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Company Information

Headquarters

Industry

Web Site

Oakville, Ontario

Utilities

www.libertyutilities.com

Serving small and midsized communities across 26 provinces and states in the United States and Canada, Liberty 

Utilities Co. provides local utility management, service, and support. Our activities across more than one million 

customer connections include the provision of gas, electricity, and water as well as wastewater management.

As we grow our business, sustainability is a key priority for us. In addition to our portfolio of nonrenewable energy 

services, we have 53 renewable and clean power assets, including wind, solar, hydro, and thermal energy. These 

represent a power generation capacity of more than 3 GW. 

To minimize our carbon footprint, we are focusing on improving operational efficiency by streamlining and simplifying our 

technology infrastructure and integrating business processes. We also understand that providing our employees and 

customers with access to real-time information is critical to helping us grow the business in a sustainable way, and we 

are deploying intelligent technologies to enable this.

http://www.libertyutilities.com/
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Challenge Solution Outcome
Using SAP MaxAttention™ services 

and with help from SAP partner 

IBM Corporation, we implemented 

SAP S/4HANA®, integrating multiple 

SAP® and third-party solutions with 

SAP Integration Suite. We also 

deployed the SAP Analytics Cloud 

solution to report on data from 

enterprise-wide applications.

Digitalized and automated processes 

are enabling employees to work 

faster and more efficiently. Real-time 

analytics support better-informed 

decision-making. Meanwhile, customers 

can access convenient online services 

and account updates on demand.

To support rapid and sustainable 

business growth, we wanted to 

simplify and unify a fragmented 

IT infrastructure to streamline 

business processes, manage 

assets efficiently, and enhance 

the customer experience.

Liberty Utilities Co.

One
Visibility into enterprise-

wide processesReal-

time

Workflows due to 

digitalization and process 

automation

Faster

Providing Access to Real-Time Operational Information

Foundation for intelligent 

operations management 

enterprise-wide
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By using SAP Integration Suite to integrate multiple enterprise 

applications with SAP S/4HANA, we can support end-to-end business 

processes. This improves visibility across our operations and enhances 

customer experiences.”

David Ormsby, Senior Manager, Transformation, Liberty Utilities Co.
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Participating Partner Information 

“Implementation specialists from IBM worked closely with our internal team and with 

SAP experts, providing services through the SAP MaxAttention program and support 

through the Customer Engagement & Experience team. With these specialists’ support 

and guidance, we successfully integrated enterprise applications with our new digital 

core based on SAP S/4HANA.”

David Ormsby, Senior Manager, Transformation, Liberty Utilities Co.

IBM Corporation

Project management and systems integration
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Business Challenges and Objectives

Business Challenges Project Objectives

• Reliance on multiple, disparate systems 

across the company, limiting integration and 

necessitating inefficient manual processes

• Customer demand for more control, more 

access to data, and more transparency 

around the services we provide

• Lack of operational visibility, hampering 

decision-making and making asset 

management inefficient

• Legacy systems that were rapidly becoming 

obsolete, with the skill sets required to 

maintain them difficult to find

• Establish a single centralized ERP solution to serve 

all business areas

• Integrate SAP and third-party enterprise 

applications with the new ERP solution to support 

end-to-end processes and improve visibility

• Standardize processes and eliminate custom code, 

making systems maintenance more straightforward 

• Provide easily accessible analytics in real time 

across the business

• Offer convenient online services and increased 

transparency for customers
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Project or Use Case Details

Having grown through acquisition, we were using many disparate IT systems and processes 

across our business. This made workflows inefficient and collaboration problematic. It also made 

it difficult to provide employees with timely information on which to base sound decisions or to 

offer customers transparency into their account details.

To address this, we began a four-year journey to integrate processes, operations, and systems. 

At the heart of this was our deployment of SAP S/4HANA, which we initially deployed at our 

gas utility operation in Massachusetts and will roll out across all sites. Working with IBM and 

SAP partners, we used SAP Integration Suite to connect SAP S/4HANA with third-party and 

SAP software, including SAP SuccessFactors®, SAP Ariba®, and SAP Customer Experience 

solutions. SAP Analytics Cloud provides real-time analytics across multiple lines of business.

Now, integrated processes are helping streamline workflows across the business. Finance 

professionals can access reports faster, speeding up month-end closing. Centralized storage of 

asset management information helps maintenance teams find the information they need quickly 

and efficiently. The ability to set up and manage accounts online is delivering better customer 

experiences. Meanwhile, our simplified infrastructure enables IT personnel to spend less time on 

low-value maintenance activities and more time on strategic tasks.
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Business Process Details

Process Before Process After

• Manual setup of new customer accounts, 

with account queries taking place through 

calls to the customer contact center and 

payment reminders sent out in the mail

• Paper-based worksheets used for allocating 

and dispatching engineers on maintenance 

tasks and poor access to asset and 

equipment information on-site

• Time-consuming collation of reports from 

different parts of the business and lengthy 

delays in receiving reports, resulting in an 

extended financial closing period

• Online customer account registration and real-time 

usage updates, inquiry handling, and bill payments

• Digitalized workflows for asset maintenance task 

scheduling and allocation, with field engineers able 

to record status updates and access the 

information they need using a mobile device

• Real-time reporting based on a single source of 

truth across business areas, resulting in less time 

spent on administration and faster month-end 

closing
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Benefits and Outcomes

Business or Social IT* Human Empowerment

* IT benefits are required if you are using SAP Business Technology Platform products

Improved operational efficiency 

thanks to streamlined and 

integrated processes

Better support for decision-

making based on real-time 

information 

Cost savings due to online 

services that reduce the need 

for customers to call the contact 

center and for paper-based 

communications

Robust digital foundation for 

business growth with the ability 

to quickly add newly acquired 

companies 

More-convenient online account 

management services, 

improving the customer 

experience

Ability for employees in different 

business areas to quickly 

access relevant KPIs using role-

based dashboards

Mobile access to information, 

helping employees find the 

information they need when 

working in the field

Straightforward connection of 

applications using SAP 

Integration Suite, reducing the 

time and cost of integrating new 

solutions

Less time spent on routine 

systems maintenance thanks to 

a simplified IT infrastructure

Ability to spend more time on 

strategic tasks that add value to 

the business

Standardized software that is 

quick and intuitive to update, 

enabling us to take advantage of 

the latest technology innovations
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Architecture

SAP® SuccessFactors® Employee Central and employee expense management

CIS

EAM

ERP

SAP HANA®
Legacy EPC and ext. reporting

Customer interaction channels

SAP S/4HANA®

SAP Integration Suite
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SAP Integration Suite

SAP HANA®

SAP Analytics Cloud

PowerPlan

SAP Ariba®

solutions

Hyperion
SAP Analytics 

Cloud

SAP SuccessFactors 

solutions

Vendor

warehouse

Mobile workers 

(connected or 

disconnected)

Self-service 

Web app
SMS E-mail IVR Agent

WorkForce

software

SAP Concur®

solutions

Ceridian (HRIS) 

payroll

ClickSoftware 

Field Service Edge

SAP Service and 

Asset Manager

SAP S/4HANA Utilities

Device management FICA payments
FICA credit 

and collections

Contract billing 

and invoicing

Advanced metering 

infrastructure

Business process 

exception management

Market process 

management

SAP S/4HANA Utilities

Asset structuring Work management Compatible units Preventive maintenance

Geo-enablement 

network

SAP S/4HANA

General ledger Accounts receivable Accounts payable Central finance

Controlling Treasury
Federal Energy 

Regulatory Commission
Asset accounting

Material management Procurement HR Mini Master

Legacy 

applications

Third-party 

applications

Other existing 

applications

Owner
In scope

Third-party 

application

Other

SAP Marketing Cloud SEW customer mobile SAP Service Cloud



11PUBLIC© 2021 SAP SE or an SAP affiliate company. All rights reserved. ǀ

SAP® technologies used:

Date 

Number of end usersDeployment status

Number of customers

Transaction Volume

Deployment Details 1 of 2

SAP

product

Primary

product
Deployment status 
LIVE or POC [proof of concept]

Contribution 

to project

1
SAP S/4HANA Live Centralized operations management solution

2
SAP Integration Suite Live Integration between SAP S/4HANA and other enterprise applications

3
SAP Analytics Cloud Live Reporting on enterprise-wide KPIs

4

5

April 2021

300Live

Release 1 57,000  Live 

300,000 integration messages 

each month

X

X
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The following offerings from SAP Services and Support were utilized during the implementation 

or deployment phase

SAP MaxAttention™

SAP ActiveAttention™

SAP Advanced Deployment

RISE with SAP for Industries

SAP Innovative Business Solutions

Other:

SAP Value Assurance

SAP Cloud ALM

Deployment Details 2 of 2

SAP Advisory Services

SAP Customer Experience Solutions

SAP Preferred Success

SAP Solution ManagerSAP Innovation Services

SAP Enterprise Support

Contribution to the project

Customer Engagement & Experience

SAP experts from SAP MaxAttention provided architectural planning services and best practice–based guidance during 

project planning and deployment. The Customer Engagement & Experience team brought together SAP expertise as 

needed to solve any implementation issues.

X

X
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The following advanced technologies were part of the project.

Advanced Technologies (2 of 2)

Technology 

or use case
Product *

Contribution to project and how product 

used integrates with SAP products

1 Advanced cloud integration
New business models using API’s, Connecting 

business partner(s) with API’s, Integration Advisor, 

Digital integration hub architecture, Event Mesh

SAP Integration Suite Integration of cloud solutions from SAP with SAP S/4HANA

2 Advanced and augmented 
analytics
Real-time and streaming analytics, spatial 

analytics, natural language processing, machine 

learning to identify trends, patterns, and outliers, 

predictive analytics and planning)

SAP Analytics Cloud Real-time KPIs across multiple business areas

*If this is not an SAP product, explain how it integrates with SAP products.


