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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. 

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, fitness 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.

Disclaimer



Webinar SAP Built-in Support
June, 27 2019

Agenda Duration

Built-in Support Introduction 30 min

Built-in Demo 15 min

Q&A 15 min
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Drivers and implications for SAP Support Services
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Our vision of the digital support experience

You should never have to ask a question.

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

Our support experts will provide you with solutions quickly.

Anticipate

Accelerate

Collaborate
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DSX Built-in Support

Conversational UI

allows for support interaction through 

NLP and AI

Context-aware support 

through deep integration

Harmonized user experience

through a digital support assistant

Example: S/4 and SAP CoPilot

Intelligent support, assistance and collaboration in each SAP application

- anticipate, accelerate & collaborate 
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Built-in Support key features
Collaboration and assistance

Connects users to share and 
collaborate. Offers chatbot-based  

digital support
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Built-in Support key features
Contextual awareness

Knows the context the user is

working in and provides 

proactive assistance
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Built-in Support key features
SAP support integration

Get access to all SAP support
offerings and channels 

out of your application
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Built-in Support integration

SAP solutions External channels

Slack Teams Google Suite

SAP S/4 HANA Cloud

SAP Integrated Business Planning

SAP Marketing

Built-in digital 
support experience (DSX)

▪ Developed on SAP Cloud Platform following 

cloud-native principles

▪ Integration using SAP CoPilot

▪ User interaction through a chatbot-based 

digital assistant

▪ Context awareness

– Smart knowledge integration

– Smart business integration services

Knowledge integration
help.sap.com | Support knowledge base |

Incident Solution Matching AI | SAP Enable Now Communities |

Guided Answers

SAP Conversational AI
SAP Leonardo – Conversational AI and NLP | 

DSX NLU/NLP services and process maps

Support channels (IT Service Management) | SAP real-time support | 

Customer Interaction Center | SAP Mission Control Center | 

Customer Influence | SAP Cloud ALM | SAP Enterprise Support services
Business integration

SAP Customer Experience

Customer Success Services

▪ ONE Support Launchpad

▪ SAP Cloud ALM

▪ …

SAP CoPilot 
SAP’s digital assistant | Integration with product and 

collaboration tools | User interface | Context retrieval
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+
Entities

Intent

Joint 

importance

Built-in Support intent matching and entity extraction service
Example

“I have a very urgent issue with my current application.”

Entity extraction

Utterance

“I have a very urgent issue 

with my current application.”

Intent

Show relevant support options

Entity

“Current 

application”

Context

Application name

Entity

“Very urgent”

Context

Priority very high

Intent matching



Demo: Built-in Support
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Built-in Support
An outlook…

SAP 

Intelligent

Suite 

Predictive

Support

Artificial 

Intelligence

NLP & NLU

Support

Channel

Integration



Any questions …?



Thank you.
Wilhelm Jütte

CPO Support | SAP Digital Business Services
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