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Abstract
The Enterprise Resource Planning (ERP) system has emerged 
as the backbone for most firms. Therefore, once the system 
goes live, a maintenance plan must be devised to ensure its 
proper performance. The case study features how FPT provides 
a comprehensive application maintenance service for a 
multinational energy provider. 
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ERP Maintenance 
Plan Is a Must-have 
Based in Germany, Company A is one of the leading utilities companies in Europe. Founded 
only a few years ago, the firm has already built a strong market visibility in 16 European countries 
and employed a multinational workforce of thousands of people. Focusing on three business 
segments: renewables, grid & infrastructure, and retail, the company strives towards bringing a 
sustainable future for consumers.  

The Enterprise Resource Planning (ERP) system has emerged as the backbone for most 
firms. It integrates every facet of an operation in a single user interface allowing firms to 
effectively manage their business and automate several back-office functions.  

As one of the biggest firms in Europe, the Client soon realized and leveraged the benefits of ERP. 
The Client’s SAP ERP system has been in continuous operation to fulfil the needs of almost 
15,000 users. As several processes within ERP need IT support, the Client wanted to enjoy 
responsive maintenance services, ensure proper system performance and minimize the 
impact of any disruption to its 15,000 end-users.  

In addition, as one of the leading utilities companies in Europe, Company A confront a wide 
variety of requests every year. Typical requests are in the form of fixing incidents, upgrading 
the system, adding new features/users, etc., which results in approximately 6,000 tickets to 
be resolved annually. Accordingly, our customer expected to enjoy the second and third levels 
of support for SAP’s IT services. Compared to the first level of IT support, which only involves 
fundamental help desk resolution and service desk delivery, the second and third levels help 
the Client to handle more complicated, in-depth IT technical requests and enjoy expert support. 
With years of experience in system maintenance, FPT was chosen to take adept care of the 
Client’s system.  
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The Solution
Annually, the system receives 6,000 diverse types of tickets. Each type of tickets requires 
particular expertise and experience. Bearing that in mind, we decided to form a correspondence 
team equipped with varying skillsets. Particularly, the team included experienced senior 
SAP consultants, developers and SAP basis admins. With a strongly competent team, 
we have started providing services for SAP FI-CO, FI-AA, SD, PS, HR PI, PM, TM, WF, 
DMS and BI/BW modules. We take on such tasks as debugging, migrating, architecting, 
customizing, system enhancing, researching/analyzing, consulting, and testing. These tasks 
were strategically identified and then executed by our team to make sure the Client’s system 
operates at its best. 

Our responsibilities are not limited to fixing any defects that the software might have 
but also entail proactively boosting performance of the existing system and adding new 
functionalities as required. Additionally, based on our extensive expertise and relevant 
experience, we recommended the Client to use ServiceNow (SNOW) to handle their tickets. 
SNOW, a ticketing platform, is particularly conducive to the firm’s ERP system. The platform 
offers greater values for large firms like the Client and has been widely used in the oil and 
energy sector.
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The Result
We managed to produce a maitenance solution that not only 
tailors for the Client’s specific business needs but also exceeds their 
quality expectations. Equipped with profound knowledge and 
diverse competencies, our team managed to cover all maintenance 
requests from different departments, thereby improving the 
ERP’s  productivity and reducing errors.  

Plus, SNOW helped the firm to speed up ticket resolution, reduce 
downtimes and hence, save operational costs. Our team were also 
able to work in close coordination with their IT department to 
support them with system operation and maintenance.  

At FPT, we design delivery models with a global perspective in 
mind. Our team offered the Client  the best shore  model in which 
the workload is appropriately distributed among our offshore, 
nearshore and onsite teams. Such working model guarantees high 
availability of IT support.  
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