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Electric Supply Board

AT A GLANCE
Client

The Electricity Supply Board (ESB) 
is the leading Irish electrical utility 
corporation with 1.7 million customers 
and 9,600 employees.

Challenge

To improve productivity by enhancing 
the document presentment and high 
volume printing capability of their 
SAP environment, and to enhance 
customer service.

Solution

ESB implemented StreamServe 
Utilities so they could automatically 
convert SAP data into the market 
standard format for large volume 
printing and electronic billing.

Results

Customer service has been improved, 
the design phase has been cut by 
up to 75 per cent, and all business 
documents automatically comply with 
corporate brand policy.

ESB provides electrifying customer 
service with StreamServe®

The Electricity Supply Board (ESB) is the leading Irish electricity 

utility with 1.7 million customers. With such a large customer 

base and more than 10 million bills to be processed each year, ESB 

knew it was critical to develop an efficient Enterprise Document 

Presentment solution if they wanted to maintain good customer 

relationships and keep administrative costs under control.

ESB had already invested in a comprehensive SAP system that served as the core 
of its business operations, and a new SAP IS-U module added billing capabilities 
to the solution. However, it still did not allow ESB to print a large volume of 
documents. The problem was that the SAP solution did not support the AFP 
format, the standard format for doing a large volume of printing.

Also, ESB wanted to improve customer service by implementing a solution that 
made it easy for customer support staff to answer customer inquires quickly  
and accurately.

StreamServe Utilities™ integrates easily with SAP

ESB met the challenge by implementing the StreamServe Utilities solution. 
StreamServe has extensive experience implementing successful SAP integration 
projects, so they were able to provide a solution with features fully certified for 
SAP applications, including document design, large volume printing,  
and distribution.

“By adding critical Enterprise Document Presentment capabilities, the StreamServe 
Utilities investment contributes to significantly increasing the value of our existing 
SAP system,” said Mr. Vivian Young, the technical delivery manager at ESB.

StreamServe automatically converts SAP data into AFP, which means large 
cost savings as ESB manages more than 10 million bills each year. The solution 
also makes document design easy and ensures that all business documents 
automatically comply with corporate brand policy.

Other document design tools, such as the one that was provided with SAP, are 
significantly more complex. ESB estimated that StreamServe allowed them to save 
up to 75 percent of the time and money that it would have taken them if they had 
used the SAP solution.

With StreamServe Utilities, ESB can easily design business documents according to 
customer requirements in a fraction of the time needed by applications such  
as SAP.
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Bringing Documents to Life

‘‘StreamServe Utilities 
saves us up to 75 
percent of the time 
and money that it 
would have taken if 
we had used the SAP 
solution and it enables 
us to deliver superior 
customer service. 
Those are a couple of 
compelling benefits.”
Mr. Vivian Young, Technical  
Delivery Manager, ESB

Improved customer support

StreamServe Utilities also provides an archiving system that helps the ESB customer 
support staff to provide quick and accurate responses to customer inquiries. 
Support staff can now easily track and retrieve historic billing information.

The information is displayed on the customer support staffer’s computer screen in 
the same format that the customer received it in. This way customers get instant 
answers to their questions, misunderstandings are quickly resolved, and bills are 
paid in a more timely fashion.

“With the StreamServe application, we are able to deliver superior customer 
service because we can manage the document design, printing, and distribution 
directly from SAP,” said Mr. Young. 

No changes to internal systems 

Although ESB mainly uses StreamServe Utilities to optimize SAP functionality, 
it can easily manage data from additional applications without changes to the 
internal systems. Also, new services can be added without systems changes.

In the future, ESB plans on using StreamServe Utilities to provide additional 
services, including e-mail based billing, something that will improve customer 
service further while minimizing costs.

“We believe electronic billing will become more and more prevalent as times goes 
on,” said Mr. Young. “And we feel fully prepared for that because StreamServe 
Utilities gives us the tools to be able to easily provide that service to our 
customers.”


