
Xoomworks Service Desk helps make SAP 
Ariba a success at leading insurance group

The client was already using SAP Ariba on demand software for their 
procurement solution.  Up until recently they had been supporting the 
system in-house but lacked any real Ariba skill set or capability to support 
or escalate operational issues.

At the same time the company felt that they were not optimising the full 
functionality of their Ariba system and not getting the most out of their 
investment. With a key support staff member leaving, it was evident there 
was a need to deploy a specialised service desk function from an external 
resource.
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Challenge

Leading insurance company Case Study 

Xoomworks’ client is a 
British multinational 

organisation which 
operates across 140 

countries with around 
17 million customers. 

About the client
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The client had previously encountered some 
challenges with extending their supplier 
network onto the system and had engaged 
with Ariba experts Xoomworks Procurement 
for supplier enablement activities.

Following this project, Xoomworks was asked 
to provide their client with an operational 
service desk function. 
They now support the insurer’s end users on 
the Ariba software with a dedicated Service 
Desk, offering an initial contact point for users 
to obtain help in resolving lower complexity 
issues and requests such as general “How do I” 
type questions. 

It also provides an expert knowledge escalation 
point for more complex issues and requests 
that require higher level of system and process 
knowledge. This includes system administration 
tasks.

Users have a support centre telephone 
number and email address which they can 

Dedicated service desk resource
Users are freed up to focus on core tasks as Xoomworks delivers a 
fully supported service desk

Engaged stakeholders
Ariba procurement solution is used to its greatest 
effect across the business.

Realised the full benefits of SAP Ariba’s capability
The use of the system is maximised as end users gain 
more understanding of the Ariba capabilities and 
what they can achieve with it.

Access to SAP Ariba ‘centre of excellence’
The client has constant access to a pool of Ariba 
expertise and knowledge so more complex 
issues and requests that require a higher 
level of system and process knowledge 
can be dealt with.

Meets specific budget needs
The insurer selected the level of service 
desk support to meet their budget needs. 
In this case they can access the 
service desk from midday to 4pm 
daily with an agreed number of 
hours per month.

Solution contact during agreed hours where Xoomworks 
provides 1st line, 2nd line and lead support with 
issues escalated as required. 

Xoomworks’ support also includes on-boarding 
new users and help with new functionality, as 
well as the provision of an advisory role for the 
evolving SAP Ariba framework with governance, 
management and ITIL best practice.

Xoomworks provides their client with both 
weekly reporting as well as more strategic 
quarterly reporting. 

The weekly reports are aimed at providing a 
snapshot of usage data, including number and 
categorisation of ticket requests, and time 
allocated for the different levels of support. 

The quarterly governance reporting is aimed at 
providing the company’s senior management 
team with more strategic level advisory and best 
practice guidance.

Key Benefits

“ With Xoomworks we have constant access 
to a pool of Ariba expertise and knowledge so 
more complex issues and high level requests 
are dealt with professionally. ”


