Piaggio

Vespa Maker Uses SAP® Enterprise
Support to Evade Obstacles and
Keep Moving
Quick facts

“With SAP Enterprise Support we get
results and mitigate risks. This gives
us more confidence to proceed with
upgrades and to undertake business
improvement initiatives.”
Pietro Andria, Vice President of Supply Chain
Processes, Piaggio & C. s.p.a.

Company
•	Name: Piaggio & C. s.p.a.
• Headquarters: Pontedera, Italy
•	Industry: Automotive
•	Products and services: Scooters,
mopeds, motorcycles
•	Revenue: €1.5 billion
•	Employees: 7,000
• Web site: www.piaggio.com
•	Partner: SAP® Active Global Support
organization

Engagement Highlights
•	Dedicated support advisor
•	Regular strategy meetings
•	Close link to SAP worldwide for issue
resolution

Challenges and Opportunities
•	Keep global business running 24x7
•	Support complexity of business operations
throughout global network
•	Identify IT issues before they occur
• Upgrade SAP Supplier Relationship
Management (SAP SRM) application
within tight deadline
•	Stay abreast of new SAP solutions

Benefits
• Accelerated SAP SRM rollout to meet
aggressive timetable
•	Improved SAP SRM performance by 100%
•	Reduced database requirements by 50%
•	Resolved issues quickly by rapid
escalation to SAP for fast resolution

Objectives
Engage SAP for extended, continuous
worldwide support
SAP Solutions and Services
•	SAP Solution Manager application
management solution
•	SAP Enterprise Support services
•	SAP Business Process Performance
Optimization service
•	SAP GoingLive™ Check service
•	SAP EarlyWatch® Check service

SAP Customer Success Story
Automotive

Why SAP
•	The best product knowledge and
development expertise to support its
own solutions
•	Ongoing project support

Existing Environment
•	SAP software for enterprise resource
planning
•	SAP SRM
Third-Party Integration
•	Database: Oracle
• Hardware: IBM
•	Operating system: IBM AIX

Piaggio & C. s.p.a. is known the world over for its Vespas, the
scooters that allow drivers to move nimbly through the thickest traffic.
Piaggio wanted the same experience with its SAP® applications – to
constantly use and upgrade the software without obstacles, ensuring
continuity and innovation throughout its complex global business network. That’s why it turned to SAP Services offerings, including SAP
Enterprise Support services.
SAP Enterprise Support is delivered by
the SAP Active Global Support (SAP
AGS) organization. Piaggio works with
its SAP AGS support advisor to discuss
business strategy and project needs,
tune its SAP landscape, and gain access
to SAP resources. A recent effort was
focused on an upgrade of the SAP Supplier Relationship Management (SAP
SRM) application.
SAP AGS provided an SAP Business
Process Performance Optimization service that resulted in a 100% improvement
in SAP SRM performance. SAP AGS
ran a data-volume management exercise
that reduced database requirements by
50%, lowering maintenance costs and
also increasing performance. High-priority
issues were quickly escalated to SAP
developers and support personnel around
the globe for rapid resolution. The SAP
GoingLive™ Check service further helped
ensure that the upgrade, which involved
a migration from UNIX to Linux and a
separation of the purchasing and supplier
servers, was completed in five months
– on time and within budget.

This was crucial to Piaggio operations in
India and Vietnam. The company is growing quickly in these markets with scooters and three- and four-wheeled vehicles
and needed to extend its supplier portal
to the region. Piaggio spends more than
€300 million annually outsourcing across
its global supply chain; it relies heavily
on portal technology – which is supported
by the SAP NetWeaver® Portal component – and SAP SRM for the continuous
exchange of orders, documents, and invoices throughout the vendor ecosystem.
“We had to quickly solve a number of
issues so we could begin live operation
of SAP SRM according to the timetable
we planned,” says Pietro Andria, vice
president of supply chain processes at
Piaggio. “It is important to have support
in every country, as we run all our subsidiaries on SAP software. We need to
have SAP solutions working 24 hours a
day, seven days a week. We need fast
response and cannot wait to resolve
problems. This is what SAP Enterprise
Support provides.”

Proactive Support
It is important for Piaggio to stay ahead
of emerging issues and keep abreast of
the latest developments from SAP. “SAP
AGS helps us stay proactive,” Andria
says. “It not only continuously checks
our overall SAP environment; it helps
us complete our projects without major
issues and advises us about upgrades
and new software. Whenever we need
to address a business issue or consider
a project, we rely on SAP Enterprise
Support to help us evaluate how we can
benefit from new SAP solutions.”
This not only helps Piaggio IT ensure
business needs are met – it also helps
ensure a standardized solution landscape
and a lower total cost of operation.“When
we speak with consultants from SAP
Enterprise Support about future business
needs and projects, it’s important to us
to discover what is available in SAP
software so we can avoid custom development,” Andria says. “New upgrades
and support packages enable us to standardize on functionality we had customized in earlier versions of the software.
For example, we are now investigating
warranty management functionality
in the newest version of the SAP ERP
application.”

SAP – The Natural Choice
Pontedera, Italy–based Piaggio is one of
the world’s leading manufacturers of twowheeled motor scooters and three- and
four-wheeled light transportation vehicles.

“Whenever we need to address
a business issue or consider a
project, we rely on SAP Enterprise Support to help us evaluate how we can benefit from
new SAP solutions.”
Pietro Andria, Vice President of Supply
Chain Processes, Piaggio & C. s.p.a.

It produces more than 610,000 vehicles
annually in manufacturing plants in Europe
and Asia that are supported by five global
research and development centers. Historically, Piaggio relied on internal IT staff
to manage its SAP solutions. With the
push into Asian markets and the desire
to upgrade its SAP applications, it knew
it needed more support.
Andria says SAP Enterprise Support
was an easy choice. “For me, it was quite
obvious,” he says. “When you have a

Support is designed for customers that
require around-the-clock support for
global operational processes extending
across an ecosystem of customers, vendors, and business partners.
For Piaggio, these services are critical
to help ensure business doesn’t stop
– as might have been the case when
the company experienced a bottleneck
caused by the rapid business expansion
in Asia. “We have many suppliers in
our network, and we had so many large

“The support option delivered by SAP AGS acts as a ‘warranty’ for us, ensuring
that our mission-critical issues can be addressed quickly and efficiently.”
Pietro Andria, Vice President of Supply Chain Processes, Piaggio & C. s.p.a.

Ferrari, you ask for support from Ferrari,
not from other companies. We run SAP
software for enterprise resource planning, customer relationship management,
human resources, business intelligence,
and other areas. I feel that SAP has the
best product knowledge and development
expertise to support its solutions.”

Service That Never Stops
SAP Enterprise Support provides proactive support, along with tools, processes,
and services that enable continuous
improvement and application lifecycle
management for ongoing innovation. It
focuses on business and operational process improvements and ways to address
total cost of operation. SAP Enterprise

orders flowing through the portal that
we couldn’t process them without
interrupting our purchasing operation,”
Andria says.
That’s when SAP AGS stepped in and
conducted the service for business process performance optimization, which
is designed to improve the operation
of SAP solutions. The service focuses
on eliminating performance problems
caused by factors such as customer
programs, inefficient transactions, and
unnecessary data processing. The SAP
consultants analyzed Piaggio’s core business processes, uncovered the issues,
and developed an action plan.

The SAP support advisor worked closely
with Piaggio to help solve a businesscritical issue. Says Andria, “SAP Enterprise Support enabled more efficient collaboration between the various Piaggio
departments, leading to fast problem
resolution. In this way, the support option
delivered by SAP AGS acts as a ‘warranty’ for us, ensuring that our missioncritical issues can be addressed quickly
and efficiently to reduce any disruption
to business continuity.”

Continuous, Behind the Scenes
Support
Once problems have been resolved,
SAP Enterprise Support keeps it that
way. SAP AGS also provided the SAP
EarlyWatch® Check service, which analyzes the components of SAP solutions
and operating systems and databases.
As part of this analysis, SAP AGS developed action plans that showed Piaggio
how to eliminate costly performance bottlenecks, improve response times, make
optimal use of its hardware investment,
and reduce the risk of costly downtime.
Piaggio is also using the SAP Solution
Manager application management
solution. SAP Solution Manager is a centralized platform that provides tools, content, and direct access to SAP to help
customers deploy, operate, support,
monitor, and continuously improve their
SAP solutions. It targets both technical
and business aspects of customers’ SAP
software, focusing on core business
processes and their connection to the

www.sap.com /contactsap

underlying IT infrastructure. During an
upcoming upgrade of its SAP ERP application, Piaggio will use SAP Solution
Manager for documenting its solution
landscape and business processes and
for testing and change management.
The powerful combination of SAP
Enterprise Support and SAP Solution
Manager will help ensure that Piaggio
stays up and running – darting and weaving through any obstacles like a Vespa
and continuously improving the business as it bucks the worldwide slowdown with its rapid growth.

“SAP Enterprise Support is important
because we are everywhere – from the
United States and Europe to China, India,
and Vietnam – and we cannot solve all
our problems by ourselves,” Andria says.
“SAP Enterprise Support ensures continuous service. For example, when we
have to comply with unique legal requirements in a particular country, we get
rapid guidance from SAP AGS. When
we need important functionality, SAP
AGS lets us know what is available. With
SAP AGS and SAP Enterprise Support
we get results and mitigate risks. This
gives us more confidence to proceed
with upgrades and to undertake business
improvement initiatives.”
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