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Watco Companies L.L.C., a leading transportation and logistics provider 

serving North America and Australia, has experienced explosive 

growth by following its founding maxim: take great care of the customer 

and take great care of the people who take care of the customer. With 

all the growth came a rapidly increasing amount of paperwork. Watco 

knew what it needed: SAP® SuccessFactors® Human Experience 

Management Suite, which could equip the company to get its arms 

around all its team member data and put it into the hands of the 

people who need it.

Watco: Delivering a Better Customer 

Experience by Creating a Better 

Team Member Experience



Before: Challenges and Opportunities

• Make information instantly available where needed, not buried in tomes of paper

• Have personnel data, once entered, available electronically for all other human experience 

management (HXM) purposes

• Eliminate reliance on the HXM team members to provide personnel information to others in the 

company

Why SAP

• Ability to provide needed information at the push of a button

• Outstanding user interface

• Availability from the cloud

• Support for mobile devices

• So much flexibility that there is no need for customization

After: Value-Driven Results

• Increased use of self-services, freeing up HXM team members for high-value-added activities

• Instant availability of data wherever it’s needed

• Reduced stress for the payroll team

• Improved ability to reach far-flung team members with the cloud

Keeping Pace with Growth with SAP® SuccessFactors®

Human Experience Management Suite

“When you show folks how much information is at their 

fingertips with SAP SuccessFactors solutions, you tell 

them they can do it all on their mobile devices, and you 

explain how you’re going to make their lives easier, that’s 

when they get excited.”

Rachael Peterson, Chief People Officer, Watco Companies L.L.C.
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Treating Team Members Like Your Most Important 

Customers

Founded more than 35 years ago, Watco Companies 

L.L.C. has built its workforce from eight men 

switching 6.6 miles of track to about 5,000 people 

providing complex transportation solutions –

explosive growth by any measure. Watco credits a 

great deal of its success to a passion for the 

customer and a reputation for service excellence 

that goes with it.

As the headcount grew, managing people using its 

legacy on-premise human resources system became 

even more challenging and time-consuming. “Our 

managers spent a significant part of their day 

accessing personnel information and sending it to 

the right HR or payroll team member, who then 

manually rekeyed it in,” explains Rachael Peterson, 

chief people officer for Watco. “We needed to put 

data into our team members’ and managers’ hands 

without delay to empower them to make sound 

decisions and work in more strategic and 

meaningful ways.”

An important part of Watco’s formula for success 

is its understanding that the better it treats its 

team members, the better they treat the customer. 

In this respect, the company wanted something 

better than the on-premise system. It wanted 

remote team members to be able to access human 

experience management (HXM) information just as 

quickly and easily as headquarters team members 

using their mobile phones. It also wanted to 

empower team members everywhere to use self-

services to access or change their personal data on 

their own – accessing their pay stubs, for example, 

or making address changes. And it wanted an 

intuitive, user-friendly solution that everyone would 

want to use. Most important, it wanted to free team 

members at all levels from repetitious, tedious HXM 

administrative tasks so they had time to contribute 

at a higher plane and experience greater job 

satisfaction and opportunities for career growth.
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Going Live Within 10 Months

Watco’s people knew the answer was to adopt a 

modern HXM system, and they knew they had 

found the right one when they saw a demonstration 

of SAP® SuccessFactors® Human Experience 

Management Suite (SAP SuccessFactors HXM 

Suite). Team members across all lines of business 

loved the new functionality and ease of use. They 

even got a kick out of the suite’s org chart presen-

tations. Another advantage of SAP SuccessFactors 

solutions that was crucial in the decision is that they 

are cloud-based, making them equally available to 

all Watco team members regardless of their location 

and freeing the IT team members from hardware 

worries.

Watco adopted nearly every module in the 

SAP SuccessFactors portfolio. It chose an

implementation partner to guide the cloud strategy 

and a managed service provider to handle the day-

to-day operation of the cloud platform, enabling its 

HXM team to focus on ensuring the entire workforce

adopted the cloud solution.

With clear guidance, predictable outcomes, 

faster time to value, and flexible configurations, 

the company migrated its legacy system data to the 

cloud within 10 months, while strategically maintaining 

some on-premise capabilities.

Peterson’s team delivered exactly what the field 

needed in terms of a digital workforce experience. 

The following principles were critical steps to Watco’s 

digital HXM transformation:

• Take great care of the data being migrated from 

the legacy system.

• Minimize customization by taking advantage of 

the flexibility of SAP SuccessFactors solutions.

• Transition displaced team members to new roles, 

which in Watco’s case entailed assigning two 

payroll people to provide training and development 

and support team members who were struggling 

with benefits issues.
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Saving Time for Everyone Involved in HXM Processes 

SAP SuccessFactors HXM Suite is saving time for 

Watco’s people in many ways. It is so intuitive that 

team members can take advantage of the solutions’ 

self-service functionality and thereby avoid having 

to seek help from the HXM team members. Infor-

mation is at people’s fingertips, no longer requiring 

them to search through paperwork. They can 

obtain needed information on their mobile phones 

no matter where they are, rather than having to 

wait until they are connected to Watco’s network. 

“Mobile phone access to all the solutions’ powers is 

incredibly important to a field-based team like ours,” 

says Peterson.

Scaling without HXM headcount growth

Growth continues unabated for Watco, but HXM is 

fulfilling all its roles without having to increase team 

members. In fact, the existing team members have 

more time than ever before to fulfill the number one 

task the company expects of all its people: making 

the customer happy.

Fulfilling all expectations

SAP SuccessFactors solutions exceeded 

expectations. “In a nutshell, when we implemented 

SAP SuccessFactors solutions, we were looking for 

a solution that was first user-friendly,” summarizes 

Peterson. “A solution that our team members would 

be able to use. A solution that would save our 

HXM team members time by not having to rekey 

information. And a solution that was going to put 

information at the fingertips of the people that 

needed it at that time. It has been a perfect solution 

for our company and has delivered all of the benefits 

that we hoped it would.”
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