
May 7 – 9, 2019

Field Service Automation with SAP Service Cloud
Alexandre Casanova, IT Global Director, Pall Corporation

Sandeep Rathod, Associate Director, Birlasoft

Session ID ASUG83146



About the Speakers

Alexandre Casanova

▪ IT Global Director, Pall 
Corporation 

▪ Executive Program Director 
leading and managing large 
Transformation Programs 

▪ 20+ years of IT consulting 
and delivery experience

▪ Aircraft Pilot 

Sandeep Rathod

▪ Associate Director, Birlasoft

▪ SAP Customer Experience 
(CX) Practice Lead for Sales, 
Service and Marketing 
solutions 

▪ Partnering with customers 
to solve business problems 
for the past 20+ years   



Key Outcomes/Objectives

1. Our Journey and Success Story 

2. Key Use Cases in Service  

3. Service Enablement with Birlasoft  



Agenda

▪ Executive Overview 

▪ Business Background 

▪ Solution Overview 

▪ Outcomes Delivered 



Company Overview – Pall Corporation 
▪ Founded in 1946, Pall Corporation is a leading manufacturer of 

high-tech filtration, separation and purification products, for the 
removal of solids, liquids and gaseous contaminants, serving 
needs of customers in Life Science and Industrial markets
▪ Purifying and conserving water
▪ Advancing pharmaceutical manufacturing 
▪ Making alternative energy possible 
▪ Protecting patients and caregivers 
▪ Minimizing emissions and waste 
▪ Improving beverage quality 

▪ Public company, a subsidiary of 
Danaher Corporation 

▪ Headquarter in Port Washington, 
New York

▪ Revenue in FY2018:  US $3 billion
▪ 10,000+ employees worldwide



Company Overview – Birlasoft KPIT IT Services business has
merged with Birlasoft 

Forming a leading $500M publicly 
listed Enterprise Digital and 
IT Services company  

Part of the $2B 
CK Birla Group



INDUSTRIES WE SERVE

10,000+ Engineers | 5 Continents |Part of the 150 Year CK Birla Group
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Global C/4HANA Practice 

Partner Ecosystem

C/4HANA

User Experience

Marketing 

Cloud
Commerce Cloud

Sales + CPQ

Cloud
Service

Cloud + FSM

Customer Data Cloud

Analytics, Integration

Digital Transformation, Change Management, AMS Support

Hybris NA Newcomer 

of the year

2015

Hybris NA Delivery 

Partner of the year

2018

NA Partner Excellence 

Award – Customer Exp

20193 Award Wins!



SAP Partner Excellence Award in NA – Customer Experience 

https://news.sap.com/2019/01/regional-sap-awards-for-partner-excellence-2019/

What SAP is Saying About Birlasoft

“I am honored to recognize and congratulate Birlasoft, as the recipient of the SAP North America Partner Excellence Award 2019 
for Customer Experience. This achievement shows the highest level of commitment to go above and beyond delivery services and 
provide partner support within the SAP ecosystem. I am looking forward to even greater success in 2019.”

– Marc Monday, VP Channel Marketing at SAP 

SAP Hybris Americas Service Delivery Partner of the Year in 2018
https://www.birlasoft.com/company/news/2018/kpit-named-sap-hybris-americas-service-delivery-partner-of-the-year

SAP Hybris Newcomer of the Year in 2015

https://news.sap.com/2019/01/regional-sap-awards-for-partner-excellence-2019/
https://www.birlasoft.com/company/news/2018/kpit-named-sap-hybris-americas-service-delivery-partner-of-the-year


Business Background
Challenges

▪ Unable to track customer 
interactions and service 
issues 

▪ Service contracts and service 
execution gaps 

▪ Inefficient and longer service 
execution cycles

▪ Service revenue leakage  
▪ Disconnect and 

reconciliation challenges 
between field service in 
ServiceMax and post 
processing in ERP

▪ Failed to launch field service 
in SAP CRM on-premise 
system 

Vision and Goals Scope 
▪ Better customer connection 

and experience to improve 
the value of products and 
services for customers 

▪ Gain efficiency, transparency,  
and consistency in support 
operations

▪ Field service automation with 
end-to-end visibility in 
service operations

▪ One front-office for sales and 
service operations integrated 
with one ERP as back-office 

▪ Expansion of service portfolio 
and service innovation 

▪ Design and implement SAP 
Service Cloud solution 
integrated with SAP ERP/ECC

▪ All product lines and business 
units 

▪ All customers and service 
locations worldwide 

▪ Phased approach with pilot 
solution in four countries in 
Europe

▪ Roll-out in other countries 
and regions 

▪ Expansion roadmap items 



SAP Service Cloud – Enablement

▪ Customer 360⁰ 

▪ Customer Interactions 

▪ Customer Contact Channels

▪ Service Categorization 

▪ Service Tickets 

▪ Service Level Agreement

▪ Back-office Integration

▪ Customer 360⁰

▪ Customer Interactions 

▪ Service Quotes 

▪ Repair Services 

▪ Calibration Services

▪ Instrument Qualification

▪ Preventive Maintenance

▪ Warranty and Service Contracts

▪ Back-office Integration 

Customer Service Field Service
50 Customer Service 

Agents 
2 Field Service Managers 

per region

25 Field Service Engineers 

per region

3 Service Centers

Americas, EMEA, APJ

30 Service Plants

7,000 Customer Service 

Tickets per month
100 Work Orders per monthPall Corp + Birlasoft

Partnership 

Pilot Project + 
Global Roll-out by 
Regions in Phases

“Service is the heart of our Customer Experience” 



SAP Service Cloud – Enablement Journey

Pilot Project
Rest of 
Europe

NA Region APJ Region

Dec 2017 – Apr 2018

Field Service 
Implementation Project

4 Countries in Europe

May 2018 – Nov 2018

Field Service

Roll-out

Dec 2018 – Jan 2019

Field Service

Roll-out

Nov 2017

Field Service

Strategy and Planning

Jan 2019 – Mar 2019

Field Service

Roll-out

Project 

Planning

Customer 
Service

Jun 2017 – Oct 2017

Customer Service 
Implementation Project

LATAM Region

Feb 2019 – Apr 2019

Field Service

Roll-out

“A Perfect Journey for Complementing Exceptional Service” 

Service Management System 



Customer Service Business Process 

SAP Service 
Cloud

ERP / ECC 
on-premise

Inquiry Request 

Service Ticket
Service Tickets 

Queue
Service Ticket 
Assignment

Service Ticket 
Update

Service Ticket 
Response

Service Ticket 
Close

Inquiry ResponseCustomer

Accounts
Contacts
Products

Org. Structure

Master Data

Accounts
Contacts
Products

Org. Structure

Master Data

Customer Service Agents

• Sales Order Inquiry 
• Expedite Sales Order
• Shipment Inquiry

Transactional Data

Back-office



Customer Service Screens   

▪ Create Service Ticket through contact 
channels (Email, Web-form)  

▪ Assign Service Ticket to Customer Service 
Team

▪ Notification of Service Ticket for Customer 

▪ Notification of Service Ticket for Agent

▪ Assign Response Template to Service Ticket   

Process Automation



Customer Service Solution Architecture

ECC

Master Data

Pricing 

Sales & Dist.

Logistics 

Controlling

Back-office 

Cloud Platform 

Integration 

Integration Services

API Management

Customer Service Agents

Customers

Customer Service

Service Cloud

Accounts & Contacts

Products

Customer Interactions

Tickets / Cases 

Service Level Agreements
Finance / Acc. 



Field Service Business Process 

SAP Service 
Cloud

ERP / ECC 
on-premise

Customer

Accounts
Contacts
Products

Registered Products
Contracts

Org. Structure

Master & Transactional  Data
Field Service Managers 
Field Service Engineers

Service Request 

Work Order Work Orders 
Demand

Service QuoteWork Order 
Assignment

Work Order 
Execution

Accounts
Contacts
Products

Equipments
Contracts

Org. Structure

Pricing
Van Stock

Pricing
Van Stock

Master & Transactional  Data

Service Quote 
Accepted

Work Order 
Confirmation

Work Order Report

Warranty / Contract

Sales DocumentBilling DocumentAccounting 
Document

Back-office



Field Service Screens   



Field Service Screens   
Process Automation

▪ Create Work Ticket through contact channels (Email)  

▪ Assign Work Ticket to Field Service Team 

▪ Determine and assign Equipment 

▪ Determine and assign Warranty / Service Contract

▪ Notification of Service Ticket for Customer 

▪ Notification of Service Ticket for Agent

▪ Assign Response Template to Work Ticket   

▪ Facilitate to create Service Quote  

▪ Approval of Service Quote



Field Service Solution Architecture 

ECC

Master Data

Pricing 

Sales & Dist.

Logistics 

Controlling

Back-office

Cloud Platform 

Integration 

Integration Services

API Management

Field Service Managers and 

Field Service Engineers

Customers

Field Service

Service Cloud

Accounts & Contacts

Equipments

Customer Interactions

Work Orders

Warranties & Service Contracts
Finance / Acc. 

Service Quotes



SAP Activate Cloud Implementation Methodology
▪ Modular and agile framework for implementation of SAP solutions

▪ Pre-built implementation content, tools, accelerators and best practices to deliver consistent and successful results 

▪ Agile approach divides project into four distinct phases, with workstreams, key deliverables and tasks in each phase

▪ Quality checks (Q-Gates) at defined and critical stages of the project lifecycle 

Benefits 

▪ Consistent and accelerated 
project delivery

▪ Reduces complexity and 
increases quality 

▪ Scalable – all sizes of projects

▪ Prescriptive and comprehensive 

▪ Proven project management 
practices in many areas like 
quality, risk and issues 
management 



Outcomes Delivered 

Business Operational Impact 
▪ True omni-channel support in a single 

cloud solution 

▪ Unified and seamless service experience 
for front-office engagements with 
customers  

▪ Harmonization of service repair 
processes with back-office 

▪ Real-time insights and complete 360⁰ 
view of the customer

▪ Reduction in call center operational cost by 
50%

▪ Increase in field service efficiency by 40%

▪ Reduced system integration cost by 45%

▪ Average Handling Time is 2 min 

▪ First Contact Resolution is 75%

▪ Mean Time to Repair is 24 hours 

▪ Service Levels at 100% 

▪ On-time and within budget implementation 
with Birlasoft 

“This is a great achievement that directly helps us drive and enable revenue growth and customer 
intimacy leveraging our CRM C4C platform!  This pilot launch is a great start of a roadmap that 
extends and integrates our C4C platform with Marketing Automation, Digital knowledge-base Assets 
& Ecommerce Customer Portal.”

– Amit Gupta, VP of Digital Solutions & eCommerce at Pall Corporation 

Approximate stats is shown below



Take the Session Survey.

We want to hear from 
you! Be sure to complete 
the session evaluation on 
the SAPPHIRE NOW and 
ASUG Annual Conference 
mobile app.



Access the slides from 2019 ASUG Annual Conference here: 

http://info.asug.com/2019-ac-slides

Presentation Materials

http://info.asug.com/2019-ac-slides


Q&A
For questions after this session, contact us at –

Alexandre_Casanova@Pall.com

Sandeep.Rathod@Birlasoft.com

mailto:Alexandre_Casanova@Pall.com
mailto:Sandeep.Rathod@Birlasoft.com


Let’s Be Social.
Stay connected. Share your SAP experiences anytime, anywhere. 

Join the ASUG conversation on social media: @ASUG365 #ASUG


