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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.

Figure 4.40 ASAP general plan

Figure 4.41 Business process for corrective maintenance
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The following descriptions belong to the flow 
chart:

1. The help-desk employee is contacted by a 
local employee who says an installation that 
has broken down. He then creates a CM report 
(CM for corrective maintenance).

2. If no further clarification is necessary, or if 
remedying the fault will cost less than DKK 
2,000, we go on to item 3. If this is not the 
case, the employee contacts the person 
responsible for corrective maintenance (CM 
manager).

3. The help-desk employee creates a CM order 
which is sent to a supplier (CM resource) by 
SMS.

4. The work is carried out by the supplier and he 
reports back via SMS when the job had been 
done.

5. An invoice is received and settled.
6. The matter is concluded.

It should be added that the procedure above has 
been simplified to a certain extent. In practice, 
there will be a need for more details in connec-
tion with such things as establishing account 
numbers, screen display design, and so on.
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