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Live Business Needs Live Support

Support Delivery, March 2019
Source: https://www.slideshare.net/BernhardLuecke/sap-nextgeneration-support
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Disclaimer

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

Except for your obligation to protect confidential information, this presentation is not subject to your license agreement or any other service
or subscription agreement with SAP. SAP has no obligation to pursue any course of business outlined in this presentation or any related
document, or to develop or release any functionality mentioned therein.

This presentation, or any related document and SAP's strategy and possible future developments, products and or platforms directions and
functionality are all subject to change and may be changed by SAP at any time for any reason without notice. The information in this
presentation is not a commitment, promise or legal obligation to deliver any material, code or functionality. This presentation 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 presentation is for informational purposes and may not be incorporated into a contract. SAP
assumes no responsibility for errors or omissions in this presentation, except if such damages were caused by SAP’s intentional or gross
negligence.

All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ 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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What is Next-Generation Support?

Support from SAP helps ensure the end-to-end safeguarding of our customers’ investment in SAP solutions and is an integral part of the
customers’ experience. With the rise of digital technology trends such as cloud solutions, the Internet of Things, and real-time computing,
support for business-critical processes in on-premise, cloud, and hybrid landscapes has become more important than ever for our
customers.

SAP is reimagining support with Next-Generation Support. Next-Generation Support focuses on effortless, anytime, anywhere support,
leveraging the latest technology and tools to speed time to answers. In this presentation, you will learn more about our most recent
improvements and innovations, with many more to come. Key areas of focus of Next-Generation Support include:

* Anywhere access through mobile and built-in support
 More channels of access to SAP for help, and increased ease of access to expert help — seamlessly integrated
« Easy-to-use and comprehensive self-help tools and resources
* Personalized help and resources to speed time to answers
» More interactive help through use of social media
* New cloud product-specific tools and dashboards
....... All seamlessly integrated for an effortless support experience

in which we anticipate
customers’ needs, accelerate their path to accurate answers when they need them, and offer expert help at their fingertips.
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The world is changing. Digital technologies are everywhere
Drivers and implications for SAP support services

Emerging technology trends Shorter time to value,
accelerated lifecycles,

SAP faster time to adopt

support
services

Next-generation workforce
(Generation Y and 2)

Desire for increased efficiency

) 38082 2]
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Internet Social Big Data Cloud Machine Hyper- Mobile In-memory
of Things learning connectivity computing
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Our vision of the digital support experience

Anticipate

Accelerate

=

Collaborate

© 2019 SAP SE or an SAP affiliate

You should never have to ask a question.

Our collective focus with product development is to achieve high-quality, intuitive
products that your needs.

If you have questions, it’s quick and easy to get answers.

Access to SAP’s comprehensive knowledge base notably your path to
accurate answers when you need them.

Our support experts will provide you with solutions quickly.

Our highly skilled engineers with you to help ensure you are successful —
providing fast, easy access to the answers you need.

company. All rights reserved. | PUBLIC



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

Industry-leading Groundbreaking
proactive and preventive support for the
support across all intelligent enterprise

deployment scenarios (g 0 i) Seamless integration
with built-in support
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Live Business needs live support

Next-Generation Support for the intelligent enterprise

—— 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.

SAP Support Portal

SAP Knowledge Base Articles (KBAS)
via Google search

Automatic translation

SMS notifications

Guided Answers

SAP BusinessObijects Bl support tool

Automated search for SAP Notes

Performance Assistant

SAP Community

Support by Product

© 2019 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.

Expert Chat

Schedule an Expert

Ask an Expert Peer (Feature Trial)

Call-1-SAP & Customer Interaction
Center (CIC)

I 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

Social Media integration

Built-in support
Cloud Availability Center

SAP Cloud Trust Center

" Al /Machine Learning

.

T

SAP constantly innovates to improve
our products and provide you with a
world-class support experience.

Thought leadership

Artificial Intelligence /
Machine Learning
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https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
https://support.sap.com/en/my-support/knowledge-base.html#section_307623726
https://support.sap.com/en/tools/diagnostic-tools.html#section
https://support.sap.com/en/tools/troubleshooting.html#section
https://support.sap.com/en/tools/troubleshooting.html#section
https://www.sap.com/community.html
https://support.sap.com/en/product.html

Next-Generation Support for the intelligent 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
Automatic Translation

SMS notifications

Guided Answers

SAP Community

SAP Support Portal

Support by Product

Proactive outreach through info sessions and WhatsApp
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Self-service and incident prevention

SAP Knowledge Base Articles (KBAs) with search engine indexing

N

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

Now available: Self-Service

Machine Translation for SAP
Notes and Knowledge Base

Articles

© 2019 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 or SMS: 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 this blog
to learn more.

Preview

@ En! ‘? SAP Knowledge Base Article Kno. i

1842840 - Diagnostics Agent disconnectin
from Solution Manager System - Solution
Manager 7.1

Version 4 from 18.09.2015 in English

Enter search ter

o &

Show Changes [ 3k ...

g

CTT¥ 1842840 < Diag Agent di ting from Solution Manager ¢ |

Symptom

Diagnostics Agents are disconnecting from SAP Solution Manager somefimes
As tesull. The Diagnastics Agent is not online under tab Connected Agents in Agent Administration U1 under iitp i/<h

i fagents | g Agent Connectiity | Applications Viewer | [ Appii Fehon

Enables you o start, stop, and restart registered agents

Tl Maintenance Mode ~On @ OFf  History

Connected Agents | Non-authenticated Agents | Connections Logs

Agent Table Size 3uto | w | [ (5 More Details || Auto-refresh on | 9 Export to Microsoft Excel

Full Host Name

t>-6113/P4] Ping falled (com sap smd

ISMDServerHandie_Slub@52291211 aher 30001 1

ionHandler java: 140}

kd to Customer 0 customer ratings

sometimes
Agents in Agent Administration Ul under http://<host:

Viewer Applications Management



https://launchpad.support.sap.com/#/notification/manage
https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
https://launchpad.support.sap.com/#/notes/0001842840
https://apps.support.sap.com/sap/support/knowledge/preview/en/1842840

Self-service and incident prevention

Automatic translation for SAP Notes and KBAs

SAP launched

Overview

Now available in Japanese and
Brazilian Portuguese

Coming soon — German, English,
Spanish, Russian, Chinese, Korean,
French, and Italian

Translation is generated by the SAP
Translation Hub and is specially
designed to recognize SAP
documentation and terminology

Neural machine translation

and artificial intelligence (Al) is used
to process entire sentences and
phrases for improved context

Translation quality is continuously
improving through feedback and
learning

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Benefits

Breaks through language
barriers

Offers fast access to machine-
translated SAP Notes and
KBAs — in your preferred
language — at no additional
cost

Works in real-time

Lets you obtain the right SAP
technical information, in the
right context for your business

for SAP Notes and SAP Knowledge Base Articles (KBAS) in the SAP
ONE Support Launchpad. Get fast, machine-generated translation — at the click of a button.

Access

S-user required

Access an SAP Note or SAP
Knowledge Base Article in the
SAP ONE Support Launchpad

Choose the Languages tab and
select Machine Translation.
(Currently available for
Japanese and Brazilian
Portuguese. Others coming
soon.)

A new browser window opens
and displays the machine
translation

See this KBA

Preview

7 2613605 - Automatic tra. X

L

C (0 | @ Secure | https:/pilot.supportsap.com/#/notes

@

< . ;' SAP Knowledge Base Article Knowledge Base 2613605

2613605 - Automatic translation feature in SAP One Support Launchpad

Description Product Attributes Languages Customer Ratings

| 453 (Machine Translation)
Deutsch (Machine Translation)
Portugués (Machine Translation)

Espariol (Machine Translation)

Pycckuit (Macl

{1 (Maching &3
M 2613605 -SAP ONE Support Launchpad o & BEIER

2H= 0 (Machi

| Bt

Disclaimer: SAP automatic translation provides machine-translated content that has not been reviewed for accuracy.
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Self-service and incident prevention
SMS notifications for SAP ONE Support Launchpad

-0

Overview Benefits

New notification channel Driven by customer feedback,
option available for SAP ONE SAP Support now offers text
Support Launchpad messages (SMS)

notifications . )
Itis a new way to receive

SAP Support is offering important notices and
additional ways to deliver information, in addition to e-
notifications instantly via text mail or launchpad-internal
messages (SMS) notifications

Read the blog to learn more It's fast, easy, and

Watch the video customizable

*NOTE: SAP does not charge you to send SMS text messages,
however message and data rates may apply based on your existing
wireless plan for receiving text messages.

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

— It's easy. It's fast. And it’s customizable. You may now
choose to receive text messages (SMS) on topics of your choice, from SAP ONE Support Launchpad.

Access

Enable SMS (text message)
notifications through your
launchpad notifications
settings page

Click on your Name and
Manage Notifications at top
right or access your settings
page through this direct URL

Choose your preferred
notification method by
toggling notifications on or off
for launchpad, e-mail, and
SMS

Simply select the notice types
you would like to receive

Preview

Hnowled

A
%5
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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

© 2019 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

Preview

SAP Guided Answers QP
Interactive documentation designed to help troubleshoot issues, navigate processes and guide through tasks.
Search

Search Q

& Guided Answers Trees 221 | Products  Components %

No fitters currently applied.

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

Product: SAP NetWeaver ~ Component BC-ABA  Details =

Employee Central Standard Reports Troubleshooting in Advanced Reporting

The purpose of this tree is to give you a guide on how to troubleshoot Employee Central Standards Reports.

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

Troubleshooting Report Schedule and Output

The purpase of this tree is o give you a guide on how to troubleshoot scheduling reports.

Product: SAP SuccessFactors HCM Core  Component: LOD-SF-ANA-ADH ~ Details =

Agentry - Troubleshooting: SMP 3.0 - Error 14

Agentry Error 14 is an emor popular when the device transmits and cannot see the backend SMP 3.0 server.

Product: SAP Mobile Platform SDK  Component: MOB-SYC-SAP  Details =

How to setup and run the connector through SFTP server
Connectors process through feed files

Product: SAP SuccessFactors Learning ~ Component: LOD-SF-LMS-CON ~ Details =

Not receiving Password reset E-Mails
This Tree will help in troubleshooting the issue of not receiving Password reset E-Mails.



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
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Self-service and incident prevention
SAP BusinessObjects Bl support tool

Is a lightweight supportability solution providing reporting and
OO analysis tools that simplify the life of a Bl administrator.

Overview

A simple, easy to deploy
supportability client for SAP
BusinessObjects Bl platform

Landscape Analysis Report
gives total insight into the
configuration and topology of
the Business Intelligence
environment

Best practices, system
configuration, service
distribution, and other alerts
are checked automatically

Includes a toolbox providing
many additional root cause

Benefits

Eliminates question ping-pong
and speeds up resolution time

Allows historical capture of
system configuration and
provides a change analysis

Saves the time of admins
through inclusion of helpful
tools such as Security
Analyzer, Authentication, and
E2E Trace Wizards

Find problems and solutions
pro-actively via customizable
landscape alerts

Obfuscate sensitive report

Access

The tool is free of charge for
all SAP BusinessObjects
customers

Downloadable via the
Software Download Center

Information can be found on
the SAP Community Wiki

Version 2.1 webinar and
demo

Preview

Alert Summary

e Pl Seech| Semarc Layes Patch Wistory| B Agplcatioms Tommauts s

Aul

analysis and administrative
tools
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https://wiki.scn.sap.com/wiki/display/BOBJ/SAP+BI+Platform+Support+Tool
https://www.youtube.com/watch?v=yuZVdZLO0X4

Self-service and incident prevention
Automated search for SAP Notes

\ The

Is a tool that helps you to easily and quickly identify SAP

correction notes for functional issues, your codes, and customizing tables (for standard processes).

Overview

The automated search for SAP
Notes works directly from the
customer system where the issue
occurs

In order to obtain SAP relevant
notes, customer code and
customizing tables, start
transaction ‘ANST’ and
reproduce the issue

Learn more:

= Check the FAQ, see the
video, and go to the Help
Portal

» Read the blogs: ‘ANST’ and
‘What is ANST’

Benefits

Only notes that are relevant for
the respective issue are identified

No need to choose search terms
for the notes search: As opposed
to notes search based on search
terms you may choose, the
automated search for SAP Notes
tool bases note searches on the
ABAP objects that are involved in
the process

The tool is for ABAP based
systems: either running directly in
the back end system or through a
front end (SAP Fiori, portals)

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Access

Start a transaction ‘ANST’
from the back-end and
reproduce the issue, learn
more in KBA 1818192

Watch the video

Before you proceed, make
sure the following notes are

implemented in your system:

= 2361155
= 2469123
= 2286869

= pogram [Edc Goto System  Hep
v ) =
(V] «E 00 7 Ne 0%
Automated Note Search & Customer Code Detection Tool
@ [[] w Opentrace [W Object Customizing ~ J# Settings T Delete Trace @) Trace On/Off
Execution Data
« Transaction Program BSP Application
‘Web Dynpro Application WD Application Configuration CRM BSP Frame
CRM Webdient CRM UI Frame
Trace Paramete
Description
~/ Save T

Upload Trace
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https://www.youtube.com/watch?v=kceOEjaV4bE
https://help.sap.com/viewer/9d6aa238582042678952ab3b4aa5cc71/7.5.13/en-US/2a123a9c1a0a49469143963a71c05fe6.html?q=ANST
https://blogs.sap.com/2018/09/24/anst-support-sap-fiori-applications-and-other-enhancements/
https://blogs.sap.com/2014/01/07/what-is-anstand-why-arent-you-using-it/
https://launchpad.support.sap.com/#/notes/1818192
https://www.youtube.com/watch?v=kceOEjaV4bE
https://launchpad.support.sap.com/#/notes/2361155
https://launchpad.support.sap.com/#/notes/2469123
https://launchpad.support.sap.com/#/notes/2286869

Self-service and incident prevention
Performance Assistant

The

Overview

The Performance Assistant
helps you to easily and
quickly search for SAP Notes
and Knowledge Base Articles
for ABAP messages — based
on the relevant message
code (message class and
number).

Check the FAQ
See the video to learn more

Read the blog

Benefits

Receive real-time
documentation updates

If a new SAP Note is created
and contains the ABAP
message code, the
Performance Assistant
identifies it

You benefit from immediate
updates and information on
SAP Notes

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

notes and KBAs search tool searches for SAP Notes and Knowledge Base
Articles for ABAP messages — based on the relevant message code (message class and number).

Access

When you get an error
message, double click on the
error message then click on
the binoculars/ search icon,
learn more in KBA 2096401

Watch the video

Preview

Fernishment Type/No.

Interest Data
equence Number

nterest Calc.from

nterest Calc. Type
nt.rate :

nterest Period 01 Jahrich -

fmount

ependency hud
Value-Added Tax -

P Date must be within the interval 01.01..1800 - 31.12.9999 |

[= Performance Assistant

1| |001] Ordinary gamishment &= |E”z\ BN \@HE\ Ei=) ‘i‘
Date must be within the interval 01.01.1800 - 31.12.9999 .
nt. Type 11 Foratiche Kreditgebihr fur Hauptforderung -
01.01.1800 -|31.12.9999
01 Normale Zinsberechnung ~|
I~ |
g b ALA(1)800 ¥ pwdf6373 | IS



https://launchpad.support.sap.com/#/notes/2096401
https://www.youtube.com/watch?v=i3_gbe9XyAQ&feature=player_embedded
https://blogs.sap.com/2014/11/28/got-an-error-message-the-new-tool-panks-is-here-to-help-you/
https://launchpad.support.sap.com/#/notes/2096401
https://www.youtube.com/watch?v=i3_gbe9XyAQ&feature=player_embedded

Self-service and incident prevention

SAP Support Portal

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
you to access support from
anywhere, at any time, and
with any device

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

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

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
management, most up-to-date
information, and helpful
resources

Quick and efficient search bar
at the center of the home

page

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Access

https://support.sap.com

Check out the SAP _Support

Portal video

SAP Support Portal Home

i

Preview

Desktop
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Self-service and 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

Product pages in both major
support properties contain all
you need to know about your
product (version) — or guide
you to more helpful content if
needed

SAP ONE Support Launchpad
offers a broader range of SAP
products

Read the FAQ or this news

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):
KBAs, documentation, blogs,
web pages, tutorials, release
notes, and more

Receive easier and faster
access of product-related
content relevant to you — alll
compiled on one web page

On the product pages, you will
find content from different
resources consolidated for you

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

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
functionality called “Products”
and enter the product name you
are looking for

Easily navigate through the
content on the product pages

Save product pages as
“favorites” for future quick
access

SAP Support Portal:

Access through “Products” in the

header navigation

Navigate through the product
pages

Preview

o <

Number

0002515157
0002541626

0002367324

0002536110

SAP Knowledge Base Articles D

12673 Document

ST broductPages  Products
o

@ SAP enhancement package 6 for SAP ERP 6.0 ©  &wps For sap ERP 6 (

Title

Seniority grouping incorrect du

1T0002 data blank after IVWID c|
WDA

Further analysis requires a repi
eSocial: $-1030 Job events

Dretay indi fornlan XXXX

Example: Product
page in launchpad

-

Example: Product page in SAP Support Portal
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Next-Generation Support for the intelligent enterprise
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

Ask an Expert Peer (Feature Trial)

Call-1-SAP and Customer Interaction Center (CIC)

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Real-time interaction

Expert Chat

Overview

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

Improves support experience
with real-time interaction

Available for all support levels
and 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

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Access

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

Access through the Expert Chat
tile on your SAP ONE Support
Launchpad on the My Home
screen.

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

Access Expert Chat through the
Contact Us menu

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

Preview

Expert Chat
Get Real-Time Support

Begin a chat session

Expert Chat tile on My Home in
SAP ONE Support Launchpad

| / Written Incident

IL"'IQ Expert Chat |

Schedule an Expert
%, Phone

&2 E-Mail

Contact Us Share Your F

Contact Us menu in SAP ONE Support
Launchpad's footer bar
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https://support.sap.com/en/my-support/incidents.html
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
http://launchpad.support.sap.com/

Real-time interaction

Schedule an Expert

Overview

One-to-one 30-minute call
delivered remotely through
Skype for Business

Book an appointment at least
48 hours 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

o\

WINNER

é\\‘ tsia

¥ STAR Award

2018

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.

Benefits

Live channel option for you

Interact one-to-one with a
support engineer

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

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Access

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

Access through the Schedule an
Expert tile on 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

| # Written Incident

" Expert Chat

| Schedule an Expert

%, Phone

4 E-Mail

Contact Us Share Your F|

|
g 1

Preview

Confirmed
o March 07, 14:30

o

Schedule an Expert

an SAP Support engineer in a Ive, cne-on-one 30-minute call
10 assist & ime of your choosing. I's that easy.

A ®

View Completed

»Contact Us“-menu in SAP ONE

Support Launchpad's footer

bar
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https://www.sap.com/assetdetail/2017/07/2626c66e-c57c-0010-82c7-eda71af511fa.html
https://support.sap.com/en/my-support/incidents.html#section_1575600800
https://launchpad.support.sap.com/#/notes/2478334
http://launchpad.support.sap.com/

Real-time interaction
Schedule an Expert for open incidents

Overview

One-on-one 30 minute call
booked directly from an open
incident with the assigned
support engineer

Available for high priority
incidents with select support
engineers

Book an appointment
minimum 24 hours in advance

Sessions delivered remotely
through Skype for Business
(Learn more on how to join
your Schedule an Expert call)

Check User Guide and FAQ
to learn more

of the incident with the assigned support engineer.

Benefits

Have live interaction to
discuss technical details of
the open incident with the
assigned support engineer

Schedule a call at a time that
is convenient for you

Experience less ping-pong
and more efficient incident
processing reducing the time
to resolve your open issue

Easy to have other colleagues
with you on the call

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Access

Schedule an Expert button will
appear in the incident editing
page in SAP ONE Support
Launchpad when the
following conditions are met
Incident is currently Open and
High Priority status within
Product Support
A processor has been
assigned to the incident and is
available for scheduling

Click Schedule an Expert
button and then click Book a
Session

Add the appointment to your
calendar and join the session
at scheduled time

l enables you to book a 30 minute call to discuss technical details

Preview

Confirmed

May 28, 10:00
L N
EEEzEEs | View Upcoming "
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https://launchpad.support.sap.com/#/notes/2478334
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/incidents/sae-userguide-open-incidents.pdf
https://launchpad.support.sap.com/#/notes/2651182

Live support with Expert Chat and Schedule an Expert ILLUSTRATIVE
Optimizing the incident flow

Traditional incident

with Expert Chat

|
with Schedule an Expert

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Gather incident- Root cause analysis in Request Preparation

IRT related support and development system access of solution
information

& 6 replies to customer

Chat processing 14-45 days processing time
and screen
sharing
Wil | ~5,000 sessions / week
60-70% solution rate
Optional process if chat does not result in a solution ~30 min & length of chat duration
Expert
Session
& Screen
Sharing
[ ] 1000 sessions / month

50-60% solution rate
30 min length of call duration

l Incident in process at support Incident in process at customer l Incident in process at development (SAP) l Incident waiting time 22



Real-time interaction
Ask an Expert Peer

lets you collaborate on your technical, product-related questions, one-on-one, with a

’ = ' qualified and approved expert outside of SAP (limited feature trial for select products).
Overview Benefits Access Preview
New support channel option Fast issue resolution for your Access Ask an Expert Peer ms o s Soutonvenoger ~ () 2
available in a limited feature basic inquiries and how-to directly from the landing page At Exrt per
i * i Overview
trial for select products guestions Or by clicking the green
We are exploring additional Reduce your waiting time for button on the home page of Ask an Expert Peer
ways to deliver support response and resolution SAP Support Portal ,3 exporng tonat s or o
Interact one-on-one with a Benefit from industry insights Having technical issues to :
qualified and approved expert along with an experienced access Ask an Expert Peer? b
outside of SAP perspective about your Please contact

Visit the Ask an Expert Peer guestion askanexpertpeer@sap.com :

Click to Ask an Expert Peer Now!
landing page Private conversations, issue

resolution through chat or e-
mail

Limited availability: This
feature trial is only available
for select products

Read the FAQ to learn more

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC


https://support.sap.com/en/my-support/incidents/ask-expert-peer.html
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/incidents/sap-ask-an-expert-peer-administrator-faq.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/incidents/sap-ask-an-expert-peer-administrator-faq.pdf
https://support.sap.com/en/my-support/incidents/ask-expert-peer.html
https://support.sap.com/en/index.html
mailto:askanexpertpeer@sap.com

Real-time interaction
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 Preview
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 >, S )
such as: a year, and provides a central through SAP One Support =~ 2 L= )
- Enquire about eXiSting p0|nt Of contact for assistance I_ h d Technical Assistance Non-Technical Assistance™ Portal Feedback
incidents with non-technical queries e ot mraitrete | ot veliomat | ot et o
u ASk questions abOUt SAP Unlversal free_phone number DIreCt acceSS: *Mote” 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
queries you require, now including » E-mail CIC
SAP Ariba, Concur, and SAP System Operations and Maintenance
" Request SAP remote Fieldglass solutions Learn more here: ¢ g
services -
Toll-free number accessible =  SAP Support Portal %_Phorie :lgpratlo.nnl(eys Pqu SlAtP N??T & KBAs
CIC can be reached by in most countries through [ chat | e
phone, chat, or e-mail landline phones and some = Reference Guide 52 E-Mail

mobile providers

Contact Us share Your Feedback  About the Launchpad

SAP ONE Support Launchpad

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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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

Next-Generation Support for the intelligent enterprise
Digital support experience

Digital support experience.
(! I i) 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

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Digital support experience
SAP ONE Support Launchpad

The

Overview

The SAP ONE Support
Launchpad provides a user-
centric entry point for all SAP
customers and partners,
independent of their SAP
solution

Third most visited SAP Web
site: used by up to 90,000
unigue users each day

Watch the video

Know me - Guide me - Help me

Register for your demo today

Benefits

Easy access to applications
and information according to
your role

Proactive and guided

Simplified user interface
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

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

SAP support services.

ONE ™=
Support
Launchpad

Your Personalized Digital
Support Experience

provides you with personalized central access to

Access Preview

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

Access through the SAP Support
Portal

Access through QR code:

Critical customer notices: Since
March 2018, you can receive
important notices through SMS.
Please go to your launchpad
notifications settings page to Mobile Desktop
choose your preferred notification

method (launchpad, e-mail, SMS,

or a combination).
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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://launchpad.support.sap.com/#/notification/manage
https://www.youtube.com/watch?v=9RutFZ1Qoag

Digital support experience
Built-in support

offers you the tools and content of Product Support into all SAP products through an embedded
e Digital Support Assistant using SAP CoPilot.

Overview

Get support right within a
product

Have one-click access to live
support, SAP experts and
peers when you need it

Have a personal conversation
with your digital support
assistant, who guides you
intelligently and efficiently to
get an answer. Communicate
with your support assistant
through natural language.

Access context sensitive
knowledge and help based on
your needs

Benefits

Proactive push of helpful
content, recent actions and
benchmarking of best
practices

Harmonized omnichannel
support experience

Intelligent issue detection and
prescriptive when you need it

Access of community inside of
the product for added
guidance

Critical context sensitive
support alerts

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Access

Get help right inside of your
product as you complete
tasks

Have easy access to tools
and content of Product
Support from SAP CoPilot

Use SAP CoPilot easily as an
integral part of SAP Fiori 2.0
launchpad

Call assistant whenever
needed

Initial roll-out planned for SAP
S/4AHANA Cloud

7

help
Support Incident
0000210588 2018

Preview

INTANT 1o the char
hi admin can you help

Example Commands
"@Example objectlist”

Support: Advanced Search

"I need information about business roles.”

Support: Channels

"Send incident to SAP"

Support: Contact Key Users

“Show me the Key Users of my company.”

Support: Feature Request
"I have a suggestion for this app"

Support: S-User Management
"I want to link my S-User ID here.”
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Digital support experience
Cloud Availability Center

The

Overview

Accurate, up-to-date
information with an at-a-glance
view into the status of your
cloud products, critical
information, maintenance
updates, notifications, all in one
place

Consolidated views for service
availability, performance, and
service level uptime reporting

Timely availability of
information

Built with the latest SAP Fiori
user interface for a modern,
intuitive user experience

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Benefits

Personalized dashboard for
SAP’s cloud products: View the
current cloud solution status for
the products that you own

Notification history and latest
news: View information and
news important to you

A visual calendar of events with
visual overview of service
disruptions

The new cloud dashboard is:
accurate, up-to-date, at-a-
glance, and personalized for
you

offers you a personalized dashboard with at-a-glance visibility into your cloud
product availability.

Access

Accessible through the SAP
ONE Support Launchpad

Add the tile to your My Home-
Screen in SAP ONE Support
Launchpad

For more information, visit
Cloud Availability Center on
SAP Support Portal

Includes a list of SAP cloud
products currently supported by
the Cloud Availability Center
(with more coming soon).

Watch the video to learn more

The Cloud Status Dashboard and the Maintenance Dashboard tiles were retired on October 1,

2017. Other cloud products will roll out Cloud Availability Center in coming months.

Preview

Incideat Resalved - Event D EV3I6ZS

HCw Sune

Nowtcaton Hstory

h-i‘ 'J ONE Support Launchpad

Success Factors - Administration

Cloud Availability
Center
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https://launchpad.support.sap.com/
https://support.sap.com/en/my-support/systems-installations/cloud-systems-installations.html#section_371600434
https://www.sap.com/assetdetail/2017/11/0a839d57-dd7c-0010-82c7-eda71af511fa.html

Digital support experience
SAP Cloud Trust Center

The provides unified and easy access to trust-related cloud content where you can
initiate requests, engage with SAP, and collect all assets and information you need.

Overview

SAP Cloud Trust Center is a
public-facing website on
sap.com

Delivers transparency on SAP
cloud-related processes

Trusted source, where you
can initiate requests and
engage with SAP

Easy access to SAP cloud-
related documents,
certificates and contracts

Check out the SAP Cloud
Trust Center video

Benefits

Cloud Service Status:
Availability data of cloud services
showing the current live status

Security: Measures to ensure
SAP Cloud security

Data Protection and Privacy:
Learn how SAP respects and
protects your rights

Compliance: Shows the vast
variety of ISO/BS as well as
certificates

Agreements: Overview of the
building blocks of an SAP Cloud
contract

Receive answers to FAQ on
trust-related cloud topics

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Access

Access the SAP Cloud Trust
Center directly or go to
sap.com and find it under the
“About” section

Preview

Home | About 545

SAP Cloud Trust Center

Cloud Service Status

Cloud Service

Status
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https://www.sap.com/assetdetail/2018/02/b48e3e48-f07c-0010-82c7-eda71af511fa.html
http://www.sap.com/cloud-trust-center

Digital support experience
Social media

Follow Product Support

Overview Benefits

Gain the benefit of new
channels for community and
peer-to-peer knowledge
sharing and information
exchange

SAP’s social customer product
support includes the following
accounts for Product Support:

Twitter @SAPSupportHelp

Twitter @SAPCloudSupport

(For SAP SuccessFactors) Ask questions and get

answers quickly
WhatsApp Product Support

Channels Get timely notice of critical

and trending issues
WeChat (SAP Daily)

v [©

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Get expert tips and advice
from SAP and peers

for real-time support updates and helpful product-specific

resources for S-Users and administrators.

AcCCess Preview
o B
Twitter: i Next-Generation Support
O] "
SAP Support Help B Delight Customers.

SAP Cloud Support

Always.

YouTube

» +49 1579 2368657

<
WhatsApp landing page e

Mon, 12 Nov

The Guided Answer for Solution

Interviews and blogs onour  EraE

Support Stra‘tegy Wlth Andreas El‘ : '(\:A::Zgjrr;‘izo::'::s;z:hooting has

Heckmann, Head of SAP o s for SPO7. Look tis up for
. further details. https:/

Support Delivery: wwwwbea, sKpM2VKiY

https://cn.linkedin.com/in/ahec Tow: 13 v r
If you are missing objects in
km an n BPMon, then implement this SAP

Note. https://ww vbca

vyM1WOw
Wed, 14 Nov

Install this SAP Note into your
managed systems and get all
possible object types for Critical
object and White list object https
vw.wbca.st/5ntjbrw

1
T
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https://twitter.com/SAPSupportHelp
https://twitter.com/SAPCloudSupport
https://www.youtube.com/user/SAPSupportInfo
https://support.sap.com/en/my-support/incidents/whatsapp.html
https://cn.linkedin.com/in/aheckmann

Social Media: WhatsApp channels
Overview from WhatsApp-Page on SAP Support Portal

SAP S/4HANA Finance
FIN Accounts Receivable
FIN Posting and Taxes
FIN CO Material Ledger

SAP Cross Platform
Integration

SAP Solution Manager
SOLMAN Change Control Mgmt.
SOLMAN Test Suite

SOLMAN Setup / Configuration /
LMDB

SOLMAN IT Service Management

SOLMAN Diagnostics, Business
Process Ops, System Monitoring

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

SAP S/4HANA Sourcing and
Procurement

SAP SuccessFactors

Employee Central

Learning

Platform

Performance & Goals @
Recruiting @
Onboarding a
Analytics

SAP Product Lifecycle
Management (PLM)

SAP PLM Document Management
System (DMS)

SAP Portfolio and Project
Management

Environment, Health and Safety
Management

SAP Analytics
Bl Platform
WEBI
Crystal
Lumira
Analytics Cloud

SAP Data Management
SAP Adaptive Server Enterprise
SAP ASE — ERP enablement
SAP 1Q
SAP Replication Server

SAP NetWeaver
Software Logistics — System
Maintenance (Upgrade)
NW Client/Server Technology (CST)

Software Logistics — Change Control
and Transport

Software Logistics — System
Provisioning (Installation)

ABAP Development
SAP GUI (Windows / Java)

NetWeaver ABAP Administration,
Authorization and Authentication

SAP Governance, Risk and
Compliance (GRC)

Access Control

Process Control

Risk Management

Audit Management

SAP HANA
High Availability and Backups
Applications
Performance and Monitoring
HANA

SAP Enterprise Performance
Management (EPM)

Business Planning and
Consolidation (SAP NW)

Business Planning and
Consolidation (MSFT)

Financial Consolidation

Disclosure Management

Strategy Management

Profitability and Cost Management
Analytics Cloud
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Next-Generation Support for the intelligent enterprise
Al / Machine Learning

h - Al [ Machine Learning.
P SAP constantly innovates to improve our products and provide you with a world-class
= support experience.

Thought leadership
Al / Machine Learning

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Artificial intelligence and machine learning
Incident solution matching

Overview

A new machine learning
service based on artificial
intelligence (Al) technology

Automatically recommends
solutions from SAP Notes
and SAP Knowledge Base
Articles when you create a
new incident

Ranks potential matches
according to their semantic
relevance based on incident
data

Accelerates the process of
finding relevant solutions by
learning from past incidents

Benefits

Speeds up resolution time by
receiving proposed solutions
for your issue

Find relevant SAP Notes and
SAP Knowledge Base Articles
in one quick step without
manual searching effort

The more you use incident
solution matching, the more
relevant the recommendations
become

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

automatically proposes solutions based on incident data (e.g. incident

description) in the incident creation form in SAP ONE Support Launchpad.

Access

Simply access the SAP ONE
Support Launchpad

Go to the incident creation
form

Describe your issue as
concisely as possible

Automatically receive
suggested solutions ranked in
order of relevance in the left
pane

Select a component to further
refine the results

Preview

33



Incident solution matching

Machine learning service for Product Support

Machine Learning

Data-driven
analysis

SAP Notes &
SAP Knowledge
Base Articles

© 2019 SAP SE or an SAP affiliate company. All rights reserve

Specifically
engineered
processing

d. | PUBLIC

I‘.‘.’-‘Y " : '0(‘
273\
o{‘o}}o

Machine Learning
powered algorithms

A

_ D

A 4

|
|
|

Incident solution
matching

Solution delivered
“Delight customers.
Always.”

Self-improving features

permanent algorithm retraining
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Artificial intelligence and machine learning
Research and development roadmap

Solution assistance bot
Real-time technical assistance
Support knowledge graph
Incident context creation
Question and answer bot
Guided search
Event prediction
Incident clustering
Guided solutions chat bot

Semantic incident search

——.
Al research and development in support

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Level of support Al
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Next-Generation Support: Extending the value of support
Channels and technology

SAP ONE Schedule an Social media . SAP Knowledge Base | Release Center: | SAP Customer and
Support | Expert: pilot | program ‘Article search via Googlé pilot i Partner Outreach

‘ L

Harmonization of i Pilot for customersof |  Improving the design, | Finding SAP Pilot for customers of SAP | WhatsApp pilot for SAP
the digital support i SAP SuccessFactors | process, and oversight | Knowledge Base ; SuccessFactors solutions, |  Solution Manager and
experience i solutions to schedule | of support-focused Article documents dashboard for easier |  selected support for
| expert sessions i social media channels | via Google search release preparation | SAP NetWeaver

Apr. |2014 Sept. 2015 June 2016 Sept. 2016 Nov. 2016 Dec. 2016

: | : | : | - | - |

Apr. 2014 June 2016 Aug. 2016 Oct. 2016 Dec. 2016

2

Consolidation of General release to New SAP support . Cloud Availability ! Offering chat as a new
inbound numbersto | SAP customers: platform and new Center: pilot i live-contact channel for
one universal, free ability for real-time i  SAP Fioriappstoall | i nontechnical assistance

phone number support via chat SAP customers

; i SAP ONE Support 1DX = SAP Support Customer Interaction
CALL-1-SAP | Expert Chat | Launchpad | Portal: preview | Center chat

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

2017+
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Next-Generation Support: Extending the value of support

Channels and technology

SAP ONE Support
Wave 2

Harmonized support |
offerings and SLAs for cloud;
solutions from SAP; unified !
access to support with '

universal free phone
number, now incl. Concur, |

SAP Ariba and SAP
Fieldglass solutions; incident

Guided Answers

Rollout for finding
answers with
structured decision

SAP ONE Support EBuiIt-in support previewi
system overview |

End-to-end view on
landscape extended
to Concur and SAP

ECIoud Availability Center
for SAP SuccessFactors

Built-in support
SAP S/4AHANA SAP S/4HANA Cloud

% &

Preview for SAP First digital support
S/4AHANA: Demo initial assistant allows to
features for a digital create incidents

The Cloud Availability
Center becomes the
default dashboard for

trees Ariba solutions support assistant based within the solution SAP SuccessFactors
dashboard for SAP : .
) ' on SAP CoPilot customers
MaxAttention customers . .
Jan. 2017 May 2017 May 2017 May 2017 | Aug. 2017 | Sept. 2017
A A A . A . A . A -
J
T | T T | T | T | T
Mar. 2017 E May 2017 May 2017 E June-Aug. 2017 E Sept. 2017 E Dec. 2017
Redesigned, mobile SAP Cloud Trust One stop incident Rolling out Schedule Dedicated new Newly added product
optimized SAP Support Center delivers on management to an Expert to all access points for i pagesin SAP ONE
Portal | transparency, security provide holistic ticket customers both live channels in | Support Launchpad and
and compliance in the overview SAP ONE Support SAP Support Portal
cloud Launchpad | provide at-a-glance view
i of product-related content
New SAP Support SAP Cloud Trust SAP Incident Schedule an Expert Schedule an Expert Support by Product
Portal released | Center Dashboard

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Next-Generation Support: Extending the value of support

Channels and technology

SMS notifications . Automatic translation Built-in support Artificial

Cloud Availability
SAP S/4HANA Cloud Intelligence

Center: Extension to for SAP ONE Support

further solutions (beta) Launchpad '
: SAP ONE Support Fast, machine- generated | Conversational user Further Al use cases

Personalized end-to-end | |
view on availability status of:  Launchpad offerstext ! translations for SAP Notes ! interface: Enhanced digital: for support

customer’s cloud solutions — message (SMS) as new and SAP Knowledge Base!  support assistant incl.
beta extended to further | method for critical notices | Articles (KBAs) in the SAP! incident solution matching

SAP cloud solutions i ONE Support Launchpad | and machine learning
Dec. 2017 April 2018 April 2018 | November 2018 | Planned Planned
Jan.-April 2018 March 2018 May 2018 . November 2018 Planned Planned
Ask an Expert Peer Previews of SAP 5 Conversational user First Al-infused use i
allows to receive answers | Knowledge Base | interface for support {  case in core support
one-on-one from a | Articles are now based ! skills: Digital support i process with incident
qualified and approved : on the SAP Fiori style ' assistant to create solution matching,
industry expert outside | and responsive across incidents and search ! providing relevant
of SAP { different mobile devices for help ; answers faster
' g
Ask an Expert SAP Knowledge Built-in support Incident Solution
Peer: Feature trial ! Base Articles: SAP S/4HANA Cloud | Matching

Responsive Preview

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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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)

Article: Live Business Needs Live Support: SAP Support is Award Winning, (SAP News
Center)

Article: How does SAP support work for hybrid platforms in the digital age? (SAP
Community)

Article: Award-winning SAP Support Portal and Next-Generation Support services, Interview
with Andreas Heckmann, Head of Support Delivery (SAP News Center)

Press Release: SAP Brings Built-In Support to SAP S/4HANA Cloud (SAP News Center)
Press Release: Next-Generation Support Expansion (SAP News Center)

Blog: Bringing Choice Beyond the Commute Through SAP's Omni-Channel Support
(LinkedIn)

Blog: Roadside Assistance for Your Digital Transformation (LinkedIn)
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)

Blog: Start your Engines! Next-Generation Support for your Intelligent Enterprise Journey
(LinkedIn)

Podcast: SAP Customer Support Podcast (SAP_ Community) | Building support into the
product (iTunes)

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Videos from SAPPHIRE NOW 2018
Keynote Andreas Heckmann with customer STARA

Interview Stara: Maximizing Value with Support from SAP Digital
Business Services

Interview: Embrace Next-Generation Support for the Digital
Enterprise

Video from SAP TechEd Bangalore 2018: Interview with SAP Mentor
Krishna Kishor Kammaje: Next-Generation Support — From Traditional
Incident Handling to Al-Driven Support

Video DSAG Annual Conference 2018 keynote — Next-Generation
Support at 46:45 (German)

Videos from SAPPHIRE NOW 2017
Interview on Next-Generation 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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https://support.sap.com/
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://news.sap.com/2018/10/sap-support-tsia-star-awards/
https://blogs.sap.com/2018/10/31/how-does-sap-support-work-for-hybrid-platforms-in-the-digital-age/
https://news.sap.com/2018/07/award-winning-sap-support-experience/
https://news.sap.com/2018/05/sap-brings-built-support-sap-s-4hana-cloud/
https://news.sap.com/2017/05/sap-expands-next-generation-support-to-improve-customer-experience-in-the-digital-age/
https://www.linkedin.com/pulse/planes-trains-automobiles-bringing-choice-beyond-commute-ajouz/
https://www.linkedin.com/pulse/roadside-assistance-your-digital-transformation-mohammed-m-ajouz/
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/start-your-engines-next-generation-support-vehicle-enterprise-ajouz/
https://blogs.sap.com/2018/03/08/the-sap-customer-support-podcast-episode-1-how-digital-transformation-is-changing-support/
https://itunes.apple.com/us/podcast/the-customer-support-podcast/id1354057483
https://events.sap.com/sapandasug/en/session/37423
https://www.youtube.com/watch?v=az2GAgPoRww&feature=youtu.be
https://www.youtube.com/watch?v=Cvxw0VOD52A&t=3s
https://events.sap.com/teched/en/session/42576
https://www.youtube.com/watch?v=DvL0QMPnCOo
https://youtu.be/IHyHwfHUuCU
https://www.facebook.com/SAPDigitalBusinessServices/videos/1530727156969177/
https://www.youtube.com/watch?v=RayolvA73r0
https://www.youtube.com/watch?v=5PtZ3OuWwr0

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

I Incident Prevention and Self-Service
@ Blog: Getting Support Your Way: Self-Service (LinkedIn)

Blog: Self-Service Machine Translation for SAP Notes and Knowledge Base
Articles in the SAP ONE Support Launchpad (SAP_Community)

Video: Guided Answers

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

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)
— Blog: How to manage your launchpad notifications settings (SAP_Community)

Video: SAP ONE Support Launchpad

Video: SMS Notifications for SAP ONE Support Launchpad

Social media

SAP Support Help on Twitter

SAP Cloud Support on Twitter

WhatsApp landing page (SAP Support Portal)
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Schedule an Expert
Schedule an Expert landing page (SAP Support Portal)

Announcement: SAP Adds 35+ New Product Areas for Schedule an Expert (Support
News)

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

Video: SAP TechEd 2018 Barcelona, SAP Mentor interview: Bernhard Luecke with
David Ruiz Badia on 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 Mentor Karin Tillotson and Andy Cobbold on continuous improvements
on the Next-Generation Support Portfolio — from SAP TechEd Las Vegas 2018

Press release and analyst guidance:

Expert Chat (press release)
Expert Chat in Gartner Note (press release)
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https://www.linkedin.com/pulse/getting-support-your-way-next-generation-self-service-heckmann
https://blogs.sap.com/2018/03/07/self-service-machine-translation-for-sap-notes-and-knowledge-base-articles-in-the-sap-one-support-launchpad/
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/36891
https://twitter.com/SAPSupportHelp
https://twitter.com/SAPCloudSupport
https://support.sap.com/en/my-support/incidents/whatsapp.html
https://blogs.sap.com/2016/08/12/tips-and-tricks-for-sap-one-support-launchpad-now-available/
https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
https://youtu.be/9RutFZ1Qoag
https://www.sap.com/assetdetail/2018/07/500f452f-0e7d-0010-87a3-c30de2ffd8ff.html
https://support.sap.com/en/my-support/incidents.html#section_1575600800
https://news.sap.com/2018/09/sap-adds-35-new-product-areas-for-schedule-an-expert/
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
https://www.sap.com/assetdetail/2018/09/088eb35f-1f7d-0010-87a3-c30de2ffd8ff.html
https://events.sap.com/teched/en/session/41906
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
https://events.sap.com/teched/en/session/41045
http://news.sap.com/sap-launches-expert-chat-to-connect-customers-in-real-time-to-technical-support/
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

N - Al and Machine Learning

; Article: Enter the Next Level of Customer Support Experience with Al
= Technology (SAP News Center)

Blog: Al-Powered Support: A Guiding Light for Simplified Support (LinkedIn)

Blog: SAP launches an Al enabled incident wizard in SAP ONE Support
Launchpad (SAP_Community)

Videos from SAPPHIRE NOW 2018

The next generation of support — Al and Machine Learning taking center
stage

Video with SAP Mentor Owen Pettiford: Driving the customer support
experience with built-in support and machine learning

Built-in support

(] Article: The Built-In Support Effect: Redefining Care For The User Experience
(Digitalist)
Blog: Making support smart — built-in support using Al / machine learning
(LinkedIn)

Video from SAPPHIRE NOW 2018: Keynote with customer Stara — with demo
of built-in support

Article: The Built-In Support Effect For An Integrated, Intelligent User
Experience (Digitalist)
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https://news.sap.com/2019/01/ai-driven-support-customer-experience/
https://www.linkedin.com/pulse/ai-powered-support-guiding-light-simplified-jens-trotzky/
https://blogs.sap.com/2018/11/16/for-faster-resolution-sap-launches-an-ai-enabled-incident-wizard-in-sap-one-support-launchpad/
https://www.youtube.com/watch?v=g_8epEUJa8c
https://www.youtube.com/watch?v=UrUU3lvl_Cg
https://www.digitalistmag.com/cio-knowledge/2019/01/07/built-in-support-effect-redefining-care-for-user-experience-06195044
https://www.linkedin.com/pulse/making-support-smart-andreas-heckmann/
https://events.sap.com/sapandasug/en/session/37423
https://www.digitalistmag.com/cio-knowledge/2019/02/27/built-in-support-effect-for-integrated-intelligent-user-experience-06196731

Appendix



Traditional incident management — reinvented

SAP ONE Support Launchpad as central entrance point:

Support application

launchpad as
central entry point

@ Groups and tiles are
personalized based

on user profiles

e Helping information

and tasks are
displayed directly on
the tile

LAUNCHP RO

user interface and video

= EE‘ 'J ONE Support Launchpad

Iy SAP Notes & KBAs
| Am Interested In

ABAP Relevant last 0. 0

E| 2 =
Updated 28

Favortes updated Within last 2 days

Solutions / Incidents

Find a Solution Incidents
On Premise

Action required

Legacy Incidents
On Premise

Find yeur incidents

Knowledge Base

SAP HotNews

B 44°

To be reviewed

Solution Proposed

2

Need confimation

SuccessFactors Solutions / Incidents

Find a Solution Action Required
Cioud Cloud

o 4

Report an incident Customer action ne...

Share Your Feedback  About the Launchpad
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Solution Proposed
Cloud

10

Need confimation

s Enter search term

Incident Quality
Report
Customer CoE

= 73.0.

Last & months

Cpen Incidents

27

Outstanding incidents

Cpen Incidents
Cloud

10

Outstanding incidents

Mo Updates

34

Within last 7 days

Mo Updates
Cloud

0

Within last 7 days

Terms of Use  Copyright and Trademarks

,Q\E John Hybrid (S0012006920) ~~

High Priarity

1

P1 & P2 incidents

Critical
Cloud

1

Very high & high inci...

Legal Disclosure  Privacy

Draft Incidents

18

Mot sent to SAP

Draft Incidents
Cloud

3

Mot sent to SAP

@ Search for
knowledge
documents and
business objects
relevant to the user

SAP ONE Support Launchpad explained in 3 Minutes

Link to video:
https://youtu.be/9RutFZ1Qoag
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https://youtu.be/9RutFZ1Qoag
https://youtu.be/9RutFZ1Qoag

One single access point to SAP support services

N N
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v Single entry point for help on most SAP solutions including on-premise and

cloud solutions (for example, SAP SuccessFactors solutions, SAP HANA v Universal free-phone number for contacting SAP support
Enterprise Cloud) services
v~ Consistent user experience for administrators who manage both cloud and on- v Access to service menu to select a specific product area you
premise solutions require, now including SAP Ariba, Concur, and SAP
v Incident dashboard in SAP ONE Support Launchpad for creation and Fieldglass solutions
transparency on incidents for first set of essential SAP Cloud solutions v Toll-free number accessible in most countries through landline
v Cloud Availability Center for transparency on cloud services phones and some mobile providers
(status, availability, events, notifications; starting with SAP SuccessFactors
solutions)
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How we interact with our customers
SAP Community

is SAP’s professional social network. No-one is faster than all of us.

Comprises several collaborative communities
Discussion forums, blogs, and videos

Quick access to expert advice: Access knowledge and get
answers to how-to and consulting questions from the SAP
forums

Access the community: http://go.sap.com/community.html
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Latest ABAP Blogs
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Latest Mentor Blogs

Latest Blogs
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http://go.sap.com/community.html

How we interact with our customers
SAP Enterprise Support Academy

Build knowledge and skills and learn from experts.

Helps you build up the knowledge and skills needed to fully W oowen v R g ariencs

maximize the benefit of SAP Enterprise Support she S Spprt ey P B e e
SAP El A

Learning content and services in several formats, supporting e

different learning styles and needs, from ad hoc problem solving > PN

to structured, long-term knowledge acquisition

su"oruapzo;m/emldmvy
Ac_celergted innovat_ion enaplement, best .practices, expert-
guided implementations, guided self-services, meet the expert, ¥ |
quick 1Qs
Beta Version Open for Business
https://support.sap.com/support-programs-
services/offerings/enterprise-support/academy.htmi 2 Bt Varsin Oponfor Business, T vt
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https://support.sap.com/support-programs-services/offerings/enterprise-support/academy.html

Follow us

/contactsap
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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
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