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Choosing an SAP AMS Partner:

Eight Key Areas to Consider

In today’s ever-changing business
landscape, an effective SAP
Application Management Services
(AMS) partner plays an essential
role in your business’ success.
Beyond merely resolving SAP
issues, they drive growth and
transformation by proactively
preventing future problems,
enhancing your existing internal
SAP resources, bridging skills gaps
and supporting you in your SAP
roadmap and S/4HANA migration

strategy. The result? Future-proofed
solutions that operate at peak
efficiency, leaving you free to focus
on your core business activities.

However, the abundance of SAP
AMS providers in the market can
be overwhelming. Drawing from
our extensive experience in the
SAP AMS space, we've compiled a
selection of considerations that will
help you define your priorities and
select the ideal partner.

Expertise and Experience

Your SAP AMS provider should have consultants with
relevant experience and in-depth knowledge of the
specific modules and systems you operate so they can
effectively resolve your tickets. Find out whether they
have successfully collaborated with businesses like
yours in terms of size or industry, with case studies

to highlight the benefits they have delivered to past
clients. Experience of working in collaboration with third
parties is also beneficial, especially if you currently have
multiple stakeholders involved in your operation such
as Sls, 3PLs or automation providers. Accreditations
from the likes of the International Organisation

for Standardisation (ISO) can further demonstrate

their commitment to maintaining high standards in

processes and procedures.




Level of Interaction

Reflect on your preferred communication style with

your SAP AMS provider. For instance, do you want to
engage directly with the team resolving your tickets, or
would you prefer going through a helpdesk? Additionally,
decide whether you want the wider SAP AMS team
accessible to you or if having a single point of contact or
a dedicated team is easier. Some businesses, especially
larger ones, may find a transactional approach sufficient
for their needs. Other businesses, particularly small and
mid-size ones, benefit from a more personal connection
where the SAP AMS provider acts as an extension

of their internal team, readily available for informal
assistance or advice, allowing a more collaborative and
consultative approach. Consider what suits you best and
explore which of the providers you're considering can
match this.

Flexibility

Look for a partner that has a good deal of flexibility in the services
it can offer you. No two businesses or operations are the same,
with different companies needing different levels of support
depending on a multitude of factors including complexity of
operation and existing internal SAP resource. A one-size-fits-all
package therefore does not work for everybody. Try and find an SAP
AMS partner that can work closely with you to build a personalised
package of services that works best for your business, and can
expand and adapt that package over time as your requirements
change.

A flexible partner should be able to adapt its offering over short
periods of time. For instance, there may be a month where you
need very little support, and another where many issues arise, and
you need lots of assistance. Working with an SAP AMS partner that
offers greater flexibility and agility can ensure you have a solution
that best meets the needs of your individual business, as well as
your budget.




Size

SAP AMS providers range from large global system integrators
(SIs) to small boutique businesses. The ideal option depends
entirely on your own size, goals and strategic direction, as well
as what level of personalisation, flexibility and expertise you
require. The extensive resources and standardised processes
of Sls can be a benefit. However, their scale and ways of
working might align better with equally large companies. Other
businesses may find that smaller, boutique or independent AMS
providers are a better fit for them. These firms often prioritise
partnerships and tailor their services to individual needs. Their
agility allows for more customised solutions, and they may
even be able to offer informal assistance without rigid ticket
processes.

0 5 Long Term Solutions

Effective SAP AMS should go beyond merely resolving
tickets to address immediate problems. Proactive
guidance and advisory with your future S/4HANA migration
plans in mind, as well as long-term problem management,
are key areas of an effective service.

Monitoring and tracking tickets can reveal common
themes such as difficulties with specific software or peak
times. Analysing trends can help pinpoint root causes
such as knowledge gaps related to certain technologies
or within specific teams. Long-term fixes can then be
implemented such as system configuration, through to
targeted end-user training.

Although SAP AMS with proactive guidance and advice
might appear more than you require compared to pure
ticket resolution, it ultimately brings long-term solution
benefits as well as commercial benefits. Repeated fixes
for the same problem can accumulate costs, so preventing
the issue altogether becomes more cost-effective than
constant troubleshooting.




Service Delivery Management

Look out for an SAP AMS provider that has service
delivery management as part of its offering. A dedicated
Service Delivery Manager (SDM) can significantly
enhance the value of your SAP AMS. SDMs play a

crucial role in overseeing various aspects, including
service management, incident and change management,
and continuous service improvement. Their primary

goal is to ensure you receive top-notch operational
service delivery and exceptional customer satisfaction,
facilitating seamless communication between all
parties. As your trusted partner and advocate, they will
closely monitor your service and collaborate with you to
ensure that it consistently delivers long-term benefits for
you and your team.

Coverage

If something goes wrong with your SAP system, the impact

on your business in terms of time, money and reputation can

be substantial, especially if it leads to unplanned downtime.
Warehouses and manufacturing sites don't just operate from
nine to five, and the cost difference between promptly rectifying
an issue, versus leaving it overnight or over the weekend, can be
significant.

Your SAP AMS provider must therefore be responsive to your
tickets and requests whenever your business is operational. If your
business spans multiple countries, look for a provider that offers
consistent coverage across different time zones. The provider
should be able to deploy resources with strong functional and
industry knowledge who deeply understand your system, swiftly
resolving tickets and requests to mitigate any risk to getting your
product out to your customers.




Right-Shoring

The right choice between onshore, nearshore and offshore
SAP AMS depends on your own preferences and needs.

Onshore/Nearshore

Collaboration

Being in the same or similar
time zone allows for close real-
time collaboration with SAP
subject matter experts, plus
timely resolutions to queries
and tickets.

Alignment

The opportunity for closer
alignment allows the provider
to gain a deep understanding of
your landscape and offer more
tailored, long-term solutions,
guidance and advice.

Higher Cost

Due to local labour rates,
onshore/nearshore AMS
providers may be more
expensive, but can offer good
value through quality solutions
and tailored guidance.

Offshore

Lower Cost

Common offshore locations
such as India have a large
pool of SAP talent, with low
local labour rates driving
down upfront cost compared
to onshore/nearshore AMS.

Regional Expertise

Onshore/nearshore providers
can offer more specialised
regional expertise, including
deep knowledge of your local
industry or market, or legal and
tax expertise for your area.

Outcome Based Approach

Offshore providers tend to
deliver strictly what is asked
of them enabling rapid

ticket closure. Consider how
consultative you require your
AMS partner to be.

Round-the-Clock Coverage

Time zone differences can
allow great coverage for
global operations. However, it
can also cause some delays
in response and resolution
times.

Collaboration

You may be interacting with
different consultants each
time, so consider how much
advisory and guidance from
SMEs is required for your
solution.
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SAP AMS With The Config Team
Expertise Delivered with Care

As an independent boutique consultancy, we are proud to offer a flexible
alternative to other SAP AMS providers in the market. Through our
collaborative and personalised approach, we foster strong partnerships
with customers who view us as trusted advisors and an extension of their
internal teams.

Whether you need ad-hoc resourcing or long-term support through our
various service models, our UK and Australia based teams ensure 24/7
global coverage.

Our AMS covers a comprehensive range of modules across both S/4HANA
and ECC for both functional and technical requirements, complemented by
dedicated service delivery management.

As experienced SAP subject matter experts, we consistently deliver
exceptional solutions that prioritise long-term effectiveness over quick fixes.

Read more here
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https://theconfigteam.com/what-we-do/sap-ams/

