SAP Customer Success Story
Retail — Medical Distributor

AT A GLANCE

Summary
Indonesian distribution enterprise
Dos Ni Roha used the
SAP?® System Administration
service to optimize system
administration procedures and
empower [T staff to fully utilize
and support its new mySAP”
Business Suite solutions.

Web Site
www.dosniroha.com

Key Challenge
IT staff not trained in supporting
the mySAP ERP solution or
activating its advanced features

Project Objectives

u Optimize system administration

= Provide IT staff with customer-
specific knowledge transfer
in the area of system
administration

Solutions and Services

u SAP Solution Management
Optimization services

u SAP System Administration

Why SAP Solution
The only service available that
could meet the customer’s
requirements

Implementation Highlights

= Service delivery went smoothly

= Accomplished the objectives of
providing knowledge transfer
to IT staff and optimizing the
solution

pt dos niml"oha

Key Benefits

= Lower operating costs through
improved awareness of core
business processes and their
effects on system operations

= Savings in time and money
resulting from more efficient
system monitoring, backup
strategy, and error-handling
process

u Shorter reaction times in difficult
situations

# Financial savings due to

avoidance of penalties, overtime,

and optimized performance,
through the reduced probability
of system downtime or business
process interruptions
“ Decrease in number of ABAP"
dumps and terminated updates
“ Higher end-user satisfaction due
to a reduced probability of
system downtime or business
process interruptions
Staff instructed on how to
optimally administer core
business processes

Implementation Partner
SAP Active Global Support

Existing Environment
mySAP Business Suite family
of business solutions, which
includes mySAP ERP

Database
Oracle

Hardware
Sun

Operating System
Solaris

DKSH

Market Intelligence

“We have more than recovered the cost of the
service through more efficient business practices

in a very short time.”

Kristianto Setiawan, IT Manager, Dos Ni Roha

SAP° System Administration Service Allows IT
Staff to Nore Fully Utilize and Support Company’s
mySAP” ERP Solution

Installing new enterprise resource planning (ERP) software isn’t
always simply a matter of implementation and go-live: you have
to keep it running and optimize its performance on a continuing
basis. And for that you need trained people. Where can you turn
to find them? They’re actually right inside your own organization.

That’s what Dos Ni Roha discovered after implementing the
mySAP" Business Suite family of business solutions, including
core functionality of the mySAP ERP solution, in 2004.

From Legacy to Integrated mySAP ERP

Founded in 1965, Dos Ni Roha is a major Indonesian enterprise
specializing in the distribution of pharmaceuticals, healthcare
products, medical equipment, and consumer goods. Some
2,000 Dos Ni Roha employees operate 44 distribution centers
throughout the Indonesian archipelago that range from branch
offices to storage depots located mainly in the country’s major

population centers.

In 2003, Dos Ni Roha decided it was time to replace its legacy
IT systems with an integrated ERP solution. After the selection
process pointed to mySAP ERP, Dos Ni Roha contracted with
an implementer to install it. The group spent seven months
implementing the core functionality, including financials,

materials management, and sales and distribution.

Wanted: System Administration Skills
The implementation group realized that the IT staff at Dos Ni
Roha did not have the skills necessary to maintain and administer

its system on a continuing basis. They called in SAP to evaluate
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the situation and make recommendations. A representative
from SAP® Active Global Support reviewed Dos Ni Roha’s situation
and recommended SAP System Administration, a service of the

SAP Solution Management Optimization portfolio of services.

SAP Solution Management Optimization services help keep SAP
solutions running optimally, improving return on investment
and reducing the cost of operations. Typically, SAP System
Administration is delivered on-site by experts from SAP Active
Global Support. During service delivery, the main aspects of
system administration are reviewed with respect to core business
processes, and any critical aspects are optimized. The review
includes interface settings, database administration, recovery,

and backup.

When a company runs an SAP solution, the IT department,
multiple other departments, and the implementation project
team are all involved in its administration. They work together
and distribute tasks to administer the solution, and it is then that
challenges occur. SAP System Administration ensures that all

parties involved have clear responsibilities for running the solution.

The result is reduced operating costs through improved system
availability, enhanced awareness of core business processes on the
part of the IT staff, and an improved technical infrastructure. In
addition, a workshop tailored to customer needs educates and
empowers the IT team and ensures that the enterprise enjoys
long-term cost savings. Knowledge transferred to staff members

enables them to optimally administer core business processes.

In Dos Ni Roha’s case, the focus of SAP System Administration
service delivery was primarily a one-week training workshop

delivered at the customer’s site to three staff members who were

50 075 282 (05/07)

© 2005 by SAP AG. All rights reserved. SAP, R/3, mySAP, mySAP.com, xApps, xApp, and other SAP products and services mentioned here-
in as well as their respective logos are trademarks or registered trademarks of SAP AG in Germany and in several other countries all over
the world. Al other product and service names mentioned are the trademarks of their respective companies. Data contained in this document
serves informational purposes only. National product specifications may vary. Printed on environmentally friendly paper.

These materials are subject to change without notice. These materials are provided by SAP AG and its affiliated companies (*SAP Group”)
for informational purposes only, without representation or warranty of any kind, and SAP Group shall not be liable for errors or omissions with
respect to the materials. The only warranties for SAP Group products and services are those that are set forth in the express warranty state-
ments accompanying such products and services, if any. Nothing herein should be construed as constituting an additional warranty.

wnawL.sap.com/contactsap

charged with maintaining the SAP solution. The training was
very specifically tailored to the needs of this customer. At the
end of the training session, SAP consultants delivered a detailed
report recommending the procedures that Dos Ni Roha would
need to establish in order to optimally perform administrative
functions on a regular basis. A book published by SAP focusing

on system administration was included with the report.

“Before the training, we were unable to utilize all the possibilities
of our mySAP ERP solution,” says Kristianto Setiawan, I'T manager
at Dos Ni Roha. “With the training, we have become fully capable
of making our mySAP ERP system — both software and hardware
—run well and use all the features and functions available in the

solution.”

These are just some of the benefits that Dos Ni Roha now realizes
after the delivery of the SAP System Administration service:
Lower operating costs through an improved awareness of core
business processes and their effects on system operations
Savings in time and money resulting from more efficient
processes for system monitoring, backup strategy, and error
handling
Shorter reaction times in difficult situations
Financial savings due to avoidance of penalties and overtime
that result from the reduced probability of system downtime
or business process interruptions
Reduced number of ABAP" dumps and terminated updates
Higher end-user satisfaction due to a reduced probability of

system downtime or business process interruptions

Setiawan sums up the substantial benefits derived by Do Ni Roha
in this way: “I would recommend this service to anyone who
has implemented a mySAP ERP solution. We have more than
recovered the cost of the service through more efficient business

practices in a very short time.”



