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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



Vision of SAP Support
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SAP Support Vision
AI driven Support

+
Traditional 

SAP support

Industry-leading proactive 

and preventive support

AI driven Support

Groundbreaking 

support with AI in the 

center

Self-service & incident prevention
to identify issues even before they occur

Real-time interaction
to speed your time to issue resolution

Native support experience
to seamlessly integrate AI within SAP 

products

Learn from Support incidents
to improve SAP products



AI powered Support Services
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AI & machine learning services in SAP Support 
Services & integration roadmap

 Incident Solution Matching

Automated solution recommendations

 Component Area Prediction

Automated component suggestions

 Expert Area Prediction

Automated areas suggestions

The number of AI & ML support services is growing…

Expert Chat

Schedule an Expert

Incident 

Management
(ONE Support Launchpad)

SAP Communities SAP Help.com
Incident 

Management
(ARIBA)

Where can you experience these AI services?

today
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Solutions are identified using tf-idf (term frequency–inverse document frequency) and then 

ranked/filtered using various signals allowing for further optimizations and specific tasks.

Incident classification under the hood
Machine learning service for Product Support

“Our HANA instance ran into a HANA OOM problem.”

Term # Doc #

HANA 2 20

Instance 1 50

Run 1 100

OOM 1 60

problem 1 150

Term Tf-idf

HANA 0.1

Instance 0.02

Run 0.01

OOM 0.017

problem 0.007

𝑆𝑜𝑟𝑡𝑒𝑑
= 𝐻𝐴𝑁𝐴, 𝐼𝑛𝑠𝑡𝑎𝑛𝑐𝑒,…

tokenize
Stem/ stop 

words
frequency tf-idf

cosine 
similarity

filter
re-rank using 

ML model

{“Our”, ”HANA”, 

”instance”, ”ran”, 

”into”, ”a”, ”HANA”, 

”OOM”, ”problem”}

{“Our”, ”HANA”, 

”instance”, ”run”, ”in”, 

”a”, ”HANA”, ”OOM”, 

”problem”}
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Data Layer

Incident 

Solution 

Matching

Component

Prediction
Expert Area 

Prediction

Solution 

Solution

Matching

API Management

…

CustomerSAP Support SAP Data scientist

SAP Support System SAP One Launchpad ARIBA Help Center & 
Connect

Incidents Solutions Additional  
Data Sources

SAP Support AI services behind the scenes
Machine learning services platform
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54,7%

ISM average solution rate
Incidents for which ISM provides solutions 

(KBA & SAP Notes) within Top10 suggestions

KBA

SAP Notes

S/4HANA Documentation

Roadmap Viewer

Fiori Apps Library SAP Help.com Wikis & Blogs

ISM solution repositories
Integration roadmap

today

Incident Solution Matching (ISM)
Automated solution recommendations in figures
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ISM utilization in SAP One Launchpad in 2019
# Solutions reviewed by customers



What’s next in AI powered Support?
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What’s next?
Interactive ISM

Results Refinement  
▪ Refine terms which  customer consider 

key elements in the issue

▪ Interactive Improve quality of the terms 

provided in the incident description

Filtering options
▪ Automatic detection of filters or entities

▪ Confirmation by end user

▪ Automatic results filtering and re-execution

Solutions navigation
▪ Navigate to similar solutions

▪ Multidirectional navigation 

capabilities
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Thank you

David Molinera

Product Owner of AI Technology, Customer Success Services

Customer Success Services, SAP

david.molinera@sap.comm



24PUBLIC© 2020 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

More information on SAP AI Support

AI and Machine Learning

Incident Solution Matching landing page (SAP Support Portal)

Video: Incident Solution Matching

Article: AI and Machine Learning Drive Automation in Product Support (SAP 

News Center)

Article: Enter the Next Level of Customer Support Experience with AI 

Technology (SAP News Center)

Article: Customer Convenience through Service Automation (SAP News 

Center)

Blog: AI-Powered Support: A Guiding Light for Simplified Support (LinkedIn)

Blog: SAP launches an AI enabled incident wizard in SAP ONE Support 

Launchpad (SAP Community)

Videos from SAPPHIRE NOW 2018

The next generation of support – AI and Machine Learning taking center 

stage

Video with SAP Mentor Owen Pettiford: Driving the customer support 

experience with built-in support and machine learning 

Webinar: Incident Solution Matching – Enabled by Artificial Intelligence

https://support.sap.com/en/my-support/product-support.html#section_1903672625
https://www.sap.com/assetdetail/2019/04/341f5d64-457d-0010-87a3-c30de2ffd8ff.html
https://news.sap.com/2019/03/product-support-automation-ai-machine-learning/
https://news.sap.com/2019/01/ai-driven-support-customer-experience/
https://news.sap.com/2019/06/customer-convenience-through-service-automation/
https://www.linkedin.com/pulse/ai-powered-support-guiding-light-simplified-jens-trotzky/
https://blogs.sap.com/2018/11/16/for-faster-resolution-sap-launches-an-ai-enabled-incident-wizard-in-sap-one-support-launchpad/
https://www.youtube.com/watch?v=g_8epEUJa8c
https://www.youtube.com/watch?v=UrUU3lvl_Cg
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190423
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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

