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;. Se pregunta como puede empezar con el soporte

de productos de SAP facilmente?
Programa de Acreditacion — Soporte de Productos SAP




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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El mundo esta cambiando y las technologias digitales estan en todas partes.

Manejo e implicaciones para el soporte de productos en SAP

Nacimiento de nuevas
tendencias en tecnologia

Nuevas Generaciones en el
personal de trabajo
(Generaciones Yy Z)

€ 4

Internet
of Things

0]
¢ =

Social
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Nuestra vision en la experiencia del soporte digital

Preguntas no deberian ser formuladas

Nuestro enfoque en el desarrollo de productos es hacerlos de alta calidad e intuicion,
Anticipar gue sean capaces de anticipar sus necesidades.

Si usted tiene preguntas, es facil y rapido encontrar las respuestas

El acceso a nuestra completa base de conocimieno acelera el camino a encontrar las
respuestas correctas cuando usted las necesitas.

Acelerar

'S‘ Nuestros expertos le proveeran soluciones rapidamente.
Nuestros ingenieros colaboraran con usted para ayudarle a ser exitoso — ofreciendo
Colaborar acceso rapido y facil a las respuestas que estan buscando.
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Negocios en vivo, necesitan soporte de productos en vivo
Soporte de proxima generacion para empresas inteligentes

Soporte de Productos
SAP Tradicional

Lider en la industria en
soporte preventivo y
proactivo a través de
todos los escenarios de
desarrollo

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

—mmm, Aytoservicio y prevencion

Soporte de Proxima
Generacion
Soporte innovador

para empresas
inteligentes

& de incidentes
Evadir la creacion de casos

Interacciones en vivo
para acelerar el tiempo para

L
~ 4
:'
T

resolver preguntas

Experiencia de Soporte
Digital

para integrar con el soporte
integrado en el producto

Inteligencia Artificial y

aprendizaje automatico
para acelerar los caminos a
respuestas validas y precisas



Negocios en vivo, necesitan soporte de productos en vivo

Soporte de proxima generacion para empresas inteligentes

Auto-servicio y
prevencién de
incidentes

El soporte de Proxima_Generacion
tiene muchas soluciones para que
usted no tenga que formular
preguntas. En caso de hacerlo, usted
puede encontrar respuestas sin

= SAP Support Portal

= SAP Knowledge Base Articles (KBAS)
via Google search

= Automatic translation

=  SMS naotifications

=  Guided Answers

= SAP BusinessObijects Bl support tool

=  Automated search for SAP Notes

=  Performance Assistant

= SAP Community

=  Support by Product

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

Interacciones en
Vivo

I Experiencia de
Soporte Digital

Nosotros ofrecemos canales de
soporte en vivo y con acceso directo a
nuestros expertos.

= Expert Chat

= Schedule an Expert

= Ask an Expert Peer

= Schedule a Manager

= Call-1-SAP & Customer Interaction

Center (CIC)

Ofrece beneficios de soporte con una
experiencia personalizada construida
en el mismo producto.

= SAP ONE Support Launchpad

= |ncident creation application

= Social Media integration

= Built-in support
=  Cloud Availability Center

= SAP Cloud Trust Center

. Inteligencia Artificial /
; Aprendizaje
Automatico

SAP esta constantemente innovando
para mejorar nuestros productosy
ofrecer la mejor experiencia de
soporte.

= 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/offerings-programs/strategy.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

Programa de Acreditacion
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Programa de Acreditacion — Soporte de Productos SAP
Programa de Autoaprendizaje para Clientes de Soporte de Productos SAP

Este programa permite sacar provecho de las mejores herramientas que ofrece Soporte en SAP incluyendo las

Product Support

Accreditation IS herramientas de nueva generacion.

Vision General Beneficios Acceso Vista preliminar

= El programa es interactivo y = Informativo: Ganael = Facil acceso: simplemente

facil de navegar. conocimiento para utilizer los usa tu usuario S via SAP pr—
- D|Sp0n|b|e a tOdOS IOS Cllente :e]orets ;aAnPaIeS y recursos de Slupport Portal para empezar P::::TT:LSF::;::\'A:MMMD o | |‘BENEFIT‘$ — : : HOW DOES IT WORK?

de SAP que tengan un oporte SAT. el programa. o

usuario S gratuitamente. = Eficiente: El programa puede = Facil consumo: Los médulos
- El programa tiene 3 médulos completarse en 1 hora. Ademas s.e pueden tomgra Su propio

L ayuda a los usuarios a ser mas ritmo. El contenido es corto
y una evaluacion final. s ) ) )
eficiente al usar las herramientas pero informativo.
= Los modulos cubren temas de la Nueva Generacion de .
_ L Interactivo: El avance de

como: Prevencion de Soporte. o .

. aprendizaje se puede medir

incidentes/casos, . . . .

= Insigniay Certificado: Recibe con cortos quizzes que ayudar

interactiones en vivo y
experiencia de soporte digital.

un certficado despues de a pasar la evaluacion final.
completar la evaluacion final
ademas de una insignia para
compartir en las redes sociales.

= Haz click i para acceder el
programa.

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


https://customeroutreach-cf-frankfurt-customeroutreach-prod-mta569942c4.cfapps.eu10.hana.ondemand.com/accreditation-1.0.0/index.html

Programa de Acreditacion — Soporte de Productos SAP
Programa de Autoaprendizaje para Clientes de Soporte de Productos SAP

~— Programa de Acreditacion

= - ®-0 -

.

Modulo 1
Auto Servicio y
Prevencion de

Incidentes

A

Modulo 2 Modulo 3
Interacciones Experiencia de Evaluacion
en vivo Soporte Digital Final

T

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

Interactiones con clientes

Exitosal

Programa de Autoaprendizaje sin costo adicional

Evaluacion @

Certificaciones
Anuales son
recomendadas
para estar al dia
con el contenido
ofrecido en el
programa.



Como empezar?



Programa de Acreditacion — Como gano acceso?

A traves de la section del Welcome
EO Center en el portal de soporte SAP

En la herramienta directamente usando
https://support.sap.com/accreditation

Get Started With Support

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

WELCOME } SUPPORT

More Resources

A traves de My Support el portal de
soporte SAP

My Support Products Tools Maintenance Offerings & Programs Application Lifecycle Management

SAP Support Portal Home / My Support
Product Support

Overview ScheduleanExpert ExpertChat ScheduleaManager Reportanincident Incident Solution Matching  Built-In Support
Interaction Management

Product Support

Facing a challenge with your SAP product? We want to
he

Ir c to the standard

ill ne elp. and your
ality our SAP soluti pport

11



Programa de Acreditacion — Como me matriculo?

Este programa es libre de costo para todos los clientes que tienen acceso a las herramientas de Soporte de SAP.

ABOUT THIS PROGRAM | | BENEFITS HOW DOES IT WORK?

Product Support Accreditation will show you how you can work best with 1. Empowerment - : you'll be familiar with all of Product Support’s available [N
Product Support to get faster, easier closure to your incidents. resources. You'll enjoy faster, better interactions.
It only takes a little over an hour to complete. 2. Badge - You'll be emailed your Acclaim badge, that you can share on social

media, within a week of completing accreditation (as long as you're a
The course consists of 3 modules. Each contains a short, interactive video, a subscribed user)
PDF document, and a short quiz at the end.

** SAPPHIRE NOW 2020 in-person event is now a digital experience, for more
Once you've completed the three modules and the final assessment, that's information click here. We are no longer able to offer passes to the physical
it—you're accredited. event, but encourage you to take advantage of the digital offerings available.

[i]Subscription is required to receive the benefits -

®
» ¢ oo0rr22 Ix & & <

Self-service and Incident Prevention Real-time Interactions

o

Est.Time:

Feedback

Terms of Use Copyright and Trademarks Legal Disclosure Privacy FAQs

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 12



Programa de Acreditacion — Cual es el proceso y como monitoreo mi progreso?

Est.Time: 25 min

Est.Time: 25 min

Self-service and Incident Prevent... € Real-time Interactions ¢ Digital Support Experience €

o 0 o0 0 o 0 o o

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Programa de Acreditacion — Evaluacion, Certificado e Insignia

Assessment
A
WM,

B

Despues de completar la evaluacion:

Congratulations! Claim your digital badge issued by SAP SE now.

PRODUCT SUPPORT

ACCREDITATION
Certificado SAP S.E
Insignia

6th Mar, 2020 Product Support Kn

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 14



Programa de Acreditacion — Suscribete y renueva anualmente!

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

Lina Encinales

Followers

Drafts

. Lina Encinales

@ &

Home My Network

Product Support
Accreditation

=i

Jobs

=

Messaging

Product Support Knowledge 2020 - Product Support Accreditation was issued by

SAP SE to Lina Encinales.

15



Demostracion en vivo



Appendix



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

Jummmmm . 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

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

D

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

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)

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

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
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Traditional incident management — reinvented
SAP ONE Support Launchpad as central entrance point: user interface and video

. » ONE Support Launchpad
S8

Support application

launchpad as
central entry point

Groups and tiles are
personalized based

On u S e r' p r' o fl I eS " tio Incidents Solution Proposed Cpen Incidents No Updates High Priarity Draft Incidents

Inbox

12 2 34 1

Action required Meed confimation Outstanding incidents Within last 7 days P1 & P2 incidents

Helping information
and tasks are
displayed directly on
the tile

10

IMNeed confimation Outstanding incidents Within last 7 days ery high & high inci

Link to video:

Share Your Feedback  About the Launchpad Temsof Use  Copyright and Tredemarks  Legal Disclosure  Privacy  PICP&090460155-2
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https://youtu.be/9RutFZ1Qoag
https://youtu.be/9RutFZ1Qoag

One single access point to SAP support services

WXYZ

Single entry point for help on most SAP solutions including on-premise and
cloud solutions (for example, SAP SuccessFactors solutions, SAP HANA

Enterprise Cloud) Universal free-phone number for contacting SAP support
Consistent user experience for administrators who manage both cloud and on- Services
premise solutions Access to service menu to select a specific product area you

Incident dashboard in SAP ONE Support Launchpad for creation and require, now including SAP Ariba, Concur, and SAP
transparency on incidents for first set of essential SAP Cloud solutions Fieldglass solutions

Cloud Availability Center for transparency on cloud services Toll-free number acces;ible in most countries through landline
(status, availability, events, notifications; starting with SAP SuccessFactors phones and some mobile providers
solutions)
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How we interact with our customers
SAP Community

SAP Community is SAP’s professional social network. No-one is faster than all of us.

Comprises several collaborative communities

= Discussion forums, blogs, and videos

Quick access to expert advice: Access knowledge and get
answers to how-to and consulting questions from the SAP
forums

Latest ABAP Blogs Latest Mentor Blogs Latest Blogs

Access the community:
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http://go.sap.com/community.html

How we interact with our customers
SAP Enterprise Support Academy

Build knowledge and skills and learn from experts.

= Helps you build up the knowledge and skills needed to fully W oo et

maximize the benefit of SAP Enterprise Support

= Learning content and services in several formats, supporting
different learning styles and needs, from ad hoc problem solving
to structured, long-term knowledge acquisition

support.sap.com/esacade

2
N7
F/

= Accelerated innovation enablement, best practices, expert-
guided implementations, guided self-services, meet the expert,
quick 1Qs

4
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Beta Version Open for Business
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https://support.sap.com/support-programs-services/offerings/enterprise-support/academy.html
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