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We have a lot of information to share today.

We also have one key question.

What can we do for you to help you get more value 
from your existing investment?

In other words: What now?
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We have executives.

We have technical experts.

We have applications experts

We can answer your questions. We can do it now.

Wait.  Where’s Harry?
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We forgot Harry!
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Actually, we didn’t forget.

We brought the new, enhanced, expanded, 
empowered EMEA executive team.

With the change to business units, 
we’re moving decision-making authority 

out of St. Paul and closer to our customers.

We can make better decisions more quickly because 
we make them locally.

Here’s the team – with their new responsibilities.
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Eric Verniaut

Executive Vice President
M3 Industries
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Fady Sfeir

General Manager
Channels & Emerging Markets
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Frédéric Champalbert

General Manager
Fashion
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Nick Scully

General Manager
Food & Beverage
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Arnaud Decarsin

General Manager
M&D Industries
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Arnie Rueegg

Vice President
Professional Services
M&D Industries
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Magnus Wallden

Vice President
Lawson Global Support - EMEA
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Henrik Billgren

Vice President
M3 Product Management
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Guenther Tolkmit

Senior Vice President
Lawson Product Development
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Honorary Europeans
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Colin Balmforth

Executive Vice President
Lawson Global Support &
General Industries
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Peter Quinn

Chief Customer Officer
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Scott Swoish

Executive Vice President
Lawson Professional Services
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Ron Kubera

General Manager
Equipment Service 
Management & Rental
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Travis White

Senior Vice President, Marketing
Managing Director, Lawson Sweden
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The Benefit of Ten Business Units

10 small “companies”, close to the customer 
with significant local authority can deliver 

a better customer experience 
than one large company headquartered 

remotely.



Page 2210/7/2009

A Message from Harry

Thank you for joining us today.
I’m proud to introduce our 
enhanced and expanded 

executive team in Europe.  
I’m sure that they will take very 

good care of you.

If they don’t, my e-mail address is still
harry@lawson.com
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Aberdeen Report on ERP Systems
Total Cost of Ownership (TCO)

August 2009

Lawson Financial Results
First Quarter FY10

June/July/August 2009

Some New News
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“Lawson: Delivering Value with Low TCO”
by Cindy Jutras

August 2009

Aberdeen Group
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*Total cost = software price + cost of external services to implement + 3 years Maintenance

Average Total Cost per User – Other Vendors
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*Total cost = software price + cost of external services to implement + 3 years Maintenance

Lawson is Well Below the Curve
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Lawson: Delivering Value with Low TCO

“Lawson delivered value at a lower cost than any of its 
competitors analyzed for Aberdeen’s AXISTM report.” 

Source: Aberdeen Group, “Lawson: Delivering Value with Low TCO”, by 
Cindy Jutras, August 2009.

Aberdeen Group

For the full report, go to:

http://www.lawson.com/lowtco 
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Today’s Agenda

Corporate Update- Eric Verniaut

Coffee Break

Lawson Global Support – Colin Balmforth

Lawson Professional Services – Scott Swoish

Product Update – John Gledhill

Customer Experience Office – Peter Quinn
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Create a Smarter Planet



Corporate Update
Warwick, October 13th

Eric Verniaut
Group EVP, M3 Industries
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Agenda

Financial Update

Strategy & Organization Update

Product Update

M3 Value Improvement Program (VIP)

A Glimpse Into the Future
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World Economy
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FY 2009 Financial Summary (non-GAAP)
June 1, 2008 – May 31, 2009

Y-o-Y Change 
@ CC

FY’09 FY’08

Total Revenue $758M $854M -6%

License Revenue $110M $132M -12%

Maint Revenue $351M $338M +8%

Service Revenue $297M $383M -17%

Operating Margin 12.1% 9.9% N/A

EPS $0.35 $0.33 +$0.01

Y-o-Y Change

-11%

-17%

+4%

-22%

+230 bp

+$0.02
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Steady Profitability Improvement

Pro-forma estimate for FY09 if Lawson + 
Intentia were combined
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Agenda

Financial Update

Strategy & Organization Update

Product Update

M3 Value Improvement Program (VIP)

A Glimpse Into the Future
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Our mission is to make 
our customers stronger.



Page 6010/7/2009

Our vision is to be the 
global ERP leader in 

each of our target 
markets.
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Our Strategy to achieve our Vision is to:

1. Focus our development and go to market efforts on our 
target markets

2. Provide a superior customer experience

3. Achieve world-class performance in each of our                                                                                                               
functional disciplines

Our Values

1. Passion and Commitment
2. Integrity and honesty in all of our relationships
3. Teamwork
4. Personal responsibility for results
5. A conviction that Simpler is Better
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Yesterday’s Organization Model

Global Sales Operations

Global Professional Services

Marketing & Product Management

Global Support

Development

Shared G&A Services 

Deliver, Serve & Support
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June 1st – Business Unit Model

Global Professional Services

Marketing & Product Management

Global Support

Development

Shared G&A Services 
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FY09 Key Accomplishments
 Upgraded our internal systems to create a globally integrated company

 Delivered significant new products

 Organized the company to focus on industries and target markets

 Built global consulting organization 

 Improved our industry expertise

 Industry specialists backed by efficient global competency centers

 Improved customer satisfaction for Lawson Global Support

 From 3.2 (out of 5) in FY08  to 3.8 in FY09

 Did not waver on our mission to make our customer stronger

 Now strong and poised to benefit when the economic recovery begins
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Agenda

Financial Update

Strategy & Organization Update

Product Update

M3 Value Improvement Program (VIP)

A Glimpse Into the Future
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“Lawson for” concept today and tomorrow
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FY10 Product news on M3

 Lawson Enterprise Search for M3 7.1, 
November 2009

 M3 10.1, next major version for M3, 
March 2010

 Lawson for ESM&R 1.2, October 2009

 Lawson for Fashion 1.1 March 2010

http://www.gam3u.org/
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Freeborders to Lawson Fashion PLM 
 Lawson acquired Freeborders PLM division in March 2008

– Rebranded as “Lawson Fashion PLM” 
– Investment in product quality, usability, enhancements, people, education, partners
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Agenda

Financial Update

Strategy & Organization Update

Product Update

M3 Value Improvement Program (VIP)

A Glimpse Into the Future
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Lawson M3 VIP Program
Discounted products

Fashion F&B ESMR M&D

General
• ProcessFlow Integrator ***
• Lawson Business Intelligence
• Analytics base package
• Lawson Smart Office *
• M3 System Foundation*
• Document Archive Foundation
• Strategic Human Capital Management**

• Product Lifecycle 
Management

• Planning Workbench for 
Fashion *

• Assortment 
Replenishment Planner*

• Maintenance Management
• eProcurement
• eSales Solutions
• Mobility Solutions
• SMS solutions
• Demand Planner
• Supply Chain Planner

• Planning Workbench 
for F&B *

• Stock Build Optimizer *
• Yield Optimizer
• Analytics for F&B

• Mobile Service SMS
• Mobile Maintenance
• Service Desk

• Advanced Production 
Planner

• Multi Site planner
• Analytics  for M&D
• Stock Build Optimizer *

* M3 7.1 product   |  ** special Pricing available |  ***ProcessFlow  Integrator (PFX) does not include  IBM WebSphere Transformation Extender
Note: Always refer to the Lawson Compatibility  Matrix  | 
Note: This list only shows highlighted products, in general all M3 products are included in this product promotion but not the following: 3rd Party 
Products, Learning, Trace Engine, M3 Adaption Kit, EDI Management, MSF limited use
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Lawson M3 VIP Program
Timeframe

 July 2009 to end of Jan 2010
– Aligned with typical Customer budget cycle

Sign before31 Oct
2009Sign before 31 Jan

2010

Maintenance freeze for 
3 years  2010, 2011, 2012

Maintenance freeze for 
2 years  2011 & 2012



Page 7410/7/2009

Agenda

Financial Update

Strategy & Organization Update

Product Update

M3 Value Improvement Program (VIP)

A Glimpse Into the Future
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What’s all this about Cloud Computing?

3x to 5x Lower infrastructure cost

Easier to Use and to Administer

More Flexible – real-time allocation of capacity

Faster Time to Benefit –available on demand

Lawson’s position:

Lawson has a Cloud Computing Strategy.

Lawson’s strategy does not negatively impact 
existing customer implementations or upgrades.

Lawson will deliver cloud computing components 
starting in the near future.

More news at CUE in April 2010.
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The economy is recovering
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The U.S. manufacturing sector grew for the first time in 19 months in August 
and home sales contracts hit a two-year high in July, more evidence the 
economy was pulling out of the worst recession in 70 years.
Published; Sept 1 2009, Reuters

PARIS -- The Organization for Economic Cooperation and Development 
Thursday said the global economy is emerging from its worst slump since 
Second World War faster than it had forecast only three months ago. 
The U.S. economy will contract by 2.8% this year, while expanding in the third 
and fourth quarters.
Published; Sept 3 2009, WSJ

The Federal Reserve said 11 of its 12 regional banks reported signs of a stable 
or improving economy in July and August, adding anecdotal evidence that the 
worst U.S. recession in seven decades is over. 
Published, Sept 9, 2009   Bloomberg

The economy is recovering
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The economy is recovering globally

China’s GDP up 6.1% in Q109  (7.5% for full year)
Published; April 2009

Australian economy expected to soar
Published;  June 25, 2009 - SMH

Japan's Economy Returns to Growth
Published: August 17, 2009 - WSJ

German economy grows in second quarter
Published: August 9 10:50 CET

French economy expands in second quarter
Published:  August 13, 2009

Hong Kong recession ends as economy grows 3.3%
Published 14 August 09 - AP
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Summary

1. Lawson has leveraged the crisis to accelerate the pace 
of transformation toward a global vertical customer 
focused organization

2. Innovation, improving customer satisfaction and 
critical investments in infrastructure remained top 
priorities

3. Lawson is “Fit for the Future” for your benefit
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Product Update

Henrik Billgren
VP M3 Industries & Product Management

henrik.billgren@lawson.com
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Today’s Agenda

 Product Highlights in past year

 Customer responses

 What’s coming next M3 10.1

 Product presentation, Lawson 
Enterprise search and Usability.
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Disclaimer regarding future product discussion
This presentation includes information about future product 
development plans of Lawson (i.e., our product roadmap).  By 
including this information, Lawson is not promising to develop, deliver 
or market any specific product, functionality or service mentioned in 
this presentation.  Lawson makes no representations or warranties 
about the content in this presentation, and specifically disclaims any 
express or implied warranties of merchantability or fitness for any 
particular purpose.  Additionally, Lawson reserves the right to change 
its non-GA / future products or services offerings at any time without 
obligation to notify anyone of these changes.  It is important to note 
that customers under maintenance are not specifically entitled to 
anything on the product roadmap or what is included in this 
presentation.
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Past 15 Month Product Launches / Innovations
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Past 15 Month Product Launches / Innovations

 Lawson Smart Office
 290+ Customers
 Enabled on S3
 Tremendous Media 

Coverage

 Lawson M3 Analytics
 Great value and Industry 

Specific

 Platform Support
 M3 AIX / Oracle

 Process Agility Tools
 M3 Process Flow (PFI)
 Customer Correction Self 

Service (CCSS), May 
2009
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“Lawson for” concept
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“Lawson for ESM&R”  v 1.1  (Released in November 2008 CCSS enabled) 

 Lawson’s 1st “Lawson for [Industry]” 
solution

 Core Developments
 Extending the use of work orders to 

include field service
 Planning and scheduling 

enhancements
 Skills management module
 New Mobility device
 On common equipment master
 Four new Countries C.U.B.A

 Four new applications
 Equipment profitability 

management
 Core Tracking
 Warranty Claim management
 Customer service desk

Innovative Solutions
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M3 2008/09 new products
Industry Products & Simplification
 Planning Workbench

 Stock Build Optimizer

 Trace Engine, F&B

 Assortment Replenishment Planner, Fashion

 e-sales B t C, Multi channel

 Lawson Mobility

 Product Lifecycle Management, Fashion

 Quickstep solutions

 M3 Analytics, Generic + F&B 

Innovative Solutions
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280+ M3 clients on M3 7.1 Applications

400+ M3 clients on M3 7.1 Technology

58% of M3 clients now on Java version 

290+ clients have licensed Smart Office

80+ clients with Business 
Intelligence

100+ clients implemented via 
Quickstep

Customer Response
2.6 companies per working week have adopted M3 7.1
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M3 10.1 
making our 
customer 
stronger

Simplify
User 
Interaction

Lower 
TCO

Business
Efficiency

Deepen
Industry

Focus

What’s Coming Next M3 10.1 
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 Simplify planning of complex supply-chains
– Perform MRP Attribute based products & include attributes costs

– Ability to perform forecast calculations from within Demand 
Planner 

 Increased efficiency in managing inventory
– Locality, GPS coordinates

– Improved management of supply-chain orders

– Handling of packages throughout the warehouse 

Business Efficiency, (100+ enhancements)

What’s Coming Next M3 10.1 
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M3 Package Management
 The ability to efficiently manage multi level, multi SKU packages inside the warehouse

Examples of  tasks:
- Put-away 

- Replenishments
- Movements

- Stock take / Inventory Check
- Picking

- Pack/Unpack/Repack/Relabel

Manufacturing
Your 

Warehouse

Customer

Your other 
Warehouses

Package based 
receiving of MO

CO. Package based 
dispatch and ASN 

generation

CO return. Package 
based receiving

DO

DO 

Closely coupled with Lawson 
Warehouse Mobility

Procurement

What’s Coming Next M3 10.1 
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 Simplify planning of complex supply-chains
– Perform MRP Attribute based products & include attributes costs

– Ability to perform forecast calculations from within Demand 
Planner 

 Increased efficiency in managing inventory
– Locality, GPS coordinates

– Improved management of supply-chain orders

– Handling of packages throughout the warehouse 

 Further Global extensions for our international 
customers

– Addition of  4 new countries - Columbia, Uruguay, Bolivia & 
Argentina, Now GA in 38 Countries simultaneously 

Business Efficiency, (100+ enhancements)

What’s Coming Next M3 10.1 
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General Available Countries for M3
M3 10.1, now in 38 Countries
 Americas

– USA, Canada, Mexico, Brazil, 
Chile, Uruguay, Bolivia, 
Argentina

 EMEA (19 of 27 EU)

– Austria, Belgium, Denmark, 
Finland, France, Germany , 
Ireland, Luxemburg, 
Netherlands, Norway, Poland, 
Spain, Sweden, Switzerland, 
United Kingdom, Czech 
Republic, Italy, Slovakia , 
Portugal, Hungary

 Asia/ANZ

– China PRC, Hong Kong, 
Japan, Malaysia, Singapore, 
Thailand, Philippines, 
Indonesia, Australia, New 
Zealand

M3 10.1 Four new Countries
 Chile, Uruguay, Bolivia, Argentina

Consolidated 

What’s Coming Next 

Simultaneous 
availability for all 

countries
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 Simplify planning of complex supply-chains
– Perform MRP Attribute based products & include attributes costs

– Ability to perform forecast calculations from within Demand Planner 

 Increased efficiency in managing inventory
– Locality, GPS coordinates

– Improved management of supply-chain orders

– Handling of packages throughout the warehouse 

 Further Global extensions for our international customers
– Addition of  4 new countries - Columbia, Uruguay, Bolivia & 

Argentina, Now GA in 38 Countries 

 1st delivery of GAM3 (user group) driven ideas
– Panel versions introduced for CAS300, ARS200, APS200 & APS360

– Lot/ Serial number extended to 20 positions

Business Efficiency, (100+ enhancements)

What’s Coming Next M3 10.1 
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Customer Response
Your input  is important to us

GAM3 (13 user groups – 900 customers) Total - 303 requests
Sweden, Norway, UK, Ireland, Netherlands, Belgium, France, Denmark, Spain, Australia, 
New Zealand, Finland, USA, Canada

1st Year already in 10.1:
• 75 requests solved
• ~50% of top 50 requests

What’s Coming Next M3 10.1 

M3 10.1 GAM3 influenced
• Lot no. extended to 20 positions
• Drag & drop columns on list screens
• Searching with a wildcard
• Time fenced credit limit 
• ………….

www.lawson.com/M3productsurvey2009

This years voting 
is open until 30th

of November

Rolling enhancement idea process open to all maintenance paying customers

http://www.gam3u.org/
http://www.lawson.com/M3productsurvey2009
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Deepened Industry focus, Leadership in our target markets

 “Lawson for ESM&R” 1.2
 ESM&R 1.1 plus
 GPS co-ordinates
 QuickStep for ESM&R
 Analytics
 OEM interface, Caterpillar
 ………

 “Lawson for Fashion” 1.1
 Bulk-Order
 Delivery re-grouping
 ARP v2
 SSCC license plates
 Cost & Price toolbox
 Analytics
 ………..

 Lawson for F&B  M3 10.1
 Extended Lot number (20 pos)
 Attribute based planning
 Lot/location improvements
 Catch-weight enhancements
 Package Management
 Mathematical forecasting in DMP
 ………

 Lawson for Distribution  M3 10.1
 POS interface to sales-desk, 

(Scandinavian Retail Solution)
 Package management
 Delivery re-grouping
 Cost & Price toolbox
 ………

What’s Coming Next M3 10.1

November 2009 March 2010

March 2010 March 2010
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Improved Business Process Platform

 Increased scalability, high availability & improved 
system management  on Windows 

 Provided by a Grid based foundation

 Platform support update

 Windows 2008 64 Bit/SQL 2008

 CCSS, Customer Correction Self Service, 5.2, 7.1 
and 10.1

 MS-style update and no regular SP

What’s Coming Next M3 10.1 
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Simplify User Interaction, Lawson Smart Office

 Available in 7.1 and 10.1 !!!!

 Software Development Kit for Lawson Smart Office 

 Build your own widgets

 Drag and Drop columns in list views

 etc

 Lawson enterprise search,” Google for Lawson”

 Indexed search enterprise wide 

 Advanced filtering within M3 functions

 Uses the M3 security model

 Delivered as a appliance

What’s Coming Next M3 10.1
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Employee XXX is leaving 
the company. Show me all 
data (items, suppliers, etc) 

where he is responsible

Product XXX has just 
been recalled.  I need 
to identify all items, 

purchase orders, and 
requisitions 

associated with this 
product.

Customer calls and 
I need to see their 

latest invoices

Show me all my 
customers sales 
orders due for 

delivery  this month

Examples of Problems Solved with Lawson Enterprise Search

I have found a package 
on the warehouse floor 
with a label. What is it? 
Where should I put it?

Lawson Enterprise Search transforms data into information
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Package found in the warehouse???????

88RSGY0MS4S00

Lawson Enterprise Search 
turning data into information, saving time & money
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Using Lawson Enterprise Search 
for

Searching/filtering within an M3 function
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Using search to make a persons role 
more efficient within a Standard M3 

function
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Open up my shortcut area
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Click on my saved search
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Summary - FY10 Product news on M3

 Lawson Enterprise Search for M3 
7.1, November 2009 (part of the VIP)

 M3 10.1, next major version for M3, 
March 2010

 Lawson for ESM&R 1.2, October 
2009

 Lawson for Fashion 1.1 March 2010

http://www.gam3u.org/
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Lawson Global Support
Warwick, October 13th, 2009

Colin Balmforth
EVP General Industries & Lawson Global Support

colin.balmforth@lawson.com
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Agenda

Introduction

What We Told You

What We Did

What Now?
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A Worldwide Support Organization
Lawson Global Support

Colin Balmforth, EVP General Industries & Global Support

Mark Witty
Global Director –

Support Asia Pacific

Office Locations
Australia

China
India
Japan

New Zealand
Philippines
Singapore

Magnus Walldén
Vice President –
Support EMEA

Office Locations
Denmark
Belgium
France
Norway
Spain

Sweden
Switzerland

United Kingdom

Nancy Anderson
Vice President –

Support Americas

Office Locations
Canada

United States

A global team of 350+ dedicated to improving the customer experience
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Lawson Global Support’s       
mission is to make customers 

stronger through Timely, Accurate
and Professional Support

Timely – Responses, fixes to problems, proactiveness

Accurate – Quality of solutions, one-time fixes, skilled consultants

Professional – Courtesy, communication, values 
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Achieving Lawson Global Support’s Mission

• Invest in People, 
Process and 
Technology

• Stretch goals and KPIS

Relentless 
Pursuit of 

Operational 
Excellence

• Multi-touch point 
engagement

• Understand, listen and 
act

Focus on 
Customer 
Intimacy
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Agenda

Introduction

What We Told You

What We Did

What Now?
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What We Told You Last Year

• Value and Choice with new Support offerings

Increase

• Response & Resolution Times
• Customer Satisfaction

Improve

• People, Process and Technology

Invest
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Agenda

Introduction

What We Told You

What We Did

What Now?



Page 14410/7/2009

What We Achieved Last Year
 Launched New Support Offering 

 Improved Response & Resolution Times

 Received higher Customer Satisfaction scores

 Conducted soft skills training to improve communication

 Doubled usage of M3 Knowledge Base

 Provided simplified process to download corrections 
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New Support Offering – The Way You Wanted It

Bronze Silver
12 X 5 Support Coverage X X
24 X 7 Support (Critical issues) X X
Major & Minor point releases & updates X X
Tax and regulatory updates X X
Product defect code corrections X X
How to Support X X
Pro-active webinars – “Hot Topics” X X
Priority queuing X
Support Account Manager X
Access to senior LGS & LPD resources* X

Notes:
LGS=Lawson Global Support 
LPD = Lawson Product Development
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Improved Customer Tools (CCSS) – “Lawson Update”

1. Search and retrieve

2. Select and apply

3. Test and activate (or deactivate)

A safe and quick path to Lower Total Cost of Ownership

New Download Tool  
Available Now!
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Initial Response in 
One Hour from 

60% to 95%

Knowledge Base 
searches doubled
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Customer Satisfaction Survey Results
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Note: This includes all case priorities, not only critical

FY09 Goal 4.2
FY10 Goal 4.3

FY09 Goal 3.8
FY10 Goal 4.0
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Agenda

Introduction

What We Told You

What We Did

What Now?
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What Now? – Our Priorities for this Year
 Enable M3 VIP Program 

 Implement new external Customer Satisfaction System

 Implement new Case & Knowledge Base Tooling

 Grow customer satisfaction to > 4.0 / 5.0

 Improve case resolution based on 1/5/20 days 

 Prepare for Industry Certification (SCP) 
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M3 Value Improvement Program (M3 VIP)

A tough Economy Brings Extraordinary Challenges
 Lawson is committed to helping you manage and control your 

costs while delivering MORE value.

Lawson M3 VIP Program Is Available Now
 Saving opportunities for maintenance

 Multi-year maintenance plans with no or minimal increases

 Reduced extended maintenance charges 

 Significant discounts for some of our solutions

Act NOW to gain most value from your investment!

For More Information: http://vip-m3.lawson.com

Developed in 
partnership 

with, and 
supported by 

GAM3

http://vip-m3.lawson.com/
http://vip-m3.lawson.com/
http://vip-m3.lawson.com/
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New 2009 – Independent C-Sat System

Expand 
Customer 

Input
Actionable 

Insights

Compete 
Effectively 
Globally

Coach and 
Reward
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Operational & Strategic Closed-Loop Process

1
Participant 

Takes Survey

2
Alert to Action 

Owner

3
Action Owner 
Follows Up

4
Management 

Reviews 
– Aggregate 

Learnings 
and Survey 

Results

5
Cross-teams 
Meet to Form 
Improvement 

Plans

6
Communicate 
Results and 

Make 
Investments

!

STRATEGIC OPERATIONAL
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New 2010 - Case Management

• mylawson.com entry point

Landmark technology solution

• Version information

Environment Profiles

• Skill based case distribution
• Lawson Knowledge Base

Integration
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New Case Management – User Experience

Great feedback during Customer User Test at CUE09
“Ease of Use“ 
Score 8.7 of 10

“Look &Feel“ 
Score 8.9 of 10
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New Case Management – User Experience

Great feedback during Customer User Test at CUE09
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Summary

FY09 
Accomplishments
• New Support Offering
• Better Response & 

Resolution Times
• Higher Customer 

Satisfaction Scores
• Soft Skills training
• Simplified corrections 

download process

FY10 Priorities
• M3 VIP Program
• Customer Satisfaction 

System improvements
• New Case Management 

System
• Improve case resolution
• Increase customer 

satisfaction
• Prepare for SCP 

certification
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Lawson Professional Services
What Now

Scott Swoish
EVP, Professional Services
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Agenda

Introduction

What We Told You: Organizational Improvements

What We Did: Project Governance

What Now: Continued Investment Protection
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Professional Services Structure: Designed to Serve

Partners

Global Functional Center

Global Technology Center

Resource Management

Project Mgmt Office & Knowledge/Methods/Tools

Learning

Business Development & Alliances
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Progress to Date – Organization/Resource Improvements

Quality

Trained 1100 
consultants on StepWise

220 consultants 
graduated from Project 
Excellence Academy

PMP certification 
process rolled out

Implemented Lawson 
Services Automation 

globally

Value

Developed 8 QuickStep 
industry solutions

PMP certification 
process rolled out

Verticalized the business 
with dedicated resources

Improved management 
team focus

Availability

Implemented Lawson 
Services Automation 

globally

1200 consultants  
aligned by skills and 

industry

10 new service partners 
in FY09

200+ new M3 partner 
consultants in FY09
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Service Partners
Organization/Resource Improvements

– IBM

– Deloitte

– ACS

– Ciber

– CSC

– ISH

– AiC

– ICCG

– ethiKonsulting

– Sigma 4M

– Systeam Implementa

– UDK

– Conagri

– iStone

– Merit Consulting

– Matiq

– Capesso

– Axia

– Link Nordic

– IT & Datasupport

– Nilsen Consulting

– Next-move

– iGate Consulting

http://images.google.com/imgres?imgurl=http://www.lirmm.fr/caise08/img/ibm.jpg&imgrefurl=http://www.lirmm.fr/caise08/&usg=__-Hx8V105RuX5RmoJYROnvQTxUpw=&h=399&w=757&sz=85&hl=en&start=2&tbnid=AI6t19Wuam4TmM:&tbnh=75&tbnw=142&prev=/images?q=ibm&gbv=2&hl=en
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Created an Ecosystem of Certified Service Professionals 
Including partners

Global 
Functional

Center

M3
Finance

M3
Supply Chain
Management

M3 
Sales, Service

& Rental

Human
Capital

Management
S3

Finance

S3
Procurement
& Distribution

Global 
Technical

Center

S3
Technology

AMS M3 
Technology

Tools &
Development

Migrations

Installs

Lawson Services Automation:  Go-Live May 2009
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Agenda

Introduction

What We Told You: Organizational Improvements

What We Did: Project Governance

What Now: Continued Investment Protection
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Value of Project Governance

Between 25-30% of all ERP 
projects fail and up to 80% exceed 

time and budget estimates.
Gartner – 29th Aug 2008, Denise  Ganly
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StepWise Methodology is Designed for Your Success
Value of Project Governance
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Project Management Office Processes Help Ensure Success
Value of Project Governance

Change Management

Project Execution

Stakeholder Engagement

Project Definition

Project Goals 
Defined Measures of Success

Organizational Goals & Strategies
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Project Management Office
Value of Project Governance 
Executive Review Board

Quality Assurance Review
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Agenda

Introduction

What We Told You: Organizational Improvements

What We Did: Project Governance

What Now: Continued Investment Protection
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The Right Mix
Investment Protection

LPS

Partners

LPS
Manila

Customer 
Success
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QuickStep - Proven Success for Rapid Implementations
Investment Protection

 Benefits
─ 70-80% pre-configured 
─ Based on industry best practices
─ Shorter implementation timescale

 8 industry based solutions 
Strong adoption

– Over 100 sold in 18 mos.
– 41 go-lives to date

Many Success Stories
– Estrella & Maarud
– Pork Farms
– Stiho BV
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Lawson Application Management Services

• Service Coordination 
& Planning

• SLA Compliance
• Program Mgt. Office
• Level 2 Help Desk
• LGS Coordination

• Disaster Recovery 
Options

• Facility Management
• Backup
• Operating System 

Maintenance

• Mod Maintenance
• Patch Management
• Database Mgt.
• Development
• Tech Upgrade
• Operations Support

• How-To Questions
• Enhancements
• Access to >1400 

Lawson Certified 
Consultants

Functional 
Management

Technical 
Management

Support TeamInfrastructure 
Management
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Leveraging Lawson with Learning 

Source: IDC, “IDC MarketScape: 
Worldwide IT Education and 
Training 2009 Vendor Analysis 
Doc#216380, February 2009

IDC MarketScape vendor analysis model is designed to provide an overview of the competitive fitness of ICT suppliers in a given market. The research methodology utilizes a rigorous 
scoring methodology based on both qualitative and quantitative criteria that results in a single graphical illustration of each vendor’s position within a given market. The Capabilities score 
measures vendor product, go-to-market and business execution in the short-term. The Strategy score measures alignment of vendor strategies with customer requirements in a 3-5-year 
timeframe. Vendor market share is represented by the size of the circles. Vendor year-over-year growth rate relative to the given market is indicated by a plus, neutral or minus next to the 
vendor name
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Learning: Making it Easier for You

Translated M3 7.1 
Courses

Virtual Learning Labs
Localized Learning 

Management System

Self-Paced Learning 
at the desktop
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Lawson Packaged Service Offerings Like These…

• 10 days to valueM3 Analytics

• Daily currency rate 
refreshCurrency imPortal

• ProcessFlow and M3 
7.1 Technology

Automated 
Workflow

Simple to Buy through the new Extended Services Team…Rapid ROI…Low Risk
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M3 Analytics

“Lawson M3 Analytics offered a fast and affordable way for us to get 
the business intelligence we need to better manage our operations and 
customer service levels.  Lawson understands our specific
manufacturing challenges, which means the KPIs and scorecards that 
matter to us are already there, ready for managers to use to improve our 
business. 

Martin Murgatroyd, 
Head of IT

Brunner Mond, Ltd. a U.K.-based manufacturer of soda ash, sodium 
bicarbonate and related chemicals.
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Business Case 
Assessment

Take advantage of 
Lawson Professional 

Services offers

Take advantage of M3 
VIP

Increase Business 
Agility with Learning

Reduce costs/resource 
requirements with 

Managed Hosting and 
Modification 
Management
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UK & Ireland Carol King extendedservices@uk.lawson.com 0800 169 9912

USA Wendy Schulte extendedservices@us.lawson.com +1 513 339 9842

Sweden Barbro Haagerup extendedservices@se.lawson.com +46 8 5552 5500

Norway Fredrick Hrdlicka extendedservices@no.lawson.com +47 6677 2030

Denmark Annika Linderdahl extendedservices@dk.lawson.com +45 7213 8648

Netherlands Patrick Jonas extendedservices@nl.lawson.com +31 347 366 366

Belgium Maud Le Bihan extendedservices@be.lawson.com +32 9 236 1636

France Maud Le Bihan extendedservices@fr.lawson.com +33 1 34 20 80 00

Spain Evaristo Llanos extendedservices@es.lawson.com +34 93 6001600

Germany Antoinette Tuinier extendedservices@de.lawson.com +49 2103 89060

Switzerland Antoinette Tuinier extendedservices@ch.lawson.com +49 2103 89060

Austria Antoinette Tuinier extendedservices@at.lawson.com +49 2103 89060

Italy Christian Gobert extendedservices@it.lawson.com +34 93 6001600

Poland Gert Jan Zom extendedservices@pl.lawson.com +49 2103 89060

Extended Services Contacts
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Offering a Superior Experience
Peter Quinn

Chief Customer Officer

peter.quinn@lawson.com
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Our Vision

Our vision is to be the 
global ERP leader in 
each of our target 
markets.
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Our Strategy

Our Strategy to achieve our Vision is to:

1. Focus our development and go to 
market efforts on our target markets

2. Provide a superior customer 
experience

3. Achieve world-class performance in 
each of our functional disciplines
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What is customer experience?

How do we raise the bar?
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Bain & Company – Survey 2005

80% of companies believe they deliver a 
“superior customer experience”

Only 8% of their customers agree.

Bain: “It’s easy for leading companies to assume they are 
keeping customers happy.

It’s quite another thing to achieve that kind of devotion”

What’s Lawson’s position?
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Kathleen Stringfield
Global

Toni  Kennedy
USA

Ulrike Perstl
EMEA

The Customer Experience Office
Established Spring 2009
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We’d like to see
more of this…



Page 19110/7/2009

Less of this…
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and eliminate
this !!
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How do we make this happen?

 How do we know how you feel?

 How do we know what you want us to do?

 Where do we go for advice and guidance?

 How do we set priorities?

 How do we keep customers and Lawson in synch?

 ……………………………..

We build bridges between Lawson and our 
customer communities.
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Paying attention to you!

Satisfaction Surveys

Customer Communities

Lawson Communities
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Relationship Surveys

Tell us:
– How you feel

– How you think we can improve

So that:
– We can improve your experience

– We can grow and stay financially strong
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 Core statistics

– Feedback from 2,300 people representing 1,300 customers

– Roughly 1 in 3  “customers” engaged

 What worked

– We ran a global survey and took a “snapshot” of customer experience

– We can use this as a benchmark 

– We picked up some clear messages

 What needs to be improved

– Timing

– Language

THANK YOU FOR PARTICIPATING

Customer Satisfaction
June 2009 Survey
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Here’s the Bad News

On the June 2009 survey,
we were below the industry average
for enterprise software companies.

That got our attention.



Page 19810/7/2009

Here’s the Good News

We’re focused on the issue.

We’re committed to improving your 
customer experience.
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What did we learn?

There are three key challenges to deal with.
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What did we hear?

 Three major themes emerged from your comments:

– You want deeper and stronger relationships with Lawson

– You want more visibility of the enhancement process

– You have concerns with our Professional Services capabilities

 There are many small things that we can put right quickly

 Better communications is the first step

– More consistent support for user groups

– Formation of Customer Advisory Boards for each business unit

– MyLawson.com -- global roll-out

 We continue to listen

– Will conduct two surveys per year

– June and December
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What’s Next?
 Execute December and June Relationship Surveys

 Recognize successes – an Awards Program

– Business Unit with Best Satisfaction

– Business Unit with Most Improved Satisfaction

– Various individual awards

 Develop Transactional support for relationship surveys

– Our Go-Live surveys go live shortly
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Paying attention to you!

Satisfaction Surveys

Customer Communities

Lawson Communities
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Customer Communities

 User Groups

 User Group Advisory Boards

 Business Unit Advisor Councils

 Product Industry Focus Groups

 Discussion Forums

 Bulletin Boards
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Paying attention to you!

Satisfaction Surveys

Customer Communities

Lawson Communities
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Lawson Communities

 Executive Team

 Business Units

 Competency Centers

 Customer Experience Office

 MyLawson.com
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Our new organization benefits you…

 We learn your business

– We can offer better advice, products, and services

– We can make you stronger, more efficient, more competitive

 One business unit is responsible for your satisfaction

– All your business…

Licenses, services, support

– No matter where it occurs….

No more geographical differences

– One face to the customer
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Read customer-only announcements, public 
press releases, and executive blogs
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Access to the site is role-
based, so you may see 
different features than your 
co-worker; this allows each 
company to enforce its own 
security policies.

Sign-up for 
customer-only 
product emails
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Find contact information for your 
Customer Account Team



Page 21010/7/2009

 All Lawson customers who are current on maintenance are entitled to 
access

 We’ll ask you to assign an employee(s)  to act as Customer/Security 
Administrator and administer access to the site

 Access is role-based

– You may see different features than your co-worker

– This makes it easier to manage your own security policies.

It’s more for your maintenance fee!
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 On November 2, 2009, we will launch a re-designed site with the following 
features:

– New user interface

– Links to Projects

– Connect with Others

– Personalization

– Search

 Effective November 23, 2009, MyLawson.com becomes the interface to 
our Learning Management System

 In spring 2010, we expect to introduce a new Case Management system 
to replace TellUs.

– MyLawson.com will be the front end

You can see MyLawson.com today!
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Keys to success

 Keep completing the surveys
It helps us to help you

 Keep the customer communities thriving
They provide a two-way communication channel between customers 
and Lawson

 Get your company using MyLawson 
This is our primary on-line communication channel between 
customers and Lawson
You’ll hear more from GAM3 soon

Thank You
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