Next-Generation Support

Bernhard Luecke, Senior Director Product Support, Head GSC Spain
SAP NOW April 2018

PUBLIC

WRun Simple



N
Agenda

Vision of the digital support experience
Overview

Selected services available

What’s new and outlook

Summary

Sources for more information

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 2



Our vision of the digital support experience

Anticipate

Accelerate

=

Collaborate

© 2018 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.

Improvements in our Product Support group knowledge 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 digital enterprise

preventive support support for the
across all deployment

digital enterprise A— |
scenarios
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Industry-leading, \
proactive, and Groundbreaking

Seamless integration
, with built-in support
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Self-service and incident prevention
SAP Support Portal

Overview

The SAP Support Portal is
your central location for
important support updates
and tasks

Easy navigation through
simplified navigation structure
with five key navigation areas

Mobile-optimization allows
you to access support from
anywhere, at any time, and
with any device

Easy and fast access to
information and applications
on SAP ONE Support
Launchpad

Benefits

Expanded top tasks area for
one-click-access to the things
you do most — from reporting
incidents to downloading
software, managing users to
viewing your cloud status
dashboard

Access to knowledge
management, most up-to-date
information, and helpful
resources

Quick and efficient search bar
at the center of the home

page
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Access

https://support.sap.com

Check out the SAP _Support

Portal video

EEE
E’% Mobile

1 E allows you to access support anytime, anywhere, and from any device.

Preview
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Desktop


https://support.sap.com/
https://www.sap.com/assetdetail/2017/05/e63c7116-ba7c-0010-82c7-eda71af511fa.html

Self-service and incident prevention
Knowledge Base Articles (KBAs) with Google indexing

Overview

Incident-specific documents
Instant publishing

Enriched content (embedded
screenshots)

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

A provides you with incident-specific information through the
SAP ONE Support Launchpad or a search engine — right at your fingertips.

Benefits

Information you can easily
access through the SAP ONE
Support Launchpad or a
search engine when you need
it

Provides you with quick
information on your topic of
interest

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

Access

Both KBAs and SAP Notes
can be accessed with a valid
S-User through the SAP ONE
Support Launchpad, or using
a search engine (Google)

Launchpad notification by e-
mail: Configure your SAP
ONE Support Launchpad to
get notifications when SAP
Notes or SAP Knowledge
Base Articles in your area of
interest are created or
updated. Check out KBA #

2468675 to learn more.

Preview
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https://launchpad.support.sap.com/#/notes/2468675/E
https://launchpad.support.sap.com/#/notes/0001842840
https://apps.support.sap.com/sap/support/knowledge/preview/en/1842840

Self-service and incident prevention
Guided Answers

offers you help by providing a step-by-step guide through an issue or a process.

Overview

Helps you to find the answer
through multiple channels

Uses decision trees concept

Content grows over time and
helps to accommodate new
or unforeseen scenarios

Captures the workflows of
support engineers

Leads you to relevant content
(KBAs, SAP Notes, wikis, and
more) to address your issues

Check out the Guided
Answers video

Benefits

Receive step-by-step
guidance through a particular
problem

Learn how to use the product
as well as troubleshoot it

Select a scenario and be
guided towards a solution
without any further
intervention from a support
engineer

Obtain faster resolution of
problems

Navigate through an easy-to-
use interface
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Access
Guided Answers on SAP
Support Portal

Direct Access To Guided
Answers

Or access Guided Answers

through the SAP Support
Portal using the search

Knowledge Base through
header navigation

Preview



https://www.sap.com/assetdetail/2017/10/c48b9da9-d77c-0010-82c7-eda71af511fa.html
https://support.sap.com/en/my-support/knowledge-base.html#section_307623726
https://ga.support.sap.com/dtp/viewer/
https://support.sap.com/home.html
https://support.sap.com/en/my-support/knowledge-base.html

Real-time interaction

Expert Chat

Overview

Live support from SAP
experts for any technical
guestion 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

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

Benefits

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
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Access

Access Expert Chat through
the SAP ONE Support
Launchpad (several entry
options):

Add the Expert Chat tile to your
SAP ONE Support Launchpad
home screen. See this video to
learn how to add the tile.

Carry out a search in the
Launchpad’s database. Click on the
Expert Chat-button in the upper
area.

Access Expert Chat while going
through the incident submission
process. Chat functionality is built
into the incident form.

Access Expert Chat through the
“Contact Us”-menu

Preview
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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/
https://www.youtube.com/watch?v=-gQcJvrjekA

Live support with Expert Chat
Interactive dialog (including Screen Sharing) with the SAP Support Engineer

Expert Chat

ASK
Technical Questions

ACCESS the Same
Engineers as inthe
| Incident Channel

with Expert Chat

chats per week solves on chat wait time



Real-time interaction
Schedule an Expert

0
l 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.
Overview Benefits Access Preview
One-to-one 30-minute call Live channel option for you Access Schedule an Expert iy
delivered remotely through . through the SAP ONE March 07, 14:30
Skybe for BUS| Interact one-to-one with a S L Hoad |
ype for Business support engineer utppor . aun-c pad (severa O
Book an appointment at least entry options):

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

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
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Add the Schedule an Expert tile to
your SAP ONE Support Launchpad
home screen.

Carry out a search in the
Launchpad’s database. Click on the
Schedule an Expert-button in the
upper area.

Access Schedule an Expert through
the “Contact Us”-menu in SAP ONE
Support Launchpad’s footer bar

Technical Help
/ Written Incident
Y5 Expert Chat
Non-Technical Help

R, Phone

E-Mail

égni:gdl.ls | Share Your F

2 h ( -
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LContact Us“-menu in SAP ONE Support

Launchpad's footer bar
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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/

Live support with Schedule an Expert

Optimizing the incident flow — Solving with ONE prepared session
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Illustrative

with Schedule an Expert
Sessions per week
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E _ o March 07, 14:30
_—
Choose a Time and Topic
solved on day of session duration

session or next day
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Next-Generation Support: extending the value of support
Channels and technology

SAP ONE Support | Guided Answers SAP ONE Support EBuiIt-in support previewé Built-in support ECIoud Availability Center
Wave 2 ! i system overview | SAP S/4AHANA
Harmonized support '

SAP S/4HANA Cloud | for SAP SuccessFactors

offerings and SLAs for cloud:
solutions from SAP; unified ! E
access to support with | i N X
universal free phone | : : :

number. now incl. SAP | Rollout for fin_ding End-to-end view on Preview for SAP_ ' 5 First digital support The Cloud Availability
Coneur. S AP Ariba én d SAP. answers wrgh' ! landscape extended S/AHANA: Demq mmal | assistant allows to . Center becomes the
Fieldgle{ss solutions: incident structured decision i to SAP_Concur _and features f(_)r a digital ! gre_ate inciden_ts ! default dashboard for
dashboard for SAP ; trees | SAP Ariba solutions support assistant based within the solution i SAP SuccessFactors
) E : on SAP CoPilot E E customers
MaxAttention customers | | | |
Jan. 2017 ; May 2017 May 2017 ; May 2017 ; Aug. 2017 ; Sept. 2017
| I A BN A B & BN A BN & -
= T T | T | T | T | T
Mar. 2017 ! May 2017 ! May 2017 ! June-Aug. 2017 ! Sept. 2017 ! Dec. 2017
Redesigned, mobile- SAP Cloud Trust One-stop incident Rolling out Schedule Dedicated new i Newly added product
optimized SAP Support Center delivers on management to an Expert to all access points for i  pagesin SAP ONE
Portal transparency, security, provide holistic ticket . customers i both live channelsin | Support Launchpad and
and compliance inthe | overview SAP ONE Support SAP Support Portal
cloud : Launchpad | provide at-a-glance view
: i of product-related content
New SAP Support i SAP Cloud Trust SAP Incident Schedule an Expert Schedule an Expert Support by Product
Portal released ' Center Dashboard
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Next-Generation Support: extending the value of support

Channels and technology

Cloud Availability Artificial
Center: Extension to Intelligence
further solutions (beta)

Built-in support .
SAP S/4HANA Cloud and |
SAP SuccessFactors

s

Conversational user |
i interface: enhanced digital |
i support assistant, including:
! incident solution matching !
and machine learning |

Personalized end-to-end | First cognitive computing/ |
view on availability status of:  machine learning use
customer’s cloud solutions —! cases for support,

beta extended to further | including incident

SAP cloud solutions solution matching
Planned

Dec. 2017 Planned 5
| 5 |

| i i
—© 9 O—=9
Jan.-April 2018 i Planned i Planned

Ask an Expert Peer
allows to receive answers
one on one from a
certified industry peer
expert outside of SAP

Conversational user
interface for support
skills: digital support
assistant to create
incidents and search
for help

o

Built-in support
SAP S/4HANA Cloud

Ask an Expert
Peer: Feature trial
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Planned Planned
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Planned Planned Planned

Planned
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Digital Support Experience

Social Media

2
@ =

Overview

SAP’s social customer product
support includes the following
accounts for Product Support:

Twitter @SAPSupportHelp
Twitter @SAPCloudSupport

WhatsApp Product Support
Channels

WeChat (SAP Daily) & Weibo
YouTube & Facebook (DBS)

Follow Product Support on

Benefits

Gain the benefit of new
channels for community and
peer-to-peer knowledge
sharing and information
exchange

Ask questions and get
answers quickly

Get timely notice of critical
and trending issues

Get expert tips and advice
from SAP and peers

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

and helpful product-specific resources

Access

Twitter:
SAP Support Help
SAP Cloud Support

YouTube:
SAP Support YouTube

WhatsApp
SAP Support WhatsApp

Channels

wiof ]

for real-time support updates

I m _ o e o

Next-Generation Support

Always. )

CAD A
e,

n Penwts b sopd Bl " o
SAP Ooud Support s New 1o Twitter!
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https://twitter.com/SAPSupportHelp
https://twitter.com/SAPCloudSupport
https://www.youtube.com/user/SAPSupportInfo
https://support.sap.com/en/my-support/incidents/whatsapp.html
https://twitter.com/SAPSupportHelp
https://support.sap.com/en/my-support/incidents/whatsapp.html
https://www.youtube.com/user/SAPSupportInfo

Live business needs live support

Next-Generation Support for the digital enterprise

—
&z

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.

Knowledge Base Articles (KBAS) via
search engines

Guided Answers

SAP Community

SAP Support Portal

Support by product information
Proactive outreach through info
sessions and WhatsApp

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

Real-time
interactions

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.

Expert Chat

Schedule an Expert

Call-1-SAP & Customer Interaction
Center (CIC)

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
Built-in support

SAP Cloud Trust Center /
Cloud Availability Center
Social media integration

Innovation
engine

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 cognitive-
computing-driven services.

Thought leadership
Cognitive computing: First machine
learning use cases for support
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https://support.sap.com/en/offerings-programs/strategy.html

What to do next?

Participate in a Subscribe to SAP Product Support on
at GSC Spain in Madrid! !

Workshops

Planned Dates
26.4.,22.5.,18.9.,13.11.

Register
AUSAPE Eventos
secretaria@ausape.es

Or contact your Account
Executive w/ reference to this
presentation!

More info:

Revista AUSAPE, pagina 6

Se fijan las fechas para nuevas visitas

al Centro de Soporte SAP de Madrid

1 s
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Access

Twitter:
SAP Support Help
SAP Cloud Support

YouTube:
SAP Support YouTube

WhatsApp
SAP Support WhatsApp

Channels

Ao

e SAP Support Help
K - DE

HO
Frcloy

CTS: Fix enqueue

#SAPSWLTransport timing problem

during collection export with note
vwwhbca BQyEw

SEC: Enhancement for report
RSUSRO02_ADDRESS "Users by
Address Data®

[ZNKW
Yenterday

CTS: Error when loadng transport
requests ZSAPSWLTransport in the
Transport Organizer (ADT) can be
fixed with note wwwwhea. sy

PO IRwW

SEC: Bugfix for startable
applications for roles or users
{(RSUSRD16) in SUIM

YEKnmiw
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https://twitter.com/SAPSupportHelp
https://twitter.com/SAPCloudSupport
https://www.youtube.com/user/SAPSupportInfo
https://support.sap.com/en/my-support/incidents/whatsapp.html
https://twitter.com/SAPSupportHelp
https://support.sap.com/en/my-support/incidents/whatsapp.html
https://www.youtube.com/user/SAPSupportInfo
http://www.ausape.com/eventos/
mailto:secretaria@ausape.es
http://www.ausape.com/documentos/Media/Publicaciones/Revistas/2018/R54_Ausape.pdf

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

= Central point of information for customers
@ SAP Support Portal
Next-Generation Support landing page (SAP Support Portal)
Expert Chat landing page (SAP Support Portal)
Schedule an Expert landing page (SAP Support Portal)

Social media

@ SAP Support Help on Twitter
SAP Cloud Support on Twitter
Product Support on Facebook

Blogs
\% Vision and Strategy (LinkedIn)

Real-Time Support (LinkedIn)

Expert Chat (LinkedIn)

The Future of Support (Digitalist)

Live Expert Chat Services (LinkedIn; Digitalist)
Next-Generation Support (SAP News Center)
Next-Generation Support (LinkedIn)

Getting Support Your Way: Self-Service (LinkedIn)

Tips and Tricks for SAP ONE Support Launchpad (SAP_ Community)
SAP Expands Schedule an Expert Again (SAP_ Community)
How to access SAP’s live support channels (SAP_Community)
When support tickets can talk (LinkedIn)

What intelligent enterprises can expect from SAP Support in 2018 (SAP
News Center)

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Press release and analyst guidance

Expert Chat (press release)

Expert Chat (Gartner note)

Expert Chat in Gartner Note (press release)
Next-Generation Support Expansion (press release)

Video resources
SAP ONE Support Launchpad
SAP Support Portal

Expert Chat
Schedule an Expert

Guided Answers

Cloud Availability Center for SAP SuccessFactors Solutions
SAPPHIRE NOW 2017
Keynote Bill McDermott — featuring support topics at 1:59
Keynote Andreas Heckmann — with demo of built-in support
Interview: Live Support for Live Business
Next-Generation Support — Update
Built-in support, Expert Chat, Schedule an Expert (DSAG keynote) — at 45:30 (German)
SAPPHIRE NOW 2016
Interviews with SAP Mentors (video):
SAP TechEd 2017 interview on self-service and community
SAPPHIRE NOW 2017 interview on Next-Generation Support
SAPPHIRE NOW 2016 interview on Next-Generation Support
SAP TechEd 2017, Next-Generation Support, demo on Schedule an Expert
SAP TechEd 2016, Next-Generation Support, demo on Expert Chat
SAP TechEd 2016, finding answers, demo on Google search for Knowledge Base Articles
SAP TechEd 2016, Support and social media, demo on “guided answers”
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https://support.sap.com/
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://support.sap.com/en/my-support/incidents.html#section_1554503147
https://support.sap.com/en/my-support/incidents.html#section_1575600800
https://twitter.com/SAPSupportHelp
https://twitter.com/SAPCloudSupport
https://www.facebook.com/SapProductSupport
https://www.linkedin.com/pulse/sap-product-support-vision-strategy-interview-series-andreas-heckmann
https://www.linkedin.com/pulse/real-time-support-saps-customers-interview-series-andreas-heckmann
https://www.linkedin.com/pulse/expert-chat-direct-access-saps-product-support-experts-heckmann
http://www.digitalistmag.com/cio-knowledge/2017/01/18/future-of-support-empathetic-proactive-services-for-real-time-enterprise-04786105
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://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/getting-support-your-way-next-generation-self-service-heckmann
https://blogs.sap.com/2016/08/12/tips-and-tricks-for-sap-one-support-launchpad-now-available/
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.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://youtu.be/9RutFZ1Qoag
https://www.sap.com/assetdetail/2017/05/e63c7116-ba7c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2017/07/2626c66e-c57c-0010-82c7-eda71af511fa.html
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
http://events.sap.com/sapandasug/en/session/32579
http://events.sap.com/sapandasug/en/session/32290
https://www.facebook.com/SAPDigitalBusinessServices/videos/1530727156969177/
https://www.youtube.com/watch?v=RayolvA73r0
https://www.youtube.com/watch?v=5PtZ3OuWwr0
http://events.sap.com/teched/en/session/36891
https://youtu.be/IHyHwfHUuCU
https://www.linkedin.com/pulse/how-next-generation-support-look-like-andreas-heckmann
http://events.sap.com/teched/en/session/33434
http://events.sap.com/teched/en/session/28876
http://events.sap.com/teched/en/session/29219
http://events.sap.com/teched/en/session/29393
http://news.sap.com/sap-launches-expert-chat-to-connect-customers-in-real-time-to-technical-support/
http://www.gartner.com/reprints/?id=1-3TPLZO6&ct=170216&st=sb
http://news.sap.com/expert-chat-service-provides-sap-customers-with-access-to-live-real-time-support-options/
http://news.sap.com/sap-expands-next-generation-support-to-improve-customer-experience-in-the-digital-age/

Thank you.

Bernhard Luecke
Head Global Support Center Spain — SAP Product Support

SAP Espaina

bernhard.luecke@sap.com
twitter | linkedin | www.sap.com/spain

LY Run simple


mailto:bernhard.luecke@sap.com
https://twitter.com/Luecke_Bernhard
http://www.linkedin.com/in/bernhardluecke
http://www.sap-spain.com/email

