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Introductions
Managed Solutions

AYosh Eisbart
d COMSYS SAP Service Line Director
d 13 yrs experience of SAP Consulting
d Extensive Production Support experience

ACOMSYS
d SAP Services Partner
d SAP GOLD Consulting Partner
d SAP Customer

SERVICES
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Unique Midmarket Challenges
Managed Solutions

A Limited resources-Tot al | T staffs of | ess t

A Limited funds - Budget not large enough to hire comprehensive
SAP-focused production support resources

Al nabil ity t o-MdMarkatortgankzatigris $ocated in
chall enging | ocal ti-&nmownordamzmBond s e Xy

A Less executive management focus - SAP less of a prized
ocommodi tyo -Markethsector Mi d

A Unfamiliarity / Inexperience 8 Organization underestimates the
true value of such a need

A Limited VisiondAssi gn | ower | evel resourc
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Laying the Foundation
Managed Solutions

ASeveral fundamental questions must be addressed:

d What is the strategic purpose of your COE?

d Which is the proper model for your organization?

d Who are the proper players and their roles involved in a COE?
d When should the COE be implemented?

d How should the COE most effectively manage change?

d How can your COE most effectively communicate?
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| denti fying the COEOS

Managed Solutions

AFirst step in Building COE

AReason for Existence

ASeveral Main models:
doBreak [/ Fi xéo

doProduction Support Pl usbo
d Help Desk
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oBreak / Fi xo Model
Managed Solutions

A Keeping the lights on

A Production Support ONLY

A Address identified flaws

A Limited COE bandwidth/expertise/workforce

A No enhancements / additional functionality
0 Left to another team or not addressed
A For some Midmarket organizations80 Br eak / Fi x6 on
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Production Support Plus
Managed Solutions

AExpanded scope beyond O0Break [/ Fi x

A Additional Scope Unique to each Organization
0 Varies from Organization to Organization
0 Multitude of Factors including Budget, Internal Resources, etc.

A Scope could include Project work
0 Upgrades, New Module add-on, Integration, etc.
A Midmarket might find this challenging if performed internally
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Help Desk
Managed Solutions

A Many Help Desk models

A Integrate into existing more comprehensive Help Desk
A Shared Services model

A For Midmarket
0 Depending upon volume d might be overkill
0 Small Help Desk might suffice
0 No Help Desk at all
A Regardless - tracking functionality crucial to COE success
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Choosing the Proper Model
Managed Solutions

A Infinite number of possibilities exist
A Model unique per organization
A Key Factors influencing model:

d In-house or Outsourced

d Scope

d Service

d Location
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Choosing the Proper Model

Managed Solutions

Determining Factors Alternatives

Internal Resources

Resource Pools External Resources

Hybrid

Internal Resources have the proper expertise
Skillsets Available Internal expertise does not exist but the organization is looking to build the skill §
Neither

Internal resources possess allocated bandwidth
Bandwidth Internal resources will be brought into these roles
External resources will be used

Build expertise in house

Corporate Strategy Outsource completely
Hybrid
24x 7
.. Large
Anticipated Volume Small

Help Desk required
Executive management has allocated a large budget to hire an internal workforcg
Resource Cost Internal resource is deemed too expensive

External resources is deemed too expensive

Production Support only
Production Support Plus

Scope / Responsibilities

Service Levels Defined (SLA's) based on a criticality configuration
Distributed
Location Centralized

"Annointed" (corporate headquarters or geographical preference)
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Building the Proper COE Team
Managed Solutions

A Fundamental to COE success

A Requires proper planning and selection
A Model unique per organization

A Focus on Excellence & Customer Service

A Three Primary Complimentary Components:
0 COE Team Members
d Integration Manager 'mg]fsi;n Control Advisory
d Control Advisory Board

Functional Team Technical Team On-going Project
Representatives Representatives Representatives

Other Stakeholders

/'\:
COMM ©COMSYS. ALL RIGHTS RESERVED 12



COE Team Members
Managed Solutions

A Core Team

A Both Functional and Technical Skillsets

A Familiar with implementation & organization

A Collectively cover all aspects of Productive Environment
AoMaster of all tradesbo

A Help Desk resources?

A Required Team Member key characteristics:
0 Competency / Experience
d Desire
d Customer Service Skills
o0 Patience
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Integration Manager
Managed Solutions

AGl ue of COE / Central Focal Point
A Role often overlooked and/or misunderstood

A Crucial to success of COE

A Strong SAP background / previous Project manager

AUnder stands oOtouch pointsé

A Required Integration Manager characteristics:
Competency / Experience

Team player

Strong listening skills

Diplomacy / Political Skills

Highly respected

Patience

Customer Service

O Ox Ox Ox Ox Ox Ox
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Control Advisory Board (CAB)
Managed Solutions

AdbGang of El dersbod
A Chaired by Integration Manager

A Ultimately responsible for maintaining integrity of system

0 Review requested modifications

0 Approve / Reject / Prioritize

d Strong understanding of change ramifications / impact
0 Ability to make strategic decisions

A Comprised of essential individuals who possess extensive
experience across entire spectrum

0 Typically one representative from each respective area
d May include other SAP/non-SAP impacted parties
0 Key CAB members represent their areads 1in
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When to implement your COE
Managed Solutions

AdbTiming is Everythingo
A Never too early to begin thinking about COE build-out
A Rule of thumb: Begin design during Realization Phase
A Primary Steps:

0 Select Integration Manager

0 Define Scope, Service Level Agreements, Services

0 Begin Mobilizing key core members

o0 Identify CAB members

d Strong understanding of change ramifications / impact
o0 Ability to make strategic decisions

A Must be in place PRIOR to GO-LIVE

0 Knowledge Transfer

d Practice / Run-throughs / Training
d Organizational Acceptance

0 Responsibility Transition
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Managing Change
Managed Solutions

A Importance often minimized
A Taken for granted
A Inability to effectively manage change

can be paralyzing gt
A Two Key Success Factors: -
6 Change Management Tools T
0 Change Management Processes & cos e | TS cotoi | st | o i)
Procedures '0 “
:
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Change Management Tools
Managed Solutions

A Utilizing proper tools can greatly
assist in effectively managing
change

A Multiple effective tools in the market
A Goal is to easily document & track

~ system modifications Se——

A Workflow initiated FE
A Help Desk involvement Cywebrepes Bl B 2 @

A Resolver groups T

A Reporting / Statistics oo s3] s 52

A Enables process improvement tm”m

hmemts & add Fie
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Change Management Procedures
Managed Solutions

AAll change oOoverseendé by Integrat.i
A Two types of changes: Day-to-day and Major
A Day-to-day issues:
0 Managed directly via Help Desk and / or COE
d Minor issues (ex: password resets, master data, etc.)
A Major Modifications:
0 Handled by Control Advisory Board (CAB)
0 CAB meets frequently (daily, weekly, monthly)
0 Requestor presents rationale / case for modifications
d Interactive discussion
0 CAB approves / rejects / prioritizes requested changes
0 Assigned follow-up, timeline, etc.
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Effective Communication
Managed Solutions

A Perception is reality
A How to communicate and proper timing
A Internal communication different than external communication

A Internal communication:

0 Goal to facilitate resolution, build team morale, collaboration

0 Email: Careful! Email often misinterpreted

0 Team Meetings: Must be focused, action-oriented, and purposeful

0 Events/Celebrations: Bui |l ds unity; shoul dndot b
A External communication:

0 Email: As if the message was to be sent to the CEO

0 Courtesy / Professional:  Business is your client

0 Prompt / Responsive: Business is your client

0 Broadcasts: Inform and Brand building; celebratory messages

d Organizational Changes: Keeps business up-to-date
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COE Build-out Service
Managed Solutions

A Service meant to construct (and deploy) unique COE model
A Methodology developed thru experience
A Captures key requirements and pitfalls
A Playbook-driven (but not dictated)
A Six Steps:

d Organizational Interview

0 Requirements Gathering

0 Absorption

d Brainstorming

d Client Presentation

0 Build-Out (optional)
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Organizational Interview
Managed Solutions

A Engage Client in series of preliminary conference calls

A Gain High-L e v e | understanding oTERMENt er p
production support requirements

A Typically remote process conducted via Conference Calls with key
client representatives

A Successful modeling construct only successful based on clearly
defined and agreed upon understanding

A Typically one-two days
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Requirements Gathering
Managed Solutions

A Performed On-site

A SAP Practice Team and potentially non-SAP SME®&s i f ne
A Critical Task of obtaining details of:
0 Production Support Needs
0 Corporate Culture
d Limitations
0 Internal Resource Capabilities
A Multiple information Gathering activities performed:
0 Business Process Interviews
0 Landscape Reviews
d Client Workshops
A Do not leave client site until all requirements completely defined

A Typically one-two weeks

/'\:
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Absorption / Brainstorming
Managed Solutions

A Absorption
0 After gathering all requirements

d0Absorption Timed to process infor mat
OReview team discusses options [/ prood:

o0 Typically performed On-site
A Enables additional clarification if needed

0 Additional non-Review Team members consulted if needed
A Brainstorming

d Continuation of Absorption phase

d Period of formulating recommended COE model

0 Rationale and justification documented / provided

0 Leverages all information gathered through requirements phase
A Combined timframe period typically lasts one week
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Client Presentation
Managed Solutions

A Design culminates with presentation of recommendation

A Formal event

A Final deliverable: COE Build-out document and rollout plan

A Client Question & Answer

A Rationale and justification documented / provided

A Leverages all information gathered through requirements phase
A On-site in front of client management

/'\:
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COE Build-out
Managed Solutions

A Implement COE Build-out analysis plan
A Where rubber meets the road

A Depending upon Model 8 leverage any number of services
d SAP Practice
0 Offsite Global Delivery Center
0 Contract-to-Hire and/or Permanent Recruiting engine
0 Temporary consulting
o0 Sr. COE Architect consulting

A Optional Service
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Summary
Managed Solutions

A Midmarket challenges require different approach to building an
organi zationds COE than Fortune 50

A Each organization has unique model

A Many organizations neglect / ignore importance of COE

A Spending proper time and energy to devise appropriate COE
model crucial to long-term systems success

A ldentify reason for existence

A Construct proper team (Integration Manager key)

A Manage Change

A COE Build-out services

/'\:
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Managed Solutions

Questions?

Yosh Eisbart
SAP Service Line Director
P: 303-667 -9617
yeisbart@comsys.com

Do business. We 0 r e




Managed Solutions
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Company Profile

Managed Solutions

A Service Offering

0
0
0

Leading provider of technical, business process, and IT staffing solutions
Diverse service portfolio and broad client base

Core business complemented by permanent recruiting and placement, managed project
solutions, and process outsourcing

A Size/Presence

0

ox Ox ox Ox Ox

Built on more than 35 years of experience
Approximately 800 staff employees and over 5,000 consultants
52 offices across the United States with offices in Puerto Rico, Canada and U.K.

Branch office structure coordinated by a strategic account management organization
A odeliver bigédé, oact smallo
Technology stacks supported by distinct, dedicated practices

More than 1,100 customers with significant coverage of Fortune 500

A Financial Background

0
0

Public company (NASDAQ: CITP)
Financial stability: $743.3M in 2007 revenue

/'\:
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Broad Geographic Footprint

Managed Solutions

Baltimore

h
San Diego ‘

acksonville
Orlando

angalore

rivandrum

. Manila
)
A

%)

- |! # Sales Office

THE PHILIPPINES ¢ Headquarters

" Technology Center

A Offshore Development
Center (Strategic Alliance)

Tamp

Ft. Lauderdale
(Plantation)
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G

SAP Capabilities

Production Support /
Center of Excellence

Implementations,
Upgrades,

Migrations & Conversions: 4

Project Management
& Milestone Resolution

Staff
Augmentation

Knowledge
Transfer &
Custom Training

Systems Integration
& Migration

ERP Product Selection
Audits &
Assessments

Application
Development &
Technical Experts

Managed Solutions
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Services & Staffing Focus Areas
Managed Solutions

A Services: SME/Midmarket Focus
A Staffing: Entire market spectrum

A Sole provider of consultants
A Controlled Risk

Services Focus Full Life Cycle, Upgrades,
Development and System
integration

Industries Manufacturing, Telco,

Focus Pharma/Biotech and Oil &Gas

Technology Solution Manager, Netweaver,

Focus Custom Development (ABAP,
X1/Pl, Portal) and GRC/Security
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Value Proposition
Managed Solutions

A 250+ Consulting Work Force

A 220+ Recruiters and 170+ Account Managers
A SAP Services & GOLD SAP Consulting Partner
A Competitive Market Rates

A Experienced SAP Consulting workforce

A Robust and Deep SAP skillset

A Large National Footprint

A Scalable Infrastructure

A Longevity
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Managed Solutions

Thank youeé

Yosh Eisbart
SAP Service Line Director
P: 303-667 -9617
yeisbart@comsys.com

s

Do business. We 0 r e




