Solution in Detail ] ] ]
Customer Service Executive Summary Solution Overview Contact Us

End-to-End Service Management

w

© 2013 SAP AG or an SAP affiliate company. All rights reserved.




Reducing the Cost of Service

Optimize Service
Management

Streamline Service
Operations

SAP Innovations

29% Lower service and
maintenance costs for
organizations where all
facilities track and analyze
standardized KPIs

Source: SAP Performance
Benchmarking
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Reducing the Cost of Service

The business landscape is more competitive than ever, and 1 for service
operations i that means continuing to do more with less. For service leaders,
it means continuous process innovation for greater efficiency and effectiveness.

From service administration to dispatching In warranty handling, inefficiencies result in
and execution to warranty handling, the entire rework, increased costs due to ineffective
service value chain in many companies is still verification, and inability to recover warranty
highly manual and not integrated. costs from suppliers.

The mobile workforce still relies on clipboards, And, finally, customers are demanding that
and, too often, w imfork e r sserdiae nrdanizatioas\ad@opt & imae disciplined,

mation they need to complete their jobs on the standard-based approach to service delivery.
first visit. Dispatchers rely on manually created
schedules that leave no room for real-time
adjustments. This leads to higher costs due to
inefficiency, penalties for breaching service-
level agreements (SLASs), and errors in back
reporting.

Using business and mobile apps, service
companies get a real-time view of operations
and key performance indicators (KPIs) and can
take actions to make significant efficiency and
productivity gains.

Companies also need to provide more trans-
parency and faster resolution with complaints
and returns, which is too often a highly complex

and error-prone process.
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Reducing the Cost of Service

Optimize Service
Management

Streamline Service
Operations

SAP Innovations
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Optimize End-to-End Service Management

By optimizing service processes, your service organization can gain a competitive
advantage. You can focus on more value-added activities that improve financial
performance as well as the speed and quality of customer service.

Every improvement in productivity and
efficiency of field service processes has an
immediate impact on the bottom line.

Field engineerso
to promote compliance with SLAs and full use
of skills and availability. They need mobile apps
and 3D visualization of complex parts to
complete jobs fast, with best quality, on the first
visit.

By automating the complaint workflow, return
authorizations, reverse logistics, and depot
repair, you can shorten the return cycle and
reduce cost.
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Streamlining service contract and warranty
management processes, like entitlement check,
SLA enforcement, and contract renewal, is
cfiigally mpariant. Ay agopiing ingysipy,
standards for incident and problem tracking,
SLA compliance, and knowledge management,
you can further improve the productivity of your
service staff.

SAP software for end-to-end service manage-
ment helps your service organization greatly
reduce cost and maintain high customer
satisfaction.

} © 2013 SAP AG or an SAP affiliate company.
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Reducing the Cost of Service

Optimize Service
Management

Streamline Service
Operations

SAP Innovations

20.1%

Higher availability of real-time
insights into business pro-
cesses for companies that
track strategic KPIs using
analytics

Source: SAP Performance
Benchmarking

Executive Summary Solution Overview Contact Us

Streamline Service Operations

Using SAP solutions for end-to-end service management, service organizations
can more effectively manage contracts and warranties. They can also improve
productivity from field service operations and eliminate the delays and errors in
their complaint and return processes. Equally important, these solutions facilitate
the adoption of Information Technology Infrastructure Library (ITIL) standards for
the IT service management process.

Increase service contract profitability with tighter management of SLAs and cost tracking
Boost field engineer utilization and first-time fix rate with optimized scheduling and mobile apps
Reduce cost of service by minimizing unnecessary returns

Lower IT service cost by adopting standards-based practices

© 2013 SAP AG or an SAP affiliate company.
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Optimize Service
Management

Streamline Service
Operations

SAP Innovations

-
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SAP innovations provide real-time insights to service organizations. They can
improve efficiency and consistency of service processes, connect engineers out
in the field via enterprise mobility, empower service professionals to analyze
their service businesses, and increase customer satisfaction.

With the SAP Customer Relationship Manage-
ment (SAP CRM) application powered by

the SAP HANA platform, you can efficiently
manage the entire service order lifecycle and
speed up service contract management i
especially when managing a large number

of complex contracts. Streamline complaint,
return, and depot repair processes to increase
customer satisfaction.

Analytics are embedded throughout the entire
service management solution to optimize the
entire service contract lifecycle, meet service
levels, reduce service cost, and increase
utilization and profitability.

m 4 512

Mobile solutions such as the SAP CRM Service
Manager mobile app increase field engineer
productivity by providing all relevant service
order information. It streamlines field and back-
office communication while decreasing carrying
costs and wasted travel.

Rapid-deployment solutions T the ready-to-
consume combination of SAP software with
predefined services, preconfigured content, and
enablement content 1 implement quickly and
affordably. You can reduce risk and stay on

a predictable path toward end-to-end service
management vision.
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Solution Overview

Service Contract
Management

Field Service Management

Complaints, Returns, and
Repairs

IT Service Management
Real-Time Service Excellence

Why SAP?
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Optimize End-to-End Service Management
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Service Contract Management

Verify entitlements to meet customer expectations and achieve consistent service
compliance.

Field Service Management

Schedule and assign the most suitable resource to address customer demands;
increase technician productivity by providing mobile access to relevant information.

Complaints, Returns, and Depot Repair Management

Streamline and automate complaints, returns, and depot repair management through
integrated operational, logistical, and financial processes.

IT Service Management
Reduce costs by managing and adopting service processes that are ITIL compliant.

© 2013 SAP AG or an SAP affiliate company.
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Solution Overview

Service Contract
Management

Field Service Management

Complaints, Returns, and
Repairs

IT Service Management
Real-Time Service Excellence

Why SAP?

End-to-end service manage-
ment supports the entire
service organization so it can
manage contracts, process
incidents and complaints,
and execute service orders.

Executive Summary Solution Overview Contact Us

End-to-End Service Management

Complaints,
Returns, and Depot
Repair Management

IT Service
Management

Service Contract Field Service

Management Management

Request Service Through :
- Agent-Assisted Customer Service

Customer - E-Service
- Social Customer Service
Customer Service Service In-House Complaints
Front Office EntA|_tI_emgnt Orders Requesll . and Returms Incidents
Verification
Service
. Contracts Service . Resource __ Requests for
Back Office and TS Service Plans Schedulll Problems e
SLAs
. Contract Counters and Field Service i In-Hou§e Retur_n Warrgnty lEEYES B ase
Operations ) . Billing Repair Material Claim and Object
Changes Readings Execution . . .
Execution Processing Processing Management
Finance Service Controlling and Accouming2
1 Refer to the multichannel customer service solution 2 Refer to the advanced contract management and service-centric billing solution
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Solution Overview

Service Contract
Management

Capabilities
Benefits

SAP Innovations

14%

Lower invoice error rate
where billing is tightly inte-
grated to order entry and
credit through a common
customer database

Source: SAP Performance
Benchmarking
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Service Contract Management

Service contract management enables
companies to secure long-term relations
with customers for higher recurring
service revenue.

Service organizations can manage entire
service contract lifecycles including offers,
service agreements and plans, contract-change
processes, service-level management, and
usage-based contracts. Each can be defined
with customer-specific pricing and different
billing plans such as periodical, fixed-price,
usage based, or a combination of billing
methods.

m 4 81z
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Time, materials, and other resource usage are
tracked through confirmations and available for
different billing scenarios. Integrated accounting
and revenue recognition supports full profit-
ability tracking and consistency between
contract management and reporting.
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Sustain long-term profitability

Solution Overview

Service contracts represent long-term agree-

Service Contract : . X
ments with customers for entitled services,

"
Field Service Eomyaiota; T Service
Manacama: Retumns, and Depot o
Managemen Repair Management e

Management : : .
Capabiliti guaranteed service levels, and financial terms. —
apabiiities SAP software supports maintenance and usage

Benefits contracts, and call-off (value/quantity) scenarios. e

SAP Innovations SLAs define specific response times or service e m
windows (service contact times) with customers.
Prices vary depending on agreed levels. versrs
Using service agreements, companies can P
define conditions, such as prices and releas- e it .

able products, for single customers or groups

3 6 (y of authorized customers. The process of customer entitlement verifi-
O Service plans are used to schedule and plan cation enables customers to receive entitled
preventive services that occur at certain time- services under warranty or individual contracts.
le?her opergtmg margin or counter-based intervals, such as regular Contract administrators use contract change
\I/'Vr tere org?mzta |ton§ use d maintenance. processes, like contract renewals or extensions,
0 er:_?_ N sdra e?|c an to execute single or mass contract changes in
competitive advantage a simplified and guided way.
Source: SAP Performance
Benchmarking
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Solution Overview

Service Contract
Management

Capabilities
Benefits

SAP Innovations

19%

Fewer days sales outstanding
where CRM systems integrate
within the contract-to-cash
cycle to enable real-time
tracking of fulfillment and
receivables

Source: SAP Performance
Benchmarking

Executive Summary

Solution Overview

Contact Us

Integrate offer, contract, billing and accounting

Integration of complex offers, contract
management, billing, and accounting
provides a holistic and consistent view
across the service organization to
reduce cost and drive revenue.

Service contract management can deliver
accurate and timely billing as well as transparent
service reporting.

A central, 360-degree view of all aspects of a
service contract, including customized prices,
bill plans, and related orders as well as SLAs,
enables full transparency to the business.

Service organizations can increase service
revenue by maximizing opportunities to sell new
service contracts or renew existing contracts.

m 4 w0727

T sourion Sales Gomtguration —

A complete view of contracts also provides an
understanding of where time and effort is spent
and avoids revenue leakage or unprofitable work.

By defining terms and conditions, companies
also gain a clear understanding about their
contractual obligations, like service levels and
entitlements.

Companies can benefit from the flexibility of
different contract types, allowing innovation
with new service offerings while still fulfilling all
legal and statutory requirements.
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Solution Overview

Service Contract
Management

Capabilities
Benefits

SAP Innovations

53%

Of organizations report a big
gap between the availability
of Big Data and their ability
to analyze it for insights

Source: SAP Performance
Benchmarking
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Innovations for Service Contract Management

Service contract management
provides all facets for fast and efficient

processing of all contract-related tasks.

Big Data

SAP CRM helps speed up service contract
management processes i even for managing
a large number of complex contracts.

Analytics

Service analytics powered by SAP HANA
provide deep insight into the complete service
contract lifecycle including service-level
compliance, service contract revenue, cost,
and profitability.

m 4 1227 p

Technology
Web services offer the flexibility to extend
an applicationbés functi

service contracts are part of standard Web
servicel enabled business objects to support
specific business processes without extensive
coding or complex integration.

© 2013 SAP AG or an SAP affiliate company.
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Solution Overview

Field Service Management
Capabilities
Benefits

SAP Innovations

40%

Higher employee productivity
where mobile access is
provided to employees across
all levels

Source: SAP Performance
Benchmarking

Executive Summary

Field Service Management

Boost efficiency of field service by
optimizing workforce scheduling to meet
SLAs and arming field engineers with
mobile apps to increase productivity
and data quality.

SAP software enables comprehensive field
service processes, from taking calls, service
order planning, resource scheduling, and parts
provisioning to on-site service execution and
billing.

By managing all processes, SAP software
helps service organizations automate complex
processes and optimize schedules to maximize
resource utilization or other business objectives.

m 4 22 p
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It also brings sufficient information to the field
so that customer requests can be quickly and
satisfactorily resolved on the first visit.

As a result, companies keep their customers
delighted while reducing service costs.

© 2013 SAP AG or an SAP affiliate company.
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Solution Overview

Field Service Management
Capabilities
Benefits

SAP Innovations

15.5%

Fewer day sales outstanding
for organizations where
real-time billing information
is available to staff for
integration

Source: SAP Performance
Benchmarking

Executive Summary

Solution Overview
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Boost Field Service Efficiency

Service order and quotation management help
manage the provision of one-off services and
the delivery of service parts while verifying
customer entitlements like service agreements,
contracts, and warranties.

Workforce scheduling and optimization provides
all the decision support, visibility, and control
that service organizations need to optimize,
automate, and monitor their field-service
resources. You can optimize based on skills,
service commitments, location, and customer
preferences when assigning resources to
service demands.

Field service execution provides essential
functions for providing service and resolving
issues on the first visit and meeting SLAs.
Mobile apps can be used to help execute and
confirm service orders in real time.

4 13727

Complaints,
Returns, and Depot
Repair Management

IT Service
Management

Customer

Fronl Office

Tightly integrated financial management
processes support both fixed-price and
resource-based charges and enable accurate,
timely billing of services and tracking of service
revenue and costs, reducing days sales
outstanding

} © 2013 SAP AG or an SAP affiliate company.
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Solution Overview

Field Service Management
Capabilities
Benefits

SAP Innovations

58%

Fewer customer complaints
as a percentage of orders
processed for organizations
that integrate order to service
and support functions

Source: SAP Performance
Benchmarking
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Streamline Service Operations

Using highly integrated field service pro-
cesses, service operations can increase

efficiency and productivity in all areas,
from order planning and resource
scheduling to service execution and
billing.

Service order management and its supporting
functionality facilitate the efficient handling

of both simple and complex services that

are performed at customer sites. Integrated
contract and warranty verification also helps
ensure compliance with customer entitlements.

Workforce scheduling enables dispatchers to
assign the most suitable internal or external
resources to address customer service
demands. Optimized schedules and automated
processes increase field engineer utilization.

m 4 vz p

Smooth integration between workforce
scheduling and mobile apps for field engineers
streamlines communication between the back
office and the field. This increases the first-time
fix rate and decreases inventory carrying cost
and wasted travel.

With mobile access to relevant information,
spare parts, and tools they need for on-site
service execution, field engineers can help
improve overall service productivity and data
accuracy, while reducing billing cycles.
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Solution Overview

Field Service Management
Capabilities
Benefits

SAP Innovations

8%

Higher revenue per employee
for organizations that
empower users with a mobile
CRM solution

Source: SAP Performance
Benchmarking
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Innovations for Field Service Management

Gain insights to improve process
efficiency, bring enterprise mobility to
field engineers, and empower service
professionals.

Big Data

Manage service orders from beginning to end
with SAP CRM powered by SAP HANA. Take
corrective action and improve service using
real-time insights from operational KPlIs.

Mobile

The SAP CRM Service Manager mobile app im-

proves field engineer productivity by providing
service order information. It streamlines field

and back-office communication and decreases

inventory carrying cost and wasted travel.

Analytics

Service analytics powered by SAP HANA
embed analytics across field service to monitor
service-level compliance, resource utilization,
and service costs and profitability.
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Complaints, Returns, and Depot Repair

Solution Overview

Complaints, Returns, and SAP solutions that support complaints, :""’““" : —m
Repairs returns, and depot repairs help you R e e
Capabilities manage the entire complaint process, T ey s

from return material authorization through
receipt and inspection to in-house repair.

Benefits

SAP Innovations

azs=

@&z s

6 7 (y SAP software automates the complete return As a result, product defects are found and
0 and depot repair process, including customer resolved early on, and customer complaints
entitlement verification, and enables compre- are quickly and satisfactorily addressed. And
Lower order-to-cash head- hensive insight into the repair pipeline. Service that means fewer product returns and lower
count costs for organizations organizations can leverage this information to operational costs.
where returns are tracked develop a lean product-return and in-house
automatically using a single repair operation.

return merchandise
authorization

Source: SAP Performance
Benchmarking
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Solution Overview

Complaints, Returns, and
Repairs

Capabilities

Benefits

SAP Innovations

31.7%

Fewer customer complaints
for organizations where
returns are tracked
automatically using a single
return material authorization

Source: SAP Performance
Benchmarking
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Manage Complaints, Returns, and Repairs

Complaints processing enables you to capture
customer complaints matched with the sold
products, services, billing documents, or deliv-
eries with which customers are dissatisfied.

Returns management supports return material
authorizations and integrates logistical and
financial processes like goods receipt, ware-
house inspection, or refund determination.

In-house repairs enable the automation of
the entire depot repair process from returns
processing and the diagnosis, planning,
and execution of the repair to loaner-device
management and product delivery.

Besides managing customer claims, warranty
claim processing enables you to automatically
determine valid entitlements against your
suppliers and to reduce costs through reciprocal
claims.

m 4 2 p

Field Service IT Service
Management Management

Customer
Front Office

Back Office

Operations

And tightly integrated financial management
processes enable accurate, timely refunding
and billing for returns and repairs.
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Solution Overview

Complaints, Returns, and
Repairs
Capabilities

Benefits

SAP Innovations

41.5%

Lower returns processing
cycle time for organizations
where logistics flow is syn-
chronized with the inbound-
outbound flow of materials

Source: SAP Performance
Benchmarking
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Increase Efficiency Through Automated Processes

Streamline and automate the complaint,
return, and depot repair process, from
warranty claims, return material authori-
zations, receipt and inspection to defect
resolution and vendor reimbursement.

SAP solutions provide integrated complaint,
return, and depot repair management that
improves the efficiency of the entire process.

Reduce customer service and support costs,
by reducing unnecessary returns, for example,
and improve customer sentiment and satisfac-
tion with simplified and consistent processing
of customer complaints and returns.

Achieve year-over-year claims reduction by
aligning front- and back-office processes with
the rest of your operations to enable accurate

m 4 8127 p
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returns diagnosis and defects reporting to prod-
uct development and manufacturing teams.

Enhance your visibility into the repair pipeline
and optimize the utilization and productivity of
your workforce with in-house repair planning
and execution.

Control your costs with integrated entitlement
and financial management so you can refund
only entitled customers and get reimbursed
from suppliers whenever appropriate.
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Solution Overview

Complaints, Returns, and
Repairs

Capabilities

Benefits

SAP Innovations

48%

Of organizations foresee a
need for predictive modeling
and complex optimization
techniques using Big Data
analysis

Source: SAP Performance
Benchmarking
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Innovations for Complaints, Returns, and Depot Repair

Management

Satisfy customers with real-time insight
for consistent complaint and return
handling and improved depot repair
efficiency.

Big Data

SAP CRM helps companies increase customer
satisfaction with streamlined complaint, return,
and depot repair processes. It enables service
professionals to monitor operations and KPIs
in real time and adjust to changing business
requirements.

Number of Service Complaints

Last Data Update: 09.12.2012 125859

Display | Number of Service Complaints per Product Number of Service Complaints per Quarter

Complaint
8 8 &
B
¥
m of Complaints
8§88

rrrrrrrr

I Votebook [ Printer [7) Scanner [ Deskiop

Analytics

Service analytics powered by SAP HANA
provides analysis support across the entire
complaints, returns, and depot repair process,
including complaint trending and complaint
ratio analysis.
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Solution Overview

IT Service Management
Capabilities
Benefits

SAP Innovations

42%

Lower e-mail query response
time for organizations where
knowledge management is
integrated within the inter-
action center platform

Source: SAP Performance
Benchmarking

Executive Summary

IT Service Management

By leveraging best practices for IT
service management, your organization
can run the service desk more efficiently
and help ensure that it can evolve as
business needs change.

The SAP IT Service Management application
offers comprehensive support for processes
relevant to IT operations such as incident,
problem, knowledge, and change management.

The application supports service delivery
processes such as service-level management
and service asset and financial management,
which are integrated to streamline delivery of
best-in-class IT support.
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Contact Us

Finally, the IT service desk is the primary
console for customers and employees who
are requesting IT support.
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Solution Overview

IT Service Management
Capabilities
Benefits

SAP Innovations

35.5%

Higher business satisfaction
rating where organizations
have simple and streamlined
IT and business process
standards

Source: SAP Performance
Benchmarking

Executive Summary

Deliver IT Support Effectively

The SAP IT Service Desk Operation application
serves as the primary console for capturing,
managing, and responding to all IT-related
requests.

IT infrastructure problems can be efficiently
investigated and resolved, and all requested
changes can be tracked, evaluated, approved,
and implemented with the change management
functionality of the software.

In addition, resolution of IT issues can be
documented and published with knowledge-
management functionality. And configuration
items in the IT infrastructure can be captured
and tracked using installed-base and object
management functionality.

The service-level management functionality
enables you to define and monitor the services
offered to customers, and, with analytics,

you can monitor its performance as well as
customer satisfaction.
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Complaints,
Returns, and Depot
Repair Management

Front Office

Back Office

Operations.

Finance

The software also integrates with SAP ERP
for improved asset management and can
also integrate with third-party infrastructure
management tools.
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Enable Efficient and ITIL-Compliant IT Support
Processes

Solution Overview

Enable your service organization to run
its service desk more efficiently i and

evolve as business needs change 1 by
Benefits leveraging best practices such as ITIL.

SAP Innovations

IT Service Management

Capabilities

1 5 O/ Streamline your service desk operations by Gain insight into IT servicei desk operations
O enabling IT service agents to quickly track and with built-in analytics.

resolve problems. Manage customer and stakeholder expecta-

Boost service agent productivity with intuitive tions by transparently defining SLAs.
service desk management software.

Lower cost per interaction

for organizations where IT-
enabled multichannel commu-
nication i voice, e-mail, fax, Leverage integration with the SAP ERP

Web 1 is leveraged Financials solution to better manage financials

Source: SAP Performance of IT operations.

Benchmarking
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