4 - PROCESSES

L3 – PROCESS GROUP

L2 – BUSINESS CAPABILITY

L1 – FUNCTIONAL AREA

Process Architecture – A Process Classification Framework

Levels



L1 – FUNCTIONAL AREA
A broad functional domain representing a key aspect of utility 

operations. 

Example: "Service Delivery & Customer Management"

Process Architecture – A Process Classification Framework

Level 1



A distinct functional competency that defines what the 

business must be able to do to achieve its objectives. 

Example: "Customer Enrollment & Account Management"

Process Architecture – A Process Classification Framework

Level 2

L2 – BUSINESS CAPABILITY



A collection of related processes that contribute to a specific 

business capability

Example: "Register Customer & Activate Service"

Process Architecture – A Process Classification Framework

Level 3

L3 – PROCESS GROUP



A structured sequence of activities that achieve a defined 

business outcome

Example: "Validate Customer Details & Eligibility"

Process Architecture – A Process Classification Framework

Level 4

L4 - PROCESSES



A specific, detailed action or step within a process

Example: "Validate Customer ID Documents"

Process Architecture – A Process Classification Framework

Level 5

L5 - TASKS



Library Sections: Science, History, Fiction etc.

Book Genres within Sections- Physics, Biology, Astronomy

Individual Books – Death by Black Hole by Neil deGrasse 

Tyson

Book Series within a Genre – Black Holes, Steller 

Evolution, Cosmology

Chapters in a book – On Earth as in the Heavens

Process Architecture – Library Analogy

L5 - TASKS

L4 - PROCESSES

L3 – PROCESS GROUP

L2 – BUSINESS CAPABILITY

L1 – FUNCTIONAL AREA



Process Architecture – Value Chain and End to End Processes

Individual Books – Death by Black Hole by Neil 

deGrasse Tyson

Chapters in a book – On Earth as in the HeavensL5 - TASKS

L4 - PROCESSES

L3 – PROCESS GROUP

• Value Chain focuses on the big picture, connecting multiple 

processes across different functional areas to create customer 

value. It’s a high-level view of how value flows through an 

organization.

• End-to-End Process is one complete workflow within a specific 

function or across a few teams, covering all steps from start to 

finish for a defined outcome. It’s more detailed and execution-

focused.



Process Landscape



From a Utility Perspective

Process Landscape

Service Delivery 
& Customer 
Management 

Procurement & 
Supply Chain

Field Operations 
& Asset 
Management

Management 
Processes

Core 
Processes

Support 
Processes

Strategy and 
Planning

Regulatory & 
Compliance 
Management

Risk & Crisis 
Management

Performance 
Management

Legal & 
Compliance

Facilities & 
Fleet 
Management

HR & 
Workforce 
Management

IT & Digital 
Operations

Finance & 
Budgeting

Stakeholder 
Relations



Meter to Cash - New Connection Example

Value Chain

Service Delivery 
& Customer 
Management 

Field Operations 
& Asset 
Management

Finance & Budgeting



Meter to Cash - New Connection Example

Service Delivery & Customer Management 



Service Delivery & Customer Management Service Delivery & Customer Management 

Meter to Cash - New Connection Example

Business Capabilities

Customer Enrollment & Account 
Management

Billing & Payment Processing
Customer Inquiry & Issue 

Resolution



Service Delivery & Customer Management Service Delivery & Customer Management 

Meter to Cash - New Connection Example

Business Capabilities and Process Groups

Customer Enrollment & Account Management Billing & Payment Processing Customer Inquiry & Issue Resolution

Register Customer 
& Activate Service

Manage Customer 
Contracts & 
Agreements

Generate & Send 
Bills

Collect Payments & 
Manage Accounts

Billing & Payment 
Inquiries 

Management

Resolve Service & 
Account Issues



Service Delivery & Customer Management Service Delivery & Customer Management 

Meter to Cash - New Connection Example

Business Capabilities, Process Groups and Processes

Customer Enrollment & Account Management Billing & Payment Processing Customer Inquiry & Issue Resolution

Register Customer 
& Activate Service

Manage Customer 
Contracts & 
Agreements

Generate & Send 
Bills

Collect Payments & 
Manage Accounts

Billing & Payment 
Inquiries 

Management

Resolve Service & 
Account Issues

Create New 
Customer 
Account

Validate 
Customer 
Details & 
Eligibility

Set Up Customer 
Contract & 

Service 
Agreement

Generate First 
Bill After 

Activation

Collect Security 
Deposit & 

Connection 
Fees

Address 
Questions on 
Initial Bill & 

Charges

Respond to 
New 

Connection 
Requests



Meter to Cash - New Connection Example

Business Capabilities, Process Groups and Processes

Field Operations & Asset Management

Metering & Service Operations Service Activation & Disconnection

Install & Maintain 
Meters

Read & Validate 
Meters

Disconnect & 
Reconnect Services

Schedule & 
Install New 

Meter

Test & 
Activate 
Meter

Activate 
Service in 

System

Capture First 
Meter 

Reading

Validate & 
Register 

Meter Data

Replace Faulty 
Meters

Decommission & 
Remove Meters

Test & Certify 
Meters

Activate & 
Deactivate Service



Meter to Cash - New Connection Example

Business Capabilities, Process Groups and Processes

Revenue Assurance & Reconciliation Credit & Collections Management

Reconcile Revenue 
& Ensure 

Compliance

Financial 
Compliance & 

Reporting

Finance & Budgeting

Regulatory & Compliance Reporting

Report Financial & 
Compliance Data

Process Initial 
Connection 

Payment

Manage Customer 
Debt & Collections

Process Payments & 
Refunds

Report New 
Connection 

Revenue



Meter to Cash - New Connection Example

Value Chain

Service Delivery & Customer Management 

Customer Enrollment & Account Management Billing & Payment Processing Customer Inquiry & Issue Resolution
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flow

Processes are replicated and are consistent 
across all regions; they are repeatable and 

predictable, producing consistent results

Processes are managed and optimized; they meet and/or exceed 

customer requirements operating and outperforming consistently  

Key processes leverage technology and workflow automation; they require little manual 
intervention and are improved constantly
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Meter to Cash - New Connection Example

End to End Process

Respond to New 
Connection 

Requests

Create New 
Customer 
Account

Validate 
Customer Details 

& Eligibility

Set Up Customer 
Contract & Service 

Agreement

Process Initial 
Connection 

Payment

Schedule & 
Install New 

Meter

Test & Activate 
Meter

Activate Service 
in System

Capture First 
Meter Reading

Validate & 
Register Meter 

Data

Collect Security 
Deposit & 

Connection Fees

Generate First 
Bill After 

Activation

Address 
Questions on 
Initial Bill & 

Charges

Report New 
Connection 

Revenue

Service Delivery & Customer Management Field Operations & Asset Management

Finance & 
Budgeting



Create New Customer Account

Meter to Cash - New Connection Example

Level 4 – Create New Customer Account



Signavio and Process 
Management



Process Maturity Model – A framework for Process Transformation

• Process 
Transparency

• Repeatability

Define the Process Architecture 
Framework for your organization 
and identify processes within it.

Processes defined; improvement focus on waste 
reduction & flow

Processes are replicated and are consistent across all regions; they are 
repeatable and predictable, producing consistent results

Processes are managed and optimized; they meet and/or exceed customer requirements operating and 
outperforming consistently  

Key processes leverage technology and workflow automation; they require little manual intervention and are improved constantly

• Standardization 
Efficiency

• Predictable 
outcomes.

• Performance 
improvement 

• Waste reduction.

• Straight-through 
processing 

• Minimal manual 
effort.
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Signavio’s Value in Process Transformation
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Signavio’s Value in Process Transformation

Visio Files

• Lack of Collaboration
• No Version Control 
• Limited Stakeholder Engagement 
• Regulatory Compliance Issues 
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Signavio’s Value in Process Transformation

Visio Files

• Lack of Collaboration
• No Version Control 
• Limited Stakeholder Engagement 
• Regulatory Compliance Issues 

Spreadsheets

• Disconnected Systems
• Lack of Real-Time 

Insights 
• No Standardized 

Metrics 
• Reactive Approach
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Signavio’s Value in Process Transformation

No integration 
between 
documentation and 
automation 

• Lack of Process 
Standardization

• Missed Opportunities 
for Automation

• Disconnected RPA 
Implementation

Visio Files

• Lack of Collaboration
• No Version Control 
• Limited Stakeholder Engagement 
• Regulatory Compliance Issues 

Spreadsheets

• Disconnected Systems
• Lack of Real-Time 

Insights 
• No Standardized 

Metrics 
• Reactive Approach
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Signavio’s Value in Process Transformation

Integrated Automation

✓ Seamless Integration 
with Automation Tools

✓ Automation Opportunity 
Identification

✓ Closed-Loop Automation
✓ Standardized Automation 

Backlog 

Process Management

✓ Process Modeling – Navigation Maps, Value Chains, BPMNs, 

QuickModel. 

✓ Centralized Process Repository - Dictionary

✓ Collaboration – Real-Time Feedback

✓ Reporting - RACI Reports, Handoff Reports

✓ Process Simulation

✓ Live Insights

Process Mining

✓ Automated Data 
Ingestion 

✓ Prebuilt Process Insights 
✓ End-to-End Process 

Transparency
✓ Faster Time-to-Insight

LEVEL 2: 

DEFINED
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STANDARDIZED

LEVEL 4: 
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Process Management

✓ Process Modeling – Navigation Maps, Value Chains, BPMNs, 

QuickModel. 

✓ Centralized Process Repository - Dictionary

✓ Collaboration – Real-Time Feedback

✓ Reporting - RACI Reports, Handoff Reports

✓ Process Simulation

✓ Live Insights

Signavio’s Value in Process Transformation

Integrated Automation

✓ Seamless Integration 
with Automation Tools

✓ Automation Opportunity 
Identification

✓ Closed-Loop Automation
✓ Standardized Automation 

Backlog 

Process Mining

✓ Automated Data 
Ingestion 

✓ Prebuilt Process Insights 
✓ End-to-End Process 

Transparency
✓ Faster Time-to-Insight
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SIGNAVIO FOR UTILITIES

DEMO



Demo Overview

Meter-to-Cash BPM Use Case Example

Navigation 
Maps and 

Value Chains
Quick build Dictionary Collaboration Publishing Reporting





Celerity’s Signavio Experience

• Deep Utilities Expertise

- We understand utility operations, safety mandates, and 

regulatory pressures – ensuring tailored Signavio 

implementations.

• Our team includes Certified Signavio Specialists

- SAP Certified Signavio Process Management Consultants

- SAP Certified Signavio Process Data Analysts

• Guiding You Across Maturity Levels

From Levels 0-2 (basic process definition) to Levels 3-5 (optimization, 

automation), we're with you every step.



• Utilities Under Pressure

- Aging Infrastructure, compliance demands, and rising customer expectations make process 

transformation essential.

• Levels 0-2 Recap

- We covered identifying and defining your processes via a structured process architecture – 

setting the stage for advanced maturity.

• Signavio for Business Transformation

- Process Management through the Dictionary ensures consistency with standardized terms 

and definitions, while Collaboration is enhanced through real-time feedback for seamless 

communication and governance.

- Reporting: Drives continuous optimization, strategic decision-making.

• Teaser: Levels 3-5

- Standardization, Optimization, Automation: Next webinar shows how to embed deeper 

compliance and analytics to mature your utility processes further.

Key Takeaways & Next Steps



Q & A



Wrap-Up

▪ Thank you for attending 

▪ Forthcoming post-webinar email with link to landing page 
o Recorded webinar

o Copy of slides

o Quick survey 

▪ Stay tuned for new educational focused webinar on Wed, Mar 26 discussing 
"The Future of the Grid / DER (distributed energy resource)"
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