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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
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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
SARfocused production support resources

Al nabil ity t o-Mdt-Market erdanizatibris sated in
chall enging | ocal ti-&enovn,orgdnizgaions 0 S e X VY
A Less executive management focus - SAP less of a prized

ocommodi tyo -Marketlsactor Mi d

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

A Limited Vision dAssign | 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 organizations doBreak / Fix06 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
o0 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 & 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 'mgggn Control Advisory
d Control Advisory Board

Functional Team Technical Team On-going Project
Representatives Representatives Representatives

Other Stakeholders
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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
AdoMaster of all tradesbé

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
d 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
d 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

d 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 g
A Two Key Success Factors: -
d Change Management Tools .
6 Change Management Processes & SUU | [—
Procedures “
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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
A Workflow initiated

A Help Desk involvement

A Resolver groups

A Reporting / Statistics

A Enables process improvement
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