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SAP Enterprise Support
The foundation for customer success

Proactive 

and preventive

support

Across all 

deployment 

options

Empowerment
Innovation and 

value realization
Mission-critical 

support
Collaboration

Digital core InnovationsCloud

Intelligent enterprise

Consumption of innovation I Value realization I Business outcomes I End-to-end optimization

SAP Enterprise Support

The foundation for customer success
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Collaboration

As part of SAP Enterprise Support you have access to 

multiple collaborative resources, that have a defining impact 

on your success.

• Leverage expert access through collaborative social communities

• Get in touch with SAP experts 24x7, e.g. via the SAP ONE Support 

Launchpad

• Benefit from targeted reports and analyses

• Rely on functional and technical expertise on key areas

• Benefit from advice on the right support deliverables and assets

• Get help to drive innovations
I want to get guidance from 

SAP to help me realize more 

value from my investment.”

Further information on how to enable the Intelligent Enterprise with SAP Enterprise Support can be found within 

this brochure

https://d.dam.sap.com/a/WEs96uJ/SAP%20Enterprise%20Support_%20The%20Choice%20for%20the%20Intelligent%20Enterprise.pdf
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GETTING STARTED with Collaboration

SAP Customer Interaction Center

Overview Benefits Access Preview

The SAP CIC is the contact 
channel for any non-technical 
questions including

• Existing incidents

• SAP ONE Support 

Launchpad and 

supporting applications

• S-user queries and 

support

• SAP remote service 

requests

The SAP CIC may be reached 
by phone, chat, or email.

The SAP CIC is available 24 
hours a day, 7 days a week, 
365 days a year, and provides 
a central point of contact for 
assistance with non-technical 
queries.

A universal free phone number 
for contacting SAP support in 
most countries through 
landline phones and some 
mobile providers.

Access to a product area 
specific IVR call routing menu.

You may access the SAP 
CIC from the SAP Support 
Portal or through SAP ONE 
Support Launchpad.

Direct access

• Chat with CIC

• Call CIC

• E-mail CIC

Learn more

• Access to CIC

• Topics to contact CIC

• Reference Guide

SAP Support Portal

SAP ONE Support Launchpad 

https://go.support.sap.com/contactus/#/chat
https://support.sap.com/en/contact-us/phone.html
https://go.support.sap.com/contactus/#/email
https://support.sap.com/en/contact-us.html
https://support.sap.com/en/contact-us/cic.html
https://support.sap.com/content/dam/support/en_us/library/ssp/contactus/cic/cic-get-most-from-support.pdf
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GETTING STARTED with Collaboration

Customer Center of Expertise–Overview

Customer with a 

Center of Expertise

Lines of Business

The Customer Center of Expertise is a central point of contact for interaction 

with SAP. It is building the bridge between IT and business and is one of the 

main contacts within your company for SAP-related topics.

All SAP customers may establish the Customer Center of Expertise to gain 

and use full value from SAP.

SAP Support Portal

• Customer Center of Expertise (CCOE)

• Primary Customer COE

PDF

• Getting Started with Primary CCOE 

Certification

• Learn about the Value of a Primary 

Customer Center of Expertise

https://support.sap.com/ccoe
https://support.sap.com/support-programs-services/ccoe/primary-ccoe.html
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/customer-center-of-expertise/ccoe-as-service-provider/primary-ccoe/CCOE_GettingStarted.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/customer-center-of-expertise/ccoe-as-service-provider/primary-ccoe/CCOE_Value_Offering.pdf
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GETTING STARTED with Collaboration

Customer Center of Expertise–Lifetime Journey of IT for Business 

Start your Customer 

COE Journey

http://support.sap.com/ccoe
http://support.sap.com/ccoe
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GETTING STARTED with Collaboration

Customer Center of Expertise–Basic Functions

Customer COE Setup –

the 4 basic functions
Details

Information

• Start new communication channels for end users (such as with SAP Jam, blogs, chats, etc.)

• Position direct, fast and open communication hubs

• Information about company IT strategy / security guidelines and best practices

• Trainings, Knowledge Transfer and Learning Curriculums

• Success Stories and Best Practices

Contract and License

• License / subscription 

• Customer COE internal fees and service catalog

• Existing internal IT pricing models might become obsolete

• Alignment for all SAP related contract activities with cloud offerings in hybrid use cases

• Integration / harmonization of 

SAP support offerings

Innovation

• Collect and bundle the company demand for innovation

• Enhance the scope with line-of-business expertise into to relevant communities

• Manage overall innovation road map together with the business key contacts in the relevant 

areas

• Create hybrid visibility for your innovation demand and collaborate cross-solution focused

• Consider SAP Tools and Services like SAP Pathfinder, S/4HANA Readiness Check, etc. 

Support Operations

• Analyze the existing SAP Support process landscape

• Follow new features from SAP Support

• Define the hybrid support process project if applicable

• Governance of Support Processes 

• Design authority 

• Seamless support for hybrid solutions with enhanced responsibilities if applicable
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GETTING STARTED with Collaboration

SAP Enterprise Support reporting cockpit

SAP Support Portal

• SAP ES reporting cockpit portal

• Release Notes for Wave Releases

SAP ONE Support 
Launchpad

SAP Note 2835500

SAP Community

Blog announcement

The SAP Enterprise Support reporting cockpit is an interactive dashboard analyzing and documenting the 

status of your SAP solution, support services, and achievements based on solution-monitoring capabilities, 

usage of KPIs, consumption of SAP Enterprise Support offerings, support case status, and other support-

relevant metrics.

You may interact, personalize, and design your SAP Enterprise Support report by adding or removing data 

sections, statistics, and tables; drill down into detailed views across products, systems, services, incidents, 

and status. Save your settings as your individual variant or print it as a report.

The SAP Enterprise Support reporting 

cockpit replaces the PDF-based SAP 

Enterprise Support report in SAP ONE 

Support Launchpad.

Please note: You’ll see the data sections 

for the LOBs/installations you are 

authorized for. For more information please 

check KBA 2835500.

http://www.sap.com/esrc
https://support.sap.com/en/my-support.html
https://launchpad.support.sap.com/#/notes/2835500
https://blogs.sap.com/2019/05/15/new-sap-enterprise-support-reporting-cockpit/
https://launchpad.support.sap.com/#/customerinsight360
https://launchpad.support.sap.com/#/notes/2835500
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Prescriptive Guidance

Empowerment

Social Collaboration

Expert Access

Structured content enables guided journey, 

simplification, and accelerated consumption of 

needed enablement content across the entire 

lifecycle.

Access to SAP experts and industry peers 

for professional advice, best practices, 

business insight, and technology know-how.

Collaboration forums allow you to get 

guidance and exchange ideas, and best 

practices with SAP experts and peers. 

Interactive learning formats to empower you with 

the knowledge and skills for realizing your 

deployment strategy.

SAP Enterprise Support value maps – an empowerment and support program, which leads you through the knowledge, skills, and services 

needed to address business challenges and adopt intelligent technologies. Value maps provide direct access to SAP experts, collaboration forums, high-impact 

learning, and prescriptive guidance, to help you achieve meaningful results and unlock new potential for growth. 

Your Benefits

Advance digital skill level with 

interactive learning formats

Maximize the value of your SAP 

solutions

Get quick advice form SAP experts 

and peers

Access to virtual events with leading 

specialists

Achieve deployment and

Operational goals

Reduce training expenditures Easy access to latest news and 

releases Record of learning accomplishments

GETTING STARTED with Collaboration

SAP Enterprise Support–next-generation value maps
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Available SAP Enterprise Support value maps

SAP S/4HANA SAP Business Technology Platform

SAP S/4HANA Cloud Application Lifecycle Management

SAP S/4HANA Cloud, private edition  Business Process Intelligence 

SAP SuccessFactors Business Process Improvement

SAP Customer Experience solutions Data Volume Management

SAP Analytics Solutions Security

SAP Ariba SAP Jam Collaboration

SAP Enterprise Support Value Maps 
Portfolio

https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-s4hana.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-presentation-btp.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-presentation-s4hana-cloud.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-presentation-application-lifecycle-management.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-s4hana-cloud-private-edition.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-presentation-bpi.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-presentation-cloud-sfsf-value-map.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-presentation-business-process-improvement.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-sap-customer-experience-solutions.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-presentation-dvm.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-presentation-analytics-solutions.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-presentation-security.pdf
https://jam2.sapjam.com/groups/IXtTDS0JhPtKxvOxewonS6/overview_page/qyzTK8LpgcvRprjF5oH5KL
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/value-maps/overview-presentation-sap-jam-collaboration.pdf
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http://support.sap.com/valuemaps

SAP Enterprise Support Value Maps  – an empowerment and support program, which leads you through the knowledge, skills, and services needed to address business 

challenges and adopt intelligent technologies. Value maps provide direct access to SAP experts, collaboration forums, high-impact learning, and prescriptive guidance, to 

help you achieve meaningful results and unlock new potential for growth.

Your Benefits

✓ Achieve deployment and operational goals with prescriptive guidance 

✓ Advance employee skill level with interactive learning formats

✓ Maximize the value of your SAP software

✓ Reduce training expenditures 

✓ Access to SAP experts and industry peers for advice and recommendations

✓ Stay informed with latest news and releases 

✓ Attend virtual events with leading specialists 

Access SAP Enterprise Support Value Maps Learning Room platform. 

If you reach the SAP Learning Hub login page, please login and click 

on Access Value Maps again.

Request access to SAP Learning Hub, edition for SAP Enterprise 

Support. Watch the video and refer to our tutorial to learn how to sign 

up and use the hub.If you are already registered you should use 

‘Access Value Maps’ button.

Sign Up Access Value Maps

SAP Enterprise Support Value Maps 

SAP Enterprise Support Value Maps
How to register and access value maps 

Step 1 Step 2

http://support.sap.com/valuemaps
https://enrollment-ac82d52a4.dispatcher.hana.ondemand.com/index.html?itemID=LR_ValueMaps_EN
https://wpb101101.hana.ondemand.com/wpb/wa/wa_esa/~tag/published/index.html?show=project!PR_9712A06E7F284A2:demo
https://wpb101101.hana.ondemand.com/wpb/pub/wa_esa/index.html?library=library.txt&show=book!BO_A221505CF3DC49C#slide!SL_D4C1D0791403D8B0
https://esasupportportal.hana.ondemand.com/esa2
https://enrollment-ac82d52a4.dispatcher.hana.ondemand.com/index.html?itemID=LR_ValueMaps_EN
https://www.youtube.com/watch?v=KvkANQkR-vk
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GETTING STARTED with Collaboration

Example: SAP S/4HANA Cloud Value Map Learning Journey

Run
Optimize the operability

Deploy
Prepare to go live

Realize
Implement technical and functional changes

• Meet-the-Expert: Get Prepared for the 

Quarterly Release Upgrade

• SAP S/4HANA Cloud Portal: SAP 

S/4HANA upgrade process and 

upgrade schedule

• Meet-the-Expert: SAP S/4HANA Cloud 

Release Assessment & Scope Dependency 

Tool 

• …*

• Roadmap Viewer: End user solution 

adoption 

• Blog: The key to a successful 

implementation of S/4HANA Cloud

• …*

• Blogs: Performance Best Practices 

in SAP S/4HANA Cloud 

• Meet-the-Expert + SAP Note: Test 

Automation Tool for SAP S/4HANA 

Cloud 

• Meet-the-Expert: Data Migration with SAP 

S/4HANA Cloud 

• Meet-the-Expert: SAP S/4HANA Cloud 

Extensibility

• …*

Discover
Discover the value of SAP S/4HANA Cloud 

Prepare
Plan, prepare, and start the implementation

Explore
Define all the details

• Discover SAP S/4HANA Cloud (self-

paced)

• openSAP course: How to Best 

Leverage SAP S/4HANA Cloud for 

Your Company

• Meet-the-Expert: The Essentials for Country 

Localization for SAPS/4HANA Cloud 

• Demo: SAP S/4HANA Cloud Trial

• …*

• Meet-the-Expert: SAP S/4HANA 

Cloud Onboarding

• Roadmap Viewer: Implementation 

roadmap for SAP S/4HANA Cloud

• Meet-the-Expert: SAP S/4HANA Cloud with 

SAP Activate

• Meet-the-Expert: Customer Organization 

Readiness for SAPS/4HANA Cloud

• Meet-the-Expert: Data Protection and Privacy 

in SAP Cloud

• …*

• Tutorial + Meet-the-Expert: Finance 

Overview

• Meet-the-Expert: Requesting the Q-

system in SAP S/4HANA Cloud

• Meet-the-Expert: General Data Protection 

Regulation 

• Meet-the-Expert: Integration Overview 

• openSAP course: Extending SAP S/4HANA 

Cloud and SAPS/4HANA

• …*

*Please note that the complete content of the learning journey is available within SAP Enterprise Support value maps learning room.
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Empowerment

Through the SAP Enterprise Support Academy program we 

help you build competency and expand your skills easily.

• Get empowered through extensive learning and education elements of 

the SAP Enterprise Support Academy

• Easily access learning content and services via the new SAP Learning 

Hub platform

• Leverage expert content in various delivery formats and levels of detail

• Making sure you address and cover the right skills gap

• Learn how to run your software solution at peak performance

• Get your organization ready for innovation and accelerate innovation 

throughout the company

“I need to make sure that 

both, business and IT, have 

the right knowledge and 

skills.”
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GETTING STARTED with Empowerment

SAP Enterprise Support Academy–SAP Learning Hub and Newsletter

Additional Information

• SAP Enterprise Support Academy

• Sign up for access 

• Topics to contact CIC (S-user request)

• SAP Enterprise Support value maps

• Subscribe for the newsletter

Video

• How to sign up

• How to search in SAP Learning Hub

Increased speed in integrating digital projects and developing digital capabilities 
and skills within your project

Access our learning environment that is intuitive, social, collaborative, and reactive 

to your learning needs.

We use SAP Learning Hub, edition for SAP Enterprise Support to bring you 

knowledge transfer services.

• Accelerate your learning with prescriptive and social-driven guidance with a 

customizable learning plan

• Registration via S-user may be required to consume the learning material

Stay informed about the range of services and educational content offered by 

subscribing to the SAP Enterprise Support Academy update.

Tap into SAP Support expertise fueled by the SAP Enterprise Support Academy to achieve 

your business outcomes while boosting proficiency and fostering continuous innovation.

https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy.html
https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/learn.html
https://support.sap.com/en/contact-us/cic.html
https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/value-maps.html
https://www.sap.com/cmp/nl/enterprise-support-academy/index.html
https://wpb101101.hana.ondemand.com/wpb/wa/wa_esa/~tag/published/index.html?show=project!PR_9712A06E7F284A2:demo#3
https://wpb101101.hana.ondemand.com/wpb/wa/wa_esa/~tag/published/index.html?library=library.txt&show=book!BO_ED56F57006147E91#slide!SL_4019F96928F4B485
https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/learn.html
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GETTING STARTED with Empowerment

SAP Enterprise Support Academy–delivery formats

Visit us on SAP Support Portal at SAP Enterprise Support Academy

Value maps Accelerated 

innovation 

enablement

Expert-guided 

Implementations

Meet-the-expert 

sessions/recordings

Tutorials

Continuous quality 

check and improvement 

services

Guided

self-services

Videos

Programs Best practices Collections

https://support.sap.com/esacademy
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GETTING STARTED with Empowerment

Continuous Quality Checks (CQC)

SAP Support Portal

• SAP Enterprise Support Delivery  

(CQCs & Improvement Services)

• Remote Support

SAP Note

• Central preparatory note (91488)

o Open a customer incident on 

component “SV-BO-REQ” to request a 

remote service 

o Contact your SAP Enterprise Support 

advisory to get a tailored service plan

SAP Continuous Quality Checks
SAP Improvement 

Services 

• SAP CQC Business Process 

Improvement 

(only applicable for SAP ERP 

software)

• SAP CQC Business Process 

Performance Optimization

• SAP CQC Configuration Check

• SAP CQC Data Consistency 

Management 

• SAP CQC Data Volume 

Management

• SAP CQC Downtime Assessment

• SAP CQC EarlyWatch Check

• SAP CQC Going Live Support

• SAP CQC For Implementation

• SAP CQC Interface 

Management

• SAP CQC OS/DB Migration 

Check

• SAP CQC Security 

Optimization Check

• SAP CQC Technical 

Performance Optimization

• SAP CQC Transport 

Execution Analysis

• SAP CQC Upgrade

• SAP CQC Upgrade 

Assessment

• SAP CQC SAP 

Modification 

Justification Check

• SAP CQC SAP 

Custom Code 

Maintainability Check

https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services.html
https://support.sap.com/remote-support.html
http://launchpad.support.sap.com/#/notes/91488
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/SAP%20CQC%20BPI.pdf
https://support.sap.com/content/dam/support/en_us/library/en_us/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqcbppo.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqccc.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqcdcm.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqcdvm.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqcda.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqcewc.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqcgolive.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqc-implementation.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqcosdb.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqcso.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqctpo.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqctea.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqcupgrade.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/cqcua.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/issapmjc.pdf
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services/issapccmc.pdf
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Innovation & Value Realization

We provide you with tools and proactive services that help in 

identifying and realizing business value.

• Benefit from usually quarterly releases to develop an appropriate 

strategy that increases feature adoption

• Co-innovate with SAP on SAP solution deliverables to become an 

early adopter of support innovations and to help improve the support 

offering

• Leverage built-in SAP ONE Support capabilities to manage hybrid 

software landscapes more successfully 

• Implement and manage hybrid IT landscapes and leverage the full 

potential with the help of SAP Solution Manager – if already in place to 

cover the on-premise solution

“I want to have a great 

customer experience, 

facilitating success and 

rapid adoption of 

innovation.”
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SAP Innovation and Optimization Pathfinder

on Spotlight
Innovation recommendations, industry benchmarks, and 

optimization potentials for business and IT 

http://www.sap.com/pathfinder

Find more information here. 

SAP Roadmap Explorer
Roadmap of software innovations

http://www.sap.com/innovationdiscovery

Process Discovery
SAP S/4HANA recommendations

www.s4hana.com

SAP Fiori Apps Library –

Recommendations Self Service
Improvement through SAP Fiori Apps

http://www.sap.com/fiori-apps-library

SAP Readiness Check 
Identification of prerequisites to a migration to SAP S/4HANA

https://help.sap.com/viewer/p/SAP_READINESS_CHECK

SAP Transformation Navigator
Creation of the plan for your digital transformation journey

http://www.sap.com/transformationnavigator

I Detailed RecommendationsI Starting Point

GETTING STARTED with Innovation & Value Realization

Tailored Recommendations

http://www.sap.com/pathfinder
https://support.sap.com/en/release-upgrade-maintenance/value-support.html
http://www.sap.com/innovationdiscovery
http://www.s4hana.com/
http://www.sap.com/fiori-apps-library
https://help.sap.com/viewer/p/SAP_READINESS_CHECK
http://www.sap.com/transformationnavigator
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Build
the configuration

Design 
business processes

Automate
problem resolution

Analyze
the root-cause

Correct
the problem

Detect
incidents

Deploy
to production

Test
the quality

Application lifecycle management assists 

the implementation and operations

of SAP-centric solutions

▪ Accelerate time-to-value

▪ Safeguard business continuity

▪ Reduce cost of ownership

You can learn more here.

 for hybrid solutions

 included in on-premise maintenance 

agreements

 for hybrid cloud solutions

 included in SAP Enterprise Support, 

cloud editions 

Application Lifecycle Management 

Manage the Lifecycle of Your Landscape

https://support.sap.com/en/alm.html
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Co-innovate with SAP on strategic support topics

SAP Enterprise Support Advisory Council
As part of the SAP Enterprise Support Advisory Council program, participants become early adopters of the latest support innovations. They also profit from a

bigger investment from SAP’s side and have the opportunity of directly influencing SAP’s support offering in a meaningful way based on their own requirements.

New technologies New content New tools Engagement experience

Early adopter

Expert access

Direct influence

Pilot new offerings

Direct feedback

Transparency

Co-innovation, close collaboration and co-investment 

SAP

CUSTOMER

http://support.sap.com/esac
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Move to the cloud with SAP Enterprise Support

Evaluate the 

opportunities 

and value of 

cloud

Pick the right 

cloud solutions 

and integration 

scenarios

Focus on 

simplicity and fit-

to-standard but 

also rely on 

flexibility

Implement 

technical and 

functional 

changes

Execute the new 

implementation 

or landscape 

transformation

Focus on 
continuous 

optimization of 
adoption and 
consumption

Adopt and run 

SAP cloud 

solutions with 

optimal 

performance 

Transition 

from on-

premise to 

cloud 

solutions

SAP Enterprise Support

Prepare DeployRealizeDiscover Explore Run

Close the 

skills gap

Pinpoint relevant 

services and tools

Identify value 

potential 

Realize value and 

measure success

SAP Enterprise Support Academy, 

Value Maps, and Advisory 

Intelligent Tools, e.g. 

SAP Pathfinder 

SAP Enterprise Support 

Advisory Council
Co-innovate Collaborate

Transition OperateSAP Cloud 

Application Lifecycle Management
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Mission-Critical Support

We relieve you of any critical situations and provide various 

cutting-edge access points to facilitate rapid collaboration 

with SAP support experts.

• Rely on service-level agreements for faster issue resolution, whereat 

initial response time typically already includes a first qualified answer

• Benefit from Next-Generation Support features such as Schedule an 

Expert product sessions and Expert Chat, if available for the solution

• Count on 24x7 mission-critical support and speed up incidents through 

the Customer Interaction Center if needed

“In case of a production-

down situation, I need to 

resume business operations 

as quickly as possible.”



23PUBLIC© 2021 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

How some customers feel before learning about SAP Support 

Incident Management Tips and Tricks
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How most customers feel after learning about SAP Support Incident 

Management Tips and Tricks
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GETTING STARTED with Mission Critical Support

Next Generation Support

Next-Generation Support has several 

comprehensive solutions – so you never 

have to ask a question, and if you do 

have a question, you receive an answer 

instantly.

• SAP Support Portal

• SAP Knowledge Base Articles (KBAs) 

via Google search

• Automatic translation

• SMS notifications

• Guided Answers

• SAP BusinessObjects BI support tool

• Automated search for SAP Notes 

• Performance Assistant

• SAP Community

• Support by Product

We offer real-time support channels 

with live and direct access to SAP’s 

support experts.

• Expert Chat

• Schedule an Expert

• Ask an Expert Peer

• Schedule a Manager

• Call-1-SAP & Customer Interaction 

Center (CIC)

Benefit from a seamless and intuitive 

omnichannel support experience with 

personalized, context- sensitive 

support when and where you need it.

• SAP ONE Support Launchpad

• Incident creation application

• Social Media integration

• Built-in support

• Cloud Availability Center

• SAP Cloud Trust Center

SAP constantly innovates to 

improve our products and provide 

you with a world-class support 

experience. 

• Thought leadership

• Artificial Intelligence / 

Machine Learning

• Incident Solution Matching

Self-service and 

incident prevention

Real-time 

interactions

Digital support 

experience
AI / Machine Learning

https://support.sap.com/en/offerings-programs/strategy.html
https://support.sap.com/en/index.html
https://support.sap.com/en/my-support/knowledge-base.html
https://launchpad.support.sap.com/#/notes/2613605
https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
https://support.sap.com/en/my-support/knowledge-base.html#section_307623726
https://support.sap.com/en/tools/diagnostic-tools.html#section
https://support.sap.com/en/tools/troubleshooting.html#section
https://support.sap.com/en/tools/troubleshooting.html#section
https://www.sap.com/community.html
https://support.sap.com/en/product.html
https://support.sap.com/en/my-support/product-support.html#section_519294480
https://support.sap.com/en/my-support/product-support.html#section_1575600800
https://support.sap.com/en/my-support/product-support/ask-expert-peer.html
https://support.sap.com/en/my-support/product-support.html#section_193743618
https://support.sap.com/en/contact-us/cic.html
https://launchpad.support.sap.com/
https://news.sap.com/2019/08/tired-of-spending-too-much-time-creating-incidents/
https://twitter.com/SAPSupportHelp
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://support.sap.com/en/my-support/systems-installations/cloud-systems-installations.html
https://www.sap.com/about/cloud-trust-center.html
https://support.sap.com/en/my-support/product-support.html#section_1903672625
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Expert Chat provides a live chat function that connects you to SAP technical support experts instantly.

Real-time interaction
Expert Chat

▪ Live support from SAP 

experts for any technical

question 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

Overview
Preview

▪ 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

Benefits

▪ Access Expert Chat through 

the SAP ONE Support 

Launchpad (several options):

a. Access through the Expert Chat 

tile on your SAP ONE Support 

Launchpad on the My Home 

screen. 

b. Carry out a search in the 

launchpad’s database. Click on 

the Expert Chat-button in the 

upper area.

c. Access Expert Chat through the 

“Contact Us”-menu

d. Access Expert Chat while going 

through the incident submission 

process. Chat functionality is 

built into the incident form.

Access

Contact Us menu in SAP ONE 

Support Launchpad‘s footer bar

Expert Chat tile on My Home in 

SAP ONE Support Launchpad

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/
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Schedule an Expert 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.

Real-time interaction
Schedule an Expert

▪ 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

Overview Preview

▪ 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

Benefits

▪ Access Schedule an Expert 

through the SAP ONE Support 

Launchpad (several entry 

options):

a. Access through the Schedule 

an Expert tile on your SAP 

ONE Support Launchpad home 

screen. 

b. Carry out a search in the 

Launchpad’s database. Click on 

the Schedule an Expert-button 

in the upper area.

c. Access Schedule an Expert 

through the “Contact Us”-menu 

in SAP ONE Support 

Launchpad’s footer bar

Access

„Contact Us“-menu in SAP ONE 

Support Launchpad‘s footer bar

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/
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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

▪ 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 

Overview Preview

▪ 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

Benefits

▪ Schedule a Manager button 

appears in the incident editing 

page in SAP ONE Support 

Launchpad and is active when 

the following conditions are met:

o The incident has been at priority 

High for at least 2 days

o The incident is within Product 

Support 

o A Product Support manager is 

available for the session

▪ Click the Schedule a Manager 

button and then click Book a 

Session

▪ Add the appointment to your 

calendar and receive your 

callback at the scheduled time

Access

Please note: this service is not 

offered for incidents processed 

within development support !

Real-time interaction
Schedule a Manager for high priority incidents

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
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Product Support Accreditation program enables you to make the best out of SAP’s product support tools 

and Next-Generation Support offerings

▪ 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. 

Overview Preview

▪ 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.

Benefits

▪ 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.

Access

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

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

Module 1 

Self-service and 

incident prevention

Module 3

Digital support

experience

Module 2

Real-time 

interactions

Successful 

completion 

confirmed Customer interaction
Self-enablement program for customers at no additional cost.

What’s next? 

Annual 

enrollment is 

encouraged to 

keep up to speed 

with all tools and 

improvements in 

Product Support.

Product Support Accreditation

Final 

Assessment
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GETTING STARTED with Mission-Critical Support

Service level agreements

Priority Initial Response Time Corrective Action Plan Initial Response Time Corrective Action Plan

1 1 hour (real time) 4 hours (real time) 1 hour (real time) 4 hours (real time)

2 4 hours (business hours) 4 hours (real time) -

3 1 business day -

4 2 business days -

SAP Enterprise Support Scope Description SAP Cloud Support Policy

SAP Enterprise Support SAP Enterprise Support, cloud editions

https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/sap-enterprise-support-scope-description.pdf
https://www.sap.com/about/agreements/cloud-services.html?search=Support&sort=latest_asc
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GETTING STARTED with Mission Critical Support

Customer Incident - SAP ONE Support Launchpad

SAP Support Portal

• Incidents

• Knowledge Base

PDF

• Support Essential: What a customer 

should know about SAP incident 

processing

For any problem with this application create an 

incident under component: 

“XX-SER-SAPSMP-IBX” 

Details SAP Note

How to create a support incident (contact SAP Product Support) - SAP ONE Support 

Launchpad
SAP Note 1296527

What important information must be included in order to create a perfect SAP Support 

incident?
SAP Note 1922545

Choose the right System (and Product) for your Incident in the SAP One Support 

Launchpad:

• Selecting an incorrect system/product or installation for the incident may have negative impact on 

the processing of the incident you submit

• The support contract depends on the installation, and if an incorrect system/product is selected, 

different SLA’s and resulting different processing times will apply to the incident.

SAP Note 2848890

Enter S-user/person getting the error message

Provide a meaningful short text description and a step-by-step description including 

navigation and description of expected results

Add screenshot of error message and inform about any SAP Notes Search which was done

Open service connection and provide login data  (if required) SAP Note 1773689

Carefully select the incident priority SAP Note 67739

Record only one issue per incident SAP Note 50048

https://support.sap.com/incident
https://support.sap.com/notes
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/customer-center-of-expertise/ccoe-knowledge-transfer/20170515-17-ccoe-mte-support-essentials-launch-chat-sol-final4.pdf
https://launchpad.support.sap.com/#/notes/1296527
https://launchpad.support.sap.com/#/notes/1922545
https://launchpad.support.sap.com/#/notes/2848890
https://launchpad.support.sap.com/#/notes/1773689
https://launchpad.support.sap.com/#/notes/67739
https://launchpad.support.sap.com/#/notes/50048
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