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Collaboration

i As part of SAP Enterprise Support you have access to
multiple collaborative resources, that have a defining impact
0N 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

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

Innovation and value realization

Empowerment Mission-critical support

Collaboration

4> GETTING STARTED with Collaboration

SAP Customer Interaction Center

Overview Benefits Access Preview
The SAP CIC is the contact The SAP CIC is available 24 You can access the SAP CIC Non-Technical Assistance
channel for any non-technical | hours a day, 7 days a week, from the SAP Support Portal Customer Interaction Center (CIC)
guestions including: 365 days a year, and provides | or through the SAP One The Customer Interaction Center (CIC) is available 24 hours a day, 7
Existing incidents a central point of contact for | Support Launchpad oA kool a5 A ENE B Ut U
The SAP ONE Support aSSIS_tance Wlth non'teChnlcaI Management and Incident Management. Learn more about the CIC.
Launchpad and quenes Direct access: T 2 >
supporting applications _ - Chat with CIC <
S-User queries and A Universal free-phone - CallCIC Chat with CIC CallUs Email CIC

number for contacting SAP

support o E-mail CIC
S ApFE) ¢ : support, accessible in most —_— SAP Support Portal
remote service countries through landline
. . Non-Technical Hel
requests phones and some mobile Learn more here: o ’ Dperations and Maintenance
prOVIderS ° ACCGSS to CIC S, Chat er Landscape System Data
'tl)'he hSAP Clr? f[:an be ref_sllched Topics to contact CIC . t on premise
one, chat, or e-mai :
yp Access to a product area - Reference Guide

specific IVR call routing menu,
now including SAP Ariba,
Concur, and SAP Fieldglass
solutions

SAP ONE Support Launchpad
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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

Collaboration

4> GETTING STARTED with Collaboration
SAP Enterprise Support Reporting Cockpit

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

Empowerment

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.

The content is being improved and
extended. New data sections as well as
cloud solutions and on-premise products
will be implemented and integrated in
upcoming releases.

Please note: You'll see the data sections
for the LOBs/installations you are
authorized for. For more information please
check KBA 2835500.

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

Innovation and value realization

Mission-critical support

SAP Support Portal

SAP ES reporting cockpit portal

Release Notes for Wave Releases

SAP ONE Support
Launchpad

SAP Note 2835500

SAP Community

Blog announcement



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/#/esrrequest
https://launchpad.support.sap.com/#/notes/2835500

Enterprise Support Reporting Cockpit

Summary

Support Contracts

7 B Covered 12
B Mo Cover 0
Technical
Installations Productive Systems Coverage

Open Incidents

4 @ No High Prio Open Incidents
Total

Upcoming Service Sessions

Technical Performance Opt. Session Jan 31, 2022
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On-Premise Systems

Incidents Sent to SAP

39

=

36

Valid Maintenance for Prod Systems

System Maintenance

B Valid 8
[l Expired 6
E No Info 0

Product Versions
Expired

Incidents Sent to SAP by Channel (Last 180 D)
43

Portal

0%

-Sample Summary View

SAP EarlyWatch Alert - Latest Overall Rating

O 43%

Very Critical Prod Coverage of
Systems Productive Systems

Closed Incidents

45 B Manual 25

O Auto 20
Last 180 Days

SAP EarlyWatch Alert Usage

O £\ No Notifications

Subscribed Users
Last 12 Weeks

CCOE Certification Rate (Last 6 Compl Mnths)

32 Total

23 Fulfilled 9 Mot Fulfilled Fulfilment %



Enterprise Support Reporting Cockpit Sample View — Incidents sent to SAP
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S GETTING STARTED with Collaboration
Customer Center of Expertise—Overview

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. . Customer Center of Expertise (CCOE)

« Primary Customer COE

« Getting Started with Primary CCOE

All SAP customers may establish the Customer Center of Expertise to gain
and use full value from SAP.

Certification
@ .. —
O O O - Learn about the Value of a Primary
% 8 Customer Center of Expertise
° ° ® °

Lines of Business Customer with a
Center of Expertise
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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

%> GETTING STARTED with Collaboration

Customer Center of Expertise

Top 7 benefits for all certified Customer COEs

Access to BENCHMARKS within the peer group

FASTER INCIDENT PROGRESSING with special SAP incident
flagging for certified CCOE

FREE ACCESS to SAP Learning Hub solution, including SAP Knowledge Transfer
Products

SPECIAL Customer COE Knowledge Transfer SESSIONS with
SAP experts to various topics

ACCELERATORS FOR VALUE DEVELOPMENT provided by Certified COE
Customers -“Customers share their stories”

EXCLUSIVE ACCESS to the SAP Customer COE Community
Suite (SAP Jam based group)

Customer Center of Expertise Role and Incident Quality Dashboard in the SAP
ONE Support Launchpad (http://launchpad.support.sap.com)

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



“In case of a production-
down situation, | need to*
resume business operations
as quickly as possible.”

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

10



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

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

s, Self-service and
<% incident prevention

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

|

1

|

1

|

: = Automatic translation
1 * SMS notifications

: » Guided Answers

1 = SAP BusinessObijects Bl support tool
|

1

|

1

|

1

|

1

|

|

= Automated search for SAP Notes

= Performance Assistant

= SAP Community

= Support by Product

= SAP Line Opener Connection tool for
system access

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

4

Real-time
interactions

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

= Expert Chat
= Schedule an Expert

= Schedule a Manager
= Ask an Expert Peer
= Call-1-SAP & Customer Interaction

Center (CIC)

| Digital support
experience

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

= SAP Product Support Accreditation

= Customer Center of Expertise (COE)
Cetrtification_Recertification

= Built-in support

= Cloud Availability Center

= SAP Cloud Trust Center

= Q3 2022 SAP for Me

b,

National Fuel

LG

(*Y- Al'/ Machine
‘L Learning
|

SAP constantly innovates to improve
our products and provide you with a
world-class support experience.

= Thought leadership

= Artificial Intelligence /
Machine Learning

= |ncident Solution Matching

I
I

I

I

I

1

I

I = SAP support-assistant-is-your-incident-
: creation-guided-tour
I

I

I

I

I

I

1

I

1

= SAP expert-level-file-analysis-using-
the-support-log-assistant
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https://support.sap.com/en/my-support/product-support.html#section_1903672625
https://blogs.sap.com/2020/07/28/support-assistant-is-your-incident-creation-guided-tour/
https://blogs.sap.com/2020/11/16/expert-level-file-analysis-using-the-support-log-assistant/
https://launchpad.support.sap.com/
https://news.sap.com/2019/08/tired-of-spending-too-much-time-creating-incidents/
https://customeroutreach-cf-frankfurt-customeroutreach-prod-mta569942c4.cfapps.eu10.hana.ondemand.com/accreditation-1.0.0/index.html
https://support.sap.com/en/offerings-programs/ccoe.html
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://support.sap.com/en/my-support/systems-installations/cloud-systems-installations.html
https://www.sap.com/about/cloud-trust-center.html
https://me.sap.com/
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.html#section_193743618
https://support.sap.com/en/my-support/product-support/ask-expert-peer.html
https://support.sap.com/en/contact-us/cic.html
https://support.sap.com/en/offerings-programs/strategy.html
https://support.sap.com/en/index.html
https://support.sap.com/en/my-support/knowledge-base.html
https://launchpad.support.sap.com/#/notes/2613605
https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
https://support.sap.com/en/my-support/knowledge-base.html#section_307623726
https://support.sap.com/en/tools/diagnostic-tools.html#section
https://support.sap.com/en/tools/troubleshooting.html#section
https://support.sap.com/en/tools/troubleshooting.html#section
https://www.sap.com/community.html
https://support.sap.com/en/product.html
https://support.sap.com/en/tools/connectivity-tools/line-opener.html

Self-service and incident prevention
SMS notifications for SAP ONE Support Launchpad

Overview Benefits

New notification channel Driven by customer feedback,
option available for SAP ONE SAP Support now offers text
Support Launchpad messages (SMS)

notifications . )
Itis a new way to receive

SAP Support is offering important notices and
additional ways to deliver information, in addition to e-
notifications instantly via text mail or launchpad-internal
messages (SMS) notifications

Read the blog to learn more It's fast, easy, and

Watch the video customizable

*NOTE: SAP does not charge you to send SMS text messages,
however message and data rates may apply based on your existing
wireless plan for receiving text messages.

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

— It's easy. It's fast. And it’s customizable. You may now
choose to receive text messages (SMS) on topics of your choice, from SAP ONE Support Launchpad.

Access

Enable SMS (text message)
notifications through your
launchpad notifications
settings page

Click on your Name and
Manage Notifications at top
right or access your settings
page through this direct URL

Choose your preferred
notification method by
toggling notifications on or off
for launchpad, e-mail, and
SMS

Simply select the notice types
you would like to receive

Preview

Hnowled

A
%5
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https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
https://www.sap.com/assetdetail/2018/07/500f452f-0e7d-0010-87a3-c30de2ffd8ff.html
https://launchpad.support.sap.com/#/notification/manage

Real-time interaction

Expert Chat

Overview

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

Improves support experience
with real-time interaction

Available for all support levels
and almost all solutions

For more information:

* Learn more about Expert
Chat on SAP Support
Portal

» Expert Chat video

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

Benefits

Connects you real-time with
SAP support

Offers screen-sharing option

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

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

Offers quicker and more
efficient issue resolution

Reduces your project and
operational costs

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

Access

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

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

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

Access Expert Chat through the
“Contact Us”-menu

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

Preview

Expert Chat
Get Real-Time Support

Begin a chat session

Expert Chat tile on My Home in
SAP ONE Support Launchpad

| / Written Incident

IL"'IQ Expert Chat |

Schedule an Expert
%, Phone

&2 E-Mail

Contact Us Share Your A

Contact Us menu in SAP ONE
Support Launchpad's footer bar

15


https://support.sap.com/en/my-support/incidents.html
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
http://launchpad.support.sap.com/

Real-time interaction

Schedule an Expert

Overview

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

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

Check out the Schedule an
Expert video

Visit SAP Support Portal to
learn more

Learn more on how to join
your Schedule an Expert call

o\

é\\‘ ‘tsia

¥ STAR Award

2018

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

Benefits

Live channel option for you

Interact one-to-one with a
support engineer

Get answers when and where
you need them

Get help and direct support
for any technical question

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

Reduce your waiting time for
response and resolution

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

Access

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

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

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

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

| # Written Incident

" Expert Chat

| Schedule an Expert

%, Phone

4 E-Mail

Contact Us

Share Your F

|
g 1

Preview

Confirmed
o March 07, 14:30

o

Schedule an Expert

an SAP Support engineer in a Ive, cne-on-one 30-minute call
10 assist & ime of your choosing. I's that easy.

A ®

View Completed

,Contact Us“-menu in SAP ONE
Support Launchpad's footer bar

16


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/

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

Traditional incident

with Expert Chat

with Schedule an Expert

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

Gather incident- Root cause analysis in Request Preparation

IRT related support and development system access of solution
information

& 6 replies to customer

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

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

l Incident in process at support Incident in process at customer l Incident in process at development (SAP) l Incident waiting time 17



Real-time interaction
Schedule a Manager for high priority incidents

PN

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

Preview

Overview

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

Available for incidents within
Product Support

Incident is on high priority for
at least 2 days

Book an appointment

Benefits

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

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

Access

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

Support
A Product Support manager is

minimum 2 hours in advance Experience a more enhanced : . Upcoming
communication with SAP’s available for the session Jan 22’ 16:15
Sessions delivered via phone Product Support management Click the Schedule a Manager CET

Click here to lean more, or
check this FAQ

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

button and then click Book a
Session

D) | Cancel

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

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



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

Collaboration Empowerment

Innovation and value realization

Mission-critical support

4> GETTING STARTED with Mission Critical Support
Customer Incident - SAP ONE Support Launchpad

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

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

SAP Note 50048

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”

19


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

‘ ‘ Empowerment Innovation and value realization -

Mission-critical support

%> GETTING STARTED with Mission Critical Support

Best Practices for opening an incident

Incident Checklist

Details

Who is affected? One user? All users? This is important as it helps us establish the scope of the
issue.

I?
WHO: Who else is involved? Are you working with a Partner? Are there other groups involved that we
should be aware of?
WHAT? What is the issue you are reporting?
' What is the business impact of the issue?
WHEN? When does (or did) the problem occur? Share any timestamps you can. We might need to review
' logs to find the problem
WHERE? Where does the problem occur? Test environment? Production? Both? This is something we need to
’ know.
b= How might we reproduce the issue? Details matter. Include all steps necessary to replicate the
cagi HOW? problem, as well as any relevant observed factors.
| How can we reach you to work the incident?

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Mission-critical support

4> GETTING STARTED with Mission Critical Support

Best Practices for managing incidents

Know The Status...

Sometimes a disconnect can occur when there isn’t clarity around who owns next steps. Here’s a quick overview of active Incident Statuses.

Sent to SAP In Processing by SAP Customer Action SAP Proposed Solution
Incident has been sent to It's squarely with SAP We need something further We believe we've solved the
us, but work has yet to now. We're working on it. from you in order to proceed problem via solution(s) we have
commence | | (log files, testing, steps) added to the incident. |
- Next action owned by SAP - Next action owned by Customer
- Relevant SLA clocks continue to run - Relevant SLA clocks are stopped
- Only SAP can change the priority - Only Customer can change the priority

And The Priority...

Setting incidents to the correct priority means we can respond in a way that meets your need.

Incidents in a customer owned

Very High _ _ Medium SelCIDLCH status (Customer Action or
- Production system is down or unavailable - Normal business processes are affected. Solution Provided) that d t
- Core critical business processes cannot be executed Low I 4 olution Frovide ) thatdo no
- Imminent go-live or upgrade can’t be completed receive an update from the

- Issue has little / no effect on critical business processes. customer for 14 consecutive

High _ _ calendar days will be considered
- Normal business processes are seriously affected inactive and will automatically

- Potential roadblock for upcoming go-live or upgrade.

close.

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 21
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Mission-critical support

4> GETTING STARTED with Mission Critical Support

Best Practices for escalating incidents

When criticality increases

Details

LT Step 1
. Accelerate the incident by
calling the SAP Customer

Interaction Center

Local CIC numbers (available 24 x 7) can be found via SAP Note 560499
Ask to speed up the incident by explaining the business impact

Consider whether the current priority matches the urgency of the matter

Step 2

Escalate the incident in

case the situation is getting
more critical by calling the SAP
Customer Interaction Center

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

In case of product In case of test / Points of contact:
system: development system:

What core process is Which project? Contact names and
severely affected? Live date, product hours of availability?
What is the financial loss? an release? Work phone numbers
Is a manual workaround Showstopper: yes/no? (no 800xx)?
available or too extensive? Is the go-live date Cell phone number and
How many users are affected? e-mail address?
affected? Is the go-live date
How long has the problem affected?

been going on?

22
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Empowerment Innovation and value realization

Mission-critical support

4> GETTING STARTED with Mission Critical Support

Best Practices for opening an incident

Business Impact Form
SAP Support Incident acceleration/escalation Request Checklist
Incident Creation Best Practices document

Product Support Accreditation Program

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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A; Product Support

Product Support
Accreditation

Make the best out of SAP’s product support tools

and Next-Generation Support offerings! m Product Support Accreditation welcome video
Available to all SAP Customers and Partners with an S- m SAP News Center: Make the Best Out of Interactions with Product Support
User at no additional cost m Access the Product Support Accreditation program

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

?T", Product Support Accreditation

Consists of 3 modules and a final assessment, which can [rour s rrocran | W DO T o

be taken at your own pace and time. Approximate 1 hr
completion time.

incident prevention offerings
real-time interactions

digital support experience

Product Support Accreditation badge is awarded once
the final assessment is completed, which can be
shared on social media

Updated session training information bi-annually — no
need for assessment on earlier learned material.

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 24


https://sapvideoa35699dc5.hana.ondemand.com/?entry_id=1_atn0e8fj
https://news.sap.com/2020/02/make-the-best-out-of-interaction-with-product-support/
https://customeroutreach-cf-frankfurt-customeroutreach-prod-mta569942c4.cfapps.eu10.hana.ondemand.com/accreditation-1.0.0/index.html

Product Support Accreditation

Self-enablement program for customers and partners for Product Support

Product Support Accreditation

B
— . — | — < -
Modu.le 1 Modu_le 2 | Module 3 Final What's next?
Self-service and Real-time Digital support Assessment
incident prevention interactions experience

Annual enrolment
IS encouraged to
: keep up to speed
with all tools and
improvements in
Product Support.

Successful

completion
confirmed
Self-enablement program for customers at no additional cost.
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- GETTING STARTED with Mission-Critical Support
Service level agreements

SAP Enterprise Support

SAP Enterprise Support, cloud editions

SAP Enterprise Support Scope Description

SAP Cloud Support Policy

Corrective Action Plan

Initial Response Time

Corrective Action Plan

4 hours (real time)

1 hour (real time)

4 hours (real time)

4 hours (real time)

Priority Initial Response Time
1 1 hour (real time)
2 4 hours (business hours)
3

1 business day
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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

Next steps and more information

.
®
o

Check out the latest content
https://support.sap.com/enterprisesupport

Get engaged with our experts
Leverage the available interaction channels,
such as SAP Enterprise Support value maps

Contact & follow us:

inf]db =

8+
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Back to Overview »

Useful Links

About SAP Enterprise Support:
Www.sapsupport.info/enterprisesupport

SAP Enterprise Support in the SAP Support Portal:

https://support.sap.com/enterprisesupport

About SAP Enterprise Support Academy:
https://support.sap.com/esacademy

About SAP Enterprise Support Value Maps:
https://support.sap.com/valuemaps

About SAP Enterprise Support Advisory Council:
https://support.sap.com/esac

~N
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http://www.sapsupport.info/enterprisesupport
https://support.sap.com/enterprisesupport
https://support.sap.com/esacademy
https://support.sap.com/valuemaps
https://support.sap.com/esac
https://support.sap.com/enterprisesupport
https://www.youtube.com/sapsupport
http://www.youtube.com/SAPSupport
http://www.youtube.com/SAPSupport
http://www.youtube.com/SAPSupport
http://www.youtube.com/SAPSupport
https://twitter.com/SAPDigitalSvcs
https://twitter.com/SAPDigitalSvcs
http://de.slideshare.net/SAPServices
http://de.slideshare.net/SAPServices
https://support.sap.com/support-programs-services/about/contact-us.html
https://support.sap.com/support-programs-services/about/contact-us.html
https://support.sap.com/support-programs-services/about/contact-us.html
https://support.sap.com/support-programs-services/about/contact-us.html
https://support.sap.com/support-programs-services/about/contact-us.html
https://www.linkedin.com/groups/138840
https://www.linkedin.com/groups/138840
https://www.linkedin.com/groups/138840
https://www.linkedin.com/groups/138840
https://www.facebook.com/SAPDigitalBusinessServices
https://www.facebook.com/SAPDigitalBusinessServices
https://plus.google.com/+SAPCloud

Questions?
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=Y Thank You

VerNeil Mesecher Jr.
RCM Regulated Industries Director —
Customer Engagement

w Mobile +1 (214) 517-6668
®

E-Mail: verneil.mesecher@sap.com

Jennifer Dubler
Sr. Manager — Customer Engagement
RCM NA (US)

'@‘ Maximize The Value You Get from SAP WSAP
)

Phone: +1 (484)-656-6847
Visit sap.com/CustHubIT to connect with peers, SAAET £ I el CO e

stay abreast of trends and know your support
benefits.
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4> GETTING STARTED with Collaboration
Useful Links and SAP Notes (1/4)

COLLABORATION

Contact us (CALL-1-SAP / CIC)

Where to find additional assistance
SAP Support Portal
SAP Community

SAP ONE Support Launchpad

SAP Enterprise Support Report

Customer Center of Expertise (CUSTOMER COE)
. Primary Customer COE

SAP Enterprise Support Value Maps

https://service.sap.com/calllsap

https://support.sap.com/contactus

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

https://go.support.sap.com/contactus/#/email

https://launchpad.support.sap.com/#/notes/560499

(SAP Note 560499 - Customer Interaction Center: Hotline Numbers & E-mail Addresses )

https://support.sap.com (= Personal Demo)

https://www.sap.com/community

https://support.sap.com/en/my-support.html#section 1969201630

https://launchpad.support.sap.com/

https://www.youtube.com/watch?v=9RutFZ10Qoaqg

SAP One Support Launchpad

Collaboration

On-Premise sample Enterprise Support Report (short version)

https://support.sap.com/en/offerings-programs/ccoe.html

https://support.sap.com/en/offerings-programs/ccoe/service-provider/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

https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/value-maps.html 31



https://service.sap.com/call1sap
https://support.sap.com/contactus
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
https://go.support.sap.com/contactus/#/email
https://launchpad.support.sap.com/#/notes/560499
https://support.sap.com/
https://support.sap.com/support-programs-services/about/getting-started/portal-demo.html
https://www.sap.com/community
https://support.sap.com/en/my-support.html#section_1969201630
https://launchpad.support.sap.com/
https://www.youtube.com/watch?v=9RutFZ1Qoag
https://launchpad.support.sap.com/
https://support.sap.com/en/offerings-programs/enterprise-support/collaboration.html
https://support.sap.com/content/dam/support/en_us/library/ssp/offerings-and-programs/sap-enterprise-support/collaboration/sample-report-short-version.pdf
https://support.sap.com/en/offerings-programs/ccoe.html
https://support.sap.com/en/offerings-programs/ccoe/service-provider/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
https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/value-maps.html

4> GETTING STARTED with Empowerment
Useful Links and SAP Notes (2/4)

EMPOWERMENT

SAP Enterprise Support Academy
- Topics to contact CIC (S-user request)
Value Maps
Newsletter registration
Short video: How to sign up for the SAP Learning Hub

Short video: How to search in SAP Learning Hub
Delivery Formats

Service Details / CQC / Remote Support
SAP Note 91488

SAP Note 1793264
Remote Support
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https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy.htmi
https://support.sap.com/en/contact-us/cic.html
https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/value-maps.htmi
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_9712A06E
7F284A2:demo#3

https://wpb101101.hana.ondemand.com/wpb/wa/wa _esa/~tag/published/index.html?library=library.txt&show=book
IBO ED56F57006147E91#slide!SL _4019F96928F4B485

https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/delivery-
formats.html

https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/continuous-quality-
check-improvement-services.html

https://launchpad.support.sap.com/#/notes/91488

https://launchpad.support.sap.com/#/notes/1793264

https://support.sap.com/remote-support.htmi
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https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy.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/delivery-formats.html
https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-academy/continuous-quality-check-improvement-services.html
https://launchpad.support.sap.com/#/notes/91488
https://launchpad.support.sap.com/#/notes/1793264
https://support.sap.com/remote-support.html

4> GETTING STARTED with Innovation & Value Realization
Useful Links and SAP Notes (3/4)

INNOVATION & VALUE REALIZATION

Customer value experience tools

SAP Innovation and Optimization Pathfinder . http:www.sap.com/Pathfinder

Customer overview presentation . https://d.dam.sap.com/a/mXUXyB/Pathfinder%20-%20Customer%20Presentation%20V43.pdf
Business Scenario Recommendations - http://www.s4hana.com/

for SAP S/4AHANA

SAP Fiori Apps Library & SAP Fiori Apps . http://www.sap.com/FAR

Recommendations - http://www.sap.com/solman-value

Innovation Discovery . http://www.sap.com/fiori-app-library

Solution Manager Value Report . http://www.sap.com/innovationdiscovery

SAP Transformation Navigator . http://www.sap.com/transformationnavigator

https://help.sap.com/viewer/p/SAP READINESS CHECK

SAP Solution Manager . https://support.sap.com/en/solution-manager.html
Usage Rights . https://support.sap.com/en/alm/solution-manager/usage-rights.html
Training and Services . https://support.sap.com/en/alm/solution-manager/training-services.html
SAP Help Portal — SAP Solution Manager . https://support.sap.com/en/alm/solution-manager/training-services.html
SAP EarlyWatch Alert Workspace - SAP EarlyWatch Alert Workspace
SAP EarlyWatch Alert pro-active monitoring - SAP EarlyWatch Alert pro-active monitoring
SAP EarlyWatch Alert - SAP EarlyWatch Alert
SAP Note - How to Access the SAP EarlyWatch Alert Fiori Apps in the Cloud (SAP Note 2520319)

Using SAP EarlyWatch Alert (Note 1257308)
SAP EarlyWatch Alert processed at SAP (Note 207223)

SAP Enterprise Support Advisory Council - SAP Enterprise Support Advisory Council
ESAC Program Overview Presentation
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http://www.sap.com/Pathfinder
https://d.dam.sap.com/a/mXUXyB/Pathfinder%20-%20Customer%20Presentation%20V43.pdf
http://www.s4hana.com/
http://www.sap.com/FAR
http://www.sap.com/solman-value
http://www.sap.com/fiori-app-library
http://www.sap.com/innovationdiscovery
http://www.sap.com/transformationnavigator
https://help.sap.com/viewer/p/SAP_READINESS_CHECK
https://support.sap.com/en/solution-manager.html
https://support.sap.com/en/alm/solution-manager/usage-rights.html
https://support.sap.com/en/alm/solution-manager/training-services.html
https://support.sap.com/en/alm/solution-manager/training-services.html
https://blogs.sap.com/2017/08/15/sap-earlywatch-alert-workspace-gain-an-overview-on-your-system-landscape-health/
https://support.sap.com/support-programs-services/services/earlywatch-alert.html
http://help.sap.com/saphelp_sm71_sp12/helpdata/en/2f/de3316e1fc425080f83c718bec41de/frameset.htm
https://launchpad.support.sap.com/#/notes/2520319
https://launchpad.support.sap.com/#/notes/1257308
https://launchpad.support.sap.com/#/notes/207223
https://support.sap.com/en/offerings-programs/enterprise-support/enterprise-support-advisory-council.html
https://d.dam.sap.com/a/9t1xYH9

4> GETTING STARTED with Mission Critical Support
Useful Links and SAP Notes (4/4)

MISSION CRITICAL SUPPORT

Next Generation Support
Brochure: Live Support for Live Businesses
SAP Note 2468675
Guided answer video
Guided answer search
Knowledge base search

Service-Level Agreement
SAP Enterprise Support Scope Description

SAP Cloud Support Policy

Customer Incident

System Data Maintenance
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https://support.sap.com/en/offerings-programs/strateqy.html

https://www.sap.com/documents/2019/08/c60f667e-5e7d-0010-87a3-c30de2ffd8ff.html

https://launchpad.support.sap.com/#/notes/2468675/E

https://www.sap.com/assetdetail/2017/10/c48b9da9-d77c-0010-82c7-eda7laf511fa.html

https://ga.support.sap.com/dtp/viewer/

https://support.sap.com/en/my-support/knowledge-base.html

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

https://support.sap.com/en/my-support/incidents.html

https://support.sap.com/en/my-support/knowledge-base.html

Support Essential: What a Customer Should Know About SAP Incident Processing (PDF)
SAP Note 2138670 — Perfect Customer Incident: What a customer should know about SAP incident processing
with Launchpad

https://support.sap.com/en/my-support/systems-installations.htmi
https://help.sap.com/doc/erp2005 ehp 04/6.04/en-US/0d/cdabd3065e41i28b2266eefa656489/frameset.htm
https://launchpad.support.sap.com/#/notes/172481
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https://support.sap.com/en/offerings-programs/strategy.html
https://www.sap.com/documents/2019/08/c60f667e-5e7d-0010-87a3-c30de2ffd8ff.html
https://launchpad.support.sap.com/#/notes/2468675/E
https://www.sap.com/assetdetail/2017/10/c48b9da9-d77c-0010-82c7-eda71af511fa.html
https://ga.support.sap.com/dtp/viewer/
https://support.sap.com/en/my-support/knowledge-base.html
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
https://support.sap.com/en/my-support/incidents.html
https://support.sap.com/en/my-support/knowledge-base.html
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://i7p.wdf.sap.corp/sap(bD1lbiZjPTAwMQ==)/bc/bsp/sno/ui_entry/entry.htm?param=69765F6D6F64653D3030312669765F7361706E6F7465735F6E756D6265723D3231333836373026
https://support.sap.com/en/my-support/systems-installations.html
https://help.sap.com/doc/erp2005_ehp_04/6.04/en-US/0d/cdabd3065e41f28b2266eefa656489/frameset.htm
https://launchpad.support.sap.com/#/notes/172481

: Empowerment
Collaboration

Innovation and value realization

4> GETTING STARTED with Collaboration

SAP ONE Support Launchpad

Search for Knowledge

documents and business

objects relevant to the user
i

& John Hybrid (50012006820) -

Groups and Tiles| = &7 o i [

are displayed
dependent of the
user profiles

Relevant Info is
displayed directly
on the tile

My SAP Notes & KBAs
1 Am Interested In

& 2

Favortes updated

ABAP Retevant last 8. 0

New

Updated 28
Within last 2 days

¢ utions / Incidents

Find a Solution

/'

epo ident
Legacy Igg
On g

Find your incidents

Incidents
Inbox

SAP HotNews

8 44°

To be reviewed

Solution Proposed

2

SuccessFactors Solutions / Incidents

Find a Solution
Cloud

&

Report an incident

Action Required
Cloud

4

Customer action ne.

Share Your Feedback  About the Launchpad
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Solution Proposed
Cloud

10

Need confimation

Incident Guality
Report
Customer CoE

E73.0.

Last & months

Open Incidents

27

Outstanding incidents

Open Incidents
Cloud

10

Qutstanding incidents

No Updates

34

Within last 7 days

No Updates
Cloud

0

Within last 7 days

High Priority

Critical
Cloud

1

‘Very high & high inci....

DraftIncidents

18

Not sent to SAP

Draft Incidents
Cloud

3

Not sentto SAP

TemsofUse  Copyright and Tredemarks ~ Legal Disclosure  Privacy  PICP4090460155-2

[ B R ]

Mission-critical support

Incident Dashboard
One Stop Incident
Management incl. link
tile to other portals

ONE System Overview
End-to-End view on
landscape incl.
on-premise and cloud
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https://launchpad.support.sap.com/

Collaboration Empowerment Innovation and value realization

Mission-critical support

4> GETTING STARTED with Mission Critical Support

System Data Maintenance

Up-to-date system data is the basis for a great support experience: SAP Support Portal

Correct system data helps to achieve a higher quality of search results
(e.g. search for SAP Notes) - Learn about System Data Maintenance

Some support applications refer automatically to the system data in order to
avoid a repetitive input of data (e.g. create a customer incident) SAP Help Portal

Functions which ease system data maintenance:

. . . . - Synchronize System Data with SAP
The system data overview report allows to review maintained system data at Support Portal

a glance and to easily update them

System data synchronization between SAP Solution Manager and SAP Note
SAP Support Portal can be used

- System data maintenance collective
note (172481)

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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https://support.sap.com/en/my-support/systems-installations.html
https://help.sap.com/doc/erp2005_ehp_04/6.04/en-US/0d/cdabd3065e41f28b2266eefa656489/content.htm
https://launchpad.support.sap.com/#/notes/172481

Next steps and more information

.
®
o

Check out the latest content
https://support.sap.com/enterprisesupport

Get engaged with our experts
Leverage the available interaction channels,
such as SAP Enterprise Support value maps

Contact & follow us:

inf]db =

8+
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Back to Overview »

Useful Links

About SAP Enterprise Support:
Www.sapsupport.info/enterprisesupport

SAP Enterprise Support in the SAP Support Portal:

https://support.sap.com/enterprisesupport

About SAP Enterprise Support Academy:
https://support.sap.com/esacademy

About SAP Enterprise Support Value Maps:
https://support.sap.com/valuemaps

About SAP Enterprise Support Advisory Council:
https://support.sap.com/esac

~N
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http://www.sapsupport.info/enterprisesupport
https://support.sap.com/enterprisesupport
https://support.sap.com/esacademy
https://support.sap.com/valuemaps
https://support.sap.com/esac
https://support.sap.com/enterprisesupport
https://www.youtube.com/sapsupport
http://www.youtube.com/SAPSupport
http://www.youtube.com/SAPSupport
http://www.youtube.com/SAPSupport
http://www.youtube.com/SAPSupport
https://twitter.com/SAPDigitalSvcs
https://twitter.com/SAPDigitalSvcs
http://de.slideshare.net/SAPServices
http://de.slideshare.net/SAPServices
https://support.sap.com/support-programs-services/about/contact-us.html
https://support.sap.com/support-programs-services/about/contact-us.html
https://support.sap.com/support-programs-services/about/contact-us.html
https://support.sap.com/support-programs-services/about/contact-us.html
https://support.sap.com/support-programs-services/about/contact-us.html
https://www.linkedin.com/groups/138840
https://www.linkedin.com/groups/138840
https://www.linkedin.com/groups/138840
https://www.linkedin.com/groups/138840
https://www.facebook.com/SAPDigitalBusinessServices
https://www.facebook.com/SAPDigitalBusinessServices
https://plus.google.com/+SAPCloud

Self-service and incident prevention

SAP Support Portal

Overview

The SAP Support Portal is
your central location for
important support updates
and tasks

Easy navigation through
simplified navigation structure
with five key navigation areas

Mobile-optimization allows
you to access support from
anywhere, at any time, and
with any device

Easy and fast access to
information and applications
on SAP ONE Support
Launchpad

allows you to access support anytime, anywhere, and from any channel.

Benefits

Expanded top tasks area for
one-click-access to the things
you do most — from reporting
incidents to downloading
software, managing users to
viewing your cloud status
dashboard

Access to knowledge
management, most up-to-date
information, and helpful
resources

Quick and efficient search bar
at the center of the home

page

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

Access

https://support.sap.com

Check out the SAP Support

Portal video

SAP Support Portal Home

i

Preview

Desktop
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https://support.sap.com/
https://www.sap.com/assetdetail/2017/05/e63c7116-ba7c-0010-82c7-eda71af511fa.html

Self-service and incident prevention

SAP Knowledge Base Articles (KBAs) with search engine indexing

Overview

Incident-specific documents
Instant publishing

Enriched content (embedded
screenshots)

Rating and free text
commenting features to
provide feedback on the
quality of a KBA

A provides you with incident-specific information through the
SAP ONE Support Launchpad or a search engine — right at your fingertips.

Benefits

Information you can easily
access through the SAP ONE
Support Launchpad or a
search engine when you need
it

Provides you with quick
information on your topic of
interest

Now available: Self-Service

Machine Translation for SAP
Notes and Knowledge Base

Articles

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

Access

Both KBAs and SAP Notes
can be accessed with a valid
S-User through the SAP ONE
Support Launchpad, or using
a search engine (Google)

Launchpad noatification by e-
mail or SMS: Configure your
SAP ONE Support Launchpad
to get notifications when SAP
Notes or SAP Knowledge
Base Articles in your area of
interest are created or
updated. Check out this blog
to learn more.

Preview

@ En! ‘? SAP Knowledge Base Article Kno. i

1842840 - Diagnostics Agent disconnectin
from Solution Manager System - Solution
Manager 7.1

Version 4 from 18.09.2015 in English

Enter search ter

o &

g

CTT¥ 1842840 < Diag Agent di ting from Solution Manager ¢ |

Symptom

Diagnostics Agents are disconnecting from SAP Solution Manager somefimes
As tesull. The Diagnastics Agent is not online under tab Connected Agents in Agent Administration U1 under iitp i/<h

i fagents | g Agent Connectiity | Applications Viewer | [ Appii Fehon

Enables you o start, stop, and restart registered agents

Tl Maintenance Mode ~On @ OFf  History

Connected Agents | Non-authenticated Agents | Connections Logs

Agent Table Size 3uto | w | [ (5 More Details || Auto-refresh on | 9 Export to Microsoft Excel

Full Host Name

fd to Customer 0 customer ratings

sometimes
Agents in Agent Administration Ul under http://<host:

t>-6113/P4] Ping falled (com sap smd

ISMDServerHandie_Slub@52291211 aher 30001 1

ionHandler java: 140}

Viewer Applications Management

Show Changes [ 3k ...
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https://launchpad.support.sap.com/#/notification/manage
https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
https://launchpad.support.sap.com/#/notes/0001842840
https://apps.support.sap.com/sap/support/knowledge/preview/en/1842840

Self-service and incident prevention
Automatic translation for SAP Notes and KBAs

ﬁ SAP launched for SAP Notes and SAP Knowledge Base Articles (KBAS) in the SAP

ONE Support Launchpad. Get fast, machine-generated translation — at the click of a button.

Overview

Available in Japanese, Brazilian
Portuguese, Chinese, Spanish,
French, Russian, Korean, Italian, and
German

Translations are designed to
recognize SAP documentation
and terminology

Based on neural machine translation
and artificial intelligence (Al) to
process entire sentences and phrases

Translation quality is continuously
improving through feedback and
learning
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Benefits

Breaks through language
barriers

Offers fast access to
machine-translated SAP
Notes and KBAs — in your
preferred language — at no
additional cost

Works in real-time

Lets you obtain the right
SAP technical information,
in the right context for your
business

Access

S-user required

Access an SAP Note or SAP
Knowledge Base Article in the
SAP ONE Support Launchpad

Choose the Languages tab and
select Machine Translation

A new browser window opens
and displays the machine
translation

See this KBA

Preview

7 2613605 - Automatic tra. X

L

C (Y | @ Secure | https/pilot.supportsap.com/#/notes,

o

CAD 4
< ST

2613605 - Automatic translation feature in SAP One Support Launchpad

Description

SAP Knowledge Base Article

Product Attributes Languages

Knowledge Base 2613605

Customer Ratings

| 4 (Machine Translation)

Deutsch (Machine Translation)

Portugués (Machine Translation)

Espariol (Mac

ine Translation)

Pycckwit (Macl

[ 3 (Maching]

2H= 0] (Machi

2613605 -SAP ONE Support Launchpad @ B &h#1:R

| Bt

Disclaimer: SAP automatic translation provides machine-translated content that has not been reviewed for accuracy.
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https://launchpad.support.sap.com/#/notes/2613605

Self-service and incident prevention

Guided Answers

h

Overview

Helps you to find the answer
through multiple channels

Uses decision trees concept

Content grows over time and
helps to accommodate new
or unforeseen scenarios

Captures the workflows of
support engineers

Leads you to relevant content
(KBAs, SAP Notes, wikis, and
more) to address your issues

Check out the Guided
Answers video

offers you help by providing a step-by-step guide through an issue or a process.

Benefits

Receive step-by-step
guidance through a particular
problem

Learn how to use the product
as well as troubleshoot it

Select a scenario and be
guided towards a solution
without any further
intervention from a support
engineer

Obtain faster resolution of
problems

Navigate through an easy-to-
use interface
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Access
Guided Answers on SAP
Support Portal

Direct Access To Guided
Answers

Or access Guided Answers
through the SAP Support
Portal using the search

Knowledge Base through
header navigation

Preview

SAP Guided Answers QP
Interactive documentation designed to help troubleshoot issues, navigate processes and guide through tasks.
Search

Search Q

& Guided Answers Trees 221 | Products  Components %

No fitters currently applied.

[Tutorial] How to select the right component for your incident

Product: SAP NetWeaver ~ Component BC-ABA  Details =

Employee Central Standard Reports Troubleshooting in Advanced Reporting

The purpose of this tree i to give you a guide on how to troublesiioot Employee Central Standards Repors.

Product: SAP SuccessFactors HCM Suite Component: LOD-SF-ANA-ODS Details =

Troubleshooting Report Schedule and Output

The purpose of this tree is to give you a guide on how to froubleshoot scheduling reports.

Product: SAP SuccessFactors HCM Core  Component: LOD-SF-ANA-ADH ~ Details =

Agentry - Troubleshooting: SMP 3.0 - Error 14

Agentry Error 14 is an emor popular when the device transmits and cannot see the backend SMP 3.0 server.

Product: SAP Mobile Platform SDK  Component: MOB-SYC-SAP  Details =

How to setup and run the connector through SFTP server
Connectors process through feed files

Product: SAP SuccessFactors Learning ~ Component: LOD-SF-LMS-CON ~ Details =

Not receiving Password reset E-Mails
This Tree will help in troubleshooting the issue of not receiving Password reset E-Mails.



https://www.sap.com/assetdetail/2017/10/c48b9da9-d77c-0010-82c7-eda71af511fa.html
https://support.sap.com/en/my-support/knowledge-base.html#section_307623726
https://ga.support.sap.com/dtp/viewer/
https://support.sap.com/home.html
https://support.sap.com/en/my-support/knowledge-base.html

Self-service and incident prevention
SAP BusinessObjects Bl support tool

— Is a lightweight supportability solution providing reporting and
analysis tools that simplify the life of a Bl administrator.
Overview Benefits Access Preview

A simple, easy to deploy
supportability client for SAP
BusinessObjects Bl platform

Landscape Analysis Report
gives total insight into the
configuration and topology of
the Business Intelligence
environment

Best practices, system
configuration, service
distribution, and other alerts
are checked automatically

Includes a toolbox providing
many additional root cause

Eliminates question ping-pong
and speeds up resolution time

Allows historical capture of
system configuration and
provides a change analysis

Saves the time of admins
through inclusion of helpful
tools such as Security
Analyzer, Authentication, and
E2E Trace Wizards

Find problems and solutions
pro-actively via customizable
landscape alerts

Obfuscate sensitive report

The tool is free of charge for
all SAP BusinessObjects
customers

Downloadable via the
Software Download Center

Information can be found on
the SAP Community Wiki

Version 2.1 webinar and
demo

Alert Summary

e Pl Seech| Semarc Layes Patch Wistory| B Agplcatioms Tommauts s

Aul

analysis and administrative
tools
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https://wiki.scn.sap.com/wiki/display/BOBJ/SAP+BI+Platform+Support+Tool
https://www.youtube.com/watch?v=yuZVdZLO0X4

Self-service and incident prevention
Automated search for SAP Notes

s The

Is a tool that helps you to easily and quickly identify SAP

correction notes for functional issues, your codes, and customizing tables (for standard processes).

Overview

The automated search for SAP
Notes works directly from the
customer system where the issue
occurs

In order to obtain SAP relevant
notes, customer code and
customizing tables, start
transaction ‘ANST and
reproduce the issue

Learn more:

= Check the FAQ, see the
video, and go to the Help
Portal

» Read the blogs: ‘ANST’ and
‘What is ANST’

Benefits

Only notes that are relevant for
the respective issue are identified

No need to choose search terms
for the notes search: As opposed
to notes search based on search
terms you may choose, the
automated search for SAP Notes
tool bases note searches on the
ABAP objects that are involved in
the process

The tool is for ABAP based
systems: either running directly in
the back end system or through a
front end (SAP Fiori, portals)
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Access

Start a transaction ‘ANST’
from the back-end and
reproduce the issue, learn
more in KBA 1818192

Watch the video

Before you proceed, make
sure the following notes are

implemented in your system:

= 2361155
= 2469123
= 2286869

= pogram [Edc Goto System  Hep
v ) =
(V] «E 00 7 Ne 0%
Automated Note Search & Customer Code Detection Tool
@ [[] w Opentrace [W Object Customizing ~ J# Settings T Delete Trace @) Trace On/Off
Execution Data
« Transaction Program BSP Application
‘Web Dynpro Application WD Application Configuration CRM BSP Frame
CRM Webdient CRM UI Frame
Trace Paramete
Description
~/ Save T

Upload Trace
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https://launchpad.support.sap.com/#/notes/1818192
https://www.youtube.com/watch?v=kceOEjaV4bE
https://help.sap.com/viewer/9d6aa238582042678952ab3b4aa5cc71/7.5.13/en-US/2a123a9c1a0a49469143963a71c05fe6.html?q=ANST
https://blogs.sap.com/2018/09/24/anst-support-sap-fiori-applications-and-other-enhancements/
https://blogs.sap.com/2014/01/07/what-is-anstand-why-arent-you-using-it/
https://launchpad.support.sap.com/#/notes/1818192
https://www.youtube.com/watch?v=kceOEjaV4bE
https://launchpad.support.sap.com/#/notes/2361155
https://launchpad.support.sap.com/#/notes/2469123
https://launchpad.support.sap.com/#/notes/2286869

Self-service and incident prevention
Performance Assistant

-

Overview

The Performance Assistant
helps you to easily and
quickly search for SAP Notes
and Knowledge Base Articles
for ABAP messages — based
on the relevant message
code (message class and
number).

Check the FAQ
See the video to learn more

Read the blog

The

Benefits

Receive real-time
documentation updates

If a new SAP Note is created
and contains the ABAP
message code, the
Performance Assistant
identifies it

You benefit from immediate
updates and information on
SAP Notes
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notes and KBAs search tool searches for SAP Notes and Knowledge Base
Articles for ABAP messages — based on the relevant message code (message class and number).

Access

When you get an error
message, double click on the
error message then click on
the binoculars/ search icon,
learn more in KBA 2096401

Watch the video

Preview

Fernishment Type/No.

Interest Data
equence Number

nterest Calc.from

nterest Calc. Type
nt.rate :

nterest Period 01 Jahrich -

fmount

ependency hud
Value-Added Tax -

P Date must be within the interval 01.01..1800 - 31.12.9999 |

[= Performance Assistant

1| |001] Ordinary gamishment &= |E”z\ BN \@HE\ Ei=) ‘i‘
Date must be within the interval 01.01.1800 - 31.12.9999 .
nt. Type 11 Foratiche Kreditgebihr fur Hauptforderung -
01.01.1800 -|31.12.9999
01 Normale Zinsberechnung ~|
I~ |
g b ALA(1)800 ¥ pwdf6373 | IS



https://launchpad.support.sap.com/#/notes/2096401
https://www.youtube.com/watch?v=i3_gbe9XyAQ&feature=player_embedded
https://blogs.sap.com/2014/11/28/got-an-error-message-the-new-tool-panks-is-here-to-help-you/
https://launchpad.support.sap.com/#/notes/2096401
https://www.youtube.com/watch?v=i3_gbe9XyAQ&feature=player_embedded

Self-service and incident prevention

Support by Product

2 With

Overview

Find support information about
your products faster and easier
with support by product pages
in the SAP ONE Support
Launchpad and the SAP

Support Portal

Product pages in both major
support properties contain all
you need to know about your
product (version) — or guide
you to more helpful content if
needed

SAP ONE Support Launchpad
offers a broader range of SAP
products

Read the FAQ or this news
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you get an at-a-glance view of support-related content for products and
product versions in the SAP ONE Support Launchpad and the SAP Support Portal.

Benefits Access
On the support by product SAP ONE Support Launchpad
pages, you will have at-a- (S-user required):

glance view and access to
helpful content and resources
for your product (version):

Add the “My Products” tile to
your personalized home screen
or use the new search

KBAs, documentation, blogs, functionality called “Products”
web pages, tutorials, release and enter the product name you
notes, and more are looking for
Receive easier and faster Easily navigate through the
access of product-related content on the product pages
content relevant to you — all Save product pages as
compiled on one web page “favorites” for future quick
access

On the product pages, you will

find content from different SAP Support Portal:

resources consolidated for you Access through “Products” in the

header navigation

Navigate through the product
pages

Preview

¢ TV reroductPages  Products arch term A W

@ SAP enhancement package 6 for SAP ERP 6.0 ©  &wps For sap ERP 6 (

SAP Knowledge Base Articles D

LSS/ oot om0 e end]|
12673 Document
Number Title e
0002615157  Seniority grouping incorrect du ﬁ
1T0002 data blank after IVWID ¢

0002367324  Further analysis requires a rep:

0002541626 . - . ay Come
WDA Recommendsd Artictes Auiated Pages Stay Connected

0002536110 eSocial: $-1030 Job events

Pratay indicatar far nlan XXX

Example: Product
page in launchpad

Example: Product page in SAP Support Portal
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https://launchpad.support.sap.com/#/productsearch
https://support.sap.com/en/products.html
https://support.sap.com/en/product.html
https://news.sap.com/sap-launches-support-by-product-pages/
https://launchpad.support.sap.com/#/personalization
https://launchpad.support.sap.com/#/productsearch
https://support.sap.com/en/products.html

How we interact with our Customers
SAP Community: No-one is faster than all of us!

SAP’s professional social network:
Comprises several collaborative communities
Discussion forums, blogs & videos

Quick access to expert advise: Access knowledge and get
answers to How-to and consulting question from the SAP Forums

http://go.sap.com/community.html
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w Commumty Topics Answers Blogs Events Programs Resources What's New Q &
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Welcome to the SAP Community

Search your question here...

Have a question? Start typing here..

Featured Community Content Subscribe to Community newsletter
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badge:
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Real-time interaction

Expert Chat

Overview

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

Improves support experience
with real-time interaction

Available for all support levels
and almost all solutions

For more information:

* Learn more about Expert
Chat on SAP Support
Portal

» Expert Chat video

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

Benefits

Connects you real-time with
SAP support

Offers screen-sharing option

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

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

Offers quicker and more
efficient issue resolution

Reduces your project and
operational costs
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Access

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

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

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

Access Expert Chat through the
“Contact Us”-menu

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

Preview

Expert Chat
Get Real-Time Support

Begin a chat session

Expert Chat tile on My Home in
SAP ONE Support Launchpad

| / Written Incident

IL"'IQ Expert Chat |

Schedule an Expert
%, Phone

&2 E-Mail

Contact Us Share Your A

Contact Us menu in SAP ONE
Support Launchpad's footer bar

a7


https://support.sap.com/en/my-support/incidents.html
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
http://launchpad.support.sap.com/

Real-time interaction

Schedule an Expert

Overview

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

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

Check out the Schedule an
Expert video

Visit SAP Support Portal to
learn more

Learn more on how to join
your Schedule an Expert call

o\

é\\‘ ‘tsia

¥ STAR Award

2018

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

Benefits

Live channel option for you

Interact one-to-one with a
support engineer

Get answers when and where
you need them

Get help and direct support
for any technical question

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

Reduce your waiting time for
response and resolution
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Access

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

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

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

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

| # Written Incident

" Expert Chat

| Schedule an Expert

%, Phone

4 E-Mail

Contact Us

Share Your F

|
g 1

Preview

Confirmed
o March 07, 14:30

o

Schedule an Expert

an SAP Support engineer in a Ive, cne-on-one 30-minute call
10 assist & ime of your choosing. I's that easy.

A ®

View Completed

,Contact Us“-menu in SAP ONE
Support Launchpad's footer bar

48


https://www.sap.com/assetdetail/2017/07/2626c66e-c57c-0010-82c7-eda71af511fa.html
https://support.sap.com/en/my-support/incidents.html#section_1575600800
https://launchpad.support.sap.com/#/notes/2478334
http://launchpad.support.sap.com/

Real-time interaction
Schedule a Manager for high priority incidents

PN

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

Preview

Overview

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

Available for incidents within
Product Support

Incident is on high priority for
at least 2 days

Book an appointment

Benefits

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

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

Access

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

Support
A Product Support manager is

minimum 2 hours in advance Experience a more enhanced : . Upcoming
communication with SAP’s available for the session Jan 22’ 16:15
Sessions delivered via phone Product Support management Click the Schedule a Manager CET

Click here to lean more, or
check this FAQ
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button and then click Book a
Session

D) | Cancel

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

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



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

Real-time interaction

Ask an Expert Peer

Overview

Support channel option
available for all SAP
SuccessFactors Solutions*

We are exploring additional
ways to deliver support

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

Visit the Ask an Expert Peer
landing page

Check out the video

Read the FAQ to learn more

lets you collaborate on your technical, product-related questions, one-on-one, with a

Benefits

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

Reduce your waiting time for
response and resolution

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

Private conversations, issue
resolution through chat or e-
mail
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Access

Access Ask an Expert Peer
directly from the landing page

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

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

Preview

Ask an Expert Peer

Overview

nd how-to questions,

me.
er lc
ing Ask an Expert Peer
Click to Ask an Expert Peer Now!
Ask an Expert Peer

Read the FAQ to learn mare

gualified and approved expert outside of SAP. Available for SAP SuccessFactors Solutions.

rams SAP Solution Manager

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

Digital support experience
SAP ONE Support Launchpad

' The

Overview

The SAP ONE Support
Launchpad provides a user-
centric entry point for all SAP
customers and partners,
independent of their SAP
solution

Third most visited SAP Web
site: used by up to 90,000
unigue users each day

Watch the video

AP ONE Support Laun

=

Know me - Guide me - Help me

Register for your demo today

SAP A

provides you with personalized central access to
SAP support services.

Benefits Access Preview
Easy access to applications Direct access through:
and information according to https://launchpad.support.sap.com
your role Access through the SAP Support
Proactive and guided Portal
Simplified user interface Access through QR code:

based on SAP Fiori

Global search for quickly
finding answers, support
assets, and fast inter-
application navigation

Critical customer notices: Since
March 2018, you can receive
important notices through SMS.
Strong favorites concept Please go to your launchpad
notifications settings page to Mobile Desktop
choose your preferred notification

method (launchpad, e-mail, SMS,

or a combination).

Holistic overview of your
support assets in one place
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https://www.youtube.com/watch?v=9RutFZ1Qoag
https://accounts.sap.com/saml2/idp/sso?sp=https://www.successfactors.eu/learninghub&RelayState=/sf/learning?destUrl%3Dhttps://saplearninghub.plateau.com/learning/user/deeplink_redirect.jsp?linkId%3dCATALOG_SEARCH%26sbArSel%3d%26keywords%3dSUP_EBW_2410_1610%26selKeyWordHeader%3dSUP_EBW_2410_1610%26catSel%3d%26srcSel%3d%26delMthSel%3d%26ILDateFrm%3d%26ILDateTo%3d%26ILBlend%3d%26ILSchd%3d%26fromSF%3dY%26company%3Dlearninghub
https://launchpad.support.sap.com/
https://support.sap.com/en/my-support.html#section_1969201630
https://launchpad.support.sap.com/#/notification/manage
https://www.youtube.com/watch?v=9RutFZ1Qoag

Digital support experience
Optimized incident creation

v

The redesigned

o

Overview

The incident creation
application provides a central
user interface for several
integrated Next-Generation
Support features

Itis used by over 50,000
unique visits daily

Newly designed features are
based on ~75 hours of
customer feedback

For detailed information also
visit here

Benefits

Simplified and intuitive design
Optimized user experience

Real-time log file suggestions
and analysis

Al-enabled Incident Solution
Matching and component
predictor functionalities provide
real-time solutions

Support assistant uses tree
structures to help you step
through a series of questions
that narrow down to the
problem area, meanwhile
recommending solutions
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guides you to solve a technical product issue in real time or reach out
to SAP experts with relevant information through a modern, Al-enabled framework.

Access

Accessible through the
SAP ONE Support Launchpad

Add the tile ‘Report an
incident’ to your My Home-
Screen in SAP ONE Support
Launchpad

Report an Incident

Find a Solution

v *System Information

Preview

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

> *Description

> Attachments

> Priority & Contacts

v Attachments

Please rex

Pleas:

e note the Support Log

*System:

Assistant

wiew the attached file types and ensure that each

Sen

attachment is less than 250 MB.

vice is only available in English

Support Assistant X
[i] Please note the service is only available in English.

P

i

For a faster resolution our Support Assistant will guide you to find
the right solution for issues with SAP BusinessObjects Business
Intelligence platform.

It will also collect the necessary information and recommend the
right component for you to contact SAP Support.
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https://launchpad.support.sap.com/

Digital support experience

Built-in support

Overview

Get support right within a product

Have one-click access to live
support, SAP experts and peers
when you need it

Context sensitive knowledge and
help based on your needs

Have a personal conversation with
your digital support assistant, who
guides you intelligently and
efficiently to get an answer

Communicate with your digital
support assistant through natural
language

Learn more on the SAP Support
Portal

offers you the tools and content of Product Support into all SAP products through an embedded

Benefits

Automatic and guided
gathering of relevant data

Proactive assistance based
on context analysis

Harmonized omnichannel
support experience

Incident creation and review
of your existing incidents

Chat-based collaboration
between customer end-users
and key-users, as well as
customer and SAP Support

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

digital support assistant using SAP CoPilot.

Access

Get help right inside of your
product

Access embedded into
products via SAP CoPilot

Direct access to SAP Support
channels, knowledge and
enablement content

These built-in

support capabilities are
already available for SAP
customers using SAP
S/4AHANA Cloud as well as
SAP Integrated Business
Planning, SAP Business
ByDesign, and SAP Sales
Cloud solutions

7

help
Support Incident
0000210588 2018

Preview

INTANT 1o the char
hi admin can you help

Example Commands
"@Example objectlist”

Support: Advanced Search

"I need information about business roles.”

Support: Channels

"Send incident to SAP"

Support: Contact Key Users

“Show me the Key Users of my company.”

Support: Feature Request
"I have a suggestion for this app"

Support: S-User Management
"I want to link my S-User ID here.”
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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/copyright for additional trademark information and notices.
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