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Business Challenges

Businesses tend to retire mature products once they have run their course. However, from the perspective of business continuity 
and transition, it is vital to effectively wind down a product until all the end users can move on from it. In this case, a longstanding 
relationship has allowed Adobe to completely trust HARMAN in handling the End-of-Life management for its top-rated product,  
Adobe Flash Player.

HARMAN managed every aspect of the product, whilst the IP remained with Adobe for the entire product lifecycle. Through the 
product transition process, minor changes were made, and the product was baselined. HARMAN extended its expertise in 
end-to-end engineering, support, and development of product strategy, including pricing and roadmap. Furthermore, HARMAN also 
assumed responsibility for market ownership of the product by leveraging the marketing and sales channels and conducting a 
pre-sales cycle with prospective customers.  Additionally, HARMAN stepped in and provided support for AIR SDK, as Adobe 
reduced investments in the same. 

HARMAN Solution

Adobe Flash Player offerings tailored to
various segments of the market
HARMAN had to solve the problem of most browsers removing support for all plug-ins, hence creating an offering called the 
Packaged Browser. It embeds Flash Player alongside custom browser components and makes it an installable application. Upon 
installation on the desktop, it prevents security threats from attacking the Flash Player by restricting contents to customers’ 
known-good applications and preventing any unwanted or malicious content from being loaded. HARMAN continued to support 
the Flash Player using various Plug-in mechanisms as the other key offering, and consumers could choose this over the packaged 
browser. HARMAN also extends support in collaboration with a third-party offering called CheerpX, for preserving Flash Player 
functionality in unmodified browsers using server-based deployments.  Another product in this series is support for Flash within 
Customer Apps, intended for organizations that use the Flash Player on a bespoke basis. HARMAN tailored the solutions to their 
existing client setup.

HARMAN expertise in managing product EOL solutions is reflected in the approaches adopted: 

As a result of streamlining and automating processes, HARMAN managed to accelerate the approval process for legal documents 
and agreements by creating templates. Adding to this, pre-approvals and pipeline structures were also expedited. For the EOL 
management solution to be optimal, HARMAN expanded, streamlined, and integrated robust processes that ensured seamless and 
high-quality process delivery. 

Approach 1: Processes and commercials

Using HARMAN JIRA designed for incident management and issue tracking, a 24x7 support team was set up across multiple 
geographies that handled event alerts and tickets internally.  With a premium support agreement, customers can freely access 
HARMAN JIRA to raise their cases for direct communication.
HARMAN also provided customized solutions for customers based on their specific URL and content filtering criteria. The CI/CD 
software could deliver rapid updates and quickly generate licenses for customers whenever the sales deals were closed.

Approach 2: Support infrastructure

Initially, when HARMAN launched various packages to manage Flash Player's EOL program, it was prudent to start conservatively 
as the market size was elusive. However, once it attracted a large number of customers, the core teams were quickly scaled up 
across geographies. Further, the sales and presales teams are well-trained to understand the products they handle and market them 
proactively to existing and prospective customers.

Approach 3: Rapid ramp-up 
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A testament to HARMAN and 
Adobe’s long standing partnership

PROCESS AND DELIVERY

Starting in 2006 and continuing to this day, HARMAN and Adobe have been sustaining 
an enduring relationship that spans nearly two decades.  Among the various programs 
HARMAN has handled for Adobe over the years, only Adobe Flash Player and AIR SDK 
are still in operation; the rest of the initiatives have been successfully completed. 
HARMAN maintains both of these Adobe platforms and manages their long-term 
licensing agreements.

HARMAN established the processes and delivery models for these Adobe applications and started marketing the solutions on its 
website. Likewise,  Adobe promoted the same on its website and redirected prospects to HARMAN.  At first, marketing the 
product was challenging owing to ambiguity in estimating prospective customers. So, HARMAN took a proactive approach by 
announcing the takeover of management and licensing of the Flash Player for users.

Enterprise
Communication

HARMAN has demonstrated its expertise in handling EOL management with a wealth of experience overseeing products towards 
their end of life and managing them effectively for high-profile clients, including Microsoft, Nokia, Oracle, and Adobe. It is a 
considerable branding risk for large organizations to give up their product EOL management. The success HARMAN has achieved 
on this front has deepened their trust with time and led to an ongoing partnership.

Approach 4: Proven track record

For large corporations with critical applications that require constant support, such as financial tools and 
trading platforms, HARMAN offers support backed by a 24x7 service model. Rotational shift support 
across three continents, covering even weekends and holidays. HARMAN also offers structured and 
staggered support where the L1 team provides the first response line, followed by the L2 and L3 teams, 
to ensure response times follow contractual SLAs. The issue-tracking system is built on HARMAN JIRA, 
with customers having an option of directly accessing it to submit incidents, monitor progress, and share 
updates and feedback in real-time. The HARMAN EOL process is holistic and efficient regardless of 
product type or organization.

Support

HARMAN created several brochures and other collaterals to handle 80% of sales and presales 
communication. Upon receiving numerous customers’ requests on setting up the product, security risks, 
usage duration, and how to address their end-users’ issues, HARMAN built a team of technicians and 
generalists capable of providing technical assistance and guiding customers through the solution. 

Sales and Presales Framework

HARMAN strengthened its teams across three continents by adopting a 'train the trainer' approach to 
enhance knowledge transfer in every region. Besides building a vast knowledge base that can serve as an 
FAQ repository, efficient workflows were also designed and documented.

Delivery
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About HARMAN Digital Transformation Solutions (DTS)
HARMAN’s Digital Transformation Solutions (DTS) is a strategic business unit dedicated in blending the physical and digital to make technology more dynamic in 
order to serve the ever-changing human needs. Our team of over 7,000 employees, spread across 12 countries in 45+ locations, with their expertise across 
hardware, software, and industry domains are constantly delivering cutting edge technology solutions to over 200 clients globally. HARMAN DTS aims towards 
helping customers deliver a holistic experience to their customers – through the convergence of digital, cross channel user experience, cloud, mobility, insightful 
data, and internet-of-things backed by scalable underlying IT platforms. Healthcare, Communications, Industrial, Software, Retail and Hospitality being our key focus 
verticals, we have made significant investments into this space. Leveraging our global delivery approach, IPs, platforms and people, we deploy next generation 
technology platforms across industries, offer cost savings and deliver innovative solutions to help our clients on their digital journey. To know more, please visit 
https://services.harman.com

About HARMAN
HARMAN (harman.com) designs and engineers connected products and solutions for automakers, consumers, and enterprises worldwide, including connected car 
systems, audio and visual products, enterprise automation solutions; and services supporting the Internet of Things. With leading brands including AKG®, Harman 
Kardon®, Infinity®, JBL®, Lexicon®, Mark Levinson® and Revel®, HARMAN is admired by audiophiles, musicians and the entertainment venues where they perform 
around the world. More than 50 million automobiles on the road today are equipped with HARMAN audio and connected car systems. Our software services 
power billions of mobile devices and systems that are connected, integrated and secure across all platforms, from work and home to car and mobile. HARMAN has 
a workforce of approximately 30,000 people across the Americas, Europe, and Asia. In March 2017, HARMAN became a wholly-owned subsidiary of Samsung 
Electronics Co., Ltd.

Technology-led Productive Automated Progressive

By taking over Adobe's product, HARMAN enabled the company to invest in newer areas, 
technologies, and forward-looking products as resources and expertise were freed up.  With the 
Packaged Browser, HARMAN started with a basic version and then added necessary user 
experience (UX) enhancements to ensure it became more intuitive for customers.  A larger team 
of 45 people was built around the product as demand for it picked up instantly.  With this 
endeavor, HARMAN has demonstrated its capability to take on a project previously managed by 
the owners, improve upon it, and extend its life for a considerable period of time.

With this solution, End-of-Life management for Adobe products was made more:

Transforming products from 
End-of-Life planning to newer lifecycles

Benefits Delivered

OTHER SUCCESS STORIES 

HARMAN took over one of the 
largest consumer electronics 
company’s smartwatch as a 
product IP transfer initiative 
involving a handover of products 
and owning all engineering, 
product strategy, and 
marketing-related initiatives.

HARMAN also acquired Media Suite from a leading video, 
voice, content collaboration, and communication 
technology company.  This was an engineering R&D 
transitioning effort that involved the transfer of ownership 
of R&D engineering, support, and quality assurance. 
HARMAN replaced a large number of FTEs of 100+ with 
HARMAN resources in record time and achieved a 30% 
TCO over the last five years.
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