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Part 4

The knowledge bank

This dilemma is a classic customer-supplier (pro-
ject) relationship and the task for both parties
is to attempt to find a common language. In this
example, the tasks was performed by the SAP
consultants presenting the group’s employees
with a set of rules, the employees then speci-
fied business processes based on the rules and
thereby did so in a language that the SAP con-
sultants also understood. This made it possible
for the parties to discuss the optimum business
processes that could be supported by SAP.

The flow chart below shows a small part of the 
extensive project’s deliverables – the part that 
involves corrective maintenance in the group. 
There are many installations in and around the 
group’s many buildings such as automatic doors, 
lifts, air-conditioning units, and so on. Corrective 
maintenance must be carried out when one 
of these breaks down. The business process 
described below shows this.
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Figure 4.40 ASAP general plan

Figure 4.41 Business process for corrective maintenance

The planning and specification phase in this plan 
is – broadly speaking – identical to the business 
blueprint phase in ASAP. During the business blue-
print phase the group’s employees work together 
with the SAP consultants to specify the project’s 
deliverables, i.e. to specify how the SAP system 
should be configured so that it could live up to 

the project’s purpose. The dilemma is that the 
group’s employees are familiar with the business 
processes, but not with the details of what SAP can 
do. On the other hand, the consultants are familiar 
with the details of what SAP can do, but not with 
how the group’s business processes function.

A major group of companies with several thousand 
employees decided to perform a business devel-
opment project in the form of implementing a new, 
comprehensive ERP system by SAP.
The project’s purpose was explained as follows:
• The project must strengthen the management 

of business in the group for the benefit of cus-
tomers, employees, and owners by standardizing 
and integrating processes by creating an open, 
flexible platform that will ensure the group’s 
continued development on a liberalized market 
exposed to fierce competition.

• The project must transform fragmented pro-
cesses and systems into standardized, inte-
grated processes and systems.

• The project must create added value for custom-
ers by providing them with rapid, easy access to 
electronic data concerning their collaboration 
with the group. There will be access via a cus-
tomer portal based on integrated information.

• The project must create added value for 
employees by minimizing repetitive entries in 
spreadsheets and Access databases. Once 
data have been registered, they will be available 
everywhere.

The project’s product was explained as follows:
• The project defines and implements a new set 

of integrated business processes that apply 
throughout the group. These processes must be 
fully supported by an

• SAP solution and must live up to the project’s 
purpose.

• The project must hand over the SAP solution 
on the right date, of the right quality, and at the 
right price. The solution must deviate as little 
as possible from standard SAP and be based on 
best practices.

• The project must ensure the realization of the 
proposed business advantages and phase out 
the existing systems by replacing them with the 
implemented business processes.

The project’s objectives (criteria for success)
include:
• Saving internal resources (specifically calculated 

in terms of money) as a consequence of more 
automation and data integration.

• Reducing costs (specifically calculated in terms 
of money) as a consequence of more favourable 
agreements with

• external suppliers and better control and moni-
toring of these.

• Improving planning and resource management 
(= lower administration costs).

• Reducing operating and development costs for 
(specifically calculated in terms of money) as 
a consequence of phasing out the existing IT 
systems.

As previously mentioned (see the case history 
on page 35), SAP operates with a standardized, 
general plan known as ASAP.

The plan is reproduced below:

EXAMPLE

>

Project preparation Business blueprint Realization Final preparation Go-live & support 
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