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SAP® Services Enable Proactive
Response to Risk and Better System
Operations
Quick facts

“I believe that IT is charged with the
mission of flexibly responding to the
ever-changing business environment
to help gain competitive advantage.
SAP Enterprise Support is a great asset
as a support service to enable a system
that can withstand change.”
Kazuo Mitsui, President, YOURSOFT Inc.

Company
•	Name: Mitsui Mining & Smelting Co. Ltd.
(Mitsui Kinzoku)
•	Location: Tokyo
•	Industry: Mining
• Products and services: Metal refining and
processing, electronic materials, parts
manufacture and assembly, and environmentally friendly recycling of nonferrous
metal resources
•	Revenue: ¥392.3 billion (about €3.53 billion)
(consolidated for fiscal year ending in
March 2010)
•	Employees: 9,851 (consolidated as of
March 31, 2010)
• Web site: www.mitsui-kinzoku.co.jp/en
•	Implementation partner: YOURSOFT Inc.
(part of Mitsui Kinzoku group)
Challenges and Opportunities
• Further utilize and improve performance
of SAP® solutions in operation for many
years
•	Increase flexibility of solution platform to
adapt to changes in business environment
•	Build a framework to implement system
lifecycle management
Objectives
•	Identify risks that have become obscured
over years of operation
• Protect investment by improving system
operation quality and promoting efficient
use of resources
• Strengthen support for help desk

SAP Customer Success Story
Mining

SAP Solutions and Services
• SAP ERP application
• SAP NetWeaver® Business Warehouse
component
• SAP Solution Manager application
management solution
• SAP Enterprise Support services
Implementation Highlights
Eliminated bottlenecks and improved
performance through proactive support
Why SAP
• Usefulness of SAP Enterprise Support’s
approach to optimizing system operation
• Highly synergistic effect from SAP Enterprise Support and SAP Solution Manager
Benefits
•	Time needed to register quality inspection
lots reduced from 2 minutes to between
10 and 20 seconds
• Faster extraction and aggregation of
accounting data by optimizing database
processing
• Anticipated cost reduction and protection
of investment through more efficient use
of resources
• Standardization of system operations
based on best practices in IT services
management

With operations in the fields of electronic materials, environmentally
friendly recycling of nonferrous metals, and parts manufacture and
assembly, Mitsui Mining & Smelting Co. Ltd. (Mitsui Kinzoku) has
built its reputation on its manufacturing strength. Among its competitors, the company has the leading share in the global market for
automobile door-lock parts, TAB (tape-automated bonding) tape, and
copper foil.
In April 1998, Mitsui Kinzoku – supported
by YOURSOFT Inc., a Mitsui Kinzoku
group company involved in information
systems development and operation –
implemented the SAP® ERP application
as the core business solution to support quick management decisions.
Today, the core business systems of
54 group companies, both in Japan and
overseas, operate in a fully integrated
manner. The company is also working
on further deployment of the SAP solution to other group companies.
“Mitsui Kinzoku positions SAP ERP not
just as a comprehensive core business
system but also as a strategic IT platform to increase competitive advantage,” says Kazuo Mitsui, president
and representative director of YOURSOFT Inc. “To this end, it is critical for
the system to be able to flexibly adapt
to the changes in the external environment and allow proper management
of business processes and information
within the entire system lifecycle. It
needs a mission-critical structure that
can ensure business continuity. At the
same time, the structure itself needs
to have a flexibility that can withstand
change.”

Since its implementation, the SAP solution has operated stably without major
incident, but the company recognized
the risk that – because it was responding to problems after they arise – the
system’s ability to adapt flexibly to business changes might be compromised.
“It is important that we constantly review the current situation, look into the
future, and put in place proactive measures to improve the quality of system
operations,” adds Hitoshi Naraki, director of YOURSOFT Inc. In 2010, Mitsui
Kinzoku started utilizing the SAP Solution Manager application management
solution as the system operation and
management tool and adopted SAP
Enterprise Support services to help
increase its operational value.

SAP Services Support Operations
Lifecycle
It is absolutely essential to Mitsui
Kinzoku that its business operations
run smoothly round the clock and that
its IT infrastructure supports this requirement by responding reliably at all
times. To ensure the satisfactory performance of its extensive IT infrastructure, the company recognized that it
needed to be able to monitor its busi-

ness processes and business data centrally. Over time, some of the group’s
business units had begun to use SAP
ERP for purposes beyond the scope of
the original implementation. The presence in these installations of old, unprocessed data had created some system vulnerability and risk. In order to
proactively identify and preempt these
potential risks to its business operations, the company decided to engage
SAP Enterprise Support services.
“Generally, traditional maintenance
services centers on reactive measures,
such as responding to inquiries regarding problems or upgrades,” says
Mitsui. “On the other hand, SAP
Enterprise Support takes a proactive
approach to improving system operation quality by identifying potential risks
before they manifest themselves. It is
a very constructive type of support
service where users and SAP collaborate to strengthen smooth operation
based on the system’s lifecycle. We
wholeheartedly support this unprecedented and revolutionary concept.”

Highly Synergistic Effect with SAP
Solution Manager
SAP Enterprise Support draws out
the full value of SAP Solution Manager
by significantly boosting the quality of
system operations. What makes this
possible is its continuous quality
checks (CQC) service. The CQC service uses various tools to identify the
causes of operational problems and
implement concrete corrective measures, thus supporting optimization
of the system.

“SAP Enterprise Support takes a proactive approach to improving system
operation quality by identifying potential risks before they manifest
themselves. It is a very constructive type of support service where users
and SAP collaborate to strengthen smooth operation based on the
system’s lifecycle. We wholeheartedly support this unprecedented and
revolutionary concept.”

Kazuo Mitsui, President, YOURSOFT Inc.
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For example, one specific quality check
analyzes business processes to make
sure data monitoring and system execution are being carried out correctly
as planned. By using the businessprocess-monitoring feature in SAP Solution Manager to perform this analysis,
a company can identify cases where
billing for already shipped orders has
for some reason been delayed.

ucts it makes and ships. Quality inspection lots must first be registered,
and then approximately 30 end users
carry out around 50 inspections each
day. However, in the past, the registration process was taking too much time
and beginning to pose a serious problem.
This is where the CQC service to
improve performance of custom programs – business-process performance

“Companies that run SAP are able to exchange information through collaboration at user conferences for SAP Enterprise Support, as well as through
seminars and workshops organized by SAP. We expect to see exchanges with
other enterprises that inspire new ideas to further boost the quality of our
operations.”
Hitoshi Naraki, Director, YOURSOFT Inc.

“We had not placed much importance
on business-process monitoring, but
now we can expect a highly synergistic
effect by utilizing SAP Enterprise Support with SAP Solution Manager,” says
Naraki. “In particular, as SAP Enterprise
Support suggests optimal system operation, it plays a critical role in realizing IT
service management best practices.”

Performance Issues Solved, Use
of Resources More Efficient
Mitsui Kinzoku has realized a number
of improvements with the introduction
of SAP Enterprise Support. One of
them is the increased processing performance in quality inspection.
In the electronic materials manufacturing plant, the company carries out a
rigorous quality inspection for the prod-

optimization – came into play. “By applying the CQC improvement proposals
for limiting resource-intensive queries,
we reduced registration time for quality
inspection lots from 2 minutes down to
between 10 seconds and 20 seconds,”
explains Naraki. “This also shortened
total lot registration time from 3 hours
to about 2 hours. As a result, our business operations run more smoothly.”
Mitsui Kinzoku had been archiving data
to control the disk-data volume, which
continues to grow on a daily basis.
However, the company expected to find
unused tables in the system that could
be deleted. By streamlining unnecessarily large tables, the company set out
to improve system response. It used
the CQC check for managing data volume to identify data that could be deleted. In addition, the company used the

remote performance optimization check
to analyze performance. As a result,
the company found that it could delete
a total of over 160 gigabytes of data in
the accounting management table,
among others. Based on this finding,
the company revised its data storage
period – the period after which data
can be permanently deleted. The improvement proposal recommended by
the remote performance optimization
check also reduced the time required
for extracting and aggregating data
from several thousand seconds to
about one hundred seconds. More efficient use of resources is also expected
to contribute to reducing costs.

SAP Expertise Based on Work with
Wide Range of Actual Systems
SAP Enterprise Support also provides
a very useful side benefit. Traditionally,
companies with operations in various
industries and different business categories – and with a great variety of
business processes – would not look
to another company for advice about
how system operations can best be
run. However, SAP Enterprise Support
is built upon actual examples of system
operation in various companies. By
having companies share information
about which approaches were taken to
solve a problem and the outcomes, the
SAP services help companies like Mitsui Kinzoku to promote standardization
of their system operations.
“Companies that run SAP software
are able to exchange information
through collaboration at user conferences for SAP Enterprise Support,
as well as through seminars and

www.sap.com /contactsap

workshops organized by SAP. We
expect to see exchanges with other
enterprises that inspire new ideas to
further boost the quality of our operations. This would make it possible to
leverage systems on a more advanced
level,” says Naraki.

Furthermore, the company is also considering the improvement of test management features with an eye to future
system expansion. Preparation has
been progressing steadily, including
having expert-guided implementation
sessions for SAP Solution Manager.

Leveraging SAP Enterprise
Support for Future Quality
Improvements

“I believe that IT is charged with the
mission of flexibly responding to the
ever-changing business environment to
help gain competitive advantage. SAP
Enterprise Support is a great asset as
a support service to enable a system
that can withstand change,” comments
Mitsui. Striving for higher business value
through an aggressive approach to
system operation, Mitsui Kinzoku has
just taken its first step toward another
dramatic leap forward.

Mitsui Kinzoku will aim to further improve the quality of its system operations based on proposals from SAP
Enterprise Support services. For example, the company had been performing
incident management using an information technology infrastructure library
(ITIL)–based tool for five years, but it
covered only a limited area. The company is now considering a proposal
from SAP to utilize the ITIL-based operation process implemented in SAP
Solution Manager for conducting comprehensive incident handling and status
management. As part of this move, the
company has decided to transfer the
service desk from the current tool to
SAP Solution Manager. There are also
plans to expand ITIL coverage to include
problem management and change
management.
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