The Config Team
SAP Supply Chain Specialists

Airnov

HEALTHCARE PACKAGING

SAP Support Case Study

Flexible multi-module SAP support covering
operations in the USA, France, China and India

“The Config Team is a very personable organisation. When you need help, there
are people you can speak to directly. It is not just a ticket-based relationship,
they are my trusted advisors.” Amy Hasty, Global IT Director at Airnov Healthcare Packaging

About Airnov

Airnov Healthcare Packaging is a global leader in active solutions used to protect
pharmaceutical, nutraceutical and diagnostic products from moisture and oxygen. This
includes customisable, high-quality drop-in products such as canisters and packets, integrated
desiccant systems and specially designed plastic bottles containing oxygen barrier materials.
Airnov offers customers a full set of services to assist them develop, configure, validate and
implement the optimal packaging solution to protect and dispense their drug.

Airnov has a global footprint, with five state-of-the-art manufacturing facilities, three dedicated
research and development centres, and five sales offices across the world. The manufacturing
facilities are located in the USA, France, China and India. Airnov employs roughly 750
employees worldwide.
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Project Background

In the midst of the covid-19 pandemic in 2020, Airnov was splitting off from its parent
company, which operated SAP. Looking to continue using SAP, it worked with a US based
consultancy, with whom it had an existing partnership, to create a new SAP system to
manage its global operations.

The Config Team was initially asked to provide some project management support to help
navigate the early stages of getting the system up and running, having previously worked
with key members of the Airnov team at another business.

Looking for a long-term SAP support partner, Airnov considered several options before
deciding on The Config Team as the best value provider. Speaking about how The Config
Team's offering compared to other support options, Airnov’s Global IT Director, Amy Hasty,
commented: “When | learned about the depth of support The Config Team could provide, |
was pleasantly surprised. | thought | would only be able to afford offshore support out of
India, and even then, they were only going to give me eight hours of coverage a day. The
Config Team was able to give me 16 hours of coverage, multifunctional, for what | felt was
a very good price.”

SAP Support Services

The Config Team provides SAP support for all Airnov’s core SAP modules which include

SAP Material Management (MM), Production Planning (PP), Finance and Controlling (FICO),
Inventory Management (IM) and Warehouse Management (WM), operated on ECC, as well as
its ABAP requirements. In addition, it has more recently begun to cover Airnov’'s SAP Security
and Governance (S&G), providing support for roles and authorisations.

Opting for fully outsourced support with The Config
H Team has meant significant time and resource
savings for Airnov’s internal recruitment, with Amy
m commenting: “We would have needed multiple
people to cover all the different modules of SAP,

but The Config Team allowed us to have access to
the support we needed, when we needed it.”

Airnov benefits from The Config Team’s hour bank
model of support, a pre-paid ‘bank’ of support
hours that allows for complete control of monthly
spend while offering great flexibility of usage. The Airnov team can raise tickets related to
any of its SAP modules, not just for incidents, but also service and change requests, as well
as other items from an extensive service catalogue including triage, testing and resolving
issues, advising and upskilling.

Speaking about the team handling Airnov’s tickets, Amy said: “The Config Team has a large
group of consultants that could take our tickets, but typically ours are managed by the
same people each time. This allows me to get to know them on a personal level, building
relationships that | hope will last for many years to come. It's that personal connection that
will keep me coming back time and again.”



Going beyond ticket resolution, SAP support with The Config Team means quick and easy access
to its expert consultants. Amy commented: “When you need help, there are people you can speak
to directly. You get to know the support team and each consultant’s expertise. Some days |

have needed to brainstorm an idea or a challenge, and | was able to quickly get the one-to-one
attention | needed. Working with The Config Team is not just a ticket-based relationship, they are
my trusted advisors.”

In addition, Airnov and The Config Team enjoy a
positive working relationship and aligned values,

with Amy saying: “The Config Team is holistically a ,
great company with which to do business. It's always
great to see a company that supports its employees’

personal development and I'm especially impressed by '
the focus on giving back to the community through its

employee-nominated charities.”

The Airnov team has full visibility of its support usage,

®

benefitting from regular updates with its account
manager covering reports on ticket volumes by
module and location, areas for improvement on both
sides, going through a running list of enhancements and discussing future projects that may be
coming up. Amy added: “I am very impressed by the monthly updates | receive, which contain
visuals that speak to multiple facets of our tickets such as geographic dispersion and volume by
SAP module. We discuss what is working well and what may need to improve, all in a very open
and honest atmosphere.”

While The Config Team is UK-based and Airnov predominantly operates in the USA and France,
as well as India and China, this has not caused any problems, with The Config Team able to
work to the operating hours of its customers. Amy added: “I am very pleased with The Config
Team's ability to cover multiple time zones so well. We're a global organisation with locations in
China, India, France and the US, and The Config Team is able to cover some time for each region,
enabling direct communication with the users in their own time zones.”

Speaking about how The Config Team’s SAP support has benefited Airnov’s operations, Amy
said: “Without The Config Team, we would either struggle to give adequate support to our global
teams, or our IT support costs would be significantly higher. For less than the cost of one full-
time US-based SAP FICO employee, The Config Team provides support for all our modules and
covers all our sites, it's a win-win for us.”

In addition to support, due to the depth of The Config Team'’s SAP supply chain expertise, Airnov
also benefits from ad hoc consultancy services as and when required. Continuing their close
working relationship, looking ahead to the future, The Config Team will be helping to support a
new period of transition following Airnov becoming the Functional Packaging business unit of
Colorcon Inc.

“Without The Config Team, we would either struggle to give adequate support to
our global teams, or our IT support costs would be significantly higher. For less
than the cost of one full-time US-based SAP FICO employee, The Config Team

provides support for all our modules and covers all our sites, it's a win-win for us.”
Amy Hasty, Global IT Director at Airnov Healthcare Packaging
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