SAP Preferred Success for

Partners:

© 2023 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

ACCELERATE
YOUR PATH

with personalized success
plans and services

POWER YOUR DRIVE COMPANY-WIDE
SUCCESS TRANSFORMATION

with guidance and with a tailored engagement
self-service content and dedicated team



Achieving success together ! Cloud

Success
Services

Choose the pace and engagement that fit your needs — delivering results and
value from the start and for years to come.

ACCELERATE
YOUR PATH

With SAP Preferred
Success

POWER YOUR DRIVE COMPANY-WIDE
SUCCESS TRANSFORMATION
With Essential Services " With SAP Premium

4 Engagements
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SAP Preferred Success

Value to Partner Business
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Predictable Operational Costs with
Prescriptive Support experience
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Transformation to Recurring Subscription
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SAP Preferred Success

Cloud

FaSt Value Realizat|0n Success

‘Valley of Despair’

High
Expectations

Services

100 Feature Adoption Planning and Success Checks

In-depth Release Guidance

Targeted Learning Programs

Advanced Support and Enhanced Target SLAs
70 New Feature Activation

EarlyWarning*

Customer Success Experts

EIEE!

Performance

Effort & Complexity
Time
Disillusionment With SAP Preferred Success
v — —— Without SAP Preferred Success
Anticipated
Service Dip
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SAP Preferred Success

Business Opportunity

SAP Preferred Success provides value that partners can build their business around.

Predictable Operational Costs e
with Prescriptive Support
experience

Collaboration with Experts

Partners get access to SAP experts via Success Plans,
exclusive SAP Preferred Success content, resources,
community, tools and data to maximize customer
success

De-Risk = Protect Margins

Partners deploy more efficiently with 40%
faster incident resolution* and reduce overruns
with reduced escalations**

Free up Partner Capacity
Up to 17% faster implementation* enables
partner team to serve more customers

INTERNAL — SAP and Partners Only

Cloud

Success

Services

- ’-N
Transformation to P — )
Recurring Subscription and aoa )
Services Revenue model C_d

Indirect Compensation
VAR and CCF programs pay at same rate
as software subscription

Optimize Recurring Revenues
17% faster time to value (TTV) and 5.5%
higher solution renewal rates** with SAP
Preferred Success

Partner Services Expansion
Ongoing tailored consumption guidance
provides continual service opportunities



https://www.sap.com/documents/2021/07/aed54c54-ee7d-0010-bca6-c68f7e60039b.html
https://dam.sap.com/mac/embed/public/pdf/a/gCY5KxB.htm?rc=10

SAP Preferred Success
Indirect Model:

Dan Davis

Partner Success Executive
at SAP



Customer Success Management by Partners

The relevance of Customer Success Management

Successful delivery and onboarding plus ongoing and proactive
engagement with customers is the key to creating continuous value
for them and therefore great customer references, high renewal
rates, and profitability for your organization.

The Partner Customer Engagement Executive role?

The partner CEE is an account management role focused on driving
solution adoption, fostering customer satisfaction, safeguarding
renewals and securing references.

INTERNAL — SAP and Partners Only

Want to learn more?

Visit the Post-Sales Excellence Hub.

Customer Engagement Partner Academy. Enroll now.
Masterclasses for Customer Engagement. Reqgister now.

Partner toolkit for Customer Engagement. Access here.

® O

Cloud

Success
Services

Safeguarding and ensuring recurring
annual revenue

Increasing lifetime value through up-
sell and cross-sell opportunities

Driving down new customer acquisition
costs through references

tApplicable for:

 VAR/ Resell deals

* Cloud Choice Flex deals, where Partner owns the
Adopt & Operate stage

Not applicable for:

« SAP Direct deals

* Cloud Choice Flex deals, where SAP owns the
Adopt & Operate stage
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https://partneredge.sap.com/en/partnership/sales/postsales-excellence.html
https://partneredge.sap.com/en/partnership/sales/postsales-excellence/cee_academy.html
https://jam2.sapjam.com/groups/xuXgMdJ4DYtHvWvesPK2nw/overview_page/WkTDF9rh0OMwJI49NBT1bX
https://partneredge.sap.com/en/library/assets/partnership/sales/tools_assets/hat_faq_toolkit_cloud_consumption.html

SAP Preferred Success:

A personalized, proactive

partnership for the life of your solution.

O
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Personalized success plans

Get insight-driven recommendations
based on metrics and milestones to help
you achieve your business outcomes.

INTERNAL — SAP and Partners Only
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Better user experiences

Improve user experiences by
reducing efforts to adopt, test,
and validate new innovations.

! Cloud

Success
Services

DA
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Exclusive success resources

Access expert resources and digital
learning and gain hands-on experience
in a collaborative community.
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SAP Preferred Success

Value to End-Customers

! Cloud

Success
Services

SAP Preferred Success is a subscription plan that co-terms with the solution contract and provides insight-driven,
prescriptive and personalized recommendations for end customers to improve cloud consumption and adoption, in

alignment with their business objectives.

For the subscription duration customers get:

Feature adoption planning and success checks
In-depth release guidance

Targeted learning programs

Advanced support and enhanced target SLAS
New feature activation

EarlyWarning

Customer success experts

The proven value of SAP Preferred Success
100+ customer references
Higher solution renewal rates with SAP Preferred Success

INTERNAL — SAP and Partners Only

The Total Economic Impact™ of SAP Preferred Success:

0/~ Faster incident
40 /O resolution

Efficiency

30% improvement due to
business Process
optimization

17% Faster

iImplementation

>
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SAP Preferred Success

Value to Partner Business

SAP Preferred Success provides value that partners can build their business around.

Partner Services Expansion
30% increased cloud adoption** with

ongoing tailored consumption guidance
provides continual service opportunities

Free up Partner Capacity
Up to 17% faster implementation* enables
partner team to serve more customers

INTERNAL — SAP and Partners Only

Collaboration with Experts

Partners get access to SAP experts via
Success Plans, exclusive SAP Preferred
Success content, resources, community,
tools and data to maximize customer success

oo
11id
1111

Indirect Compensation
VAR and CCF programs pay at same rate
as software subscription

Cloud

Success
Services

L O

De-Risk = Protect Margins
Partners deploy more efficiently with 40%
faster incident resolution* and reduce
overruns with reduced escalations**

—_——

() )

'\-/'

Optimize Recurring Revenues
17% faster time to value (TTV) and 5.5%
higher solution renewal rates** with SAP
Preferred Success
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Examples of CSP Orchestration activities

SAP Preferred Success

. Advice on solution specific learning, C |0Ud
WO r k | n g TO g et h er exclusive communities, best practices Success
Quality Gates Services

Release Guidance

Support Incident Expediting

CSP

> Requests

CUSTOMER PARTNER SUBJECT

MATTER

EXPERTS
« Recommendations

* Reports
« Guidance

Examples of Expert activities
Feature Adoption Success Checks
Expert Sessions

Solution Launch Checks to validate
configurations against best practices

Cloud Mindset workshop

INTERNAL — SAP and Partners Only



SAP Preferred Success ! Cloud

Success

RACI for SAP CSP and Partner CEE Roles Services

This RACI outlines how Partner CEE (PCEE) and SAP Customer Success Partner (CSP) work
together in situations where customers have purchased SAP Preferred Success subscription and

Cloud Choice Flex with Parther owned Adopt & Operate, or
Resell (VAR)

In above case, PCEE is accountable and responsible for all customer engagement activities, orchestration of
customer success as the strategic advisor to executive stakeholders.

SAP CSP is responsible only for orchestration of Preferred Success Offerings.

SAP CSP is not responsible for Success Plans, Business Reviews with customers, Relationship
Assessment or other customer success tasks that are usually executed in cases where SAP owns Adopt
& Operate.



SAP Preferred Success

RACI for SAP CSP and Partner CEE Roles Cloud

Services

Phase Task PCEE SAP CSP
Demand AR
Deal Execution AR
Sales Handover and Account Transition AR |
**Alignment with SAP CSP and Establish Engagement Governance AR R
**Customer Contact Validation, Kick-off meeting, Introduce Partner and SAP Post-Sale Roles AR R
Create or review the business case, KPls, and objectives with the customer AR Cl
Customer onboarding AR |
Coordinate Guided Onboarding from SAP (PrS) c AR
PrS Getting Started Guide I AR
Orchestrate PrS Cloud Mindset Workshop (PrS) I AR
Advise on Solution Specific Learning, Communities, Best Practices(PrS) I AR
Establish Adoption Governance AR R
“*Create Adoption Plan (include PrS offerings in the plan) AR c
Monitor Project Health & Quality AR C
Deliver Q-gate services for each project phase (PrS) I AR
Orchestrate Solution Launch Checks (PrS) I AR
Escalation Management & Risk Mitigation (Pariner owns escalation, CSP advocates critical situation using intemal channels) AR RC
Project Go-Live Preparation AR |
Project Go-Live AR |
R = Responsible B Specific activities related to Preferred Success orchestration
A = Accountable
C = Consulted Bl Customer success activities

INTERMAL — SAP and Partners Only | = Informed



SAP Preferred Success

RACI for SAP CSP and Partner CEE Roles

Phase Task PCEE SAP CSP
Advise on Solution Specific Learning, Communities, Best Practices (PrS) | AR
| Risk Mitigation and Advanced Support (PrS) | AR
| Manage Release Adoption AR C
| Orchestrate Release Guidance activities (PrS) | AR
| Escalate Issues where Resolution time is Not Meeting Customer Needs AR c
| Orchestrate OnDemand Onboarding (PrS) | AR
| Orchestrate Success Checks (PrS) | AR
| dentify need and Orchestrate PrS Expert Guidance Resources (Pr5) | AR
| Inform and Educate Customer on SAP Communities, User Groups, Events AR C
| Leverage Internal Tools and Insights to understand Customer consumption (PrS) I AR
| Orchestrate Advisory for Feature Activation (based on usage) (PrS) I AR
| Monitor Usage Metrices (SAP for Me) AR |

Ongoing Adoption Planning and Usage Risk Mitigation AR C
Execute Quarterly Business Reviews AR C
| Nominate Customer for Customer Effort Score (CES) Survey (PrS) | AR
| Build action plan based on CES Survey (PrS) | AR
Manage PrS Reference (PrS) | AR

Discuss usage, adoption and optimization to expand SAPs footprint of SAP cloud products AR

|dentify Up-Sell opportunities AR

Identify Cross-Sell opportunities AR

ldentify renewal risks and coordinate mitigation activities AR

Operational of renewals (set up of contract, negotiations in active renewals, contract sending etc_) AR

IMTERMAL — SAP and Pariners Only

R = Responsible
A = Accountable
C = Consulted

| = Informed

[ | Specific activities related to Preferred Success orchestration

I Customer success activities
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SAP Preferred Success

Partner Feedback

We’re hearing a few questions from Partners

SAP and PartiéfS On

! Cloud

Success
Services

Why can’t we do this ourselves?
Exclusive data, reports, and tools
Exclusive analysis and insight-based recommendations
Early information for new releases and technologies
Priority SAP support

This sounds like it might compete with our offers
Non-competitive — no hands-on — advisory in nature
Collaborate for customer success
Build your business on SAP Preferred Success

Is it worth it - what about the cost?
Effectively results in up to 17% increased service capacity

A sale is a win for your compensation, delivery margins, and for
ongoing services opportunities

Let the customer decide

20



SAP Preferred Success

Commercial Aspects

SAP Preferred Success is a subscription plan that co-terms with the solution contract at 20% net ACV

Customer Profile Profit Option Sales Support & Resources

Value Added Reselling (VAR)*

All segments, all industries
excluding government entities,
92 countries

Net new customers with Cloud
net ACV >= €85k

Existing Cloud customers
renewing their contract with
ACV >= €85k

Under €85k ACV is allowed, at
the minimum price of €17.5k

CIO/CTO, VP IT, head of LOB,
head of support

INTERMAL — SAF and Partners Only

30% Discount

Partner Managed End-To-End
Customer Life Cycle

Invoiced Quarterly in Arrears

Cloud Choice Flex (CCF)*™

10% TCV Initial, Upsell &
Renewal — 1 time payment
10% on ACV for A&O — Paid
Quarterly in arrears for
Partner managed End-To-End
Customer Lifecycle

Partner Profile

PE Sell certified partners selling under
CCFlex and VAR models in LOBs
covered by SAP Preferred Success

SAP S/MHANA Cloud (8005458)

SAP Ariba (8009027)

SAP Sales Cloud and SAP Service Cloud (8012489)
SAP Commerce Cloud (8006196)

SAP Customer Data Cloud (8006197)

SAP SuccessFactors (BO05457)

SAP Digital Supply Chain (8007977)

SAP Business Technology Platform (8005650)

SAP S/AHANA Cloud, private edition (8011479)

Visit the Partner Portal for sales
pitch decks and sales
enablement assets.

Additional resources:

The Total Economic Impact of
PrS — study by Forrester
Consulting

Public YouTube playlist

For questions please speak to
your Partner Business Manager



SAP Preferred Success CloLd
Partners Selling Preferred Success Today Success

SAP Preferred Success is already being sold by some Partners. Now being promoted globally!

“During the sales process the customers are working
through the balance of ‘anxiety’ and ‘security’, and
having SAP at the table is a de-risking factor”

Midsize Partner, Germany
“It was valuable talking to the SAP experts and

reassuring to know where to go at SAP for any issue.
It was very helpful having a CSP to coordinate.”
Midsize Partner, Germany

“We like to solve our own problems, but sometimes we
need help... Customers like seeing SAP and us working as
one... It should be baked into every eligible deal”

Large Partner, Northern Europe » . : .
g P We picked up a Customer whose business transformation

was in shambles. Preferred Success helped us get the
Customer back on track and achieve their objectives. They
still rave about Preferred Success."

“We had a complex and risky customer and landscape Midsize Partner, North America

and were happy SAP had some skin in the game”
Large Partner, North America

INTERNAL — SAP and Partners Only 24



SAP Preferred Success
Key Resources for Partners

SAP Partner Portal

Partner Welcome Video

Partner sales starter Kit

SAP Preferred Success — Value for partners

Executive Presentation LO

INTERNAL — SAP and Partners Only

Overview

Collaborating with
Partners

Empowering Partners

SAP Preferred Success

Methodologies

SAP Activate

Cloud

Success
Services

[

Explore SAP Preferred Success

SAP Preferred Success is a subscription plan that co-terms with the solution contract and provides insight-driven. prescriptive and personalized
recommendations for customers to improve cloud consumption and adoption. in alignment with their business objectives. Now available for SAP
Partners to position through the SAP Partner ce. flex model or reseller sales model.

How Partners Can Drive Continuous Value with SAP Preferred Success

Watch SAP's Liher Urbizu, SVP Cloud Success Services. to discover the benefits of this service
for partners and your customers.

Partner Business Value — Working Together

Position SAP Preferred Success in your sales deals to obtain faster incident resolutions. improved efficiencies, resulting in faster
implementations

= Increase cloud adoption to provide continuous service opportunities

= Free up partner capacity enabling your teams to serve more customers

= Limited access to experts. tool insights. and resources via success planning to maximize customer success
= Indirect compensation through SAP PartnerEdge Cloud Choice. flex model

= Deploy more efficiently, get faster incident resolution, and reduce overruns

= Optimize recuring revenues

25


https://partneredge.sap.com/en/partnership/services/preferred_success.html
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https://www.youtube.com/watch?v=FlmlwLZGuVo&ab_channel=SAPPartnerEdge

SAP Preferred Success Ravi Prawda  Nacho Vazquez

Suarez
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g You have been both a customer and now a partner,
] What is the value as a Customer and as a Partner?

How would you have managed without SAP Preferred Success?

a3 major benefits for you as partner and a customer?

L ) : -
In your view, what is the Business Case, in your words?
= HR T T R i, it

0

LR

|ww it
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SAP Preferred Success

Call to Action

Campaign ID: CRM-WE23-SUP-ACBI_RW

Contact information:

Ravi Prawda

Head of Cloud Strategic Programs EMEA South
E: ravi.prawda@sap.com

M: +33615255200

Thomas Benaroya

Demand Generation Middle East North and South,
Cloud Success Services

E: thomas.benaroya@sap.com

M: +971(0)506517149

AR W N =

! Cloud

Success
Services

Familiarize yourself with Preferred Success on SAP
Partner Portal

Ensure your customers are aware of the offering and
share the Preferred Success Customer Site

Work with your Partner Business Manager to identify the
opportunities where SAP Preferred Success can and
should be attached

Include SAP Preferred Success in applicable net new
License opportunities AND at Renewal.

Ask your AE about shelfware swap.

THE BEST RUN w
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https://www.sap.com/services-support/service-offerings/preferred-success.html

Cloud

Success
Services

uestions & Answers
and with us

Audio Settings -

Raise Hand

cene W EEEEERES
S=n The host would like you to unmute your microphone
Raise your hand to be W

unmuted and ask your
queStion D ( stay muted |
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Thank you. F

Contact information:

Cloud

Succ_ess
Services




Follow us
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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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