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SAP SUPPORT UPDATE

SAP 5-year Roadmap

Johns Hopkins has engaged a consulting firm with
deep knowledge of how universities and health care
systems have gained maximum benefits from their
SAP implementations. This firm — CSC — also has ex-
pertise in SAP upgrades and they have begun work to ¢ R/3 CLUB
determine how Johns Hopkins can best leverage the
capabilities of the SAP system. ¢ EMARKETPLACE REDESIGN

In this issue...

The initial idea behind the study was to determine if ¢ TRAINING
Johns Hopkins was ready to do a system upgrade —
ranging from the technical perspective to the em- ¢ FASTFACTS LIBRARY
ployee perspective. But the scope of the inquiry was
widened to include not just whether we're ready for an § ¢ SHOPPING CART TIP
upgrade, but how we’re going to realize the full poten-
tial of the complex and powerful SAP system, now and § & VENDOR PORTAL
over the next five years.

¢ SAP DEMOGRAPHICS
“This is all about getting value out of our investment,”

said Stephanie R. Reel, CIO for Johns Hopkins Univer- ¢ SHOPPING CART PRINTOUT
sity and the Johns Hopkins Health System. "We’'re in

year 5 of a ten year implementation cycle and this $ SRM MYSTERY SOLVED
study can help us clarify and focus on what we need
to do to fulfill the mission we began with, which is to O NEW VENDORS
increase service, productivity and compliance.”

So far the system has provided gains in compliance ¢ TRAVEL: NEW MILEAGE RATE

but not achieved the needed gains in service and pro-
ductivity, noted Reel. “"But we must and we will,” she
said.

¢ HELP DESK UPDATE

CSC consultants have begun by examining documentation and interviewing the SAP Support
Team members and Shared Service Center directors. They will soon begin talking with business
process owners and regular users of the system.

R/3 Club — Users helping users

A user community known as the R/3 Club has begun conducting regular online meetings to
share time-saving tips and tricks on using the SAP R/3 system better. The group has a web site
and a discussion listserv.

If you're interested in finding out more, or in joining the R/3 Club, send an e-mail to:
r3club@jhu.edu
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SUPPLY CHAIN: eMarketplace Redesign

Starting August 4, 2008, eMarketplace will get a new look. Below is a screenshot of what users
will see in eMarketplace in August:

JOHNS HOPKING

§ | s
MERRRRRRREEE Home - Product Search

Welcome Susan Benkowski

Organization Message 4 Favorites w Product Search

Welcomne ta the Johns Hopkins eProcurement Site! 2

JHU: Looking for More Yendor Catalogs? All
On your search page, click on Browse by Supplier, Then :
scroll through four pages of vendor catalogs, Categories

NEW! The Fisher Scientific punchout is now customizable, E Al Browse b

You can create and save persanal hotlists and templates .
that will be available to you, and only you, each time you // Office/Computer

punchout to Fisher i
Q MRO/Faciltties Office/ Compufe

Dther Searches

Punchout

For suppart questions please email help@jhmi.edu or
help@hu.edu ' G Office pevor
You can also call for support at:
East Baltimore - 410-995-HELP MRO/ Facilitje
Homewood - 410-516-HELP
Eastern - 443-997-HELP

Review ?

[} ] Histary

o [ Draft Carts

The “Browse by Supplier” option has been moved; click-
ing on the word “Supplier” will bring up an alphabetical
list of all Johns Hopkins suppliers. University and Health

My Resources ?

¢ Recent Enhancements

0 Product Timeline System employees will see suppliers relevant to their
0O Selectsite v8.1 Release Notes
0 SelectSite v8.1 Release Praview Notes organization .

¢ emalli help@jhu.edu

¢ phone;

NEW Business Warehouse (BW) REPORT for JHHS

A new Personal Time Off (PTO) report will allow JHHS affiliates to properly capture
their leave balance liability from an accounting standpoint related to termination
benefits. It will show the total leave balance hours and total dollar liability for termi-
nal wage types.
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Training:
JHHS TRAINING SCHEDULE:  JHU TRAINING SCHEDULE:
Course Title Location Date(s) Course Title Location Date(s)
Offered Offered
Advanced JHBMC, ACS | 8/19 Intro to BW Work- 2024 Bldg 2- 8/27
Online 202 shop 1007
Payment -
R Travel and Business | Eastern B105 8/14
Advanced JHBMC, ASC | 8/26 EEnes Fehnirze
Travel Expense | 202 T Request. -
. Department Billing 2024 Bldg 2- 8/26
Reimbursement -
Specialist 1007
BW Reporting JHBMC, ASC | 8/19 Petty Cash Till Eastern B105 8/18
202
Departmental 2024 Bldg 2- 8/21
Viewing and JHBMC, ASC 8/26 Budget Creator— 01007
Determining 202 Sponsored
Workflow Processing Online Eastern B105 8/14
Payments
Unit Cost Mainte- 2024 Bldg 2- 8/20
nance 1007

To sign up for JHHS training classes, please visit:
https://portal.johnshopkins.edu/kmx

For JHHS contact the Training Team at: saptraining@jhmi.edu or 410-735-7065 or
http://www.hopkinsmedicine.org/SAP

To sign up for JHU training classes, please visit: http://learning.jhu.edu

For SAP e-courses, go to:
http://training.jhu.edu/html/Financial/fathomelinks/ecourseaccess.asp

For JHU contact the Training Team at: learning@jhu.edu or 443-997-6453.

FastFacts Library

Learning how to use the SAP system better is a couple clicks away. There is a growing library
of recorded content on the FastFacts web site. Browse the catalogue of SAP topics covered and
click on the one you want to watch. It’s easy. For more information, go to:
http://hopkinsfastfacts.org/rSessions.html

TIP: Some employees have found it useful to download and print the accompanying Power-
Point presentation so you can follow along and make notes.
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SHOPPING CART TIP: setting up your eMarketplace Profile

In order to access your eMarketplace punchout catalog and have your orders properly reach the
supplier, you must complete your eMarketplace profile. To set up a profile, complete the follow-
ing steps after entering the Shopping Cart tab on your SAP GUI:

1J Click on “HopkinsSelect eMarketplace.”

s HopkinsSelect eMarketplace

2) Click on the “Profile” tab.

Enter your “First Name,” “Last Name,” "Phone Number” and “E-mail Ad-
3j dress” in the appropriate fields. When finished, click on the “Save” button.

User Settings || pyrchazing || Permizsions || Histary

User Identification | Personal Settings | Rales | Department Perisgions | Email Preferences

First Name Sysan

Last Name Srith

Phane Nurnber @410 555-5555 Country Code, Area, Phone Nurnber, Extensian
(410) 555-5555

E-mail Address sbenkowl@ihmi edu

Departrnent W

Pozition W

User Name SBENKCWL

Please note that the first block of the “"Phone Number” field is for the country code. It
is not for the area code. In order to assure that the supplier has your correct phone
number, enter a "1” in the first "Phone Number” field if you are based in the United
States.
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SUPPLY CHAIN: Vendor Self-Service Portal

A recurring theme with Johns Hopkins vendors is knowing what payments have been made to
them. One possible solution being examined is a possible “vendor portal” that would allow ven-
dors to see payments made to them, purchase order information and invoices.

This idea is currently being investigated by the SAP Support Team, Accounts Payable and Sup-

ply Chain Shared Services.

SAP DEMOGRAPHICS
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SHOPPING CART PRINTOUT

The Supply Chain team is currently devel-
oping a Shopping Cart printout. Users
should expect to be able to print out Shop-
ping Cart orders by the end of the calendar

year.
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Business Warehouse (BW) TIP: SUBTOTALS

When you are in a Business Warehouse (BW) report, you might notice that not all columns
have subtotals. In most BW reports, you should be able to add subtotals for each column. To
add subtotals (i.e. results), do the following steps:

Hon Payroll Cost Transfers
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, . . M-RIED SUIP & EG
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¥ Lolumns .

n : ” ; EMinot assigned Propeties
: Pr ies.” For our example, we ar in P

Key Figures B | Properties.” For our example, we are adding HER: RESRCH-SP Key Figure Defintion
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[[] Source systemID Key v Standard v 5w preSS ReSU|t ROWS “never'

Display Hierarchy ways means that you will never see the re-
[ active v

[] Expansion Level 1

[Flache Listig
- 3j

Click on “Transfer.”

Standard 2]
/

For our example, we chose to Suppress Re-
sults Rows “with only one value.” This
means any one line item, will not have a
“results row.” However, the subtotal for that
line item will appear in the "Amount” col-
umn.

144

Suppress al-

sults for every single line item. Suppress
never means you will always see the re-
sults for every single line item.
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What Happened in SRM?

Shortly after arriving to work on the morning of July 1, 2008, Trisch Sadowski, a senior busi-
ness analyst on the SAP Support Team, began receiving calls that buyers and end users were
not able to access Shopping Carts in the Supplier Relationship Management (SRM) module.

Rather than an isolated case of a user here or there, the problem was widespread; in fact, the
entire SRM system was down. As Sadowski delved into the issue, she discovered that SRM us-
ers mysteriously had no positions in the SRM system. She herself got locked out and couldn’t
get back in.

As long as the SRM system was down, users would not be able to order supplies.

As quickly as the magnitude of the issue was known, the SAP Support Team began working in
earnest to find the problem and fix it. They tried several fixes, but none worked. Calls flooded
into the Help Desk. Communications were posted and sent out to the user community alerting
people to the problem and outlining emergency purchasing procedures.

But the problem persisted.

The Support Team figured out what was wrong, but it took some time to get to the root cause
of why it happened. What was wrong: A synchronization program that runs daily and matches
up user data between the R/3 system and SRM had failed, rendering SRM unavailable to end
users. The challenge was how to restore the user information, and also find out why it hap-
pened, so it wouldn’t happen again.

When serious technical issues with SAP arise, the Hopkins SAP team logs an Online Support
Services ticket, or OSS message. This kicks into gear a 24-hour SAP help effort that moves
around the world with the clock. As the day and night wore on, Hopkins SRM team members
were supported by SAP experts in the U.S., Europe and Asia.

A number of SAP Support team members worked around the clock into July 2 as a series of
conference calls were held and SAP experts, along with other consultants, tried to come up with
a strategy to restore shopping functionality.

By the afternoon on July 2, the SAP Support Team had a plan, but it would involve some risk.
On the advice of SAP support and several consultants, the team decided they would attempt to
restore user data in SRM using a backup copy of the system taken on June 27. If it worked, it
would mean a shorter downtime. If it didn't work, the team would have to shut down the entire
SAP system for 10 hours or more.

To pull off restoring SRM with the backup data would mean using an SAP program that no one
had ever used before. "We were the first,” said Sadowski.

That night, they went into action. They used the SAP program to extract the copy and by 12:30
a.m. on July 3, they were re-importing user data back into the SRM system, work that didn't
finish until about 4:30 a.m. SAP Support Team member Patrick Lynch stayed with it through
the night. Team members who had left at midnight now began testing the fix from home at
4:30 a.m. They found it to be working, so they turned it over to Supply Chain Shared Services
that morning to test.

That also went well, so by 10:30 a.m., the system was

turned back over to end users and once again, users could Continued on Page 8
order supplies using SRM.
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Continued from page 7

But that wasn’t the end. The SAP Support Team still didn't know why the break happened in the
first place, and while they investigated, Sadowski had to manually update user data on a daily
basis in SRM.

Eventually SAP experts determined the root cause: Support packs installed in March had a code
defect in the synchronization between R/3 and SRM — when a large number of organizational
structure changes were processed at the same time, as happened on July 1, the program “lost
track” of the position-to-role connections.

That code has been fixed and installed on the Hopkins SAP system. “It’s really been a team ef-
fort. Everybody has been doing their part to help,” said Sadowski.

To guard against this in future, the SAP Support Team has made two backup copies of the SRM
system.

SUPPLY CHAIN: Additional Vendors

Recently more vendors were been added to SciQuest and GHX. Below is a list of some of the
additional vendors.

JHU eMarketplace: GHX:
AJ Stationers Comed Corp.
Barnes & Noble Comed Electroscope
Bio-Rad Laboratories Steris Corp.
VWR International Darrel Industries
Invitrogen Tri-Anim Health Services
Grainger Johnson & Johnson

VWR

TRAVEL NEWS: Mileage Rate Change

On July 1, 2008, the Per Diem mileage rate changed from 50.5 cents to 58.5 cents per mile.

UPDATE: Help Desk

On August 15,2008, the SAP Support Help Desk is uploading the Self-Help database, which al-
lows users to search for common problems that users call the help desk for and their solu-
tions—to the support website as well as an updated Day One Survival Guide.

SAP SUPPORT TEAM UPDATE is published monthly. If you have a question or story idea,

please send an e-mail message to: sapnews@jhu.edu
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