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Artsana: Ensuring Continuity
During Rapid Growth with
SAP® Enterprise Support
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Artsana Group has to ensure business continuity during global expansion. The SAP®
Active Global Support (SAP AGS) organization helps keep the business running –
and humming. Through SAP Enterprise Support services delivered by SAP AGS,
Artsana was able to restore business quickly after a major problem, avoiding
US$300,000 in losses. It decreased emergency and failed change requests by more
than 25%. It reduced database size by 50%. And it launched three new subsidiaries
in only six months apiece.
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Sir Pietro Catelli, knighted in 1974, did not stop there.
His inventiveness soon produced the Pic Solution –
the Italian leader in the medical self-care sector –
and the Serenity and Lycia brands.

Artsana Group was founded by Pietro Catelli in 1946
in a small office on the shores of Lake Como, Italy.
The company specialized in sales of venipuncture
equipment and medications and, thanks to its founder’s creativity, grew quickly. Twelve years later Pietro
Catelli’s first child Enrico was born – inspiring what
would become his father’s most successful entrepreneurial intuition.

Artsana headquarters are in Grandate, Italy. The
group has more than 7,400 employees across
23 branches worldwide. It markets its brands in
over 100 countries, and turnover is €1.47 million.
In 2006, surrounded by his wife and his children,
Enrico, Michele, and Francesca – who had taken
over the reins of the company – Pietro Catelli passed
away in his Como home, leaving a rich and unique
entrepreneurial legacy to Italy and the world.

It was the trademark Chicco – the nickname for
Enrico – that quickly became synonymous with
child care in Italian households. Toys such as the
“little bee house” and feeding bottles featuring an
innovative “no hiccup” system entered the homes
of a nation fussing over its children as never before.

“Integrity, sense of accountability, respect for others, attention
to quality of life – these are the core values for those working
for the group.”
Paolo Sassi, Global IT Director, Artsana Group
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more business in international markets. We have
20 subsidiaries around the world and operate on
all continents. Our strategy is to grow and become
a more global company.”

The Artsana vision is twofold – heartfelt and businesslike. Solid passion for life is the company motto;
passion, responsibility, respect, and integrity are
its underlying values. Artsana cares about people.
And the people who work for the firm are proud to
contribute to an undertaking that is not only entrepreneurial but also deeply human.

As global IT director, Sassi makes sure IT supports
that vision. “When I joined this company, IT was
focused on supporting the core operations in Italy,”
he says. “In the last two to three years, we have completely changed our focus. We said, ‘We are IT, but we
are group IT.’ Information technology must follow the
business, wherever the business is. We now have the
world as our focus.”

But Artsana is also a business, and its business vision
embraces expansion. “Our mission is to develop
much more business outside Italy,” says Paolo
Sassi, global IT director at Artsana. “We are seeking

“We dramatically changed our vision for IT to focus on
worldwide operations. We started a revolution, changing
our functions and processes. SAP Enterprise Support
helped us put in place the initiatives we needed to support
a global IT organization.”
Paolo Sassi, Global IT Director, Artsana Group
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SAP Enterprise Support helps Artsana manage –
and optimize – this vast and expanding IT platform.
“You need this service to manage global complexity, achieve business continuity, and ensure future
development,” Sassi says. “Software is like a highperformance car – you have to have great maintenance and a good mechanic. For the SAP software
landscape, SAP Enterprise Support is the good
mechanic. If you want good IT governance, you
need SAP Enterprise Support.”

The group’s IT strategy is what led Artsana to take
advantage of SAP Enterprise Support services.
Artsana relies on SAP software to help it run its
business worldwide. The company runs the SAP
ERP application, the SAP Supply Chain Management (SAP SCM) application, the SAP Supplier
Relationship Management (SAP SRM) application,
and the SAP NetWeaver® Business Warehouse (SAP
NetWeaver BW) component.
Says Sassi, “SAP software is the heart, the core, of
our IT landscape. We have only one instance, but
this instance supports 20 countries. We wanted
to understand how we could better use support
resources from SAP.”
Artsana chose SAP Enterprise Support not only to
help ensure business continuity. As part of its global
expansion, it also has to get subsidiaries up and running fast. “In our strategy it’s very important to deploy
SAP software quickly in new business units. For example, in the last 18 months we opened subsidiaries
in India, Russia, and Mexico, all running SAP software.”

“I talked with our SAP account executive
to understand how we could use support
services from SAP. I saw that SAP
Enterprise Support could reinforce and
help me develop what I had in mind for
our IT organization.”
Paolo Sassi, Global IT Director, Artsana Group
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SAP Enterprise Support focuses on business continuity, performance optimization, process improvements, and ways to address total cost of operation.
The enhanced support includes tools, processes,
and services for application lifecycle management.
And it’s designed for customers like Artsana that
require 24x7 support.

The SAP Services organization also remotely delivered a five-day, expert-guided implementation to help
Artsana install the SAP Solution Manager application
management solution – 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.

For Artsana, SAP AGS performed data volume management analyses to uncover large database sizes
and high rates of data growth, and offered recommendations for containment. It conducted an SAP
GoingLive Functional Upgrade Check service to
monitor solution performance, stability, and resource
consumption; provide insights into risks; and recommend risk mitigation.

Artsana uses the SAP Solution Manager application
management solution to manage its users’ change
requests and monitor key performance indicators.
SAP Services also helped Artsana set up an SAP
Customer Competence Center (SAP CCC) location.
Artsana uses its SAP CCC to manage all IT projects.

“Thanks to SAP Enterprise Support, we use the SAP Solution Manager
application management solution, which has proven to be an excellent
tool to support our SAP software landscape. We now have a much
improved process to manage and monitor change requests.”
Paolo Sassi, Global IT Director, Artsana Group
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SAP Enterprise Support also enabled Artsana to
review its solution support operations, delivering a
personalized service plan. “We improved software
change management, decreasing the number of
emergency and failed changes by more than 25%,”
Sassi says.

Artsana has realized quantifiable benefits from SAP
Enterprise Support. Its database size was increasing
at the rate of 30 gigabytes per month. Then Artsana
engaged its support adviser to set up an expert-guided
implementation for a data-volume management
cockpit. Says Sassi, “After executing the activities
with the SAP expert remotely, we were able to set up
a ready-to-use cockpit in SAP Solution Manager. We
reduced the database by 50%, from 3.4 terabytes to
1.5 terabytes. We now have a proactive approach to
managing data throughout our system landscape.
We can design and optimize data volume strategy
by simulating different scenarios.”

Artsana also had a critical issue with its warehouse
management system that threatened operations.
Says Sassi, “The quick response from SAP AGS and
our support advisor helped us restore business
quickly. The root cause analysis team resolved the
issue, helping us avoid US$300,000 in losses and
keep product flowing.”

“The support we get from our support adviser is very important. We meet
with him regularly. He’s a very knowledgeable, wonderful individual. This
personal relationship, and the overall SAP Enterprise Support approach, is
very much appreciated from my side.”
Paolo Sassi, Global IT Director, Artsana Group
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Artsana intends to expand the way it utilizes SAP
Enterprise Support. Says Sassi, “Right now, SAP
Enterprise Support is more important for business
continuity and landscape improvement, rather than
for the development of new, innovative functionality
for the business. In the future, SAP Enterprise Support will help us much more in business process
development.”
Sassi says services like the SAP Business Process
Performance Optimization service will help Artsana
proactively identify issues and continuously improve
and innovate. The emphasis will be on business and
operational improvements, delivering innovation to
the business, and finding ways to address total cost
of operation.
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