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The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission o f SAP. 

Except for your obligation to protect confidential information, this presentation is not subject to your license agreement or any other service 

or subscription agreement with SAP. SAP has no obligation to pursue any course of business outlined in this presentation or any related 

document, or to develop or release any functionality mentioned therein.

This presentation, or any related document and SAP's strategy and possible future developments, products and or platforms directions and 

functionality are all subject to change and may be changed by SAP at any time for any reason without notice. The information in this 

presentation is not a commitment, promise or legal obligation to deliver any material, code or functionality.  This presentat ion is provided 

without a warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a 

particular purpose, or non-infringement. This presentation is for informational purposes and may not be incorporated into a contract. SAP 

assumes no responsibility for errors or omissions in this presentation, except if such damages were caused by SAP’s intentional or gross 

negligence.

All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ material ly from 

expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, which speak only as of their dates, 

and they should not be relied upon in making purchasing decisions.

Disclaimer
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HOW EXPERIENCED IS YOUR SAP Customer COE ? 
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Customer Center of Expertise
SAP’s Understanding of “SAP Customer COE”

The Customer COE comprises deep SAP skills and knowledge, 

and generates tangible business value through sustainable 

and strong collaboration with the lines of business. 

It is the driver for continuous success to maximize the return 

on investment… 

A Customer Center of Expertise (Customer COE) is an expert team set up on customer side. 
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A New Mindset
The “Hybrid Mindset” – bridging old and new thoughtpatterns

CAPEX vs. OPEX

Perpetual licenses vs. Subscriptions

Customize vs. Configure

Lengthy implementations vs. Rapid deployments

Company-owned vs. Externally provided

Disruptive vs. Non-disruptive upgrades

Innovation every 2+ years vs. Innovation 2 - 4x per year
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Essence for a successful Customer COE
Focus on a holistic management by leveraging the SAP Customer COE Capabilities Framework

Effectiveness Efficiency

Business orientation

 Establish and/or increase 

Business and IT alignment

Business value

 Enable business process 

innovation and efficiency

IT cost excellence

 Reduce the total cost 

of ownership for IT

IT service excellence

 Improve customer 

satisfaction and create 

new capabilities

Doing

the right things

Doing

things right

People, Skills & Digital Change

Processes, Tools & Standards

Organization & Governance

SAP 

Architecture & 

Innovation

Strategy



7PUBLIC© 2021 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Essence for a successful Customer COE
Focus on a holistic management by leveraging the SAP Customer COE Capabilities Framework

Effectiveness Efficiency

Business orientation

 Establish and/or increase 

Business and IT alignment

Business value

 Enable business process 

innovation and efficiency

IT cost excellence

 Reduce the total cost 

of ownership for IT

IT service excellence

 Improve customer 

satisfaction and create 

new capabilities

Doing

the right things

Doing

things right

People, Skills & Digital Change

Processes, Tools & Standards

Organization & Governance

SAP 

Architecture & 

Innovation

Strategy



8PUBLIC© 2021 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

From Business Alignment to Business Integration
The lack of alignment is one of the main reasons why companies fail to realize the full potential for their IT 

investments

• Business & IT alignment indicates 

how IT gets supported

• Proactively manage increased 

expectations and involvement 

from business

• Position SAP Customer COE as 

business focused Value Partner

• Customer COE Strategy will enable 

you to streamline all SAP related 

capabilities

• Business & IT demands will met

more consistently and efficiently 

• Business agility increased to quickly 

react on changing market trends

• Intensify alignment / integration 

activities across all Customer COE 

dimensions

• Review your Customer COE Value 

Proposition (proactive business 

innovation)

• Ensure a common Business & IT 

roadmap (digestible and agile 

roadmaps e.g. breakdown „per 

division“)

IMPORTANCE BENEFITS ADVISE

49% of today’s registered participants 

stated not to have a Customer COE 

Vision and Mission defined yet



9PUBLIC© 2021 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Governance and Organization
Who is making which decisions and who is going to be held accountable for results

ROLES & RESPONSIBILITITES

Change of Responsibilities (from operation to innovation, 
from IT to business, from internal to external)

ORGANIZATIONAL MODEL

Need for business oriented, agile & innovation driven 
models (support several deployment options, DevOps, 
Business mirroring)

PROCESS OWNERSHIP

Solid governance structures due to increased complexity, 
increased business involvement, more players ->  
more integration

• Roles & Responsibilities

• Organizational Model

• Process Ownership

• Boards & Bodies

• Support Model

• Staffing Plans

• …

Governance & 
Organization
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IS YOUR 

SAP CUSTOMER COE 

POSITIONED

FOR FUTURE ?



11PUBLIC© 2021 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Whitepaper –

Strategy, Governance and 

Organization

https://url.sap/2p592i

https://go.sap.corp/0cma

SAP Activate Methodology 

for RISE with SAP S/4HANA 

Cloud, private edition

Further Information for you

THANK YOU for joining the session
Landing page: https://support.sap.com/ccoe

Contact: COE.Program@sap.com

https://url.sap/2p592i
https://go.sap.corp/0cma
https://support.sap.com/ccoe
mailto:COE.Program@sap.com
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No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of

SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its 

distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or

warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials. 

The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the express warranty 

statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional 

warranty. 

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or 

any related presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation, 

and SAP SE’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms, directions, and

functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time for any reason 

without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or 

functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ 

materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they 

should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered 

trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names 

mentioned are the trademarks of their respective companies. 

See www.sap.com/trademark for additional trademark information and notices.

www.sap.com/contactsap

Follow us

http://www.sap.com/trademark
https://www.sap.com/registration/contact.html
https://www.linkedin.com/company/sap
https://www.youtube.com/user/SAP
https://twitter.com/sap
https://www.facebook.com/SAP

