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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, 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´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.

Legal disclaimer
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Experience how to reduce time to resolution with SAP's live support channels.

▪ Learn how to start an Expert Chat or a Schedule an Expert session. 

▪ Find out how to use these channels for new and open incidents. 

▪ Gain insights on how SAP’s real-time support channels help you to find answers 

and get help much faster

Topics for Today



Overview 



5PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Incident 
Solving

KBA/SAP Notes
Creation

SAP Community
WIKIs & Blogs

SAP Community

Questions and Answers

Product Support – Our General tasks

▪ Incident solving for 

SAP direct customers

▪ Incident Support for 

SAP VAR partners        

(indirect customers)

▪ First and second level 

support for 3rd party 

products

▪ Specific troubleshooting 

documents

▪ Effective solving of  

recurring issues

▪ Knowledge sharing with 

SAP Partners and 

Customers

▪ FAQ SAP Notes creation 

for multi layer problems

▪ Knowledge source for 

SAP Partners and 

Customers

▪ Blogs (< 100.000)

▪ 56 PS WIKI spaces* 

with > 4 Million views 

per month

▪ 95 PS Moderators

▪ Community Projects

▪ FAQs as well as Hints 

and Tips for SAP 

Products

▪ 300 PS Contributors 

(200 PS Moderators)

▪ 13 SAP Community 

Masters

▪ 2,8 Million unique 

visitors per month

*Overall 134 SAP Community Wiki spaces

Next Generation 
Support

▪ Expert Chat

▪ Schedule an Expert

▪ Guided Answers

▪ Built-in Support

▪ Cloud Availability Center

▪ Ask an Expert peer

▪ Launchpad notifications

▪ Social Media Channels



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

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.

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.

Benefit from a seamless and intuitive 

omnichannel support experience with 

personalized, context- sensitive 

support when and where you need it.

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 AI-driven 

services.
▪ SAP Knowledge Base Articles 

(KBAs) via Google search

▪ Automatic translation

▪ SMS notifications

▪ Guided Answers

▪ SAP BusinessObjects BI support 

tool

▪ Automated search for SAP Notes 

▪ Performance Assistant

▪ SAP Community

▪ SAP Support Portal

▪ Support by Product

▪ Expert Chat

▪ Schedule an Expert

▪ Ask an Expert Peer (Feature Trial)

▪ Call-1-SAP & Customer Interaction 

Center (CIC)

▪ Thought leadership

▪ AI/ Machine Learning

▪ SAP ONE Support Launchpad

▪ Built-in support

▪ Cloud Availability Center

▪ SAP Cloud Trust Center

▪ Social Media integration

Self-service and 

incident prevention
Digital support 

experience

Innovation 

engine

Real-time 

interactions

https://support.sap.com/en/offerings-programs/strategy.html
https://support.sap.com/en/my-support/knowledge-base.html
https://launchpad.support.sap.com/#/notes/2613605
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/index.html
https://support.sap.com/en/product.html
https://support.sap.com/en/my-support/product-support.html#section_519294480
https://support.sap.com/en/my-support/product-support.html#section_1575600800
https://support.sap.com/en/my-support/product-support/ask-expert-peer.html
https://support.sap.com/en/contact-us/cic.html
https://launchpad.support.sap.com/
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://support.sap.com/en/my-support/systems-installations/cloud-systems-installations.html
https://www.sap.com/about/cloud-trust-center.html
https://support.sap.com/en/my-support/knowledge-base/whatsapp.html


Interact with SAP Product Support
Choosing the correct channel
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Product Support channels

Schedule an Expert

Best suited for Low or Medium priority issues:

▪ Schedule a 30 minute live call

▪ Connect with an SAP Support Engineer -

who's an expert in the topic

▪ Get your issue resolved, and an opportunity 

to deepen your knowledge

Learn more about Schedule an Expert

Expert Chat

Best suited for Medium or High priority issues:

▪ Get your issues resolved during a live 

support session

▪ For more complex issues, a follow-up will 

take place with an incident

Learn more about Expert Chat

Traditional Incident

Best suited for High or Very High priority issues:

• Create an incident for SAP Product Support 

using the SAP ONE Support Launchpad

• Work closely with an SAP Support Engineer

Learn more about Reporting an Incident

Quick Tips:

▪ Always start by searching for an answer in the knowledge base (for SAP Notes) and Google for (SAP KBAs)

▪ If you still need help, and your issue is specific to the standard functionality of your SAP solution, contact SAP Product Support using the channel listed below which best suits your business impact.

▪ For other types of inquiries, use the SAP Community Questions & Answers, or access other resources at SAP.

▪ These channels should only be used for technical/functional issues with an SAP product, as described in SAP Knowledge Base Article 83020 - "What is consulting - What is support?" and SAP Knowledge Base Article 2706322 - "What is Support 

– What is Consulting: Cloud Solutions".

▪ To help you choose the most appropriate channel SAP Knowledge Base Article 67739 - "Priority of problem incidents" provides a detailed explanation of each priority level.

Read more

https://launchpad.support.sap.com/#/notes/0000067739
https://support.sap.com/en/my-support/product-support.html#section_1575600800
https://launchpad.support.sap.com/#/notes/0000067739
https://support.sap.com/en/my-support/product-support.html#section_519294480
https://launchpad.support.sap.com/#/notes/0000067739
https://launchpad.support.sap.com/
https://support.sap.com/en/my-support/product-support.html#section_249481993
https://support.sap.com/en/my-support/knowledge-base.html
https://answers.sap.com/index.html
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/incidents/sap-ecosystem.pdf
https://launchpad.support.sap.com/#/notes/83020
https://launchpad.support.sap.com/#/notes/2706322
https://launchpad.support.sap.com/#/notes/0000067739
https://support.sap.com/en/my-support/product-support.html
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Live support with Expert Chat and Schedule an Expert
Optimizing the incident flow

Typical incident flow 

Traditional incident

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

ILLUSTRATIVE

IRT

Request 

system access
Gather incident-

related 

information

Root cause analysis in 

support and development

Preparation 

of solution

 6 replies to customer

14-45 days processing time

Optimized incident flow 

with Expert Chat

Root cause analysis in 

support and development

Preparation 

of solution

Optional  process if chat does not result in a solution

Chat processing 

and screen 

sharing

~5,000 sessions / week

60-70% solution rate

~30 min  length of chat duration

Optimized incident flow 

with Schedule an Expert

Expert 

Session

& Screen 

Sharing

600 sessions / month 

40-50% solution rate

30 min length of call duration



Real-time interaction
Expert Chat
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Expert Chat provides a live chat function that connects you to SAP technical support experts, instantly.

Real-time interaction
Expert Chat

▪ Live support from SAP 

experts for any technical

question 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

Overview
Preview

▪ 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

Benefits

▪ Access Expert Chat through 

the SAP ONE Support 

Launchpad (several options):

a. Access through the Expert Chat 

tile on your SAP ONE Support 

Launchpad on the My Home 

screen. 

b. Carry out a search in the 

launchpad’s database. Click on the 

Expert Chat-button in the upper 

area.

c. Access Expert Chat through the 

“Contact Us”-menu

d. Access Expert Chat while going 

through the incident submission 

process. Chat functionality is built 

into the incident form.

Access

„Contact Us“-menu in SAP ONE Support 

Launchpad‘s footer bar

Expert Chat tile on My Home in 

SAP ONE Support Launchpad

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

Real-time interaction
Expert Chat

▪ Live support from SAP 

experts for any technical

question 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

Overview
Preview

▪ 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

Benefits

▪ Access Expert Chat through 

the SAP ONE Support 

Launchpad (several options):

a. Access through the Expert Chat 

tile on your SAP ONE Support 

Launchpad on the My Home 

screen. 

b. Carry out a search in the 

launchpad’s database. Click on the 

Expert Chat-button in the upper 

area.

c. Access Expert Chat through the 

“Contact Us”-menu

d. Access Expert Chat while going 

through the incident submission 

process. Chat functionality is built 

into the incident form.

Access

„Contact Us“-menu in SAP ONE Support 

Launchpad‘s footer bar

Expert Chat tile on My Home in 

SAP ONE Support Launchpad

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

Real-time interaction
Expert Chat

▪ Live support from SAP 

experts for any technical

question 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

Overview
Preview

▪ 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

Benefits

▪ Access Expert Chat through 

the SAP ONE Support 

Launchpad (several options):

a. Access through the Expert Chat 

tile on your SAP ONE Support 

Launchpad on the My Home 

screen. 

b. Carry out a search in the 

launchpad’s database. Click on the 

Expert Chat-button in the upper 

area.

c. Access Expert Chat through the 

“Contact Us”-menu

d. Access Expert Chat while going 

through the incident submission 

process. Chat functionality is built 

into the incident form.

Access

„Contact Us“-menu in SAP ONE Support 

Launchpad‘s footer bar

Expert Chat tile on My Home in 

SAP ONE Support Launchpad

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/
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DEMO
How to start a Expert Chat
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What happens after Expert Chat?
Process at a Glance

Customer

Technical

Problem

Search for 

solution

Solution found

Incident solved

Solution not 

found

Opens an Expert 

Chat session

Discussing the 

issue on-line

(screensharing, 

remote-access)

Support

Center

Next steps agreed 

(priority, business impact)

and incident 

created by SAP

Solution found
Conversation documented in 

an incident

Same support expert is working on Expert Chat as on incidents

Processed as 

a regular 

incident



Real-time interaction
Schedule an Expert
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Schedule an Expert 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.

Real-time interaction
Schedule an Expert

▪ One-to-one 30-minute call 

delivered remotely through 

Skype for Business

▪ Book an appointment at least 

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

Overview Preview

▪ 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

Benefits

▪ Access Schedule an Expert 

through the SAP ONE 

Support Launchpad (several 

entry options):

a. Access through the Schedule an 

Expert tile on your SAP ONE 

Support Launchpad home screen. 

b. Carry out a search in the 

Launchpad’s database. Click on the 

Schedule an Expert-button in the 

upper area.

c. Access Schedule an Expert through 

the “Contact Us”-menu in SAP ONE 

Support Launchpad’s footer bar

Access

„Contact Us“-menu in SAP ONE 

Support Launchpad‘s footer bar

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/
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Schedule an Expert 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.

Real-time interaction
Schedule an Expert

▪ One-to-one 30-minute call 

delivered remotely through 

Skype for Business

▪ Book an appointment at least 

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

Overview Preview

▪ 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

Benefits

▪ Access Schedule an Expert 

through the SAP ONE 

Support Launchpad (several 

entry options):

a. Access through the Schedule an 

Expert tile on your SAP ONE 

Support Launchpad home screen. 

b. Carry out a search in the 

Launchpad’s database. Click on the 

Schedule an Expert-button in the 

upper area.

c. Access Schedule an Expert through 

the “Contact Us”-menu in SAP ONE 

Support Launchpad’s footer bar

Access

„Contact Us“-menu in SAP ONE 

Support Launchpad‘s footer bar

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/
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Schedule an Expert 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.

Real-time interaction
Schedule an Expert

▪ One-to-one 30-minute call 

delivered remotely through 

Skype for Business

▪ Book an appointment at least 

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

Overview Preview

▪ 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

Benefits

▪ Access Schedule an Expert 

through the SAP ONE 

Support Launchpad (several 

entry options):

a. Access through the Schedule an 

Expert tile on your SAP ONE 

Support Launchpad home screen. 

b. Carry out a search in the 

Launchpad’s database. Click on the 

Schedule an Expert-button in the 

upper area.

c. Access Schedule an Expert through 

the “Contact Us”-menu in SAP ONE 

Support Launchpad’s footer bar

Access

„Contact Us“-menu in SAP ONE 

Support Launchpad‘s footer bar

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/
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DEMO
How to book a Schedule an Expert Session
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What happens after a Schedule an Expert session?
Process at a Glance

Customer

Issue occurs

Search for 

solution

Solution found

Incident solved

Solution not 

found

Schedules an 

Expert session 

with Product 

Support

Discussing the 

request details 

on-line 

in Skype meeting

(screensharing, 

remote-access)

Support

Center

Next steps agreed  
(priority,business impact)

Solution found
SaE session content is 

documented in the incident

During the Schedule an Expert session working with the same engineers as during incidents

Processed as 

a regular 

incident

An incident 

created out of the 

Schedule an 

Expert session

Engineer prepares 

for the session and 

sends Skype 

meeting link for the 

booked timeslot
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Schedule an Expert for open incidents enables you to book a 30 minute call to discuss technical details 

of the incident with the assigned support engineer.

Real-time interaction
Schedule an Expert for open incidents

▪ 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

Overview Preview

▪ 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

▪ 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

Benefits

▪ Schedule an Expert button will 

appear in the incident editing 

page in SAP ONE Support 

Launchpad when the 

following conditions are met

o Incident is currently Open and 

High Priority status within 

Product Support

o 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

Access

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


Real-time interaction
Call-1-SAP and Customer Interaction Center (CIC)
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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.

Real-time interaction
Call-1-SAP and Customer Interaction Center (CIC)

▪ Contact channel for you for 

any nontechnical question 

such as:

▪ Enquire about existing 

incidents

▪ Ask questions about SAP 

ONE Support Launchpad 

and its applications

▪ Get help for S-User 

queries

▪ Request SAP remote 

services

▪ CIC can be reached by 

phone, chat, or e-mail

Overview Preview

▪ CIC is available 24 hours a 

day, 7 days a week, 365 days 

a year, and provides a central 

point of contact for assistance 

with non-technical queries 

▪ Universal free-phone number 

for contacting SAP support

▪ Access to service menu to 

select a specific product area 

you require, now including 

SAP Ariba, Concur, and SAP 

Fieldglass solutions

▪ Toll-free number accessible 

in most countries through 

landline phones and some 

mobile providers

Benefits

▪ You can access CIC from the 

SAP Support Portal or 

through SAP One Support 

Launchpad

▪ Direct access:

▪ Chat with CIC

▪ Call CIC

▪ E-mail CIC

▪ Learn more here:

▪ SAP Support Portal

▪ Reference Guide

Access

SAP Support Portal

SAP ONE Support Launchpad 

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
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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.

Real-time interaction
Call-1-SAP and Customer Interaction Center (CIC)

▪ Contact channel for you for 

any nontechnical question 

such as:

▪ Enquire about existing 

incidents

▪ Ask questions about SAP 

ONE Support Launchpad 

and its applications

▪ Get help for S-User 

queries

▪ Request SAP remote 

services

▪ CIC can be reached by 

phone, chat, or e-mail

Overview Preview

▪ CIC is available 24 hours a 

day, 7 days a week, 365 days 

a year, and provides a central 

point of contact for assistance 

with non-technical queries 

▪ Universal free-phone number 

for contacting SAP support

▪ Access to service menu to 

select a specific product area 

you require, now including 

SAP Ariba, Concur, and SAP 

Fieldglass solutions

▪ Toll-free number accessible 

in most countries through 

landline phones and some 

mobile providers

Benefits

▪ You can access CIC from the 

SAP Support Portal or 

through SAP One Support 

Launchpad

▪ Direct access:

▪ Chat with CIC

▪ Call CIC

▪ E-mail CIC

▪ Learn more here:

▪ SAP Support Portal

▪ Reference Guide

Access

SAP Support Portal

SAP ONE Support Launchpad 

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
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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.

Real-time interaction
Call-1-SAP and Customer Interaction Center (CIC)

▪ Contact channel for you for 

any nontechnical question 

such as:

▪ Enquire about existing 

incidents

▪ Ask questions about SAP 

ONE Support Launchpad 

and its applications

▪ Get help for S-User 

queries

▪ Request SAP remote 

services

▪ CIC can be reached by 

phone, chat, or e-mail

Overview Preview

▪ CIC is available 24 hours a 

day, 7 days a week, 365 days 

a year, and provides a central 

point of contact for assistance 

with non-technical queries 

▪ Universal free-phone number 

for contacting SAP support

▪ Access to service menu to 

select a specific product area 

you require, now including 

SAP Ariba, Concur, and SAP 

Fieldglass solutions

▪ Toll-free number accessible 

in most countries through 

landline phones and some 

mobile providers

Benefits

▪ You can access CIC from the 

SAP Support Portal or 

through SAP One Support 

Launchpad

▪ Direct access:

▪ Chat with CIC

▪ Call CIC

▪ E-mail CIC

▪ Learn more here:

▪ SAP Support Portal

▪ Reference Guide

Access

SAP Support Portal

SAP ONE Support Launchpad 

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


Questions and Answers



Summary
Notes, links and more
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Register at https://webinars.sap.com/sap-user-groups-k4u/en/ccoe

Upcoming sessions

https://webinars.sap.com/sap-user-groups-k4u/en/ccoe
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Direct URL to infographic: PDF or HTML format.

Key take aways
Choose the correct channel to get your issue resolved faster

https://d.dam.sap.com/m/4szDSDc/58700_IG_58700_enUS.pdf
https://www.sap.com/documents/2018/09/8e2a3323-1e7d-0010-87a3-c30de2ffd8ff.html
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More information on SAP Support and the Next-Generation Support approach

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 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

Social media

SAP Support Help on Twitter

SAP Cloud Support on Twitter

WhatsApp landing page (SAP Support Portal) 

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

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: Schedule an Expert for open incidents

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

2482688 - *** MASTER KBA *** Schedule an Expert.

2476729 - How to book a Schedule an Expert session

2705707 - How and why to use Schedule an Expert for open incident [VIDEO]

2478334 - How to join a Schedule an Expert session with Skype for Business [VIDEO]

2475939 - How to cancel or reschedule a Schedule an Expert session

2651981 - Schedule an Expert - Frequently Asked Questions 

2651182 - Schedule an Expert for Open Incidents - Frequently Asked Questions

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) 

2213344 - Starting an Expert Chat with SAP Support [video]

2392095 - Requirements for a successful Expert Chat Session with SAP Product Support

2570790 - Expert Chat Frequently Asked Questions - SAP Product Support

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/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://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://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
https://www.sap.com/assetdetail/2018/09/088eb35f-1f7d-0010-87a3-c30de2ffd8ff.html
http://events.sap.com/teched/en/session/33434
https://i7p.wdf.sap.corp/sap/support/notes/2482688
https://i7p.wdf.sap.corp/sap/support/notes/2476729
https://i7p.wdf.sap.corp/sap/support/notes/2705707
https://i7p.wdf.sap.corp/sap/support/notes/2478334
https://i7p.wdf.sap.corp/sap/support/notes/2475939
https://i7p.wdf.sap.corp/sap/support/notes/2651981
https://i7p.wdf.sap.corp/sap/support/notes/2651182
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/
https://launchpad.support.sap.com/#/notes/0002213344
https://launchpad.support.sap.com/#/notes/2392095
https://launchpad.support.sap.com/#/notes/2570790


Contact information:

Thank you.

Janos NAGY

Real-Time Support Program Manager

SAP Digital Business Services

janos.nagy@sap.com

mailto:janos.nagy@sap.com
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