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Legal disclaimer

The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the
permission of SAP. This presentation is not subject to your license agreement or any other service or subscription
agreement with SAP. SAP has no obligation to pursue any course of business outlined in this document or any related
presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation
and SAP's strategy and possible future developments, products and or platforms directions and functionality are all
subject to change and may be changed by SAP at any time for any reason without notice. The information in this
document is not a commitment, promise or legal obligation to deliver any material, code or functionality. This
document is provided without a warranty of any kind, either express or implied, including but not limited to, the implied
warranties of merchantability, fithess for a particular purpose, or non-infringement. This document is for informational
purposes and may not be incorporated into a contract. SAP assumes no responsibility for errors or omissions in this
document, except if such damages were caused by SAP’s willful misconduct or gross negligence.

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

materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements,
which speak only as of their dates, and they should not be relied upon in making purchasing decisions.
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Incident solution matching

Machine learning service for Product Support

Machine Learning

Data-driven
analysis

SAP Notes &
SAP Knowledge
Base Articles
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Specifically
engineered
processing
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Machine Learning Incident solution Solution delivered
powered algorithms matching “Delight customers.
¢ Always.”

Self-improving features
permanent algorithm retraining



Incident solution matching
Incident wizard integration in SAP ONE Support Launchpad

& < T coencdon knowied.. ~ | Hana system crashes el al W&

EI 1999997 - FAQ: SAP HANA Memory ~ “Language: = English (user profile language) ~ A
HAN-DB How To “Priority. | Very High ~
Symptom

You have guestions related to the SAP HANA
memery. You experience a high memory utilization
or ou.

“Subject: | HANA crashes

EI 1969700 - SQL Statement Collection for SAP Description: 1 3¢ [y ® @& L 4 B U == EE &
HANA Hi SAP
HAN-DB Consulting Our productive HANA system crashes roughly once per week and it leads to multiple hours of
Symptom business downtime. The HANA system is used for our ERP system which affects 500 users in
During a SAP HANA dalabase analysis it is the company so they can't continue to work. It looks like HANA is running out of memory and
required to collect special information. Last then the indexserver crashes. We can restart the system afterwards but it always takes time to

update: date do that. Please help.

Thank you!

EI 2584388 - High Memory Usage in Allocator
ConneclionXOCCOXKStatement Y YYYYYYY/]
MPLICIT by User _SYS_STATISTICS
HAN-DB Program error
Symptom
On you SAP HANA database with enabled
sﬁt]en'lfent memory tracking you notice at least one 4595 characters remaining
of the fo. =

1948334 - SAP HANA Database Update “Component: | HAN-DB f
Paths for SAP HANA Maintenance Revisions

HAN-DB Upgrade information

| Cancel | # Save as Draft
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Access SAP ONE Support Launchpad and
follow the standard steps to launch the
Incident creation form.

1. Describe your issue in Subject and
Description, incident solution matching
automatically recommends solutions in
the left pane. The more detailed
information you provide the more
matching results you will get.

2. Select a component from Component
field and incident solution matching
further refines the results.

* No configuration needed.

Find SAP Community blog here.


https://launchpad.support.sap.com/
https://blogs.sap.com/2018/11/16/for-faster-resolution-sap-launches-an-ai-enabled-incident-wizard-in-sap-one-support-launchpad/

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

Potential matches are ranked
according to their semantic
relevance based on incident
data

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

Benefits

Faster 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
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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




Contact information:

Dr. Jan Dumke
Senior Machine Learning Engineer
jan.dumke@sap.com
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Follow us

/contactsap

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

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of
SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its
distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or
warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials.
The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the express warranty
statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional
warranty.

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or
any related presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation,
and SAP SE’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms, directions, and
functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time for any reason
without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or
functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ
materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they
should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered
trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names
mentioned are the trademarks of their respective companies.

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