Customer Center of Expertise — Service and Support
Try SAP’s New Support Assistant to Get Help Faster!
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- Overview of SAP’s Next-Generation Support strategy
- Whatis the support assistant feature
- Demo

- Key benefits overview

Q&A
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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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The world is changing. Digital technologies are everywhere
Drivers and implications for SAP support services

Shorter time to value,
accelerated lifecycles,
SAP faster time to adopt

Emerging technology trends

support
services

Next-generation workforce
(Generation Y and 2Z)

Desire for increased efficiency

2 58085 .
c J W & B :

Internet Social Big Data Cloud Machine Hyper- Mobile In-memory
of Things learning connectivity computing
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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.

Anticipate

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.

Accelerate

Our highly skilled engineers collaborate with you to help ensure you are successful —
Collaborate providing fast, easy access to the answers you need.

';S‘ Our support experts will provide you with solutions quickly.
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Live Business needs live support
Next-Generation Support for the intelligent enterprise

—==mm_ Self-service and incident

prevention
to avoid incidents

Traditional Next-Generation N .
Real-time interaction

SAP support Support m to speed your time to issue

Industry-leading Groundbreaking resolution

proactive and preventive support for the

support across all intelligent enterprise

| Digital support experience
to seamlessly integrate with built-in

support

deployment scenarios

@ Artificial intelligence and
~ machine learning
to accelerate paths to relevant
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Live Business needs live support

Next-Generation Support for the intelligent enterprise

s Self-service and
—<27 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.

= SAP Support Portal

= SAP Knowledge Base Articles (KBAS)
via Google search

= Automatic translation

=  SMS notifications

=  Guided Answers

= SAP BusinessObijects Bl support tool

= Automated search for SAP Notes

=  Performance Assistant

= SAP Community

=  Support by Product
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Real-time
interaction

I Digital support
experience

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

= Schedule a Manager

= Call-1-SAP & Customer Interaction

Center (CIC)

Benefit from a seamless and intuitive
omnichannel support experience with
personalized, context- sensitive

support when and where you need it.

= SAP ONE Support Launchpad

= Social Media integration

= Built-in support
= Cloud Availability Center

= SAP Cloud Trust Center

-\ J  Al/Machine Learning

SAP constantly innovates to improve
our products and provide you with a
world-class support experience.

= Thought leadership

= Artificial Intelligence /
Machine Learning

= |ncident Solution Matching



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/my-support/product-support.html#section_193743618
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

Digital support experience
Optimized incident creation

LY

The redesigned optimized incident creation guides you to solve a technical product issue in real time or reach out

to SAP experts with relevant information through a modern, Al-enabled framework.

Overview

= The incident creation
application provides a central
user interface for several
integrated Next-Generation
Support features

= |tis used by over 50,000
unique visits daily

= Newly designed features are
based on ~75 hours of
customer feedback

= For detailed information also
visit

Benefits

Simplified and intuitive design
Optimized user experience

Real-time log file suggestions
and analysis

Al-enabled Incident Solution
Matching and component
predictor functionalities provide
real-time solutions

Support assistant uses tree
structures to help you step
through a series of questions
that narrow down to the
problem area, meanwhile
recommending solutions
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Access

* Accessible through the

* Add the tile ‘Report an
incident’ to your My Home-
Screen in SAP ONE Support
Launchpad

Report an Incident

Search sys or select one of your recen

Preview

v *System Information

ems from the dropdown list.

> *Description [i] Please note the service is only available in English

(e
> Attachments Q

For a faster resolution our Support Assistant will guide you to find
the right solution for issues with SAP BusinessObjects Business
Intelligence platform.

> Priority & Contacts

It will also collect the necessary information and recommend the
right component for you to contact SAP Support


https://blogs.sap.com/2019/08/21/improved-incident-management-application-simplifies-your-incident-creation-process/
https://launchpad.support.sap.com/

Digital support experience
Optimized incident creation with support assistant

° Support assistant guides you in creating a better incident. It helps categorize your issue to get it assigned to an
= expert that can help you resolve your issue faster, all while recommending content and solutions.

Overview Benefits Access Preview
= Support assistant helps = More detail is included on * Accessible through the
categorize your issue so that incident creation, resulting in
topic-specific content can be faster resolution times - Add the tile ‘Report an
offered along the way = Component/ Expert Area is incident’ to your My Home-
= Once categorized, you are asked automatically selected so the Screen in SAP ONE Support
specific questions that can help incident is routed correctly the Launchpad

get your incident resolved faster  first time, reducing ping-pong

Report an Incident

e in English.

= At the end of your support = Recommended content can help
assistant interaction, the details you resolve and/or investigate
are captured and available to the issue on your own

review/edit in the incident form

All details of your support

It will also collect formation and recommend the

right component fi SAP Support

= The best component for your assistant interaction is
issue type will be automatically transferred to the incident to help
selected as well the support expert investigate
your issue
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https://launchpad.support.sap.com/

How It works: Demo




ZF SAP OMNE Support Launchpad X +
< c O & * © E
= '"E'! ':, ONE Support Launchpad Knowledge Base v Enter search terrm Q || [0 ﬁ(ﬁ @)
Welcome
Know me - Guide me - Help me
SAP News - SAP SuccessFactors
Solutions / Incidents
Report an incident Chat With An Expert Schedule an Expert Incidents Open Incidents Solution Proposed No Updates High Priority Draft Incidents
Get Real-Time Support Contact SAP nbox
Within last 7 days P1 & P2 incidents Not sent to SAP

Find a Solution
Need confirmation

Action required Qutstanding incidents

Upcoming sessions

On Premise Begin a
SuccessFactors Solutions / Incidents
Find a Solution Chat With An Expert Schedule an Expert Solution Proposed Open Incidents No Updates Critical Draft Incidents Incident Search
Report an incident Get Real-Time Support Contact SAP Need confirmation Outstanding incidents Within last 7 days Very High and High I... Not sent to SAP
Cloud Cloud Cloud Cloud Search for an Incident

a chat session Upcoming sessions Cloud
Terms of Use Copyright and Trademarks

Cloud

Status

Contact Us Share Your Feedback About the Launchpad

Legal Disclosure

Privacy




I Contact SAP Support - SAP ONE X +
<« TR o S T RS
ﬁﬁ\ P-E‘ 'J Contact SAP Support Knowledge Base “ nter searct Q Tﬁ]@ =
Alternative Support Channels: Expert Chat 8 Schedule an Expert Expert Search
S *Customer This information might help you right away
) Did you know that once we provide you with an answer to your issue, only you can
v *System Information close the incident?
Please let us know whether we answered your issue by making a comment and
Search for a system or select one of your recently used systems from the dropdown list confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for
o you in the future.
1
*System: | = | There are no solution suggestions yet. Please provide more details about the issue.
e -
Product: [i]

> *Description
> Attachments

> Priority & Contacts

Cancel

Folow f @ @ in @

Terms of Use Copyright and Trademarks Legal Disclosure Privacy

Contact Us Share Your Feedback About the Launchpad Status




I Contact SAP Support - SAP ONE - X + - X
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Select a System

Recently Used My Favorites All Systems

f Conrrh £ e retar | - h e PR — '
i Search for system ID, number, name, installation, product, or oy

Is Favorite: System Role: Leading Product: Data Center Region: EU Data Processing:

ilter available

W= @

s Faverie _ Sysiem!D _ _System Number _ Sisiem Name

—— MRS a2 e

Lszding Proguct _ DeiaCenterRegion_ _ _ _ [EV Pata Processing. _ _ _ _Installation _

- Eysiem URL

|
: by ASX DEMO SAP NetWeaver 7.5 Mo SAP N 1

Cancel




I Contact SAP Support - SAP ONE - X +
< c O & el : :

ﬁﬁ\ P'-: :‘ ': Contact SAP Support Knowledge Base v Enter search term Q Tﬁ](g @ = 4
Alternative Support Channels: Expert Chat 8 Schedule an Expert Expert Search

This information might help you right away

Create an Incident

> *Customer
) Did you know that once we provide you with an answer to your issue, only you can
close the incident?

Please let us know whether we answered your issue by making a comment and

~ *System Information
Search for a system or select one of your recently used systems from the dropdown list. confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for
you in the future.

There are no solution suggestions yet. Please provide more details about the issue.

Connections are currently closed or system access data has not been maintained for the selected

system. To speed up incident processing, please correctly maintain your remote connections for
the selected system. Please also ensure that correct user roles are provided and that these roles

are identical to where the reported error occurred.

*System: | AsX
System Details: Open the system data
System Access Data: Access Data Missing - Click to maintain

System Connection: Connection Closed - Click to maintain

EU Data Processing: No

System Opener Contact: | Enter Contact Name
A I
15, @
T’

Product:

v *Description
Please provide us with more information about your issue or question. This detailed information will help to speed up incident processing.

| consent to SAP Support reproducing the described issue while connected remotely to all
environments, including production, using any steps provided by me. This includes steps that might
lead to changes being made for the purpose of applying a fix, change, or correction on my behalf. This

consent remains valid until my issue is resolved.

:-'..': !I e

W

*Subject: | Give the issue
Cancel

Folow f @ @ in @

)1
Terms of Use Copyright and Trademarks Legal Disclosure Privacy

Share Your Feedback About the Launchpad Status

Contact Us




Z7 Contact SAP Support - SAP ONE

< cO & ..

Select a Product

No Recent Produ

Cancel



I Contact SAP Support - SAP ONE
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Select a Product

Recently Used

> \P NetWi

Cancel



Z7 Contact SAP Support - SAP ONE

< cO & ..

Select a Product

ntly Used Products

Application Server Java
rehouse

position Environment

Logistics
o o -

Ul Technologies

Integration

Cancel



I Contact SAP Support - SAP ONE
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Support Assistant b4

For a faster resolution our Support Assistant will guide you to find
the right solution for is: vith SAP NetWeaver.

It will also collect the ne ry information and recommend the

right component for you to contact SAP Support.
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Support Assistant

[i] Please note that the service is only available in English.

% Wednesday, 4/1/2020, 5:25 PM Recommended help documents:

I'm your Support Assistant. | can guide you to find the right solution. Software Logistics Tools
SAP Help Portal

Tools for Upgrading Systems based on SAP NetWeaver

What activity, tool or process is exhibiting an issue?
Welcome to the Software Logistics Wiki
Wiki

This Software Logistics Wiki Space is the place for resources related

Software Update Manager (SUM) |* Maintenance Planner (MP) | Change and Transport Management System (CTS)
SPAM and SAINT || Software Provisioning Manager (SWPM) l Note Assistant (SNOTE)

BC-UPG-TLS-TLA

BC-UPG-TLS-TLA

to SAP systems upgrades, en..
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Support Assistant

[i] Please note that the service is only available in English.

(5 Wednesday, 4/1/2020, 5:25 PM

I'm your Support Assistant. | can guide you to find the right solution.

What activity, tool or process is exhibiting an issue?

Is the issue occurring in Software Update Manager (SUM) for ABAP or JAVA ?

Sownans | suman
<

Previous Question

Recommended help documents:

Software Logistics Tools
SAP Help Portal BC-UPG-TLS-TLA

Tools for Upgrading Systems based on SAP NetWeaver

Welcome to the Software Logistics Wiki

Wiki BC-UPG-TLS-TLA

Software Update Manager {SUM) This Software Logistics Wiki Space is the place for resources related to SAP systems upgrades, en..
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Support Assistant

[i] Please note that the service is only available in English.

(2 Wednesday, 4/1/2020, 5:25 PM

I'm your Support Assistant. | can guide you to find the right solution.

What activity, tool or process is exhibiting an issue?

Is the issue occurring in Software Update Manager (SUM) for ABAP or JAVA ?

Please categorize your issue by choosing the option below that best fits your scenario.

Software Update Manager (SUM)

Standard Upgrade J| Near Zero Downtime Minimized @ Zero Downtime Option | Database Migration Option
oM AP Poomance

< Previous Question

Show More Info

Recommended help documents:

1
SUM for ABAP - Troubleshooting Guide :
Wiki BC-UPG-TLS-TLA |

Troubleshooting guide for issues during different phases of an upgrade using the Software Update .. |
W N N N N RN NN NN N BN BN BN S NN S N N N N R R R B

Upgrade Information

SAP Help Portal BC-UPG-TLS-TLA

Upgrade Information, upgrade paths, upgrade tools and Best practices

Software Logistics Tools
SAP Help Portal BC-UPG-TLS-TLA

Tools for Upgrading Systems based on SAP NetWeaver




7 Contact SAP Support - SAPONE X | & SUM for ABAP -
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Software Logistics

Search
[Fl Pages
© Search tips
Use the following search terms: phase name (e.g. START_SHDI_FIRST ) : error text (e.g. Shadow instance couldn't be started ) ; name of a logfile (e.g. ACTUPG.ELG)
[ I verify the mest up-to- rocedures by checking the SUM guide . Always have it on hand while performing the upgrade
Troubleshooting by upgrade roadmaps and phases
© Click on the roadmap step
Extraction Configuration Checks Preprocessing Execution Postprocessing
Troubleshooting issues with the SUM Ul
Troubleshooting by upgrade topics
Topic Description
FAQ Frequently asked questions related to updates executed by SUM tool
General infermation nformation about product, NetWeaver and kernel release; Upgrade documents;system dependency; dual stack split.
SUM 5L CommonU Troubleshooting of SUM start/stop and SL CommonU| related situation
Application related update troubleshooting pages List of pages containig application specific upgrade troubleshooting { e.g. BW, 5Solman)
ADD-ON Handling Handing addon in MOPZ, Vender Key, IS_SELECT phase
SPDD and SPAU How to adjust objects? How to handle SPDD/SPAU request?
ACT_UPG phase (DDIC activation) Handling situations during data dictionary activation in the phase ACT_UPG
PARCOMNV_UPG Runtime optimization
{2 Space tools »

Dar ")
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Support Assistant

[i] Please note that the service is only available in English.

(5 Wednesday, 4/1/2020, 5:25 PM

I'm your Support Assistant. | can guide you to find the right solution.

What activity, tool or process is exhibiting an issue?

Is the issue occurring in Software Update Manager (SUM) for ABAP or JAVA ?

Software Update Manager (SUM)

Please categorize your issue by choosing the option below that best fits your scenario.

Standard Upgrade § Near Zero Downtime Minimized § Zero Downtime Option | Database Migration Option
SUM ABAP Performance | SUM SL Common Ul

Previous Question Show More Info

Recommended help documents:

SUM for ABAP - Troubleshooting Guide
Wiki BC-UPG-TLS-TLA

Troubleshooting guide for issues during different phases of an upgrade using the Software Update ..

Upgrade Information
SAP Help Portal BC-UPG-TLS-TLA

Upgrade Information, upgrade paths, upgrade tools and Best practices

Software Logistics Tools
SAP Help Portal BC-UPG-TLS-TLA

Tools for Upgrading Systems based on SAP NetWeaver
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Support Assistant

[i] Please note that the service is only available in English.

% Wednesday, 4/1/2020, 5:25 PM Recommended help documents:

SUM for ABAP - Troubleshooting Guide

What activity, tool or process is exhibiting an issue? BC-UPG-TLS-TLA
Software Update Manager (SUM) Software Update Manager - SAP Product Support
Docs BC-UPG-TLS-TLA

Is the issue occurring in Software Update Manager (SUM) for ABAP or JAVA ?

Please categorize your issue by choosing the option below that best fits your scenario.

Standard Upgrade

What phase are you having an issue with?

Previous Question
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Support Assistant

[i] Please note that the service is only available in English.

% Wednesday, 4/1/2020, 5:25 PM Recommended help documents:

SUM for ABAP - Troubleshooting Guide

What activity, tool or process is exhibiting an issue? BC-UPG-TLS-TLA
Software Update Manager (SUM) Software Update Manager - SAP Product Support
Docs BC-UPG-TLS-TLA

Is the issue occurring in Software Update Manager (SUM) for ABAP or JAVA ?

Please categorize your issue by choosing the option below that best fits your scenario.

Standard Upgrade

What phase are you having an issue with?

| MAIN_SHDCRE/EU_IMPORT2|

< Previous Question
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Support Assistant

[i] Please note that the service is only available in English.

% Wednesday, 4/1/2020, 5:25 PM Recommended help documents:

SUM for ABAP - Troubleshooting Guide
Is the issue occurring in Software Update Manager (SUM) for ABAP or JAVA ? BC-UPG-TLS-TLA

Software Update Manager - SAP Product Support

Docs BC-UPG-TLS-TLA

Please categorize your issue by choosing the option below that best fits your scenario.

Standard Upgrade

What phase are you having an issue with?

MAIN_SHDCRE/EU_IMPORT2

What is the Version and Patch of SUM

e —————————————————

Previous Question
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Support Assistant

[i] Please note that the service is only available in English.

% Wednesday, 4/1/2020, 5:25 PM Recommended help documents:

SUM for ABAP - Troubleshooting Guide
Is the issue occurring in Software Update Manager (SUM) for ABAP or JAVA ? BC-UPG-TLS-TLA

Software Update Manager - SAP Product Support

Docs BC-UPG-TLS-TLA

Please categorize your issue by choosing the option below that best fits your scenario.

Standard Upgrade

What phase are you having an issue with?

MAIN_SHDCRE/EU_IMPORT2

What is the Version and Patch of SUM

| Software Update Manager 2.0 SP6 (PL4)|

< Previous Question
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Support Assistant

[i] Please note that the service is only available in English.

% Wednesday, 4/1/2020, 5:25 PM Recommended help documents:

SUM for ABAP - Troubleshooting Guide

Please categorize your issue by choosing the option below that best fits your scenario. BC-UPG-TLS-TLA

Standard Upgrade Software Update Manager - SAP Product Support

Docs BC-UPG-TLS-TLA

What phase are you having an issue with?

MAIN_SHDCRE/EU_IMPORT2

What is the Version and Patch of SUM

Software Update Manager 2.0 SP6 (PL4)

Please provide a short descriptive title for your issue.

N T, . T T T T

Previous Question
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Support Assistant

[i] Please note that the service is only available in English.

% Wednesday, 4/1/2020, 5:25 PM Recommended help documents:

SUM for ABAP - Troubleshooting Guide

Please categorize your issue by choosing the option below that best fits your scenario. BC-UPG-TLS-TLA

Standard Upgrade Software Update Manager - SAP Product Support

Docs BC-UPG-TLS-TLA

What phase are you having an issue with?

MAIN_SHDCRE/EU_IMPORT2

What is the Version and Patch of SUM

Software Update Manager 2.0 SP6 (PL4)

Please provide a short descriptive title for your issue.

| Error upgrading SAP system. Issue at phase: MAIN_SHDCRE/EU_IMPORT2

< Previous Question
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Support Assistant

[i] Please note that the service is only available in English.

(5 Wednesday, 4/1/2020, 5:25 PM

What phase are you having an issue with?

What is the Version and Patch of SUM

Please provide a short descriptive title for your issue.

MAIN_SHDCRE/EU_IMPORT2

Software Update Manager 2.0 SP6 (PL4)

Error upgrading SAP system. Issue at phase: MAIN_SHDCRE/EU_IMPORT2

Please provide us with detailed information about your issue or question.

Previous Question

Recommended help documents:

I Error during upgrade in phase MAIN_SHDCRE/EU_IMPORT2 - A1EEGEN 000 * :
I db_connect failed with rc = 256 (KBA 2745105)
1
: KBA (problem) BC-UPG-TLS-TLA |
During an update using the Software Update Manager (SUM) with the Database Migration Option I
1 g g B! g I
an er.

Central Note - Software Update Manager 1.0 SP22 [Imt_004] (Note 2472928)
MNote (upgrade information) BC-UPG-RDM

Errors in the update process; preparations for the update; additional information to the update g..

Dual stack system Upgrade/Update - SUM hangs at GETSYNC and SETSYNC step in
MAIN_SHDIMP/SETSYNC_SHD_FINISHED or
MAIN_SHDIMP/GETSYNC_PREUP_FINI_D (KBA 2421468)

KBA (problem) BC-UPG-TLS-TLA

During update/upgrade of Dual stack system , SUM gets into hang situation in step
MAIN_SHDIMP/SET..

How to implement a SAP note during System update using SUM (ABAP only) (Note
2207944)

MNote (faq) BC-UPG-TLS-TLA

You encounter an issue during the update procedure and are asked to apply changes to SAP
objects...

Check for system status at upgrade preparation (phase CHECKSYSSTATUS) (Note
1957443)
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3
A b-i : 'J SAP Knowledge Base Article Knowledge Base v Enter search term Q = — 7

2745105 - Error during upgrade in phase MAIN_SHDCRE/EU_IMPORT2 - ALIEEGEN 000 * db_connect failed with rc = 256 version 1 from Jun 28, 2019 in English »xw B 7
Component: BC-UPG-TLS-TLA Category: Problem Rated Helpful: (1 people) 63
Priority: Normal Release Status: Released to Customer Quality Rating:

Description Product Attributes Languages

Symptom

« During an update using the Software Update Manager (SUUM) with the Database Migration Option an error occurs in phase MAIN_SHDCRE/EU_IMPORT2
« The following error can be found in the SAPupConsole.log

€< 2819/@1/22 11:22:88 END OF PHASE MAIN_SHDCRE/EU_IMPORT2

Severe error(s) cccurred in phase MAIN_SHDCRE/EU_IMPORTZ2!

Last error code set:
Found 19 aborted processes/errors in log files.
Found 9 failed import processes

*ERROR* :
The follewing errors were detected in the log files

# G:\suM\suM\abap\loadieu_import2\Exeeee1s_eeez.L0G

AZ EGEN €16 Bulk insert mode enmabled for all tables (default).

Al ESTA @08 Writing runtime statistics te

X@eea15_sae3.run” every 3@ sec.
iyabap\load\eu_import2\DDLORA_LRG.TPL' has

“G:\suMisuMyabaphloadieu_importz
Al ETPL @82 Template 'G:'\SUM\SI
version 3.

Al EGEN @82 s====c ====

Al EDMP @87 Memory usage: 12/e MB buffer/disk (@ reused buffers)
ALEEGEN @@@ (DBS) db_connect failed with rc = 256

AlEEGEN @@ (DBS) DbslErrorMsg rc = 99 ‘all DE errors, except for ...'

Environment

Oracle Database

Contact Us Share Your Feedback About the Launchpad Status Terms of Use Copyright and Trademarks Legal Disclosure Privacy




= Contact SAP Support - SAPQONE » T 2745105 - Error duning upgrade . X | = SUM for ABAP - Troubleshooting 3 | -

Support Assistant

[i] Please note that the service is only available in English.

(2 Wednesday, 4/1/2020, 5:25 PM

What phase are you having an issue with?

MAIN_SHDCRE/EU_IMPORT2

What is the Version and Patch of SUM

Software Update Manager 2.0 SP6 (PL4)

Please provide a short descriptive title for your issue.

Error upgrading SAP system. Issue at phase: MAIN_SHDCRE/EU_IMPORT2

Please provide us with detailed information about your issue or question.

Previous Question

Recommended help documents:

Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ - A1IEEGEN 000 *
db_connect failed with rc = 256 (KBA 2745105)

KBA (problem) BC-UPG-TLS-TLA

During an update using the Software Update Manager (SUM) with the Database Migration Option
an er.

Central Note - Software Update Manager 1.0 SP22 [Imt_004] (Note 2472928)
MNote (upgrade information) BC-UPG-RDM

Errors in the update process; preparations for the update; additional information to the update g..

Dual stack system Upgrade/Update - SUM hangs at GETSYNC and SETSYNC step in
MAIN_SHDIMP/SETSYNC_SHD_FINISHED or
MAIN_SHDIMP/GETSYNC_PREUP_FINI_D (KBA 2421468)

KBA (problem) BC-UPG-TLS-TLA

During update/upgrade of Dual stack system , SUM gets into hang situation in step
MAIN_SHDIMP/SET..

How to implement a SAP note during System update using SUM (ABAP only) (Note
2207944)

Note (fag) BC-UPG-TLS-TLA

You encounter an issue during the update procedure and are asked to apply changes to SAP
objects...

Check for system status at upgrade preparation (phase CHECKSYSSTATUS) (Note
1957443)




I Contact SAP Support - SAP ONE

I 2745105 - Error during upgrade . X | & SUM for ABAP - Troubleshooting X | +

Support Assistant

[i] Please note that the service is only available in English.

(2 Wednesday, 4/1/2020, 5:25 PM

What phase are you having an issue with?

MAIN_SHDCRE/EU_IMPORT2

What is the Version and Patch of SUM

Software Update Manager 2.0 SP6 (PL4)

Please provide a short descriptive title for your issue.

Error upgrading SAP system. Issue at phase: MAIN_SHDCRE/EU_IMPORT2

Please provide us with detailed information about your issue or question.

Upgrading my SAP system and it gets stuck at phase: MAIN_SHDCRE/EU_IMPORT2.
| get error: Severe error(s) occurred in phase MAIN_SHDCRE/EU_IMPORT2! in my SAPupConsole.log

< Previous Question

Recommended help documents:

Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ - A1IEEGEN 000 *

db_connect failed with rc = 256 (KBA 2745105)
KBA (problem) BC-UPG-TLS-TLA

During an update using the Software Update Manager (SUM) with the Database Migration Option
an er.

Central Note - Software Update Manager 1.0 SP22 [Imt_004] (Note 2472928)
MNote (upgrade information) BC-UPG-RDM

Errors in the update process; preparations for the update; additional information to the update g..

Dual stack system Upgrade/Update - SUM hangs at GETSYNC and SETSYNC step in
MAIN_SHDIMP/SETSYNC_SHD_FINISHED or

MAIN_SHDIMP/GETSYNC_PREUP_FINI_D (KBA 2421468)
KBA (problem) BC-UPG-TLS-TLA

During update/upgrade of Dual stack system , SUM gets into hang situation in step
MAIN_SHDIMP/SET..

How to implement a SAP note during System update using SUM (ABAP only) (Note
2207944)

Note (fag) BC-UPG-TLS-TLA

You encounter an issue during the update procedure and are asked to apply changes to SAP
objects...

Check for system status at upgrade preparation (phase CHECKSYSSTATUS) (Note
1957443)




I Contact SAP Support - SAP ONE X I 2745105 - Error during upgrade = X | £ SUM for ABAP - Troubleshootine X | + - X

¢ C 0 i e e _ *x Om =2 |6 :

Support Assistant

[i] Please note that the service is only available in English.

% Wednesday, 4/1/2020, 5:25 PM Recommended help documents:

Software Update Manager 2.0 SP6 (PL4)
Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ - A1IEEGEN 000 *

db_connect failed with rc = 256 (KBA 2745105)

KBA (problem) BC-UPG-TLS-TLA
Please provide a short descriptive title for your issue. During an update using the Software Update Manager (SUM) with the Database Migration Option
an er.

Error upgrading SAP system. Issue at phase: MAIN_SHDCRE/EU_IMPORT2 Performance analysis for EU_CLONE_MIG_DT_RUN phase (KBA 2597701)

KBA (problem) BC-UPG-TLS

During an upgrade using the Software Update Manager (SUM) and DMQ the

) ) G . . U_CLONE_MIG_DT_RUN phase o
Please provide us with detailed information about your issue or question. el dilie S

Dual stack system Upgrade/Update - SUM hangs at GETSYNC and SETSYNC step in
MAIN_SHDIMP/SETSYNC_SHD_FINISHED or

B e MAIN_SHDIMP/GETSYNC_PREUP_FINI_D (KBA 2421468)

| get error: Severe error(s) occurred in phase MAIN_SHDCRE/EU_IMPORT2! in my SAPupConsole.log

KBA (problem) BC-UPG-TLS-TLA

During update/upgrade of Dual stack system . SUM gets into hang situation in step
MAIN_SHDIMP/SET..

Thank you for using Support Assistant today.

MAIN_SHDRUN/ACT_UPG: "Accept non-severe errors and repeat phase” meaning
(KBA 1962922)

If the help documents could not provide a solution please return to the form to submit your issue. All provided KBA (how o) BC-UPG-TLS-TLA

information will be handed over. . ;
During upgrades, there are errors in ACT_UPG phase, where object(s) could not be activated. In

lo...
e
Continue [
gy |

< Previous Question

How to implement a SAP note during System update using SUM (ABAP only) (Note




I Contact SAP Support- SAPONE X Z 2745105 - Error during upgrade . X | & SUM for ABAP - Troubleshooting X | +
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<«
ﬁﬁ\ p..E .! '? Contact SAP Support Knowledge Base e Enter searct

Create an Incident

v *Description
Please provide us with more information about your issue or question. This detailed information will help to speed up incident processing.

| consent to SAP Support reproducing the described issue while connected remotely to all
environments, including production, using any steps provided by me. This includes steps that might
lead to changes being made for the purpose of applying a fix, change, or correction on my behalf. This

consent remains valid until my issue is resolved.

*Subject: | Error upgrading SAP system. Issue at phase: MAIN_SHDCRE/EU_IMPORT2

*Description: | & [h B B L & B U = = = =

1 Upgrading my SAP system and it gets stuck at phase: MAIN_SHDCRE/EU_IMPORTZ2. | get error:
Severe error(s) occurred in phase MAIN_SHDCRE/EU_IMPORT2! in my SAPupConsole log

[m————

POWERED BY TINYMCE

Support Assistant History: | Product: SAP NetWeaver > Software Logistics
Software Update Manager (SUM)
SUM ABAP
Standard Upgrade
Q: What phase are you having an issue with?
A: MAIN_SHDCRE/EU_IMPORT2
Q: What is the Version and Patch of SUM
A: Software Update Manager 2.0 SP6 (PL4)

Selected Help Documents:

Document type: SAP Wiki
Component: BC-UPG-TLS-TLA
Title: SUM for ABAP - Troubleshooting Guide

Folow f . D in

Contact Us Share Your Feedback About the Launchpad Status

Alternative Support Channels: Expert Chat 8 Schedule an Expert Expert Search

This information might help you right away

) Did you know that once we provide you with an answer to your issue, only you

L
can close the incident?

Please let us know whether we answered your issue by making a comment and

confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for
you in the future.

Powered by Incident Solution Matching

Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ - ALEEGEN 000 *
db_connect failed with rc = 256 (KBA 2745105)

KBA (problem) BC-UPG-TLS-TLA

During an update using the Software Update Manager (SUM) with the Database Migration Option an
er...

MAIN_SHDRUN/ACT_UPG: "Accept non-severe errors and repeat phase” meaning (KBA
1962922)

KBA (how to) BC-UPG-TLS-TLA

During upgrades, there are errors in ACT_UPG phase, where object(s) could not be activated. In lo...

Central Note - Software Update Manager 1.0 SP22 [Imt_004] (Mote 2472928)
Mote (upgrade information) BC-UPG-RDM

Errors in the update process: preparations for the update; additional information to the update g..

Dual stack system Upgrade/Update - SUM hangs at GETSYNC and SETSYNC step in
MAIN_SHDIMP/SETSYNC_SHD_FINISHED or
MAIN_SHDIMP/GETSYNC_PREUP_FINI_D (KBA 2421468)

KBA (problem) BC-UPG-TLS-TLA

During update/upgrade of Dual stack system , SUM gets into hang situation in step
MAIN_SHDIMP/SET...

Performance analysis for EU_CLONE_MIG_DT_RUN phase (KBA 2537701)

Review Save as Draft Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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6
ﬁ]\ p..El 'J Contact SAP Support

v *Description

Knowledge Base ~ Enter searct

Create an Incident

Please provide us with more information about your issue or question. This detailed information will help to speed up incident processing.

*Subject:

*Description:

Support Assistant History:

| consent to SAP Support reproducing the described issue while connected remotely to all
environments, including production, using any steps provided by me. This includes steps that might
lead to changes being made for the purpose of applying a fix, change, or correction on my behalf. This
consent remains valid until my issue is resolved.

Error upgrading SAP system. Issue at phase: MAIN_SHDCRE/EU_IMPORT2

¥ h o B L S B U =

lil
iii
[l
Y

Upgrading my SAP system and it gets stuck at phase:
MAIN_SHDCRE/EU IMPORT2.

| get error:
Severe error(s) occurred in phase MAIN_SHDCRE/EU IMPORTZ2! in my SAPupConsole.log

POWERED BY TINYMCE

Software Update Manager (SUM)
SUM ABAP

Standard Upgrade
Q: What phase are you having an issue with?
A MAIN_S| JEU_II 1
Q: What is the Version and Patch of SUM
A: Software Update Manager 2.0

Selected Help Documents:

Document type: SAP Wiki
Component: BC-UPG-TLS-TLA

Title: SUM for ABAP - Troubleshooting Guide

= i alald u] o ooting o fn ge during differg atal gatals"

Folow f @ ©

Contact Us Share Your Feedback About the Launchpad Status

Alternative Support Channels: Expert Chat 8 Schedule an Expert Expert Search

This information might help you right away

) Did you know that once we provide you with an answer to your issue, only you
can close the incident?

Please let us know whether we answered your issue by making a comment and

confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for
you in the future.

Powered by Incident Solution Matching

Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ - ALEEGEN 000 *
db_connect failed with rc = 256 (KBA 2745105)

KBA (problem) BC-UPG-TLS-TLA

During an update using the Software Update Manager (SUM) with the Database Migration Option an
er...

MAIN_SHDRUN/ACT_UPG: "Accept non-severe errors and repeat phase” meaning (KBA
1962922)

KBA (how to) BC-UPG-TLS-TLA

During upgrades, there are errors in ACT_UPG phase, where object(s) could not be activated. In lo...

Central Note - Software Update Manager 1.0 SP22 [Imt_004] (Mote 2472928)
Mote (upgrade information) BC-UPG-RDM

Errors in the update process: preparations for the update; additional information to the update g..

Dual stack system Upgrade/Update - SUM hangs at GETSYNC and SETSYNC step in
MAIN_SHDIMP/SETSYNC_SHD_FINISHED or
MAIN_SHDIMP/GETSYNC_PREUP_FINI_D (KBA 2421468)

KBA (problem) BC-UPG-TLS-TLA

During update/upgrade of Dual stack system , SUM gets into hang situation in step
MAIN_SHDIMP/SET...

Performance analysis for EU_CLONE_MIG_DT_RUN phase (KBA 2537701)

Review Save as Draft Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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ﬁ]\ p..El 'J Contact SAP Support

Support Assistant History:

*Language:

*Category:

v Attachments

Knowledge Base ~ Enter searct

Create an Incident

POWERED BEY TINYMCE

Product: SAP N r > Software Logistics
Software Update Manager (SUM)
SUM ABAP

Stend.ar Upgrece
Q: What phase are you having an issue with?

A: Software Update Manager 2.0

Selected Help Documents:

Document type: SAP Wiki

Component: BC-UPG-TLS-TLA

Title: SUM for AE - Troubleshooting Guide

Description: Troubleshooting guide for issues during different phases of an upgrade using the Software
Update Manager

English o

BC-UPG-TLS-TLA L

Please review the attachable file types and ensure that each attachment is less than 250 MB.

Alternative Support Channels: Expert Chat 8 Schedule an Expert Expert Search

This information might help you right away

) Did you know that once we provide you with an answer to your issue, only you
can close the incident?

Please let us know whether we answered your issue by making a comment and

confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for
you in the future.

[i] Please note that the Support Log Assistant service is only available in English.

Suggested Files:

[i]l SUM SAPupConsole
(il SUM SAPup.Log

SUM ABAP Trouble Ticket
PHASES

Folow f . D in

Contact Us Share Your Feedback About the Launchpad Status

Powered by Incident Solution Matching
Error during upgrade in phase MAIN_SHDCRE/EU_IMPQORTZ2 - ALEEGEN 000 *
db_connect failed with rc = 256 (KBA 2745105)

KBA (problem) BC-UPG-TL5-TLA

During an update using the Software Update Manager (SUM) with the Database Migration Option an
er..

MAIN_SHDRUN/ACT_UPG: "Accept non-severe errors and repeat phase” meaning (KBA
1962922)

KBA (how to) BC-UPG-TLS-TLA

During upgrades, there are errors in ACT_UPG phase, where object(s) could not be activated. In lo...

Central Note - Software Update Manager 1.0 SP22 [lmt_004] (Mote 2472928)
Mote (upgrade information) BC-UPG-RDM

Errors in the update process; preparations for the update; additional information to the update g...

Dual stack system Upgrade/Update - SUM hangs at GETSYMNC and SETSYNC step in
MAIN_SHDIMP/SETSYNC_SHD_FINISHED or
MAIN_SHDIMP/GETSYNC_PREUP_FINI_D (KBA 2421468)

KBA (problem) BC-UPG-TLS-TLA

During update/upgrade of Dual stack system , SUM gets into hang situation in step
MAIN_SHDIMP/SET...

Performance analysis for EU_CLONE_MIG_DT_RUN phase (KBA 2537701)

Review Save as Draft Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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9
A L p—E .! '? Contact SAP Support Knowledge Base v nter searct Q w @ —
Alternative Support Channels: Expert Chat 8 Schedule an Expert Expert Search
This information might help you right away
*Component: | BC-UPG-TLS-TLA !
) Did you know that once we provide you with an answer to your issue, only you

can close the incident?
Please let us know whether we answered your issue by making a comment and

v Attachments confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for

_ you in the future.
Please review the attachable file types and ensure that each attachment is less than 250 MB.
Powered by Incident Solution Matching
[il Please note that the Support Log Assistant service is only available in English. SUM: Error in MAIN_SHDCRE/EU_IMPORTZ. Found <rr> rows in <bb> blocks while
] scanning data file for table (KBA 2555876)

Suggested Files:

| bl | o KBA (problem) BC-UPG-TLS-TLA

1 Gl sum SAPupConsole — SUM ABAP Trouble Ticket Running an update with SUM you get the following error in MAIN_SHDCRE/EU_IMPORT2 phase:

i sum SAPup.Log il PHASES Found =rr...

[il SUM ABAP Trouble Ticket SAR file

No files found.

Drop files to upload, or use the "+" button.

v Priority & Contacts

To ensure that your incident can be processed efficiently, please select the relevant priority and verify the contact details.

Contact Us Share Your Feedback About the Launchpad Status

R

Folow f @ @ in @

SUM Sewvere error(s) occurred in phase MAIN_SHDCRE/EU_IMPORTZ2 (KBA 2487759)
KBA (problem) BC-UPG-TLS-TLA

Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORTZ have
below error me...

error "({DFH) File "EX0000XX.00X" not found.." happens in upgrade phase
MAIN_SHDCRE/EU_IMPORTZ2 (KBA 2569230)

KBA (problem) BC-UPG-TLS-TLA

Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORTZ2 with the
following ...

Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ - ALEEGEN 000 *
db_connect failed with rc = 256 (KBA 2745105)

KBA (problem) BC-UPG-TLS-TLA

During an update using the Software Update Manager (SUM) with the Database Migration Option an
er...

MAIN_SHDCRE/EU_IMPORTZ fails with ERROR: (FLD) not all rows from buffer inserted

Review Save as Draft Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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’ﬁ\ < b-il '? Contact SAP Support Knowledge Base o Q v(] @ [y AL L Ny

reate an Inciden Alternative Support Channels: Expert Chat | Schedule an Expert Expert Search

This information might help you right away

*Component: | BC-UPG-TLS-TLA )
¢ Did you know that once we provide you with an answer to your issue, only you
SUM SAPupCeonsole can close the incident?
. Please let us know whether we answered your issue by making a comment and
/  SUMSAPupConsole log file confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for
you in the future.

~

Pleaser More | n_fo;m_ati_on_

| KBA 1838153 - How to get the logs when getting an error during the upgrade of a NetWeaver I Powered by Incident Solution Matching
] system 1
] o o SUM: Error in MAIN_SHDCRE/EU_IMPORT2. Found <rr= rows in <bb=> blocks while
scanning data file for table (KBA 2555876)
SUBEE  Filename example .
KBA (problem) BC-UPG-TLS-TLA
Gl SAPupConsole.log IBAP Trouble Ticket Running &n update with SUM you get the following error in MAIN_SHDCRE/EU_IMPORT2 phase:
[l B Found =rr...
Gl .
Default Location
Windows: + SUM Severe error(s) occurred in phase MAIN_SHDCRE/EU_IMPORTZ (KBA 2487759)
KBA (problem) BC-UPG-TLS-TLA

<SUM folder=\abapilog
) Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORT2 have
Unix: below error me...

<SUM folder=/abap/log

el error "((DFH) File "'EX0000XX.00X" not found.." happens in upgrade phase
- MAIN_SHDCRE/EU_IMPORTZ2 (KBA 2569230)
No files found. KBA (problem) BC-UPG-TLS-TLA

Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORTZ2 with the

Drop files to upload, or use the "+" button. following ...

Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ2 - AIEEGEN 000 *
db_connect failed with rc = 256 (KBA 2745105)

KBA (problem) BC-UPG-TLS-TLA

w  Priority & Contacts
y During an update using the Software Update Manager (SUM) with the Database Migration Option an
€r...

To ensure that your incident can be processed efficiently, please select the relevant priority and verify the contact details.

MAIN_SHDCRE/EU_IMPORTZ2 fails with ERROR: (FLD) not all rows from buffer inserted

Priority: | Medium - Business operations are affected. v

Follow f . B in Review | Save asDraft Cancel

Contact Us Share Your Feedback About the Launchpad Status Terms of Use Copyright and Trademarks Legal Disclosure Privacy



Z Contact SAP Support - SAPONE X g 1838153 - How to get the logs Z 2745105 - Error during upgrade . X | & SUM for ABAP - Troubleshooting X +

s S B

A p..E . '? SAP Knowledge Base Article Knowledge Base Enter search term Q

1838153 - How to get the logs when getting an error during the upgrade of a NetWeaver system version 7 from Sep 26, 2019 in English

Component: BC-UPG Category: How To Rated Helpful: (9 people) SAP Note/KBA Number 63

Priority: Normal Release Status: Released to Customer Quality Rating:

Description Product This document is referenced by Attributes Languages

Symptom
You are doing the upgrade of a system using the SUM (Software Update manager) fool. The upgrade stopped in some phase giving an error and you want to check the logs to know the root cause of the issue.
Environment

« SA

NetWeaver Application Server Java
NetWeaver Application Server ABAP

'3
P

- SA
Reproducing the Issue

During the upgrade process the upgrade stopped with an error message in the SUM GUI.

Cause

When ever the upgrade stops with an error we need to check the log files in order to gather more information about the issue.
Resolution

In order to gather more information about this issue you need to follow the following steps based on your system. You can sort the logs based on time and date . For exact log file you can see the phase list in the SUM UL
In case of a dual stack system:

1. Stop SUM GUI + SL controller and make sure there are no leftover processes.
2. Set com.sap.sdt severity to DEBUG in:

-SUM\sdt\param\logging. properties

-SUM\sdt\prop\logging. properties

Contact Us Share Your Feedback About the Launchpad Status

Terms of Use
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’ﬁ\ < b-il '? Contact SAP Support Knowledge Base v ﬂ(] @ (3 —-ermeemes—ie vy

Create an Incident

*Component: | BC-UPG-TLS-TLA )
SUM SAPupConsole

wv [ SUMSAPupConsole log file

Please More Information

KBA 1838153 - How to get the logs when getting an error during the upgrade of a NetWeaver

system
A )
SUBEE  Filename example
Gl SAPupConsole.log \BAP Trouble Ticket
[l ES
Gl

Default Location
Windows:
<SUM folder=\abapilog
Unix:

<SUM folder=/abap/log
o= ——y

I
|

No files found.

Drop files to upload, or use the "+" button.

v Priority & Contacts

To ensure that your incident can be processed efficiently, please select the relevant priority and verify the contact details.

Priority: | Medium - Business operations are affected. v

Contact Us Share Your Feedback About the Launchpad Status

Alternative Support Channels: Expert Chat | Schedule an Expert Expert Search

This information might help you right away

¢ Did you know that once we provide you with an answer to your issue, only you
can close the incident?

Please let us know whether we answered your issue by making a comment and
confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for
you in the future.

Powered by Incident Solution Matching

SUM: Error in MAIN_SHDCRE/EU_IMPORT2. Found <rr= rows in <bb=> blocks while
scanning data file for table (KBA 2555876)

KBA (problem) BC-UPG-TLS-TLA

Running an update with SUM you get the following error in MAIN_SHDCRE/EU_IMPORTZ phase:
Found <rr...

SUM Severe error(s) occurred in phase MAIN_SHDCRE/EU_IMPORTZ (KBA 2487759)
KBA (problem) BC-UPG-TLS-TLA

Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORT2 have
below error me...

error "((DFH) File "'EX0000XX.00X" not found.." happens in upgrade phase
MAIN_SHDCRE/EU_IMPORTZ2 (KBA 2569230)

KBA (problem) BC-UPG-TLS-TLA

Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORTZ2 with the
following ...

Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ2 - AIEEGEN 000 *
db_connect failed with rc = 256 (KBA 2745105)

KBA (problem) BC-UPG-TLS-TLA

During an update using the Software Update Manager (SUM) with the Database Migration Option an
€r...

MAIN_SHDCRE/EU_IMPORTZ2 fails with ERROR: (FLD) not all rows from buffer inserted

Review Save as Draft Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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Alternative Support Channels: Expert Chat | Schedule an Expert Expert Search

This information might help you right away

*Component: | BC-UPG-TLS-TLA L
) Did you know that once we provide you with an answer to your issue, only you

L
can close the incident?

Please let us know whether we answered your issue by making a comment and

confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for
you in the future.

v Attachments

Please review the attachable file types and ensure that each attachment is less than 250 MB.
Powered by Incident Solution Matching

[il Please note that the Support Log Assistant service is only available in English. SUM: Error in MAIN_SHDCRE/EU_IMPORTZ. Found <rr> rows in <bb> blocks while
scanning data file for table (KBA 2555876)

Suggested Files:

o KBA (problem) BC-UPG-TLS-TLA
il sum sAPupConsole — SUM ABAP Trouble Ticket Running an update with SUM you get the following error in MAIN_SHDCRE/EU_IMPORT2 phase:
(il SUM SAPup.Log il PHASES Found =rr...
[il SUM ABAP Trouble Ticket SAR file
171
L'|__| SUM Sewvere error(s) occurred in phase MAIN_SHDCRE/EU_IMPORTZ2 (KBA 2487759)
KBA (problem) BC-UPG-TLS-TLA
Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORTZ have
below error me...
error "({DFH) File "EX0000XX.00X" not found.." happens in upgrade phase
MAIN_SHDCRE/EU_IMPORTZ (KBA 2569230)
No files found. KBA (problem) BC-UPG-TLS-TLA
Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORTZ2 with the
Drop files to upload, or use the "+" button. following ...
Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ - ALEEGEN 000 *
db_connect failed with rc = 256 (KBA 2745105)
5 - KBA (problem) BC-UPG-TLS-TLA
v Priority & Contacts ) ) _ ) o _
During an update using the Software Update Manager (SUM) with the Database Migration Option an
er...

To ensure that your incident can be processed efficiently, please select the relevant priority and verify the contact details.

MAIN_SHDCRE/EU_IMPORTZ fails with ERROR: (FLD) not all rows from buffer inserted

Priority: = Medium - Business operations are affected. 2%

Folow f . D in @ Review Save asDraft Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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7 Contact SAP Support- SAPONE X Z7 1838153 - How to get the logsw X | & 2745105 - Error during upgrade X | & SUM for ABAP - Troubleshootine X | + -

< c 1 & * O ®Hm 2| 6
o

ﬁﬁ\ < p—E .! '? Contact SAP Support Knowledge Base 2 Enter search term Q Tﬁ] @ —

€ Open X W Expert Chat f§l Schedule an Expert JESLEEEEIEY

“ v 4 3 ) _» 5UM Upgrade » v O Search SUM Upgrade yel
ou right awa
Organize + Mew folder == @™ o Y g y
[ Desktop A O Name Date modified Type Size rovide you with an answer to your issue, only you
¥ Downloads &) EX000016.L0G 2020-04-01 3:17 PM Text Document 2KB
|= Documents & PHASES.LOG 2019-07-11 4:05 PM Text Document 1KB we answered your issue by making a comment and
v Attachments =/ Pictures 5] SAPATSDEAS.FN4 2020-04-01 3:12 PM FN4 File 3KB E‘ﬂt-bThiS helps OUFIEffOP?E[tO ir;WPrOVE N:je SeNicefWE
Bt tt i y ice, tent
s Al & SAPup_troubleticket.log 2018-04-27 11:05 PM Text Document 2KB j T PR S SCRER, SNC SRt e
Please review the attachg &l images @& SAPupConsolelog 2020-04-01 3:23 PM Text Document 329 KB
& Imoges "] SAVELOGS 0G0 o s o o o o 2020404401 26PN o o TNt Document — o o LKE o Powered by Incident Solution Matching
!_Q SUM Logs.zip 2020-04-01 3:43 PM Compressed (zipp... ke |
e -
[il Please note thatth _IMPORTZ. Found <rr> rows in <bb> blocks while
2555876
Suggested Files: E )
| BC-UPG-TLS-TLA
il SUM SAPupCons khe following error in MAIN_SHDCRE/EU_IMPORT2 phase:

il SUM SAPup.Log

[l suMABAP Troub ; Select a file to preview.

phase MAIN_SHDCRE/EU_IMPORTZ2 (KBA 2487759)
BC-UPG-TLS-TLA

p and stuck in phase MAIN_SHDCRE/EU_IMPORTZ2 have

! ' not found.." happens in upgrade phase
BA 2569230)

wn

BC-UPG-TLS-TLA
p and stuck in phase MAIN_SHDCRE/EU_IMPORTZ with the

@ Fildies

@g, Shared Files .
v AIN_SHDCRE/EU_IMPORTZ - ALEEGEN 000 *
KBA 2745105)

File name: | EX0DD016.LOG w | All Files (%) ~
5 - BC-UPG-TLS-TLA
~ Priority & Conta Cancel _ o
pdate Manager (SUM) with the Database Migration Option an

To ensure that your incident can be processed efficiently, please select the relevant priority and verify the contact details.

Priority: = Medium - Business operations are affected. 2% MAIN_SHDCRE/EU_IMPORTZ fails with ERROR: (FLD) not all rows from buffer inserted

Folow f . D in Review Save asDraft Cancel

Contact Us Share Your Feedback About the Launchpad Status Terms of Use Copyright and Trademarks Legal Disclosure Privacy



7 Contact SAP Support- SAPONE X Z7 1838153 - How to get the logsw X | & 2745105 - Error during upgrade X | & SUM for ABAP - Troubleshootine X | +
< c O & * OHW = O :
A 37 )
o £ )"ty Contact SAP Support Knowledge Base v Enter search term ) @ .
€ Open X J Expert Chat 8 Schedule an Expert Expert Search
Is:
&« v 4 > » 5UM Upgrade ] Search SUM Upgrade =
ou right awa
Organize » New folder = O @ y g Y
I Desktop ~ [0 Name Date modified Type Size rovide you with an answer to your issue, only you
¥ Downloads & EX000016.L0G 2020-04-01 3:17 PM Text Document 2KB
[ Documents & PHASES.LOG 2019-07-11 405 PM Text Document 1KB We answered your issue by making a comment and
v Attachments =/ Pictures 5] SAPATSDEAS.FN4 2020-04-01 3:12 PM FN4 File 3KB E‘ﬂt-bThiS helps OUFIEffOP?E[tO ir;WPrOVE N:je SeNicefWE
Bt tt i ) ice, tent
a4 Al 5] SAPup_troubleticketlog 2018-04-27 11:05PM  Text Document 2kB st U et et L U
Please review the attachg ] images & SAPupConsole.log 2020-04-01 3:23 PM Text Document 529 KB
N & SAVELOGS.LOG 2020-04-01 2:56 PM Text Document 1KB Powered by Incident Solution Matching
@ g g SUM Logs.zip 2020-04-017 3:43 PM Compressed (zipp... 43 KB
[il Please note that th _IMPORTZ. Found <rr> rows in <bb> blocks while
) 2555876)
Suggested Files: E
BC-UPG-TLS-TLA
il SuM SAPupCons khe following error in MAIN_SHDCRE/EU_IMPORT2 phase:
il SUM SAPup.Log
il SUM ABAP Troub | . .
Mo preview available.
phase MAIN_SHDCRE/EU_IMPORTZ2 (KBA 2487759)
0 BC-UPG-TLS-TLA
p and stuck in phase MAIN_SHDCRE/EU_IMPORTZ2 have
£
! ' not found.." happens in upgrade phase
BA 2569230)
5
BC-UPG-TLS-TLA
p and stuck in phase MAIN_SHDCRE/EU_IMPORTZ with the
"
@i Fisiics
@g, Shared Files .
" AIN_SHDCRE/EU_IMPORT2 - ALEEGEN 000 *
- - : KBA 2745105)
File name: |SUM Logs.zip w | |All Files (.7) ~
. BC-UPG-TLS-TLA
~ Priority & Conta Cancel _ _— )
pdate Manager (SUM) with the Database Migration Option an

To ensure that your incident can be processed efficiently, please select the relevant priority and verify the contact details.

Priority:

Medium - Business operations are affected.

MAIN_SHDCRE/EU_IMPORTZ fails with ERROR: (FLD) not all rows from buffer inserted

Review Save as Draft Cancel

Folow f . D in
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7 Contact SAP Support- SAPONE X © 1838153 - How to get the logsw X | & 2745105 - Error during upgrade . X | & SUM for ABAP - Troubleshootine X | +

c o a

<«
[
ﬁﬁ\ < p—E .! '? Contact SAP Support Knowledge Base £ Enter searct Q Tﬁ] @ —
Alternative Support Channels: Expert Chat | Schedule an Expert Expert Search

This information might help you right away

*Component: | BC-UPG-TLS-TLA L
) Did you know that once we provide you with an answer to your issue, only you
can close the incident?

Please let us know whether we answered your issue by making a comment and

confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for
you in the future.

v Attachments

Please review the attachable file types and ensure that each attachment is less than 250 MB.
Powered by Incident Solution Matching

[il Please note that the Support Log Assistant service is only available in English. SUM: Error in MAIN_SHDCRE/EU_IMPORTZ. Found <rr> rows in <bb> blocks while
scanning data file for table (KBA 2555876)

Suggested Files:

o KBA (problem) BC-UPG-TLS-TLA
E‘ SUM 5.-'—'.F’JpLC'1SC.E- i SUM ABAP Trouble Ticket Running an update with SUM you get the following error in MAIN_SHDCRE/EU_IMPORT2 phase:
[il SUM SAPup.Log lil PHASES Found =rr...
[il SUM ABAP Trouble Ticket SAR file
P ——— -y
] Analyze Files |IIETK SUM Severe error{s) occurred in phase MAIN_SHDCRE/EU_IMPORT2 (KBA 2487759)
KBA (problem) BC-UPG-TLS-TLA
SUM Logs,zip Using SUM to upgrade the SAP systemn and stuck in phase MAIN_SHDCRE/EU_IMPORT2 have
below error me...
Uploaded By | - Uploaded: Today, 15.04.2020, 14:33:38 - File Size: 48.3 KB
Content Ready for Analysis ®
error "({DFH) File "EX0000XX.00X" not found.." happens in upgrade phase
MAIN_SHDCRE/EU_IMPORTZ (KBA 2569230)
I KBA (problem) BC-UPG-TLS-TLA
v Priority & Contacts _ . - N
Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORTZ2 with the
following ...

To ensure that your incident can be processed efficiently, please select the relevant priority and verify the contact details.

Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ - ALEEGEN 000 *

Priority: | Medium - Business operations are affected. ~
db_connect failed with rc = 256 (KBA 2745105)
) KBA (problem) BC-UPG-TLS-TLA
Contact Details + During an update using the Software Update Manager (SUM) with the Database Migration Option an
er...
MName Role Phone Number E-Mail Time Zone
CET MAIN_SHDCRE/EU_IMPORTZ fails with ERROR: (FLD) not all rows from buffer inserted

Folow f . D in Review Save asDraft Cancel
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7 Contact SAP Support- SAPONE X Z 1838153 - How to get the logsw X | Z 2745105 - Error during upgrade . X | & SUM for ABAP - Troubleshoc

< c O &

Analyzing Files

for known s and alerts. When complete, an analysis PDF report will be ilable for

More De

urred in phase MAIN_SHDCRE/EU_IMPORT2
16.LOG
3 SUM to upgrade the SAP m and ped in phase MAIN_SHDCRE/EU_IMPORT2

olution:2487759 - SUM Severe error(s) urred in phase MAIN_SHDCRE/EU_IMPORT2

Cancel



> Support - SAPONE X 27 1838153 - How to get the logs v X | 27 2745105 - Error during upgrade X | & SUM for ABAP - Troubleshooting X | +

c O &

Analyzing Files

Analysis Complete A detailed anal report has been generated that can help with troubleshooting
and resolving system i . Please the 'Save’ button below to review this report and attach it
automatically te

ped in phase MAIN_SHDCRE/EU_IMPORT2
2 error(s) urred in phase MAIN_SHDCRE/EU_IMPOR

error encountered during the ACT_UPG phase and
ad with the u...

pt non-severe errors and repeat phase”

>

/trans/ehpi (or sum) and subfolders is inadequate for

4600 - Software Upgrade Manager stops in phase MAIN_POSTCLEAN/SAVELOGS with

Save Cancel



I Contact SAP Support - SAP ONE X | & 2487759 - SUM Severe error(s) o X & 1838153 - How to get the logsw X | &7 2745105 - Error during upgrade = X | & SUM for ABAP - Troubleshooting X | + —
—— -
c O a r O W =2 6
]
ﬁﬁ\ p..E .! '? SAP Knowledge Base Article Knowledge Base v Q ﬁ s

2487759 - SUM Severe error(s) occurred in phase MAIN_SHDCRE/EU_IMPORT2  version 1 from Jul 3, 2017 in English

Component: BC-UPG-TLS-TLA Category: Problem Rated Helpful: (Article is not rated) SAP Note/t 63
Priority: Normal Release Status: Released to Customer Quality Rating:

Description Product References ™ Attributes Languages

Symptom

Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORT2 have below erfor messages.

Check in SAPupConsole.log

Severe error(s) occurred in phase MAIN_SHDCRE/EU_IMPORT2!

Last error code set:

X error during parallel execution of processes, check 'EU_IMPORTZ2.ELG' for
details

XX processes failed, check 'EU_IMNDB.* for details

EU_IMPORTZ2.ELG

ERROR: Found pattern "R3load: job completed” 0 times, but expected 11
Analyze the log file for further error messages or program abort.

ERROR: Found pattern "R3load: job completed” O times, but expected 1!
Analyze the log file for further error messages or program abort.

EX0000XX.LOG

ERROR: (DBS) db_connect failed with rc = 256
ERROR: (DBS) DbSIErmorsg rc = 99 'all DB errors, except for ..'
ERROR: (DBS) dbcode = 99987

DDAD- /Doy A o a O A DI A O Do A d ot Con o oo o o o S Choro for oot oot o booo oo o R T T et L= a T a =t
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> Support - SAPONE X 27 1838153 - How to get the logs v X | 27 2745105 - Error during upgrade X | & SUM for ABAP - Troubleshooting X | +

c O &

Analyzing Files

Analysis Complete A detailed anal report has been generated that can help with troubleshooting
and resolving system i . Please the 'Save’ button below to review this report and attach it
automatically te

urred in phase MAIN_SHDCRE/EU_IMPORT2

ped in phase MAIN_SHDCRE/EU_IMPORT2
2 error(s) urred in phase MAIN_SHDCRE/EU_IMPOR

error encountered during the ACT_UPG phase and
ad with the u...

pt non-severe errors and repeat phase”

>

/trans/ehpi (or sum) and subfolders is inadequate for

4600 - Software Upgrade Manager stops in phase MAIN_POSTCLEAN/SAVELOGS with

Save Cancel



I Contact SAP Support- SAPONE X & 2487759 - SUM Severe error(s) o X | & 1838153 - How to get the logsv. X | &% 2745105 - Error during upgrade X | & SUM for ABAP - Troubleshooting X | +

c o a

<«
[
ﬁﬁ\ < p—E .! '? Contact SAP Support Knowledge Base £ Enter searct Q Tﬁ] @ —
Alternative Support Channels: Expert Chat | Schedule an Expert Expert Search

This information might help you right away

*Component: | BC-UPG-TLS-TLA L
) Did you know that once we provide you with an answer to your issue, only you
can close the incident?

Please let us know whether we answered your issue by making a comment and

confirming (closing) the incident. This helps our efforts to improve the service we
provide to you by allowing us to better personalize help, advice, and content for
you in the future.

v Attachments

Please review the attachable file types and ensure that each attachment is less than 250 MB.
Powered by Incident Solution Matching

[il Please note that the Support Log Assistant service is only available in English. SUM: Error in MAIN_SHDCRE/EU_IMPORTZ. Found <rr> rows in <bb> blocks while
scanning data file for table (KBA 2555876)

Suggested Files:

o KBA (problem) BC-UPG-TLS-TLA
m SUM SAP“IPCOIEO‘E i SUM ABAP Trouble Ticket Running an update with SUM you get the following error in MAIN_SHDCRE/EU_IMPORT2 phase:
(il SUM SAPup.Log lil PHASES Found =rr...
[il SUM ABAP Trouble Ticket SAR file
Edit SUM Sewvere error(s) occurred in phase MAIN_SHDCRE/EU_IMPORTZ2 (KBA 2487759)
KBA (problem) BC-UPG-TLS-TLA
SUM Logs,zip Using SUM to upgrade the SAP systemn and stuck in phase MAIN_SHDCRE/EU_IMPORT2 have
below error me...
Uploaded By | - Uploaded: Today, 15.04.2020, 14:33:38 - File Size: 48.3 KB
Analysis Complete ®
error "({DFH) File "EX0000XX.00X" not found.." happens in upgrade phase
MAIN_SHDCRE/EU_IMPORTZ (KBA 2569230)
t}. AnalysisReport_1586986871482.pdf KBA (problem) BC-UPGTLSTLA
Uploaded By - Uploaded: Today, 15.04.2020, 14:41:14 - File Size: 541.4 KB - Description: Support Log Assistant - Analysis Report ® Using SUM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORTZ with the
following ...
- Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ - ALEEGEN 000 *
v Priority & Contacts db_connect failed with rc = 256 (KBA 2745105)

KBA (problem) BC-UPG-TLS-TLA

To ensure that your incident can be processed efficiently, please select the relevant priority and verify the contact details.
During an update using the Software Update Manager (SUM) with the Database Migration Option an
er...

Priority: | Medium - Business operations are affected. £

Folow f . D in Review | Save as Draft  Cancel

Contact Us Share Your Feedback About the Launchpad Status Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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7 Contact SAP Support- SAPONE X & 2487759 - SUM Severe error(s) o X | & 1838153 - How to get the logsw X | & 2745105 - Error during upgrade X | & SUM for ABAP - Troubleshooting X +

c o a

«@ @
Review Incident Content . - _ .
v Alternative Support Channels: Expert Chat | Schedule an Expert Expert Search

This information might help you right away

<
A L p—E .! '? Contact SAP Support Knowledge Base v

nter searcf

Subject: Error upgrading SAP system. Issue at phase: MAIN_SHDCRE/EU_IMPORTZ2

Description: . .

Upgrading my SAP system and it gets stuck at phase:

MAIN_SHDCRE/EU_IMPORT2. ) Did you know that once we provide you with an answer to your issue, only you
can close the incident?

| get error:

Severe error(s) occurred in phase MAIN_SHDCRE/EU_IMPORT2! in my SAPupConscle.log Please let us know whether we answered your issue by making a comment and
confirming (closing) the incident. This helps our efforts to improve the service we

provide to you by allowing us to better personalize help, advice, and content for
you in the future.

Powered by Incident Solution Matching

SUM: Error in MAIN_SHDCRE/EU_IMPCORTZ. Found <rr= rows in <bb= blocks while
scanning data file for table (KBA 2555876)
Product: SAP NetWeaver > Installation, Upgrade and Update Tools o
Software Update Manager (SUM)

Support Assistant History:
plem BC-UPG-TLS-TLA

n update with SUM you get the following error in MAIN_SHDCRE/EU_IMPORT2 phase:

Language: English
Component: BC-UPG-TLS-TLA
SUM Severe error(s) occurred in phase MAIN_SHDCRE/EU_IMPORTZ2 (KBA 2487759)

KBA (problem BC-UPG-TLS-TLA
Attachments Edit ! )
UM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORTZ2 have
rror me...
SUM Logs.zip error "{(DFH) File 'EX0000XX.00X' not found..” happens in upgrade phase
Uploaded By: . - Uploaded: Today, 15.04.2020, 14:33:38 - File Size: 48.3 KB - Description MAIN_SHDCRE/EU_IMPORTZ (KBA 2569230)

roblem BC-UPG-TL5-TLA

UM to upgrade the SAP system and stuck in phase MAIN_SHDCRE/EU_IMPORT2 with the

AnalysisReport_1586986871482.pdf

Uploaded By: - Uploaded: Today, 15.04.2020, 14

541.4 KB - Description: Support Lo,

Error during upgrade in phase MAIN_SHDCRE/EU_IMPORTZ2 - ALEEGEN 000 *
o db_connect failed with rc = 256 (KBA 2745105)
Priority Edit o
KBA (problem BC-UPG-TLS-TLA

A (problem

During an update using the Software Update Manager (SUM) with the Database Migration Option an
Priority:  Medium - Business operations are affected. er...

Folow f . D in @ Submit | | Save as Draft  Cancel

Contact Us Share Your Feedback About the Launchpad Status Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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Support Assistant

Key benefits recap

Topic Specific Questions

No more one-size-fits-all incident form. Tell us a little about your issue and we’ll help dig a little
deeper to ensure you get the best support possible

Expert-Suggest Content & Help

Our support experts have curate the content based on the details you give us. Ensuring the most
relevant details are at your fingertips.

Automated Component Selection

No more guessing. Support assistant will automatically select the best component for the issue
type

Faster Resolution Time / Less Ping-Pong

Our research shows support assistant incidents are resolved up to 25% faster and with less ping-
pong

In-browser File Analysis

Perform an expert-level file analysis right in the incident form to suggest solutions to issues faster
and without waiting for a manual analysis.

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Q&A

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

PUBLIC
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More information on Support Assistant

E

SAP ONE Support - Release Notes Wave 7 / 2019 (
SAP ONE Support - Release Notes Wave 8 /2019 (
SAP ONE Support - Release Notes Wave 2 / 2020 (
SAP ONE Support - Release Notes Wave 3 /2020 (

~— ~— ~—~ ~—

Blog: Improved incident creation — try SAP’s new support assistant ( )
Webinar: Try SAP’s New Support Assistant to Get Help Faster ( )
News: Easily Engage with Product Support: Try the Support Assistant Feature from SAP ( )

KBA 2836020 - Which products are available for the Support Assistant within the SAP ONE Support Launchpad - Incident Form? (
KBA 2911451 - What is the Support Assistant feature and how do | use it to solve my issues faster? ( )

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/releasenotes/2019/release-notes-wave7-2019.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/releasenotes/2019/release-notes-wave8-2019.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/releasenotes/2020/release-notes-wave2-2020.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/releasenotes/2020/release-notes-wave3-2020.pdf
https://blogs.sap.com/2019/09/23/improved-incident-creation-try-saps-new-support-assistant/
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#200421
https://news.sap.com/2020/03/easily-engage-with-product-support-try-the-support-assistant-feature-from-sap/
https://launchpad.support.sap.com/#/notes/2836020
https://launchpad.support.sap.com/#/notes/2911451

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

. Next-Generation Support
@ | Next-Generation Support landing page ( )

Press release and analyst guidance
Article: SAP Personalizes Support and Services for the Intelligent Enterprise (

)

Press Release: Next-Generation Support from SAP Leverages Machine Learning and Al to
Improve Customer Experience (

Article: Your Customer Support Experience Is Your Brand ( )
Article: The Ingredients of an Award-Winning Support Experience ( )

Article: Live Business Needs Live Support: SAP Support is Award Winning, (
)

Article: Award-winning SAP Support Portal and Next-Generation Support services,
Interview with Andreas Heckmann, Head of Support Delivery ( )

Press Release: SAP Brings Built-In Support to SAP S/4HANA Cloud ( )
Press Release: Next-Generation Support Expansion ( )

Blogs
Article: Intelligent Swarming: How Collaboration Can Enhance Customer Service (

)

Article: The Xs and Os of a Next-Generation Support Experience ( )
Article: Are Traditional Management Models Evaporating? ( )

Article: Bringing B2C Principles to B2B Services and Support ( )

Article: The Future of Support Services — Get Ready for an Automation Storm ( )

Article: How does SAP support work for hybrid platforms in the digital age?
)
Blog: Bringing Choice Beyond the Commute Through SAP's Omni-Channel Support

( )
Blog: Roadside Assistance for Your Digital Transformation ( )

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

Blog: Vision and Strategy ( )

Blog: The Future of Support ( )

Blog: Next-Generation Support ( )

Blog: Next-Generation Support ( )

Blog: When support tickets can talk ( )

Blog: Start your Engines! Next-Generation Support for your Intelligent Enterprise
Journey ( )

Podcast: SAP Customer Support Podcast (
product ( )

) | Building support into the

Video resources

Video DSAG Annual Conference 2019 keynote —
(German)

Videos from SAPPHIRE NOW 2019

at53:17

: Learn about SAP's new

approach to customer success

: Enable Business Outcomes and Run
Smoothly with Support from SAP

: Ongoing End-to-
End Customer Success Services from SAP
: The Next
Generation of Support
Video from SAP TechEd Barcelona 2019:

: Next-Generation Support Channels: What's new and what will be
next?
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https://support.sap.com/
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://news.sap.com/2019/07/customer-success-services-personalized-support/
https://news.sap.com/2019/04/next-generation-support-customer-experience/
https://news.sap.com/2019/03/customer-support-experience-is-brand/
https://news.sap.com/2018/07/award-winning-sap-support-experience/
https://news.sap.com/2018/10/sap-support-tsia-star-awards/
https://news.sap.com/2018/07/award-winning-sap-support-experience/
https://news.sap.com/2018/05/sap-brings-built-support-sap-s-4hana-cloud/
https://news.sap.com/2017/05/sap-expands-next-generation-support-to-improve-customer-experience-in-the-digital-age/
https://news.sap.com/2019/12/intelligent-swarming-collaboration-customer-service-support/
https://news.sap.com/2019/11/next-generation-support-experience-x-o-data/?source=social-global-sapnews-twitter-thoughtleadership-dbs-sapsupport-spr-2791133868&campaigncode=CRM-YA19-SSO-BRSOCPT
https://news.sap.com/2019/09/are-traditional-management-models-evaporating/?source=social-global-sapnews-twitter-thoughtleadership-hcm-sapsuccessfactors-spr-2650573463&campaigncode=CRM-YA19-SSO-BRSOCPT
https://news.sap.com/2019/08/b2c-principles-b2b-support/?source=social-global-sapnews-twitter-thoughtleadership-sapstory_branding-unspecified-spr-2585430570&campaigncode=CRM-YA19-SSO-BRSOCPT
https://sapinsider.wispubs.com/Assets/Articles/2019/August/The-Future-of-Support-Services
https://blogs.sap.com/2018/10/31/how-does-sap-support-work-for-hybrid-platforms-in-the-digital-age/
https://www.linkedin.com/pulse/planes-trains-automobiles-bringing-choice-beyond-commute-ajouz/
https://www.linkedin.com/pulse/roadside-assistance-your-digital-transformation-mohammed-m-ajouz/
https://www.linkedin.com/pulse/sap-product-support-vision-strategy-interview-series-andreas-heckmann
http://www.digitalistmag.com/cio-knowledge/2017/01/18/future-of-support-empathetic-proactive-services-for-real-time-enterprise-04786105
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/when-support-tickets-can-talk-making-live-new-norm-andreas-heckmann
https://www.linkedin.com/pulse/start-your-engines-next-generation-support-vehicle-enterprise-ajouz/
https://blogs.sap.com/2018/03/08/the-sap-customer-support-podcast-episode-1-how-digital-transformation-is-changing-support/
https://itunes.apple.com/us/podcast/the-customer-support-podcast/id1354057483
https://www.youtube.com/watch?v=d2-lcVau4o4
https://www.youtube.com/watch?v=FJoT1TLVLuk&feature=youtu.be
https://www.youtube.com/watch?v=CqmPy-o_OOM&feature=youtu.be
https://www.youtube.com/watch?v=ggm1JX7X4NE
https://www.youtube.com/watch?v=ccz_oF6P-jI
https://events.sap.com/teched/en/session/48926

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

Webinars
Replay: Next-Generation Support: Overview Session

<= Incident Prevention and Self-Service
Blog: Getting Support Your Way: Self-Service (LinkedIn)

Blog: Self-Service Machine Translation for SAP Notes and Knowledge Base
Articles in the SAP ONE Support Launchpad (SAP Community)

Video: Guided Answers
Video: Cloud Availability Center for SAP SuccessFactors Solutions
Video: SAP Cloud Trust Center

SAP ONE Support Launchpad

Article: Revolutionizing Web-Based Interactions with SAP Services and
Support (SAP News Center)

Article: How Optimized Incident Creation Helps Improve the Customer
Support Experience (SAP News Center)

Blog: Tips and Tricks for SAP ONE Support Launchpad (SAP Community)
Blog: How to manage your launchpad notifications settings (SAP Community)
Blog: Improved incident creation — try SAP’s new support assistant (SAP
Community)

Video: SAP ONE Support Launchpad

Video: Optimized Incident Creation

Video: SMS Notifications for SAP ONE Support Launchpad

Webinar: SAP ONE Support Launchpad — Overview and How to Get Started
Webinar: Optimized Incident Creation
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Social media

' SAP Support Help on Twitter

Video series on YouTube

Schedule an Expert
Schedule an Expert landing page (SAP Support Portal)
Blog: How to “Schedule an Expert” in a live session for your SAP solution (SAP

Community)
Video: Schedule an Expert

Video: Schedule an Expert for open incidents
Webinar: Overview Product Support Real-Time Channels
Webinar: Benefit from Real-Time Conversation with an SAP Expert

Expert Chat

Expert Chat landing page (SAP Support Portal)
Blog: Expert Chat (LinkedIn)

Blog: Live Expert Chat Services (LinkedIn; Digitalist)
Blog: Real-Time Support (LinkedIn)

Video: Expert Chat

Press release and analyst guidance:

Expert Chat (press release)

Expert Chat in Gartner Note (press release)

Webinar: Use Expert Chat to Solve Your Technical Problems
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https://www.linkedin.com/pulse/getting-support-your-way-next-generation-self-service-heckmann
https://blogs.sap.com/2018/03/07/self-service-machine-translation-for-sap-notes-and-knowledge-base-articles-in-the-sap-one-support-launchpad/
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
https://www.sap.com/assetdetail/2018/02/b48e3e48-f07c-0010-82c7-eda71af511fa.html
https://twitter.com/SAPSupportHelp
https://www.youtube.com/user/SAPSupportInfo
https://news.sap.com/2019/12/revolutionizing-web-based-interactions/
https://news.sap.com/2019/10/optimized-incident-creation-improves-customer-support-experience/?source=social-global-sapnews-twitter-thoughtleadership-dbs-services-spr-2782265921&campaigncode=CRM-YA19-SSO-BRSOCPT
https://blogs.sap.com/2016/08/12/tips-and-tricks-for-sap-one-support-launchpad-now-available/
https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
https://blogs.sap.com/2019/09/23/improved-incident-creation-try-saps-new-support-assistant/
https://youtu.be/9RutFZ1Qoag
https://www.sap.com/assetdetail/2019/11/d2e7e303-727d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/assetdetail/2018/07/500f452f-0e7d-0010-87a3-c30de2ffd8ff.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190319
https://sap.emea.pgiconnect.com/p1mvq42j7hn/
https://support.sap.com/en/my-support/incidents.html#section_1575600800
https://blogs.sap.com/2019/03/19/live-support-channels-how-to-schedule-an-expert-in-a-live-session-for-your-sap-solution/
https://www.sap.com/assetdetail/2017/07/2626c66e-c57c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2018/09/088eb35f-1f7d-0010-87a3-c30de2ffd8ff.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#1904021
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#1904041
https://support.sap.com/en/my-support/incidents.html#section_1554503147
https://www.linkedin.com/pulse/expert-chat-direct-access-saps-product-support-experts-heckmann
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://www.linkedin.com/pulse/real-time-support-saps-customers-interview-series-andreas-heckmann
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
http://news.sap.com/sap-launches-expert-chat-to-connect-customers-in-real-time-to-technical-support/
http://news.sap.com/expert-chat-service-provides-sap-customers-with-access-to-live-real-time-support-options/
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190404
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190314

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

=)}

:’_:

Schedule a Manager

Schedule a Manager landing page (SAP Support Portal)

Blog: How to “Schedule a Manager” for a 15-min. phone call (SAP Community)
Webinar: Schedule a Manager real-time support channel

Article: How SAP is Humanizing the Product Support Customer Experience (SAP

News Center)

Ask an Expert Peer
Ask an Expert Peer (SAP Support Portal)
Video: Ask an Expert Peer

Blog: Crowdsourcing Customer Service: How Ask an Expert Peer is Changing
Real-Time Support

Webinar: New Product Support Channel: 'Ask an Expert Peer' for SAP
SuccessFactors

Al and Machine Learning
Incident Solution Matching landing page (SAP Support Portal)
Video: Incident Solution Matching

Article: What's in Store for 2020 with Machine Learning in Support (SAP News
Center)

Article: The Journey to Autonomous Support Through Al (SAP News Center)

Article: Al and Machine Learning Drive Automation in Product Support (SAP
News Center)
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Article: Enter the Next Level of Customer Support Experience with Al
Technology (SAP News Center)

Article: Customer Convenience through Service Automation (SAP News
Center)

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

Blog: SAP launches an Al enabled incident wizard in SAP ONE Support
Launchpad (SAP Community)

Webinar: Incident Solution Matching — Enabled by Artificial Intelligence
Webinar: SAP’s use of Al in incident management processes

Videos from SAP TechEd Las Vegas 2019

Wieland Schreiner: Achieve End-to-End Customer Success for Your
Intelligent Enterprise

Interview with SAP Mentor Tammy Powlas and Mohammed Ajouz: The
Future of Support - Get Ready for the Automation Storm

Built-in support

Built-in support landing page (SAP Support Portal)

Article: The Built-In Support Effect: Redefining Care For The User Experience
(Digitalist)

Blog: Making support smart — built-in support using Al / machine learning
(LinkedIn)

Article: The Built-In Support Effect For An Integrated, Intelligent User
Experience (Digitalist)

Webinar: SAP’s Built-In Support
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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/2020/01/jens-trotzky-interview-machine-learning-automated-support/
https://news.sap.com/2019/10/journey-autonomous-support-ai/
https://news.sap.com/2019/03/product-support-automation-ai-machine-learning/
https://support.sap.com/en/my-support/product-support/ask-expert-peer.html
https://www.sap.com/assetdetail/2019/08/924a1f88-627d-0010-87a3-c30de2ffd8ff.html
https://news.sap.com/2019/07/ask-an-expert-peer-real-time-support/
https://sap.emea.pgiconnect.com/p2733d2koud/?launcher=false&fcsContent=true&pbMode=normal
https://support.sap.com/en/my-support/product-support.html#section_1255553798
https://www.digitalistmag.com/cio-knowledge/2019/01/07/built-in-support-effect-redefining-care-for-user-experience-06195044
https://www.linkedin.com/pulse/making-support-smart-andreas-heckmann/
https://www.digitalistmag.com/cio-knowledge/2019/02/27/built-in-support-effect-for-integrated-intelligent-user-experience-06196731
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190416
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://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190423
https://sap.emea.pgiconnect.com/p79a7pon5nb/?proto=true
https://events.sap.com/teched/en/session/48283
https://events.sap.com/teched/en/session/48246
https://support.sap.com/en/my-support/product-support.html#section_193743618
https://blogs.sap.com/2019/12/18/schedule-a-manager-how-to-speak-directly-to-a-product-support-manager-on-your-high-priority-incidents/comment-page-1/#comment-489397
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#200220
https://news.sap.com/2020/03/schedule-a-manager-humanizes-product-customer-support/

