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The Agentic Utility: Solving the Meter-to-Cash Crisis with
Autonomous Al on SAP BTP

Executive Summary

Utilities today are operating under more pressure than ever. AMI data arrives every few
minutes, customer expectations continue to rise, and internal teams are stretched thin.
Even with modern systems like SAP S/4HANA and SAP BTP, many processes still depend on
manual work, batch cycles, and exception backlogs.

Agentic Al introduces a simple but powerful idea: software “agents” that can watch what’s
happening, make small decisions, and take action—without waiting for a human every
time. These agents don’t replace people; they take on the repetitive, exception-heavy work
that slows utilities down.

This paper explains what agentic Al really means for utilities, where it can help today, and
how to introduce it safely without disrupting SAP systems or day-to-day operations.

Why Utilities Need Agentic Al Now

Utilities are facing challenges that traditional tools can’t keep up with:

< AMIl data arriving every few minutes depending on customer volume and hourly
data, Generating millions of data points daily.

< More DERs and EVs creating unpredictable load

< Billing exceptions from 2% to 5% rising because of data quality issues
< Call centers handling 20-30% avoidable contacts.

% Teams stretched thin

Most utilities have already tried workflows, RPA, and custom code. This helps, but they
don’t adapt when conditions change.

Agentic Al is different—it can monitor, understand context and act in real time, which is
exactly what utilities need as operations become more dynamic.
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What Agentic Al Actually Is (and isn’t)

Think of an Agentic Al system as a digital operational assistant that can observe events,
reason about context, and act across enterprise systems.

A utility-focused agent can:
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» Watch for events (like billing error or a meter spike)

B3

» Understand what’s happening

.

» Decide what to do

RS
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» Act through SAP BTP or other systems

D3

»  Ask for human help only when needed

It’s like giving your team an extra set of hands for the repetitive work that slows everything
down.

Why is this matter for utilities:

< Utilities run thousands of micro-decisions daily (billing, metering, credit, outages).
Agentic Al can handle these decisions with consistency and speed.
A Simple Example: Agentic Al in Action
Consider a common scenario in utility operations:

An AMI meter reports an unusually high consumption spike.
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The agent detects the anomaly and compares it with historical usage patterns.
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It checks meter health and recent service orders to rule out equipmentissues.
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The agent flags the event as a potential billing anomaly.
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A proactive notification is sent to the customer explaining the spike.
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The billing system is adjusted to prevent an incorrect high bill.

The Agentic Al Architecture for Utilities

Core components:
< Eventingestion layer (AMI, CIS, OMS, CRM, SAP BTP Event Mesh)

< Reasoning engine (LLMs, rules, policies, domain models)

< Action layer: SAP BTP automations, workflows, APIs, and clean-core extensions for
RISE customers.

< Governance & guardrails (Al Foundation, policy enforcement, audit trails)
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%+ Feedback loop (continuous learning, exception handling, human-in-the-loop)

* RISE extensions* Extensions built on SAP BTP that integrate with S/4HANA Cloud under
the RISE model.
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Key message:

Agentic Al must be clean-core alighed—no custom code inside SAP S/4HANA or I1S-U.

High-Value Use Cases for Agentic Al in Utilities

2. Intelligent Billing Exception Resolution

Billing exceptions consume thousands of hours every year. An agent can:
e monitors billing out sorts in real time.
o Classifies root cause (master data, meter read, config, estimation).
e Suggests or executes corrective actions.
e Reduces manual case handling by 30-50%.

This stabilizes revenue cycles and reduces billing delays.
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2. Proactive Credit & Collections

Collections teams often rely on blanket strategies that don’t reflect customer behavior.

An agent can:

e predicts paymentrisk using historical patterns.

e Recommends personalized outreach (SMS, email, payment plan).
e Automates low-risk decisions; escalates high-risk cases.

e Improves collections while reducing call center load.

This improves collections while reducing call center load

3. Meter Data Quality & VEE Automation

AMI data arrives continuously and unpredictably.
An agent can:
o Detects anomalies in AMI streams.
e Apply VEE rules dynamically.
e Flags suspicious consumption patterns.
e Reduces estimated bills and customer complaints.

4. Field Operations Optimization

Field operations depend on accurate data and timely decisions.
An agent can:

e Analyzes work orders, crew availability, and asset data.

e Suggests optimal dispatching or rescheduling.

e Reduces truckrolls and improves SLA compliance.

5. Customer Experience Agents

Customers expect proactive communication, not reactive responses.
An agent can:

¢+ Monitors high-bill triggers, outage events, or usage spikes.
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¢+ Send proactive notifications before customers call.
++ Build trust and reduces inbound volume.

Governance, Risk, and Compliance: The Non-Negotiable Layer

Utilities operate in regulated environments. Agentic Al must follow strict guardrails.

Key governance requirements:

¢ Policy-driven decision boundaries

%+ Auditability of every agent action

¢ Human-in-the-loop for high-risk decisions

+ Data privacy and regulatory compliance

+* Clean-core architecture to avoid SAP system risk

Utilities cannot deploy agentic Al without strong governance, especially in regulated
environments.

Implementation Roadmap for Utilities

>

A\

A\

Step 1: Identify high-friction processes: Billing exceptions, VEE, credit & collections,
customer service.

Step 2: Build a clean-core aligned architecture: Use SAP BTP, Event Mesh,
Integration Suite, Al Foundation.

Step 3: Start with one agent: Pick a narrow, high-value workflow.

Step 4: Establish governance early: Policies, audit logs, human oversight.

Step 5: Scale to multi-agent ecosystems: Agents coordinating across billing,
metering, and customer operations.

Step 6: Measure outcomes: Cycle time, accuracy, cost-to-serve, customer
satisfaction.

The Future: Multi-Agent Utility Operations

Describe how utilities will evolve toward:

>

>

>

>

>

Autonomous billing

Self-healing meter data
Predictive customer engagement
Al-driven field operations

Multi-agent coordination across the entire M2C lifecycle

Position agentic Al is the foundation for the next decade of utility modernization.
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Conclusion

Agentic Al is not futuristic—it is a practical, clean-core aligned way to modernize utility
operations today. By focusing on real operational problems—nbilling exceptions, meter data
quality, collections, and customer experience—utilities can deliver measurable
improvements quickly.

The utilities that adopt agentic Al early will reduce operational friction, improve customer
trust, and prepare for the complexity of the energy transition.
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