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If I Only Knew Then What I Know Now 
LITTLE HINGES SWING BIG DOORS!

We always say, “Our best customer is an educated customer!” 

Many of our customers are asking us about S/4 HANA and what more 
do you get from it. They want a quantifiable ROI from S/4, which they 
say is hard to justify based on their R/3 or ECC experience. Frequently, 
there are many reasons why measuring ROI on IT projects is a 
challenge. My experience shows:
	 •	 Projects	are	often	influenced	more	by	budget	and	timelines	than 
  business outcomes;
	 •	 Resources	have	changed	since	the	original	team;
	 •	 Diminishing	Return	on	Functionality.

In our role as a Trusted Advisor to many clients, we educate and 
advise our clients on how to get more out of their SAP applications 
and systems. A key element is to identify processes and technologies 
that justify the investment and return results. A recent example 
reinforces our mindset and approach.

The VP of an IT mid-sized bakery contacted us about some EDI work 
that needed some enhancements. They were growing the business in 
a new channel and needed some changes to SAP ECC to support the 
new processes. We had performed limited work for them over the 
years, so we asked a few questions. 

After a brief Q&A, something seemed out of place. We introduced 
one of our Supply Chain Solution Architects into the conversation. 
Our architects can map processes across functions and technologies 
and are excellent for simplifying complex processes we identified and 
understand the business case. 

Picture “Little hinges swing big doors!” We found some significant 
opportunities to improve their processes. After performing an 
assessment of the primary processes, we identified some major  
pain points: 
	 •	 Materials	Planning	and	Scheduling	was	prepared	manually	 
  on spreadsheets;
	 •	 Inventory	levels	for	raw	and	intermediate	were	not	reliable;
	 •	 Subcontracting	processes	did	not	adhere	to	Best	Practices.

Many of our customers are lean; super users cover multiple roles, 

functions,	and	processes	in	the	business.	By	educating	them	on	the	
options and recommending a path forward, we measure better 
outcomes from SAP. 

The subcontracting process was 
set up incorrectly at the outset. 
This is not uncommon when 
budget becomes a driver of 
what business rules are 
configured. The client thought 
that other customers had to 
perform their planning on 
spreadsheets, and that is how 
SAP does it. 

We educated them on the best 
practices and re-designed the 
processes. They were grateful 
that the manual spreadsheets 
went away. The result was accurate inventory levels, reliable MRP and 
purchasing the right materials at the right quantities.  It was not SAP, 
but the accepted business process that was the issue.  

This happens in many areas of the business: Finance, Order to Cash 
and Supply Chain. Users get accustomed to legacy thinking. Our 
consultants challenge the legacy thinking mold. If you have not 
heard it before, ask me about my funny Christmas Ham story and 
how legacy thinking becomes entrenched in our lives.

We did enhance the EDI processes. However, EDI was not the main 
culprit limiting their system from growing their business. 

Want to know the rest of the story? Our Advisory Services teams and 
Solution Architects help educate many customers on how to get 
more results and reliability from SAP. A little education can go a long 
way – and swing big doors for you. Want to better justify your ERP 
Investment? Contact me at 972.377.3525 or kent@titanconsulting.net. 
You can also contact your Titan Sales Director as well.

- Kent Lamb

http://www.linkedin.com/company/titan-consulting?trk=top_nav_home
https://www.youtube.com/user/titanconsulting
http://www.titanconsulting.net
https://www.facebook.com/SAPtitanconsulting
https://twitter.com/TitanSAP
mailto:kent%40titanconsulting.net?subject=
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Success with SAP SuccessFactors
Three Critical Decisions for your Talent Hybrid Model.

Making the move to the cloud isn’t an easy decision to make if 
you’ve lived through an on-premise ERP implementation and 
invested heavily in that system. There are different 
considerations, (i.e. how much to bring into the cloud, where 
does your data live, how will it be maintained going forward, the 
list goes on). We want to share three critical decisions to consider 
overcoming the hurdles and challenges on your way to the cloud.

The three critical areas for decisions you must consider are:
	 •	 Process,	Process,	Process	–	Your	business	processes 
  should come first
	 •	 Integration	Technology	–	What	is	your	middleware 
  strategy?
	 •	 Designing	Your	SuccessFactors	Strategy	and	 
  Landscape Requirements 
 
Process, Process, Process – Your business processes should 
come first!
 
One of the first things to be done when planning your path to the 
cloud is determining your business processes, both technical and 
functional.  A process workshop or series of workshops with both 
business and technical team members can be especially helpful 
when mapping out what a particular process entails.  

Onboarding is a perfect example; often the focus is about 
compliance (i.e. Having the candidate fill out all the required 
“forms”); but is this the whole story?  Have you considered when 
onboarding needs to begin in SuccessFactors (i.e. how early in the 
recruitment process)? Who needs to be notified that a new candidate 
is coming on board? Where does IT come in as it relates to IT 
provisioning for the candidate (i.e. laptop, cell phone, badge, etc.)?  

In the onboarding example there are several process variables 
that can impact overall system design.  Getting these questions 
answered before starting your SuccessFactors workshops will help 

facilitate better discussion in your sessions and ensure that you’re 
delivering a system that will work for your business.  Process 
workshops can be held with your internal team or even facilitated 
by a system integrator if you are unsure of how to proceed. 

Integration Technology – What is your middleware strategy?
 
When moving to a SAP/SuccessFactors hybrid model, integration 
is a key factor.  In the previous section, we talked about defining 
your organizations business processes, which would be the first 
step before beginning any integration planning.  Transferring 
data between systems plays a part in determining what type of 
middleware to deploy.  

There is a multitude of middleware platforms, and each comes 
with its set of pros and cons.  As we’re focusing on the talent 
hybrid, let’s take a look at two of the most common options.  SAP 
NetWeaver Process Integration (PI) and SAP Hana Cloud 
Integration (HCI).  

SAP’s current packaged integrations are currently part of 
Integration Add-On 3.0 (SP6).  The Integration Add-On allows 
SuccessFactors to communicate back to SAP using either 
NetWeaver PI or Hana Cloud Integration to serve as the 
middleware.  

It should be noted that PI is included in the NetWeaver license 
fee, Hana Cloud Integration is a separate license fee, and you will 
need to contact your SAP account executive to discuss its cost. 
Another middleware consideration in a hybrid environment is 
around required skillset.  NetWeaver PI is existing technology that 
you might already have in place as an organization, and using 
your existing talent could be a project cost saving.  

Dell	Boomi	AtomSphere	is	another	middleware	platform	that	had	
previously been bundled with the Employee Central subscription, 
although now SAP’s default go-to solution is Hana Cloud 
Integration.  As a reminder, PI cannot be used to integrate certain 
cloud applications like Kronos and Workforce Software.

CONTINUED ON PAGE 4...
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Getting it done right the first time is the goal of world-class service and 
repair businesses. Unfortunately, it is not always that easy.  

Significant time, dollars, reputation, and goodwill are lost or wasted 
when a technician doesn’t finish the job, and the equipment is still 
down. One of our clients, an elevator repair service, accounted that 
technicians do not have the right part, or unplanned visits were the 
single largest cost driver. 

The Service and Repair component of your business should be one of 
the most profitable and major contributors to your revenue growth. 
Your customers are willing to pay a lot of money to ensure that their 
business is up and running. 

There are three primary processes in the service management area 
that excellent service companies excel at:
	 •	 Notification	–	Getting	the	Work	Order	set	up	correctly	
	 •	 Scheduling	and	Repairs	–	Repairing	in-house	or	on-site
	 •	 Reporting	and	Analytics

In	this	article,	we	will	address	current	trends	and	Best	Practices	in	the	
Notification and Scheduling areas. Small changes in these areas lead 
to driving world-class improvement in your Service and Repair 
business. 

The Notification is the most critical component in the process. 
Capture the data accurately; it increases the probability of repairing 
the equipment the first time. If not, you are wasting your customer’s 
time and yours.  

Best Practices for Notifications include: 
	 •	 Reduce	the	time	to	create	the	Notification	–	Reduce	data	entry	 
	 	 time	up	to	90%	by	simplifying	the	data	and	screen	flow	for	ECC	 
  or CRM. 
	 •	 Improve	accuracy	–	Pulling	standard	data	from	other	modules 
  including equipment name, serial numbers and billing  
  instructions improves accuracy and relevance.  
						•				Continuously	educate	the	Customer	Service	Reps	 
           (CSRs) – CSRs have to get it right the first time.  This disconnect  
  often occurs between the customer calling in with incorrect or  
  missing information and CSR’s not accurately capturing this  
  information. 

Scheduling service and repairs is an art and science. So many factors 
contribute to getting this process right. It starts with the proper 
diagnosis before the tech is on-site. This helps to ensure the correct 
parts and skill sets are assigned to the work order. 

Best Practices for Scheduling Service and Repairs include: 
	 •	 Utilize	mobile	UI5	technology	–	Robust	mobile	apps	reduce	 
  time and effort to complete the repairs; less time for repairs,  
  the more profitable the business, yes? 
	 •	 Improve	customer	data	quality	–	Incorrect	customer	data	 
  creates delays, misdiagnosis, and incomplete repairs.  
  Mobile apps allow for updating customer data in the field. 
	 •	 Centralize	Knowledge-base	–	Diverse	geographies	and	product	 
  lines run more efficiently with centralized knowledge of the  

  products and instructions for repairs.  

The Service Management and Repair 
business should be one of the most 
profitable lines of business for new and 
recurring business. Elevating to 
world-class caliber is not a complex 
task with today’s technology. 

Our Advisory Services team can 
help to identify how to transform 
your Service and Repair processes 
to world-class percentiles. 
Contact Warren Norris, warren@
titanconsulting.net; or call him 
at 972.679.5183.To find out 
how we help identify your 
opportunities for 
improvement, you can also 
contact your Titan Sales 
Director as well.

We are not all Maytag repairmen
REDUCING UNPLANNED COSTS WITH SAP SERVICE MANAGEMENT

http://www.titanconsulting.net
http://qmnservices.com
mailto:warren%40titanconsulting.net?subject=
mailto:warren%40titanconsulting.net?subject=
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2016  C A L E N D A R  O F  E V E N T S

ASUG Dallas/Ft. Worth 
Chapter Meeting
October 11, 2016 
TBD

ASUG Minnesota 
Chapter - Twins Game
August 10, 2016 
Target Field 
Minneapolis, Minnesota

ASUG Texas Central 
Chapter Meeting
August 26, 2016 
TCEA Conference Center 
Austin, Texas

SAP TechEd
September 19-23, 2016 
Venetian/Palazzo 
Congress Center 
Las Vegas, Nevada

CONTINUED FROM PAGE 2...

Designing Your SuccessFactors Strategy and Landscape 
Requirements!

Thinking about moving to the cloud? As an organization, you 
should be thinking about your overall long term strategy.  What 
is the desired end state for your business needs? We’ve covered 
decision points for focusing on your process and integration 
considerations	in	a	talent	hybrid	environment.		Both	of	these	
areas will have a large impact on how you think about long-term 
cloud strategy. 

Another factor to consider when thinking about your long term 
goals is how will SuccessFactors be deployed?  The focus of this 
article is talent hybrid (1 of 3 options), you could also choose to 
deploy SuccessFactors either full cloud or side-by-side. 

Moving to the cloud in a stepped approach (module by module) 
is an approach that many customers take, but long term this 
strategy could result in more complex integrations and cost as  
it relates to middleware licensing.  

One last consideration in your cloud strategy is deployment; 
having the right resources in place.  If you’re planning to 
integrate SuccessFactors into either SAP or your existing HRIS 
system, then make sure that you have the right resources in 
place to help design what your landscape could eventually be.   
If your chosen partner is a cloud partner and they focus only on 
the cloud, then it is unlikely that they will have the necessary 
skills to handle your existing on-premise system.  Having the 
right partner in place to help guide you through refining your  

cloud strategy and 
landscape architecture will go a long way towards  
project success.  

As you continue or start your journey to the cloud, there will be 
a number of things that you as an organization will need to 
consider.  We’ve prioritized three of them within this article as 
key factors in your decision-making process. 

Building	a	strong	process	foundation	sets	you	on	the	right	path	
when thinking about what and how you should be integrating. 
Get familiar with SAP SuccessFactors Roadmap to help refine 
your roadmap and adoption strategy and reach out to 
SuccessFactors product management if you have questions. 
Building	a	world	class	HR	system	might	not	always	be	the	easiest	
task, but it’s definitely worthwhile. 

Do you need a Roadmap to the Cloud? We can help you identify 
the milestones and potholes on your path. Contact Joseph 
Lamb, joseph@titanconsulting.net or call him at 972.743.2872; or 
contact your Titan Consulting Director. You can also see 
additional information on our Advisory Services at Titan 
Consulting, (www.titanconsulting.net).

Happy travels to the cloud!
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