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Setting up the core processes in SAP S/4HANA Service is essential for businesses
aiming to streamline service management operations and enhance efficiency. This
powerful framework manages everything from service requests and orders to
iIN-house repairs and service contracts. It offers robust capabilities for service request
mManagement, order creation, planning, execution, and billing, making it an invaluable
solution for companies looking to optimize their service processes. However, to fully
leverage its potential, proper customization is key.

Effective configuration aligns organizational structures and master data, facilitating a
seamless flow of service processes from initial request recording to invoicing. This
blog delves into the technical aspects of executing service processes in SAP
S/AHANA, outlining essential steps and necessary configurations that enhance service
delivery.

Overview and Process Steps in SAP S/4HANA Service

The service process in SAP S/AHANA comprises several core steps designed to
mManage service requests efficiently and ensure timely delivery to customers. Here’s an
overview of the key steps involved:

Service Request Creation

This initial step involves recording

malfunctions or service
@ requirements in a service request.
Optional list editing can streamline
Service Order and Quotation issue tracking.

Creation

Based on the service request, a
service order quotation can be
generated if needed. Service orders
may be created directly or derived
from existing documents, such as
service requests or quotations.

Planning, Checking &
Releasing

This phase involves planning
service orders to confirm the
availability of materials and
services. After a thorough review,
the order is released for execution.

Execution of Service Order

Upon release, the service order is
executed, where time confirmations
and material consumption details
are recorded in the system.

Billing

Following execution, the service
order is cleared for billing,
generating an invoice based on the
billing document request, ensuring
accurate customer charges.




SAP S/AHANA supports these steps with various user interfaces, including the SAP
Fiori launchpad, enabling users to efficiently create service order quotations. The CRM
WebClient Ul offers additional functionalities for managing service interactions.
Configuration can be accessed through transaction code SPRO in SAP GUI, allowing
for comprehensive system management.

Organizational Structure
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Accurate setup of organizational structure elements and master data records is vital for
effective service process initiation in SAP S/4HANA. Master data typically includes
service products, spare parts, technical objects (like equipment and functional
locations), and business partners. It's crucial to define how each master data element
connects to the broader organizational structure.
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After establishing these links,
reviewing the controlling area

The organizational model for
services in SAP S/4HANA

comprises several components,
including sales and service
organizations. To ensure proper
functionality, these elements
must be accurately defined and
interlinked. For instance,
service-related sales
organizations should connect
with their counterparts in SAP
S/4AHANA Sales. This applies to
sales offices and sales groups
as well.

and master cost center for each
organizational unit is essential to
align with the Controlling (CO)
structure. Numerous other
configuration settings are

necessary for optimizing
process flows, which we will
explore in later sections.
Additionally, linking plants and
storage locations to service
organizations is vital for
designating resource availability
to support service operations.




Service Products and Service Contracts

Service products represent specific services offered to customers and can be added as
line items in sales or service orders or contracts. Created using the material type SERV,
service products can be configured to meet customer needs by enabling the "Material
is Configurable” setting and employing class type 300 for variant handling.

Service contracts establish long-term agreements with customers, detailing service
terms, scope, and SLASs. These contracts may include various service contract items,
with tailored billing plans and prices. Attributes like maintenance details or hotline
support can be defined to align with SLA expectations, influencing pricing and
scheduling. In SAP S/4HANA, service contract products are defined using item
category group SCNP (Service Contract Product) with material type SERV.

Configuring Transaction Types in SAP S/4HANA Service

In SAP S/4HANA, transaction types are critical for managing service orders and
repairs. Standard types include SRVO for service orders and REPO for repair orders,
with additional types customizable to meet specific service requirements. To view
available transaction types, navigate to SAP Customizing Implementation Guide
Service Transactions Basic Settings Define Transaction Types. Each transaction type
links to a leading business transaction category, determining its context, such as
service requests or orders.

Define Transaction Types Customizing at
Business transaction attributes and header level
characteristics: Different settings according to
* Leading Transaction Category Business Transaction Category

- Control attributes

Assign Business Transaction Categories

Additional business transaction categories dependent on
Leading Transaction Category



Configuring a new transaction type involves copying an existing type or creating a
new entry, which includes setting internal and external number ranges, item
nuMbering, and specifying the leading business transaction category. While multiple
categories can be assigned, only one serves as the leading category, guiding the
transaction’s display and processing.
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By effectively defining transaction
types, businesses can improve
control over service orders,
guotations, and other essential
processes, ensuring accurate

tracking and streamlined
operations.

Key Steps for Configuring an On-Site Service Process

An on-site service process commences wWith a customer service request, triggering
the creation of a service order. These orders can originate from customer requests,
templates, or quotations and may include service tasks, in-stock spare parts, or
externally sourced components. Upon completion of a service task, a service
confirmation is recorded. For in-stock items, a system reservation is generated, while
externally sourced parts lead to a purchase requisition. Following confirmation of all
service activities, the system generates a billing document request based on service
confirmations and issued parts, which serves as the basis for final billing.



Description

Profiles and Procedures

- Text Determination

* Procedure Partner

+ Determination Procedure

« Status Profile Organizational
+ Data Profile Date Profile

-+ Action Profile

Transaction Numbering
(Number Ranges)

Specific Settings

Contract Determination
Inactive Yes/No

Transaction Type
(for example SRVO)

Item Numbering

Product Determination

Leading Transaction Category

(e.g: Service Order/Quot.)...

In-House Repair Processes

For in-house repairs, a customer submits a request for a defective item, prompting the
creation of an in-house repair order. The defective item is recorded as a repair object,
and preliminary checks are conducted, potentially generating a returns order through
Advanced Returns Management (ARM). Upon receiving the item, follow-up steps are
supported by the system, including outbound delivery if the item is returned
post-repair. If repair work proceeds, a repair order is generated to plan services and
parts, with diagnostic processes supported as needed. After completing repairs, a
confirmation is generated, releasing items for billing, and the billing document request
initiates customer invoicing for the repair work. Repair quotations can also be
integrated into this workflow.



How to Configure Service Contracts in SAP S/4HANA
Service

Service contract management involves configuring
settings to effectively manage contract details. A service
contract comprises both header and item-level data, with
item-level designations for handling billing, allowing
customers to claim services from a pre-defined list at
contract-defined rates. Importantly, service contract
products are used solely for billing purposes and not for
planning maintenance or repair activities.

The "Manage Service Contract” SAP Fiori app allows users to create, search, and
Manage service contracts efficiently. Meanwhile, the "Manage Service Contract
Templates” app simplifies contract setup by enabling the creation of reusable
templates. Contracts define service levels (SLAS) through assigned service and
response profiles, establishing execution and response timeframes. The system checks
for matches between service order items and products listed in the contract, ensuring
accurate application. Configurable products within contracts can utilize condition type

VASE to handle variable pricing for customizable items.

Technical Architecture of SAP S/4HANA Service

The architecture of SAP S/4HANA Service focuses on harmonized master data,
streamlined engines, and a modernized Ul. Key elements include:

Master Data Harmonization: The business
partner model and material master are
utilized, replacing older SAP CRM-specific
tables. Technical objects supersede I0bjects,
with advanced variant configuration
integrated for improved customization.

Ul and Data Model Improvements: A Belize
theme-based Web Client Ul is available
alongside SAP Fiori apps, discarding
obsolete stacks. A flat header/item table
model simplifies data storage, enhancing
data processing capabilities.

Integration and Migration: The phased-out
CRM middleware for external system
integration favors OData and SOAP services
for real-time data exchange. Migration tools
facilitate data transfer from SAP CRM 70 to
SAP S/4HANA Service, supporting hybrid
deployments for a gradual transition.

Engine Updates: SAP S/4HANA's sales
pricing, billing, and data structures have
replaced CRM's IPC and other modules,
eliminating SAP CRM middleware for
internal data processes and simplifying
follow-up document creation.

Customization and Process Harmonization:
SAP S/4HANA consolidates customizations,
removing redundant CRM tables and
establishing a single source of data, which
simplifies price conditions and eliminates the
need for middleware in follow-up processes.

Analytical Readiness: SAP S/4HANA
Service is optimized for rapid data queries
and analytics by consolidating transactional
data into flat tables, ensuring efficient data
processing and enhanced analytical
performance.



This advanced architecture equips SAP S/AHANA Service to deliver a unified, efficient,
and modern service management experience.
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Conclusion: Get Ready
to Streamline Your
Service Operations

SAP S/4HANA Service serves as a
comprehensive solution for executing
efficient service processes, encompassing
everything from request capture to
INnvoicing. By ensuring precise
configuration of organizational elements
and master data, companies can enhance
service operations, improve customer
satisfaction, and boost operational
efficiency. Its harmonized architecture,
enhanced Ul, and robust data
management capabilities facilitate
seamless service operations and
analytics, supporting both immediate
needs and long-term scalability—making
SAP S/4HANA Service a transformative
tool for modern service management.

Please reach out to Accrete at accrete@acnsol.com/
+1 877-849-5838 for any additional information or help
that you may need.
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