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• Self-service and incident prevention

• Real-time interaction

• Digital support experience

• AI and machine learning
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Our vision of the digital support experience

You should never have to ask a question.

Our collective focus with product development is to achieve high-quality, intuitive 

products that anticipate your needs.

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

Access to SAP’s comprehensive knowledge base notably accelerates your path to 

accurate answers when you need them.

Our support experts will provide you with solutions quickly. 

Our highly skilled engineers collaborate with you to help ensure you are successful –

providing fast, easy access to the answers you need.

Anticipate

Accelerate

Collaborate
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Live business needs live support
Real-Time Support for the Intelligent Enterprise

SAP constantly innovates to improve 

our products and provide you with an 

amazing support experience. 

Self-service and 

incident prevention
Digital support 

experience
AI / Machine Learning

Real-time 

interactions

▪ Thought leadership

▪ Artificial Intelligence / 

Machine Learning

▪ Incident Solution Matching

Benefit from an intuitive support 

experience with personalized, context-

sensitive support when and where you 

need it.

▪ SAP ONE Support Launchpad

▪ Incident creation and management 

application

▪ Predictive and preventative support

▪ Social Media integration

▪ Built-In Support

▪ Cloud Availability Center

▪ SAP Trust Center

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)

Real-Time Support has several 

comprehensive solutions to provide 

prompt answers to your questions. 

▪ SAP Support Portal

▪ SAP Knowledge Base Articles (KBAs) 

via Google search

▪ Automatic translation

▪ Guided Answers

▪ SAP BusinessObjects BI support tool

▪ Automated search for SAP Notes 

▪ Performance Assistant

▪ SAP Community

▪ Support by Product

https://support.sap.com/en/my-support/product-support.html#section_1903672625
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_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://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://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
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Product Support Accreditation program enables you to make the best out of SAP’s product support tools 

and Real-Time 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

▪ Watch the video

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 Real-

Time 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://sapvideoa35699dc5.hana.ondemand.com/?entry_id=1_atn0e8fj
https://customeroutreach-cf-frankfurt-customeroutreach-prod-mta569942c4.cfapps.eu10.hana.ondemand.com/accreditation-1.0.0/index.html
https://news.sap.com/2020/02/make-the-best-out-of-interaction-with-product-support/
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Real-Time Support for the Intelligent Enterprise
Self-service and incident prevention

Self-service and 

incident prevention

Real-time 

interaction

Digital support 

experience

AI / Machine 

Learning

Real-Time Support has several comprehensive solutions to 

provide prompt answers to your questions. 

▪ SAP Support Portal

▪ SAP Knowledge Base Articles (KBAs) 

through Google search

▪ Automatic translation

▪ Guided Answers

▪ SAP BusinessObjects BI support tool

▪ Automated search for SAP 

Notes 

▪ Performance Assistant

▪ SAP Community

▪ Support by Product
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SAP Support Portal allows you to access support anytime, anywhere.

BENEFITS

Self-service and incident prevention
SAP Support Portal

▪ 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

OVERVIEW ACCESS

▪ Central location for important support 

updates and tasks

▪ Easy navigation through simplified 

navigation structure 

▪ Mobile-optimization 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

▪ https://support.sap.com

▪ Check out the SAP Support Portal video 

https://support.sap.com/
https://www.sap.com/assetdetail/2017/05/e63c7116-ba7c-0010-82c7-eda71af511fa.html
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Self-service and incident prevention
SAP Support Portal preview

https://support.sap.comMobile

https://support.sap.com/
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A KBA provides you with incident-specific information through the 

SAP ONE Support Launchpad or a search engine – right at your fingertips.

BENEFITS

Self-service and incident prevention
SAP Knowledge Base Articles (KBAs) with search engine indexing

▪ 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

OVERVIEW ACCESS

▪ Incident-specific documents

▪ Instant publishing

▪ Enriched content (embedded screenshots)

▪ Rating and free text commenting features 

to provide feedback on the quality of a KBA

▪ Previews available for external search 

engines (responsive design across 

different mobile devices)

▪ 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 notification 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.

https://launchpad.support.sap.com/#/notification/manage
https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/
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Self-service and incident prevention
SAP Knowledge Base Articles (KBAs) with search engine indexing preview

https://launchpad.support.sap.com/#/notes/0001842840
https://apps.support.sap.com/sap/support/knowledge/preview/en/1842840
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Automatic translations offer customers fast access to machine-translated support content in the SAP 

ONE Support Launchpad and the ability to interact with SAP support in their preferred language.

BENEFITS

Self-service and incident prevention
Automatic translations

▪ Breaks through language barriers

▪ Offers fast access to machine-

translated support content and the 

ability to interact with SAP support – in 

your preferred language – at no 

additional cost 

▪ Works in real-time and at the click of a 

button

▪ Let´s you obtain the right SAP 

technical information, in the right 

context for your business

OVERVIEW ACCESS

▪ Automatic translations are currently offered 

for Expert Chat conversations, the latest 

communication of the incidents in SAP 

ONE Support Launchpad, and SAP Notes 

and KBAs

▪ Based on SAP neural machine translation 

and artificial intelligence (AI) to process 

entire sentences and phrases

▪ Translations are designed to recognize 

SAP documentation 

and terminology

▪ Translation quality is continuously 

improving through feedback and learning

▪ S-User required 

▪ Access an SAP Note or SAP Knowledge 

Base Article by choosing the Languages

tab and select Machine Translation 

▪ Read KBA and watch the video

▪ Blogs

▪ Expert Chat Automatic translations

▪ Automatic translations within incidents

▪ Automatic translations for SAP Notes 

and KBAs

https://launchpad.support.sap.com/#/notes/2613605
https://www.sap.com/assetdetail/2020/03/5ac03c28-8a7d-0010-87a3-c30de2ffd8ff.html
https://blogs.sap.com/2020/12/02/machine-translation-for-expert-chat-conversations/
https://blogs.sap.com/2020/11/27/machine-translation-integration-to-last-communication-from-sap-support-for-customer-incidents/?update=updated
https://blogs.sap.com/2018/03/07/self-service-machine-translation-for-sap-notes-and-knowledge-base-articles-in-the-sap-one-support-launchpad/
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Self-service and incident prevention
Automatic translations preview
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Guided Answers offers you help by providing a step-by-step guide through an issue or a process.

BENEFITS

Self-service and incident prevention
Guided Answers

▪ 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 

OVERVIEW ACCESS

▪ 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

▪ 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

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
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Self-service and incident prevention
Guided Answers preview
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SAP BusinessObjects BI support tool is a supportability solution providing reporting and analysis 

tools.

BENEFITS

Self-service and incident prevention
SAP BusinessObjects BI support tool

▪ Eliminates question ping-pong and 

helps speed up resolution time

▪ Allows historical capture of system 

configuration and provides a change 

analysis

▪ 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 data before 

sending to SAP

OVERVIEW ACCESS

▪ A supportability client for SAP 

BusinessObjects BI 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 analysis and 

administrative tools

▪ 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

https://wiki.scn.sap.com/wiki/display/BOBJ/SAP+BI+Platform+Support+Tool
https://www.youtube.com/watch?v=yuZVdZLO0X4
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Self-service and incident prevention
SAP BusinessObjects BI support tool preview
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The automated search for SAP Notes 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).

BENEFITS

Self-service and incident prevention
Automated search for SAP Notes

▪ 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) 

OVERVIEW ACCESS

▪ 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 and go to the Help Portal

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

ANST’

▪ Start a transaction ‘ANST’ from the back-

end and reproduce the issue, learn more in 

KBA 1818192

▪ Before you proceed, make sure the 

following notes are implemented in your 

system:

▪ 2361155

▪ 2469123

▪ 2286869

https://launchpad.support.sap.com/#/notes/1818192
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://launchpad.support.sap.com/#/notes/2361155
https://launchpad.support.sap.com/#/notes/2469123
https://launchpad.support.sap.com/#/notes/2286869
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The Performance Assistant 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).

BENEFITS

Self-service and incident prevention
Performance Assistant

▪ 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 updates and 

information on SAP Notes

OVERVIEW ACCESS

▪ 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

▪ Read the blog

▪ When you get an error message, double 

click on the error message then click on 

the binoculars/ search icon, learn more in 

KBA 2096401 

https://launchpad.support.sap.com/#/notes/2096401
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
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The professional social network SAP Community serves as an expansion of SAP’s support channel 

offerings to provide professionals across the globe with easily accessible answers to ‘How-to’ questions.

BENEFITS

Self-service and incident prevention
SAP Community

OVERVIEW ACCESS

▪ Comprises several collaborative 

communities

▪ Discussion forums, blogs, and videos

▪ Community exchange of knowledge through 

professional social network

▪ Connect and engage with other 

professionals and exchange information

▪ Browse for answers to already existing 

questions or ask own questions

▪ Offers a Questions and Answers as well as 

an SAP Blogs page

Access the community: 

https://www.sap.com/community.html 

▪ Quick access to expert advice: Access 

knowledge and get answers to how-to 

questions from the SAP forums

▪ Provides a seamless support 

experience
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Self-service and incident prevention
SAP Community preview



28Public

With support by product pages, 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

Self-service and incident prevention
Support by Product

▪ On the support by product pages, you 

will have at-a-glance view and access to 

helpful content and resources for your 

product (version): KBAs, documentation, 

blogs, web pages, tutorials, release 

notes, and more

▪ Access of product-related content 

relevant to you – all compiled on one 

web page

▪ On the product pages, you will find 

content from different resources 

consolidated for you

OVERVIEW ACCESS

▪ Offer at-a-glance view of support-related 

content 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

SAP ONE Support Launchpad (S-User 

required):

1. Add the “My Products” tile to your personalized 

home screen or use the new search 

functionality called “Products” and enter the 

product name you are looking for

2. Easily navigate through the content on the 

product pages

3. Save product pages as “favorites” for future 

quick access

SAP Support Portal: 

1. Access through “Products” in the header 

navigation

2. Navigate through the product pages

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
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Self-service and incident prevention
Support by Product preview

Example: Product page in SAP ONE Support Launchpad Example: Product page in SAP Support Portal
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Real-Time Support for the Intelligent Enterprise
Real-time interaction

Self-service and 

incident prevention

Real-time 

interaction

Digital support 

experience

AI / Machine 

Learning

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)
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Expert Chat provides a live chat function that connects you to SAP technical support experts.

BENEFITS

Real-time interaction
Expert Chat

▪ Real-time SAP support with quicker 

and more efficient issue resolution

▪ Live support from SAP experts for any 

technical question related to a product

▪ Same technical experts as in the 

incident channel

▪ Resolves incidents faster than those 

reported through traditional SAP support 

channels

▪ Screen-sharing option

OVERVIEW ACCESS

▪ 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

▪ Access Expert Chat through the SAP ONE 

Support Launchpad (several options):

a. Access Expert Chat while going through the 

incident submission process. Chat functionality 

is built into the incident form

b. Access through the Expert Chat tile on your 

SAP ONE Support Launchpad on the My Home 

screen

c. Access Expert Chat through the “Contact Us”-

menu

d. Carry out a search in the launchpad’s database. 

Click on the Expert Chat-button in the upper 

area

e. Access through Built-In Support

https://support.sap.com/en/my-support/product-support.html#section_519294480
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
http://launchpad.support.sap.com/
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Real-time interaction
Expert Chat preview
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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.

BENEFITS

Real-time interaction
Schedule an Expert

▪ Live channel option for you

▪ Interact one-to-one with a support 

engineer

▪ Get answers at any time of your 

convenience

▪ 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

OVERVIEW ACCESS

▪ One-to-one 30-minute call delivered 

remotely through Microsoft Teams

▪ Book an appointment at least 48 hours 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

▪ Access Schedule an Expert through the SAP ONE 

Support Launchpad (several entry options):

a. Access Schedule an Expert while going through 

the incident submission process

b. Access through the Schedule an Expert tile on 

your SAP ONE Support Launchpad home 

screen

c. Access Schedule an Expert through the 

“Contact Us”-menu in SAP ONE Support 

Launchpad’s footer bar

d. Carry out a search in the Launchpad’s 

database. Click on the Schedule an Expert-

button in the upper area

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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Real-time interaction
Schedule an Expert preview
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Schedule an Expert for open incidents enables you to book a 30-minute call to discuss 

technical details of the incident with the assigned support engineer.

BENEFITS

Real-time interaction
Schedule an Expert for open incidents

▪ Have live interaction to discuss technical 

details of the open incident with the 

assigned support engineer

▪ Schedule a call at a time that is 

convenient for you

▪ Experience less ping-pong and more 

efficient incident processing reducing 

the time to resolve your open issue

▪ Easy to have other colleagues with you 

on the call

OVERVIEW ACCESS

▪ One-on-one 30-minute call booked directly 

from an open incident with the assigned 

support engineer

▪ Available for low, medium, and high priority 

incidents with select support engineers

▪ Book an appointment minimum 24 hours in 

advance

▪ Sessions delivered remotely through 

Microsoft Teams (Learn more on how to join 

your Schedule an Expert call)

▪ Check User Guide and FAQ to learn more

▪ Schedule an Expert button will appear in 

the incident editing page in SAP ONE 

Support Launchpad when the following 

conditions are met

▪ The incident is an Open Incident within 

Product Support 

▪ A processor has been assigned to the 

incident and is available for scheduling

▪ Click Schedule an Expert button and then 

click Book a Session

▪ Add the appointment to your calendar and 

join the session at scheduled time

https://launchpad.support.sap.com/#/notes/2478334
https://support.sap.com/content/dam/support/en_us/library/ssp/my-support/incidents/sae-userguide-open-incidents.pdf
https://launchpad.support.sap.com/#/notes/2651182
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Real-time interaction
Schedule an Expert for open incidents preview
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Live support with Expert Chat and Schedule an Expert
Optimizing the incident flow

Typical incident flow 

Traditional incident

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

ILLUSTRATIVE

IRT

Request 

system access
Gather incident-

related 

information

Root cause analysis in 

support and development

Preparation 

of solution

 6 replies to customer

14-45 days processing time

Optimized incident flow 

with Schedule an Expert

Expert 

Session

& Screen 

Sharing

600 sessions / month 

40-50% solution rate

30 min length of call duration

Optimized incident flow 

with Expert Chat

Root cause analysis in 

support and development

Preparation 

of solution

Optional  process if chat does not result in a solution

Chat processing 

and screen 

sharing

~5,000 sessions / week

60-70% solution rate

~30 min  length of chat duration
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Ask an Expert Peer lets you collaborate on your technical, product-related questions, one-on-

one, with a qualified and approved expert outside of SAP.

BENEFITS

Real-time interaction
Ask an Expert Peer

▪ 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

▪ Issue resolution through chat or e-mail

OVERVIEW ACCESS

▪ 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

▪ 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

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
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Real-time interaction
Ask an Expert Peer preview
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Schedule a Manager enables you to schedule a 15-minute call with a Product Support 

manager to help manage or prevent potential service exceptions.

BENEFITS

Real-time interaction
Schedule a Manager

▪ Have live one-on-one discussion on 

your medium and high priority case 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

OVERVIEW ACCESS

▪ 15-minute call booked with a Product 

Support manager from the related product 

area

▪ Available for cases within Product Support 

▪ Available for medium priority cases and 

high priority cases

▪ or 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 

▪ Schedule a Manager button appears in the 

incident editing page when the following 

conditions are met:

High priority case:

▪ Your case has been opened at least 2 days 

ago; available for all SAP products

Medium priority case:

▪ Your case has been opened at least 9 days 

ago; available for all SAP products excluding 

SuccessFactors and HCM products

▪ 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

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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Real-time interaction
Schedule a Manager preview
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CIC is one of the interfaces between customers and the SAP support organization. It is 

available 24 hours a day, seven days a week, 365 days a year, and provides a central point of 

contact for assistance with nontechnical queries.

BENEFITS

Real-time interaction
Call-1-SAP and Customer Interaction Center (CIC)

▪ 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 

▪ Universal free-phone number for 

contacting SAP support

▪ Access to service menu to select a 

specific product area you require, now 

including SAP Ariba, SAP Concur, SAP 

Fieldglass, SAP Qualtrics and SAP 

SuccessFactors solutions

▪ Toll-free number accessible in most 

countries through landline phones and 

some mobile providers

OVERVIEW ACCESS

▪ Contact channel for you for any 

nontechnical question such as:

▪ Enquire about existing incidents

▪ Ask questions about SAP ONE Support 

Launchpad and its applications

▪ Get help for S-User queries

▪ Request SAP remote services

▪ CIC can be reached by phone, chat, or e-

mail

▪ You can access CIC from the SAP Support 

Portal or through SAP ONE Support 

Launchpad

▪ Direct access:

▪ Chat with CIC

▪ Call CIC

▪ E-mail CIC

▪ Learn more here:

▪ SAP Support Portal

▪ Reference Guide

▪ Webcasts

▪ #ASKCIC Support Videos

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/content/dam/support/en_us/library/ssp/contactus/cic/cic-get-most-from-support.pdf
https://webinars.sap.com/sap-support/en/home
https://www.youtube.com/playlist?list=PLFrwZZeBUtfhrHnoaamNLaViFlaqkVS95
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Real-time interaction
Call-1-SAP and Customer Interaction Center (CIC) preview

SAP Support Portal
SAP ONE Support Launchpad 
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Real-Time Support for the Intelligent Enterprise
Digital support experience

Self-service and 

incident prevention

Real-time 

interaction

Digital support 

experience

AI / Machine 

Learning

Benefit from an intuitive support experience with personalized, 

context-sensitive support when and where you need it.

▪ SAP ONE Support Launchpad

▪ Incident creation and 

management application 

▪ Predictive and preventative 

support

▪ Social media

▪ Built-In Support

▪ Cloud Availability Center

▪ SAP Trust Center
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The SAP ONE Support Launchpad provides you with personalized central access 

to SAP support services.

BENEFITS

Digital support experience
SAP ONE Support Launchpad

• Easy access to applications and 

information according to your role

• Proactive and guided

• Simplified user interface based on 

SAP Fiori

• Global search for quickly finding 

answers, support assets, and fast 

inter-application navigation

• Strong favorites concept 

• Holistic overview of your support 

assets in one place

OVERVIEW ACCESS

▪ 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 unique users each day

▪ Watch the video

▪ Register for your demo today

• Direct access through: 

https://launchpad.support.sap.com

• Access through the SAP Support Portal

• Access through QR code:

• To receive important notices through 

SMS, please go to your launchpad 

notifications settings page to choose your 

preferred notification method (launchpad, 

e-mail, SMS, or a combination).

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
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Digital support experience
SAP ONE Support Launchpad preview

DesktopMobile
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The redesigned optimized incident creation guides you to solve a technical product issue in 

real time or reach out to SAP experts with relevant information through a modern, AI-enabled 

framework.

BENEFITS

Digital support experience
Optimized incident creation

▪ Simplified and intuitive design

▪ Optimized user experience

▪ Simplified categorization for incidents 

filtered by product/system selection

▪ Real-time log file suggestions and 

analysis

▪ AI-enabled Incident Solution Matching 

and component predictor functionalities 

provide real-time solutions

▪ Support assistant offers a guided 

incident creation experience

OVERVIEW ACCESS

• The incident creation application provides 

a central user interface for several 

integrated Real-Time Support features

• It is 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

▪ Accessible through the

SAP ONE Support Launchpad

▪ Add the tile ‘Report an incident’ to your 

My Home-Screen in SAP ONE Support 

Launchpad

https://blogs.sap.com/2019/09/23/improved-incident-creation-try-saps-new-support-assistant/
https://blogs.sap.com/2019/08/21/improved-incident-management-application-simplifies-your-incident-creation-process/
https://launchpad.support.sap.com/
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Digital support experience
Optimized incident creation preview
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Support assistant guides you in creating a better incident. It helps categorize your issue to 

get it assigned to an expert that can help you resolve your issue faster, all while 

recommending content and solutions.

BENEFITS

Digital support experience
Optimized incident creation with support assistant

▪ More detail is included on incident 

creation, helping to achieve faster 

resolution times 

▪ Component /  Expert Area is 

automatically selected so the incident is 

routed correctly the first time, reducing 

ping-pong

▪ Recommended content can help you 

resolve and/or investigate the issue on 

your own

▪ All details of your support assistant 

interaction is transferred to the incident 

to help the support expert investigate 

your issue

OVERVIEW ACCESS

▪ Support assistant helps categorize your 

issue so that topic-specific content can be 

offered along the way

▪ Once the issue is categorized, you are 

asked specific questions that can help get 

your incident resolved faster

▪ At the end of your support assistant 

interaction, the details are captured and 

available to review/edit in the incident form

▪ The best component for your issue type will 

be automatically selected as well

 Accessible through the

SAP ONE Support Launchpad

 Add the tile ‘Report an incident’ to your 

My Home-Screen in SAP ONE Support 

Launchpad

https://launchpad.support.sap.com/
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Digital support experience
Optimized incident creation with support assistant preview
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Digital support experience
Optimized incident management preview
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Enhancing the whole incident creation & management journey

System Selection

Issue Description

Add Attachment

Priority 

& Contact

List Incident

Edit Incident

Confirm Incident

Issues can be resolved through self-service tools during incident creation 

Simplified categorization 

using ‘product functions’

Incident Solution Matching

Multi-file upload

Real-time log file suggestions 

& analysis

System filter enhancement

Cloud outage alerting

Support assistant

Enhanced contact details edit

User profile update during 

incident creation 

New tile ‘Manage incidents’

Filter customization & 

personalized view 

Modernized layout with intuitive 

workflow to interact with SAP

Integrate latest functionality of 

incident creation form

Unified Support 

Channels

Central entry point for Incident, 

Schedule an Expert, Expert Chat

Available support channels 

highlighted
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The predictive and preventative support features and capabilities will help customers in a 

tailored and personalized way to avoid or even prevent issues.

BENEFITS

Digital support experience
Predictive and preventative support

▪ Real-time tailored  trending data 

exposed at the customers point of need 

(Product Pages, SAP ONE Support 

Launchpad).

▪ By analyzing performance and error 

data for every user action, Ariba cloud 

health redefines traditional monitoring 

and enables preventative action derived 

directly from the unspoken voice of 

customers.

▪ On-demand subscriptions provide you 

with the latest updates on relevant 

critical cloud outages in the SAP ONE 

Support Launchpad.

OVERVIEW ACCESS

▪ The predictive support approach provides 

customers with tailored information on how 

to address issues which may be unknown 

or manifest themselves, attempting to 

eliminate the cause or mitigate contributory 

factors.

▪ Preventative support features and 

functionalities, such as Ariba cloud health, 

help SAP support to reach out to the 

customer with tailored and focused 

information to prevent issues, their impact 

and any associated effort.

▪ Accessible through the

SAP ONE Support Launchpad

▪ Product Pages. Access through “Products” 

in the header navigation of the SAP 

Support Portal.

▪ Cloud health is a key element in how SAP 

will transform major incident management 

across the cloud landscape. For SAP Ariba 

customers, cloud health is fully integrated 

into the existing support model providing 

benefit 24x7.

https://launchpad.support.sap.com/
https://support.sap.com/en/products.html
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Digital support experience
Predictive and preventative support preview
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Enables customers to self-serve, thereby reducing reactive 

engagement (search KBA, Guided Answers, communities)

SELF-SERVE

Intuitive, context sensitive support delivered through the digital 

support experience (e.g. Incident Solution Matching, trending 

SAP Knowledge Base Articles KBA, support assistant)

PROACTIVE

Specific customer tailored real-time interventions to predict 

and prevent business impacting events and incidents 

(e.g. cloud health)

PREDICT & PREVENT

On demand problem solving and guidance driven by 

customer need (real-time interaction channels and incident)

REACT

Predictive and preventative Support
Resolves issues before they actually happen
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Follow Product Support social media channels for Real-Time Support updates and helpful 

product-specific resources for S-Users and administrators.

BENEFITS

Digital support experience
Social media

▪ Gain the benefit of new channels for 

community and peer-to-peer knowledge 

sharing and information exchange

▪ Ask questions and get answers quickly

▪ Get timely notice of critical and trending 

issues

▪ Get expert tips and advice from SAP 

and peers

OVERVIEW ACCESS

SAP’s social customer product support 

includes the following accounts for Product 

Support:

▪ Twitter @SAPSupportHelp

▪ WeChat (SAP Daily)

▪ Twitter:

SAP Support Help

▪ YouTube

https://twitter.com/SAPSupportHelp
https://www.youtube.com/user/SAPSupportInfo
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Built-In Support moves support right into the application, simplifying and accelerating the 

customer interaction with an embedded digital support assistant.

BENEFITS

Digital support experience
Built-In Support

▪ Helps to improve productivity via 

effortless access to support content, 

channels and tools without leaving the 

product

▪ Proactive assistance based on context 

analysis

▪ Incident management including 

creation, review, correspondence with 

SAP’s support and closing incidents

▪ Fast track to SAP’s Product Support 

with Expert Chat

OVERVIEW ACCESS

▪ Get support right within a product

▪ Contextually aware digital assistant 

provides access to top support tasks

▪ Based on artificial intelligence and machine 

learning technologies, Built-In Support 

delivers relevant answers to questions 

faster

▪ Natural language processing technologies 

analyze text input of users to identify best-fit 

solutions faster and easier with the 

integrated support chatbot

▪ Learn more on the SAP Support Portal

▪ Get help right inside of your product 

▪ Access embedded into products

▪ Direct access to SAP’s support channels, 

knowledge and enablement content

▪ Use this link to check availability

https://support.sap.com/en/my-support/product-support.html#section_1255553798
https://help.sap.com/docs/Built-InSupport?locale=en-US#integrate_task
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Digital support experience
Built-In Support preview
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The Cloud Availability Center offers you a personalized dashboard with at-a-glance visibility 

into your cloud product availability. 

BENEFITS

Digital support experience
Cloud Availability Center

▪ Enhanced transparency into your SAP 

cloud services status

▪ Fast overview of detailed information on 

cloud service performance, including 

historical availability data, duration, and 

types of events.

▪ Detailed performance information for a 

selected tenant, including historical and 

future events, notifications, and the 

communicated availability

▪ Access to a detailed history of event 

notifications for the past 12 months

OVERVIEW ACCESS

▪ Check status at a glance, or access 

detailed incident and maintenance 

information of your SAP product portfolio

▪ View the timeline displaying unplanned 

downtimes, maintenance windows, and 

customer communication

▪ Retrieve the notifications log for any event 

during the past year

▪ Receive and save your monthly 

communications availability on tenant level

▪ Accessible through the SAP ONE Support 

Launchpad

▪ Add the tile to your My Home-Screen in 

SAP ONE Support Launchpad

▪ For more information, visit Cloud 

Availability Center on SAP Support Portal

Includes a list of SAP cloud products 

currently supported by the Cloud 

Availability Center (with more planned).

https://launchpad.support.sap.com/
https://support.sap.com/en/my-support/systems-installations/cloud-systems-installations.html#section_371600434
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Digital support experience
Cloud Availability Center preview
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The SAP Trust Center provides unified and easy access to trust-related content, such as 

security, privacy, and compliance. 

BENEFITS

Digital support experience
SAP Trust Center

▪ Cloud Service Status: Availability data of cloud 

services

▪ Security: Information on product security, 

security offerings, and best practices for securing 

the Intelligent Enterprise

▪ Privacy: Learn how SAP respects and protects 

your rights

▪ Compliance: Shows variety of ISO/BS and 

certificates

▪ Cloud Operations

Shows how SAP runs cloud operations to help 

optimize resources

▪ Data Center: Explore how SAP operates data

centers worldwide

▪ Agreements: Overview of the building blocks of 

SAP contracts

OVERVIEW ACCESS

▪ SAP Trust Center is a public-facing website 

on sap.com

▪ Trusted source, where you can initiate 

requests and engage with SAP

▪ Easy access to SAP documents, 

certificates, and contracts for SAP software 

and services

▪ Access the public SAP Trust Center

directly or go to sap.com and find it in the 

“About” section

▪ Additional access to classified

information, documents, and other content 

available only to SAP customers and SAP 

partners with a valid SAP user ID 

accessible via the SAP Support Portal

http://www.sap.com/trust-center
https://support.sap.com/en/my-support/trust-center.html
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Digital support experience
SAP Trust Center preview
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Real-Time Support for the Intelligent Enterprise
Artificial Intelligence / Machine Learning

Self-service and 

incident prevention

Real-time 

interaction

Digital support 

experience

AI / Machine 

Learning
SAP constantly innovates to improve our products and provide you 

with an amazing support experience.

▪ Thought leadership

▪ AI / Machine Learning

▪ Incident Solution Matching
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Business data science 
▪ Data Science for customer success 

use cases

▪ Includes optimizing of customer 

processes

▪ Analyzing customer specific 

data/processes

Machine learning integration
▪ Leads to self-improving features with 

permanent algorithm retraining

▪ Simplification such as optimization of 

incident management process

▪ New features and automated features

like incident solution matching, component 

predictor and expert area predictor 

functionalities

Exploration
▪ Predictive support

▪ Prescriptive support

▪ Personalized support

▪ Automated support

B
u

s
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b
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ty

Complexity

Artificial intelligence and machine learning
Thought leadership roadmap
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Incident Solution Matching automatically proposes solutions based on incident data 

(e.g. incident description) in the incident creation form and the view or edit form of open 

incidents in SAP ONE Support Launchpad. 

BENEFITS

Artificial intelligence and machine learning
Incident Solution Matching

• Supports receiving proposed solutions 

for your issue much faster

• Find relevant SAP Notes and SAP 

Knowledge Base Articles in one quick 

step without manual searching effort

• The more you use Incident Solution 

Matching, the more relevant the 

recommendations become 

OVERVIEW ACCESS

▪ A new machine learning service based on 

artificial intelligence (AI) technology

▪ Automatically recommends solutions from 

SAP Notes and SAP Knowledge Base 

Articles when you create a new incident or 

view/edit an open incident

▪ Potential matches are ranked according to 

their semantic relevance based on incident 

data

▪ Accelerates the process of finding relevant 

solutions by learning from past incidents

▪ Watch the video

 Simply access the SAP ONE Support 

Launchpad

 Go to the incident creation form

 Describe your issue as concisely as possible

 Automatically receive suggested solutions 

ranked in order of relevance in the right pane

 Select a component to further refine the results

 Access your incidents inbox and open an 

existing incident to view or edit

 Automatically receive suggested solutions 

ranked in order of relevance in the right pane of 

the open incident

https://www.sap.com/assetdetail/2019/04/341f5d64-457d-0010-87a3-c30de2ffd8ff.html
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Artificial intelligence and machine learning
Incident Solution Matching preview
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Incident Solution Matching
Machine learning service for product support

Data-driven

analysis

Incident Solution

Matching

Machine learning 

powered algorithms

Specifically

engineered

processing

SAP Notes & 

SAP Knowledge 

Base Articles

Customer interaction
Self-improving features

permanent algorithm retraining

Solution delivered

“Delight customers.

Always.”

Machine Learning
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More information on SAP support and the Real-Time Support approach

Real-Time Support 

SAP Support Portal | Landing page (SAP Support Portal)

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

Incident Prevention and Self-Service

Video: Automatic Translation

Video: SAP Support Portal video 

Social media

SAP Support Help on Twitter

Video series on YouTube

SAP ONE Support Launchpad

Video: SAP ONE Support Launchpad 

Video: Optimized Incident Creation

Video: Incident Management Online Help Maintenance

Webinar: SAP ONE Support  Launchpad – Overview and How to Get Started

Webinar: Optimized Incident Creation

Schedule an Expert

Schedule an Expert landing page (SAP Support Portal)

Video: Schedule an Expert

Video: Schedule an Expert for open incidents

Webinar: Overview Product Support Real-Time Channels

Webinar: Benefit from Real-Time Conversation with an SAP Expert

Expert Chat

Expert Chat landing page (SAP Support Portal)

Video: Expert Chat

Webinar: Use Expert Chat to Solve Your Technical Problems

Schedule a Manager

Schedule a Manager landing page (SAP Support Portal)

Webinar: Schedule a Manager real-time support channel

Ask an Expert Peer

Ask an Expert Peer (SAP Support Portal)

Video: Ask an Expert Peer

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

SuccessFactors

Built-In Support 

Built-In Support landing page (SAP Support Portal)

AI and Machine Learning

Incident Solution Matching landing page (SAP Support Portal)

Video: Incident Solution Matching

Webinar: Incident Solution Matching – Enabled by Artificial Intelligence

Webinar: SAP’s use of AI in incident management processes

https://support.sap.com/
https://support.sap.com/en/offerings-programs/strategy.html#section_277629229
https://d.dam.sap.com/a/qyW2Ztp
https://www.sap.com/documents/2018/09/8e2a3323-1e7d-0010-87a3-c30de2ffd8ff.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190314
https://www.sap.com/assetdetail/2020/03/5ac03c28-8a7d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/assetdetail/2017/05/e63c7116-ba7c-0010-82c7-eda71af511fa.html
https://twitter.com/SAPSupportHelp
https://www.youtube.com/user/SAPSupportInfo
https://youtu.be/9RutFZ1Qoag
https://www.sap.com/assetdetail/2019/11/d2e7e303-727d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/assetdetail/2020/04/b2dee096-927d-0010-87a3-c30de2ffd8ff.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190319
https://sap.emea.pgiconnect.com/p1mvq42j7hn/
https://support.sap.com/en/my-support/incidents.html#section_1575600800
https://www.sap.com/assetdetail/2017/07/2626c66e-c57c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2018/09/088eb35f-1f7d-0010-87a3-c30de2ffd8ff.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#1904021
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#1904041
https://support.sap.com/en/my-support/incidents.html#section_1554503147
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190404
https://support.sap.com/en/my-support/product-support.html#section_193743618
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#200220
https://support.sap.com/en/my-support/product-support/ask-expert-peer.html
https://www.sap.com/assetdetail/2019/08/924a1f88-627d-0010-87a3-c30de2ffd8ff.html
https://sap.emea.pgiconnect.com/p2733d2koud/?launcher=false&fcsContent=true&pbMode=normal
https://support.sap.com/en/my-support/product-support.html#section_1255553798
https://support.sap.com/en/my-support/product-support.html#section_1903672625
https://www.sap.com/assetdetail/2019/04/341f5d64-457d-0010-87a3-c30de2ffd8ff.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe#190423
https://sap.emea.pgiconnect.com/p79a7pon5nb/?proto=true
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For questions after this session, contact:

Oliver Hid Arida

Director

Customer Engagement - U.S. Midwest

SAP America, Inc.

Mobile +1 (305) 776-5708

E-Mail oliver.hid.arida@sap.com


