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Disclaimer

The informationin 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 obligationto 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 documentand 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. Thispresentationis provided
without a warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fithess for a
particular purpose, or non-infringement. This presentationis 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.

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



Digital support experience
Optimized incident creation

/\ Y The redesigned Optimized incident creation guidesyouto solve a technical productissue in real time or reach out

\ to SAP experts with relevantinformation through a modern, Al-enabled framework.
Overview Benefits Access Preview
= The incident creation = Simplified and intuitive design = Accessible through the
appll'catlon providesacentral Optimized user experience
yser interface for severa! = Add the tile ‘Report an
integrated Next-Generation - for incident’ to your My Home-
Support features incidents filtered by Screen in SAP ONE Support

system/product area selection

= |tis used by over 50,000 Launchpad

. . . . n _ti 1 i
unique visits daily Real-time log file suggestions Report an Incident :>

and analysis
= Newly designed features are ys!

based on ~75 hours of = Unified support channels
customer feedback = Al-enabled Incident Solution
= For detailed information also Matching provide real-time
visit solutions
= offers a
guided incident creation
experience

Save as Draft  Cancel

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


https://blogs.sap.com/2019/08/21/improved-incident-management-application-simplifies-your-incident-creation-process/
https://blogs.sap.com/2020/04/07/experience-a-simplified-incident-categorization-by-using-topics/
https://blogs.sap.com/2019/09/23/improved-incident-creation-try-saps-new-support-assistant/
https://launchpad.support.sap.com/

Digital support experience
Optimized incident management

/\ Y. The optimized incident management, accessed via the new ‘Manage Incidents’tile, enables you to easily view,
N edit or confirm your reported incidents to SAP, with personalizable filters and views, sorting and grouping

Overview Benefits Access Preview

= New tile ‘Manage Incidents’ = Simplified and intuitive design = Accessible through the
provides a redesigned incident : N
= Filter customization and

list view for you to easily personalized view = Add the tile ‘Manage i

searc_:h, yiew, edit or confirm » ] Incidents’ to your My Home- | 2 nems
your incidents Quick access to confirm, open Screen in SAP ONE Support

or view incident last changes

My Very High incidents

Launchpad

= You can customize the filtering

option to search incidentsand = Foundation of incident Manage Incidents
save the personalized view management tile simplification Customize your Lists
with preferred grouping and from SAP ONE Support N v
sorting rules Launchpad il

" Mu|t|p|e saved searches can " Redesigned incident edit |ay0ut Incident Lists 8 tc'cu"v'
be added within the tile. provides an intuitive workflowto e

= Info to Customer

interact with SAP support G5 po by AP

= For detailed information also
visit

This is a test

| Confirm | Open Incident Cancel

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 4


https://blogs.sap.com/2020/04/07/improved-incident-management-try-saps-redesigned-incident-list-accessed-via-the-new-manage-incidents-tile/
https://launchpad.support.sap.com/

Vision

(Machine Learnngj—LQDredctve Analytica

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

Personalized support

-\ Minimum customer efforts

Unified supportexperience

Natural language processing



Enhancing the whole incident creation & management journey

Central entry point for Incident,

Enhanced contact details edit Schedule an Expert, Expert Chat

User profile update during Available support channels

incident creation highlighted
Multi-file upload l New tile ‘Manage incidents’
Real-time log file suggestions & Priority & Contact Unified Support Channels .. customization &
analysis personalized view

Add Attachment
Simplified categorization
using ‘product functions’

List Incident
Modernized layout with intuitive
workflow to interact with SAP

Incident Solution Matching Integrate latest functionality of

incident creation form

Issue Description

Edit Incident
System filter enhancement

Cloud outage alerting

Support assistant

N\

System Selection Confirm Incident

Issues can beresolved through self-servicetools during incident creation

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 6



How It works




Optimized Incident Creation Demo




= v\: 1 27 ONE Support Launchpad
— B
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SAP SuccessFactors Customer Community

SAP News - SAP SuccessFactors

Solutions / Incidents

Report an Incident Manage Incidents

SuccessFactors Solutions / Incidents

Report an Incident Schedule an Expert Favorite Incidents

A Brn

Share Your Feedback About the Launchpad Status

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

Knowledge Base

Do

Terms of Use Copyright and Trademarks Legal Disclosure Privacy




7a < p-.i- ':, Contact SAP Support

{>1 *Customer

v *System Information

Search for a system or select one of your recently used systems from the dropdown list.

ystem:

il

*Product Area:

> *Description
> Attachments

> Priority & Contacts

Contact Us Share Your Feedback About the Launchpad Status

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

Knowledge Base

S

W & v

Create an Incident

Expert Search

Information below may help you identify a solution.

Solution suggestions are not available at the moment. Please provide some more details
about your issue.

Folow f @ ® in @

ibmit | edule an Expert = Start Expert Chat Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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Select a System

imber, name, installation, product,

Favorites

AAA - (PROD)
System Number:
Leading Product: PV Not Maintained

AAA - (PROD)
System Number:
Leading Product: SAP BusinessObjects Business Intelligence platform 4.2

FDF - (PROD)
System Number:
Leading Product: SAP SI4HAMA, cloud edition 1506

AAA - Joris Test (PROD)
System Number:
Leading Product: SAP ERP 6.0

ABC - ABC License (DEVELOP)
System Number:
Leading Product: SAP ERP 6.0

SY0 - Test TechEd 2018 (PROD)

Cancel

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




Select a System

Favorites

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

Included

Is Favorite System ID System Number System Role System Name Leading Product Data Center Region EU Data Installation System URL

Processing

PROD Tenant SAP Business ByDesign No CUSTOMER ONDEMAND

TEST Tenant No CUSTOMER ONDEMAND

TEST Tenant SAP Business ByDesign CUSTOMER ONDEMAND

SAP BusinessObjects
Business Intelligence
platform 4.2

SAP BUSINESS OBJECTS

SAP Adaptive Server

AAA
Enterprise 16.1

Sybase

Joris Test SAP ERP 6.0 Test Installation OM

Cancel

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




Select a System

Favorites Recently Used

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

Included

Is Favorite System ID System Number System Role System Name Leading Product Data Center Region IE:JOE:;:ing Installation System URL
SAP BusinessObjects
* Business Intelligence MNo
platform 4.2

SAP BUSINESS OBJECTS

SAP BusinessObjects
DEVELOP Business Intelligence
platform 4.2

SAP BUSINESS OBJECTS

SAP BusinessObjects
reassign test Business Intelligence
platform 4.2

HANA Enterprize Cloud

SAP BusinessObjects
DEVELOP Business Intelligence
platform 4.2

SAP BUSINESS OBJECTS

SAP BusinessObjects
Optional Business Intelligence
platform 4.2

SAP BUSINESS OBJECTS

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




ﬁ'ﬁ\ < p..i ' ':, Contact SAP Support Knowledge Base £

Create an Incident

~ *System Information

Search for a system or select one of your recently used systems from the dropdown list.

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: [} AAA - o

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

Classified Content

System Opener Contact:

*Product Area:

v *Description

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

| give my approval for SAP Support to reproduce the described issue using any steps provided by me

, while connected remotely to my non-production environments. If it is
necessary to do this in a production environment, SAP Support will contact me specifically before

proceeding

0] 1 Folow f . o in @

Contact Us Share Your Feedback About the Launchpad Status

SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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W ® &

Information below may help you identify a solution.

Expert Search

Solution suggestions are not available at the moment. Please provide some more details

about your issue.

Terms of Use

ibmit | nt jule an Expert

Copyright and Trademarks

Start Expert Chat

Legal Disclosure

14

Cancel

Privacy



Get Subscription’; Continue Incident Creation

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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ﬁtﬁ\ < p..i ' ':, Contact SAP Support Knowledge Base £

Create an Incident Expert Search

v *System Information Information below may help you identify a solution.

Search for a system or select one of your recentheucad custome fram tho drandoum, lict

- . vailable at the moment. Please provide some more details
Select a Product Area
The product area determines which product functions. suggestions, or support assistants are shown. If you cannot The product area determines which product functions, suggestions, or support assistants are shown. If you
see the product area you require, please select a different system. cannot see the product area . please select a rent system.,
| 4 |
tly Used All Recently Used
*System: ’ N .
- Business Warehouse Services and Support
stemn Details SAF & ' ¥ SAP NetWeaver
a: SAP ONE Support Lau Application Server ABAP
Services and § =S ad
Con 'S PER Application Server Infrastructure
System Connection: SAP Support Portal .
Coarvica —— Application Server Java
SF
EU Data Processing:
- “ SSing Business Warehouse
Composition Environment
System Opener Contact: Databases and Operation Systems
Enterprise Portal
*Product Area:
Gateway Foundation
Installation, Upgrade and Update Tools
Process Integration
* S
hd Descrlptlon Process Orchestration
Cancel Cancel

Please provide us with more information about YOG TS50 O Guestion: 11115 Uetaiteu 1O HE IO WL TS Lo SIS e0 U HTCILET 16 1 Uee 551115

| give my approval for SAP Support to reproduce the described issue using any steps provided by me

n below,

N the desc

le connected remotely to my non-production environments. If it is

LTJ 1 Follow f . B in Submit Ir ule an B it Expert Chat Cancel

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

SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 16
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Support Assistant

Do you want help solving your
issue faster?

The Suppo ant feature ailable for the prod
BusinessObjects Business Intelligence platform

More information: KBA 2911451

Click Start to launch the Support

17



Support Assistant

Which Bus ntelligence product ar u using?

In which area of the Bl Platform is the issue being faced?

Installation & Update [| Web Server [l Authentication | Schedulin

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

Performance

Information bel

w may help you identify

solution.

18



Which Bus ntelligence product

In which area of the Bl Platform is the

u using?

issue being faced?

What type of install action are you performin

Chow s | piin P
P C Show N

oL

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

n b |

Support Assistant

Installation &

None

Information bel

w may help you identify

solution.

Full build for

r Full build fe AP Bu

an |l find it ?
ult |

19



What type of install action are you performing?

What kind of install are you doing

1e before, durin after installation?

Detail the current and target Bl environment:

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

ct BI, CMS DB, OS5 & web

Support Assistant

Installation &

Information bel

may help you identify

solution.

n | find it ?

inform

nment one at atime

th minimal im
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What kind of install are you doin

1e before, during or after installation?

Detail the current and target Bl environment: ex

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

Support Assistant

Information bel

may help you identify

solution.

n | find it ?

inform

onment one eata

th minimal im
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Support Assistant

provide a short descriptive title for yi

Installation failing when installing on AIX

The installation of the Bl Platform on my AlX server is failing and | need assistance in finding root cause for this. This is
a fresh installation and a newly built AIX machine with lots of resources

ou for using the Support A

Top Suggested Content

SAP Support engineers have ontent to ilar issues in the t. There are more
recommendations to the right a

2671301 - What is the ONE Installer and where | find it ?
1757132 - Bl4 Support Pack Update and Patch Install Best Practice Guide

1807514 - How to patch a Bl 4.x Clustered environment one node at a tim

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

Information bel

w may help you identify

solution.

onment one ne

at a time

ith minimal im

omponents of Bl
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ﬁtﬁ\ < p..i ' ':, Contact SAP Support Knowledge Base £

Create an Incident

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

i 3 T

x " B Y E & E ¢ 1§ Moreinformation

The installation of the BI Platform on my AIX server is falling and | need assistance in finding root cause for
this. This is a fresh installaion and a newly built A1X machine with lofs of resourcas

Support Assistant History Product: SAP BusingssObjects Business Intelligance platform

Bl Platform

Installation & Update

Updating & Patching

@: What kind of install are you doing?

A: Standalone or single node

@ I5 the issue before, during or after installation?

A: During the install
G Detail the current and target Bl environment: exact B1, CMS DB, 05 & web senver versions
B

test
®Languada Erlglnh
[1] use Product Functions for a simpler way to categorize your Esue X
*

Bl-BIP-IN5 (Installation, Updates, Upgrade, Patching)

Folow f . D in

Contact Us Share Your Feedback About the Launchpad Status

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

N ® & v
Expert Search
Information below may help you identify a solution.

Powered by Incident Solution Matching

2671301 - What is the ONE Installer and where can | find it ?

‘What is ONE Installer and where can i find it 7 Need more information about the OME installer whi...
EBI-BIP-INS KEBA (hov

1757132 - Bl4 Support Pack Update and Patch Install Best Practice Guide
A guide to best practices for upgrading to SAP BusinessObjects Business Intelligence (BI) 4.x
BI-BIP-INS KBA (how to)

1683481 - InstallData Folder on SAP BusinessObjects Business Intelligence Platform
4.0/ 4.1 (SAP BI)

The InstallData directory on the SAP Bl server is growing. There is a need to know how to clean t...
BI-BIP-DEP KBA (how to)

1807514 - How to patch a Bl 4.x Clustered environment one node at a time
(sequentially)

Wou wish to patch a SAP Bl 4.x clustered environment sequentially with minimal impact on
CUSLOMET....

BI-BIP-INS KBA (how ta)

1952120 - Bes while InstalllUpdate/Patching B

MNeed to installipatch/update SAP BusinessObjects Business Intelligence Platform 4.x or SAP
Busine...

BI-BIP-INS T ——

t practices & pre-requisites on Window:

Alternative Support Channels

2423469 - Usefu Book a session with a Support Expert to discuss your issue. |[Master

Note] For more details, please refer to KBA 2854599,
Reqguire Best Practi ct
BI-BIP-DEP Join a Chat session with a Support Expert.

For more details, please refer to the SAP note 2570790.

Review & Submit Incide Schedule an Expert = Start Expert Chat | §Save as Draft Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy

23



ﬁtﬁ\ < p..i ' ':, Contact SAP Support Knowledge Base £

Create an Incident

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

*Nascrntion ;ﬂ_r :'*: [y B _.7'. ey B [¥] E B = = L,-" E Moae Informadssn

The installation of the BI Platform on my AIX server is falling and | need assistance in finding root cause for
this. This is a fresh installaion and a newly built A1X machine with lofs of resourcas

Support Assistant History Product: SAP BusingssObjects Business Intelligance platform

Bl Platform

Installation & Update

Updating & Patching

@: What kind of install are you doing?

A: Standalone or single node

@ I5 the issue before, during or after installation?

A: During the install
G Detail the current and target Bl environment: exact B1, CMS DB, 05 & web senver versions
B

test
®Languada Erlglnh
[1] use Product Functions for a simpler way to categorize your Esue X
*

Bl-BIP-IN5 (Installation, Updates, Upgrade, Patching)

Folow f . D in

Contact Us Share Your Feedback About the Launchpad Status

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

W @ & v

Expert Search

Information below may help you identify a solution.

Powered by Incident Solution Matching

2671301 - What is the ONE Installer and where can | find it ?

‘What is ONE Installer and where can i find it 7 Need more information about the OME installer whi...
EBI-BIP-INS KEBA (hov

1757132 - Bl4 Support Pack Update and Patch Install Best Practice Guide
A guide to best practices for upgrading to SAP BusinessObjects Business Intelligence (BI) 4.x
BI-BIP-INS KBA (how to)

1683481 - InstallData Folder on SAP BusinessObjects Business Intelligence Platform
4.0/ 4.1 (SAP BI)

The InstallData directory on the SAP Bl server is growing. There is a need to know how to clean t...
BI-BIP-DEP KBA (how to)

1807514 - How to patch a Bl 4.x Clustered environment one node at a time
(sequentially)

Wou wish to patch a SAP Bl 4.x clustered environment sequentially with minimal impact on
CUSLOMET....

BI-BIP-INS KBA (how ta)

1952120 - Bes

MNeed to installipatch/update SAP BusinessObjects Business Intelligence Platform 4.x or SAP
Busine...

BI-BIP-INS KRA (how to)

t practices & pre-requisites on Windows while Install/lUpdate/Patching B

Alternative Support Channels

2423469 - Usefu Book a session with a Support Expert to discuss your issue. | [Master
Note] For more details, please refer to KBA 2854599.
Reguire Best Practi uct
BI-BIP-DEP Join a Chat session with a Support Expert.

- For more details, please refer to the SAP note 2570790.

Review & Submit Incident | Schedule an Expert | Start Expert Chat Save as Draft  Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy

24



Book a Session with an Expert
You can book a meeting for this incident with the assigned engineer to discuss the issue via a Skype call. For more details, see the FAQ and the User Guide.

Current Time Zone in User Profile: UTC

Monday esday Wednesday i 5 Friday

Aug 24 Aug 26 | Aug 28

Available able Available 5 Available

Monday Tuesday

Aug 31 Sepl

3: lable

Available time of day Time Zone Duration (Minutes)
05:30 CET
06:00 CET
06:30 CET
{11

0B:30

Cancel

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



ﬁtﬁ\ < p..i ' ':, Contact SAP Support Knowledge Base £

Create an Incident

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

*Nascrntion ;ﬂ_r :'*: [y B _.7'. ey B [¥] E B = = L,-" E Moae Informadssn

The installation of the BI Platform on my AIX server is falling and | need assistance in finding root cause for
this. This is a fresh installaion and a newly built A1X machine with lofs of resourcas

Support Assistant History Product: SAP BusingssObjects Business Intelligance platform

Bl Platform

Installation & Update

Updating & Patching

@: What kind of install are you doing?

A: Standalone or single node

@ I5 the issue before, during or after installation?

A: During the install
G Detail the current and target Bl environment: exact B1, CMS DB, 05 & web senver versions
B

test
®Languada Erlglnh
[1] use Product Functions for a simpler way to categorize your Esue X
*

Bl-BIP-IN5 (Installation, Updates, Upgrade, Patching)

Folow f . D in

Contact Us Share Your Feedback About the Launchpad Status

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

W @ & v

Expert Search

Information below may help you identify a solution.

Powered by Incident Solution Matching

2671301 - What is the ONE Installer and where can | find it ?

‘What is ONE Installer and where can i find it 7 Need more information about the OME installer whi...
EBI-BIP-INS KEBA (hov

1757132 - Bl4 Support Pack Update and Patch Install Best Practice Guide
A guide to best practices for upgrading to SAP BusinessObjects Business Intelligence (BI) 4.x
BI-BIP-INS KBA (how to)

1683481 - InstallData Folder on SAP BusinessObjects Business Intelligence Platform
4.0/ 4.1 (SAP BI)

The InstallData directory on the SAP Bl server is growing. There is a need to know how to clean t...
BI-BIP-DEP KBA (how to)

1807514 - How to patch a Bl 4.x Clustered environment one node at a time
(sequentially)

Wou wish to patch a SAP Bl 4.x clustered environment sequentially with minimal impact on
CUSLOMET....

BI-BIP-INS KBA (how ta)

1952120 - Bes

MNeed to installipatch/update SAP BusinessObjects Business Intelligence Platform 4.x or SAP
Busine...

BI-BIP-INS KRA (how to)

t practices & pre-requisites on Windows while Install/lUpdate/Patching B

Alternative Support Channels

2423469 - Usefu Book a session with a Support Expert to discuss your issue. | [Master
Note] For more details, please refer to KBA 2854599.
Reguire Best Practi uct
BI-BIP-DEP Join a Chat session with a Support Expert.

- For more details, please refer to the SAP note 2570790.

Review & Submit Incident | = Schedule an Expert | Start Expert Chat §Save as Draft  Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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/é‘ < .-:- ',I Create Incident

»  *Description

Please provide us with more informat

Support A:

v Attachments

Contact Us Share Your Feedback

Knowledge Base ~

ion about your issue or question. This detailed information will help to speed up incident processing.

@ 0

t me specifically before proceeding.

*Description: | ¥ Oh

[
T
I~
*
m
c
M
il
ii
i

The installation of the Bl Platform on my AIX server is failing and | need assistance in finding root cause for this.

This is a fresh installation and a newly built AX machine with lots of resources

istant History: | Product: SAP BusinessObjects Business Intelligence platform
Bl Platform
Installation & Update
Updating & Patching
Q: What kind of install are you doing?
A: Standalone or single node
O Is the issue before, during or after installation?
A: During the install

B

i
)

*Language: | English

ve my approval for SAP Support to reproduce the described issue using any steps provided by me in the

ts. If it is necessary to do this in a

= i= & @ More Information

[i] Use Product Functions for a simpler way to categorize your issue

*Category: Praduct Function

BI-BIP-INS (Installation, Updates, Upgrade, Patching)

About the Launchpad Status

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

Expert Search

Information below may help you identify a solution.

Powered by Incident Solution Matching

wvhile Install/Update/Patching BI

Mead t telligence Platform 4.x or SAP Busine.

IS

1886100 - Error: 'Failed to update cache for execution. Program wil
BusinessObjects Bl software, or when installing Crystal Reports

exit.' when installing SAP

When attempting to install Crysta ts, it fails. Unable to install SAP Busines ects Busi
BI-BIP-INS KBA (problem

re E! D SAP Expert Chat
Obijects

se the maint

Busine

pport Assistant —
Product: SAP BusinessObjects Business Intelligence platform

J-SAPB Bl Platform

Installation Update

Updating Patching

Q: What kind of install are you doing?

A: Standalone or single node

Q: Is the issue before, during or after installation?

=

A During the install

2921

SAP BusinessObject

Product Area selected: SAP BusinessObjects Business
Intelligence platform
Component selected (Support Assistant): BI-BIP-INS

—- Description —

The installation of the Bl Platform on my AlX server is failing and |
need assistance in finding root cause for this. This is a fresh

d 1o install/patch installation and a newly built ALX machine with lots of resources

-INS

Thanks for contacting us. An expert will be with you shortly...




ﬁtﬁ\ < p..i ' ':, Contact SAP Support Knowledge Base £

Create an Incident

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

*Nascrntion ;ﬂ_r :'*: [y B _.7'. ey B [¥] E B = = L,-" E Moae Informadssn

The installation of the BI Platform on my AIX server is falling and | need assistance in finding root cause for
this. This is a fresh installaion and a newly built A1X machine with lofs of resourcas

Support Assistant History Product: SAP BusingssObjects Business Intelligance platform

Bl Platform

Installation & Update

Updating & Patching

@: What kind of install are you doing?

A: Standalone or single node

@ I5 the issue before, during or after installation?

A: During the install
G Detail the current and target Bl environment: exact B1, CMS DB, 05 & web senver versions
B

test
®Languada Erlglnh
[1] use Product Functions for a simpler way to categorize your Esue X
*

Bl-BIP-IN5 (Installation, Updates, Upgrade, Patching)

Folow f . D in

Contact Us Share Your Feedback About the Launchpad Status

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

W @ & v

Expert Search

Information below may help you identify a solution.

Powered by Incident Solution Matching

2671301 - What is the ONE Installer and where can | find it ?

‘What is ONE Installer and where can i find it 7 Need more information about the OME installer whi...
EBI-BIP-INS KEBA (hov

1757132 - Bl4 Support Pack Update and Patch Install Best Practice Guide
A guide to best practices for upgrading to SAP BusinessObjects Business Intelligence (BI) 4.x
BI-BIP-INS KBA (how to)

1683481 - InstallData Folder on SAP BusinessObjects Business Intelligence Platform
4.0/ 4.1 (SAP BI)

The InstallData directory on the SAP Bl server is growing. There is a need to know how to clean t...
BI-BIP-DEP KBA (how to)

1807514 - How to patch a Bl 4.x Clustered environment one node at a time
(sequentially)

Wou wish to patch a SAP Bl 4.x clustered environment sequentially with minimal impact on
CUSLOMET....

BI-BIP-INS KBA (how ta)

1952120 - Bes

MNeed to installipatch/update SAP BusinessObjects Business Intelligence Platform 4.x or SAP
Busine...

BI-BIP-INS KRA (how to)

t practices & pre-requisites on Windows while Install/lUpdate/Patching B

Alternative Support Channels

2423469 - Usefu Book a session with a Support Expert to discuss your issue. | [Master
Note] For more details, please refer to KBA 2854599.
Reguire Best Practi uct
BI-BIP-DEP Join a Chat session with a Support Expert.

- For more details, please refer to the SAP note 2570790.

Review & Submit Incident § Schedule an Expert | Start Expert Chat Save as Draft  Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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Support Assistant

Do you want help solving your
issue faster?

The Suppo ant feature ailable for the prod
BusinessObjects Business Intelligence platform

More information: KBA 2911451

Click Start to launch the Support

29



2

p—i . ':, Create Incident

*System:

System Details:

System Access Data:
System Connection:

EU Data Processing:
System Opener Contact:

*Product Area:

v *Description

Knowledge Base v

Create an Incident

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.

AAA - o
Open the system data
Access Data Missing - Click to maintain
Connection Closed - Click to maintain

No

SAP BusinessObjects Business Intelligence platform

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

)1

ral for SAP Support to reproduce the described issue using any steps provided by me

| give my app

on below, while connected remotely to my non-production environments. If it is

¥ e B L B U = = = I & @ Morelnformatien

Folow f @ ® in @

Contact Us Share Your Feedback About the Launchpad Status

N @ & v

Expert Search

Information below may help you identify a solution.

Powered by Incident Solution Matching

Product Page for SAF BusinessObjects Business Intelligence platform
Get to know what's new, and how to implement and use SAP BusinessObjects Business Intelligence
pl..

SAP Help Portal

Questions around SAP BusinessObjects Business Intelligence platform
Find questions and answers from SAP Community members related to SAP BusinessObjects Business
Int...

SAP Community

Blog Posts for SAP BusinessObjects Business Intelligence platform

Get to know professional and personal experiences, views and insights of SAP Community members.

SAP Community

ts Business Intelligence platform

Road Map for SAP BusinessObije

SAF Road b

s support the journey to SAP's future product portfolio and the Intelligent Enterprise.

sap

Wiki for Business Intelligence (BusinessObjects)

Find broad content for Business Intelligence (BusinessObjects), including How-Tos, Troubleshootin...

SAP Commu

Support by Product Page for SAP BusinessObjects Business Intelligence platform

Find consolidated support-related content and rescurces for SAP products and their latest versions.

SAP Support

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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p-.i- ':, Create Incident

v *Description
Please provide us with more information about your issue or question. This
v| | give my approval fg

n the description bel

necessary to do this

proceeding

*Subject: | Installation failing when |
*Description: | 3¢ [ B B L

The installation of the Bl
for this. Thisis a fresh i

*Language: | English

*Category: Product Function

Attachments

Priority & Contacts

Contact Us Share Your Feedback About the Launchpad Status

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

qN @ & v

Expert Search

Knowledge Base v Enter search term Q
Create an Incident

:lp you identify a solution.

Select a Product Function
Powered by Incident Solution Matching

The Product Function enables you to reach the correct support team. If you cannot see the Product Function you

require, please select a different Product Area. with AIX 7.2

1 various Technology levels (TL)

installation :\ Mote (installation information)
quirements for SAP Kernel
SLlEgeStEd Recently Used *—“. se level and C/C++ runtime level which are |'e-:-irecj :3 the
= ~ lote (fag)
~ SAP BusinessObjects Business Intelligence platform
ng December 2010. Please look at the PAM (Product Availability...
|"I'3:E||.I.E:i3n Mote (installation information)
~ Related Products settings for SAP
- i tly adjusted to ensure optimum performance of SAP applications
“ SAP Data Services
Mote (consulting)
Installation, Deployment and Upgrade
“ SAP Lumira with AIX 7.1
1 various Technology Levels
w Lumira Server Mote (installation information)
Installation and Deployment er Hardware with AIX

r Hardware customers are often concerned about the suppart

Mote (consulting)

mendations
AlX or want to check your current SAP on AIX installation. Th...

edule an E Chat Save as Draft Cancel

Copyright and Trademarks Legal Disclosure Privacy
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< . ',I Create Incident Knowledge Base ~

%

Create an Incident

EU Ldld FTOLESSINE.  NO

System Opener Contact: | Entfer Contact Name 2

*Product Ar

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

P Support to reproduce the described issue using any steps provided by me in the
onnected ref

my non-production environments. If it is necessary to do this in a

Support will contact me specifically before proceeding.

Installation failing when installing on AIX

*Description: | ¥ M & B L % B U = = = @ © More Information

The installation of the Bl Platform on my AlX server is failing and | need assistance in finding root cause for this. This
is a fresh installation and a newly built AX machine with lots of resources

Support Assistant History: | Product: SAP BusinessObjects Business Intelligence platform
Bl Platform
Installation & Update

*Language: | English ~

*Category: Product Function

BI-BIP-IMS (Installation, Updates, Upgrade, Patching)

v Attachments

Contact Us Share Your Feedback About the Launchpad Status

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

a: | SAP BusinessObjects Business Intelligence platform o | [

d ® & .

Expert Search

Information below may help you identify a solution.

Powered by Incident Solution Matching

ePack on Unix em

install Bl 4.x Patch or S

o uninstall SAP Bu

ts Business Intelligence (BI) Platform 4.x

m T

2490588 - Best practices & pre-requisites on Linux while InstallUpdate/Patching BI

Meed to install/patch/update SAP Busir

Objects Busine:

telligence Platform 4.x or SAP Busine...
BI-BIP-INS KBA (how to

2921709 - SAP BusinessObjects Bl Platform 4.3 SPO0 Installation Guides for Windows and Unix
SAP BusinessObjects Bl Platform 4.3 SP00 Installation Guides fo W d Unix
BI-BIP-INS Mote (ir

2921811 - SAP BusinessObjects Bl Platform 4.3 SP00 Upgrade Guide

AP BusinessObjects Bl Platform 4.3 SP00 Upgra
-BIP-INS

m

2887790 - SAP BusinessObjects Business Intelligence platform 4.2 Support Package 08 - What's

BusinessObjects Business Intelligence platform 4.2 Support Package 08 - What's New

8 - Where to find Support Packages / Patches / Full build for SAP BusinessObjects Business
ence Platform 3.x and 4.x7

Where can the Supp r Full build for SAP Busines

t Packages or Patc

s Business Intellig...

BI-BIP-INS KBA (how to

1311985 - How to g Alternative Support Channels
Support Launchpad

Vie do not offer Schedule an Expert for this Product Function or Component.
For more details, please refer to the SAP note 2651981,

Join a Chat session with a Support Expert.
For more details, please refer to the SAP note 2570790.

2650732 - Support

Start Expert Chat Save as Draft  Cancel

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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2

p..i' ':, Create Incident Knowledge Base £ Enter search term Q ’ﬂﬂ (@ &E ™
Alternative Support Channels: DEE | | EnsDEnEFET Expert Search

*Component: | BI-BIP-INS (Installation, Updates, Upgrade, Patching) o

Information below may help you identify a solution.

Powered by Incident Solution Matching

v Attachments
2267287 - Using SAP systems with AlX 7.2

sing SAP systems with AIX 7.2 and various Technology levels (T
Please review the attachable file types and ensure that each attachment is less than 250 MB. Using SAP systems with AIX 7.2 and various Technology levels (TL)
BC-OP-AIX Mote (installation information)

Please note that after this incident has been submitted to SAP attachments cannot be removed.

1458918 - Support for AIX 7.1
[i] Please note that the Support Log Assistant service is only available in English. SAP supports AlX 7.1 Version starting December 2010. Please look at the PAM (Product Availability...

BC-OP-AIX Mote (installation information)

Suggested Files:

[il BI Platform Installer Errors and Wamnings Log [i] BI Platform Installer Setup Log
=i 7806 - AlX: Minimal © equire AP Kermne
II‘ Bl Platform SetupEngine Log [i]l SAP BI Install Manifest file 1780629 - AlX: Minimal OS Requirements for SAP Kernel
|1| Bl Installer je::_o}!l“ent Unit L.;.gg 1 Bl Uninstall ]9:;_.;.3-|v~ent Unit L.;.gr, This note lists the minimal AlX release level and C/C++ runtime level which are required for the ...
A Mote (fag)
Analyze Files [l [SsIau o
2671301 - What is the ONE Installer and where can | find it ?
ﬂ setupengine.log Whit is ONE Installer and where can i find it ? Need more information about the OME installer whi...
Uploaded By: Amanda Gong - Uploaded: Today, 21.08.2020, 13:46:16 - File Size: 3,5 MB - Description: undefined2020-08-21T05:46:16.557Z BI-BIF-INS KBA (how to)
Ready for Analysis ®
1541935 - Using SAP systems with AlX 7.1
InstallManifes‘L.sqLite Using SAP systems with AlX 7.1 and various Technology Levels
_ BC-OP-AIX Mote (installation information)
Uploaded By: Amanda Gong - Uploaded: Today, 21.08.2020, 13:46:16 - File Size: 2,4 MB - Description: undefined2020-08-21T05:46:16.5562
No Analysis Ava ®
1048686 - Recommended AlX settings for SAP
. Several AlX parameters are frequently adjusted to ensure optimum performance of SAP applications
ErrorsAndWarnings.log
N . . - ) . - . . R - . N BC-OP-AIX MNote (consulti
Uploaded By: Amanda Gong + Uploaded: Today, 21.08.2020, 13:46:16 - File Size: 316 Bytes - Description: undefined2020-08-21T05:46:16.553Z
Ready for Analysis i@

2437846 - IBM AIX 7.2 support for SAP BusinessObjects Business Intelligence Platform

Folow f . D in @ Review | i Start Expert Chat Save as Draft Cancel

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




Analyzing Files

Analysis Complete A detailed analysis report has been generated that can help with troubleshooting and
stem issues. Ple the 'Save’ button below to review this report and attach it automatically to

Save Cancel



ﬁﬁ\ < W E . ':, Create Incident Knowledge Base Ve Enter search term Q ’{gﬂ (’D &E Amanda Gong (S0014035200) ~

Alternative Support Channels: FEEREE | | ERlDEETEG Expert Search

Information below may help you identify a solution.

ﬂ setupengine.log
Uploaded By: Amanda Gong (50014035200) - Uploaded: Today, 21.08.2020, 13:46:16 - File Size: 3,5 MB - Description: undefined2020-08-21T705:46:16.557Z Powered by Incident Solution Matching

Ready for Analysis @
2267287 - Using SAP systems with AlX 7.2
E InstallManifest.sglite Contact Information Srmation)
Uploaded By: Amanda Gong (S0014035200) - Uploaded: Today, 21.08.2020, 13:46:16 - File Size: 2,4 MB - Description: undj
No Analysis Available
Name: Amanda Gong o
- - Availability...
. brmation)
ErrorsAndWarnings.log praten
I o o ) Primary Phone: | China 7 +86-41184836067
Uploaded By: Amanda Gong (S0014035200) - Uploaded: Today, 21.08.2020, 13:46:16 - File Size: 316 Bytes - Description: ul °
Ready for Analysis
Secondary Phone: | (Empty) v for the ...
lote (fag)
~ Priority & Contacts Email: | amanda.gong@sap.com
W inci r pr icier Ia riority and verify ils. - staller whi...
To ensure that your incident can be processed efficiently, please select the relevant priority and verify the contact details Time Zone: UTC+8h ! .h.-.--.r-o-.j
Priority: | Medium - Business operations are affected.
Contact Details R Concel
= E— ormation)
MName Role Phone Number E-Mail Time Zone
Amanda Gong 1048686 - R nded AIX settings for SAP
~ Reporter +86-41184836067 amanda.gong@sap.com UTC+8 P 48686 - Recommended AlX settings for SA
50014035200 Several AlX parameters are frequently adjusted to ensure optimum performance of SAP applications
24h Contact ! BC-OP-AIX Mote {consulting)
System Opener !

2437846 - IBM AIX 7.2 support for SAP BusinessObjects Business Intelligence Platform

Is IBM AIX 7.2 supported for SAP BusinessObjects Business Intelligence Platform?

Follow f . D i Review | ‘i Start Expert Chat Save as Draft Cancel

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




Optimized Incident Management Demo




= v\: 1 27 ONE Support Launchpad
— B

@

SAP SuccessFactors Customer Community

SAP News - SAP SuccessFactors

Solutions / Incidents

Report an Incident Manage Incidents

SuccessFactors Solutions / Incidents

Report an Incident Schedule an Expert Favorite Incidents

A Brn

Share Your Feedback About the Launchpad Status

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

Knowledge Base

Do
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f{]\ < r-:' ',l Incident List

Standard

*Status:

[0} 3 ltems

Incidents v

Priority

There have been incidents requiring your action for 7 days. If you want to view the incidents, click here

My Incidents (1)

Incident A
Number Subject Status

500965/ 2020 Test//How to retrieve case Customer
Action

441531/ 2020 SAP Proposed
not tough Solution

511435/ 2020 I HUBERT SAP Proposed
ASE DO NOT TOUGH  Solution

459095/ 2020 = do  SAP Proposed

Solution

Contact Us Share Your Feedback About the Launchpad Status

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

Updated At 1:58:07 PM UTC+8

Priority

Low

Low

Low

Installation

SFSF - Edit

SAP HYBRIS

MARKETING CLOUD

SF5F - Edit

ERP Standard Support

Q

System/Product

740172443 SFSF

S54_Sapp

SAP SuccessFactors
HXM Core 2005/
C0012552195T3

R

*Last Update:

Within Last 4 Weeks

Component

for SAP OME Support
Launchpad test
purposes only
(XX-SER-SAPSMP-
TEST)

for SAP OME Support
Launchpad test
purposes only
(XX-SER-S5APSMP-
TEST)

for SAP OMNE Support
Launchpad test
purposes only
(XX-SER-SAPSMP-
TEST)

for SAP ONE Support
Launchpad test
purposes only
(XX-SER-5APSMP-
TEST)

Reporter

Rick Kinner

Test Cloud

Rick Kinner

Test Cloud

~ - (No system name) (%)
Customer Created On
- SAP Test 29.06.2020

Account - aPaul
Pharma Test-Account
AGS Data Quality

- SAP Test
Account - aPaul
Pharma Test-Account
AGS Data Quality

- SAP Test
Account - aPaul
Pharma Test-Account
AGS Data Quality

- SAP Test
Account - aPaul
Pharma Test-Account
AGS Data Quality

Terms of Use

at 01:55 pm

7.05.2020
it 04:00 pm

W
~J

o

05.06.2020
at 02:07 pm

W

@ &

v
Download
Updated On

24.07.2020
at 00:45 pm

28.07.2020
at 01:11 pm

28.07.2020
at 01:17 pm

28.07.2020
at 01:19 pm

Copyright and Trademarks

Adapt Filters (4) ‘

N E @

Auto Confirm
Date

23.08.2020

27.08.2020

27.08.2020

27.08.2020

Legal Disclosure

3
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Basic

Partner-Customer Action

Within Last 4 Weeks

Adapt Filters

Select Filters

39
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*Status:

Priority:

*| ast Upd

Partner-Customer Actic

Very High

Within Last 4 Weeks

m name)

Go

Save View

Save

Restore

Cancel

40



fﬁ\ < r-:' ',l Incident List Incidents v

ter search term Q & (@ & Amanda Gong(S0014035200)

My VH incident| v

is: Priority *Last Update System:
Standard ms s Very High 2@: e Within Last 4 Weeks s - (No system name) '228} ~ Adapt Filters (4) ‘ Go ‘
My last month high incidents N }?
My VH incident yr 7 days. If you want to view the incidents, click here x
My Incidents (0) Updated At 2:09:21 PM (:: Download T\L [=] {@}
Status Priority Installation System/Product Component Reporter Customer Created On Updated On LALEIT L

Date

No data

Contact Us Share Your Feedback About the Launchpad Status Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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fﬁ\ < p..:' ',l Incident List Incidents A4 Enter search term O\ ﬂﬂ (@ &E

Standard

Sorting Grouping Custom tab to add/remove columns

*Status:

Download L |E] &

4

FAN

Search (0} 3 ltems s i 1 1 s Adapt Filters (4) ‘ Go ‘

There have been incidents requiring your action for 7 days. If you want to view the incidents

ncident Details
All Incidents (55) ownload
Incident ¢ . 394461/ 2020 o
Number ubject lated On
~rident Mumbar i el
500065/2020 TestMowtorer] IMCiaent Number 317618 / 2020 )7.2020
Updated on 29.07.2020 at 20:50:34 0:45 pm
Status: SAP Proposed Solution e
317618 /2020 || [i]1394461/ 202 LaSt Changeg dard Support ~ QAS Test incidents to SAP Rick Kinner - SAP Test 29.07.2020 29.07.2020
687) (SV-5MG-SUP-TST) Account - aPaul at 07:34 pm at 07:50 pm
~ Pharma Test-Account
= Reply from SAP AGS Data Quality
317611/2020 [i] Performance 29.07.2020 st 07:48 pm b}’ SAP dard Support  QAS Test incidents to SAP Rick Kinner - SAP Test 29.07.2020 29.07.2020
687) (SV-SMG-SUP-TST) Account - aPaul at 07:22 pm at 07:55 pm
. . Pharma Test-Account
Solution provided AGS Data Quality
459095/ 2020 TEST issue Hubg dard Support QAS for SAP ONE Support Test Cloud - SAP Test 05.06.2020 28.07.2020
NOT tough Confirm DFI-EFI Incident Cancel Lagncwpac test Account - aPaul at 02:07 pm at 01:19 pm
purposes only Pharma Test-Account
(XX-SER-SAPSMP- AGS Data Quality

TEST)

Contact Us Share Your Feedback About the Launchpad Terms of Use Copyright and Trademarks
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N E @

Auto Confirm
Date

23.08.2020

12.09.2020

12.09.2020

27.08.2020

Legal Disclosure
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r-i ! ':, Incidents

@ <

14375/ 2019 2019-12-12: Smoke Test: Please Disregard

| SENT TO SAP J

Details

Incident Details

Status:

Priority:

Re

Creator:
Customer:
Created At:

Last updated at:

Incident 1D:

Last Communication

Communication (9)

orter:

Contacts (1) Attachments (3) Solutions (10)

Sent to SAP
High
Test incidents to SAP (SV-SMG-SUP-TST)

1208936 - SAP Test Account - aPaul Pharma
12.12.2019 at 10:07 pm

20.03.2020 at 00:54 pm
002028376700000143752019

Updated 20.03.2020 at 13:54:34 by

reply

Business Impact

Updated 12.12.2019 at 23:1

w

:54 by

Smoke Test - Change Prio from Low to High

Contact Us

Share Your Feedback

About the Launchpad Status

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

Incidents Ve Enter search term O\

Action Log (22)

Send Update

System Information

%*
SAP SuccessFactors HXM Core 2005 / C0012552195T3 Reply:

0090119095 - SFSF - Edit

'O Connection Closed -

System:
Installation:
Remote Connection: Click to maintain

Login Details: O Access Data Missing - Click to maintain

Further Support Channels

No Schedule an Expert sessions are available.
FAQ can be found in SAP KBA 2651182.

You can book an appointment here, to discuss the status of the
incident with a Support Manager. Further information can be found
in SAP KBA 2854599.

Schedule a Manager

Folow f @ ®© in @

Schedule a Manager | (4 %
T B U == = E &
POWERED BY TINYMCE

Add Attachments

Submit | Request to Close

Terms of Use Copyright and Trademarks Legal Disclosure Privacy
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Questions?




Thank you

For questions, please email us at
sap.incident.management.feedback@sap.com

THE BEST RUN '


mailto:sap.incident.management.feedback@sap.com

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

e . Next-Generation Support

-z

| Next-Generation Support landing page ( )

Pressrelease and analyst guidance
Article: SAP Personalizes Support and Senvices 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 Supportis Award Winning, (
)

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

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

Blogs

Article: Are Traditional Management Models Evaporating? ( )

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

Article: The Future of Support Senices — 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 ( )
Blog: Vision and Strategy ( )

Blog: The Future of Support ( )

Blog: Next-Generation Support ( )

Blog: Next-Generation Support ( )

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

Blog: When support tickets can talk ( )
Blog: What intelligent enterprises can expect from SAP Support in 2018
( )

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

Podcast: SAP Customer Support Podcast (
product ( )

) | Building support into the

Video resources
Videos from SAPPHIRE NOW 2019

: 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 Senices from SAP

: The Next
Generation of Support

Videos from SAPPHIRE NOW 2018
with customer STARA
: Maximizing Value with Support from SAP Digital Business
Senices

: Embrace Next-Generation Support
for the Digital Enterprise
Video from SAP TechEd Bangalore 2018:
— From Traditional Incident Handling to Al-Driven
Support

Video DSAG Annual Conference 2018 keynote —
(German)

at 46:45

46


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/2019/09/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://news.sap.com/what-intelligent-enterprises-can-expect-from-sap-support-in-2018/
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=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/sapandasug/en/session/37423
https://www.youtube.com/watch?v=az2GAgPoRww&feature=youtu.be
https://www.youtube.com/watch?v=Cvxw0VOD52A&t=3s
https://events.sap.com/teched/en/session/42576
https://www.youtube.com/watch?v=DvL0QMPnCOo

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

Webinars
Replay: Next-Generation Support: Oveniew Session

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

Blog: Self-Senice 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

Video: SAP TechEd 2017 inteniew on self-senice and community

SAP ONE Support Launchpad

Blog: Tips and Tricks for SAP ONE Support Launchpad (SAP Community)
Blog: How to manage your launchpad notifications settings (SAP Community)
Video: SAP ONE Support Launchpad

Video: SMS Natifications for SAP ONE Support Launchpad

Webinar: SAP ONE Support Launchpad — Oveniew and How to Get Started

Social media

SAP Support Help on Twitter

SAP Cloud Support on Twitter

WhatsApp landing page (SAP Support Portal)

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

Schedule an Expert
Schedule an Expertlanding page (SAP Support Portal)

Announcement: SAP Adds 35+ New Product Areas for Schedule an Expert (Support
NEWTS))

Blog: How to “Schedule an Expert” in a live session for your SAP solution (SAP
Community)
Blog: How to access SAP’s live support channels (SAP Community)

Video: Schedule an Expert

Video: Schedule an Expert for open incidents
Video: SAP TechEd 2018 Barcelona, SAP Mentor inteniew: Bernhard | uecke with

David Ruiz Badia on Schedule an Expert
Webinar: Oveniew 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 Senices (LinkedIn; Digitalist)
Blog: Real-Time Support (Linkedin)

Video: Expert Chat

Video: SAP Mentor Karin Tillotson and Andy Cobbold on continuous improvements
on the Next-Generation Support Portfolio — from SAP TechEd Las Vegas 2018

Press release and analyst guidance:

Expert Chat (press release)

Expert Chat in Gartner Note (press release)
Webinar: rt Chat t [ Techni

a7


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
http://events.sap.com/teched/en/session/36891
https://twitter.com/SAPSupportHelp
https://twitter.com/SAPCloudSupport
https://support.sap.com/en/my-support/incidents/whatsapp.html
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://youtu.be/9RutFZ1Qoag
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://support.sap.com/en/my-support/incidents.html#section_1575600800
https://news.sap.com/2018/09/sap-adds-35-new-product-areas-for-schedule-an-expert/
https://blogs.sap.com/2019/03/19/live-support-channels-how-to-schedule-an-expert-in-a-live-session-for-your-sap-solution/
https://blogs.sap.com/2017/10/25/schedule-an-expert-and-expert-chat-how-to-access-saps-live-support-channels/
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://events.sap.com/teched/en/session/41906
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
https://events.sap.com/teched/en/session/41045
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

dll

O3 ® () Ask an Expert Peer zuillltt?r? SUppzrlt .
(¥ () AskanExpertPeer( ) uilt-in support landing page ( )

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

Video: ( )
Article: Blog: Making support smart— built-in support using Al / machine learning
( )
Video from SAPPHIRE NOW 2018: —with demo
Sl Al and Machine Learning of built-in support
- - Incident Solution Matching landing page ( ) Article: The Built-In Support Effect For An Integrated, Intelligent User
‘ — Video: Expgrience( )
Article: Al and Machine Learning Drive Automation in Product Support ( Webinar:
)
Article: Enter the Next Level of Customer Support Experience with Al
Technology ( )
Article: Customer Convenience through Senice Automation (
)
Blog: Al-Powered Support: A Guiding Light for Simplified Support ( )
Blog: SAP launches an Al enabled incident wizard in SAP ONE Support
Launchpad ( )

Videos from SAPPHIRE NOW 2018

— Al and Machine Learning taking center
stage

: Driving the customer support
experience with built-in support and machine learning

Webinar:
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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/2019/03/product-support-automation-ai-machine-learning/
https://news.sap.com/2019/01/ai-driven-support-customer-experience/
https://news.sap.com/2019/06/customer-convenience-through-service-automation/
https://www.linkedin.com/pulse/ai-powered-support-guiding-light-simplified-jens-trotzky/
https://blogs.sap.com/2018/11/16/for-faster-resolution-sap-launches-an-ai-enabled-incident-wizard-in-sap-one-support-launchpad/
https://www.youtube.com/watch?v=g_8epEUJa8c
https://www.youtube.com/watch?v=UrUU3lvl_Cg
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190423
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://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://events.sap.com/sapandasug/en/session/37423
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

