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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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https://support.sap.com/en/offerings-programs/strategy.html

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.
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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
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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

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

Incident solution matching



https://support.sap.com/en/my-support/product-support.html#section_1903672625
https://launchpad.support.sap.com/
https://support.sap.com/en/my-support/knowledge-base/whatsapp.html
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/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://support.sap.com/en/offerings-programs/strategy.html
https://support.sap.com/en/index.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/product.html

Self-service and incident prevention
Automated search for SAP Notes

L

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)
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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



https://launchpad.support.sap.com/#/notes/1818192
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
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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
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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

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

[ Next-Generation Support

7

SAP Support Portal | Next-Generation Support landing page (SAP Support Portal)

Article: SAP Personalizes Support and Services for the Intelligent Enterprise (SAP News
Center)

Press Release: Next-Generation Support from SAP Leverages Machine Learning and Al to
Improve Customer Experience (SAP News Center)

Article: Your Customer Support Experience Is Your Brand (SAP News Center)
Article: The Ingredients of an Award-Winning Support Experience (SAP News Center)

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

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/4AHANA Cloud (SAP News Center)
Press Release: Next-Generation Support Expansion (SAP News Center)

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

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

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)

Videos from SAPPHIRE NOW 2019

SAPPHIRE NOW 2019 update from Andreas Heckmann: Learn about SAP's new
approach to customer success

Head of Product Support Mohammed Ajouz: Enable Business Outcomes and Run
Smoothly with Support from SAP

Interview - SAP Mentor Ethan Jewett and Andreas Heckmann: Ongoing End-to-
End Customer Success Services from SAP

Interview - SAP Mentor Chris Kernaghan and Mohammed Ajouz: The Next
Generation of Support

Videos from SAPPHIRE NOW 2018
Keynote Andreas Heckmann with customer STARA

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

Head of Product Support Mohammed Ajouz: 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)



https://support.sap.com/
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://news.sap.com/2019/07/customer-success-services-personalized-support/
https://news.sap.com/2019/04/next-generation-support-customer-experience/
https://news.sap.com/2019/03/customer-support-experience-is-brand/
https://news.sap.com/2018/07/award-winning-sap-support-experience/
https://news.sap.com/2018/10/sap-support-tsia-star-awards/
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://blogs.sap.com/2018/10/31/how-does-sap-support-work-for-hybrid-platforms-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://www.youtube.com/watch?v=FJoT1TLVLuk&feature=youtu.be
https://www.youtube.com/watch?v=CqmPy-o_OOM&feature=youtu.be
https://www.youtube.com/watch?v=ggm1JX7X4NE
https://www.youtube.com/watch?v=ccz_oF6P-jI
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

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

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

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

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or
any related presentation, or to develop or release 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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https://www.sap.com/copyright
https://www.sap.com/registration/contact.html
https://www.linkedin.com/company/sap
https://www.youtube.com/user/SAP
https://twitter.com/sap
https://www.facebook.com/SAP

