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Live Business Needs Live Support

Janos NAGY — Real-Time Support Program Manager, SAP Product Support
September 15th 2020
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Our vision of the digital support experience

Anticipate

Accelerate

You should never have to ask a question.

Our collective focus with product development is to achieve high-quality, intuitive
products that your needs.

If you have questions, it’s quick and easy to get answers.

Access to SAP’s comprehensive knowledge base notably your path to
accurate answers when you need them.

=

Collaborate

Our support experts will provide you with solutions quickly.

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

© 2020 SAP SE or an SAP affiliate
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Next-Generation Support for the intelligent enterprise
Real-time interaction

Real-time interaction.
We offer real-time support channels with live and direct access to SAP’s support

experts, creating a faster and more direct route to issue resolution — anytime, anywhere,

and from any channel.

1311985 - How to download SAP Rusinasenhiocts Rusinase Intallidanca (RIY snfhwara - SAP ONE

Support Launchpad Alternative Support Channels

How to download Bl software Ho

XX-SER-SAPSMP-SWC Book a session with a Support Expert to discuss your issue. w1a)
For more details, please refer to KBA 2854509,

Expert Chat
. " . Join a Chat witha S Expert. .
S C h ed u Ie an EXpe rt ?\2?3?790 - SAP BusinessOb] lernn?ore 3ef§isl,?opnlegse raefeLy)lB?Ee ;g?:' note 2570720, What's
SAD Blcinacc(hie Eycinace Intalligence plaiform 4 popat Bar gaos (18 b Blaw,
Review & Submit Incident = Schedule an Expert | Start Expert Chat  Save as Draft  Cancel
Ask an Expert Peer

Schedule a Manager

Ask an Expert Peer

Click to Ask an Expert Peer Now!
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Read more

Product Support Offering

Real-Time Support Channels

e

Ask an Expert Peer Expert Chat Schedule a Manager
Schedule an Expert ska perte P 9
Best suited for L ¢ Medium priofity | ) Best suited for Low or Medium priority issues: Best suited for Medium or High Schedule a Manager allows you to book a
estsuitec for Lot of MECILIT PO Ly 1SSUes. priority issues. 15-minute call on your high priority incident.

Available for New technical issues and Open Connect with a qualified and approved

. . . ) external expert in a private session to Get your issues resolved during a live It is connects your with an SAP Product
Support tickets (Incidents) only in English. resolve your issue through chat in real-time support session, real-time. Support manager from the corresponding
. . area, with a 2 hour lead time.

Appomtmen_t based, with 48/24  (new/open) Technical, product-related questions Average session takes 30-60 minutes

hours lead time Available for minimum 2 days old incidents
Issues / questions that could benefit from an Discomfortable for complex issues, a within SAP Product Support.
industry-experienced perspective. follow-up will take place with an

incident

Available only for SucessFactors Customers

Learn more about Schedule an Expert

Learn more about Ask an Expert Peer Learn more about Expert Chat Learn more about Schedule a Manager

Quick Tips:
Always start by searching for an answer in the knowledge base (for SAP Notes) and Google for (SAP KBAS)
If you still need help, and your issue is specific to the standard functionality of your SAP solution, contact SAP Product Support using the channel listed below which best suits your business
impact.
For other types of inquiries, use the SAP Community Questions & Answers, or access other resources at SAP.
These channels should only be used for technical/functional issues with an SAP product, as described in SAP Knowledge Base Article 83020 - "What is consulting - What is support?" and SAP
Knowledge Base Article 2706322 - "What is Support — What is Consulting: Cloud Solutions".
To help you choose the most appropriate channel SAP Knowledge Base Article 67739 - "Priority of problem incidents" provides a detailed explanation of each priority level.
© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 6



https://launchpad.support.sap.com/#/notes/0000067739
https://support.sap.com/en/my-support/product-support.html#section_193743618
https://launchpad.support.sap.com/#/notes/0000067739
https://support.sap.com/en/my-support/product-support/ask-expert-peer.html
https://launchpad.support.sap.com/#/notes/0000067739
https://support.sap.com/en/my-support/product-support.html#section_1575600800
https://launchpad.support.sap.com/#/notes/0000067739
https://support.sap.com/en/my-support/product-support.html#section_519294480
https://support.sap.com/en/my-support/knowledge-base.html
https://answers.sap.com/index.html
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/incidents/sap-ecosystem.pdf
https://launchpad.support.sap.com/#/notes/83020
https://launchpad.support.sap.com/#/notes/2706322
https://launchpad.support.sap.com/#/notes/0000067739
https://support.sap.com/en/my-support/product-support.html

E\] Real-Time Support Channels

New Technical Issues

Expert Chat, Schedule an Expert are live services from SAP Product Support. It's
available for all support levels and almost all solutions — at no additional cost.

These channels are integrated into SAP ONE Support Launchpad — Report an Incident workflow
Automatically offered when available

Offers bi-directional attachment exchange

No incident needs to be created using these channels any more
Safe to use for Customers who activated EUDP flag* on their systems Find a Solution
Offers read-only screen-sharing option for perfect collaboration

Report an Incident

Expert Chat instantly connects you with an support expert
Schedule an Expert requires 48 hours lead time and offers 30 minutes long call

*from 2021 will be safe for Chineese data protection

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 7



Live support with Expert Chat and Schedule an Expert ILLUSTRATIVE
Optimizing the incident flow

Traditional incident

with Expert Chat

|
with Schedule an Expert

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

Gather incident- Root cause analysis in Request Preparation

IRT related support and development system access of solution
information

& 6 replies to customer

Chat processing 14-45 days processing time
and screen
sharing
Wil | ~5,000 sessions / week
60-70% solution rate
Optional process if chat does not result in a solution ~30 min & length of chat duration
Expert
Session
& Screen
Sharing
[ ] 1200 sessions / month

40-50% solution rate
30 min length of call duration

l Incident in process at support Incident in process at customer l Incident in process at development (SAP) l Incident waiting time g



=% Real-Time Support Channels
E\] Open Support Cases

Schedule an Expert, Schedule a Manager are live services from SAP Product Support. It's
available for all support levels and almost all solutions — at no additional cost.

Schedule an Expert

Available for low, medium, high priority already opened support cases

It requires 24 hours lead time and offers 30 minutes long calll Open Incidente

Directly connects you with the Support Expert who works on your incident neidents
Offered from the Incidents Inbox / Open Incidents application

Safe to use for Customers who activated EUDP flag* on their systems -

Outstanding ir

Action required

Schedule a Manager

Offered from ,Incidents Inbox” / ,Open Incidents” application for high priority cases
Connects you with a Support Manager for 15 minutes call with 2 hours lead time
Brings the focus you need to an open incident

Further Support Channels

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



Real-time interaction

Expert Chat

Overview

Live support from SAP
experts for any technical
guestion related to a product

Improves support experience
with real-time interaction

Available for all support levels
and almost all solutions

For more information:

* Learn more about Expert
Chat on SAP Support
Portal

» Expert Chat video

provides a live chat function that connects you to SAP technical support experts instantly.

Benefits

Connects you real-time with
SAP support

Offers screen-sharing option

Provides access to the same
technical experts
as in the incident channel

Resolves incidents
significantly faster than those
reported through traditional
SAP support channels

Offers quicker and more
efficient issue resolution

Reduces your project and
operational costs

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

Access

Access Expert Chat through
the SAP ONE Support
Launchpad (several options):

Access through the Expert Chat
tile on your SAP ONE Support
Launchpad on the My Home
screen.

Carry out a search in the
launchpad’s database. Click on the
Expert Chat-button in the upper
area.

Access Expert Chat through the
Contact Us menu

Access Expert Chat while going
through the incident submission
process. Chat functionality is built
into the incident form.

Preview

Expert Chat
Get Real-Time Support

Begin a chat session

Expert Chat tile on My Home in
SAP ONE Support Launchpad

| / Written Incident

IL"'IQ Expert Chat |

Schedule an Expert
%, Phone

&2 E-Mail

Contact Us Share Your F

Contact Us menu in SAP ONE Support
Launchpad's footer bar
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https://support.sap.com/en/my-support/incidents.html
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
http://launchpad.support.sap.com/

Real-time interaction

Schedule an Expert

Overview

One-to-one 30-minute call
delivered remotely through
Skype for Business

Book an appointment at least
three business days in
advance to allow engineers
to prepare

Check out the Schedule an
Expert video

Visit SAP Support Portal to
learn more

Learn more on how to join
your Schedule an Expert call

o\

WINNER

/A\ tsia

STAR Award

2018

connects you live with SAP Support in a one-on-one 30-minute call to discuss a technical
topic of your choosing — at a time that is convenient for you.

Benefits

Live channel option for you

Interact one-to-one with a
support engineer

Get answers when and where
you need them

Get help and direct support
for any technical question

Have access to the same
engineers that you would
create an incident with

Reduce your waiting time for
response and resolution

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

Access

Access Schedule an Expert
through the SAP ONE
Support Launchpad (several
entry options):

Access through the Schedule an
Expert tile on your SAP ONE
Support Launchpad home screen.

Carry out a search in the
Launchpad’s database. Click on the
Schedule an Expert-button in the
upper area.

Access Schedule an Expert through
the “Contact Us”-menu in SAP ONE
Support Launchpad’s footer bar

Preview

Confirmed
o March 07, 14:30

o

| # Written Incident

Schedule an Expert

Schodulo an Expert offers a i
are nd

" Expert Chat

| Schedule an Expert

%, Phone

4 E-Mail

Contact Us Share Your F|

,Contact Us“-menu in SAP ONE
Support Launchpad's footer bar
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https://www.sap.com/assetdetail/2017/07/2626c66e-c57c-0010-82c7-eda71af511fa.html
https://support.sap.com/en/my-support/incidents.html#section_1575600800
https://launchpad.support.sap.com/#/notes/2478334
http://launchpad.support.sap.com/

Real-time interaction
Schedule an Expert for open incidents

Overview

One-on-one 30 minute call
booked directly from an open
incident with the assigned
support engineer

Available for low, medium,
and high priority incidents with
select support engineers

Book an appointment
minimum 24 hours in advance

Sessions delivered remotely
through Skype for Business
(Learn more on how to join
your Schedule an Expert call)

Check User Guide and FAQ
to learn more

of the incident with the assigned support engineer.

Benefits

Have live interaction to
discuss technical details of
the open incident with the
assigned support engineer

Schedule a call at a time that
is convenient for you

Experience less ping-pong
and more efficient incident
processing reducing the time
to resolve your open issue

Easy to have other colleagues
with you on the call

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

Access

Schedule an Expert button will
appear in the incident editing
page in SAP ONE Support
Launchpad when the following
conditions are met
The incident is an Open Incident
within Product Support
A processor has been assigned
to the incident and is available
for scheduling

Click Schedule an Expert button
and then click Book a Session

Add the appointment to your
calendar and join the session at
scheduled time

l enables you to book a 30 minute call to discuss technical details

Preview

Confirmed

May 28, 10:00
T
EEEzEEs | View Upcoming "
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https://launchpad.support.sap.com/#/notes/2478334
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/incidents/sae-userguide-open-incidents.pdf
https://launchpad.support.sap.com/#/notes/2651182

Real-time interaction

Ask an Expert Peer

Overview

Support channel option
available for all SAP
SuccessFactors Solutions*

We are exploring additional
ways to deliver support

Interact one-on-one with a
qualified and approved expert
outside of SAP

Visit the Ask an Expert Peer
landing page

Check out the video

Read the FAQ to learn more

lets you collaborate on your technical, product-related questions, one-on-one, with a
qualified and approved expert outside of SAP.

Benefits

Fast issue resolution for your
basic inquiries and low to
medium priority incidents

Reduce your waiting time for
response and resolution

Benefit from industry insights
along with an experienced
perspective about your
question

Private conversations, issue
resolution through chat or e-
mail

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

Access

Access Ask an Expert Peer
directly from the landing page

Or by clicking the green
button on the home page of
SAP Support Portal

*Limited availability: This
service is only available for
SAP SuccessFactors
Solutions

SAP

Preview

My Support Products Release, Upgrade & Mainienance - ools ~

Ask an Expert Peer

Overview

Ask an Expert Peer

Offerings & Programs ~

SAP Solution Manager

As a part of our ongoing efforts to meet your changing needs, SAP Support is exploring additional options for how

we deliver support. Ask an Expert Peer is a new support channel i EXPERTS ARE WAITING FOR

products®.

Start collaborating on your technical, product-related questions «
SAP. By collaborating with an expert peer outside of SAP, you be
experienced perspective about your question. Ask an Expert Peer
basic inquiries and how-to questions,

Because the free feature trial will be available for a limited time, y
help us decide if we will expand or discontinue the support chann
channels to use, try the brand-new channel Ask an Expert Peer tc
through the survey we send after using Ask an Expert Peer

Click to Ask an Expert Peer Now!
Ask an Expert Peer

Read the FAQ to learn mare

YOUR QUESTION

Q X
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https://support.sap.com/en/my-support/incidents/ask-expert-peer.html
https://www.sap.com/assetdetail/2019/08/924a1f88-627d-0010-87a3-c30de2ffd8ff.html
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/incidents/sap-ask-an-expert-peer-administrator-faq.pdf
https://support.sap.com/en/my-support/incidents/ask-expert-peer.html
https://support.sap.com/en/index.html

Real-time interaction
Schedule a Manager for high priority incidents

enables you to schedule a 15-minute call with an SAP
Product Support manager to help manage or prevent potential service exceptions

Preview

Overview

15 minute call booked with a
Product Support manager
from the related product area

Available for incidents within
Product Support

Incident is on high priority for
at least 2 days

Book an appointment
minimum 2 hours in advance

Sessions delivered via phone

Click here to lean more, or
check this FAQ

Benefits

Have live one-on-one
discussion on your high
priority incident with a Product
Support manager

Schedule a call at a time that
is convenient for you and
matches with the availability
of the manager

Experience a more enhanced
communication with SAP’s
Product Support management

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

Access

Schedule a Manager button
appears in the incident editing
page in SAP ONE Support
Launchpad and is active when
the following conditions are met:
The incident has been at priority
High for at least 2 days
The incident is within Product

Support
A Product Support manager is
available for the session

Click the Schedule a Manager
button and then click Book a
Session

Upcoming

Jan 22, 16:15

1o your calendar and update the issue if you have more details before your
on.

D) | Cancel

Add the appointment to your
calendar and receive your
callback at the scheduled time

Please note: this service is not
offered for incidents processed
within development support !



https://news.sap.com/2019/11/sap-launches-schedule-a-manager-for-high-priority-incidents-limited-availability-pilot/
https://launchpad.support.sap.com/#/notes/2854599

Next-Generation Support
External recognition — awards and benchmarks

Award
Winner

2018

The Year’s Ten Best
Web Support Sites

/N

WINNER

. ‘tsia
STAR Award

2019 STEVIE
WINNER

FOR SALES &
CUSTOMER SERVICE

@
2018 Index Winner

Top Ten Best Support
Websites 2018 for the SAP
Support Portal incl. the SAP

ONE Support Launchpad
from the Association of

Support Professionals

(ASP).

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

Technology Services
Industry Association (TSIA)
STAR Award for Best
Practices in Support
Services for Schedule an
Expert and finalist in the
Transformation of Support
Services category for the
Next-Generation Support
approach overall.

SAP Support won two
Silver Stevie awards — for
Innovation in Customer
Service for Next-Generation
Support, and in Best Use of
Technology in Customer
Service for the Schedule an
Expert service.

The SAP Support Portal
received recognition in the
sitelQ eBusiness Index’s
Online Support category
rankings, achieving first place
for usability with the highest
recorded score.
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https://tsia.com/
https://news.sap.com/2018/10/sap-support-tsia-star-awards/
https://news.sap.com/2018/07/award-winning-sap-support-experience/
https://asponline.com/awards/best-web-support-sites/
https://siteiq.net/sap-support-launches-up-the-index
https://stevieawards.com/sales/2019-stevie%C2%AE-award-winners

Product Support Accreditation
Self-enablement program for customers and partners for Product Support

Product Support
Accreditation

Overview

Easy to consume interactive
program

Available to all SAP
Customers at no additional
cost. It can be accessed via
S-user login

It consists of 3 modules and a
final assessment.

The modules cover incident
prevention offerings, real-time
interactions and digital
support experience

Watch the video

Benefits

Informative: Gain
empowerment and awareness to
all the available resources from
Product Support

Efficient: The easy to consume
enablement with SAP’s Product
Support Accreditation program
helps users to increase their
efficiency in working with Next-
Gen Support tools by selecting
the best channel.

Rewarding: A Product Support
Accreditation badge is awarded
once the final assessment is
completed. This badge can be
shared in social media.

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

program enables you to make the best out of SAP’s product support tools
and Next-Generation Support offerings

Access

Easy to access: simply use
your s-user via SAP ONE
Support Launchpad to enroll for
program.

Easy to consume: The
accreditation modules can be
taken at your own pace and
time. Easy to consume content
will be provided on demand.

Interactive: Learnings can
easily be validated in interactive
quizzes supporting the user in
their progress.

Click here to access the
accreditation and here to learn
more.

Preview

SAP Product Support Accreditation
OUT THIS PROGRAM BENEFITS HOW DOES IT WORK?
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https://sapvideoa35699dc5.hana.ondemand.com/?entry_id=1_atn0e8fj
https://customeroutreach-cf-frankfurt-customeroutreach-prod-mta569942c4.cfapps.eu10.hana.ondemand.com/accreditation-1.0.0/index.html
https://news.sap.com/2020/02/make-the-best-out-of-interaction-with-product-support/

Product Support Accreditation

Self-enablement program for customers and partners for Product Support

Product Support Accreditation

= -\l -0 -

Modu.le 1 Module 2 Module 3
| Sglf-serwce an_d Real-time Digital support
incident preventlon interactions experience

!

Self-enablement program for customers at no additional cost.

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

D

—N

Final
Assessment

Successful
completion
confirmed

—_—

What'’s next?
Annual enrolment
IS encouraged to
keep up to speed
with all tools and
improvements in
Product Support.

17



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

Next-Generation Support

@ SAP Support Portal | Landing page (SAP Support Portal)

Customer Brochure | Infographic | Webinar: Next-Generation Support: Overview

Incident Prevention and Self-Service
Video: Guided Answers

Video: Automatic Translation

Video: SAP Support Portal video

SAP ONE Support Launchpad

Video: SAP ONE Support Launchpad

Video: Optimized Incident Creation

Video: SMS Notifications for SAP ONE Support Launchpad

Video: Incident Management Online Help Maintenance

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

Social media
SAP Support Help on Twitter
Video series on YouTube

Al and Machine Learning

Incident Solution Matching landing page (SAP Support Portal)

Video: Incident Solution Matching

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

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

Schedule an Expert landing page (SAP Support Portal)

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)

Video: Expert Chat
Webinar: Use Expert Chat to Solve Your Technical Problems

Schedule a Manager
Schedule a Manager landing page (SAP Support Portal)
Webinar: Schedule a Manager real-time support channel

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

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

Built-in support
Built-in support landing page (SAP Support Portal)
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https://support.sap.com/
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://d.dam.sap.com/a/qyW2Ztp
https://www.sap.com/documents/2018/09/8e2a3323-1e7d-0010-87a3-c30de2ffd8ff.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190314
https://www.sap.com/assetdetail/2017/10/c48b9da9-d77c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2020/03/5ac03c28-8a7d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/assetdetail/2017/05/e63c7116-ba7c-0010-82c7-eda71af511fa.html
https://twitter.com/SAPSupportHelp
https://www.youtube.com/user/SAPSupportInfo
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://www.sap.com/assetdetail/2020/04/b2dee096-927d-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://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.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190404
https://support.sap.com/en/my-support/product-support.html#section_193743618
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#200220
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://sap.emea.pgiconnect.com/p2733d2koud/?launcher=false&fcsContent=true&pbMode=normal
https://support.sap.com/en/my-support/product-support.html#section_1255553798
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://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190423
https://sap.emea.pgiconnect.com/p79a7pon5nb/?proto=true

Janos NAGY

Real-Time Support Program Manager, SAP Product Support
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