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Upgrading to next-generation ERP to better support 
a field-service team including 750 technicians
Efficient field service is critical for the North American factory-service organization of 
Carrier Global Corporation, a world leader in heating, air-conditioning, and refrigeration 
solutions. Expert field employees are on call 24x7 to service, maintain, retrofit, upgrade, 
and optimize clients’ equipment and systems. To enable these teams to service markets of 
all sizes more efficiently, Carrier needed to reduce back-office costs, optimize end-to-end 
processes, and improve data access. It sought an ERP system in the cloud that could help 
it automate and integrate disparate systems, including third-party sales and service 
platforms, to equip teams to meet and exceed customers’ goals across local markets.

How Can ERP in the Cloud Give 
Field-Service Teams the Agility to 
Reimagine Customer Service?
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Before: Challenges and Opportunities
• Cumbersome, outdated, and disconnected processes for field-service teams, including the need for 

batch processing on a 30-year-old mainframe system
• Inefficient indirect labor workforce using manual processes such as paper-based customer pricing
• Limited access to data, impeding transparency and speed
• Opportunity for growth by moving from a hub-and-spoke to a geographical, market-based model

Why SAP
• Powerful capabilities and intuitive workflows of SAP S/4HANA® Cloud, helping standardize and 

optimize operational and finance processes spanning service order to cash, service contracts to cash, 
service-based procurement, general ledger, and revenue received

• SAP® Advisory Services to advise, plan, and guide the transformation
• SAP Preferred Success services for insight-driven, prescriptive, and personalized recommendations for 

adoption, consumption, and value optimization to improve the user experience across the full lifecycle
• A proactive comprehensive engagement focused on customer success with a holistic, structured approach

After: Value-Driven Results
• Enhanced agility with integrated “fit-to-standard” processes in the cloud
• Greater data transparency thanks to embedded analytics and KPIs
• Faster decision-making with real-time information
• Increased efficiency of indirect labor and a better user experience due to streamlined processes

Streamlining Processes and Transforming Field-Service 
Management with SAP S/4HANA® Cloud

“We never had this much information before. What 
took us hours before now takes us minutes, thanks 
to SAP S/4HANA Cloud.”
Joseph Palomba, Global Enterptrise Architec, Carrier Global Corporation 

Carrier Global Corporation 
(North American HVAC field-
service business)
Palm Beach Gardens, Florida 
www.carrier.com

Industry
Industrial 
machinery and 
components

Employees
1,400

Revenue
US$600 million

Products and Services
Heating, ventilation, and 
air-conditioning (HVAC) 
products and services 

Featured Solutions and Services 
SAP S/4HANA Cloud, SAP Advisory 
Services, and SAP Preferred Success

Reimagined
Automated market-list 
pricing for greater accuracy, 
and improved governance 
controls

40%
Increase in team productivity
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The North American factory-service organization of Carrier Global Corporation is 
reinventing its heating, ventilation, and air-conditioning service offering by strengthening 
its customer focus, reimagining service, and providing engineered solutions that surpass 
customers’ goals across local markets. 

Underpinning this transformation is Carrier’s move to SAP S/4HANA® Cloud, which has 
helped standardize and integrate entire processes across finance and operations and 
support a flexible sales and service organizational structure. Using SAP® Cloud Platform 
Integration Suite, Carrier has integrated third-party sales, service, tax, and banking systems 
in the cloud for greater transparency and speed. 

Now, field-service teams can manage service orders and contracts, revenue recognition 
accounting, procurement, and project management efficiently and intuitively. And they can 
access real-time financial supply chain management information, from invoices and 
credits to cash receipts, for speedier and more flexible customer service. 

Building a Completely Integrated Field-Service 
Model to Become More Agile for Customers

Costs with a simplified 
IT architecture 

Overachievement of 
efficiency target

100%

“Implementing SAP S/4HANA Cloud has helped 
us connect and transform our field-service 
operations and raise the bar on customer 
service. A dedicated SAP team had our back 
every step of the way.”
Joseph Palomba, Global Enterprise Architect, Carrier Global 
Corporation
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