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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
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What is Next-Generation Support?

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

SAP’s Next-Generation Support is about delivering an amazing support experience to our customers in which we anticipate 

customers’ needs, accelerate their path to accurate answers when they need them, and offer expert help at their fingertips.

https://support.sap.com/en/offerings-programs/strategy.html
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Our vision of the digital support experience

You should never have to ask a question.

Our collective focus with product development is to achieve high-quality, intuitive 

products that anticipate your needs.

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

Access to SAP’s comprehensive knowledge base notably accelerates your path to 

accurate answers when you need them.

Our support experts will provide you with solutions quickly. 

Our highly skilled engineers collaborate with you to help ensure you are successful –

providing fast, easy access to the answers you need.

Anticipate

Accelerate

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

+
Next-Generation 

Support

Groundbreaking 

support for the 

intelligent enterprise

Traditional 

SAP support

Industry-leading 

proactive and preventive 

support across all 

deployment scenarios

Self-service and incident 

prevention
to avoid incidents

Real-time interaction
to speed your time to issue 

resolution

Digital support experience
to seamlessly integrate with built-in 

support

Artificial intelligence and 

machine learning
to accelerate paths to relevant 

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

SAP constantly innovates to improve 

our products and provide you with a 

world-class support experience. 

Self-service and 

incident prevention
Digital support 

experience
AI / Machine Learning

Real-time 

interactions

▪ Thought leadership

▪ Artificial Intelligence / 

Machine Learning

▪ Incident Solution Matching

Benefit from a seamless and intuitive 

omnichannel support experience with 

personalized, context- sensitive 

support when and where you need it.

▪ SAP ONE Support Launchpad

▪ Incident creation application

▪ Social Media integration

▪ Built-in support

▪ Cloud Availability Center

▪ SAP Cloud Trust Center

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)

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 BusinessObjects BI support tool

▪ Automated search for SAP Notes 

▪ Performance Assistant

▪ SAP Community

▪ Support by Product

https://support.sap.com/en/my-support/product-support.html#section_1903672625
https://launchpad.support.sap.com/
https://news.sap.com/2019/08/tired-of-spending-too-much-time-creating-incidents/
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
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Knowledge Centered Service (KCS) is a 
methodology by the Consortium for Service 
Innovation to create and maintain a Knowledge 
Base integrated into the work flow.

Main Tasks:
▪ Capture knowledge

▪ Share knowledge

▪ Keep knowledge up to date

▪ Document issues early to avoid duplicate work  

▪ Solve it once, reuse it often

Benefits for you:

▪ Enables you to find knowledge easily via self-
service to solve issues by yourself

▪ Early access to content prevents you to run into 
known issues

Knowledge Centered Service 

(KCS®)

https://www.serviceinnovation.org/kcs/
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▪ Based on the Knowledge Centered Service 
(KCS) principles

▪ Simple structure and formatting for better user 
experience

▪ KBAs lead from the Symptom to the Resolution 
of the issue

▪ KBAs are mainly created by SAP Product 
Support

▪ Instant publishing

▪ KBAs contain the solution to a very 
specific issue

▪ Enriched content via embedded screenshots & 
videos

▪ Rating and free text commenting features to 
provide feedback on the quality of a KBA

▪ Preview available for external search 
engines like Google, Bing, Yandex

What is an SAP Knowledge Base Article 

(KBA)
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Structure of an SAP Knowledge Base Article
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SAP Knowledge Base Articles (KBA)

▪ No coding corrections

▪ Descriptions from customer perspective

▪ Embedded screenshots & videos

▪ Mainly written by SAP Product Support

▪ Rating and free text commenting features

▪ Cannot be applied via the transaction SNOTE

SAP Notes

▪ 80% of SAP Notes contain coding corrections

▪ Most SAP Notes contain the description of the 

issue from a business perspective as well as the 

technical solution

▪ Implementation tool for the coding corrections is 

available to help customer to implement SAP 

Notes

▪ Mainly written by SAP Development Support

Difference between SAP Note and SAP Knowledge Base Article

Both document types can be accessed with a valid S-User via SAP ONE Support Launchpad

▪ SAP Knowledge Base Search

▪ My SAP Notes and KBAs Expert Search

Only Previews of KBAs can be found via search engines like

https://launchpad.support.sap.com/#/solutions/notes/?q=
https://launchpad.support.sap.com/#/mynotes?tab=Search
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▪ SAP takes feedback seriously

▪ Internal processes in place to review 

feedback provided

▪ Logon to the SAP ONE Support 

Launchpad required to rate a KBA

▪ All feedback is welcome 

Why & How to Provide Feedback for a SAP Knowledge Base Article
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▪ In case you would like to ask for a call-back, please use the Contact Us 

options on the SAP One Support Portal

Why & How to Provide Feedback for a SAP Knowledge Base Article

▪ The more specific your feedback is, the better we can act on it

▪ High participation will benefit more customers
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Why Leverage External Search Engines

According to research Google 

continues to be where 80% of 

all customers start searching 

for solutions to their issues. 

SAP created KBA Previews – a middle layer, where we only expose KBA Number, Title, Symptom, Product, 

Product Version and Keywords to external search engines like Google. For on-premise products with 

maintenance contracts a valid logon on to SAP ONE Support Launchpad is required to access the full KBA 

including Cause, Reproducing the Issue and Resolution. For other products the full KBA can be displayed 

without logon.

Google

Customer

Previews

Simple, familiar and powerful search via 

the most popular search engine. Faster 

resolution of problems as you can find 

solutions via self-service. Easy to find 

knowledge provides positive user 

experience.
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Live Demo
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SAP ONE Support LaunchpadGoogle Search KBA Preview

How does it work for on-premise Products with Maintenance Contracts

>>>                                            

<<<

If Symptom and issue match, click the “Read 

More” link. You will be redirected to the SAP 

ONE Support Launchpad (logon required) 

where you will also see the Cause, Steps to 

Reproduce and Solution of the KBA to solve the 

issue.

Search for an issue on Google, the 

term KBA is added in search bar
A click on the search result leads to the KBA 

Preview. This allows to see the

Symptom, Environment, Product. You can 

check if it matches with your issue.
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▪ E.g. SAP Lumira customers do not have a 

maintenance contract with SAP and therefore 

no access to SAP ONE Support Launchpad. 

▪ KBAs for such products are therefore fully 

exposed as KBA Public (no SAP ONE Support 

Launchpad logon required) e.g. 2255102

How does it work for other Products

https://apps.support.sap.com/sap/support/knowledge/public/en/2255102


23PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

▪ KBA Number (7 digits) – KBA Title

▪ URL: https://apps.support.sap.com > sap > support > knowledge > preview

▪ URL: https://apps.support.sap.com > sap > support > knowledge > public

▪ KBA

How to Identify a KBA in the Search Results
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Google Statistics October 8th, 2019

▪ 161K KBAs submitted

▪ 140K KBAs indexed

▪ 3.310K Impressions per month

▪ 676K Total Clicks per month

▪ 12,1 Avg. Position

▪ 20,4% Avg. Click Through Rate
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On Google you can find SAP Knowledge Base 

Article Previews for fast self-service:

▪ Add the term “KBA” as it helps to narrow down 

the search results

▪ Search for error messages you find in your 

system

▪ Remove individual information like hostnames 

or GUIDs from your searches  

▪ Easily identify KBAs in the search result list

To see the Resolution section logon to SAP ONE 

Support Launchpad

Key Take Away
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Subscribe to SAP DBS/CSS Social Media Channels

Facebook

Twitter

YouTube

LinkedIn

Instagram

WhatsApp Channel

KBA Previews are shared via 

WhatsApp      & Twitter

https://www.facebook.com/SAPDigitalBusinessServices/
https://twitter.com/sapsupporthelp?lang=en
https://www.youtube.com/user/SAPSupportInfo
https://www.linkedin.com/company/sap
https://www.instagram.com/sap/
https://support.sap.com/en/my-support/knowledge-base/whatsapp.html
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Questions 

& 

Answers



© 2019 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.

www.sap.com/contactsap

Follow us

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

