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The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission of 

SAP. This presentation is not subject to your license agreement or any other service or subscription agreement with SAP. 

SAP has no obligation to pursue any course of business outlined in this document or any related presentation, or to develop or 

release any functionality mentioned therein. This document, or any related presentation and SAP’s strategy and possible future 

developments, products and or platforms directions and functionality are all subject to change and may be changed by SAP at 

any time for any reason without notice. The information in this document is not a commitment, promise or legal obligation to 

deliver any material, code, or functionality. This document is provided without a warranty of any kind, either express or implied, 

including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, 

or non-infringement. This document is for informational purposes and may not be incorporated into a contract. 

SAP assumes no responsibility for errors or omissions in this document, except if such damages were caused by SAP’s willful 

misconduct or gross negligence.

All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ materially 

from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, 

which speak only as of their dates, and they should not be relied upon in making purchasing decisions.

Legal disclaimer
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Provide a Platform for delivering Intelligent End to End Field Service

throughout the entire Value Chain…

SERVICE MAINTENANCE NEED
Detection of the need for service or 
maintenance through remote 
monitoring or other means, inspection 
or a person (customer or employee) 
detecting a fault

AI based Planning and Dispatching
Service Project Planning
The scheduling, optimization and 
dispatching of the field technician. 
Providing parts information and 
spare part delivery to the field 

INTELLIGENT PLANNING 
AND DISPATCHING

Analytics
Carbon Footprint analysis
Operational analysis & optimization

UNDERSTAND AND 
IMPROVE

BUSINESS RULES AND AUTOMATION | 
SMART FORMS | MASTER DATA MANAGEMENT  

NO/ LOW CODE CUSTOMISATION | EXTENSIONS | APIs
INTEGRATIONS WITH S/4, C4C, CRM, B1 | OFFLINE 

CAPABLE

Service Execution
and Resolution

MOBILE APP
Process support of field technicians interaction

CROWD ECOSYSTEM BASED ECONOMY

Workforce & 
Crowd

Management 

Manage and Onboard Partners, 
Employees and Freelancers in a 
Crowd Based Service Platform
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Sustainability and 
CO² Footprint

Supply 
Chain 

Disruption, 
Health and 

Safety

Changing 
business 
models

Demanding 
Customers

Narrow Margins

Digital smart 

products 

Workforce 

and talent 

shortage

Key trends driving change in

Service Management



SAP Field Service Management Roadmap – Focus Areas

• Integration to the Intelligent 

Suite / Business Tech. 

Platform 

• Maintain 99.9% and 

Performance

• Improve and Learn from our 

Customer Feedback

• Advanced Planning & 

Scheduling Optimization

• Support for 3rd party GIS 

& Linear Asset (Utility)

• B2C & Consumer 

market 

• Growth of FSM App 

Extensions Marketplace to 

Give our Customers Access 

to 3rd party innovations

Additional 

Industries



Performant service processes – Machine manufacturing

Because performance 

counts

“Through a simple tool, we now have the 

potential to maximize our time with our 

customers and minimize our time 

between customer, our travel time.”

- Robert Unterrainer-Lewis, Head of KT Business 

Solutions

20% efficiency 

improvement
The precision of the planning 

timeframe increased from few days 

to 3 weeks 

Increased customer 

satisfaction
Sending of unskilled technicians is 

almost eliminated and technicians 

are better prepared before they are 

onsite





For a greener and digitalized future – Mechanical engineering

Mixed Reality Field Service 

Management

“With our strong digital backbone, 

consisting of our SAP services systems 

and Holo|One Sphere’s innovative fully 

integrated mixed reality solution, we are 

able to provide best-inclass service 

made by PILLER even in dynamic times, 

with a customer experience that is 

second to none.”

- Christoph Böhnisch, CEO, Piller Blowers & 

Compressors GmbH

56% increase
in remote resolution rate

35% reduced
travel

35% increase
in service profitability



“Sample customer”

Long Cycle

New installation

Live since: April 2019

Manual and assisted 

dispatching of installation 

jobs lasting 1-10 days

Rolled out in 27 countries

Short Cycle

Maintenance & Repair

Live since: July 2020

Nightly optimization of 

around 33,000 jobs

Rolled out in 7 countries

Numbers updated in Nov 2021



Crowd Service | Crowd Partner Onboarding and End-to-End Field Service 

Management Process with Subcontractors

Register Company

Crowd OwnerService Partner Manager

Review Partners

Review Partner Data

• Review company

certificates

• Approve

technician skills

• Connect to service

partner

Maintenance of Partner Data

• Register company

• Accept Terms & 

Conditions

• Add technicians with skills

• Upload certificates

• Company

• Technicians

• Keep information up to 

date 

Invitation of New 

Partners

Review Partner 

Technician Data

Trigger Back Office Scheduling (FSM) Mobile (FSM)

Plan + Dispatch

Check + Approve

Smartphon

e

Tablet

Desktop

Time Tracking

Materials Used

Spare Parts Used

Checklists

Expenses + 

Mileages

Error Codes

Service Report

Order Finalization

SMS
Notificatio

n

Workflow
Steps

Quality
Assurance

Reports +
Analytics

Reconciliatio
n

Approval
Administratio

n

Partner Portal (FSM)

Accepts/Decli
nes Jobs

Assigns Jobs 
to 

Technicians
Finalize Jobs

Changes 
Date and 
Times*

M
a
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te
n
a
n
c
e
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e
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e
r

Installation

Repair

Maintenance
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What Buzzwords are “Yours”?
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VIELEN DANK! HIER FINDEN SIE:

− die Präsentationsunterlagen

− ab morgen die Aufzeichnung 

des Vortrags

− weiterführende Informationen

Sie erhalten den Link am Freitag 

auch per E-Mail.

2.6

https://bit.ly/3sbatNi
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www.sap.com/contactsap

Follow us

https://www.sap.com/copyright
https://www.sap.com/registration/contact.html
https://www.linkedin.com/company/sap
https://www.youtube.com/user/SAP
https://twitter.com/sap
https://www.facebook.com/SAP

