
The Operational Agility Software Company

About the customer 

RWE npower is a leading integrated UK energy supplier, and is part 
of the RWE Group. It operates and manages flexible, low-cost coal, 
oil and gas-fired power stations and is developing innovative energy-
related technologies. RWE npower is one of the UK’s largest energy 
suppliers, serving residential consumers and business customers.

Blue Prism’s software 

underpins RWE npower’s 

process improvements 

programme, saving costs 

and improving efficiency

CASE STUdy

Blue Prism exceeded our expectations as did the project, 
which was delivered on time and on budget. Blue Prism 
software has been built based on an excellent understanding 
of how to automate key business processes in a complex 
and large operating environment and add real value to the 
business. We are very excited that, by Blue Prism working 
closely with our newly formed business agility team, we now 
have a platform that enables us to deliver significant cost 
savings through substantive process improvements fast! Blue 
Prism software has given the business agility team the ability 
to deliver against the promise, generating huge benefits in 
terms of our business efficiency and effectiveness. 
Julie Jaglowski  
Customer Services Director, Domestic, RWE npower
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About the project

Improving the efficiency and effectiveness of administrative 
processes while making cost savings are core operational objectives 
in RWE npower. To help achieve these goals, the company has 
created a business agility team that is composed of staff drawn from 
both the It function and the business and administrative teams.  

An excellent example of the team’s work in action is the 
improvements made to the shipper agreed Read (SAR) processes. 
The SAR processes are important to consumers in ensuring an 
easy transition from one supplier to another and making sure that 
the information on their current bills and meter reading are correct 
these are complex processes and can generate multiple operational 
issues, particularly with regard to accuracy.

About the customer-facing processes

The nature of the SAR processes has placed a great deal of 
pressure on the administrative team. RWE npower’s philosophy is 
to deliver the best possible customer service at the lowest possible 
cost. “Our challenge was to improve ‘right first time’ accuracy 
while reducing the overall cost of the processes by reducing the 
demanding workload on the administrative staff,” said Vivian 
Corbett, Customer Services Director, Domestic, RWE npower.

Before the automation project, RWE npower Customer Service 
Advisors interacted with a number of independent and non-integrated 
applications. They also had several different versions of the SAR 
algorithm in Excel spreadsheets and the processes involved about 60 
full-time administrative staff. The processes were not optimised and 
were inconsistent, error-prone and manually intensive.

“We used to concern ourselves solely with how to resource people-
intensive processes. With Blue Prism software we now have a new 
level of operational visibility that enables us to consider the impact 
of every process change and allows us to manage our processes 
holistically,” said Simon Walch, Business Project Manager.

Role and value of Blue Prism Software and Services

Blue Prism was engaged to automate seven processes working 
with the business agility team. RWE npower’s It function (run by the 
parent company RWE) was involved right from the start. As with any 
project of this nature, the full involvement and support of the client’s 
IT function are critical to its successful delivery.

Summary of business benefits

•  Project delivered a nine-month return 
on investment and was on time and to 
budget

•  Substantial reduction in process 
operating costs

•  Project involved complex and varied 
application interaction and was 
completed three to five times faster 
than with the traditional approach

•  Enhanced customer satisfaction 
through improved response time for 
customer requests

•  Removal of a significant processing 
backlog

•  Dramatic improvement in accuracy 
and ‘right first time’ processing 
backlog

•  Measurable improvement in visibility 
of process metrics; for the first time 
ever RWE npower is able to see the 
real level of process exceptions

•  No change or operational impact on 
existing systems

•  In-house business agility team built 
to tackle multiple  new automation 
initiative
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Blue Prism’s SAR process automation solution was totally aligned with 
RWE npower’s IT delivery methodology and support framework while 
minimising the use of the company’s valuable IT resources. Working 
closely with Blue Prism, the RWE npower project team has been able 
to provide the business agility team with a platform that enables them 
to reconfigure and make very rapid changes to complex processes 
themselves. It has helped the business to replace insecure end-user 
computing initiatives such as spreadsheets and local databases. 
Blue Prism software has the advantage of not holding any customer 
data, merely manipulating the It systems already in existence, which 
ensures that data security and compliance are maintained.

Blue Prism’s experience of working in large organisations on 
complex processes means that its ability to take a process, 
trial it very quickly and then scale it up is faster than traditional 
approaches. Vivian Corbett estimates that the timescales for 
delivering a Blue Prism project focused on complex and varied 
applications interaction are about three to five times quicker than 
a traditional approach targeting similar business value. “Uniquely, 
Blue Prism is business-led. As a result, delivery is much quicker 
and less costly than our traditional approach, as well as avoiding 
the translation errors, scope creep and upfront costs that can occur 
even on Agile Development programmes,” said Vivian Corbett.

Another key advantage of the business-led approach is that the 
business users now feel empowered to make further suggestions 
and observations on process improvements through the application 
of IT using Blue Prism software.

“Using Blue Prism software, we were able to automate the manually 
intensive rules of the RWE npower SAR processes, consolidate the 
algorithms into a single centrally managed and controlled version, 
remove all the Excel spreadsheets and deliver the project on time 
with a nine-month return on investment” commented Simon Walch.

Through deploying Blue Prism software, the business has been 
able to take inefficient processes and rapidly make very significant 
improvements. Working with Blue Prism has enabled RWE 
npower to deliver on the promise of operational agility, producing a 
fundamental, lasting and positive change to the way the business 
works. Blue Prism has demonstrated that it can add real value in a 
short timeframe that is cost effective and highly measurable.

“We had selected Blue Prism to help us with key customer 
processes based on its track record in automating processes in 
large and complex organisations. We are now rolling it out across 
our organisation. Blue Prism’s Operational Agility Platform coupled 
with the support of its consulting staff has given us the ability to 
implement positive and rapid change to the way we operate. In 
addition, through Blue Prism’s knowledge transfer programme, we 
now have the business agility team trained in the configuration of 
their own processes to enable them to work on future projects with 
minimal external support,” observed Vivian Corbett.

People-intensive business 
procedures are innately 
complex. Blue Prism has 
enabled us to automate 
processes that were previously 
considered not economically 
possible with our existing IT 
approach and, importantly, 
the process automations were 
implemented by the business, 
with IT support and governance, 
delivering real operational agility 
for the first time.” 
Vivian Corbett  
Head of Development, Residential 
Customer Services, RWE npower
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For further information please 
contact us at  

info@blueprism.com or  
www.blueprism.com

Blue Prism delivers:

•  A powerful software platform supported by a knowledgeable and 
experienced professional service team

•  Many years of deep understanding of process and its application 
in business

•  A proven track record of deploying the platform in large and 
complex organisations

•  Experience of working successfully with both business users and 
IT functions

•  A knowledge transfer programme to train and empower business 
users on Blue Prism software
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