
 

 

Department for Transport SAP BPC Case Study 
 
 
The Department for Transport (DfT) 
 
Works with DfT agencies and partners to support the transport network that helps the UK’s 
businesses and gets people and goods travelling around the country. DfT plans and invests in 
transport infrastructure to keep the UK on the move. 
 
Responsibilities 
DfT is responsible for: 

• providing policy, guidance, and funding to English local authorities to help them run and 
maintain their road networks, improve passenger and freight travel, and develop new major 
transport schemes 

• investing in, maintaining and operating around 4,300 miles of the motorway and trunk road 
network in England through Highways England 

• setting the strategic direction for the rail industry in England and Wales – funding 
investment in infrastructure through Network Rail, awarding and managing rail franchises, 
and regulating rail fares 

• improving English bus services through funding and regulation 
• working to make our roads less congested and polluted by promoting lower carbon 

transport, including cycling and walking 
• encouraging the use of new technology such as smart ticketing and low carbon vehicles 
• maintaining high standards of safety and security in transport 
• supporting the maritime sector by producing the overall strategy and planning policy for 

ports in England and Wales 
• setting national aviation policy, working with airlines, airports, the Civil Aviation Authority 

and NATS (the UK’s air traffic service). 
  
Business challenge 
DfT required a technical support service that was delivered via a Service Desk facility i.e. a single-point 
of contact. 
 
DfT had implemented a business critical MI system, using SAP Business Planning and Consolidation 
(BPC). As part of this system, a number of important applications had been created to facilitate key 
decisions (using accurate and timely information), whilst improving the efficiency of the processes to 
collect and consolidate that information. While a number of permanent staff supported the running 
of the MI system and the SAP BPC environment, there was a need for third line technical support 
service that was delivered via a Service Desk facility. 
 
  
NTT DATA solution highlights 
NTT DATA/Itelligence addressed this requirement by providing a BPC support service via its Service 
Desk in Glasgow. 
 
The SAP BPC technical support service is operated via SAP Global Solution Manager, where DfT Key 
Users have been setup and trained to log tickets for the SAP BPC AMS (Application Managed Service) 
team to resolve, by analysing, investigating and undertaking root cause analysis. 
 
 



 

 
The Service Desk allows NTT DATA/iTelligence to manage all issues and report on these to DfT, 
provide a real time status of tickets and a full audit trail of activities against each ticket. Tickets are 
logged via a secure URL which provides DfT with: 

• Easy to use, secure web portal-based call logging tool. 
• Ability to use SAP Single sign On (SSO) passport, linking the SAP Service Market Place and 

Global Solution manager tool. 
• Quick and easy access to view all open calls for DfT. 
• SAP knowledge base to search and reference historical issues. 

 
To manage tickets for DfT, the Service Desk utilises a number of global standard statuses. Should a 
ticket be changed to a status which requires DfT to respond/provide additional information, the key 
user who raised the ticket is sent an automatic email advising them that the ticket has been assigned 
back to them. As part of this process, the email includes a URL link which takes the key user directly 
to the ticket in the Service Desk.  Correspondingly, upon the key user replying within the ticket, the 
consultant assigned to the ticket also receives an automated email.  
 
In addition to the above, DfT also receives: 

• SAP BPC 1st line technical support service covering 8am-6pm Mon to Fri (3rd line 9am-
5pm), excluding English bank holidays. 

• Monthly/quarterly service reviews. 
• Best practise SAP BPC advisory guidance to key users. 
• Knowledge transfer on resolution of issues. 

 
 
Customer Quotation  
 
“DfT needed a trusted provider to deliver technical 3rd line support to our Business Intelligence team.  
NTT DATA/Itelligence provided the Department with a high quality support service, with a thorough 
and comprehensive onboarding service. They have been keen to understand our key business drivers, 
and offered dedicated technical support when technical issues have arose, responding to our service 
tickets in a quick and professional manner.” 
 
Sarah Baskerville, Head of DfT BI Systems 


