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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, 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.
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Agenda 

▪ Learning objectives

▪ Introduction to  SAP’s support organization concept: Customer Center of Expertise

▪Value drivers for SAP S/4HANA Cloud

▪SAP Activate - Organizational Change Management (OCM) for SAP S/4HANA Cloud

▪Key roles required to transition from on-premise ERP to SAP S/4HANA Cloud

▪Steps to (re-)define your support organization for SAP S/4HANA Cloud

▪Enable your support organization

▪Key takeaways
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Learning Objectives

At the end of this session you will:

▪Understand SAP’s concept for a support organization

▪Understand the value drivers and savings achieved by moving to SAP S/4HANA Cloud

▪Understand the key OCM concepts in SAP Activate

▪ Identify the key roles required to support your SAP S/4HANA Cloud solution

▪Outline a roadmap to adapt your support organization for SAP S/4HANA Cloud

▪Become aware of SAP’s learning offerings to enable your support resources
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What is a Customer Center of Expertise (Customer COE)?
The SAP Customer CoE focuses on business value

“A Customer COE is an expert team across business units that maximizes return on a

customer’s SAP investment by optimizing business processes, IT applications, resources and

by applying innovations and continuous improvement.”

The Customer COE focuses on increasing the business value of the solutions while meeting

the needs of the business. This is accomplished by designing organizational & operational

excellence, adopting effective governance and developing the appropriate talent/skills while

lowering costs.
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A SAP Customer COE is an expert team acting across business units to: 

 align business priorities with IT ➔ “Plan”

 deliver innovative business solutions ➔ “Build”

 guarantee business continuity efficiently and effective ➔ “Run”

SAP Customer Center of Expertise (Customer COE) - definition
Safeguard and get back the maximum of your SAP investment
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Customer COE capability framework
Holistic methodology to safeguard your investments into SAP software

CCOE capability framework

CCOE

People & Skills

CCOE

Tools & Standards

CCOE 

Processes

CCOE Organization

& Governance

CCOE

Strategy

Effectiveness Efficiency

Business orientation

 Establish and/or increase 

business and IT alignment

Business value

 Enable business process 

innovation and efficiency

IT cost excellence

 Reduce the total cost 

of ownership for IT

IT service excellence

 Improve customer 

satisfaction and create 

new capabilities

Doing

the right things…

Doing

things right…
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Common SAP S/4HANA Cloud journey scenarios
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25–30% lower TCO for SAP S/4HANA Cloud adoption

▪ 75% reduction of on-premise changes

▪ 75% reduction of on-premise incidents

▪ Lower test effort, better release planning

▪ Key Users remain essential

SAP ERP on-premise vs SAP S/4HANA Cloud

5-year TCO as % of total

*On-premise costs based on Realtech’s consulting TCO benchmarking data for about 4’200 

SAP customer deployments. SAP S/4HANA Cloud costs savings based on Cloud Value 

Engineering customer engagements, 3rd party analysis
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SAP Activate phases for SAP S/4HANA Cloud

Demo

https://roadmapviewer-supportportal.dispatcher.hana.ondemand.com/
https://roadmapviewer-supportportal.dispatcher.hana.ondemand.com/
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SAP S/4HANA Cloud OCM journey

OCM 

analysis & 

planning

OCM 

delivery & 

monitoring

OCM 

delivery & 

monitoring

Continuous 

adoption

Explore Realize Deploy RunDiscover & Prepare

Set-up OCM 

team & 

concept
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Quality gates

Learning

OCM

Effectiveness

Organizational

transition

Communication

Stakeholder

Engagement

Sustainability

OCM Team 

& Network

Organization Change Management (OCM) roadmap

Cloud mindset 

assessment

Set-up OCM stream

Stakeholder analysis

Communication concept

Organizational transition 

concept

Effectiveness 

measurement concept

OCM team and network 

concept

Stakeholder motivation 

plan

Communication plan

Organizational transition 

plan

Change agent 

nomination Mobilize change agent network

Stakeholder engagement

Communication delivery

Organizational transition

Update OCM concept / plans based on new insights

Effectiveness Measurements

Deliver post-go-live OCM 

and enablement 

(continuous adoption)

Plan effectiveness 

measurements

OCM white paper Sustainability concept
Plan post-go-live OCM 

and enablement 

Prepare post-go-live 

OCM and enablement
Hand-over to business

1 2 3 4

Learning concept

Learning content 

development
End user learning

Learning plan

Learning team

Stakeholder concept

Stakeholder

identification

RealizeExplore Deploy RunDiscover & Prepare

Set-up OCM team & concept
OCM analysis & 

planning
OCM delivery & monitoring Continuous adoption

Fit-to-Standard WS

Team enablement
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Overview of OCM 1905 content with SAP Activate

Demo

https://roadmapviewer-supportportal.dispatcher.hana.ondemand.com/#/group/BE47098A-617A-43EF-A27E-DFD801D70483/roadmapOverviewPage/IMPS4HANACLDENMGMT:w1
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Change impact analysis process: accelerator used

Change impact analysis template 

Tab: Analysis

Tab: Heat Map

Demo

LoB

https://roadmapviewer-supportportal.dispatcher.hana.ondemand.com/#/group/BE47098A-617A-43EF-A27E-DFD801D70483/roadmap/IMPS4HANACLDENMGMT:w1,001999B7BD851ED68D97F853D2C722CE/node/901B0E6D3F501ED998C14626686C01C4:w1/901B0E6D3F501ED998C143DB792741C1:w1
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Whitepaper: “Customer Organization Readiness for SAP S/4HANA Cloud”

Demo

Customer Organization Readiness for SAP S/4HANA Cloud

https://s4hanacloud.community.sap/groups/D82g0dYPzM13yAISfwL8EY/documents/zaJrD3ATTX3HRXqqlLW9WA/slide_viewer
https://s4hanacloud.community.sap/groups/D82g0dYPzM13yAISfwL8EY/documents/zaJrD3ATTX3HRXqqlLW9WA/slide_viewer
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Functional overview “On Premise”

* Project Management Office

** OCC: Operations Control Center. OCC is an organizational entities within the CCOE. Have direct access to SAP experts. 

Supported and advised through the Mission Control Center at SAP. 
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Functional overview “SAP S/4HANA Cloud”
Significantly less IT staff is needed for the SAP S/4HANA Cloud scenario

* Project Management Office
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Business Roles Business Owners for strategic and operational guidance of business effective innovation and digitalization

Digital Business Analysts for evolving business innovation and digitalization

Key Users for the usage of standardized and business effective processes

Users running standard business processes through <Personas> (Accountant, Controller, Purchaser...)

IT Roles Business (Cloud) Architect for evolving business innovation and digitization & defining the E2E Business Model

Prototyper for evolving clickable and running prototype solutions

UX Developer for programming UX solutions (based on SCP)

Data Scientist for evolving big data and analytics

Roles across all IT 
Customer COEs

Enterprise Architect for governance and strategy across whole IT landscape

Integration Architect (Process and Data Integration) for process and data integration aspects

Technology Architect (Security Expert) for implementation and governance of cloud & IoT connectivity

Release Manager for planning & tracking of S4HC releases

Test Manager for maintaining E2E scenarios and S4HC extensions in text plans

Service Manager for governance of service levels in SLAs and S4HC subscription(s)

Note: Roles do not map to job positions, several roles can be combined to a single job position.

Main roles for your SAP S/4HANA Cloud support team
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Business Roles Business Owners

Key Users

Users

IT Roles Application/Module Expert

Developer

Basis Expert

Team Lead

Database Administrator

System Administrator

Roles across all IT 

Customer COEs

Incident Manager

Change Manager

Enterprise Architect

Integration Architect

Technology Architect

Release Manager

Test Manager

Service Manager

Business Roles Business Owners

Digital Business Analyst

Key Users

Users

IT Roles Business Architect

UX Developer

Prototyper

Data Scientist

Roles across all IT 

Customer COEs

Enterprise Architect

Integration Architect

Technology Architect

Release Manager

Test Manager

Service Manager

Role comparison SAP on-premise vs. SAP S/4HANA Cloud support teams

On-premise ERP SAP S/4HANA Cloud

Roles disappearing for SAP S/4HANA Cloud

New Roles

Note: Roles do not map to job positions, several roles can be combined to a single job position.
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SAP Activate phases for SAP S/4HANA Cloud
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Deliverables to implement/adjust your support organization 

for SAP S/4HANA Cloud

Identify,  Onboard 

Business Owners & 

Digital Analyst

Assess CCOE 

maturity

Initial identification of 

CCOE roles affected

Calculate TCO costs

Join/Listen YouTube 

videos - SAP events

HL definition of 

Innovation Services

Gain experience with 

Design Thinking and 

Prototyping for SCP

Define target CCOE 

and operations 

capabilities (internal 

& external resources)

Onboard Key Users

Identify KPIs to 

monitor business 

operations

Adapt SLAs

Prepare for SAP  

release cycles

Enable Key Users to 

train and support end 

user community

Monitor business 

operations

Establish 

continuous 

improvement 

practices with focus 

on business 

optimization, 

innovation and 

digitalization and 

lower TCO

Business Owner
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* Subscription to SAP Learning Hub may apply

** Foundational enablement  for SAP Enterprise Support; is included in your SAP S/4HANA Cloud subscription, via SAP Learning Hub, edition for SAP Enterprise Support

*** Fees apply

Learning Needs Analysis     
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New Concepts, SAP Innovation 

& Thought Leadership 

Free openSAP courses 

Become fully competent through a blend of cloud learning with SAP 

Learning Hub and SAP Classroom courses and SAP Certification.
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SAP Learning Hub*/** Classroom***

E-Learning
SAP Live Access 

systems

SAP Learning 

Room
Certification

SAP Live 

Training

openSAP

Enterprise

MooC

SAP Enable Now

Formal & Informal Learning

Macro Learning focus - Classroom training 

plus informal Learning support with e-learning.

Learning Needs Analysis - Content Development - Learning Delivery - User Adoption…     

Embedded Performance Support

Micro Learning focus- pre-delivered learning 

embedded in SAP S/4HANA Cloud - Tutorials, Context 

Help, Guided Tours, all supported with SAP Enable 

Now.

Summary overview - SAP Education to enable all

https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/sap-s-4hana-cloud-implementation.html
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Overview

▪ How to Best Leverage S/4HANA Cloud for Your Company (~12h)

▪ Intelligent ERP with S/4HANA Cloud (~9h)

▪ Two-Tier ERP with S/4HANA Cloud (4h)

Extensibility

▪ Extending S/4HANA Cloud and S/4HANA (~12h)

▪ Create and Deliver Cloud-Native S/4HANA Extensions (~16h)

Procurement

▪ Procurement Transformation with SAP Ariba and S/4HANA (~9h)

▪ Procurement Innovation – SAP Ariba and S/4HANA in a Nutshell (~5h)

Other Topics

▪ Integration with S/4HANA Cloud (~9h)

▪ Data Migration to S/4HANA (~6h)

SAP S/4HANA Cloud online and self-paced courses from OpenSAP

Demo

https://open.sap.com

https://open.sap.com/courses/s4h6
https://open.sap.com/courses/s4h12
https://open.sap.com/courses/s4h9
https://open.sap.com/courses/s4h7
https://open.sap.com/courses/s4h13
https://open.sap.com/courses/srm1-1
https://open.sap.com/courses/s4h12
https://open.sap.com/courses/s4h10
https://open.sap.com/courses/s4h8
https://open.sap.com/courses?q=s/4hana%20cloud
https://open.sap.com/courses?topic=SAP%20S/4HANA
https://open.sap.com/
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SAP Learning Hub: platform for all your SAP S/4HANA Cloud digital and blended learning*/**

Learning

Management System

Powerful learning 

management capabilities to 

manage corporate and 

company-wide enablement 

programs

SAP Live Access & 

Sandbox

▪ Exclusive purchase option for 

on-demand access to live, pre-

configured training systems 

that support the ‘core’ digital 

content

• Quarterly updated ‘as-is’ SAP 

S/4HANA Cloud sandbox for 

solution exploration (free with 

any learning hub subscription)

Modular Digital Learning Content

Self-paced core and delta content structured in modular courses with 

assessments:

▪ Modular e-learning courses & assessments 

▪ Stay-current learning & stay current assessments

▪ Read more about SAP S/4HANA Cloud Certifications & Stay Current Program

SAP S/4HANA Cloud 

Learning Rooms

Collaboration, social learning, 

community videos, Live Session 

events and more led by experts

▪ SAP S/4HANA Overview Learning 

Room

▪ SAP S/4HANA Cloud 

Implementation Learning Room 

(central room)

Blended Learning 

Journeys 
Learners get a straight forward 

guidance for the best learning 

journey and certification that are 

relevant to their learning scenarios 

and role

• Visit the learning journeys in 

Help Portal

* Subscription to SAP Learning Hub may apply

** Foundational enablement  for SAP Enterprise Support; is included in your SAP S/4HANA Cloud subscription via SAP Learning Hub, edition for SAP Enterprise Support

https://blogs.sap.com/2018/07/26/sap-s4hana-cloud-stay-current-program-launches-august-6-2018-with-the-1808-release/
https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/317030086f83418a94dfe94173b46584.html?categories=SOL_01_02
https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/sap-s-4hana-cloud-implementation.html
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SAP S/4HANA Cloud Learning Journeys*/**
A learning journey is a visual guide to help you become competent and stay current in SAP innovations

Solution & Role specific Learning Journeys

Providing a prescriptive way to guide your learning, taking a 

person’s current and future role into consideration.

Current role 

& skill-set

Role specific SAP 

Learning Journeys

Future enhanced 

role & skill-set

Application 

Consultant
SAP S/4HANA Cloud 

Business Consultant

Learning Journey for

SAP S/4HANA Cloud Finance 

Consultant

SAP S/4HANA Cloud Learning Journeys

* Subscription to SAP Learning Hub may apply

** Foundational enablement  for SAP Enterprise Support; is included in your SAP S/4HANA Cloud subscription via SAP Learning Hub, edition for SAP Enterprise Support

▪ SAP S/4HANA Cloud for Customer Project Teams

▪ SAP S/4HANA Cloud - Project Management 

▪ SAP S/4HANA Cloud - Procurement - Implementation & Configuration

▪ SAP S/4HANA Cloud - Professional Services - Implementation & Configuration

▪ SAP S/4HANA Cloud - Finance - Implementation & Configuration

▪ SAP S/4HANA Cloud - Manufacturing - Implementation & Configuration

▪ SAP S/4HANA Cloud - R&D Engineering- Implementation & Configuration 

▪ SAP S/4HANA Cloud - Sales - Implementation & Configuration

▪ SAP S/4HANA Cloud - Asset Management - Implementation & Configuration

▪ SAP S/4HANA Cloud – Supply Chain

▪ SAP S/4HANA Cloud – Warehouse Management

▪ SAP S/4HANA Cloud – Service Management 

▪ SAP S/4HANA Cloud Analytics

▪ SAP S/4HANA Cloud – Extensibility: SAP Fiori Application Development

▪ SAP S/4HANA Cloud – SAP Cloud SDK Development

& Participates in the Certification Quarterly Stay Current Program

Certification available or planned for 2019

https://help.sap.com/learningjourneys

https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/317030086f83418a94dfe94173b46584.html?categories=SOL_01_02
https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/sap-s-4hana-cloud-implementation.html
https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/5007ff897a261014b224d98c6166770c.html
https://help.sap.com/doc/fd2b9c6949de43938078489525288f13/PRO_2.0/en-US/8b9a1bebb50042819285a6146ea0e3ce.html
https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/500ab89c7a2610149506814e7023786d.html
https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/500cc9d37a26101492a5de685b03c6b5.html
https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/500baf0b7a261014ab52ec5320aad7d9.html
https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/500cffd67a261014a81cb541bfbb3223.html
https://help.sap.com/doc/fd2b9c6949de43938078489525288f13/PRO_2.0/en-US/427609dcf27648baa55df0326081d718.html
https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/500cee397a261014921fa631233db92b.html
https://help.sap.com/doc/fd2b9c6949de43938078489525288f13/PRO_2.0/en-US/f4bab7e7a38044efb846173297e06c16.html
https://help.sap.com/doc/fd2b9c6949de43938078489525288f13/PRO_2.0/en-US/9b67afc133f443f9a6a08bd25d08ac59.html?collapse=5&zoom=0.6
https://help.sap.com/doc/fd2b9c6949de43938078489525288f13/PRO_2.0/en-US/82e89aa32dc44ac6a35b09bc4de3cdf8.html?collapse=5&zoom=0.6&IDs=show
https://help.sap.com/doc/fd2b9c6949de43938078489525288f13/PRO_2.0/en-US/ffe6003ee4464d2e90e3f42301c3c47b.html
https://help.sap.com/doc/fd2b9c6949de43938078489525288f13/PRO_2.0/en-US/500a80eb7a2610148dd1ddbd70be7889.html
https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/500c081c7a26101489fdd0275843f0a0.html
https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/abb95436cb8342738b90e35b60d16573.html
https://help.sap.com/learningjourneys
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SAP S/4HANA Cloud Embedded Tutorials via Learning Center** or via the Direct Link*

Learning Center **

1. Log into your starter or quality 

system

2. Open the help (top right corner) 

3. Select Learning

4. Select Learning Center

**Listen to the tutorial Introduction to 

SAP S/4HANA Cloud Learning Center

SAP S/4HANA Cloud Tutorials*

* The tutorials are enhanced in each quarterly release 

upgrade, please always refer to the SAP Roadmap 

Viewer to get the latest link

https://education.hana.ondemand.com/education/pub/s4/index.html?library=library.txt&show=group!GR_8BA82ABD776242AD
https://bit.ly/2HlTfqH
https://education.hana.ondemand.com/education/pub/s4/index.html?library=library.txt&show=group!GR_8BA82ABD776242AD
https://go.support.sap.com/roadmapviewer/#/group/BE47098A-617A-43EF-A27E-DFD801D70483/roadmapOverviewPage/IMPS4HANACLDENMGMT:001999B7BD851ED68D97F853D2C762CE
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Path to SAP S/4HANA Cloud Certification and the Stay Current Program*

1. View all available associate 

certification exams here or in your 

relevant learning journey

2. Purchase a certification in the 

cloud subscription and register for 

the core associate certification 

exam (if you purchased SAP 

S/4HANA Cloud Learning Hub 

solution edition, you already have 2 

exam takesand 10 hrs. of Live Access 

included)

3. Pass the certification

4. Claim your SAP Global 

Certification digital badge

1. Go to your relevant Learning 

Journey

2. Join the SAP Learning Room 

3. Complete SAP S/4HANA Cloud 

overview scenario enablement

▪ Review the stay current content for 
your core exam

▪ Complete the corresponding stay 
current assessment in the SAP 
Learning Hub 

▪ Repeat every quarter to maintain 
your certification credential and 
badge

SAP Learning Hub Certification in the cloud SAP Learning Hub

1. Complete the Become 

Competent scenario in your 

learning journey to prepare 

for your certification

1. Foundational knowledge
2. Become Competent 

knowledge
3. Associate certification 4. Stay Current

SAP Learning Hub

SAP Certification 

Digital Badges

* Subscription to SAP Learning Hub may apply

https://training.sap.com/shop/content/cloudcertification
https://training.sap.com/shop/certification-hub/
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Agenda 

▪ Learning objectives

▪ Introduction to  SAP’s support organization concept: Customer Center of Expertise

▪Value drivers for SAP S/4HANA Cloud

▪SAP Activate - Organizational Change Management (OCM) for SAP S/4HANA Cloud

▪Key roles required to transition from on-premise ERP to SAP S/4HANA Cloud

▪Steps to (re-)define your support organization for SAP S/4HANA Cloud

▪Enable your support organization

▪Key takeaways
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Key takeaways

▪ The SAP Customer COE is a joined collaboration hub between business and IT

▪ Key business roles needed for your support team for SAP S/4HANA Cloud:

– Business owner

– Digital business analyst

– Key user

▪ Key IT roles needed for your support team for SAP S/4HANA Cloud

– Business architect

– UX developer

– Prototyper

– Data scientist

▪ Organizational Change Management (OCM) deliverables are included in SAP Activate

▪ OpenSAP, SAP Learning Hub and the SAP S/4HANA Cloud embedded tutorials provide you the tools to 

enable your support team

▪ Start your activities at the discover phase to ensure your support organization is ready at run phase to 

support your SAP S/4HANA Cloud



Thank you.

Contact information:

Ruth  Zamudio

Principal Business Consultant

ruth.zamudio@sap.com

@RuthZamu

mailto:ruth.zamudio@sap.com
https://twitter.com/RuthZamu
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