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SERVICE PARTS MANAGEMENT (SPM)
OPTIMUM SERVICE LEVEL IN PLANNING AND 
LOGISTICS EXECUTION OF SERVICE PARTS

   

MOTIVATION AND REQUIREMENTS

 Service is an attractive and reliable source of revenue

  

  

   

   

   

SPM and IM&C – 
A long history

SAP Service Parts Manage-
ment is the result of a year-long 
development project for service 
part supply networks involving 
Ford and its logistics partner 
Caterpillar.

IM&C bundles concise processes with expertise
  Complex processes require complex, comprehensive end-to-end solutions like SAP SPM.

  

  

The increased impact of the after-sales and service market is not 
unique to the automotive industry. Customers in every industry have 
high and continuously-increasing expectations of being able to 
access service plans for purchased items that will keep them 
running smoothly for many years.

One of the logistics industry's greatest challenges involves 
finding a balance between the high level of service expected by 
the customer and the lowest possible logistics costs. 
Stock-keeping and rapid availability, along with the associated 
effects on the supply chain become more complicated as the 
number of different parts involved increases.

Car manufacturers, in particular, are at the end of a complicated 
supply chain involving hundreds of thousands of service parts - 
starting with small, cheap electronics modules and moving through 
bulky body panels to entire engines and transmissions.

Service parts may form up to 30% of the total sales, and 
at least 45% of profit

An increase in the level of service also means an 
increase in customer retention and brand loyalty

Increase the level of service and reduce logistics costs 
can become a critical success factor

A considerable number of parts, perhaps 300.000+ often 
needs to be shipped out the same day

There is a need to find appropriate alternatives in the 
business and production processes (make-or-buy, 
reconditioning, product substitution, etc.)

IM&C has been involved in the 
business specification and 
technical design aspects of this 
project since the very beginning, 
collaborating with SAP at its 
headquarters in Walldorf as well 
as at Clients’ sites support in 
global implementations since 
2005.

We help our customers with choosing which processes and systems are most suitable. We then 
use our global team of Consultants  to implement worldwide by remaining consistent with the 
Customers’ philosophy and way to operate.

The changes required to improve particular sub-processes depend on the industry and on the 
characteristics of the company. Customers are more and more in need of coherent processes 
and flexible IT strategies.

SPM Scenarios: Complex Supply Networks and Processes

Example 1Example 2

The need for a Service Parts Management (SPM) solution is 
generally triggered by the following factors:
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Contact and Information
For further information on our services, please email 

us with your inquiries and let us know how we can 
            help you: spm@im-c.net

   
    Tel. +49 (6222) 5720-00 · Fax -27 

OVERVIEW SERVICE PARTS MANAGEMENT

Servicing is designed to achieve maximum customer 
satisfaction. The SAP solution provides optimum cover 
for the processes involved: 

Stockkeeping
An optimized, cross-border and global logistical network is one of 
the most important factors in improving the ef  ciency of service 
parts supply. The aim is to optimize the processing and handling 
of a large number of service parts with very different logistical 
requirements at service parts warehouses. 
  
It is not unusual for large distribution centres to carry a very large 
range of products, with automotive centres handling everything 
from light bulbs to drive shafts.

Customer Order Processing

Planning 

Putaway and Picking Processes

Stock Transfers

Returns

Return Deliveries

Campaigns

Paperless Communication
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Service Parts Planning is an essential function. Damage is not 
foreseeable; it is impossible to predict, for example, when a 
problem with an excavator's transmission will arise. Planning must 
therefore take into account both planned and unplanned events. It 
does this through exception-based service parts planning ("Just in 
case" rather than "Just in time"). This requires specialist prediction 
processes for service part requirements, the simulation of alterna-
tives (particularly where product bottlenecks occur), planning of 
safety stocks, the customization of availability checks and replen-
ishment planning.

Even in the planning phase, storage and transport costs must be 
weighed against service level. It may well be cheaper to keep all 
service parts in stock at all locations. Where expensive, but rarely 
required service parts (e.g. for older models) are concerned, it may 
be cheaper to buy or to produce these on order.

In order to guarantee optimum "Logistics Execution", both storage 
and putaway as well as picking processes for service parts must 
be optimized.
 
The warehouse management must provide the highest possible

turnover of service parts while ensuring maximum availability, 
minimal use of warehouse resources and efficient communication 
with external logistics service providers.
 
Even shipping notifications, which detail the goods issue from the 
supplier's premises, are an important factor in determining when the 
goods will arrive. These notifications enable dealers to prepare for 
the arrival of parts needed in an emergency by automatically 
defining unloading priorities that are then communicated to the 
unloading point.

Stock may be transferred between warehouses by using the same 
warehouse management system or a different one.

A specific feature of service parts trade is that the return of used, 
faulty service parts is often required and it is often cheaper to repair 
a faulty transmission than to produce or purchase a new one.

There are numerous reasons why dealers and workshops return 
goods, including defects and promotion expirations

The marketing section includes campaign functions to recall 
soon-to-be-discontinued parts from the dealers and to enable 
special conditions to be granted for purchases of particular 
quantities within specific time frames.

Achieving a delivery level of considerably more than 95 percent 
involves optimizing channels and implementing an efficient stock 
management process, as well as shorten times of  reaction.

Continuous product development represents a much greater 
challenge. The large number of different service parts available is 
the result of different models being launched on the market. It is 
often imperative that parts can be substituted (for example a 
faulty part replaced with a similar part in order to speed up 
delivery).

Customer order processing is an important function which must be 
split into regular deliveries of service parts to dealers and 
workshops. Paperless electronic communication is an essential and indus-

try-standard element in high-volume processing, particularly where 
communication with suppliers (via EDI, for example) is concerned. 
Sophisticated mechanisms are required to distribute and react to 
messages entering the mySAP SCM and mySAP CRM compo-
nents from outside, as well as to send external messages.
 
Web-based interfaces and systems also enable the entry and 
viewing of data from outside, without allowing users access to the 
systems themselves. One such system is the Inventory Collabora-
tion Hub, which can be used to exchange procurement documents 
and their status with suppliers, enabling (among other functions) a 
transparent vendor evaluation for both sides.
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