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Disclaimer

The information in this document is confidential and proprietary to SAP and may not be disclosed without
the permission of SAP. This document 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,
fitness 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 intentionally or grossly negligent.

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.

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 2
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Why SAP ONE Support Launchpad?
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https://launchpad.support.sap.com

“Simplify the SAP Support experience
by offering task driven, harmonized
and user-centric Service and Support
applications for all SAP Solutions,
accessed through one central entry
point.”


https://launchpad.support.sap.com/#/corrins
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SAP ONE Support Launchpad — Facts

97,000 Unique visitors a day 22 M i
30.000 Notes/KBA searches per 10 page views per month

day 2 5 -
n M IO software downloads

1.1 M 10 Incidents logged per year per month

3rd ZSOTB software downloads per month

most traffic SAP site
95% of all users return within a month
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.
What about the Applications?

Reporting Incidents: more than 4000 incidents per day, more than
1.100.000 incidents per year.

Search and Reading SAP Notes and Knowledge Information: more than
120.000 searches a day

Downloading SAP Software: more than 2.500.000 software downloads with
volume of more than 250TB per month
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.
What about the Applications?

Working with System Data: more than 540.000 active Systems

Managing Support Users: more than 1.000.000 S-Users
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Piloting Program — Excerpt of participants
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Piloting Program - Early Collaboration with End-Users

Incremental Approach
Unlimited timely access to pilot system
6-8 week long development cycles

Regularly roll out of new functionality and collection of feedback in regularly
Roll Out / Feedback Sessions

Dedicated additional topics around the SAP ONE Support Launchpad included
In Roll Out / Feedback Sessions

No obligations for participants
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More Info

Tips and Tricks in blogs.sap.com

Release Dates

Book a demo (https://support.sap.com/en/my-support.html)

Application Help in Support Portal

Overview Tiles

Follow us on Twitter: #SAPONESupportLaunchpad
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https://blogs.sap.com/2016/08/12/tips-and-tricks-for-sap-one-support-launchpad-now-available/?update=updated
https://support.sap.com/en/my-support.html
https://accounts.sap.com/saml2/idp/sso?sp=https://www.successfactors.eu/learninghub&RelayState=/sf/learning?destUrl%3Dhttps://saplearninghub.plateau.com/learning/user/deeplink_redirect.jsp?linkId%3dCATALOG_SEARCH%26sbArSel%3d%26keywords%3dSUP_EBW_2410_1610%26selKeyWordHeader%3dSUP_EBW_2410_1610%26catSel%3d%26srcSel%3d%26delMthSel%3d%26ILDateFrm%3d%26ILDateTo%3d%26ILBlend%3d%26ILSchd%3d%26fromSF%3dY%26company%3Dlearninghub
https://support.sap.com/en/my-support/help-support-applications.html
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/help-for-sap-support-applications/launchpad-tile-overview.pdf
https://twitter.com/hashtag/SAPONESupportLaunchpad?src=hash

© 2018 SAP SE or an SAP affiliate company. All rights reserved.
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Thank you very much!

Contact information:

Arno Helmling SAP SE
Product Management - SAP ONE Support Launchpad
email: arno.helmling@sap.com
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mailto:arno.helmling@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
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in Germany and other countries. All other product and service names mentioned are the trademarks of their respective companies.
See http://global.sap.com/corporate-en/legal/copyright/index.epx for additional trademark information and notices.
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Personalized central access to Service and Support

SAP ONE Support Launchpad

Overview

The SAP ONE Support
Launchpad provides a user-
centric entry point for all SAP
Customers and Partners -
independent of their SAP
solution

More than 70 applications
around Service & Support!
And more to come.

Watch the video

,ifgﬁ,,ﬁ

Know me - Guide me - Help me

Register for your Demo today!

Benefits

Easy access to applications
and information according to
the users role.

Pro-active and guided

Simplified Ul based on SAP
Fiori

Global Search for quickly
finding answers, support
assets, and fast inter-
application navigation

Strong Favorites Concept

Holistic overview of your
support assets in one place

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

Your Personalized Digital Support Experience

Access

Direct access via:
https://launchpad.support.sap.com

Access via the SAP Support Portal

Access via QR-Code:

= [-]

SAP
ONE ™=
Support

Launchpad

Your Personalized Digital
Support Experience

Preview

Mobile Desktop
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https://www.youtube.com/watch?v=9RutFZ1Qoag
https://accounts.sap.com/saml2/idp/sso?sp=https://www.successfactors.eu/learninghub&RelayState=/sf/learning?destUrl%3Dhttps://saplearninghub.plateau.com/learning/user/deeplink_redirect.jsp?linkId%3dCATALOG_SEARCH%26sbArSel%3d%26keywords%3dSUP_EBW_2410_1610%26selKeyWordHeader%3dSUP_EBW_2410_1610%26catSel%3d%26srcSel%3d%26delMthSel%3d%26ILDateFrm%3d%26ILDateTo%3d%26ILBlend%3d%26ILSchd%3d%26fromSF%3dY%26company%3Dlearninghub
https://launchpad.support.sap.com/
https://support.sap.com/en/my-support.html#section_1969201630
https://www.youtube.com/watch?v=9RutFZ1Qoag
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High Level Architecture

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

Communication via
OData

!

Backend System(s)

OData / Gateway

ABAP Services
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Search — Use Cases

1. Problem Solving 3. Navigation
. Simple Interface — Single search field . Quick Navigation to Objects without
_ _ knowledge of exact path
. Narrow down performed in result list
. Snippets to display why result item has been found
. Grouping result in various sections
2. Reoccurring Administration Tasks 4. Search as a Service
. Determination of specific set of SAP Notes . Make search consumable by other
o _ applications (e.g. Incident Management)
. Setting filters as input for search
_ _ . Combine search capabilities with
. Saving search variants predictive algorithms

. Providing update as feed

26
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Search — Solutions available

1.  Google like Global Search for Problem Solving and Navigation based Use Cases

[sap g

2. Expert Search for Reoccurring Administration Tasks based Use Cases

My SAP Notes & KBAs
Am Interested In

ABAP Relevantforlast... 0

Updated 40

Favorites updated Within last 4 days

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 27
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Live Support Channel — Select the channel to contact SAP for help

- f ST, e y——— Vision: Interact with SAP in Real-time

1. Expert's Area

Expert Chat provides an alternative entry point
for engaging with SAP Support. The new interface

This Expert Chat feature is for conta

Center. Then press the [IETIRTOEN

_‘ = provides a streamlined method of chatting with
T — i the required Expert within SAP support.
2. Categorize It \\ ‘ l‘ \ /
vt i e e Sch:dule :Expen ‘ Schedule an Expert offers a new way to connect
s o ; e with an SAP Support engineer in a live, one-on-

one 30-minute call to discuss a technical topic of
your choosing. The scheduled appointments

_E o require a 3-day notice to allow engineers to
AR @ g q y g

3. Description

Time for the details. Please provide as much information

prepare for the session. Tell us your question, and
the product area that you want to discuss. We'll
find an available expert to assist you, at a time of
your choice.

Chat With An Schedule an Expert
Expert Contact SAP R, Expert Chat
Get Real-Time Support 1 Schedule an Expert
Non-Technical Help
0 &, Phone
% Chat
Begin a chat session Upcoming sessions o
= = E-Mail
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Incident Dashboard — See all your Incidents at a glance

Overview Per Area

945 s

On Premise (842) [ BYDICAC (303)

Portal Links

Find a solution
Report an incident (on premise)

SAP Ariba

BYD/CAC

Incident Dashboard
Access To All incidents

View my Incidents

On Premise Incidents by Status

642 e

Sent to SAP (179)
Customer Action (202)

In Processin 0 by SAP (91)
SAP Proposed Solution (168)

My Open Incidents

O Incidents

No data

Showing 0 of 0

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

P1 Incidents by Area

28 e

On Premise (11) || BYDICAG (17)

Open Prio 1 Incidents

28 Incidents
Control code value update in plant dat..
©On Premise Sent to SAP

Control code value update in plant dat...
On Premise Sent to SAP

(Q)reg: Issue with PSG derivation for..

Last updated on 11:54 (C, %@

BYD/CA4C Incidents by Status

303 s

New (24)

In process (231)
Solution proposal by (31)
Wait for extemal Re (5)

Ariba Incidents by Status

O Incidents

Overview of all incidents for all solutions:

Business Suite (on Premise)
+ Today this includes also a lot of cloud services (like S/AHANA
CE or SAP Cloud Platform). This will be separated soon.

SAP SuccessFactors

SAP Business ByDesign

SAP Hybris Cloud for Customer
SAP Ariba

SAP Fieldglass

SAP Concur

Incident Management today:

In SAP ONE Support Launchpad
* Business Suite and SAP Successfactors

As Built-In Support
* SAP Business ByDesign and SAP Hybris Cloud for Customer

In separate own portals
*  SAP Ariba, SAP Fieldglass, SAP Concur

Incident Management in the future:
For all solutions in SAP ONE Support Launchpad.

Personalize your dashboard with the area of
interest. Only those solutions will be displayed that
are licensed.

Details about the incidents by clicking on the
corresponding card or chart.
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System Overview — Holistic view on your SAP Solutions

Qo @ &5 Amo Helmling (S0015740727) ~

@ < [NV system Overview Knowledge Base

Vision: End-to-End view on landscape incl. on-premise
SAP AG (29218) and cloud

My Customers My Installations Empty Installations My Systems Inactive Systems
Installations wfo syst Systems wio activities

) sl 176l R Enables the user to view and analyze his landscape

on key performance indicators (KPI) by intuitive
e drilldowns.

Empty Installations

Shortcuts for specific part of the landscape available
. via predefined KPIs (e.g. Empty Installations)

Empty Installation Number

Various views (Graphical view, Tree view, Table
: view) offered for visualization.

SAP AG(11686) SAP IT Business Systeme SAP AG(29218 SAP SE

Close Integration (one-click navigation) with System
Data Management Application and Installation
Management Application

System Overview

Productive systems

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 34
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.
Cloud Availability Center (CAC) - Service Status of your SAP Cloud Solutions

Cloud Availability Center is part of the SAP Cloud Trust Center.

Production

Current Cloud Solution Status (2)

SAP SuccessFactors
HCM Suite

Recruiting Marketing
Jam Collaboration
Learning

Workforce Analylics

Event Calendar (2)

Week ~  Today
<

Tue 26 Wed 27
HCM Suite

Recruiting Marketing

Jam Collaboration

Last Update: 25.09.2017, 11:58 (GMT+0200)

SAP SuccessFactors

C

Status

:2621 Service Normal  ¢?

&) Service Normal

o
o
o

September 2017

Thu 28

Service Normal

;. Service Normal

;. Service Normal

i 29

Sat 30

Latest News (2)

Important Customer Information Event ID
EV50355

m There is a new customer communication - Cloud

Availability Center will replace current cloud
6 days ago
Show More =

Important Customer Information Event ID
EV50355

III There is a new customer communication - Cloud
Availability Center will replace current cloud

6 days ago
Show More

Important Customer Information Event ID
EV50355

III There is a new customer communication - Cloud
Availability Center will replace current cloud

6 days ago
Show More =

Important Customer Information Event ID

EV50355

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

Vision: All SAP Cloud Solution are available in CAC!

Product availability: current version provides status for
SAP SuccessFactors
SAP Business ByDesign
SAP Hybris Cloud for Customer
SAP Integrated Business Planning
SAP S/4HANA Cloud
SAP Cloud Platform Integration
Planning via a maintenance calendar: includes

maintenance (scheduled and unscheduled), service
disruptions / interruptions

Latest news: view the latest 5 notifications for your
products here

Current and historic notifications impacting your
products: view notifications going back 6 months for your
products here

Optimized for your time zone: refresh the page to load
the latest information
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New set of SAP EarlyWatch Alert Applications

a1 - 040
SAP HANA W | B B € T EarlyWotch Alart Dashboord
5 4 System I72
a|
o |
o e | 2
13 2
Systems « [l 2
=0« [
u W o
SAP HANA Database
My SAP EarlyWatch SAP EarlyWatch
Alert Reports Alert
SAP HANA Systems Workspace

Very critical systems

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

‘2630008

SAP EarlyWatch Alert Reports: Get an overview on
the rating of all critical systems in your system
landscape. You can monitor the most interesting alerts
and find out how to improve the system stability,
performance, and security. By default, reports of the
last ten days are displayed.

For every system, for which an SAP EarlyWatch Alert
service had been executed, you can display the rating
both of the system and the underlying topics. In a topic
or subtopic, you can view detailed information including
recommendations how to solve possible issues.

SAP EarlyWatch Alert Workspace: The central
landing page which gives a comprehensive overview
on your system landscape regarding stability,
configuration, hardware utilization and performance

Drill-downs into KPI time series for a long time range
are provided, e.g. database growth, SAP HANA CPU
and memory utilization and response times.
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Roadmap Viewer - bring innovations into your company

Welcome to the Roadmap Viewer in
SAP Solution Manager

SAP HANA Technology 2
Platform

Roadmap Viewer
M El‘?CleCg es

Access your roadmaps

Q Goal: Help you to bring improvements and innovations
into your company!
General 3 Solution Specific 4
Contains specific procedures and methods
View All ((’ View All ((' . .
SAP roadmaps are organized based on their general
SAP Solution Manager 6 Learn More or pl’Od UCt-SpECIfIC relevance

What does SAP Roadmap Viewer offer?

T ||z Ceting st win 5aP Acvate n 57 The selected SAP roadmap gives you a general
oadmap Viewer. .
overview of the usage and goals.

— How to start your project in SAP Solution
- Manager.

SAP roadmaps can be structured by phases,
workstreams, or services.

The results are presented as activities, deliverables,
and tasks.

If the selected roadmap is relevant for you, choose
the attached project plan and upload it in SAP
Solution Manager - project management.

The result is a project plan in the form of a work
breakdown structure that you can use as a starting
point for delivery.

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 40
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The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its distributors contain proprietary software components
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