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Sammanfattning 

 
Syftet med detta arbete är att undersöka hur support och beredskap kommer att påverkas på ett 
tillverkande företag, i detta fall Scania, under en utfasningsperiod av en plattform. De två 
första frågeställningarna har varit: Hur arbetar ett tillverkningsföretag med support och 
beredskap idag? På vilket sätt kommer IT supporten att påverkas under denna 
utfasningsperiod? Den sista frågeställningen har gällt vilka förbättringar kan genomföras i 
deras sätt att arbeta med supporten idag. För den andra och tredje frågeställningen så 
avgränsades arbetet till att avse en division och de applikationer som körs på plattformen. 
Efter insamling av relevant data och en analys om dagens arbete att arbeta med support är det 
mest optimala så blev slutsatsen följande: Supporten kommer att på något sätt bli influerad 
under utfasningsperioden. Det finns tre områden som ligger i fokus när det kommer till vad 
företag ska fokusera på under en kritisk period: Utbildning, Fokusering och Organisering. En 
utbildningsplan för att ta fram det bästa hos sina medbetare. Att medarbetarna fokuserar på 
rätt saker och lägger sin kunskap på rätt saker och att organisera sina medarbetare så att de 
jobbar på det optimala sättet.  

 
 

Nyckelord: Utfasning, Plattform, Support, Beredskap, Incidenter 

  

 
 



Abstract 

The purpose of this thesis is to investigate how the support and readiness will be affected in a 
manufacturing company, in this case Scania, during the phase out period of a platform. The 
first two research questions were: How does a manufacturing company work with support and 
readiness today? In what way will the IT support be affected during this phase out period? 
The last research question was to suggest changes that can be made in their way of work with 
the support today. For the second and third research question there have been a few 
delimitations. Here the focus will be on one department and their applications that run on the 
platform. After collecting relevant data and analyzing if todays´ way of work is the most 
optimal the conclusion is that the support will in some way be affected during this critical 
period. There are three areas that are in focus during this period: Education, Focus and 
Reorganization. An educational plan brings out the best in the employees, making sure that 
the employees focuses on the right things and spend time on the right thing and that they are 
organized in the optimal way, will prepare the company the best possible way.  
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Nomenclature 

 

Phase-out period This includes both the phase-out of the platform 
and the phase-in of the new solution. 

Legacy Information System (LIS) An old system that contains important and 
significant data. 

Aros                              A transaction server 

Rosam   A database management system 

Commercial Operations Network Is a generic name for the divisions Commercial 
Operations (CO), Financial& Business 
Commercials (F&BC) and Sales& Marketing 
(S&M). 

Suppliers Is a generic name for the divisions Production 
and Logistics (P&L) and Purchasing (S). 

R&D Network Research &Development Network is a generic 
name for the Research & Development (R&D) 
division. 

Commercial Operations (CO) A division within Commercial Operations 
Network. CO is working with the 
communication between Scania and their 
costumer’s needs regarding finance, 
maintenance, driver training or getting the best 
out of Scania’s vehicles 

Financial& Business Commercial (F&BC) A division within Commercial Operations 
Network. F&BC has as their task to coordinate 
and do follow-ups on Scania’s financial 
reporting regarding taxes, invoicing, and 
treasury etcetera.   

Sales& Marketing (S&M) A division within Commercial Operations 
Network. S&M is responsible for buses, trucks, 
part, engines and all kind of services regarding 
their products. The division is also responsible 
for the marketing part like entering new 
markets, branding Scania etcetera. 
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Product & Logistics (P&L) A division within Suppliers. P&L is 
responsible for the global production and 
logistics within Scania.  

Purchasing (S) A division within suppliers. Has all purchases 
of products and services for all Scania 
productions as their main responsibility. 

Research & Development (R&D) A division within the R&D Network. R&D is 
the divisions that work with developing new 
products, support and system within Scania. 

Human Resources (HR) A division that handles all the work 
environment questions and takes care of the 
employees in the company. 

Product Development Is one of Scania’s core processes. Includes 
everything regarding product development. 

Order to Delivery Is one of Scania’s core processes. Includes 
everything from order to delivery. 

Sales Is one of Scania’s core processes. Includes 
everything regarding sales. 

Service Delivery One of Scania’s core processes. Includes 
everything regarding service delivery.  

IT service management (ITSM) ITSM is about delivering services, both 
information and technical, in a way that the 
customer feels most satisfied.  

ITIL The Information Technology Infrastructure 
Library framework. ITIL is a set of practices 
for IT service management. 

Incident Management(IM) Is an IT service management within the ITIL 
framework. IM focuses on restoring a process 
to its normal state as soon as possible to 
minimize the impact on business operations. 
More short-term focused. 

Problem Management (PM) Is an IT service management within the ITIL 
framework. PM focuses on finding out the 
cause of the incident or problem that has 
occurred. More long-termed focused.  
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Change Management (CM)  Is an IT service discipline. CM focuses on 
ensuring that standardized methods and 
procedures are used to optimize handling of all 
changes within the IT infrastructure. 

Request For Change (RFC) A request that you want to change a particular 
service. 

On-Call Duty The employee must be available and ready to 
be called to work immediately.  

SLA Service-Level Agreement. Is a service contract 
were the service scope and quality is defined 
and agreed between the service provider and 
service user.  

Prior In this case, prior is the level of how crucial an 
incident is. Were 1 is the highest (system break 
down) and 6 is the lowest (does not affect the 
company business) 

Project driven question Questions that is regarding the projects within 
Epsilon and not the business operation. 
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1 Introduction 
 

In the 1960’s the mainframe computer made a huge success in the larger businesses.  
The mainframe could now improve the company business appreciably. IBM came up 
with its own mainframe computer in 1965 called System/360. This mainframe made 
IBM’s role in the existing computer industry more noticeable. Ten years after the 
mainframe computer had its breakdown there were many larger companies that created 
their own mainframe computer customized for their business.  

Bell’s Law says that every decade a new kind of computer is being developed. 1960 was 
the decade of the mainframe computer, 1970 was the decade of the minicomputer, in 
1980 we have the personal computer, in 1990 we have the personal computer now with 
internet connection and in the year of 2000 the tablets were invented. Despite the fact 
that new technologies is continuously being invented there are many companies that still 
uses the mainframe computers from the 1960’s. Perelman (2007) mentions in an article 
that 70 percent of the worlds´ data is located on mainframe computers to this day.  
Perelman also mentions that half of the people that work with mainframe environments 
are over 50 years old and more than 50 percent of these people have been working with 
mainframe computers for more than 20 years. Yet, the fact that the system someday no 
longer will be the optimal choice for the business is inevitable.  

Like the human being, systems grow old. After the stage where the system has been 
implemented by the company, the ageing begins. As long as the system is doing what is 
expected to be done there is no problem, as soon as the company cannot carry out the 
business functions and the system is no longer optimal for todays´ way of work the 
system will come to the last stage in the system lifecycle: Phase out and disposal.  
During the phase out and disposal period there are many functions associated: 
transportation, handling, decomposition and processing. The process that is being used 
during the phase out period is called migration.  Migration is when you change the 
technical platform within a company and at the same time keeps the companies data and 
sometimes even the programs. (Faulconbridge, 2002). During the phase out and disposal 
period it is crucial for the company to make sure they can continue with their business. 
They have to have a functional IT Support for their users and customers. 

If a company business service does not work properly they will not be able to provide 
the services or products that are needed in todays´ market so their competitors will rise. 
The importance of keeping the customers satisfied and secure is requirements to keep a 
business going. If the customers are not satisfied, they will choose another company that 
provides better services. Therefore the importance of IT support is obvious. By having 
an IT support the customers and employees can contact either a helpdesk or service desk 
when they run into problems. During a phase out period the support will have an 
important role. Although, just because the company have their own IT support it does 
not mean that the quality of the IT support services is high. IT support services, 
particularly the IT helpdesk service, is an obvious target for improving the customer 
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satisfaction of an IT department (Jäntti, 2012).  The two areas that quality issues arise 
are professionalism of IT staff and resolution of time request (Ivarsson, 2013). As a 
company you always want the best for your customers. That is why the IT supports´ 
way of work must be as efficient as possible and with as high quality as possible.  

When the IT support has high quality, and retain high quality, the customers will most 
likely feel more secure and chose to stay as a customer for the company. 
For this study I have chosen to examine a company that is in the middle of a phase out 
period and look into how the support is affected both today and in the next couple of 
years and if their way of working with the support is optimal. The company I have 
chosen in this case-study is Scania. 

1.1 Purpose and research questions 
 

The purpose with this thesis is to investigate how the support and readiness will be 
affected during the phase out period of a platform. The questions that will be answered 
in this thesis are:  

• How does a manufacturing company work with support and readiness today? 
• In what way will the IT support be affected during this phase-out period? 
• What recommendations can be visualized and suggested in how the company 

works with the support today? 

1.2 Deposition 
 

The introduction in this report is an input to the rest of the report and includes: an 
Introduction part, Purpose and research questions and Deposition. The following parts 
will come in this order: Company description, Theory, Method including Delimitations, 
Result, Analysis & Discussion, and Conclusion and Further research. The theoretical 
part will focus on the literature on topics relevant for the research questions in this 
study. The methodical part focuses on how the empiricism will be collected so that the 
research questions will be answered. The result part will include the result of this study, 
which are the answers to the research questions.  In the analysis part the empiricism will 
be analyzed and at the end of the report there will be a discussion, conclusion and 
suggestions on further research on this matter. 
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Figure 1: Scania Divisions. 

2 Description of the company 
In this section a description of the chosen company for the case-study is presented. 

2.1 Scania 
 
Scania AB is a manufacturing company which produces buses and heavy trucks. In over 
five decades Scania has reported a profit every year, which means that Scania shows 
good earnings. In 2013 the net income was amounted to SEK 6.2 billion. Today Scania 
is a company that consists of 38,600 employees and if you were to categorize the 
employees in two groups, roughly 16 000 people work within the sales and services 
department and 12 400 work at the production units. Scania’s Head office is located in 
Södertälje where today approximately 9 100 people work with sales, administration, 
production, research & development etcetera. 
Scania have local procurements in Poland, Czech 
Republic, US, China and Russia but their central 
purchasing central is located in Södertälje.  
Scania’s sustainability strategy is approached by 
a value chain. This chain goes from the 
production to the scrapping of the truck. 
Working with a value chain approach helps 
Scania to keep their value positive and reduce 
impacts and disruptions. It also gives an 
understanding of how the logistics flow is 
functioning. (Scania Inline, b2015) 

The value chain consists of three areas: 
Commercial Operations Network, Suppliers and 
R&D Network. Each one of these areas has several divisions. Commercial Operations 
Network has three divisions: Commercial Operations (CO), Financial Services also 
known as Financial & Business Commercials (F&BC) and Sales & Marketing (S&M). 
Suppliers have two divisions: Production and Logistics (P&L) and Purchasing (S). 
R&D Network has one division called Research & Development (R&D). All these 
divisions collaborate in some way with each another. (Scania Inline). To make sure that 
transparent and secure information flow throughout processes and to simplify processes 
integrations within Scania there is something called The Core Collaboration 
Assignment. (Scania in brief, 2015) 
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Figure 2: The Collaboration Assignment with the six minor divisions and the HR group. 

CO works with the communication between Scania and their costumers’ needs 
regarding needs in finance, maintenance, driver training or getting the best out of 
Scania’s vehicles. F&BC has as a task to coordinate and do follow-ups on Scania’s 
financial reporting regarding taxes, invoicing, and treasury etcetera.  S&M is 
responsible for buses, trucks, parts, engines and all kind of services regarding their 
products. The division is also responsible for the marketing part, like entering new 
markets, branding Scania etcetera. P&L is responsible for the global production and 
logistics within Scania. S is responsible all purchases of products and services for all 
Scania productions. R&D is the division that works with developing new products, 
support and system within Scania. (Scania in brief, 2015) 

All these divisions work with the same core processes (as shown in the figure 2): 
Product Development, Order to Delivery, Sales and Services Delivery. 
What is Scania’s vision and what do they strive for? Scania’s vision is to be the leading 
company in the branch by creating lasting value for their customers, employees, 
investors and other stakeholders. (Scania, b2015) 

2.2 Scania IT 
 
Scania IT has most of their business located in Södertälje. It is also in Södertälje that the 
global accountability regarding support, development and operations is located. Scania 
IT has a turnover of about 1 800 MSEK and have 800 employees and 450 consultants 
working within the organization. If you look at a more technical level, Scania today has 
2 500 servers and a storage of 1400 TB. Approximately 1400 applications are running 
within Scania IT. What Scania IT wants to contribute with is that they want to enable as 
well as stimulate business development with innovative IT. Another important thing 
that Scania IT does is to protect Scania’s information assets. (Scania IT Portal Inline) 
 
Scania IT has a hierarchy of divisions: On the top of the hierarchy we have the head of 
Scania IT. Right beneath, we have four divisions: Secretary, Human Resources, Finance 
and Information Security. Human Resources manage everything that has to do with 
Scania IT‘s employees work environment and work situation. Finance has a mission to 
support both internal and external parties in financial and administrative routines and 
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processes.  Information Security manages the information security at Scania. At the 
bottom of the hierarchy we have seven other divisions:  Customer Interface, EA & 
Information Management, Project & Vendor Management Office, Solutions, 
Infrastructure, Operations and Scania Latin America. (Scania IT Portal, Scania Inline)

 
Figure 3: Scania IT structure. 

 
It is Customer Interface responsibility to understand the demands and needs of Scania 
business. The EA & Information Management division has as their main responsibility 
to manage Scania Enterprise Architecture. The Project & Vendor Management Office 
manages all projects that have any IT impact. The Solutions divisions maintain all 
solutions that sustain and create value for Scania business processes. The Infrastructure 
division works with the infrastructure within Scania IT and End-User services. 
Operations maintain all operations within Scania so that they sustain the quality and 
efficiency of Scania operations on a daily basis. Scania IT Latin America maintains all 
business operations and development within Scania IT in Latin America. (Scania IT 
Portal, Scania Inline) 
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2.3 Solutions IW 
 

 
 

Figure 4: Scania Solutions. 
 

The Solutions division consists of six minor groups: Cross functional development & 
Methods (IWC), .NET Development (IWN), Oracle & A/R Development (IWT), Java 
Development (IWJ), Commercial Solutions A (IWA) and Commercial Solutions B 
(IWB). All these six minor groups have their own subgroups. For this thesis the focus 
will be on one of the minor group in Oracle & A/R Development called Aros Rosam 
development 2 (IWTA). The IWTA group’s focus is to, together with one of the other 
minor groups in IWT (A/R Development 1), provide in-house developed IT solutions in 
the technical environment Aros Rosam.  They are also responsible for developing 
applications in Aros Rosam that support Scania’s core processes. One application that is 
being managed by this group is SL-Aros (read more about this application in appendix 
1). (Solutions, Scania Inline)  
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3 Theory 
 

In this section a general description of a IS organization, how they work and the 
organizational workers is presented. Later on, a description of what happens during an 
organizational change and how phase-out of a LIS system plays out and the importance 
of a well functioned service desk is presented. 

3.1 IS Organization 
 
There are thirteen processes that is typically performed by an IS organization. Four of 
these processes are: Anticipating New Technologies, Innovating Current Processes, 
Establishing Architecture Platforms & Standards and Providing General Support.  
Anticipating new technologies means that the IS organization must always keep its eyes 
on the horizon to make sure that the company is always updated with the latest within 
the IS technology. It is about the IT staff always staying close to the enterprise and 
hears their demands and provides the best technology based on the current market. The 
IT staff should also be able to tell why this technology should be used and when to 
implement it. Innovating current processes means that when a system is incorrectly 
designed or if a process does not function the way it should to benefit the company, the 
company becomes a disabler of innovation. Establishing and maintaining standards and 
platforms is a critical process for the enterprise. If a failure occurs that could mean 
severe cost for the enterprise and increased maintenance cost due to incompatibilities 
between the platforms within the enterprise. Providing a general support is crucial for 
the enterprise. A support request is today tracked for quality control purposes and to 
make sure that the support is handled efficiently. (Pearlson & Saunders, 2009) 

3.2 Best practice 
 
Best practices are the methods or programs that are being used to accomplish the 
organizations goals. A method or a program gains the “best practice” status by being 
three things: Measurable, Notably successful and Replicable. Measurable means the 
goals are measurable and clear and also that the process toward the goals are 
measurable. Notably successful means that the method or program, apart from giving 
good results, also do that in a better way than other methods or programs with the same 
aim. That the method or program is replicable means that it is documented and 
structured enough so that it can be reproduced. The reason that many companies use 
best practice is because it makes it easier to justify the organization’s way of work. It 
can also bolster the credibility of a company and remove a lot of “guesswork” for the 
employees when it comes to planning. (The Community Tool Box, 2014) 

3.3 Workers within an IS Organization 
 
The identification of the employee’s role and job description within a company is very 
important. If an employee is well aware of what he or she is responsible for, what they 
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are supposed to do and how they should do it, their efficiency and effectiveness will 
increase.  Howard Shore, a management coach and founder of Activate Group, writes in 
his article “The Importance of Defining Roles” May 30 2012 that he spends a lot of 
focus on defining the role for each and every employee, from the job posting to the day-
to-day responsibilities. He writes that he has seen how mindfully defining each 
employee’s role and responsibilities leads to greater success for the team within the 
company and for the entire company as well. Howard continues with that he has been a 
management coach for many years and the most common thing where companies fail 
with is to define individual position task, responsibilities and success metrics. There are 
ten position descriptions that all employees should have to increase their effectiveness 
and efficiency:  

• Job Description:  An official title of the job and a collection of tasks and 
responsibilities. 

• Job Task(s):  The unit of work and set of activities that is supposed to be done. 
• Job function(s): A group of tasks that are related or connected is sometimes 

referred to as a function. 
• Role(s): The set of responsibilities or expected results associated with this job. 

There can be many roles.  
• Competencies: Skills and capacity required for this job. 
• Performance Management: Defines how a job’s performance is measured and its 

impact on the organization from an organizational perspective. 
• Critical Success Factors: Provides focus on the factors that can have an impact 

on this job. 
• Key Process Ownership: Identifies the critical processes owned by the position. 
• Key Performance Indicators: Provides visibility of performance through the use 

of metrics and established performance target. 
• Career History: Qualities and skills required for this job. 

If these positions are not clearly defined the employee cannot know what it is that he or 
she must complete and how. This will lead to the company losing money and 
credibility. (Shore, 2012) 

It is not just the definition of the role that is important for an employee. It is also 
important that the employees have training sessions to develop within their role and 
expand their knowledge.  Although the training sessions results in a loss of worktime 
for the employees, it will at the end benefit both the employees and the company. (Frost, 
Demand Media) 

There are four areas that need to be in consideration when it comes to training and 
development within the workplace: Addressing Weaknesses, Improved Employee 
Performance, Consistency and Employee Satisfaction. Addressing weaknesses mean 
that you identify the weaknesses amongst your employees. A training program will 
develop your employees and strengthen the skills that are in need of improvement. If all 
employees within a team are on the same knowledge level they can support each other 
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in a better way and they can now take over for one another if needed. By improving 
employee performance the employee will better be able to perform his or her job. The 
employee will become more aware of the risks that are involved within his or her job 
and know more about the procedures within their tasks. Having a training program will 
also strengthen the employees’ confidence since they now will feel more certain and 
have a better understanding of the processes they are involved in. If an employee feels 
that he or she now knows most of the things that is to be known about the company’s 
processes and procedures, he or she can now help with the company’s development. 
With consistency the employees, after the training session, will have a consistent 
experience and background knowledge of the company’s procedures, processes and 
goals. If an employee have the opportunity to access a training and development 
program they will feel valuable for the company. A company spends a lot of time and 
money on making sure that their employees feel confident within their role and position 
so that they choose to stay within this company as an employee. (Frost, Demand Media) 

3.4 Organizational Change 
 
When it comes to organizational change it is not just the organization that is in focus, 
but also the people within the organization. What people do and how they do it is also 
something that is going to change. People do not resist change; they resist the fact of 
being changed. It is the uncertainty with change that can be difficult to cope with and 
not the change itself. Everyone needs to feel that they have control over their situation. 
(Goodman, 2011) 

The organization must be as effective as possible to manage the status quo and 
strengthen their resilience for organizational change (Goodman, 2011).When an 
organization is going through changes there are, apart from economic conditions, other 
things that becomes affected. The organizational change also has an impact on the teams 
within the organization. Some teams can be downsized, some teams will be reorganized 
and have to revise their priorities. There are teams that are being asked to work more 
effectively than ever during a time where they are under more pressure than they ever 
have been before. (Goodman, 2011) 

3.5 Legacy information system and Phase out Migration 
 

Legacy information system (LIS) is a system that is of great importance to a company. 
If this system would collapse, the entire company would grind to a halt. There are many 
problems having a legacy system within a company. Some of them are: 

• These LIS often runs on hardware that is obsolete. This is very expensive to 
maintain and it also reduces the company’s productivity. 

• It is common that these LIS lack documentation. This means that it is difficult to 
trace failures, which is very time consuming. 

• It is difficult for LIS to evolve and provide new functionality.  
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To avoid all the complications that can occur if a LIS fails there are three technical 
change strategies that can used: Redevelopment, Wrapping and Migration. 
Redevelopment means creating an entirely new system. Wrapping means trying to 
implement the old systems in a new system and solve the integration problems with 
different interfaces. Migration is to move the system to a more appropriate environment, 
add new functions and at the same time keep the old data and add new functionality. 
(O’Sullivan, Richardson 1997) 

Today system migration becomes more and more common and is required since the 
organizational structures and their way of work is continuously changing. The need of 
system migration when it comes to LIS is nearly inevitable (Pilemalm, 2014). It is very 
important to improve existing and develop new methodologies, new techniques and 
tools that will provide a strategy for the migration of the old systems and the new 
platform and architecture. (O’Sullivan, Richardson 1997) 

3.6 Service Desk 
 
Having a well functioned Service Desk results in increased productivity both for the 
company and the employees within a company, by making sure that computers and 
other technical devices run smoothly. As soon as the employees can perform their work 
in a correct way without technical disruptions, the company will save a lot of money. 
The company’s employees confidence will also rise of they feel secure with their IT 
service desk. (Rifkin, Demand Media) 

There are many characteristics that can affect the Service Desk such as size of the 
company, IT environment and sourcing strategy. There are seven fundamental elements 
that are essential for the Service Desk to function in a correct way:  

• Qualified staff: Not everyone is cut out for a service desk role. Good customer 
service requires the right competences such as patience, good listener and IT 
knowledge. 

• Effective communication: Communication between end-user, the employees and 
management is essential. It should be clear and transparent, especially when 
changes occur that affects the end-user.  

• Motivated and positive people: To keep the service desk staff motivated and 
positive is also important. Self-awareness and the chance to develop and 
improve yourself as a staff member are key indicators for a positive and 
motivated staff. Improving the first-line support resolution capability by 
implementing an education plan, increases the first-line supports confidence and 
keeps them motivated.  

• Well defined processes and procedures: Well defined policies, processes, 
procedures, roles and responsibilities are essential for a service desk to work 
effectively. In absence of any of these factors there will be confusions, delaying 
in resolutions and invariably mistakes.   
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• Continuous service improvement:  The thought of having a continuous 
improvement process for the service desk is not enough. By using surveys, 
feedbacks, pattern within the personnel, etcetera, you get the deep analysis that 
is needed for continually improving the service desk in a correct way on a 
continual basis.  

• The right tool set: A well-functioning service desk must have the right tools to 
perform their work from the underlying processes for example Incident 
Management. These tools can for example be a decent incident handling system 
or a self-service portal 

• Effective reporting:  In order to follow- up the KPIs (Key Performance 
Indicator) and SLAs (Service Level Agreement) their reporting should be on a 
sufficient level to keep track on the services that are being provided. (Benedicto, 
Croome &Tuvell, 2014) 
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4 Method 
 
The research process on this thesis started with an analysis of the manufacturing 
company’s situation, the phase-out period of a platform. Once the analysis of the 
situation was completed there was a discussion on how the company is structured and 
works with their support processes today. 

There was a comparison between how the manufacturing company works with their 
support today, how it will look in the future and if today’s work with support is the most 
optimal way or not.  

4.1 Structure and research process 
 
Figure 5 shows how the research process of this thesis is structured. 

 
Figure 5: The research process on this thesis (created 2015-06-04). 

Since this subject has never been investigated before within this company a deductive 
research has to be made. First of all hypotheses are being created and you start from a 
theoretical frame of reference, in this case IS organization, best practice, workers, 
organizational change etc. Then investigations are made compared with the theory to 
find out if there are any correlations and if it reflects the reality. (Induktion, deduktion 
och abduktion, www.leduc.se, hämtad 2015-09-27) 

The thesis started with an investigation on the company’s situation regarding the phase-
out of the platform. By identifying the situation and the problem area a purpose could be 
created for this particular matter. To achieve the purpose three research questions were 
made. After the definition of the purpose and the research questions were made, a 
literature study started were firstly books, articles and assignments were used to get 
general knowledge on the subject. Secondly, materials such as PowerPoint-
presentations, Excel-documents, and etcetera were used to gain overall knowledge about 
this particular matter. A special approach called Action Research was also used to 
participate in conversations and contribute with opinions of today’s way of work and 
how it looks in the future. An analysis was made on how a manufacturing company 
should work during a period of radical change. The result and analysis was the 
discussed and applied on the case in the Discussion part.  A general conclusion was later 
on reached for this thesis containing how this manufacturing company can continue 
their work on this matter.  

12 
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4.2 Research strategy 
 
The research strategy used for this thesis was an exploratory deductive research. Why 
an exploratory deductive research was used is because there are a few theories that 
explain how a company should work during an organizational change and how they 
should work with their employees and competences. This kind of research however, has 
never been done within this company. Therefore an exploratory research strategy was 
used to explore how it will look in the future and how this company today works with 
processes, their employees’ etcetera. First of all the company should collect data 
regarding the subjects: phase-out, organizational change, service desk and the particular 
matter. Then the company should use a bird-eye view and try to find patterns to later on 
come up with a general conclusion on how the company in a similar situation should be 
working with their support.  

4.3 Literature study 
 
To find information regarding this matter a literature study was made. The material used 
was articles, books, bachelor- and master thesis’s and web pages. The content of these 
materials were everything from phase out, ITIL (best practice), organizational change, 
IS platform etc. The search terms that were used were phase out, platform, 
organizational change etc. This approach was used in the beginning of this thesis to get 
the relevant data so that a foundation of knowledge within this subject was created.  

Later on in the thesis another approach was used to collect the data that was needed for 
the result section on this thesis, called Action Research. The data collected from this 
approach were materials such as PowerPoint-presentations, Excel-documents and 
Word-documents.  

4.4 Data collection method 
 

The Action Research approach can be explained with “learning by doing”. The 
approach is about engaging and involving yourself and working with the participants 
and try to solve a problem and come up with a solution (O’Brien, 1998). Action 
Research means that you involve yourself in an organization that exist and try to solve a 
problem and give guidelines for how the company should work in the future (Action 
Research, 2015, 27 April). For this thesis, special participants were chosen so that 
relevant discussions could be held. These discussions included opinions both from the 
participants side and from the writers side so that a solution for the particular problem 
could be found.  

4.4.1 Participants 
 

All the participants that participated in the discussions that were held lived up to these 
three criteria: 

• The participant was connected to the platform area. 
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• The participant was somehow connected to the IT support.  
• The participant was connected to the replacement project  

The sample size for this study became twelve participants, which all helped so that the 
purpose with this thesis became achieved.  

4.5 Usage of Secondary data 
 

The result section in this thesis is based on secondary material. For all the discussions 
that was held together with the participants, the participants brought their own material 
that they thought was useful and relevant for this thesis. These materials ranged from 
PowerPoint-presentations, Word-documents to Excel-documents. These materials have 
earlier been used to explaining processes, procedures, programs, applications and 
statistics within this company. These materials were used in this thesis to describe how 
this manufacturing company works today. They were also used for descriptions of 
future programs relating to how it will look for this company in the future. The areas 
that these materials covered were everything from how they work with ITIL, their 
applications, how they worked with processes, future programs etc. These materials 
were collected firstly through discussions in person and secondly through email and can 
be found under References as “Secondary material”.  

4.6 Data analysis method 
 

The data collected from the discussions and emails was first categorized and structured 
by the research questions in this study. The documents collected became analyzed with 
the goal to find relationships and trends so that the research questions could be 
answered.  
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Figure 6: The Data Analysis Method for this thesis (created 2015-06-10). 

4.7 Method Delimitations 
 

Since the chosen company is very large there were delimitations in the choice of 
divisions. This thesis focused on the R&D, P&L, and CO divisions regarding the first 
research question. The S&M, F&BC, S and HR (read more about these divisions in the 
nomenclature) was excluded with the reason that these divisions does not integrate as 
much with the platform being phased out compared to the other divisions.  

Regarding the second and third research questions the thesis focus on the IWTA group 
in the CO division, their application SL-Aros and their future replacement program with 
the motivation that this is the division were the phase out of the platform has not come 
as far compare to the other divisions.  

4.8 Validity and Reliability 
. 
Term Validity 

The term validity can be divided into internal validity and external validity. 
Internal validity is a measure of credibility.  Have all possible variables that can affect 
the result of the study been considered? This is where the researcher makes sure that he 
or she follows the principle of cause and effect on the result.  
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External validity is about generalization. In 1966 Campbell and Stanley defined external 
validity as such: “External validity asks the question of generalizability: To what 
populations, settings, treatment variables and measurement variables can this effect be 
generalized”. (Shuttleworth, 2009) 

Internal and External validity in this research 
 

The expectations on this research were to get the information needed to answer the 
questions through talking to as many employees as possible within the company. This 
thesis was also big, so it might be difficult to talk to everyone connected to this matter 
and consider all variables that might affect the result. The internal validity of this 
research is therefore considered to be on a mid-high level. 

The external validity in this research is estimated to be on a mid- high to high level. 
This research can be done on any company that provides any kind of service or product 
and has an IT support, with consideration that the company someday will phase out an 
old system.  

Term Reliability 
 

Reliability measures if the empiricism in a study is collected in a reliable way. It also 
refers to how many times one can perform the same method and get the same result. 
(Olle Vejde Förlag, 2015) 

Reliability in this study 
 

The reliability in this study is estimated to be on a low level. Due to the fact that this 
study focuses on a critical period of time it is considered a rare case. When this period is 
over the affliction on the support will not look the same like it does now. 

4.9 Structure of the Report  
 
The theory in this thesis is not that comprehensive.  The theory part starts with a 
description of a legacy system and then continues with the phase-out and migration 
period of a legacy information system. Then proceeds with what is to be expected 
during an organizational change, how to work with best practice and the importance of 
support. The Result is structured based on the research questions (from the first one to 
the second one). That is to say from “how they work with support today?” and “in what 
way will the support be affected during this phase-out period?” The analysis section is 
also structured by the research questions and it also contains answer to the third research 
question from a more general perspective. 
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5 Result 
 

In this section the result of this thesis will be presented starting with Scania’s situation 
regarding phase-out period and LIS system. It continues with how Scania works with 
support today and how it will look in the future.  

5.1 Legacy Information System 

5.1.1 Aros Rosam 
 

Rosam IT Tjänster is a company that was founded at the year of 1970. Aros stands for 
Asea Rosam Online system and Rosam comes from a database management company 
called Rosam ADB. In the 80’s Aros Rosam started searching for possible clients. 
SSAB, Lantmäteriet and Scania were three clients that started to use the platform Aros 
Rosam at that time. (Aros, 2007) 

Aros is a transaction server and handles all transactions. Rosam is a database 
management system. Rosam can be used whether you have more or less data to manage 
within your organization. It can also be used whether you have many or few complex 
relationships. Rosam is often used in the transaction management system Aros and the 
usage of Aros vouches for the quality and performance of Rosam. (Rosam, 2007) 

5.2 Phase- Out and Migration 

5.2.1 Aros Rosam in Scania 
 

Scania IT has been using Aros Rosam since the 1980’s. Since Aros Rosam is a very old 
platform the time has come when Scania cannot benefit from the platform anymore. 
There is a lack of knowledge and information which leads to a point where Scania IT 
cannot solve all of their issues. Another issue regarding the Aros Rosam platform is that 
the people that have any experience with this platform are retiring within the next five 
to ten years.  Therefore, the only solution is to dismantle this outmoded platform. 
(Törenholt, a2015)  

This is not an easy task to perform. Today Aros Rosam has 100 systems in production, 
680 databases, 500 internal integrations and 500 external integrations. So this platform 
has a very high complexity. (Törenholt, a2015) 

5.2.2 Aros Rosam Phase out programme 
 

To define the Aros Rosam Phase-out programme you must first ask yourself “What is 
Phase-out?” One can say it is a known expression but its content may still be diffuse.  
Phase-out means, in general as a verb, to discontinue or withdraw gradually1. But what 
does phase-out mean when it comes to a platform that has been used since the 80’s in 

1 English Dictionary-Pioneers in dictionary publishing since 1819, 
http://www.collinsdictionary.com/dictionary/english/phase-out 
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one of the world largest companies when it comes to trucks (production and delivery of 
products)? It is about keeping the fleet rolling, and to keep the fleet rolling and to 
maintain production of the company’s trucks there are several things that needs to be 
done.  The platform’s functionality must be replaced, new integrations must be created, 
data must be converted and archiving is also imperative. Deletion of data, databases, 
source code and old integrations is also inevitable when it comes to the phase-out 
process. (Sundberg, 2015) 

Scania is now on the road to phase-out Aros Rosam and replace it with new programs 
and applications that cover the whole Aros Rosam region. This phase-out is a huge 
project which has been ongoing a few years and is estimated to be finished at the year of 
2018-2019. To make sure this process is running as smoothly as possible a programme 
has been started, the Aros Rosam Phase-out Programme. (Sundberg, 2015) 

The main goal of Aros Rosam Phase-out Programme is to replace Aros Rosam with 
products that have the same functionality as the earlier platform. Within Aros Rosam 
systems landscape there are a number of, nearly 500, integrations between all the 
systems. So like a house of cards, if you remove one of the elements the entire house 
will collapse. To avoid this kind of collapse you must have a plan on how to carry this 
out. (Sundberg, 2015) 

5.3 Best practice 

5.3.1 The ITIL framework 
 

The Information Technology Infrastructure Library (ITIL) is a framework developed by 
the UK’s Office of Government 
Commerce (OGC) with the purpose of 
making sure that the quality of service 
that they were getting from their IT 
remains at a high level (Whittlestone, 
2012).  The framework ITIL is built on 
best practice and is today being used 
when it comes to the identification, 
planning, delivery and support of IT 
services, by thousands of companies in 
their working environment (Arraj, 2013). 
The ITIL framework was designed to 
meet the challenges that the IT service 
management (ITSM) faces 
(Whittlestone, 2012).  

The framework is organized around a   
service lifecycle which include the five   
stages: service strategy, service design, service transition, service operation and 
continual service improvement. 

Figure 7: ITIL 5 Stages. 
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The purpose of the service strategy stage is to define                               
the perspective, position, plans and patterns that a service provider needs so that they 
can meet the desired business objectives for the particular organization. (Agutter, 2011) 

The service design stage is about making sure that the changes and the new products are 
designed to meet the customer’s expectations. When the product has been designed 
from the expectations of the customers it is built, tested and moved to the next phase: 
Production. These stages insure that the customer will get their desired value. The 
production stage is called the service transition stage. After the product has been 
transitioned, the service operations stage delivers the service on an on-going basis to the 
customers. This stage also oversees and manages the services regarding the health of the 
service. This includes managing disruptions, determining the root cause of the 
disruptions and detecting trends that might be connected to these particular disruptions. 
The last stage is the continual service improvement (CSI). What CSI offer is a 
mechanism that can improve the service that the company has provided for the 
customer. (Arraj, 2013) 

This thesis will focus on the service operation stage and the process Support that lies 
within this stage. There is also one process that exists both in the Service transition 
stage and Service operation stage called Deployment. One of the two managements in 
that process is called Change Management, which manages possible changes in the IT 
services. Since this thesis is about the support and readiness strategy during the Aros 
Rosam phase-out period and to suggest changes in the way of work, it is suitable to 
focus on the Support process and the Change management part of this lifecycle.  

The Support process contains three managements whereof two managements are 
interesting for this thesis: Incident Management and Problem Management. In this 
thesis the focus will therefore be on Incident Management and Problem Management 
within Support and Change Management within Deployment. (Agutter, 2011)  
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Figure 8: Processes within Scania IT and the three processes this thesis will focus on. 

5.3.1.1 Incident Management (IM) 
 

The main goal of Incident Management is to restore the normal service operation as 
quick as possible so there will not be any larger impacts on the business operations.  
Normal service operation refers the state were the business operations works properly 
without any disruptions. (Agutter, 2011) 

An incident can for example be an unexpected occurrence, a fault, an error or something 
that simply does not work. If you look at an incident from a more detailed perspective 
you can distinguish a hardware incident or an incident that is on an application level. 
Incidents that can occur on an application level can for example be if you get an error 
message when trying to access something or if there is a bug that inhibits the application 
to work properly. A technical incident could be if you have a new hardware that does 
not work properly or if a system shut down occurs.  

The importance of an IM is obvious. Having an IM has many advantages:  

• It improves the transmission of information to the customer or user of a service. 
• Having a process that keeps IT services working gives the staff more 

confidence. 
• Minimize the impacts of incidents on the business. (Universities and Colleges 

Information Systems Association, “A guide to Incident Management”) 
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How IM works can be seen in the figure below:  

 

Figure 9: Incident Management Process. 
 
The Incident Management Process starts when an incident is reported to the first-line 
support (more information about first-line, second and third line support in part “The 
Current way of working with support at Scania”). Either the first-line support can solve 
the problem immediately or the incident will have to be sent to the second-line support. 
If the second-line support cannot solve the incident it will be passed through to the 
third-line support and so on. If the incident is resolved it will receive the status 
“Resolved”. If it is an incident that repeats itself several times it will then develop into a 
problem. 

5.3.1.2 Problem Management (PM) 
 

Problem Management has the same main goal as IM when it comes to minimize the 
impacts on the business operations, but focuses more on investigating the emerged 
incident and the solution. Here you identify the problem, you document it and you come 
up with a solution to solve this particular problem. When the problem is solved you 
close it. (Universities and Colleges Information Systems Association, “A guide to 
Problem Management”) 

First of all the PM has something called proactive and reactive aspects: 
Proactive – Identifying and solving the problem before it actually occurs. 
Reactive – Solving a problem after it has occurred. 

A problem can for example be when the same incident occurs several times, an incident 
that impacts many users or if you have a network system that does not operate the 
accurate way. This means you can have a problem that does not have an immediate 
impact on the users. Problems can, like incidents, occur on different levels. You can 
have a problem that occurs on a technical level or problems that is experienced by users. 
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Examples of problems that affect users can be if you have a printer and after each time 
you log in on your computer you have to reinstall the printer. Another example can be if 
you run a windows program and it crashes without any error messages. A technical 
problem can for example be if a network card is creating unnecessary network traffic. 
There are many benefits of problem management: 

• Improves quality of an IT service. 
• Reduces the incidents that occur in the organization. 
• Permanent solutions. 
• Improved organizational learning. 

Comparing to IM, PM works with the intention to first identify the root cause of the 
problem- problem control. The PM also tries to find a work around. That is a way so 
that the users of the product or service can continue with their work although the root 
cause of the problem is yet not identified. Actions will then be initiated to improve and 
correct the situation- error control. (Universities and Colleges Information Systems 
Association, “A guide to Problem Management”)  

If you compare IM with PM management you can say that if there was a fire in the 
corner of a room the IM would just put the fire our, while the PM would ask the 
question “Why was there a fire in the corner of the room?” How the PM works can be 
seen below: 
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Figure 10: Problem Management process 

When a problem is received from either one of the top groups an investigation starts. At 
first you detect the problem; you log the problem, categorize the problem and prioritize 
the problem. Then you investigate the diagnosis and try to solve the problem. If a 
change is needed the problem will become a change request. Otherwise, if a solution for 
this problem has been found, the problem will receive the status “Solved”. 

5.3.1.3 Change Management (CM) 
 

The Change Management takes care of all the changes that emerge, with the purpose to 
develop the IT services within the organization (Agutter, 2011). 

The scope of CM is “The addition, modification or removal of authorized, planned or 
supported service or service component and its associated documentations”.  
The reason you have a CM is so that you can meet to the requirements from the 
customers regarding the change-business and by that maximize value and reduce 
incidents and disruptions on IT services. There are, similar to PM and IM, benefits of 
having a CM: 
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• Contributes to meet legal, contractual and regulatory requirements. 
• Reduces failed changes and therefore service disruptions and defects. 
• Contributes to better estimations of the quality of an IT service as well as the 

time and cost of change. (Universities and Colleges Information Systems 
Association, “A guide to Change Management”) 

A figure of how CM works comprehensively can be seen below: 

 

Figure 11: Change Management process. 

The usage of a framework is a way of making sure that the company is working in the 
right way regarding the management of their services. The business also has their own 
guidelines for how the IT department should work, in relation to the business. This can 
be explained as “Business and flow driven IT”. 
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5.4 Business and flow driven IT 
 

It is very important that the relationship between the IT and the business stays strong.  
To make sure that the business reaches its aims and goals the business forms the agenda 
on how the IT is going to work.  IT does also enable new services and products which 
will make the company’s business grow. IT can also, by itself, make sure that the 
services and products stay up to date and improve today’s services and future 
operations. What the IT does is to create services and products which always emanates 
from the business processes and functions.  To make sure that the company becomes 
successful it is up to the IT to act like an advisor when it comes to future opportunities 
and future developments to improve the company’s business. The total flow is described 
with two main processes in a model: 

• Daily business operations, which is also referred as the Blue and red arrow, with 
“Uptime” as a main focus. 

• Business development processes, also known as the white, yellow and green 
arrow, with “Time to Market” as a main focus. 

Each arrow (White, Yellow, Green, Blue and Red) forms their own part of a business 
process and they all includes IT elements. Each arrow has its own issues, requirements 
and activities. (Håkansson, 2015)  

By focusing on a flow-oriented way of work the company will achieve gains. This way 
of work will strengthen the focus on “Time To Market” (TTM) that is the time from the 
product being conceived to its being available for sale. It will also strengthen the focus 
on the business needs; reduce risks before investing in a solution etcetera. (Håkansson, 
2015) 

The IT-department forms the basis of demands by two triggers: 

• Business-driven initiatives. 
• Flow-driven initiatives. 

Business-driven initiatives are the outcome of the business needs, strategies, 
requirements and technology-driven initiatives is the maintenance and monitoring of the 
technologies that can benefit the business.The main focus of flow-driven development is 
to make sure that the business deliver its value in a consistent way and that you keep 
TTM in mind. The cornerstone of flow-driven development is to make sure the 
deliveries constantly stays in progress and add additional value. (Håkansson, 2015) 

Flow-driven business development is divided into three parts: White, Yellow and Green 
arrow. The white arrow is the initial stage where new ideas are identified. The ideas are 
identified as new demands or if an existing solution needs to be modified (change of 
request). Before this idea or demand moves on to the next stage, the Yellow arrow and 
answers must be certain to these questions: Do we require more information regarding 
this demand or idea? If the answer is “yes” the errand is sent to the Yellow arrow. The 
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Yellow arrow is where a concept is developed, a prestudy or feasibility study is 
undertaken or an analysis of the requirements review and design is carried out. Once an 
analysis is made on this particular errand it can be sent to the next stage, the Green 
arrow. In the green arrow you develop and implement a solution for this idea or 
demand.  This solution can be bought, rented, created or a system that is being reused.  
The blue and red arrow belongs to the daily operation process. You can read more about 
these two in the section below. (Håkansson, 2015) 

5.5 Blue and red arrow 
 
The following stage for an errand is the blue and conceivably red arrow. When a 
solution is made and set in action the solution will continuously be consumed and 
delivered in the blue arrow. Sometimes support or training can be useful to make sure 
that the service provided is being used in the optimal way. (Håkansson, 2015) 
The blue arrow has three minor processes:  

• Call-off and service deliveries. 
• Help, support and training. 
• Daily Service Delivery. 

Call-off and service deliveries mean that they will always be available for the new users 
with a 100 percent delivery precision. Help, support and training are where you help and 
train users to maximize efficient usage of the service. Daily Service Delivery is 100 
percent uptime and you make sure that the product or service stays available to 
customers by having a continuous delivery throughout the agreement. (Håkansson, 
2015) 

When a service is not performing as it should a red arrow action is needed. What the red 
arrow does is to handle deviations. The first priority in the red arrow is to make sure that 
the service will work properly as soon as possible to minimize the damages. 
(Håkansson, 2015) 

The red arrow’s main goal is to restore service and prevent future deviations with the 
same root cause. The red arrows three minor processes will then be: 

• Secure normal operation. 
• Root cause analysis. 
• Propose action. 

Secure normal operation belongs to the incident management (IM). This is where you 
find a solution so that the operation can go back in order as soon as possible.  
Root cause analysis and propose action belongs to the problem management (PM). Here 
you try to understand the root cause of the service interruption and a solution is also 
being developed to make sure that this incident will not happen again. (Håkansson, 
2015) 

26 
  



How the phase out of a platform affects the IT support 
 

27 
  

Figure 12: Tool for registration of Incident. 

5.6 Support at Scania 

5.6.1 Customer Support 
 

The Customer Support is the unity that all customers first contact when they have a 
problem. When a call is received and a customer have a problem the customer support 
uses something called COS (Category, Object and Sub Object). The tool they are using 
for this is called RemidUser. In RemidUser the problem is identified, defined and 
classified. Although, a new tool will be introduced in 2015 Q4 (winter-period), but at 
the moment this is the tool that is being used. In this tool you are supposed to enter 
information regarding the incident. The component area defines the affected physical 

device. Category defines which 
main group of object it belongs 
to. Object defines the main 
problem classification, for 
example system or application. 
The sub-object is where the sub-
problem classification is defined.  
Module is additional problem 
identification. The Errorcode is 
more detailed problem 
identification. Customer support 
works with a one way in process, 

SPOC (Single Point Of Contact). Here customer support has one way in to each site 
when you report an incident. All incidents are registered in a standardized way and if an 
incident is not resolved the customer will get a reference number. (Scania Inline, a2015) 

At the same time that Customer Support registers the incident they also register what 
prior the incident has. The prior categorization defines how serious an incident is. Prior 
5 and 6 usually are ordinary questions that need to be answered for example “Where can 
I find a short description of Aros Rosam?” .Prior 4 is low prioritized or informative. 
Prior 3 is the standard – normal impact. Prior 2 have a high impact and prior 1 has a 
very high impact for example if a system shut down occurs that affects the business 
processes. (Scania Inline, a2015) 

 
Figure 13: Tool for the prior registration of the incident. 
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Figure 14: IT helpdesk process from received errand to resolved and closed errand 

 

5.6.1.1 Customer Support in numbers 
 

Today Customer Support in Sweden has 15 people that receive phone calls and 
language knowledge in Swedish, Norwegian, Danish and English. They have one 
person that works in User Back office, that is on rotation and one person that works on 
the Focalpoint, which also is on rotation. They also have three incident managers and 
they have one manager that has an overall look on everything. When a customer calls 
the first-line support in Södertälje Sweden he or she gets to choose between five 
options: Critical issue Swedish, critical issue English, Password, “Normal” incident 
Swedish and “Normal” incident English.  The average wait-time for the normal queue is 
96 seconds with the KPI (Key Performance Indicator, which is what you can expect) of 
90 seconds. In the critical queue the average wait-time or answer-time is 23 seconds 
with a KPI of 30 seconds. Customer Support receives about 100 000 -120 000 calls/year 
and about 7000 emails/year. If you put it in days instead CS receives about 450 
calls/day and 25-30 emails/day. (Scania Inline (a2015), Scania Inline (b2015)) 

5.6.2 Customer Support in Södertälje: The Process 
 

An ITSM helpdesk has as its main responsibility to provide a single contact point for 
users so that they can report their IT problems. When an incident, problem or service 
request is reported to the first-line support it is their job to register, classify and attempt 
to solve this 
event.  
The IT support 
process starts 
once the user has 
made contact to 
the first-line 
support either by 
phone, email or 
face-to-face. The 
first contact is 
always made to 
the first-line 
support staff. In 
the first-line 
support staff 
there is always a 
person from IM 
(Incident 
Management) 
present if a prior 
1 or 2 case occur. 
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The person from IM can directly contact the right people and try to solve the problem as 
soon as possible. If the first-line support staff is not able to solve this case, the case is 
escalated to the second and third-line support where the technicians and specialists 
work. There is also something called escalation criteria which mean that each incident 
has its own time-limit for being solved. Incidents that have a prior of 1 or 2 should be 
resolved after a maximum of 15 min from the time it was called-in to first-line, 60 min 
at the second line and 240 min at the third line. Incidents with prior 3 should be resolved 
after a maximum of 15 min from the time it got called-in to the first-line, 120 min at the 
second line and 480 min at the third line. Incidents with prior 4 do not escalate, which 
means that it is not critical that the estimated solution date is achieved. (Scania InLine 
a2015) 

When a solution is created the customer will get an estimated solution date. 
There are three types of requests that can be reported to the first-line: service request, 
request for change (RFC) and “incidents and problems”. A service request is a request 
of a standard service like changing password or the need of a new screen. An RFC is a 
request to improve a service and you have a suggestion to do so or if you just have a 
new function that you want to implement in the organizational system. (Ivarsson, 2013) 

5.6.3 Customer Support in Zwolle: The Process 
 

At the end of 2013 Scania made a decision that they would divide the customer support 
process in two. Before, there was a helpdesk called ASD (Application Service Desk) 
owned by the company HAAG. They received and managed all incidents regarding 
services and sales of spare parts. At the end of 2013 ASD was shut down. Instead of 
letting Södertälje manage all support errands, they came up with the idea that the 
customer support in Zwolle, Belgium, should manage and specialize regarding all the 
incidents when it comes to production and spare parts sales. Södertälje would then 
manage all service related incidents. When a customer encounters an incident regarding 
SL-Aros this is the customer support they contact. This customer support is available 
during Swedish hours from 08:00-17:00. (P.Davidsson, personlig kommunikation, 29 
April 2015) 

In Zwolle a second-line support for SL-Aros does not exist. The customers make 
contact with the first-line support and if they are not able to solve the problem they pass 
it on directly to the third-line support. Currently there are approximately more than half 
of the incidents that are being reported are solved by the third-line support. 
(P.Davidsson, personlig kommunikation, 29 April 2015) 

At Scania, depending on which country you are from, the first-line opening hours can 
differ. Sweden has the opening hours 06:00-20:00 support. There are also differences 
regarding readiness and support hours when it comes to third-level support. All 
divisions have their own third-line support and their own applications to maintain. 
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5.6.4 Division by division: Readiness and Support open hours 
 

All divisions have their own way of handling their support on the third-line, regarding 
types of support: On Call Duty or Daily Support and opening hours. When it comes to 
readiness, according to the SLA (Service Level Agreement), there has to be a minimum 
of five people who works with the On Call Duty support and four people working with 
the Daily support.  

5.6.4.1 P&L (Products& Logistics) 
 

P&L manages all the processes regarding orders and invoicing within Scania. The daily 
application support regarding the applications that manages these processes (SMOFS, 
IBM-MONA, SNABBS, EDIT, etcetera) (read about these applications in Appendix 1) 
is open during Swedish office hours, 08:00-16:45 Mo-Fr. Previously they had an On 
Call Duty support (07:00-00:00) for the prior 1incidents within the application SMOFS 
(read about this application in Appendix 1) but that was removed a year ago. P&L does 
not have an On Call Duty support. If necessary, the personnel can stay and become a 
“Gentlemannajour” after office hours. This happen maximum three to four times a year. 
P&L also have an Operations support, which is not related to the applications, but 
handles more technical programs and is open from 07:00 – 00:00. (Törenholt, b2015) 

Today there are four resources working with the support and the work is divided so that 
one person is responsible one week at the time. The majority of incidents that are being 
reported have the prior 3 or 4. Right now the level of support is stable with a decrease of 
the amount of hours spending on support errands comparing 2007 to 2014. (Törenholt, 
b2015) 

5.6.4.2 R&D (Research& Development) 
 

The processes that R&D works with are all the processes regarding the information 
about Scania’s articles and products and how their vehicles are built. The daily support 
regarding the applications that manages these processes (ECO, SPECTRA, AI/RITS, 
GEO and EXPART) is open from Mo-Fr 08:00-16:45 (Swedish office hours). Just like 
P&L, R&D does not have an On Call Duty support. Here, there are six resources that 
work with the support and one person is responsible one week at the time. The majority 
of reported cases in R&D are prior 3 and prior 4. Here, there are some cases were the 
root cause cannot be found.  A case where the root cause is found but cannot be 
resolved is also an issue. Here the level of support is increasing. (Törenholt, b2015) 

5.6.4.3 CO (Commercial Operation) 
 

The processes that SL-Aros within CO works with manage the spare parts storage, 
transportation, pricing and availability. The daily support regarding SL-Aros is open 
support during Swedish Office hours Mo-Fri 08:00-16:45. They also have an On Call 
Duty support that is open all day all year around. Four resources are working with the 
daily support, each responsible one week at the time. Regarding the On Call Duty team 
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there are five resources working with this kind of support. Although, during 2015 a few 
resources will retire and new resources must be introduced.  The level of support is on a 
stable but high level and the most reported cases are on a prior level of 3 or 4 (2013-
2014) but in the earlier years (2007-2012) it was prior 2 and 3 that were reported the 
most. On Call Duty cases occurs three to five times per year. (Törenholt, b2015)  

5.6.4.4 The importance of support 
 

Since all these applications: SMOFS , IBM-MONA, SNABBS, EDIT, ECO, 
SPECTRA, AI/RITS, GEO, EXPART and SL-Aros are connected to the core processes 
of this manufacturing company it is very important that all these applications work 
without any major disturbances. Disturbances on these applications could lead to the 
company losing a lot of money and also their trademark losing its credibility. 

5.7 Scania Parts Logistic  
 
Scania Parts Logistics (SL) is a part of the CO and is all about the customer getting the 
right part at the right place at the right time. SL takes care of all the distribution of 
Scania’s parts within their own network of distributors and dealers. SL also takes care 
of the retail network and make sure that their spare parts has a high availability. Scania 
Parts Logistics have one application that runs on the Aros Rosam platform, which is SL-
Aros. SL has a total amount of eleven distributions centers. One central warehouse 
called Scania Parts Center (SPC, located in Belgium), three centers called parts center: 
Latin Parts Center (located in Brazil), Asian Parts Center (located in Singapore) and 
South African Parts Center (located in South Africa). SL also has seven regional 
warehouses (RW) across Europe are also a part of the eleven distribution centers. The 
reason they have their parts centers located all around the world is to make it easier to 
provide good service to the retail network within a short time. Right now SL has about 
100 000 articles in stock, 140 000 orderable articles, 1 200 suppliers, 1 500 delivery 
points in 100 countries and about 750 employees. (Scania Inline) 

VOR, Vehicle of Road, is a situation where one of Scania’s vehicles has suffered from a 
breakdown in the middle of the road. When this happens the driver must be able to call 
someone and get help immediately. When a vehicle stands still Scania loses money. 
Scania Parts Logistics has a percentage of 97,9 as their KPI from SPC regarding 
availability when booking a spare part. Regarding the delivery precision, the supplier’s 
ability to deliver the correct number of supplies on the right time, SL has a percentage 
of 75 as their KPI. SL‘s picking and packing performance, the amount of picked and 
packed orders compared to predefined deadline, has a percentage of 99,7 as their KPI 
for SPC. It is crucial that all truck drivers that are in need of a new part for their vehicle 
gets the right part, at the right place and at the right time. (Törenholt c2015) 
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5.7.1 Future Project 
 
SL-Aros is an application that consists of 22 subsystems. Today SL-Aros handle all the 
orders and deliveries of spare parts to Scania’s customers through the distributions 
centers. Since this platform is going to be phased out, a project is started called the 
Epsilon programme. The Epsilon programme has as a main goal to change the existing 
platform application for logistic processes regarding spare parts. Today there are 
different ways of working within SL and also different IT solutions or systems. The 
improvement that ought to be made is that there should be one standard way of working 
and a corporate global IT solution or system. Instead of having eleven different physical 
applications you only have one large corporate application. A draft of the timeplan for 
the Epsilon programme is shown in Figure 15. 

Figure 15: Epsilon Timeplan. 

The Epsilon implementation has three phases: POC, Pilot and Roll out. POC stands for 
Proof of Concept and during this phase you verify that a concept has the potential of 
being used and implemented. During the second phase, Pilot, you have now created and 
started to implement a global template and test if this solution actually works. The last 
phase is the roll out phase, where you analyze any possible gaps and check if the pilot 
project has come out correctly. Finally, you build and test the finished solution and 
deploy the solution to all applications. (K.Miljeteig , Epsilon Programme & M.Cardell, 
Epsilon Programme) 

The Epsilon programme is divided into six different part: Pricing, Planning, Order, 
Shared Info, Warehouse and Transport. Pricing is the part where you put a price on the 
spare parts. Planning is where you plan where to store all the different spare parts. Order 
manages all the orders that are placed. Shared Info is the part where all the information 
is gathered and shared, for example information like products and customer 
information. The Warehouse part manages all the warehouses were you can find spare 
parts and Transport manages the transportation of the spare parts. (K.Miljeteig , Epsilon 
Programme & M.Cardell, Epsilon Programme) 
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The idea is that the new programs or applications are the first to be tested and 
implemented at the regional warehouse (RW) in Södertälje, RW6. The reason for this is 
that the RW houses often take care of all the emergency calls or emergency orders. 
Instead of directly trying to implement the new solution to the central warehouse SPC, 
which is a huge risk, they first test the solutions on the RW6 in Södertälje and then at 
the SPC in Opglebeek Belgium. The implementation method that will be used is taking 
everything piece by piece or system by system. Also, there must be coexistence between 
the new application or system and SL-Aros for everything to work properly. Since SL-
Aros has all the information needed to make everything work properly and that 
information has to be transferred to the new system, you have to run the new system and 
SL-Aros simultaneously. By doing this, there will be no “big bang” which means you 
do not just shut down the old system and start the new one. From a business person’s 
perspective that would mean no larger risks, but for the IT department it is very risky. 
As long as SPC is not completely updated with all new solutions, SL-Aros will keep 
running and therefore Aros Rosam will still be running. (K.Miljeteig , Epsilon 
Programme & M.Cardell, Epsilon Programme) 

The first two parts of the programme Pricing and Planning has already been 
implemented. Pricing, with the new system Pricepoint, has been implemented at the 
SPC and there has been a price-labeling on all the spare parts. Planning, with the new 
system SPM, is implemented since a half year back. These two were the parts that was 
the “easiest” to implement and if anything should fail or if there is e a system 
breakdown the company will still be able to transport the spare part to the customer in 
need. Although, if anything were to go wrong with the Order, Transport or Warehouse, 
that could affect Scania’s business significantly. Implementing the four other parts are 
the part of this programme that would be the most complex and difficult one. The four 
other parts is now called the SWOT (Shared info, Warehouse, Order and Transport) 
project. (K.Miljeteig , Epsilon Programme & M.Cardell, Epsilon Programme) 
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Figure 16: The Co-existence between the new program and Aros-Rosam. 

In figure 16 you can see the first five steps in the SWOT-project. The steps are: Global 
template, RW6, SPC Inbound, SPC Outbound and Order Invoice. RW6 is the 
warehouse were all the programs and applications are supposed to be tested. SPC is the 
central warehouse in Belgium and is divided into two parts: Inbound and Outbound.  
Inbound is the chain from the supplier to the warehouse and Outbound is the chain from 
the warehouse to the customer. Invoice, in this case, means the billing process. The 
purpose with figure 16 is to show the coexistence between the new system and Aros 
Rosam. (K.Miljeteig, Epsilon Programme & M.Cardell, Epsilon Programme) 

The RW6-SPAS is, as shown in figure 16, completed and right now the new system is 
managing the Order and Warehouse processes while Aros Rosam is managing the 
Invoice process. Step 3 focuses on the SPC warehouse. When this step is finished the 
new system will manage all the Inbound - Warehouse processes and Aros Rosam will 
still be managing the Order, Outbound-Warehouse, Invoicing and Transport (that has 
been excluded from this figure). When step 4 is finished the new system will also 
manage the Outbound-Warehouse processes and Transport.  The Order and Invoicing 
processes will be transferred to the new system at step 6. (K.Miljeteig , Epsilon 
Programme & M.Cardell, Epsilon Programme) 

5.7.2 Problems that can emerge 
 
With changes come problems. Kristian Miljeteig, a solution architect at Scania, said in a 
conversation the 9th of April 2015 that there are many things that can cause problems 
when it comes to changing a technical environment. First of all he said that questions 
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will arise. The people that currently use SL-Aros and now have to use something else, 
will at the beginning not understand how they are supposed to use the new system. 
Questions that can arise are for example “How do I find this?”, ” Where do I search for 
that?”,” How will I use this?” etcetera.   

The problems that can emerge within the support will most likely rise during the 
coexistence period where the new system and Aros-Rosam will share the work 
regarding Order, Transport, Warehouse, etcetera. So the incidents that will probably 
arise during the coexist period is going to be either incidents with a rather low priority 
such as questions like “Where do I search for this?” “Is it in the new system or is it in 
SL-Aros?” or it will be systematical incidents which prior can become a little bit higher 
then 4-6.  

5.7.3 When will the problem emerge 
 

Figure 17: The Epsilon plan and a graph on when and how much, roughly, the first-line 
support will be affected with increased amount of incidents.  

This Figure is created with a time plan for the implementation of the new solution with 
all the phases in the creation of the new solution. Then, a graph is created that roughly 
shows how many incidents that will be reported per month at the first-line support 
regarding the SL-Aros application. These numbers are presented by dividing the mean 
value from the total amount of incidents during the past seven years (which is 786) by 
twelve, plus adding a few extra incidents at the most critical periods.  
In the beginning of the implementation period, during the POC and design part, there 
can be a few incidents that have to do with project driven questions. The incidents 
regarding the business work will most likely increase when the new system is being 
implemented at the RW6 in Södertälje (first peak in the graph in figure 17), which will 
affect the production support.  From the implementation of the new system in RW6 
until this implementation period is over, incidents regarding the business processes, 
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usability of the new system and coded errors can also be an issue. After RW6 there will 
be a period with a reduction of the amount of incidents. Although, when it is time for 
the Warehouse and Ordering transition from the old system to the new one there will be 
a huge augmentation in the amount of incidents (second, third and fourth peak in the 
graph in figure 17). When the Warehouse and Ordering operation has been successfully 
transferred to the new system there will again be a reduction in the amount of incidents. 
Later on, when the Ordering and Invoice operation is being transferred to the new 
system, the amount of incidents will increase and stay on a very high level until the 
implementation period is over. 

5.7.4 History: the support stress within SL-Aros 
 
Through the years, the incidents registration has differed. In Figure 18 and 19 and in 
Table 1 there are some statistics showing the amount of reported incidents previous 
years. The reported incidents are also categorized by prior.  

 
Table 1: Amount of Incidents/Year in SL-Aros sorted by Prio. 

 

Figure 18: SL-Aros incidents sorted by Prior Diagram starts 2007-2014. 
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Figure 19: The total amount of incidents in SL-Aros/ Year starts 2007-2014. 

 

 

Figure 20: The amount of incidents reported on Sl-Aros sorted by Module that has been 
reported more than once 2014. 
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If you look at Table 1 or Figure 19 you can see that between the year of 2007 and 2008 
there was an increase in the amount of incidents by approximately 100 percent. The 
reason for the augmentation was that at the middle of 2007 a decision was made. The 
decision was that from that point forward it would not be the business that manages the 
development in Aros, it would be Scania IT. A support box EXTSLSYSTEM, the box 
where all the measurements are collected from, was also created. The transportation 
meant that there were some developers who worked with the development in Aros at the 
business site was now going to move and work with the same task but on the IT site. 
(Per Davidsson, personlig kommunikation, 4 maj, 2015, Davidsson, P (2015) Statistik 
av Incidenter Sl-Aros) 

If you look at Figure 20 you see the incidents that have been reported more than once, 
sorted by Module 2014. Module is used for adding more specific information about the 
incident. As shown in this figure, the most common module specification is 
Performance followed by XXX and Request. The XXX module means that the person 
that reported the incident did not know what to put in that parameter regarding the 
module type.  

Out of 854 reported incidents there were 344 reported as a Performance problem (40 
percent), 179 reported as XXX (21 percent) and 152 reported as a Request problem (18 
percent). Apart from that there is also an “Other” module categorization that has 25 
incidents reported (3 percent). 

 If you look at Figure 21 you can also see that 76 percent of all the incidents with XXX 
as their module parameter also have XXX when it comes to Errorcode. 

 
Figure 21: The amount of incidents reported on Sl-Aros with the module XXX sorted by 
Errorcode 2014 (P.Davidsson (2015) Statistik av Incidenter Sl-Aros). 
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6 Analysis 
 

Having a well-functioning service desk is crucial for a manufacturing company. 
Qualified staff, effective communication, motivated people, well defined processes and 
procedures are areas that need to be in consideration when you establish a service desk 
(Benedicto, Croome &Tuvell, 2014). Then, what is the key indicator to qualified staff? 
The answer is training and education. By having training and education plans you 
address your employees weaknesses, improve their performance and keep them 
motivated and positive. Training programs and education also strengthens the 
employees’ confidence, since they will have an increased awareness and knowledge of 
the risks within his or her job. The employees can also, when they are on a high level, 
help the company with its development and come up with new ideas.  Having a training 
program for the employees will also increase the workers effectiveness. Despite this, the 
company will at the beginning spend a lot of money but in the end it will be worth it. 
(Frost, Demand Media) 

For the employees to have certain knowledge about something results in calmness 
within the team. If a situation occurs, which leads to the team thinking in a different 
direction, it is always a relief to know that this team has the knowledge and skill needed 
to work in a different way and now focus on different occurrences. It is about making 
sure that the teams focus and uses their skills and knowledge on the right things. 

Pearlson and Saunders mentions in their book “Strategic Management of Information 
Systems” (2009) one core process called Innovating Current processes. This means that 
when a system is incorrectly designed or when a process does not function in the way it 
should to benefit the company, the company becomes a disabler of innovation. Right 
now the service desk at Scania does not work in such a way that the company will 
benefit from it. There are many incidents that the third-line support must take care of, 
which costs a lot of extra money for the company. So, how can the company work with 
innovation? It is about a new idea or a more effective way of work. When an 
organization needs to come up with new ideas and a more effective way of work, 
changes can perhaps be made within the organization. Implementing a new idea means 
that there will be changes in how the people within the organization will work. 
According to Goodman (2011) teams within an organization can be changed by being 
downsized or reorganized. People that worked in one place before can now work in 
another place, with other tasks and responsibilities. If there were reorganization within a 
team and people now have to work with different tasks, a clear job description is very 
important. Howard Shore (2012) mentions in his article “The Importance of Defining 
Roles” that the most common areas were companies fails is to define individual position 
tasks, responsibilities and success metrics.  When the company creates a new position or 
job there are ten position descriptions that all employees should have: job description, 
job tasks, job functions, roles, competencies, performance management, critical success 
factors, key process ownership, key performance indicators and career history. By 
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having all these positions described the employees should have an increased 
effectiveness and efficiency.  

There are three areas that need to be in consideration during a critical period of time for 
an organization. First the company must have a training or education plan to make sure 
that their employees work in the most effective way and that they learn everything that 
they now need to know about the new system. Then, it is also important to make sure 
that the employees focus on the right things and spend both their time and knowledge 
on what is important right now. It is also important to make sure that the company is 
organized for its own benefits and effectiveness.  
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7 Discussion 
 
In this discussion part the analysis and result will be discussed and put into context on 
how Scania should work with the three areas that are important during a critical period 
of time in a manufacturing organization. There will also be suggestions on how the 
chosen group IWTA should prepare and what they should take into consideration 
during this phase-out period.  

7.1.1 Education and Training 
 

As shown in Figure 20 and 21 there are many incidents on SL-Aros that have XXX as 
their Module and Errorcode parameter. The more information you have on an incident, 
the better. In the red arrow one of the processes is to make a root cause analysis. By 
entering all information about the current incident the workload will be reduced both on 
the third line support and for the problem management.  

Having more information is also important when it comes to documentation of the 
incidents for the future users of this system. Since there is not much documentation on 
Aros Rosam (this is not common when it is a LIS), which have caused many problems it 
clearly shows that saving documents on system disruptions will surely be useful in the 
future.  

Therefore, an education plan should be implemented for the first-line support so that 
they can work in a more effective way and save a lot of time and extra work.  

Like Goodman mentions in the article “Organizational Change: A critical challenge for 
team effectiveness” there can be changes in the way the employees within the 
organization work. Perhaps they have to work in a different way or be more effective 
than they never have been before. This is the case for the first-line support in Zwolle. 
During this change period there will be a lot of pressure on them.  They have to work 
more effective during the time were the pressure is at the highest level. By working in a 
more effective way the third-line will feel more secure and feel that they now have 
better control of the situation.  

7.1.2 Reorganization 
 

Right now there is no second-line support when it comes to handling incidents on SL-
Aros. The first-line support receives the phone-calls and emails, registers the incident 
and then passes it on to the third-line support. This is not how it should be done. The 
lower the incident gets in the support process chain, the more expensive it gets. Instead 
a second-line should be created. 

The second-line support would consist of personnel from IWTA, IM and all the 
applications that once ran on the Aros Rosam platform, such as SPECTRA, SL-Aros, 
etcetera. There should be a group that have the knowledge that is needed to solve the 
incident on this level instead of passing it on to the third-level support were the 
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specialists are working.  There should be a cross-functional team that can handle all the 
questions regarding their application and system. When a user of a particular system has 
questions like where he or she can find information, is it in the new or in the old system, 
there should be personal on the second-line support that can answer that question. Right 
now questions like that get passed on to the third-line support, which is a waste of time 
and money. The third-line support is the one that should focus on helping out, when a 
coded error has occurred.  

Instead of letting the third-line support solve most of the incidents that are being 
reported there should be a functional flow when it comes to the registration and solving 
of incidents: 

Level 1: Register the incident and solve approximately 5-10 percent. 
Level 2: Solves approximately 70-80 percent of all the incidents. 
Level 3: Solves approximately 10-15 percent of the incidents.  

According to Goodman (2011) there might be some teams that have to reorganize. 
Perhaps you work in one team one day and another team the other day; all that it takes 
to make the change period as painless as possible for the organization.  This is 
something that should be implemented at the customer support in Zwolle: creating a 
new team that works in the second-line support and solve between 70-80 percent of the 
incidents that are registered.  

7.2 Preparation for the IWTA – Aros Rosam Development 2 group 
 
Whether a second-line support is created or not, the Aros Rosam Development 2 group 
will be more or less affected. If the current first-line support had some kind of education 
and the incident registration and solve ratio was improved the IWTA group would be 
more or less affected. 

If a second-line support was created and successfully implemented that would ease the 
workload of the IWTA group. Instead of solving more than half of the incident they 
would now probably solve about 10-15 percent.  

If the first-line support gets educated in how to register an incident in the best possible 
way, this would also change the solving ratio. Solving an incident that have a lot of 
information saves a lot of time compared to if the third-line support would have to dig 
deeper in the incident themselves.  

If a second line support is not created nor an education plan for the first-line support, the 
workload on IWTA probably increase a lot.  

7.2.1 Focus areas 
 

The incidents that IWTA should be focusing on in the beginning of the implementation 
period (August 2015-March 2016) are the project driven incidents. Perhaps not all the 
resources should be focusing on these kinds of questions but some of the resources 
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could have these kinds of questions as their focus area. From March 2016-November 
2017 business related incidents are also an issue. Questions regarding usability will also 
arise during the implementation of the new system, for example “Where can I find this 
information and how do I work with this?”, etcetera. The incident registration will be as 
highest from May 2017-September 2017, the SPC implementation period, and lowest 
during the POC period and June 16-December 16. 

Goodman (2011) shows in his article that during an organizational change there can be 
teams that have to revise their priorities. This is the case where the IWTA group in the 
beginning should focus more on project driven questions rather than questions regarding 
system errors.  
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8 Conclusion 
 

Today one common way to work with the support process and team is to use the ITIL 
framework. The ITIL framework has one stage called transition and within that stage 
there is one process called the Support process. It is also common, within the support 
process, to have several lines or teams of people that works with the support on different 
levels. First-line makes first contact with the customer, second-line is the people who 
work more back-office and the third-line are the technicians. The amount of people that 
works within the teams depends on the service level agreement with the customer 
(SLA). Although, it is when a critical period of time occurs that the support teams get 
tested both mentally, how much they know and how they should act during stressed 
situations.  

During a critical period of time the support team within a company will in some way be 
affected. The amount of incidents, phone calls and emails will increase and the 
workload on the support will also increase. It is important that the company then 
prepare itself in the best possible way to ease the workload on the support team.  There 
are three important areas that the company can work with during this period to improve 
their support: Education and Training, Focus and Reorganization. 

A training and educational program brings out the best in the employees within the 
company. They get a chance to learn the new technologies, learn how to work more 
effectively, they feel valuable for the company and they feel more confidence as a 
worker for this company (Frost, Demand Media). To focus on certain things leads to the 
employee working in a more effective way, they spend their time on the right things and 
with a training plan they now have the knowledge about the new things they must put 
focus on. A training plan can cost a lot of time and money for the company but in the 
end it will be worth it, from a business perspective. 

During a critical period of change it is also common that employees or teams have to be 
reorganized. Some teams get downsized and some teams have to work with totally new 
tasks and will receive new responsibilities. To reorganize the teams and within the team 
create new positions and jobs can be a successful move from the company in order to 
make sure that the company is prepared for what to come. If new positions are created 
there should be a clear description of the job, its tasks, functions, roles, responsibilities, 
etcetera. (Shore, 2012) 

To sum up, having an educational plan, the employees focus on the right things and 
reorganize the groups to make use of the employees knowledge in the best possible way 
are the three things that is important during a critical period of time. 
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9 Further research 
 

If there were no delimitations in this report all the other divisions could also be 
investigated and if their way of working with the support is the most optimal way. How 
far have they come and what obstacles have they come across during this period? Is 
there anything that the SL-Aros group can imitate?  

Another thing that can be investigated is the idea of having a support off shore by hiring 
a group of people that handles the support in another country. What are the pros and 
cons? How much would it cost and can the company benefit from it?    
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Figure 19 :  The total amount of incidents in SL-Aros / Year starts 2007-2014,Per 
Davidsson Statistik av Incidenter SL-Aros, 2015-04-27 

 
Figure 20: The amount of incidents reported on Sl-Aros sorted by Module that has been 
reported more than once, created 2015-04-30 

Figure 21: The amount of incidents reported on Sl-Aros with the module XXX sorted 
by Errorcode 2014, created 2015-04-30 

Table 1:  Amount of Incidents/Year in SL-Aros sorted by Prior,Per Davidsson Statistik 
av Incidenter SL-Aros , created 2015-04-27
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Appendix 1 – Application, programs and replacement project that runs on 
the Aros Rosam Platform 

 
ECO Engineering Change Order. Manages changes that 

are to be made on Scania products. 

SPECTRA Is an application that maintains information 
regarding the design structure of Scania vehicles. 

AI Article Information. AI contains all information 
about Scania parts and documents.  

RITS RITnings System. RITS contains information about 
drawing changes and special regulation on vehicle 
parts. 

GEO Geographic. GEO manages the coordinates for the 
parts within the structure of Scania vehicles.  

EXPART Handles the text process of the finished vehicles. 

 

LP-Bil Handles the enduring test that all vehicles have to 
pass.  

SMOFS Scanias Maskinella Order och Fakturerings System. 
Manages all orders that entering Scania.  

EDIT Is a system that manages invoicing regarding Scania 
orders. 

SNABBS Is an application that calculates gross demands for all 
orders entering SMOFS. It also calculates the need of 
articles in Scania. 

IBM-MONA MONA stands for MONterings Anvisning. Is used 
for collecting orders from different order systems and 
separate them into components. 

SL-Aros SL stands for Scania Parts Logistics. SL Aros is an 
application that handles everything that has to do 
with the spare parts spate. 
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MONTBEO Is a translation system for ordering of spare parts 
components, bus bodies and Industrial and Marine 
Engines 

KOS Is an application that exists to secure and handle the 
bus bodies order system within MONTBEO. 

OAS Object And Structure too. Replacement application 
for SPECTRA, GEO, AI and ECO. 

MMT Module Management Tools. MMT belongs to the 
new OAS project. 

TEXAS TEXAS is a replacement project. The solution will 
replace EXPART and LP-Bil. 

IACOB IACOB is a replacement production that will replace 
the Order Management in SMOFS and also EDIT. 

POPIS A replacement project that will be started soon with 
the purpose of replacing SMOFS Production 
Ordering part with a new application. 

GGD A replacement project to replace the application 
SNABBS. 

AGDA The production solution from the GGD project.  

 

PIOANO Is a phase-out project for the MONTBEO 
application. 
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Appendix 2 - The implementation plan on the new solution with a support graph that shows amount of incidents/month 


