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- Gain insights on the availability of SAP
cloud services and explore security and compliance topics

Lisa Rogage & Nathalie Quiblier, SAP — Global Post Sales Processes
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Disclaimer

The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission of SAP.

Except for your obligation to protect confidential information, this presentation is not subject to your license agreement or any other service
or subscription agreement with SAP. SAP has no obligation to pursue any course of business outlined in this presentation or any related
document, or to develop or release any functionality mentioned therein.

This presentation, or any related document and SAP's strategy and possible future developments, products and or platforms directions and
functionality are all subject to change and may be changed by SAP at any time for any reason without notice. The information in this
presentation is not a commitment, promise or legal obligation to deliver any material, code or functionality. This presentation is provided
without a warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fithess 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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Customer Influence & Interaction - Scope and Customer Journey

Demonstrated by a simplified customer interaction example
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More Information

SAP Trust Center Cloud Availability Center

Related material Related material
Wwww.sap.com/trust-center
saptrustcenter@sap.com

Cloud Availability Center: htips://launchpad.support.sap.com/#CACV?2
Support Portal CAC

SAP Support Portal — My Trust Center (customer classified information)

Universal ID Customer Influence
Related material Related material
Public UID landing page Get connected and influence software development at SAP

SAP for Me

Related material
https://me.sap.com/ - Demo available
Blog Series on SAP Community to stay up-to-date with SAP for Me

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


https://discover.sap.com/universalid/en-us/about.html
https://me.sap.com/
https://community.sap.com/topics/sap-for-me
https://launchpad.support.sap.com/
https://support.sap.com/en/my-support/systems-installations/cloud-systems-installations.html
http://www.sap.com/trust-center
https://support.sap.com/en/my-support/trust-center.html
tps://www.sap.com/about/customer-involvement/influence-adopt.html

SAP Trust Center

Find the information you need on cloud performance,
security, privacy and compliance
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What is the SAP Trust Center?

The SAP Trust Center is a E R i
unified and easy access to
information on security, privacy, e

security, privacy, and compliance.

and compliance.

It is targeted towards
customers, prospects, and

partners.
It ServeS aS an engagement Data Center Locations EE(;
center where you can initiate » ,

reguests, engage with SAP via
chat and email, and collect all
assets and information you
require.

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 6



Where can | find the
SAP Trust Center?

You can access the website by entering:
www.sap.com/trust-center to the navigation
bar of your browser.

SAP Trust Center is also placed under
“about” on www.sap.com page

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Integration is Key to )
digital transformatlonM

CEQ Christian Klein provides an update on .
SAP’s integration road map in the cloud — and
steps we've taken to deliver seamless business
process integration, and more, across both
SAP and hybrid landscapes.

Read the article

News and Press

Find an Event
Il
Integrated Report

& =

N Job Search
About SAP North
Il

America
Knowledge Transfer
for SAP User Groups
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http://www.sap.com/trust-center
http://www.sap.com/

SAP Trust Center expands into the SAP Support Portal

The My Trust Center offers instant access to classified
information and other selected content around security, data

privacy, compliance and agreements topics for all visitors with o Tamceee.
an S-User login.

My Support Products Tools Maintenance Offerings & Programs Application Lifecycle Management

My Trust Center
Find lists of SAP's Sub-processors which provide data m
processing services on behalf of SAP to its customers 3 o S e b e S gt T e % e e

port. SSL Certificates. SAProuter), please proceed here.

Find SAP Security Policies, Frameworks, and Technical

and Organizational Measures (TOMSs) earscstones e e
Cyber Security specific documentation including Incident Q ﬁ

Management Guide, Data Protection & Privacy Guide,
Information Classification, Handling, & Labeling guide

s sub- Find com
h provide data documen N Services
V ces on behalf of
(TOMs). SAP to its customers reports. and certificates

There is a subscription functionality for many of the resources
which offer notifications about changes
and updates for content of particular relevance.

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 8


https://support.sap.com/en/my-support/trust-center.html
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Overview

The Cloud Availability Center (CAC) provides full information transparency for customers. With the related Cloud System
Notification Subscription (CSNS), cloud customers are constantly informed about any unplanned outage.

CAC is a personalized customer dashboard

with a focus on relevant information

about the availability and maintenance of their
productive (and in some cases non-productive) cloud
systems.

The CSNS application allows your customers to add,
customize, and manage their subscriptions. Using this
tool, customers can stay constantly informed and
receive timely updates regarding their SAP cloud
services, including but not limited to, planned and
unplanned downtimes

22.000+ onboarded Customers
130+ onboarded Cloud Services

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Cloud Availability Center

Your personalized dashboard for cloud services availability status and maintenance overview
The application can be accessed via the SAP ONE Support Launch Pad.
Access to the updated user guide and Solution Brief is possible via the Support Page.

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Be constantly informed about the current availability of your SAP cloud services and
receive timely updates during possible business downtime situations

Download and save your monthly communicated availability incl. detailed list of
events (calculated on system level)

Plan your daily business better with an overview of upcoming
maintenance events

Obtain a comprehensive list of all the notifications for any event during the past
12 months

View the timeline displaying past system downtime events as well as
upcoming and cancelled maintenance events

12


https://launchpad.support.sap.com/#/cacv2
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/systems-installations/cac/cloud-availability-center-user-guide.pdf
https://www.sap.com/documents/2019/06/bc581671-547d-0010-87a3-c30de2ffd8ff.html
https://support.sap.com/en/my-support/systems-installations/cac.html#section_copy

Cloud Availability Center

S user login is required.

Users can view the current status and past
availability, notifications, availability reporting,
etc. for the company codes of their S user.

The SAP cloud services are being incrementally
integrated into the Cloud Availability Center and
the Cloud System Notification Subscription
application.

Currently not supported products: SAP Ariba,
SAP Fieldglass (both planned for 2021), SAP
Concur (no date confirmed).

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Cloud System Notification Subscription

Manage Subscriptions for Cloud Availability Center (CAC) Notifications
The application can be accessed via the SAP ONE Support Launch Pad.

Access to the updated user guide and Solution Brief is possible via the Support Page.

Add Subscription

SAP Cloud for Customer - SAP Cloud for Customer
SAP Cloud for Customer
Notification Type

v Customer Communication

Disruption / Degradation: Maintenance:

v Initial v Announcement
v Update v Cancelled

v Resolved v Update

v Intermediate RCA v Completed

v Final RCA

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

View your own subscriptions for

Cloud Availability Center notifications
in My Subscriptions, or subscriptions
of other users (Super Administrator &

Cloud Administrator access required).

Create, change, or delete
subscriptions for Cloud
Avalilability Center
Notifications.

Select the relevant notification types
for each subscription: Customer
Communication,
Disruption/Degradation, or
Maintenance.

=9
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https://launchpad.support.sap.com/#/csns

Solution Brief

User Guide

Support Portal

Report an incident: XX-SER-SAPSMP-SUP


https://launchpad.support.sap.com/#/csns
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/systems-installations/cac/csns_user_guide.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/systems-installations/cac/csns_solution_brief.pdf
http://support.sap.com/csns
https://launchpad.support.sap.com/#/cac
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/systems-installations/cac/cloud-availability-center-user-guide.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/systems-installations/cac/csns_user_guide.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/systems-installations/cac/csns_solution_brief.pdf
https://support.sap.com/en/my-support/systems-installations/cloud-systems-installations.html

Customer notifications

We apologize for impacting your
business and appreciate your patience
while we work to resolve it.

F 3

Issue identified Status update Issue resolved

Dear Customer,
We have identified a Disruption affecting your below entities.
Impact: You will not be able to access the system(s) until resolution.

Customer Name:

Start Time: 08:28:00 UTC on 14 Ociober 2020

Updates will b= published houry on Cloud Availability Center or as soon as
noteworthy progress is made

Product Name Affected Entity

System Number:
000000000740172620
System ID:

CLOUD

System Role:
Production

SAP SuccessFactors Leaming

Pleasze refer fo the attachment for more details

Questions?

Pleaze contact SAF Support the Support Hotline.

Let's Run Better Together!

Your SAP Team 111

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Unplanned downtime
(disruption/degradation)

é 15 minutes after
start of outage

)

(if applicable) within 60
minutes after initial or
last update

@] 15 minutes after
resolution

i
r

.,
-

(if applicable) within
10 business days after
resolution

(if applicable) within
20 business days after
resolution

Planned downtime
(maintenance)

G{x‘:[h.' asap (once known)

)

(if applicable)
P at start of downtime

i
)

w within 15 minutes

after completion

asap (once known)
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Cloud System Notification Subscription

S user login is required.

Manage Cloud Availability Center Notifications

S users (customers) can manage subscriptions for
themselves (customization possible on cloud service e
and notification type level)

Super Admins (customers) can manage subscriptions
for themselves, and view & manage subscriptions for
colleagues within the same company code.

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Speakers

. Bio
Lisa Rogage _ _ .
e Manage the SAP Trust Center content areas in close alignment with our
Business Owner content experts
SAP Trust Center Enhance usability and self-service offerings, integrate new strategic topics

Contact information: lisa.rogage@sap.com, saptrustcenter@sap.com

Bio
Drive functional enhancements of the Cloud Availability Center I ibli
(CAC) based on end-user feedback wr
Prioritize feature backlog Business Owner Cloud
Manage extension of Cloud System Notification Subscriptions Availability Center

(CSNS) to improve the overall CAC customer experience
Contact information: nathalie.Quiblier@sap.com

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Thank you.

&



Follow us

f v R oNin

/contactsap

© 2021 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of
SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its
distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or
warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials.
The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the express warranty
statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional

warranty.

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or
any related presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation,
and SAP SE’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms, directions, and
functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time for any reason
without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or
functionality. 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, and they
should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered
trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names
mentioned are the trademarks of their respective companies.

See www.sap.com/trademark for additional trademark information and notices.
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http://www.sap.com/trademark
https://www.sap.com/registration/contact.html
https://www.linkedin.com/company/sap
https://www.youtube.com/user/SAP
https://twitter.com/sap
https://www.facebook.com/SAP
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© 2021 SAP SE oder ein SAP-Konzernunternehmen. Alle Rechte vorbehalten.

Weitergabe und Vervielféaltigung dieser Publikation oder von Teilen daraus sind, zu welchem Zweck und in welcher Form auch immer,
ohne die ausdriickliche schriftiche Genehmigung durch SAP SE oder ein SAP-Konzernunternehmen nicht gestattet.

In dieser Publikation enthaltene Informationen kénnen ohne vorherige Ankiindigung geandert werden. Die von SAP SE oder deren
Vertriebsfirmen angebotenen Softwareprodukte kdnnen Softwarekomponenten auch anderer Softwarehersteller enthalten. Produkte
kénnen landerspezifische Unterschiede aufweisen.

Die vorliegenden Unterlagen werden von der SAP SE oder einem SAP-Konzernunternehmen bereitgestellt und dienen ausschlieRlich
zu Informationszwecken. Die SAP SE oder ihre Konzernunternehmen tibernehmen keinerlei Haftung oder Gewahrleistung fir Fehler
oder Unvollstandigkeiten in dieser Publikation. Die SAP SE oder ein SAP-Konzernunternehmen steht lediglich fiir Produkte und
Dienstleistungen nach der MaRRgabe ein, die in der Vereinbarung tber die jeweiligen Produkte und Dienstleistungen ausdriicklich
geregelt ist. Keine der hierin enthaltenen Informationen ist als zusatzliche Garantie zu interpretieren.

Insbesondere sind die SAP SE oder ihre Konzernunternehmen in keiner Weise verpflichtet, in dieser Publikation oder einer
zugehdrigen Présentation dargestellte Geschéftsablaufe zu verfolgen oder hierin wiedergegebene Funktionen zu entwickeln oder zu
verodffentlichen. Diese Publikation oder eine zugehdrige Prasentation, die Strategie und etwaige kinftige Entwicklungen, Produkte
und/oder Plattformen der SAP SE oder ihrer Konzernunternehmen kénnen von der SAP SE oder ihren Konzernunternehmen jederzeit
und ohne Angabe von Grinden unangekiindigt gedndert werden. Die in dieser Publikation enthaltenen Informationen stellen keine
Zusage, kein Versprechen und keine rechtliche Verpflichtung zur Lieferung von Material, Code oder Funktionen dar. Sémtliche
vorausschauenden Aussagen unterliegen unterschiedlichen Risiken und Unsicherheiten, durch die die tatsachlichen Ergebnisse von
den Erwartungen abweichen kdnnen. Dem Leser wird empfohlen, diesen vorausschauenden Aussagen kein Ubertriebenes Vertrauen
zu schenken und sich bei Kaufentscheidungen nicht auf sie zu stutzen.

SAP und andere in diesem Dokument erwahnte Produkte und Dienstleistungen von SAP sowie die dazugehdrigen Logos sind Marken
oder eingetragene Marken der SAP SE (oder von einem SAP-Konzernunternehmen) in Deutschland und verschiedenen anderen
Landern weltweit. Alle anderen Namen von Produkten und Dienstleistungen sind Marken der jeweiligen Firmen.

Zusatzliche Informationen zur Marke und Vermerke finden Sie auf der Seite www.sap.com/trademark
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https://www.sap.com/germany/registration/contact.html
http://www.sap.com/trademark
https://www.linkedin.com/company/sap
https://www.youtube.com/user/SAP
https://twitter.com/sap
https://www.facebook.com/SAP

