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Legal disclaimer

The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the
permission of SAP. 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 document or any related
presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation
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
document is not a commitment, promise or legal obligation to deliver any material, code or functionality. This
document is provided without a warranty of any kind, either express or implied, including but not limited to, the implied
warranties of merchantability, fithess for a particular purpose, or non-infringement. This document is for informational
purposes and may not be incorporated into a contract. SAP assumes no responsibility for errors or omissions in this
document, except if such damages were caused by SAP’s willful misconduct or gross negligence.

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,
which speak only as of their dates, and they should not be relied upon in making purchasing decisions.
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Agenda

SAP support basics, Support Backbone, Live Business / Live Support
Tools that support you in our own system to find solutions

How to search for a solution in SAP One Support Launchpad
How to create a customer incident via SAP One Support Launchpad

Real Time Support
How to use the Expert Chat
How to use Schedule and Expert Session

How to speed up and escalate an incident and provide feedback to SAP
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SAP support basics
Support Backbone

|

{4—-»[ https://support.sap.com J X
Support —
Portal

< e+ ek

Contains a variety of target-group-
specific Internet portals

*  SAP One Support Launchpad
*  Help for SAP Support Application

* Release, Upgrade & Maintenance

«  Offerings & Programs
*  SAP Solution Manager

* Access for SAP Ariba, SAP Fieldglass, SAP Hybris
and SAP Concur Support Channels

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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SAP ONE
Support
Launchpad
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Your one stop for all support and
service-related needs

* SAP Notes search and incident wizard
* SAP software distribution center

e Administration of remote connections
* License key and requests

* SAP service and software catalog

* SAP HANA Enterprise Cloud, SuccessFactors and
Support Partner

- [ https://scn.sap.com J X |
o el . YN
o
- &
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SAP’s professional social network to get
help, share ideas, and connect with others

* Discussion forums, blogs, and videos
* Quick access to expert advice

* Online trainings

Software downloads


http://www.service.sap.com/

SAP support basics
What is support?

There is a new error/defect in the software.

An error/defect in the software causes new subsequent errors.

When implementing corrections and following the correction instructions, problems occur.
Unexpected results or other errors occur due to incorrect documentation.

Custom code issues (applicable to Enterprise Support customers only, in a productive environment for emergent cases).
As long as the custom code is documented in accordance with the applicable standards
(http://Service.sap.com/supportstandards), SAP can support you in solving the problem.

For custom code that was developed in an SAP Development environment and has met the SAP custom code standards
(run support, no build support)

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 5



SAP support basics
What is consulting?

Any gquestion concerning implementation, including sizing, installation and upgrade, errors resulting from installation or
upgrade, integration, and best practices

Any gquestion on configuration/customization/designing, including any configuration not mentioned in the SAP product
documentation or third-party product documentation

Any questions or issues due to incomplete customization

Any guestion concerning the processing logic of the software or the business processes (questions regarding the
transactions, programs, screens and the contents of screens, printouts, and so on)

Any question concerning administration/optimization, including performance tuning, optimizing databases, load balancing,

archiving, recovery, and any other third-party applications; any training questions including product use, best practices,
and how-to questions

Questions on errors that were caused by a modification to the system (for example, using user exits and so on)

Any questions whether the solution is clear from the short text or from the help text of the system error.

Find out more: SAP note 83020 - What is consulting - What is support?

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 6


https://launchpad.support.sap.com/#/notes/83020/E

SAP support basics
SAP incident solving process at a glance

f Incident occurs

’

Search for solution —>

Knowledge Base Articles (KBAS) via
Google search

Guided Answers
SAP Community

SAP Support Portal

Support by Product

!

J

Create customer
incident

(.

Development

i

Support Center

Support
Investigate the Hand over :
incident » ncident . Develop and test solution
v

Create a new SAP Note

|
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Contact SAP Customer Interaction Center:
https://support.sap.com/contactus or via SAP Note 560499



https://support.sap.com/contactus
https://launchpad.support.sap.com/#/notes/560499/E

Live Business needs live support
Next-Generation Support for the digital enterprise

—_—
<z

Self-service and incident
prevention

Next-Generation Support has several
comprehensive solutions — so you
never have to ask a question, and if
you do have a question, you receive
an answer instantly.

Knowledge Base Articles (KBASs) via Google search
Guided Answers

SAP Community

SAP Support Portal

Support by Product

Proactive outreach through info sessions and
WhatsApp
© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Real-time
interactions
We offer real-time support channels
with live and direct access to SAP’s
support experts, creating a faster and
more direct route to issue resolution —

anytime, anywhere, and from any
device.

Expert Chat
Schedule an Expert

Ask an Expert Peer (Feature Trial)

Call-1-SAP & Customer Interaction

Center (CIC)

Digital support
experience
Benefit from a seamless and intuitive
omnichannel support experience with

personalized, context- sensitive
support when and where you need it.

SAP ONE Support Launchpad
Built-in support

Cloud Availability Center

SAP Cloud Trust Center

Social Media integration

Innovation
engine

SAP constantly innovates to improve
our products and provide you with a
world-class support experience. As
thought leaders, we aim to provide you
with state-of-the-art support including
machine learning and cognitive
computing driven services.

Thought leadership

Cognitive computing


https://support.sap.com/en/offerings-programs/strategy.html

Next-Generation Support for the digital enterprise
Self-service and incident prevention

Self-service and incident prevention.
Next-Generation Support has several comprehensive solutions — so you never have to
ask a question, and if you do have a question, you receive an answer instantly.

Knowledge Base Articles (KBAs) through Google search
Guided Answers

SAP Community

SAP Support Portal

Support by Product

Proactive outreach through info sessions and WhatsApp

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC


https://support.sap.com/en/offerings-programs/strategy.html

Self-service and incident prevention
Knowledge Base Articles (KBAs) with Google indexing

Overview

Incident-specific documents
Instant publishing

Enriched content (embedded
screenshots)

Rating and free text
commenting features to
provide feedback on the
quality of a KBA

A provides you with incident-specific information through the
SAP ONE Support Launchpad or a search engine — right at your fingertips.

Benefits

Information you can easily
access through the SAP ONE
Support Launchpad or a
search engine when you need
it

Provides you with quick
information on your topic of
interest

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Access

Both KBAs and SAP Notes
can be accessed with a valid
S-User through the SAP ONE
Support Launchpad, or using
a search engine (Google)

Launchpad noatification by e-
mail: Configure your SAP
ONE Support Launchpad to
get notifications when SAP
Notes or SAP Knowledge
Base Articles in your area of
interest are created or
updated. Check out KBA #

2468675 to learn more.

Preview

/ﬁh\ E~ ‘? SAP Knowledge Base Article Kno.

Manager 7.1

Version 4 from 18.09.2015 in English

Enter search ter

1842840 - Diagnostics Agent disconnecting
from Solution Manager System - Solution

Ql &

CTT¥ 1842840 < Diag Agent di

Symptom

Diagnos Gents are GISCONNECINg from SAP Solution Manager Somelimes
As fesult The Diagnostics Agen der

i fagents | g Agent Connectiity \opl Viewer | ).

Enables you o start, stop, and restart registered agents

Tl Maintenance Mode ¢~ On s OFf  Histon

Connected Agents  Non-authenticated Agents | Connections Logs

Agent Table Size 310 | = || (5 More Details | [ Auto-refresh on | &9 Export to Microsoft Excel

Full Host Name

31P4] Ping failed (com 53

ing from Soluti Managurlh

Feren

p sma.

le_SWub@52291211] aer 30001 1

kd to Customer 0 customer ratings

sometimes
it Agents in Agent Administration Ul under hitp://<host:

Viewer App\icat\ons Management

Show Changes [ 3k ...
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https://launchpad.support.sap.com/#/notes/0001842840
https://apps.support.sap.com/sap/support/knowledge/preview/en/1842840

Self-service and incident prevention

Guided Answers

Overview

Helps you to find the answer
through multiple channels

Uses decision trees concept

Content grows over time and
helps to accommodate new
or unforeseen scenarios

Captures the workflows of
support engineers

Leads you to relevant content
(KBAs, SAP Notes, wikis, and
more) to address your issues

Check out the Guided
Answers video

offers you help by providing a step-by-step guide through an issue or a process.

Benefits

Receive step-by-step
guidance through a particular
problem

Learn how to use the product
as well as troubleshoot it

Select a scenario and be
guided towards a solution
without any further
intervention from a support
engineer

Obtain faster resolution of
problems

Navigate through an easy-to-
use interface

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Access
Guided Answers on SAP
Support Portal

Direct Access To Guided
Answers

Or access Guided Answers

through the SAP Support
Portal using the search

Knowledge Base through
header navigation

SAP Guided Answers QP
Interactive documentation designed to help troubleshoot issues, navigate processes and guide through tasks.
Search
!
& Guided Answers Trees 221 | Products  Components %

No fitters currently applied.

[Tutorial] How to select the right component fer your incident

Product: SAP NetWeaver ~ Component BC-ABA  Details =

Employee Central Standard Reports Troubleshooting in Advanced Reporting
The purpose of this tree is o give you a guide on how to troubleshoot Employee Gentral Standards Reports.

Product: SAP SuccessFactors HCM Suite Component: LOD-SF-ANA-ODS Details =

Report Schedule and Outp:

s to give you a guide on how to froublest

Prod SuccessFactors HCM Core Component: LO Details =
Agentry - Troubleshooting: SMP 3.0 - Error 14

Agentry Error 14 is an error popular when the device transmit: d cannot see the backend SMP 3.0 server
Product: SAP Mobile Platform SDK Component: M Details =

How to setup and run the connector through SFTP server

Connectors process igh feed files

Product: SAP cessFactors Learning Component: LOD-SF-LMS-CON Details $

ord reset E-Mails

ooting the issue of not receiving Password reset E-Mails.

11



https://www.sap.com/assetdetail/2017/10/c48b9da9-d77c-0010-82c7-eda71af511fa.html
https://support.sap.com/en/my-support/knowledge-base.html#section_307623726
https://ga.support.sap.com/dtp/viewer/
https://support.sap.com/home.html
https://support.sap.com/en/my-support/knowledge-base.html

Self-service and incident prevention
SAP Support Portal

allows you to access support anytime, anywhere, and from any device.

Overview

The SAP Support Portal is
your central location for
important support updates
and tasks

Easy navigation through
simplified navigation structure
with five key navigation areas

Mobile-optimization allows

Benefits

Expanded top tasks area for
one-click-access to the things
you do most — from reporting
incidents to downloading
software, managing users to
viewing your cloud status
dashboard

Access to knowledge

Access

https://support.sap.com

Check out the SAP _Support

Portal video

SAP Support Portal Home

Preview

Features

you 1o access support from management, most up-to-date === )
. information, and helpful OFzI0|
anywhere, at any time, and T e
with any device resources Ky ﬁﬁ
Quick and efficient search bar [=]: ¢ Mobile Desktop

Easy and fast access to
information and applications
on SAP ONE Support
Launchpad

at the center of the home
page

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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https://support.sap.com/
https://www.sap.com/assetdetail/2017/05/e63c7116-ba7c-0010-82c7-eda71af511fa.html

Self-Service & Incident Prevention
Support by Product

With

Overview

Find support information about
your products faster and easier
with support by product pages
in the SAP ONE Support
Launchpad and the SAP

Support Portal KBAs, documentation, blogs, functionality called “Products” S —
12673 Document :

Product pages in both major
support properties contain all

Benefits

On the support by product
pages, you will have at-a-
glance view and access to
helpful content and resources
for your product (version):

web pages, tutorials, release
notes, and more

you get an at-a-glance view of support-related content for products and
product versions in the SAP ONE Support Launchpad and the SAP Support Portal.

Access

SAP ONE Support Launchpad
(S-user required):
Add the “My Products” tile to

your personalized home screen
or use the new search

and enter the product name you
are looking for

Preview

o <

VY broductPages  Products
—

A

@ SAP enhancement package 6 for SAP ERP 6.0 ¢

Number

0002515157

Title

Seniority grouping incorrect du

@

Receive easier and faster Easily navigate through the e T —
you need to know about your content on the product pages E
prOdUCt (VerSion) - Or gUIde access Of prOdUCt_reIated 0002536110 eSocial: $-1030 Job events
you to more helpful Content If Content relevant tO yOU - a” Save prOdUCt pages as Pratay for nlan XXXX

; “favorites” for future quick
mpil none w

needed compiled on one web page access Example: Product
SAP ONE Support Launchpad * O the product pages, you will page In faunchpad

. : SAP Support Portal:
offers a broader range of SAP find content from different
products resources consolidated for you Access through "Products” in the
Read the FA hi header navigation Example: Product page in SAP Support Portal

ead the FAQ or this news . )
© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC Then eaSIIy na\”gate throth the 13

product pages


https://launchpad.support.sap.com/#/productsearch
https://support.sap.com/en/products.html
https://support.sap.com/en/support-by-product-faq.html
https://news.sap.com/sap-launches-support-by-product-pages/
https://launchpad.support.sap.com/#/personalization
https://launchpad.support.sap.com/#/productsearch
https://support.sap.com/en/products.html
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How to speed up and escalate an incident and provide feedback to SAP
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SAP tools that support you in our own system to find solutions
Automated Note Search Tool (ANST)

V] YKE 000 = L 0%
— Create Integration Model
MNAMST w =9 H H 4:| o M +} 1 1 %:!.
0 / « = ol L]« ®»mE
Model Name SAP TEST
SAP Easy Access P grcumeor
APO Application SAP_TEST
GE 2
L= EB Material Dependent Objects General Selection Options for Materials
) ' Materials + Plants Material B4 zms* To [
Favorites MRP Area Matl MRP areas = Pht to =
w ESHPMEI’IQ AMPL Matl Type e =
---------------- Mat. ; PlantSpec. Mtl Stat To [
» [0 Office Enter your Data and we = Supply Area HRp o o
. . ® MRP Type to =
> Cross-Application Components run your steps 3 e = =
> L “em. Plant [ ‘Warehouse Number to (]
5 Start the
Contracts [ SchedAgreements |}
Program Pur.Info Record = Production Data Structure
= =
V] TKE OO0 & N @%
o k] PDS Type * P PP/DS
AutonZ«d Note Search & Customer Code Detection Tool . = . = EZ:’:S o
(®7[i] = Opentrace [ Object Customizing % Settings  {[J Delete Trace (@) Trace On/Off 2 = . = 2. = .
Cust. Spec. Stk [t Vend. Spec. Stk [ Routing Select. # D Detailed ping
Execution Data B Rate-based plng
) Eraras Sales Orders [ Sched. VM1 (] R Rough-Cut Ping
# Transaction Program BSP Application s E i
Web Dynpro Application WD Application Configuration CRM BSP Frame Pianned Orders | Prod. Order o
CRM Webclient CRM UI Frame . . . ..
LT e The Automated Notes Search Tool (ANST) is an application that is intended to search for

Trace Parameters

SAP Notes in order to solve problems, specifically those notes that have correction
instructions.

Description Performance Trace CFM1|

There is no download for this tool. If you have installed Support Package 740 or later, ANST

+ Save Trace

Upload Trace

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

is installed to your computer.
SAP Note 1818192 - FAQ: Automated Note Search Tool
Read about ANST on the SAP Community
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https://launchpad.support.sap.com/#/notes/0001818192
https://blogs.sap.com/2013/03/11/a-new-application-that-makes-it-easier-to-find-sap-correction-notes/

SAP tools that support you in our own system to find solutions
Performance Assistant Notes and KBAs Search (PANKS)

Performance Assistant Note and KBA Search (PANKS) consists of a new button added to the performance assistant that searches for SAP Notes and KBAs
that are relevant to the incident. PANKS can be installed in customer’s system by applying SAP Note 2020356. It has been included with Support Packages
since Support Package 10 in 740.
Whenever you get an error message, the performance assistant is there to help you:

o

Change Actions

FKE 000

Al (@ Executeinfogroup & Cha

Pers.No. 777667

Hame madhu.
EE group 1 Active

Pers.area

EE subgroup O] Ormani Salried
Start 01.01.2011 to 31.12.999% Chy

Personnel action

Action Type

01 Hiring

Reason for Action
Status
3 Active
1 Standard wage type
rgan
Postio 99999993 Default position
Personne| | area 401)  Oman Personal Area 1
Ermployee group 1 Active
Employee subgroup Omani Salaried
Additional actions

Start Date  Act. Action

01.01.2013 01 Hiing

Type

g% =1 Cd B =T R~ ]

Organizational Assignment infotype does not exist for
01.01.2011

Message no. PG259

onf .
Diagnosis

A record of infotype 0001 Organizational Assignment does not exist on
01.01.2011 for this personnel number.

System Response

sponse depends on the infotype and is determined by the
nment field in infotype table T682A

The syst
No org.
The system displays either a warning or an error.

Procedure

Check that your entry is correct and meaningful, and then continue.

@ Organizational Assianment infotype does not exst for 01.01.2011

This is the famous performance
assistant that comes along with ABAP
error messages.

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

& Performance Assistant — —Ax
g | I B |- = A
| Organizational Assignment infotype dnes| >AF Notes/ Search KBAs
01.01.2011
Message no. PG259
t Diagnosis

i Arecord of infotype 0001 Organizational Assignment does not exist on
01.01.2011 for this personnel numkber.

System Response

The system response depends on the infotype and is determined by the
No org. assignment field in infotype table T582A.

The system displays either a warning or an error.

Procedure

Check that your entry is correct and meaningful, and then continue.

Looking more closely at the performance assistant, you will
notice there is a new button.

16
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SAP tools that support you in our own system to find solutions

Performance Assistant Notes and KBAs Search (PANKS)
o

& Performance Assistant
RS B | =

Ch
i Organizational Assignment infotype does SAP Notes/ Search KBAs
01.01.2011

Message no. PG259

oMq | .
Diaanosis

Click on it and you will get KBAs and SAP Notes related to the error code that are relevant to your SAP
NetWeaver system. In the example, PG 259

Q' K OO T ©%

Automatic Search Display: Notes

The system has searched for existing solutions with this error signature :
Transaction PA41 Message: PG 259

Following 1 Motes Match Errer Signature:

impl. ot umber |comporent oo e

Not in System|2113436|LOD-EC—GCP—PY|Recommendations / Additional Info |‘fou want to change the hire date of an employee which is replicated from Employee Central to the ERP system.l

No matching SAP Note/KBA found?

How to get best results from an SAP search

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Or the search parameter is shown if nothing
is found

L [& 063(1)/002 Search for Notes & Knowledge Base Articles (KBA)

a Parameter for searches done
c
Transaction:
CFC3/-
n
. Program{s):
SAPMSVMA
Q SAPLCIFC
L SAPLSVIM
n
Message:
d SV 117
1
a No relevant Notes/ KBAs found
n
5
te
1 7 5
| e | x

17



SAP tools that support you in our own system to find solutions
Performance Assistant Notes and KBAs Search (PANKS) for Web Ul

File Edit View Favorites Tools Help
= & BCD = SAP - [Home] £]Web Slice Gallery v
w . Share Personalize Help Center System News Log Off
s Sales Professional
Saved Searches ¥ Accounts with NO ... v | Go || Advanced |||/
‘ Package Quotation: 8000005441, gvdbgrbggbv EIBack ~ [ -
e [ElSave | ¥ Cancel | [iNew [f3 | Create Follow-Up | Print Print Preview | Mores 002 © 30
Marketing X
- i i A
. QuctationDetalls 53@ Installed base 103 does not exist and will not be saved
General Data pr 53@ ltem 10: Installed base 103 does not exist and will not be saved
Worklist
Calendar ID: 8000005441 External Reference:  Test
Description:  gvdbgrbggbv Priority: v
E-Mail Inbox =
Sold-To Party:  02Megastore Maria Selva Rani Status: In process S
Account Management » Coniace Rech: =
Activities 4 Reference Ohiects [ORR VR nnn 1ien -

In order to implement PANKS for Web Ul, you can have a look to

the following note:

2337800 — PANKS Integration WUI

If you still don’t have the PANKS for SAP GUI, you must implement

first the following note:

2020356 — Search for SAP Notes in document viewers not possible

Read about PANKS on the SAP Community

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Performance Assistant Note and KBA Search

Message Type: E

Message Number: 018

Message Class: CRM_SERVICE_OS

Message Text:  Item 10: Installed base 103 does not exist and will not be saved

Number Title
1070629 FAQs: Migration to General Ledger Accounting (new)
1963778 Report for composite SAP Note 1965028
2078734 SQL Anywhere 11 Release Notes - 11.0.1 Build 3069
2078739 S0L Anywhere 10 Release Notes - 10.0.1 Build 4310
2085509 Targeted CR List for ASE 15.5 ESD#2 - SAP ASE
2087578 Targeted CR List for ASE 15.0.2 IR
4Back 1 2 Forwardr

2 httpsiffldeigddwdf. sap.corp44324f5ap (b0 UBIZIPTUwNCZkPY pbg==)/be fbspfsap/bspwd_crmp_testfsess - Internet Explorer

Application Area
FI-GL-MIG-BO
BC-EIM-ESH
BC-SYB-SQA
BC-SYB-SQA
BC-SYB-ASE
BC-SYB-ASE

Filter:
Status
Mot in System
Mot in System
Mot in System
Mot in System
Mot in System

Mot in System

o3 =R
€] B~
& 9
Priority
Recommen...
Correction ...
Recommen...
Recommen...
Normal
Normal
18


https://launchpad.support.sap.com/#/notes/2337800/E
https://launchpad.support.sap.com/#/notes/2020356/E
https://blogs.sap.com/2014/11/28/got-an-error-message-the-new-tool-panks-is-here-to-help-you/

Other troubleshooting tools
SAP NetWeaver Java Support Tool, Note Assistant, and Landscape Analysis Utility (LAU)

SAP NetWeaver Java Support Tool Y NW Java Support Tool

Version: 1,0.20160818224255

The SAP NetWeaver (NW) Java Support Tool connects to a NetWeaver AS

Java system and automatically collects the information required for you to Exception “

_—.’., B ‘ . =
O
Startup
"—,'1.7"'—\

troubleshoot an issue before uploading such data to SAP Product Support.
It also provides guidance and assistance in the case of needing to apply a
patch and analyzing all patch dependencies.

Read about the SAP NW Java Support Tool on the SAP Community

' Connected to System N72, Instance 00

Note Assistant
Easy and Continuous Improvement for your SAP Solution

Note Assistant is a powerful tool for rapidly implementing specific SAP Notes. Note Assistant
makes it easy to install specific corrections to SAP solutions. It also recognizes any dependencies
on SAP Notes, Support Packages, and modifications that have already been implemented, which
helps to ensure you implement all appropriate fixes for your SAP solutions. These capabilities
make Note Assistant a useful complement to SAP's support services.

Read more about Note Assistant

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 19


https://wiki.scn.sap.com/wiki/display/ASJAVA/SAP+NW+Java+Support+Tool
https://support.sap.com/en/my-support/knowledge-base/note-assistant.html

Other troubleshooting tools
SAP NetWeaver Java Support Tool, Note Assistant, and Landscape Analysis Utility (LAU)

Landscape Analysis Utility (LAU) SAD TR

The Landscape Analysis Utility (LAU) is to be used by support Heieeme

engineers, consultants, and mobility product administrators. It Or G, 1 S 0 81 S o ST 7 e 1, 1 bt
Is designed for supporting many aspects of the products and ol e e T T e D T

simplifies the process of reporting on the product and

landscape configuration, and performing root cause analysis Would youlike to import existing LAU configuration?

tasks.

Read about LAU on the SAP Community

Purpose and Overview

The purpose of the Landscape Analysis Utility (LAU) for Afaria, a free of charge tool which will be maintained with enhancements
and corrections for the foreseeable future. When a support engineer receives a new incident, first thing the engineer needs is an
overview of how the product has been implemented in customer's environment. A considerable time sync is required to get the
information, and usually repeated multiple times for details. This process usually leads to unorganized information and key pieces
of information missing and ultimately longer incident processing time. Mobility customers need a simple and portable approach to
gather, organize and analyze environment information. LAU is a standalone application, which can gather information from
multiple servers in an environment; including settings, registry, and logs; and generate a report which a customer can view and
also send to support engineer for quick analysis.

20
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https://wiki.scn.sap.com/wiki/pages/viewpage.action?pageId=436342691
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How to speed up and escalate an incident and provide feedback to SAP
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How to search for a solution in SAP One Support Launchpa
SAP Notes and KBAs search — free text search

& £ "3‘ ¥ Knowledge Base Search

~ Search In: SAP Notes & KBAs

Knowled...  ~ | {incremental load| @il Q g & ~
Repository objects Enter your search term Start the search ExpertSearch A
255 Document(s) found Sort By: Relevance ~ (&= E iii

SAP Notes & KBAs. 255
SAP Community 193
SAP Community Wiki 24
SAP Support Portal 16
SAP Help Portal 204
SuccessFactors Community 79
Guided Answers 5
set your flltel‘ v Filter By Clear
» Component Select
BC-SYB-ASE™ (Sybase ASE Database Platform (non Busi... 53
LOD-SF-EC* (Employee Central) 51
BC-UPG* (Upgrade - general) 34
BC-DB-SYB (SAP Business Suite on Sybase ASE Databa... 29
BW-S8YS-DB-SYB (BW on Sybase ASE Database Platform) 26
Show More
v Type Select
SAF Note 161
SAP Knowledge Base Article 94
v Calegory Select
Problem 59
Program error 40
Upgrade information 37
How To 27
Installation information 23
Show More
v  Priority Select

Contact Us hare Your Feedback  About the Launchpad

2413486 - Correct or Update Compensation Information record via Import in Full Purge or Incremental Load
How to Correct or Update Compensation Information record via Import in Full Purge or Incremental Load

LOD-SF-EC-CMP (Comp Info,Recurring & Non Recurring)  08.03.2017 SAP Knowledge Base Article Rating: 5.0 - 1 votes C h an ge d |Sp|ay
2494885 - Correct or Update Pay Component Recurring or Pay Component Non Recurring Information record via Import in Full Purge Llst/TabIe VieW

or Incremental Load
Correct or Update Pay Component Recurring Information record via Import in Full Purge or Incremental Load . Correct or Update Pay Component Non Recurring Information recard via Import in Full Purge or Incremental Load

LOD-SF-EC-REP (Reporting Data) 30.06 2017 SAP Knowledge Base Article

2236949 - Incremental load behaves like Full Purge for Dynamic Role Foundation Object Import
Symptom: __In the current scenario, when importing Dynamic Roles, the existing records are flushed out and replaced with the records that are being loaded while using the incremental load operation. This means that Incremental operation behaves as a Full

LOD-SEEC[Emplovas.Cantrall.30.10.2015._SAP Knowledge Base Article

1 Reset yOUf fllter case of errors on ERP side

Y g TP T OS USiy TaISaCao s . At least one of them has erroneous master data in ERP. Incremental load business function (CA_CIF_INILOAD_01) was activated. The integration model is activated anyways, but no new integration model is cre

SCM-APO-INT-MD-PDS (Production Data Structure) 19.10.2015  SAP Note

2489526 - Correct or Update Job Relationships Information record via Import in Full Purge or Incremental Load
How to Correct or Update Job Relationships Information record via Import in Full Purge or Incremental Load

LOD-SF-EC-JOB (Job Information & Propagation XML) 14.06.2017  SAP Knowledge Base Arlicle Rating: 2.0 - 1 voles
2470701 - "Composite Employee Data Import” job. in provisioning is set to run as incremental load but when saving job changes to

full purge
When creating a new "Composite Employee Data Import” job in provisioning and setting this job to run as incremental load; after you click save you will see that the job get saves as a full purge instead of incremental load.

LOD-SF-EC (Employee Central) 09.05.2017 SAP Knowledge Base Article

1389487 - Inconsistency in CIF incremental load for material
When transfering materials with CIF and incremental load is activated inconsistency may occur during the data transfer.

SCM-APO-INT (Interfaces) 19.10.2009 SAP Note

1744247 - INT-PDS: Incremental data load is not working with SubCont
You are using subcontracting PDS and activated incremental data transfer for PDS. You see that incremental data transfer is not working in this scenario. An error occurred on the SCM side which you can find in the application log. You notice that the numb

SCM-APO-INT-MD-PDS (Production Data Structure) 19.07.2012 SAP Note

2220918 - Analytics DataMart Cleanup and Incremental Scenario Submission (Improve Slow DataMart Load Performance) - EIS
When running the DM_LOAD or DM_LOAD_MANUAL job, performance decreases when there are too many scenarios in the DataMart tables (located in the DataStore Schema).

SCM-EIS (SAP Enterprise Inventory and Service-Level Optimization) 24092015 SAP Knowledge Base Article

1115009 - SPP Alert Monitor: Download Excel - Incremental load

When the user would like to download the content of the SPP Alert Monitor Detailed View, the application copies only the visible rows, and not the whole content.

SCM-APO-SPP-SHA (Shortage Analysis) 15112007 SAP Note

1302820 - PeopleSoft General Ledger Rapidmart DELTA load doesn't include incremental data
PeopleSoft General Ledger Rapid Mart DELTA load doesn't include incremental data .. DELTA load appears to use the global variables $G_SDATE and $G_EDATE, instead of AW_JOBEXECUTION table values EXTRACTLOW and EXTRACTHIGH

EIM-DI (Data Integrator, Gomposer) 13.02.2009 SAP Knowledge Base Article

2315276 - Employee Central Implementation - Data Imports FAQ

© 2018 SAP SE or an SAP affiliate company. All rights reserved.

PUBLIC

22



How to search for a solution in SAP One Support Launchpad
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The perfect customer incident
Content of an incident a must know!

CUSTOMER INCIDENT
Create customer incident with following content:

1.

2
3.
4

Choose installation and system number.
Select the correct component.
Enter S-user/person getting the error message.

Provide a meaningful short text description and a step-by-step description,
including navigation and description of expected results.

Add a screenshot of error message and inform about any SAP Notes search
that was done.

Open service connection and provide login data (SAP Note 1773689 and
2281599).

Carefully select the incident priority (SAP Note 67739).
Record only one issue per incident (SAP Note 50048).

Provision of valid and accessible contact data by e-mail and telephone

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Additional Information

SAP ONE Support Launchpad:
https://launchpad.support.sap.com/

Customer-specific dialog boxes with
nondisclosure agreements:
SAP Note 1671319

Transaction SM59:
see SAP KBA 1845010

Screen Sharing only with Citrix
GoToAssist or Netviewer:

Please see KBA 2124588 for more
Information

27


https://launchpad.support.sap.com/#/notes/1773689/E
https://launchpad.support.sap.com/#/notes/2281599/E
https://launchpad.support.sap.com/#/notes/67739/E
https://launchpad.support.sap.com/#/notes/50048/E
https://launchpad.support.sap.com/
https://launchpad.support.sap.com/#/notes/1671319/E
https://launchpad.support.sap.com/#/notes/1845010/E
https://launchpad.support.sap.com/#/notes/2124588/E

The perfect customer incident
Issue description and steps to reproduce — complete information provided

We are currently on ERP 6.0, Enhancement Pack 3 (EL-P5 SALFPE-
60303IMELES) .

A budget document i3 created with a field status where the following H
fields are set to mandatory: Scenarlo
Header Text,

Text Name, and
Line Item TeHC.

When trying to copy this budget document from one wersion to another,
using tcode FMCYD S, the following errors oCcCuUr:

FMEIT13E8 (Enter a standard text)

FMEIT143 {(Enter a line text).

Please refer to the attached documentation, called Issue Description,
for the step by step recreation of the problem.

Jut of the 3 text fields set to mandatory, the program has NO problem Steps to reprOduce
with the Header Text {(or Item Text) . The issue only resides with the
Text name {(Standard Text) and the line item text, as shown in the
attached document.

An 055 search was conducted with nil results.
Bemote access is available for our environment HE2D, client 040 with

User ID EEMOTE. The password has been set up in the <Maintain Access
Data> section of this message.

Connections opened
Can SAP resoclwve these errors with the program?

Your support is greatly appreciated.

Best regards,

* More examples please check here the appendix

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 28



The perfect customer incident
SAP customer incident priority and criteria

SAP Note 67739 explains how to use the different incident priorities and provides information about what must be done
to ensure prompt processing of incidents with the priority “very high”.

(Very High Priority Incident (P1)

A productive system is completely down or
The imminent go live or upgrade is jeopardized

= Core business processes are seriously affected and > Business impact required:
= A workaround is not available! SAP Note 90835

k <

= Normal business processes are seriously affected

Medium Priority Incident (Default Priority)

A

Low Priority Incident
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e
Incident creation via SAP One Support Launchpad: very high/high priority

Incident — business impact

Business Impact: | This is a very urgent issue seriously affecting our employees’ ability to logon to the o
Portal. We are in the final week of benefits enrollment, which is due to be completed by
August 4, 2016.

There is currently no workaround, and this is impacting about 7500 employees
worldwide. Additionally, it will have an impact on our ability to calculate payroll deductions

accurately if not completed on fime. v
MName E-Mail Role
Max Mustermann max.mustermann@sap.com REPORTER
Hannes Mustermann )| hannes.mustermann@sap.com  24HOUR ]

0
=)

0
=)

)
=|)
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The perfect customer incident
Business impact: example of very high (production system down — portal)

=

| Ui T alla)
This is a very urgent issue seriously affecting our employees’ ability to S
logon to the Portal. We are in the final week of benefits enrollment, which
is due to be completed by August 4, 2016. There is currently no
workaround, and this is impacting about 7500 employees worldwide.
Additionally, it will have an impact on our ability to calculate payroll
deductions accurately if not completed on time.

:\/-" " ™ ~
_./\.\'.;.-.1 N e

We have an issue on our system!

—
4

-
_.J\:-.\a-

—
-—\/-: AAIA A
— Pt = e | e e Nt

* For more examples please read the appendix
31
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Line Opener Program
Process overview: semi-automatic opening

Whenever SAP requests a service connection to your system,
such a connection has to be opened from your side. The LOP
helps to reduce the manual effort involved by automating parts
of the process

Customers can allow semi-automatic opening on system level
for each system.

Every time a service connection is opened, you are informed
via e-mail and the action is stored in the log book.

Process steps

1.

2.
3.
4

SAP employee requests access to customer system
Request is replicated to SAP Support Portal
LOP regularly checks the SAP Support Portal for requests

Upon receiving a request, LOP opens the network connection.

(Email notification is sent out)
SAP Employee can now connect to your system via given
SAProuter Infrastructure
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SaP
Solution

o

5. Employee connects ==
to customer’s system

___{‘—v"‘:-”“\,l
§ N (5)
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Q.

1. 5AP employee
requests access
to customer system

3=

Z. Request is
replicated to
= S4P Service

4. LOP opens SAProuter
Connection

@ Marketplace
| =2 @
SAP Service

L

olution
SaP ||
FBalution
oP

@ " Marketplace

3. LOP regularly checks the SAP
Service Marketplace for requests

For more information, please read SAP Note 797124.
or use the link

https://support.sap.com/en/tools/connectivity-tools/line-opener.htmi
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The perfect customer incident
How to create an incident (1/7)

Solutions / Incidents

Incidents Draft Incidents

Inbox

Find a Solution Solution Proposed Open Incidents No Updates High Priority

On Premise

160 7

P1 & P2 incidents

16 1

Need confirmation

150

Outstanding incidents Not sent to SAP

Report an incident Action required Within last 7 days
Create an incident

IS,

Expert Chat J| Schedule an Expert | Submitan Incident ‘ =xpert Search

Knowled.

=
0o

| incremental load scm|

Enter your
search text nem

Knowled v

incremental load scm

((Q, ) step 1-Toind an answer for a technical or non-technical issue, we recommend that you carry out a search using the search box above.

= 36 Document(s) found SortBy: Reevnce  |[fa] & :

Y ) step 2 Use tne fitter criteria offered on the result list to narmow down your search results to those that are relevant to you.

SAP Component Number Version  Title Category Priority Released On
Step 3 — Notify SAP Support about a technical problem with your SAP product using the Submit an Incident button on the result page. The Create incident form will be launched SCM-APQ-INT-MD-PR 1693806 4 Queue slops wilh error when transfering material to SCM Program eror Correction with medium priority 28.03.2012
and guide you through the process
BC-UPG-RDM 2371752 15 Central Note - Software Update Manager 1.0 SP20 [Imt_006] Upgrade information Correction with high priority 11.09.2017
For non-technical support through telephone, chat or e-mail, click the Contact Us button in the lower-left corner.
SCM-BAS-INT-MD 1266809 3 FAQiIncremental Initial Data fransfer FAQ Recommendations / Additional Info 03.12.2014
Ifyou have a "How to" question, visit the SAP Community or SAP SuccessFactors Community where you can post questions to knowledgeable users and share ideas, opinions and information 5 »
about SAP products and services SCM-APO-INT-MD-PDS 1669458 1 INT-PDS: Only waming messages while incremental transfer Il Program error Correction with high priority 03.01.2012
Release planning
SCM-IBP-DM 2133072 17 SAP IBP 5.0: Release Restrictions Note P o Recommendations / Additional Info 14.09.2016
. information
Did you know ...
Release planning
SAP now offers two new alternative channels to contact SAP Support and get an answer to your technical questions SCM-IBP-DM 2403134 3 SAP IBP OD 1702 - Release Restriction Note nformation Recommendations / Additional Info 08.03.2017
E] - SCM-APO-INT-MD-PDS 1744247 2 INT-PDS: Incremental data load is not working with SubCont. Program error Correction with high priority 19.07.2012
% SCM-APQ-INT-MD-PDS 1639711 1 INT-PDS:Only waming messages while Incremental Data Transt. Program error Correction with high priority 07.10.2011
Expert Chat Schedule an Expert
e Release planning )
You need immediate support help? Expert Chat instantly connects you to live, Connect with an SAP Support engineer in a live, one-on-one 30-minute call. The SCM-IBP-RM 2289223 1 SAP IBP 6.1: Release Restriction Note information Recommendations / Additional Info 22.04. 2016
technical experts. This channel helps you resolve incidents nearly twice as fast scheduled appointments require a 3-day notice to allow engineers to prepare for
as traditional SAP support channels. the session. Tell us your question and the product area that you want to discuss Release planning
Vel find an available expert to assist you al a time of your choice: 7| SCMHBP-DM 2491227 4 SAPIBP OD 1708 - Release Restriction Note omtion Recommendations / Additonal Info 25102017
For even faster access, enter the tile catalog and add the Expert Ghat and Schedule an Expert les to your home screen so you can start the applications straight from there SCM-BAS-INT-MD 1387707 2 Enhanced initial data fransfer issues Program error Correction with medium priority 19.11.2009
Incremental initial data transfer with batch job: No information when not all data is processed
| SCM-APO-INT-IMO 2507243 3 ! P Program eror Correction with medium priority 31.08.2017
successfully at APO
SCM-APO-INT-MD-PR 1649980 3 Incremental dala transfer->only waming messages in log Program error Correction with medium priority 27.12.201
Release planning
SCM-IBP-DM 2453887 7 SAP IBP OD 1705 - Release Restriction Note . P o Recommendations / Additional Info 25.10.2017
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The perfect customer incident
How to create an incident — Select your system(2/7)

~  Which of your systems or products is affected?

For guidance on the correct selection of product/installation for Cloud incidents, please refer to KBA 2379404 |

Your recently used systems/products
SY1 - (PROD)
SAP ERP 2004

KW6 - (TEST)

Your favorite systems/products
HDB - Ingo's HANA (TEST)
SAP

your favorite systems
801 - 801 (TEST)

SAP ERP 6.0
OLI - (DEMO)
SAP SCM 7.0
your last used systems
Or search for another system or product for which you are authorized
Customer: = SAP
Product SAP APO
Installation: = APOC TEST
System/Product: | Enter optional search ferm (for example, CRM, leamning, _..)
it list_col

System ID System Number Si{;pzm— 1sLCoLsys Description Installation Customer

AP1 PROD SAP APO APO TEST SAP

CzO0 PROD SAP APO APO TEST SAP

SMF TEST SAF APO TEST SAP

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Product: SAP APO

\stallation: - Select a product
n/Product: SAP R/3
SAP BW
SAP SEM
System N
SAP APO
8000070}

SAP NETWEAVER
3100916 ofp kv

SAP WEB AS

SAP ENTERPRISE PORTAL

SAP CRM

SAP SRM

SAP SOLUTION MANAGER

SAP ERP

SAP BusinessObjects

Sybase

Or search for another system or product for which you are authorized

Customer: | SAP

Product. | SAP APO v

Installation: | - Selectan installation

Select an instaliation

System/Product. |

APQO TEST
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The perfect customer incident
How to create an incident (3/7)

> Which of your systems or products is affected?

Connections are cumently closed or System Access data has not been maintained for the selected System. To speed up incident processing, please comectly maintain your Remote
Connections for the selected System. Please also ensure that correct user roles are provided and that these roles are identical to where the reported eror occurred.

System/Product: CZO -

Provide Incident Details

*Language

*Priority

*Subject

*Description

*Component

[il AccessDataMissing % Connection Glosed

English (user profile language)

Medium

Stock transfer for subcontracting stock is not working after upgrade
A Do & L 4 BUEE =E ¢
Dear SAP,

Wwe have done an upgrade from ECC 605 SP2 to ECC 618 SP03 and SCM 700 SP15 to SCM 714 Sp03.

We are facing issues in subcontracting stock transfer via online transfer.
The initial load is working well.

SCM-APO-INT-STK]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

W)

Select a Component

| scm-apa-int]

8 67
Personalized All Components

SCM-APQO-INT-MD
Master Data

SCM-APO-INT
Interfaces

SCM-APO-INT-CC
CIF-Cockpit

SCM-APO-INT-CCR
CIF Compare and Refresh

SCM-APQ-INT-CCR-CDS

60

Search Result

Sales Scheduling Agreement Processing

SCM-APO-INT-CCR-CON
Configuration

SCM-APQ-INT-CCR-EP
Purchasing

SCM-APQO-INT-CCR-FRW
Framework

ADCUINT ~-D D

Cancel
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The perfect customer incident
How to create an incident — Provide steps and business impact (4/7)

Steps to Reproduce ¥ On B B I % B U = = = & &

Please provide step-by-step instructions on how to reproduce your issue:

Step 1:Logon on ECC System EC1/100 with user SAPSUPPORT1 2
Step 2:run transaction MIGO for material MAT1 in plant 0001 with movmenttype 562 and enter there for the storage location 0001 a gty of 15 PC.
Step 3:post then the stokc by pressing the button post.
Step 4:Logon on AP1/100 and check then in SCM APO system via transaction /[SAPAPO/RRP3 for the same product and location the stock situation.
Step 5. Compare this with the results in EC1/100 in TX MMBE or run report /SAPAPO/CCR with variant SAP_TEST on AP1/100

b g

Businessimpact 3 [n & & T % B U = = = E &
This is effecting the planning situation in our APO system as all our subcontracting stock in not updated any more online. We do have tried to resend

the stock via deltareport and it does not find any error. Initial transfer for stock can correct the issue for some time until next posting.
Financial loss is around 2mil. $ in the next 24hr. 20 Production planners and 150 shop floor worker are effected as well as 15 subcontractor.

Business Impact in Detail

W
‘Would you like to share a document with SAP?
—+ Add Attachment
File Name Description File Type File Size
w Fehlerbeschreibung.docx Steps in detail DOCX 1418.84 KB A
ttachment Upload (30 MB
max)
Additionally, with whom can we get in contact?
o Primary Phone:  +32 12432 432423
Replicatonitzey Secondary Phone:
Reporter Email’  jeff.helper @sap.com
Time Zone: CET
Tesi- A ECHTSER = Primary Phone. +32 3242 432434
b = - o Secondary Phone:
24h Contact Email: basis @sap.com D
. ® .
Time Zone: GET Valid contact data 7x24Hr,
Primary Phone: +32 1232 4325324 B i d A | t-
ON-PREM SUPER 21 asls an Ication
Mot ( ) 2 Secondary Phone: pp
System Opener Email: max.fast @sap.com
Time Zone: CST E‘) +
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The perfect customer incident
How to create an incident (5/7)

Contact Us are Your Feedback  About the Launchpad

| ‘4 Start Expert Chat | Submit |

Terms of Use  Copyright and Trademarks  Legal Disclosure  Privacy

Save as draft but do Start your Expert Chat instead Send your
NOT send to SAP of opening an incident incident to SAP
> Which of your systems or products is affected?

Connections are currently closed or System Access data has not been maintained for the selected Sy
Connections for the selected System. Please also ensure that comect user roles are provided and tha

System/Product CZ0 -

E‘ Access Data Missing a& Connection Closed
CZ0 © System Number: . 21312312
-
Remote Ij';l Customer Name: SystemrType [FFolD
Connections Customer Number: 3234111 Installation Name: APO TEST
on Premise Installation Number. 324234
USERS ROUTERS SERVERS CONTACTS INFO INCIDENTS HISTORY LOG

User Entries
Manage connections

User ID Password Client Expiration Date Changed By Changed On
SAPSUPPORT .
_ - Test 100 09112017, 2345  Super Admin 25.10.2017 ®
Expiry date nofification not set
© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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The perfect customer incident
How to create an incident(6/7)

O v

5 € .Y csaz | 2016 Master tickot for akerts th,.. Wncilenis . R a

6922 (2016 Master ticket for alerts that got genera

Sl b SAP Partner

B very High

RATE UPPORT
ik T N SAP J KEAPART-TS PS-00 . A
Incident header Status, Priority
Access Dath MiSsing
R oy Closes
. 3 1 ] 0 7
o S & & B (]
Lated info  Commusical Conlach Alscheants  KRASAP N Aachian Leg
Latest Information
Incident
“ nfo for Cuslcemes from Pastrer. Acion Loge Incadent Descnpton
"elements Master tckel for alerts that gol generabed for “SMOASE easls bul
process inslance SMDASE™. AS per Monilonng team, (his i & new
requirement which gol recently implemented as per requeast from Ned
Langlad
Action Log: informed pradeep
Action Log: Waiting for Neil Langlord advise
Action Logr Assigned 1o Catalin Anbon Change into Edit
. . mode for incident
Close incident / Create Ioc_atlon - creation
requst to Close PDF File

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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The perfect customer incident
How to create an incident (7/7)

o % (&) (o) (m) (a)

LatestInfo | Communica. .. Contacts Attachments KBA/SAPN...  Action Log

Latest Information 3
Reply:
T full
Send reply to SAP est was succesfu

Update only possible with
status in customer action or 3
solution proposed

17.11.2016 10:27:52 CET

Recommended KBA/SAP Mote: 10 Your request has been completed 3
Update Priority: [0 o
Reply to SAP: A - = | = =
PVIOSA T e B L B U == EE &
3
Send to SAP
3
Add an Attachment:
+ Add Attachment
File Name Description File Type File Size
No data
3
Cancel | Save as Draft [ submtt |
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Keeping track of incidents
Incident status

Solutions / Incidents

Find a Solution Incidents Solution Proposed Open Incidents No Updates High Priority Draft Incidents
On Premise Inbox

16 1 150 160 /

Report an incident Action required Need confirmation Outstanding incidents Within last 7 days P1 & P2 incidents Not sent to SAP

Not Sent to SAP — An incident was created but not yet sent to SAP. This incident will be found in Solutions / Incidents — Draft Incidents.

Sent to SAP — An incident was sent to SAP. This incident can be found in Solutions / Incidents — Open Incidents. Once you have sent the incident to SAP, you
cannot change it but you can add further information and re-send the incident to SAP.

In Process at SAP - The incident is in process at SAP. This incident can be found in Solution / Incidents — Open Incidents. You can add further information and re-
send the incident to SAP.

Customer Action - SAP asked the customer to take action or to provide more information. The incident will be found in Solutions / Incidents — Incidents inbox. Here
you can check here your or all incidents that are currently on customer action.

Solution Provided - SAP proposed the solution in the reply and in the attached SAP Notes. If you are not satisfied with the solution, you can send the incident back
to SAP. The incident can be found in Solutions / Incidents — Solution Proposed.

Confirmed Incidents - The incident was confirmed and, therefore, closed by the customer and can no longer be reopened. Confirmed incidents are no longer
displayed in the Inbox but can be accessed using the Search option in Status — Confirmed.
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Close incidents
Confirm and auto-confirm

Automatic Confirmation

Incidents of status Customer action, In process by customer, Partner-Customer Action, or Solution
proposed by SAP are automatically confirmed after a certain period of time. The confirmation date
depends on the priority of the incident.

Example: An incident with priority 1 (very high) is automatically confirmed if it has not changed within 14
days. You find the detailed periods of time for the automatic incident confirmation in the following table:

Priority Period of time

Very High 14 days
High 21 days
Medium 45 days

Low 45 days
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Customer satisfaction with SAP’s incident handling
SAP proposed solution/confirm

ﬁ FE' ? Positive Call Closure | Knowle... ~ || Enter search ferm Q T]‘<| &E o

Positive Call Closure Survey

When a solution has been provided for a customer
incident and the solution is accepted by the customer, the
incident-solving process is completed as follows:

Your Feedback to SAP Support A

Processing times for this Incident - How satisfied are you ...
... with the initial reaction time from SAP?

10
° SAP Proposed Solution . with the time it took SAP to solve the issues?
10
. . . . SAP_ employee who _solved the issue - How satisfied are you. ..
If the support engineer is able to provide a qualified R e e L s 0
solution, the incident is put into status SAP Proposed . with his/er frendiiness and behavior?
Solution. — _ "
SUDDOI'[ for this Incident - How satisfied are you ...
... overall with the support you received concerning this Incident?
10
o CO N f | rm ed Product satisfaction - How satisfied are you ...
... with the product you opened this Incident for?
10
The customer is able to manually confirm the incident by T
putting it into status Confirmed. Afterward, the PCC survey
allows the customer to give feedback on the particular Further Comments
|nC|dent and Su pport expenence . Do you have any comments or suggestions? How did you benefit from our service?

v

https://support.sap.com/kb-incidents/incident/help.html
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N
Agenda

SAP support basics, Support Backbone, Live Business / Live Support
Tools that support you in our own system to find solutions

How to search for a solution in SAP One Support Launchpad
How to create a customer incident via SAP One Support Launchpad

Real Time Support
How to use the Expert Chat
How to use Schedule and Expert Session

How to speed up and escalate an incident and provide feedback to SAP
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The perfect customer incident
Real-time interaction

Real-time interaction.
We offer real-time support channels with live and direct access to SAP’s support
experts, creating a faster and more direct route to issue resolution — anytime, anywhere,

and from any device.

Expert Chat
Schedule an Expert
Call-1-SAP and Customer Interaction Center (CIC)

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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The perfect customer incident
Live Support with Expert Chat

Overview

Live support from SAP
experts for any technical
question related to a product

Improves support experience
with real-time interaction

Available for almost all
solutions

For more information:

» Learn more about Expert
Chat on SAP Support
Portal

» Expert Chat video

provides a live chat function that connects you to SAP technical support experts, instantly.

Benefits

Connects you real-time with
SAP support

Offers screen-sharing option

Provides access to the same
technical experts
as in the incident channel

Resolves incidents
significantly faster than those
reported through traditional
SAP support channels

Offers quicker and more
efficient issue resolution

Reduces your project and
operational costs

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Access

Access Expert Chat through
the SAP ONE Support
Launchpad (several entry
options):

Add the Expert Chat tile to your
SAP ONE Support Launchpad
home screen. See this video to
learn how to add the tile.

Carry out a search in the
Launchpad’s database. Click on the
Expert Chat-button in the upper
area.

Access Expert Chat while going
through the incident submission
process. Chat functionality is built
into the incident form.

Access Expert Chat through the
“Contact Us”-menu

Preview

Chat with your Product Support Expert

8 GoToAssit Comorate
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https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
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https://www.youtube.com/watch?v=-gQcJvrjekA

The perfect customer incident
Live Support — How do start an Expert Chat

Knowled. .. ~ incremental load scm ® | Q @ 85

H#:E[e] Deutsch HEl

[:‘ O. \} ‘Step 1 - To find an answer for a technical or non-technical issue, we recommend that you carry out a search using the search box above ' Chat ule an E I Submit an Incident txp(.rt Search

( Y Step 2 — Use the filter criteria offered on the result list to narrow down your search results to those that are relevant to you.

Sort By: Relevance v i@ =zl s

During search Released On

_ ‘A: Step 3 — Notify SAP Support about a technical problem with your SAP product using the Submit an Incident button on the result page. The Create Incident form will be launched
\ and guide you through the process

For non-technical support through telephone, chat or e-mail, click the Contact Us button in the lower-left corner Correcton with meaiam priority 28032012

If you have a "How to" question, visit the SAP Community or SAP SuccessFactors Community where you can post questions to knowledgeable users and share ideas, opinions and information
about SAP preducts and services.

Did you know ...

SAP now offers two new alternative channels to contact SAP Support and get an answer to your technical questions:

EJ " i roehnical Hel Schedule an Expert Chat With An
E‘ ecnnical Relp
& Z Written Incident Contact SAP Experl

Expert Chat Schedule an Expert :
P P s Get Real-Time Support
You need immediate support help? Expert Chat instantly connects you to live, Connect with an SAP Support engineer in a live, one-on-one 30-minu
technical experts. This channel helps you resolve incidents nearly twice as fast scheduled appointments require a 3-day nofice to allow engineers to Schedule An Expert
as traditional SAP support channels. the session. Tell us your question and the product area that you want]
we'll find an available expert to assist you at a time of your choice Non-Technical Help
R, Phone
For even faster access, enter the tile catal \and add the Expert Ghat and Schedule an Expert tiles to your home screen so you can start the applications str.
Upcoming sessions Begin a chat session
4 E-Mail
Before creating ContactUs | Share Your F
the incident
Contact Us“-menu in SAP ONE As a tile on the
Support Launchpad's footer bar homescreen
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The perfect customer incident

Starting the Expert Chat via the incident creation process

Simply begin the process of submitting an incident

Start “Find a Solution® in the Launchpad and enter all
necessary information for the incident.

After the component has been entered the system checks if
a SAP support engineer is ready for chat conversation on
this specific component. If yes, the “Start Chat” button is
shown if not then the “Create Incident” button.

The chat can be started by pushing the “Start Expert Chat”
button.

The “Start Chat” button is disabled after you have chosen to
avoid that multiple chat requests are received.

We are sorry, there is currently no expert available to live chat with you in the area you have selected. Would you like to submit this question to SAP and
someone will contact you as soon as possible?

Create Incident

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Expert Chat

@ Expert's Area ‘:Ej,' Categorize It ‘:/:' e

1. Expert's Area

This Expert Chat feature is for contacting SAP Product Support about new issues. If you have an existing incident then please click here, Customer Interaction
Center. Then press the button in the bottom right comer of the screen. Knowledge Base Article 2392095 describes all requirements for a successful
Expert Chat session and Frequently Asked Questions can be found in KBA 2570730.

Select an expert area or a component so we can show you our availability

Expert Area Component

th

SCM APO Production Planning and Detailed Scheduling (PP/DS)

2. Categorize It

Great, now tell us what system your question is related to so we can start to find the right expert to you

S4H - Defense (TEST) o

3. Description

Time for the details. Please provide as much information as possible so our expert can start to help you straight away.

Planned order profile color change

X B L % B U
Dear SAP,

H EE &

we would like to change the display color of planned order and production orders in detailed scheduling board in your emb PPDS Solution.

Your Expert Chat Support Engineer will create an incident for you. You will be able to view this in the normal way through the SAP ONE Support Launchpad.

4 Start Expert Chat
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The perfect customer incident

Expert Chat
SAD A
—tte”
The SAP expert must create the incident and it will be displayed afterwards in your Chat with your Product Support Expert

inbox. Therefore there is no need to create a new incident by yourself.

If the support engineer is unable to resolve the issue during the chat session, he/she will
continue the incident submission process for you.

The chat transcript captures the chat session between you and the SAP expert.
This information will be visible within the incident as well.

If there your inquiry was answered by the SAP expert and no questions exist anymore,
you can close the chat.

Please note if there is no response for approximately 10 minutes from your side, the chat
. Galo!
will be closed. -
1. Expert's Area
Cheat with your Preduct Support Expert
This Expert Chat feature is for contacting SAP Product Support about new issues. If you have an existing incident then please click here, Customer Interaction m

Center. Then press the button in the bottom right corner of the screen. Knowledge Base Article 2392095 describes all requirements for a successful
Expert Chat session and Frequently Asked Questions can be found in KBA 2570790. 'ﬂ T e e e et

Select an expert area or a component so we can show you our availability .
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The perfect customer incident
When to use/not use the Expert Chat

What kinds of questions can | submit via chat?

Use the chat functionality to get assistance for any technical support related problem that cannot be
answered by an SAP Note or Knowledge Base Article (KBA).

For what the expert chat is not intended:

Speed up requests:
For speed up processing or escalate an existing incident contact the Customer Interaction Center (CIC)

Multiple Chats or Requests on the same topic:
No limitation of using the support via chat, but it is recommended to start only one chat session per problem or question.

Complex scenarios where a lot of debugging is needed:
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N
Agenda

SAP support basics, Support Backbone, Live Business / Live Support
Tools that support you in our own system to find solutions

How to search for a solution in SAP One Support Launchpad
How to create a customer incident via SAP One Support Launchpad

Real Time Support
How to use the Expert Chat
How to use Schedule and Expert Session

How to speed up and escalate an incident and provide feedback to SAP
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The perfect customer incident
Schedule an Expert

[
l connects you live with SAP Support in a one-on-one 30-minute call to discuss a technical
topic of your choosing — at a time that is convenient for you.

Overview Benefits Access Preview
One-to-one 30-minute call Live channel option for you Access Schedule an Expert Condanad
delivered remotely through . through the SAP ONE March 07, 14:30
Skybe for BUS| Interact one-to-one with a S L Hoad | .

ype for Business support engineer utppor . aunf: pad (severa o

Book an appointment at least entry options):

three business days in
advance to allow engineers
to prepare

Check out the Schedule an
Expert video

Visit SAP Support Portal to
learn more

Learn more on how to join
your Schedule an Expert call

Get answers when and where
you need them

Get help and direct support
for any technical question

Have access to the same
engineers that you would
create an incident with

Reduce your waiting time for
response and resolution
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Add the Schedule an Expert tile to
your SAP ONE Support Launchpad
home screen.

Carry out a search in the
Launchpad’s database. Click on the
Schedule an Expert-button in the
upper area.

Access Schedule an Expert through
the “Contact Us”-menu in SAP ONE
Support Launchpad’s footer bar

S Expert Chat

Non-Technical Help

R, Phone
ook Now
?

9 E-Mail

ContactUs" Share Your F

=
Technical Help q N
. -
# Wiritten Incident .\ x ll
A Al
s Expert offrs a new way Io cornct wth an SAP Sup
;

N Schedule an Expert
Schedule an Expert "N .
Softwars area f relles, and we'l fnd an avalie exp

»Contact Us“-menu in SAP ONE Support
Launchpad's footer bar
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The perfect customer incident
Schedule an Expert - What is needed!

Create a Schedule an Expert meeting with following content:

Provide a meaningful short text

Choose installation and system number.

Select the correct component or expert area (check supported components)
Select a Day and Time for the Meeting (time zone of user profile is used)

A step-by-step description, including navigation and description of expected
results.

Add screenshots to the error message and inform us about any SAP Notes
search results.

Open the service connection and enter the logon data (SAP Notes 1773689 and
2281599) if we log on to your system.

Record only one issue per Session (30 mins max session time).

Provision of valid and accessible contact data by e-mail and telephone
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Additional Information

SAP ONE Support Launchpad:
https://launchpad.support.sap.com/

Customer-specific dialog boxes with
nondisclosure agreements:
SAP Note 1671319

Transaction SM59:
see SAP KBA 1845010

Screen Sharing only with Citrix
GoToAssist or Netviewer:

Please see KBA 2124588 for more
Information
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https://launchpad.support.sap.com/#/notes/1773689/E
https://launchpad.support.sap.com/#/notes/2281599/E
https://launchpad.support.sap.com/
https://launchpad.support.sap.com/#/notes/1671319/E
https://launchpad.support.sap.com/#/notes/1845010/E
https://launchpad.support.sap.com/#/notes/2124588/E

N
Agenda

SAP support basics, Support Backbone, where can | find information
Tools that support you in our own system to find solutions

How to search for a solution in SAP One Support Launchpad
How to create a customer incident via SAP One Support Launchpad

Real Time Support
How to use the Expert Chat
How to use Schedule and Expert Session

How to speed up and escalate an incident and provide feedback to SAP
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The perfect customer incident
Call-1-SAP and Customer Interaction Center (CIC)

- is one of the interfaces between customers and the SAP support organization. It is available 24 hours a day, seven
days a week, 365 days a year, and provides a central point of contact for assistance with nontechnical queries.

Overview Benefits Access How to connect!
Contact channel for you for CIC is available 24 hours a You can access CIC from the How vou can contact us
any nontechnical question day, 7 days a week, 365 days SAP Support Portal or 4
_ i e S )
such as: a year, and provides a central through SAP One Support =~ 2 L= )
Enquire about eXiSting p0|nt of contact for assistance L hpad Technical Assistance Non-Technical Assistance* Portal Feedback
incidents with non-technical queries e ot mraitrete | ot veliomat | ot et o
ASk questions abOUt SAP Unlversal free_phone number DIreCt acceSS: *Note” For contract-related questions, please fill out the online form
ONE Support Launchpad for contacting SAP support = Chat with CIC
and its applications Access to service menu to SAP Support Portal
Get help for S-User select a specific product area = CallciC
i ou require, now including » E-mail CIC -~
queries y \ E-mail CIC ) .
R SAP SAP Ariba, Concur, and SAP Hon-Tecnieal Hele e systems Favorite systems
eq_uest remote Fieldglass solutions Learn more here: %, Phone
services
Toll-free number accessible = SAP Support Portal 4 Chat

CIC can be reached by

: in most countries through
phone, chat, or e-mail

landline phones and some
mobile providers

= Reference Guide 52 E-Mail

ContactlUs® Share Your Feedback  About the Launchpad  Status

SAP ONE Support Launchpad
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https://go.support.sap.com/contactus/#/chat
https://websmp106.sap-ag.de/~sapidp/011000358700000560361996/
https://go.support.sap.com/contactus/#/email
https://support.sap.com/en/contact-us.html
https://support.sap.com/content/dam/support/en_us/library/ssp/cic-get-most-from-support.pdf

Accelerate an incident
When issues become more urgent

- is one of the interfaces between customers and the SAP support organization. It is available 24 hours a day, seven
days a week, 365 days a year, and provides a central point of contact for assistance with nontechnical queries.

What justifies an What can you do? What you can expect! How to connect!
acceleration?
Call the SAP Customer Customer Interaction Center How vou can contact us
To avoid negative business Interaction Center (CIC). (CIC) takes care of: y@ . )

. . = = !
impact, the problem solving LOCé}l CIC numbers Analysis of the options to N ;ﬁm Non:;h‘mcams:mﬂr o FEE(:;
becomes more urgent gavalljable 24X7) Can be Speed Up the InCIdent Report an incident for your SAP Contact your SAP Local Support Motify us about typos, broken

Oun V|a software Center by phone, e-mail or chat links and other issues
See SAF NOte 67739 for SAP NOte 560499 or SAP *Note: For contract-related questions, please fill out the online form
more information on Support Portal

priorities of problem

incidents. Ask to speed up the incident SAP Support Portal
by explaining the business -
Impact. Non-Technical Help

e systems Favorite systems

%, Phone

. . . . . ‘4 Chat
Send an Info to SAP in your incident is not an acceleration! o v
-iiall

Contact Us Share Your Feedback About the Launchpad Status

SAP ONE Support Launchpad
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https://launchpad.support.sap.com/#/notes/67739/E
https://launchpad.support.sap.com/#/notes/560499/E
https://support.sap.com/contactus

Escalate an incident

Incident escalation via Customer Interaction Center (CIC)

What justifies an
acceleration?

To justify an escalation, you
need to explain the business
impact!

Find more information in SAP
Note 90835

Criticality has changed:
Go-live now imminent and
jeopardized - Business impact
now severe

is one of the interfaces between customers and the SAP support organization. It is available 24 hours a day, seven
days a week, 365 days a year, and provides a central point of contact for assistance with nontechnical queries.

What can you do?

Contact SAP’s Customer Interaction Center

Please be prepared to provide the following information:

1. Productive system:
Is the core business severely affected (financial loss)?
Is there an extensive manual workaround?
How many users are affected?
How long has the problem been going on?

2. Test/development system:
Which project?

Live date, product, and release?
Showstopper: yes/no

Is the go-live date affected?

3. Point of contact:
Work phone number (no 800x)
Cell phone number and e-mail address
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What you can expect

SAP incident escalation team
ensures:

Intensified attention and
additional activity of support
resources

Increased coordination of
internal incident handling

Involvement of SAP
Development or back office, if
needed

Execution of action plan and
frequent feedback

Send an Info to SAP in your
incident is not an escalation!
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https://support.sap.com/contactus
https://launchpad.support.sap.com/#/notes/90835/E

Give feedback to SAP
Complaints about support or a product

- LT 2 B s 89 a2 2 X

Customer is Contact CIC Complaint team Continuous
dissatisfied takes over improvement
What justifies a What can you do? What you can expect
complaint?
After the confirmation of an Contact SAP’s Customer SAP takes care of the issue:
incident , the customer wants to Interaction Center
reach SAP about his or her
dissatisfaction with: Please provide a detailed Acknowledgement of complaint receipt within 24 hours and analysis of complaint reasons
description of the issue Involvement of responsible manager and processor for a detailed technical analysis
Any of SAP’s support services (complaints must be in a
(incident solving, remote written form). Establishment of necessary steps to avoid such incidents in the future
services)

. Provision of final statement
SAP products in general
Recording and categorization of all complaints to detect weakness tendencies in quality of

product and support provided

Based on these findings, management ensures continuous improvement
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More Information on SAP Support and the Next-Generation Support approach

- Next-Generation Support

@ SAP Support Portal

Next-Generation Support landing page (SAP Support Portal)

Press Release: Next-Generation Support Expansion (press release)
Blog: Vision and Strategy (LinkedIn)

Blog: The Future of Support (Digitalist)

Blog: Next-Generation Support (SAP News Center)

Blog: Next-Generation Support (LinkedIn)

Blog: When support tickets can talk (LinkedIn)

Blog: What intelligent enterprises can expect from SAP Support in 2018
(SAP News Center)

Video: SAPPHIRE NOW 2016 interview on Next-Generation Support
SAPPHIRE NOW 2016
Videos from SAPPHIRE NOW 2017
Interview on Next-Generation Support
Keynote BillMcDermott — featuring support topics at 1:59
Keynote Andreas Heckmann — with demo of built-in support
Interview: Live Support for Live Business
Next-Generation Support — Update
Video DSAG Annual Conference 2017 keynote Built-in support, Expert Chat,

Schedule an Expert — at 45:30 (German)
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Schedule an Expert

Schedule an Expert landing page (SAP Support Portal)

Blog: SAP Expands Schedule an Expert Again (SAP_Community)

Blog: How to access SAP’s live support channels (SAP_Community)
Video: Schedule an Expert

Video: SAP TechEd 2017, Next-Generation Support, demo on Schedule
an Expert

Expert Chat

Expert Chat landing page (SAP _Support Portal)
Blog: Expert Chat (LinkedIn)

Blog: Live Expert Chat Services (LinkedIn; Digitalist)
Blog: Real-Time Support (LinkedIn)

Video: Expert Chat

Video: SAP TechEd 2016, Next-Generation Support, demo on Expert
Chat

Press release and analyst guidance:

Expert Chat (press release)

Expert Chat (Gartner note)

Expert Chat in Gartner Note (press release)
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https://support.sap.com/
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
http://news.sap.com/sap-expands-next-generation-support-to-improve-customer-experience-in-the-digital-age/
https://www.linkedin.com/pulse/sap-product-support-vision-strategy-interview-series-andreas-heckmann
http://www.digitalistmag.com/cio-knowledge/2017/01/18/future-of-support-empathetic-proactive-services-for-real-time-enterprise-04786105
https://news.sap.com/saps-next-generation-support-delights-customers-with-fast-answers/
https://www.linkedin.com/pulse/next-generation-support-delivery-designed-digital-world-heckmann
https://www.linkedin.com/pulse/when-support-tickets-can-talk-making-live-new-norm-andreas-heckmann
https://news.sap.com/what-intelligent-enterprises-can-expect-from-sap-support-in-2018/
https://www.linkedin.com/pulse/how-next-generation-support-look-like-andreas-heckmann
https://youtu.be/IHyHwfHUuCU
http://events.sap.com/sapandasug/en/session/32579
http://events.sap.com/sapandasug/en/session/32290
https://www.facebook.com/SAPDigitalBusinessServices/videos/1530727156969177/
https://www.youtube.com/watch?v=RayolvA73r0
https://www.youtube.com/watch?v=5PtZ3OuWwr0
https://support.sap.com/en/my-support/incidents.html#section_1575600800
https://blogs.sap.com/2017/09/13/sap-expands-schedule-an-expert-again-more-products-available/
https://blogs.sap.com/2017/10/25/schedule-an-expert-and-expert-chat-how-to-access-saps-live-support-channels/
https://www.sap.com/assetdetail/2017/07/2626c66e-c57c-0010-82c7-eda71af511fa.html
http://events.sap.com/teched/en/session/33434
https://support.sap.com/en/my-support/incidents.html#section_1554503147
https://www.linkedin.com/pulse/expert-chat-direct-access-saps-product-support-experts-heckmann
https://www.linkedin.com/pulse/live-expert-chat-services-strengthening-enterprise-support-heckmann
http://www.digitalistmag.com/cio-knowledge/2017/05/09/live-expert-chat-services-strengthening-enterprise-application-support-with-rising-commerce-trend-05080613
https://www.linkedin.com/pulse/real-time-support-saps-customers-interview-series-andreas-heckmann
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
http://events.sap.com/teched/en/session/28876
http://news.sap.com/sap-launches-expert-chat-to-connect-customers-in-real-time-to-technical-support/
http://www.gartner.com/reprints/?id=1-3TPLZO6&ct=170216&st=sb
http://news.sap.com/expert-chat-service-provides-sap-customers-with-access-to-live-real-time-support-options/

More information on SAP Support and the Next-Generation Support approach

- Incident Prevention and Self-Service

7

Blog: Getting Support Your Way: Self-Service (LinkedIn)

Video: Guided Answers

Video: Cloud Availability Center for SAP SuccessFactors Solutions
Video: SAP Cloud Trust Center

Video: SAP TechEd 2016, finding answers, demo on Google search for
Knowledge Base Articles

Video: SAP TechEd 2016, Support and social media, demo on “guided
answers”

Video: SAP TechEd 2017 interview on self-service and community

SAP ONE Support Launchpad
Blog: Tips and Tricks for SAP ONE Support Launchpad (SAP_ Community)
Video: SAP ONE Support Launchpad
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Social media
SAP Support Help on Twitter
SAP Cloud Support on Twitter
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https://www.linkedin.com/pulse/getting-support-your-way-next-generation-self-service-heckmann
https://www.sap.com/assetdetail/2017/10/c48b9da9-d77c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2017/11/0a839d57-dd7c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2018/02/b48e3e48-f07c-0010-82c7-eda71af511fa.html
http://events.sap.com/teched/en/session/29219
http://events.sap.com/teched/en/session/29393
http://events.sap.com/teched/en/session/36891
https://twitter.com/SAPSupportHelp
https://twitter.com/SAPCloudSupport
https://blogs.sap.com/2016/08/12/tips-and-tricks-for-sap-one-support-launchpad-now-available/
https://youtu.be/9RutFZ1Qoag

Thank you.
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The perfect customer incident
Issue description and steps to reproduce — complete information provided

We are performing 05 migration for ocur IE4 system {(pi7.0) using SAP
standard export/import system copy method.

We have migrated IE4 system to create IZ£Z4 system as part of our trial Scenarlo
migration.

Problem

Post migration, while adjusting connectlvity, wWe are adjusting
commanication channels in Integration directorv. We were akble t©to
successfully adjust most of the commanication channels and activate
them.

Issue description
Howewer we are facing problem for below mentioned four commanication
channels while activation after adjustments.

JDBC Inbound BP _DIWHN_DEV ORACTLE SCDEB 001 CustData OLAC BP 1
JDBC Inmbound BPF DWH_DEV OBRACLE SCDE 001 CustData OLAC LG 1
S50AF Sender MDM TH webservices

File Outbound BF DWN DEV CMDM USFUELS 001 CustMod OLAC CHM 1

Specific error message we are getting is

The following ckbjects have previous wversions that are no longer
actiwve: Communication Channel DWN_PRD CMDM TUSFUET.S 001

SOAP Sender MDM TBE webservices Open these objects in the editor and
perform a conflict resolution

Screenshots

Please suggest any scolution to this for us to mowve forward.

Attached is the screenshot of the error we are getting while activating
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The perfect customer incident
Business impact: example of very high (critical core business process not working)

Business impact provided on August 2
A A A =N/mianial A
This is a very urgent issue seriously affecting our ability to =~ /"= A RCH IS I
complete our Financial Close and file quarterly taxes, which
are due on August 4, 2016. If not resolved, this could have
severe financial impact from a regulatory compliance
perspective. Delays could result in fines of approximately
$100,000/day. There is currently no workaround and 25 people
are impacted from our controller’s organization.

Financial Closing not working

11
7
S

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 63



The perfect customer incident
Business impact: example of very high (go live endangered)

Business impact provided on August 2 ~

NJWD
Pending GoingLive is at risk. Going live to production on August
5.Going live with SCM 7.13 SP11. Issue is a showstopper with
no workaround in place. Project is at standstill. Without this
support pack upgrade, we will lose the ability to create packing
lists and bills of lading for the trucks. In some of our locations,
an accurate bill of lading is a legal concern. 2 internal and 10
external consultants are at standstill. If the GoLive is missed, it
will cause a financial impact of $2 million per day as a result.

During testing, we found a bug in the display of long text. Only
80 characters are shown, but we have long texts with up to 100
Character. This issue is stopping our go live in 3 month. 5

\"AnY A ' Consultants are effect Go-Live endangered.

- )
A v e b WA\

—
4

=Thlta
— S Nt
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Further Information for SolMan 7.2
IT Service Management

EKT

IT Service Management — Guided Discovery Tutorials (GDT)
IT Service Mgmt — Incident Management
https://service.sap.com/sap/bc/bsp/spn/esa redirect/index.htm?gotocourse=X&courseid=70305474

IT Service Mgmt — Master Data Management
https://service.sap.com/sap/bc/bsp/spn/esa redirect/index.htm?gotocourse=X&courseid=70315390

IT Service Management — Learning Map
https://support.sap.com/ekt-solutionmanager > SAP Solution Manager 7.2 Learning Maps > |IT Service Management

SAP Solution Manager Expert Knowledge (SAP Solution Manager WIKI)

IT Service Management
https://wiki.scn.sap.com/wiki/display/SAPITSM/ITSM+Wiki+-+IT+Service+Management+and+ChaRM+Wiki+Homepage

Application Help

IT Service Management
http://help.sap.com/saphelp sm72 sp03/helpdata/en/d6/b729db0a2a41589e9fa8f25eba7fch/content.htm

SAP Notes
2188112 - FAQ: ST720 IT Service Management Frequently Asked Questions
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https://service.sap.com/sap/bc/bsp/spn/esa_redirect/index.htm?gotocourse=X&courseid=70305474
https://service.sap.com/sap/bc/bsp/spn/esa_redirect/index.htm?gotocourse=X&courseid=70315390
https://support.sap.com/ekt-solutionmanager
https://performancemanager.successfactors.eu/sf/learning?destUrl=https://saplearninghub.plateau.com/learning/user/deeplink_redirect.jsp?linkId%3dPROGRAM_DETAILS%26programID%3dEKT_SOLMAN72IT%26fromSF%3dY&company=learninghub
https://wiki.scn.sap.com/wiki/display/SAPITSM/ITSM+Wiki+-+IT+Service+Management+and+ChaRM+Wiki+Homepage
http://help.sap.com/saphelp_sm72_sp03/helpdata/en/d6/b729db0a2a41589e9fa8f25eba7fcb/content.htm
https://launchpad.support.sap.com/#/notes/0002188112

Useful SAP Notes

SAP Note # Description

Report issue to SAP

560499

Support Center: Phone/fax numbers

67739

Structure of components for customer incidents

1773689

SAP Remote Support Guideline
83020

Processing customer messages in English

797124

Several queries in an incident

Trouble with an incident
SAP Message Escalation Procedure
984434
Speed Up Processing of a Customer Incident
1292299
How to efficiently report a problem
Missing Function

Entering development requests

Feedback to SAP

Feedback on SAP SE Service & Support
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https://launchpad.support.sap.com/#/notes/560499/E
https://launchpad.support.sap.com/#/notes/38373/E
https://launchpad.support.sap.com/#/notes/67739/E
https://launchpad.support.sap.com/#/notes/36677/E
https://support.wdf.sap.corp/sap(bD1lbiZjPTAwMQ==)/bc/bsp/sno/ui_entry/entry.htm?param=69765F6D6F64653D3030312669765F7361706E6F7465735F6B65793D30313230303631353332303030303036383433313230313526https://launchpad.support.sap.com/#/notes/1773689/E
https://launchpad.support.sap.com/#/notes/2281599/E
https://launchpad.support.sap.com/#/notes/83020/E
https://launchpad.support.sap.com/#/notes/873046/E
https://launchpad.support.sap.com/#/notes/797124/E
https://launchpad.support.sap.com/#/notes/50048/E
https://launchpad.support.sap.com/#/notes/90835/E
https://launchpad.support.sap.com/#/notes/984434/E
https://launchpad.support.sap.com/#/notes/1281633/E
https://launchpad.support.sap.com/#/notes/1292299/E
https://launchpad.support.sap.com/#/notes/1228776/E
https://launchpad.support.sap.com/#/notes/357732/E
https://launchpad.support.sap.com/#/notes/736045/E

Useful SAP links

Topic

SAP ONE Support Launchpad

SAP ONE Support Launchpad in 3 mins
Create Customer Incident

How to get the fastest incident resolution
SAP Community Network

SAP Notes Search

SAP Support Journey

Line Opener Program New Version

PANKS

SAP Note display via SAP ONE Support Launchpad
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Quick Link

https://launchpad.support.sap.com

https://mwww.youtube.com/watch?v=9RutFZ1Qoaqg

https://launchpad.support.sap.com/#/incident/create

https://www.youtube.com/watch?v=R-0x1CK8Bo08

http://scn.sap.com

https://launchpad.support.sap.com/#/mynotes

http://go.sap.com/support.html

https://support.sap.com/remote-support/saprouter/lop.html

http://scn.sap.com/community/abap/blog/2014/11/28/got-an-error-message-

the-new-tool-panks-is-here-to-help-you

https://launchpad.support.sap.com/#/notes/2281599/E
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https://launchpad.support.sap.com/
https://www.youtube.com/watch?v=9RutFZ1Qoag
https://launchpad.support.sap.com/#/incident/create
https://www.youtube.com/watch?v=R-ox1CK8Bo8
http://scn.sap.com/
https://launchpad.support.sap.com/#/mynotes
http://go.sap.com/support.html
https://support.sap.com/remote-support/saprouter/lop.html
http://scn.sap.com/community/abap/blog/2014/11/28/got-an-error-message-the-new-tool-panks-is-here-to-help-you
https://launchpad.support.sap.com/#/notes/2281599/E
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