Ain’t Nobody Got Time for Tickets

SAP
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Disclaimer

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

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

This presentation, or any related document and SAP's strategy and possible future developments, products and or platforms directions and
functionality are all subject to change and may be changed by SAP at any time for any reason without notice. The information in this
presentation is not a commitment, promise or legal obligation to deliver any material, code or functionality. This presentation is provided
without a warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fithess for a
particular purpose, or non-infringement. This presentation is for informational purposes and may not be incorporated into a contract. SAP
assumes no responsibility for errors or omissions in this presentation, except if such damages were caused by SAP’s intentional or gross
negligence.

All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ materially from
expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, which speak only as of their dates,
and they should not be relied upon in making purchasing decisions.
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The world is changing. Digital technologies are everywhere
Drivers and implications for SAP support services

Shorter time to value,
accelerated lifecycles,
faster time to adopt

Emerging technology trends

SAP

support
services

Next-generation workforce

(Generation Y and Z) Desire for increased efficiency
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Our vision of the digital support experience

Anticipate

Accelerate

=

Collaborate

You should never have to ask a question.

Our collective focus with product development is to achieve high-quality, intuitive
products that your needs.

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

Access to SAP’s comprehensive knowledge base notably your path to
accurate answers when you need them.

Our support experts will provide you with solutions quickly.

Our highly skilled engineers with you to help ensure you are successful —
providing fast, easy access to the answers you need.



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

——
—Z to help avoid incidents

Traditional |~ | Real-Time Support % E] to speed your time to issue resolution

SAP support —|—

Proactive and Groundbreaking support for

preventative support the intelligent enterprise << I ) to integrate smoothly with Built-In Support
across all deployment

scenarios

’; to accelerate paths to the relevant answers
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Live business needs live support
Real-Time Support for the Intelligent Enterprise

s, Self-service and
<% incident prevention

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 BusinessObijects Bl support tool

Automated search for SAP Notes

Performance Assistant

SAP Community

Support by Product

Public

Real-time
interactions

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)

I Digital support
experience

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

v
~ 7’
~

-\ - Al / Machine Learning

T

SAP constantly innovates to improve
our products and provide you with an
amazing support experience.

Thought leadership

Artificial Intelligence /
Machine Learning

Incident Solution Matching



https://support.sap.com/en/my-support/product-support.html
https://launchpad.support.sap.com/
https://news.sap.com/2019/08/tired-of-spending-too-much-time-creating-incidents/
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
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
https://support.sap.com/en/my-support/product-support.html
https://support.sap.com/en/my-support/product-support/ask-expert-peer.html
https://support.sap.com/en/my-support/product-support.html
https://support.sap.com/en/contact-us/cic.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://support.sap.com/en/my-support/knowledge-base.html
https://launchpad.support.sap.com/
https://support.sap.com/en/my-support/knowledge-base.html
https://support.sap.com/en/tools/diagnostic-tools.html
https://support.sap.com/en/tools/troubleshooting.html
https://support.sap.com/en/tools/troubleshooting.html
https://www.sap.com/community.html
https://support.sap.com/en/product.html

Product Support Accreditation

Self-enablement program for customers and partners for Product Support

Product Support program enables you to make the best out of SAP’s product support tools
SO and Real-Time Support offerings

Overview

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

Public

Benefits

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.

Access

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.

Preview



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/

Product Support Accreditation

Self-enablement program for customers and partners for Product Support

Product Support Accreditation

= -\l -0 -

Modulle 1 Module 2 Module 3
Self-service and Real-time Digital support
incident prevention interactions

experience

Self-enablement program for customers at no additional cost.

!

D

=N

Final
Assessment

|

Successful
completion
confirmed

 ——

What's next?
Annual enrolment
is encouraged to
keep up to speed
with all tools and
improvements in
Product Support.
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Real-Time Support for the Intelligent Enterprise

Self-service and incident prevention

Real-Time Support has several comprehensive solutions to
provide prompt answers to your questions.

-
=

=

Self-service and Real-time
incident prevention interaction
= SAP Support Portal = Automated search for SAP f©—' (Z I })
= SAP Knowledge Base Articles (KBASs) Notes = o
through Google search - Performance Assistant Digital support
_ _ _ experience
= Automatic translation = SAP Community
= Guided Answers = Support by Product

= SAP BusinessObjects Bl support tool

Public 11



Self-service and incident prevention
SAP Support Portal

u SAP Support Portal allows you to access support anytime, anywhere.

from anywhere, at any time, and with any . SEEEe
s it resources

= Quick and efficient search bar at the

Easy and fast access to information and
center of the home page

applications on SAP ONE Support
Launchpad

Public 12


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

Self-service and incident prevention
SAP Support Portal preview

. Upgrade & Maintenance ools Offerings & Programs.

SAP Support Portal Home
N R X N S SIS e i e e e

SAP Support Portal Home
Search for Answers

Welcome to the new SAP Support Portal. Search for SAP Notes, SAP Knowledge Base Articles. SAP Community content and more.

T Py ¥

Access Expert Search

SUONIKRERSR

A xpert Search

SAP ONE Report an Incident View Incidents View Download
Support SuccessFactors Software
Launchpad Incidents

Manage Users Request Keys Manage Remote Search Product View Cloud Status
Connections Documentation Dashboard

Launchpa Features

SAP Enterprise Support Value Maps SAP Enterprise Support Academy
SAP Enterprise Support Academy helps you build up the
Knowledge and skils needed to ully maximize the
benefit of SAP Enterprise Support. The program offers:

learning content and services in several formats.

< 1 supporting diffrent learning styls and needs, rom ad

hoc problem solving to structured, long-term knowledge

acquisition.

e Learn more about Enterprise Support Academy

Q3%  Mobile https:/support.sap.com
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https://support.sap.com/

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

=

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

your topic of interest 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

Previews available for external search
engines (responsive design across = Now available: Self-Service Machine

different mobile devices) Translation for SAP Notes and
Knowledge Base Articles

more.
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https://launchpad.support.sap.com/
https://blogs.sap.com/2018/03/27/sms-notifications-for-sap-one-support-launchpad/

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

@ VY AP Knowledge Base Atticle  kno_. || Enter search ter By 5 v

Show Changes (& K oo

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

Version 4 from 18.09.2015 in English

SAP Knowledge Base Articles - Preview

Component: SV-SMG-DIA-SRV-AGT Category: Problem

Symptom
Priority: Normal Release Status: Released to Customer 0 customer ratings o Agents are ing from SAP Solution Manager sometimes
As result: The Diagnostics Agent is not online under tab Connected Agents in Agent Administration Ul under http://<host>:<p¢
SAP Note/KBA Number [ 63|

ml % Agent Connectivity | <) Applications Viewer [ Applications Management | gz App

Enables you to start, stop, and restart registered agents

Description Product Attributes
S Maintenance Mode ~ On & Off  History

Symptom
f Non-authenticated Agents [ Connections Logs
Diagnostics Agents are disconnecting from SAP Solution Manager sometimes Agent Table Size [auto | +|[ (] More Details | Auto-refresh on | &8 Export to Microsoft Excel

As result: The Diagnostics Agent is not online under tab Connected Agents in Agent Administration Ul under http| Full Host Name

[ Q? Agent Connectivity ( c;fQ Applications Viewer ( Applications Managemgq

Enables you to start, stop, and restart registered agents

In SMDSystem.X.log log file of the Diagnostics Agent logs there is the following error:

Mar 20, 2013 2:41:34 PM [Thread[Connector,5,main] JEmor  [ms://i<host>:8113/P4] Ping failed (com sap.smd.
[EXCEPTION]

Time out occurred when calling method 'ping’ on object [com.sap.smd.api.ISMDServerHandle_Stub@522912ff] after 30001 1
possible cause: com.sap.smd.server.util.concurrent. TimeoutException

at com.sap.smd.server.exec.asio.Asil ionHandler.invoke(Asi i dler java:140)

Read more.
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Self-service and incident prevention
Automatic translations

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.

= Read KBA and watch the video

Based on SAP neural machine translation additional cost

o e s . = Blogs
anq artificial intelligence (Al) to process - Works in real-time and at the click of a g
entire sentences and phrases e = Expert Chat Automatic translations
Translations are designed to recognize = Let’s you obtain the right SAP = Automatic translations within incidents
SAP documentation ical inf . in the righ
and terminology technical information, in the right = Automatic translations for SAP Notes

context for your business and KBAs

Translation quality is continuously
improving through feedback and learning
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https://launchpad.support.sap.com/
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/
https://blogs.sap.com/2018/03/07/self-service-machine-translation-for-sap-notes-and-knowledge-base-articles-in-the-sap-one-support-launchpad/

Self-service and incident prevention

Automatic translations preview

Z7 2613605 - Automatic tra: X

< C O | & Secure

https://pilot.support.sap.com/#/notes/2613605

< ' " SAP Knowledge Base Article

ﬁh\ A

Attributes | Languages

Description Product

{14555 (Machine Translation)
Deutsch (Machine Translation)
Portugués (Machine Translation)
Espariol (Machine Translation)
Pycckuin (Machine Translation)
11 % (Machine Translation)

2H=0f (Machine Translation)

Knowledge Base

Customer Ratings

2613605

2613605 - Automatic translation feature in SAP One Support Launchpad

Public

2o 2613605 - Automatic tra X

C O @ se

lfj

2613

> b XX-TRANSL-NOTE FDBK (7 % % | ¢

)/ 1) 2613605 - SAP ONE Sup: X

605 -SAP ONE Su

J—bEEBTA—FS

https//apps.supportsap.com/sap/support/notes/iranslate
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Self-service and incident prevention
Guided Answers

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

or unforeseen scenarios towards a solution without any further navigation
= Captures the workflows of support intervention from a support engineer

engineers = Obtain faster resolution of problems
= Leads you to relevant content (KBAs, SAP = Navigate through an easy-to-use

Notes, wikis, and more) to address your interface

issues

Public 18


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

SAP Guided Answers @ 0
Interactive documentation designed to help troubleshoot issues, navigate processes and guide through tasks
Search
Search Q
o
=2 Guided Answers Trees 221 Products  Components © %

No filters 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 is to give you a guide on how to troubleshoot Employee Central Standards Reports.

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 troubleshoot 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 error 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.

Public 19



Self-service and incident prevention
SAP BusinessObjects Bl support tool

SAP BusinessObjects Bl support tool is a supportability solution providing reporting and analysis
tools.

= Best practices, system configuration, = Inclusion of helpful tools such as Community Wiki
service distribution, and other alerts are Security Analyzer, Authentication, and « Version 2.1 webinar and demo
checked automatically E2E Trace Wizards '

= Includes a toolbox providing many = Find problems and solutions pro-actively
additional root cause analysis and via customizable landscape alerts

GO STEUERSOIS = Obfuscate sensitive report data before

sending to SAP

Public 20


https://wiki.scn.sap.com/wiki/display/BOBJ/SAP+BI+Platform+Support+Tool
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
SAP BusinessObjects Bl support tool preview

Report Results

“

D] Chenge Analysis System Alerts (15)

Landscape Analysis Report Summary

P— &5 Bl: Alert Summary

- SAP BusinessObjects Bl platform support tool - X
File Tools Options Help
BI42LCM2_2018.531 9.35.9 52
2\ Home © = = ‘ - - -
Alert Summary \_Server and Services | Server Comparison| Content| Authentication | License Key | Schedule| Hardware | Platform Search | Semantic Layer| Patch History | Bl Applications | Timeouts| 2
Cl Create Report N

= | Report History T
lame

D EndtoEnd Trace License Key Validation (30

Alert Value

{Actual-Code-Hidden--TUG004T-D4

Alert Desci

This alert triggers if the license key has an expiration date which s less than 30 days from the

report run time

Server Name (ID):
BI42LCM12. AdaptiveProcessingServer (13277)
Hostname: BI42LCM1-2

This alert triggers if any APS is found to contain all default services, which indicates sizing has not

been properly performed.

Please use the CMC System Configuration Wizard and/or consult the BI4.x APS Best Practices
S.

Guide for information on how best to spiit and size the AP!

days)
& = Landscape Tools
AdaptiveProcessingServer
& Authentication Wizards Split Check
C Screen Recorder
Alerting AdaptiveJobServer Sizing

Hostname: BI42LCM1-2

Server Name (ID):
BI42LCM12.AdaptiveJobServer (13162)
BI42LCM12.JobServer-TEST (122982)

This alert triggers if more than one AJS is found to exist on
more than 1 AJS should exist per node and it should contail
were installed. IE, the AJS should not be split up as you wo

@BI42LCM2_2017.109_10.19.59 &2 |

| Alert Summary Server and Services | Server Comparison | Content

Authentication| License Key | Schedule| Hardware | Platform Search | Semantic Layer | Patch History | B Applications | Timeouts| Web Application Server

consult the Bl4.x Sizing Guide for further information regar

o
1 Lendscape Configuration

- Preferences
Total Max Heap Size exceeds
Physical Memory (All Servers,
No Chid Calculation)

HostName: BI42LCM2-0
[TotalHeap=21.35 GE]
[TotalRAM= 16.0 GB]

APS heap: 2.0 GB
WACS heap: 2.0 GB

Lumira heap: 10.0 GB
Explorer heap: 4.0 GB

This alert will sum up the Java Max Heap (-Xmx) value defi
regardless of their Running/ Enabled status (excluding thei
compare this to the total RAM on the same host. If the total
value, this alert s triggered. Only the Bl servers in the RUN|
calculated. Tomeat, other Web Application servers or any of
the same host will not be included. Please consult the Bl4.x
information on how best to spit and size the APS. For other
Guide (Requires S-user login) or visit htip:/www. sap.com/b)

Total Max Heap Size exceeds
Physical Memory (All Servers,
No Child Calculation)

HostName: BI42LCM1-2
[TotalHeap=19.35 GB]
[TotalRAM= 16.0 GB]

APS heap: 14.0 GB
WACS heap: 2.0 GB
Lumira heap: 0.0 GB
Explorer heap: 0.0 GB

This alert will sum up the Java Max Heap (-Xmx) value defi
regardless of their Running/ Enabled status (excluding theif
‘compare this to the total RAM on the same host. If the total
value, this alert s triggered. Only the BI servers in the RUN|
calculated. Tomeat, other Web Application servers or any of
the same host will not be included. Please consult the Bl4.x
information on how best to spit and size the APS. For othef

Webi Memory Analysis Check

“fa Not Connected

true

Guide (Requires S-user login) or visit http:/Avww. sap.com/b)
BI42LCM12 i

BI 14.2.3.2132 has been detected and the Webi Processing
Analysis” was found to be enabled. It is recommended to dif
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Content Analysis

Report Type Breakdown
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EXY Bl: Content Analysis Report

This report provides detailed counts of many critical document and system objects in the Central Management Server repository. This information can be used to receive immediate
information on the size of the landscape and offer information for planning changes to the environment.

Each object is listed below with their respective counts. A description is provided for each object type.

Instance Type Breakdown
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21



Self-service and incident prevention
Automated search for SAP Notes

. 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).

transaction ‘ANST’ and reproduce the issue may choose, the automated search for system:

« Learn more- SAP Notes tool bases note searches . 2361155

i on the ABAP objects that are involved -

= Check the FAQ and go to the Help Portal in the process = 2469123

= Read the blogs: ‘ANST’ and ‘What is " The tool is for ABAP based systems: = 2286869
ANST either running directly in the back end

system or through a front end (SAP
Fiori, portals)
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https://launchpad.support.sap.com/
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://blogs.sap.com/2014/01/07/what-is-anstand-why-arent-you-using-it/
https://launchpad.support.sap.com/
https://launchpad.support.sap.com/
https://launchpad.support.sap.com/
https://launchpad.support.sap.com/

Self-service and incident prevention
Performance Assistant

( \ 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).

= You benefit from updates and
information on SAP Notes

= Check the FAQ

= Read the blog
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https://launchpad.support.sap.com/
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/

Self-service and incident prevention

SAP Community
202 io The professional social network SAP Community serves as an expansion of SAP’s support channel
'.' u offerings to provide professionals across the globe with easily accessible answers to ‘How-to’ questions.

= 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
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Self-service and incident prevention
SAP Community preview

Public

Products Industries

Services and Support Learning Community Partner

About Try & Buy Q &

Featured Community Content

Community topics

Browse through the community topic pages to find in-depth
product-related or topic-related information

View community topics

Questions and answers

Search through all the questions and answers in the
community or ask the experts questions of your own

View all questions

Community blogs

Read or write blogs on various topics, products, technology.
and trends to exchange knowledge and share your expertise

View blog posts

27



Self-service and incident prevention
Support by Product

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.

properties contain all you need to Know e ‘ ST PO e S T T

about your product (version) — or guide you notes, and more product name you are looking for
to more helpful content if needed = Access of product-related content 2. Easily navigate through the content on the
relevan — all compil non roduct pages
= SAP ONE Support Launchpad offers a SUEVENIED oL —Ell eomplEt Or S P Pag
web page 3. Save product pages as “favorites” for future

broader range of SAP products .
= On the product pages, you will find cuisceeesee
content from different resources SAP Support Portal:

consolidated for you 1

= Read the FAQ or this news

. Access through “Products” in the header
navigation

2. Navigate through the product pages
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https://launchpad.support.sap.com/
https://launchpad.support.sap.com/
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/
https://launchpad.support.sap.com/
https://support.sap.com/en/products.html

Self-service and incident prevention
Support by Product preview

Public

@

< p!‘ ',’ Product Pages Products v Enter search term

Q «

@ SAP enhancement package 6 for SAP ERP 6.0 © Eenps For saP ERP 6.0

Product Type: Add-On Product Version
Product: SAP enhancement package for SAP ERP
Product Line: SAP ERP

Product Category: Enterprise Management

Release Type: Standard

SAP HANA Readiness: Unavailable
Current Status: Unrestricted available

End of Mainstream Maintenance: 30.12.2025

SAP Knowledge Base Articles Documentation Guided Answers Questions & Blogs

12673 Document

Number

0002515157

0002541626

0002367324

0002536110

Title

Seniority grouping incorrect due to reentry

IT0002 data blank after IVWID changes via Benefit Enroliment
WDA

Further analysis requires a reproducible example.

eSocial: $-1030 Job events

Pre.tay indicator for nlan XXXX has incaorrect value -

Component

PA-BN-PL

PA-BN-ES

SD-SLS

PY-BR

Downloads

Version

0001

0001

0008

0006

S

Example: Product page in SAP ONE Support Launchpad

SAl

Release, Upgrade & Maintenance ~  Tools v Offerings & Programs ~  SAP Solution Manager v

letWeaver

SAP enhancement package 2 for SAP NetWeaver

View Additional Product Content in the Launchpad

[EETTELRLIENIEN SAP Knowledge Base Articles

What's New

Recommended Articles: Related Pages

Additional Information:

Documentation Guided Answers Questions & Blogs

Stay Connected:

Video Tutorials:

Tools:

Example: Product page in SAP Support Portal
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Real-Time Support for the Intelligent Enterprise

Real-time interaction

We offer Real-Time Support channels with live and direct access to
7 E] SAP’s support experts.
Self-service and | | Real-time
incident prevention interaction
@ @ Expert Chat = Schedule a Manager
Digital support Schedule an Expert - Call-1-SAP & Customer

Interaction Center (CIC)

experience Ask an Expert Peer




Real-time interaction

Public

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

OVERVIEW

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

BENEFITS
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

ACCESS

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

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

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

screen

Access Expert Chat through the “Contact Us”-
menu

Carry out a search in the launchpad’s database.

Click on the Expert Chat-button in the upper
area

Access through Built-In Support
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https://support.sap.com/en/my-support/product-support.html
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
http://launchpad.support.sap.com/
http://launchpad.support.sap.com/

Real-time interaction
Expert Chat preview

Knowledge Base Enter search term

Create an Incident Expert Search

~ *Description Information below may help you identify a solution.

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

>earch FToQuCt Area selecie.. NON-Froauct Relatea 10pics
Component selected (Manual Selection): XX-SER-SAPSMP-TEST

— Description -—
Test Incident

Subject:* | Test Incident

n* ¥ D & & L 4 B U = E &
Test Incident Welcome to SAP Expert Chat; this is Marton@SAP. Please wait a moment
while | read the description you provided.
[N 01:46 PM |
Yes, | don't see the reports in our Bl system, can you help me please?
* | English v Sure, we can have a screensharing session. | will request via the chat tool to
share your screen. Is this all right?
‘ @ Use product functions for a simpler way to categorize your issue X 01:46 PM |
Yes, please

—

BI-RA-WBI (Web Intelligence) G

v~ Attachments

Please review the attachable file types and ensure that each attachment is less than 250 MB.

Please note that after this incident has been submitted to SAP, attachments cannot be removed. Please also note that if you choose Start Expert Chat, attachments added here cannot be
ronied inta the chat session and will need tn he added again 11sing the Chat taol

Save as Draft  Cancel

Review & Submit Incident § Schedule an Expert

Terms of Use Copyright and Trademarks Legal Disclosure Privacy

oion @ © O © @

About the Launchpad Status

Public
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Real-time interaction

Public

OVERVIEW

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

BENEFITS

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

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.

ACCESS

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

Access Schedule an Expert while going through
the incident submission process

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

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

Carry out a search in the Launchpad’s
database. Click on the Schedule an Expert-
button in the upper area
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https://www.sap.com/assetdetail/2017/07/2626c66e-c57c-0010-82c7-eda71af511fa.html
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https://launchpad.support.sap.com/
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Real-time interaction £

WINNER

Schedule an Expert preview é\\"ﬁﬂ“

< SAP create incident Knowledge Base Enter search term

Create an Incident Expert Search

v *Description Information below may help you identify a solution.
Please provide us with more information about your issue or question. This detailed information will help to speed up incident processing

Powered by Incident Solution Matching

Q

| give my approval for SAP Support to reproduce the ¢

scribed issue, while connected to my

mpacted non-production environments, using any steps provided in the description below or < Booking confirmed
provided late: 2ps result in a change being made, until the issue is closed
Confirmed
Subject:* | Test Incident
. March 07, 14:30
Description:* | 3 Th & & L & B U = = 4
N Add the meeting to your calendar and update the issue if you have more details before your session.
Basic information
Test Incident roduc
Who to contac 10|
R-SAPSMP-LAUNCH
ner Interaction er Web
In this 30-minute Webcast you wil lear
XX-SER-SAPSMP-SUP
Language:* | English v
Required Information for Sports Q
In e able 10 process and anal
‘ Use product functions for a simpler way to categorize your issue X 1S

Category:* Product Function Component

BI-RA-WBI (Web Intelligence) [

v Attachments

Please re v the attachable file types and ensure that each attachment is less than 250 MB.

Please note that after this incident has been submitted to SAP, attachments cannot be removed. Please also note that if you choose Start Expert Chat, attachments added here cannot be

ronied intn the chat sessinn and will nead tn he added again using the Chat tanl

(@] o @ O © O ®

'our Feedback About the Launchpad tatus

Terms of Use Copyright and Trademarks

Public
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Real-time interaction

Public

OVERVIEW

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

enables you to book a 30-minute call to discuss

BENEFITS

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

technical details of the incident with the assigned support engineer.

ACCESS

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
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https://launchpad.support.sap.com/
https://launchpad.support.sap.com/
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Real-time interaction

Schedule an Expert for open incidents preview

@& < T 15712018 Faed to open ths connecti Incicents &1 migrabon

1578 / 2018 "Failed to open the connection" error when scheduling Crystal Reports in the Bl launchpad

ng In BI platiorm (BI-BIP-ADM)
est Account - aPaul Phamma

) (@) (@) @

Commmricst . Contack:  Atfachmeniz

Ackion Log

Latest Information

When we schedule the Cr
“Failed to open tha connaction.~ tmpdb57839222a34555 mt”

The reports connect (o DB2 database. The BI4.1 server is on Linux 7.

23.052018 20:48.59 CET

Reply 10 SAP:

X he & L

AGG Aftachments:
+ Add an Attachment

File Name Description

Public

® [ «®

al Reports in the BI launchpad, majority of the reports fail with the following error

View the FAQ for creating Schedule t“
session for open Incidents.

Book a Session

7

Senl 1o SAP
High
1D 002075129200000015782018

) Expert

& < ET e mascoon

s || mmgraten ®a

1578 / 2018 "Failed to open the connection” erfor when scheduling Crystal Reports in the Bl launchpad

Latestntormaton

Prokm pesrpon o i 1 Bl lunchpac,
Falad o open e conrerion - IpAVSTER222a555 "

T aports connoc 10 DB2 dabase. Tho B4 1 sover i n Linax

o ox

Confirmed

May 28, 10:00
PST

A e mealing i your calendarand uprate e s 1o ave o dotats (SRR sosson

Acdn Calandar [ o) View Upcoming
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ILLUSTRATIVE

Live support with Expert Chat and Schedule an Expert

Optimizing the incident flow

Gather incident- Root cause analysis in Request Preparation
IRT related support and development system access of solution
information

Typical incident flow
Traditional incident

@ 6 replies to customer

Chat processing
14-45 days processing time

and screen
sharing Root ¢ analysis in Preparation
E] support and development of solution
Optlmlzed incident flow |J_|_I] ~5,000 sessions / week
with Expert Chat 60-70% solution rate
p Optional process if chat does not result in a solution ~30 min & length of chat duration
Expert
Session
& Screen
Sharing
Optimized incident flow - ggoSEe/ss;glrLstK/) e

30 min length of call duration

with Schedule an Expert

Public l Incident in process at support Incident in process at customer l Incident in process at development (SAP) l Incident waiting time 37



Real-time interaction

Q lets you collaborate on your technical, product-related questions, one-on-
’ ’ one, with a qualified and approved expert outside of SAP.

Public

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

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

Issue resolution through chat or e-mail

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
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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

Real-time interaction
Ask an Expert Peer preview

w My Support ~ Products ~  Release, Upgrade & Maintenance ~  Tools v  Offerings & Programs ~  SAP Solution Manager v Q &

SAP Support Portal Home / My Support / Incidents

Ask an Expert Peer

Overview

Ask an Expert Peer

As a part of our ongoing efforts to meet your changing needs, SAP Support is exploring additional options for how

we deliver support. Ask an Expert Peer is a new support channel : EXpERTS ARE WAITING FOR YOUR QUESTION
products*.

Start collaborating on your technical, product-related questions - pas 1 o ’
SAP. By collaborating with an expert peer outside of SAP, you bel
experienced perspective about your question. Ask an Expert Peel —
basic inquiries and how-to questions. —
=3
Because the free feature trial will be available for a limited time, y FEEy

help us decide if we will expand or discontinue the support chann type your email addr
channels to use, try the brand-new channel Ask an Expert Peer tc
through the survey we send after using Ask an Expert Peer.

susmD

PRODUCT

Click to Ask an Expert Peer Now!

Please Select ™

Ask an Expert Peer

YOUR QUESTION

Type your question here

g a— -

Read the FAQ to learn more

Public



Real-time interaction

Public

manager to help manage or prevent potential service exceptions

OVERVIEW

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

enables you to schedule a 15-minute call with a Product Support

BENEFITS

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

ACCESS

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

Real-time interaction
Schedule a Manager preview

Book an appointment with a Support Manager O L&~ = Schedule a Manager Appointment 2022 - Message (HTML)
File Message Help PDF-XChange Q  Tell me what you want to do
You are about to book an appointment, where you will receive a phone call from a Support Manager to discuss the status of this incident. Please select . . « N S Share to Teams | &2 EE. . . Find | B+ | eee
a suitable date and time from the options below. m 5 O R & 28 kB 5 L a= >
Current Time Zone in User Profile: CET Schedule a Manager Appointment /2022
<
SAP Notification Services O Reply © Reply Al | = Fonward
Monday Tuesday Wednesday Thursday Friday To © Sze 2022. 06. 08. 14:01
Jun 6 Jun7 Jun 8 Jun 9 Jun 10
Not Available Not Available 26 Available 44 Available 44 Available w Run simple
Monday fLsscy preCaestay UERY {1257 Schedule a Manager Appointment Information
Jun 13 Jun 14 Jun 15 Jun 16 Jun 17 Your appointment: 2022-06-08 16:00:00 CET
22 Available Not Available Not Available Not Available Not Available
Dear
‘Your Schedule a Manager appointment has been canceled (external/Customer). Please refer to the information
Available time of day Time Zone Duration (Minutes) below for details
Sincerely,
(o) 16:00 CET SAP Support
Details about your upcoming Schedule a Manager appointment
16:15 CET Summary of the SaM Request
Subject of the incident customer demo
16:30 CET category SAP enhancement package for SAP ERP > Accounting >
Appointment Date & Time 2022-06-08 16:00:00 CET
16:45 CET Telephone nr. to be called by SAP
1700 AT View, manage, update and export your appointment here.
Appointment / Incident ID Please verify your contact information is correct.
m Cancel The incident with the ID above belongs to the booked
Schedule a Manager appointment.
Other Useful Information
Common questions and answers Schedule a Manager FAQ

Public



Real-time interaction

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

OVERVIEW

= 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

Public

contact for assistance with nontechnical queries.

BENEFITS

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

ACCESS

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

Direct access:

= Chat with CIC

= CallCIC

=  E-mail CIC
Learn more here:

SAP Support Portal

= Reference Guide

= Webcasts

=  #ASKCIC Support Videos
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https://go.support.sap.com/contactus/
https://support.sap.com/en/contact-us/phone.html
https://go.support.sap.com/contactus/
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

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

e

Technical Assistance

How you can contact us

2 X )

Non-Technical Assistance* Portal Feedback

Report an incident for your SAP Contact your SAP Local Support Notify us about typos, broken

software

Public

Center by phone, e-mail or chat links and other issues

*Note: For contract-related questions, please fill out the online form.

SAP Support Portal

System Operations and Maintenance

R, Phone |Jigration Keys
e on Premise

My SAP Notes & KBAs
| Am Interested In

Contact Us  3hare Your Feedback  About the Launchpad

SAP ONE Support Launchpad
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Real-Time Support for the Intelligent Enterprise

&

Self-service and
incident prevention

SAP ONE Support Launchpad

Incident creation and
management application

=

Real-time

Predictive and preventative
support

interaction Social media

Built-ln Support
Cloud Availability Center
SAP Trust Center

Benefit from an intuitive support experience with personalized,
context-sensitive support when and where you need it.
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Digital support experience

Public

The
- to SAP support services.

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 unique users each day

Watch the video

Register for your demo today

provides you with personalized central access

BENEFITS

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

ACCESS

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

Digital support experience

Public

Mobile

S one support Launchpad
P

My Home

iy SAF

Solutions / Incidents

Find a Solution

[ —

Desktop
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Digital support experience

g
N\~ The redesigned 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.
OVERVIEW BENEFITS ACCESS
The incident creation application provides Simplified and intuitive design Accessible through the
a central user interface for several SAP ONE Support Launchpad

: ; Optimized user experience
integrated Real-Time Support features

Simplified categorization for incidents LGS G R T G Dl oL
It is used by over 50,000 unique visits . 2 d . My Home-Screen in SAP ONE Support
filtered by product/system selection

daily Launchpad
Real-time log file suggestions and

Newly designed features are based on analysis

~75 hours of customer feedback

Report an Incident

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

For detailed information also visit here

Find a Solution

Support assistant offers a guided
incident creation experience
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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/

Digital support experience
Optimized incident creation preview

Public

Report an Incident

7

Find a Solution

v *System Information

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

> *Description

> Attachments

*System: =y
*Product Arg
v Attachments
Please review the attached file types and ensure that each attachment is le;
o]ele; A
l [l Please note the Support Log Assistant Service is only available in En
= Do you want help solving your issue
. [ Bl Installer Errors and Warnings Log A = faster?
> Priority & Contacts [ Bl Platform Setup Engine Log 0] —
[ Bl Installer Deployment Unit Logs ] -
The Support Assistant feature is available for the product you selected: SAP
Busi Obyj Busi Intelligence platform
ﬂ setupexe.log Our automated Support Assistant will simplify incident creation, choose the
Uploaded By:  Jploaded: Tods - correct component and offer solutions along the way. Try it now to save time.

Description: S00140352002019-09-27T11:24:46.273Z

More information: KBA 2911451

Click Start to launch the Support Assistant.

1311985 - How to download SAP RusinessOhiacts Rusinass Intallioenca (RI) snfhmara - SAP ONE

Support Launchpad Alternative Support Channels
How to download Bl software Ha n..
XX-SER-SAPSMP-SWC Book a session with a Support Expert to discuss your issue. W t0)

For more details, please refer to KBA 2854599.

oin a Chat session with a Support Expert. What's

. . J
ﬁiilﬁgo - SAP BusinessOb] £or ore details, please refer to the SAP note 2570790.

Save as Draft Cancel

Sjielil | Cancel
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Digital support experience

Public

AN

AT

OVERVIEW

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

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 ACCESS
More detail is included on incident Accessible through the
creation, helping to achieve faster SAP ONE Support Launchpad

resolution times Add the tile ‘Report an incident’ to your

Component / Expert Area is My Home-Screen in SAP ONE Support
automatically selected so the incident is Launchpad
routed correctly the first time, reducing

i Report an Incident
ping-pong
Recommended content can help you
resolve and/or investigate the issue on
your own

Find a Solution
All details of your support assistant
interaction is transferred to the incident
to help the support expert investigate
your issue
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https://launchpad.support.sap.com/

Digital support experience
Optimized incident creation with support assistant preview

Report an Incident

Find a Solution

Public

(D Please note that the service is only avalable in English.

@ Friday. 212112021

Im your Support Assistant. | can guide you to find the right solution.

‘Which Business Intelligence product are you using?

What issue do you have with the B1 Platform?

Recommended help documents:

Best practices & pre-requisites for BI 4.x installation (Windows)

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

What type of install action are you performing?

= (o]
< Provious Question ] Show

o

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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Digital support experience

N The

OVERVIEW

New tile ‘Manage Incidents’ provides a
redesigned incident list view for you to
easily search, view, edit or confirm your
incidents

You can customize the filtering option to
search incidents and save the personalized
view with preferred grouping and sorting
rules

Multiple saved searches can be added
within the tile.

For detailed information also visit here

, accessed via the new ‘Manage Incidents’ tile,

BENEFITS

Simplified and intuitive design

Filter customization and personalized
view

Quick access to confirm, open or view
incident last changes

Foundation of incident management tile
simplification from SAP ONE Support
Launchpad

Redesigned incident edit layout provides
an intuitive workflow to interact with SAP
support

enables you to easily view, edit or confirm your reported incidents to SAP, with personalizable
filters and views, sorting and grouping

ACCESS

Accessible through the
SAP ONE Support Launchpad

Add the tile ‘Manage Incidents’ to your My
Home-Screen in SAP ONE Support
Launchpad

Manage Incidents

Customize your Lists

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

Digital support experience
Optimized incident management preview

Manage Incidents
Customize your Lists

Incident Lists

Public

My Very High incidents

*Status:
Search Q 11 ltems v
o . . *
My Very High incidents = v/
*Status: Priority: *Last Update: System:
Search D Low® v Within Last 7 Days v
Incident Details
~ R
There havebeenif £ ik Tost lere
= Incident Number 1377147 202G ter C
Updated on 04/01/2020 at 16:21:49
Incident Status: Customer Action
Narber Sul System/Product Component Reporter Customer
cusomeracion | | LAST Changes
137714/ @ ASE Sybase 1Q Hans Ammer - Test value
2020 8 Info to Customer (BC-SYB-IQ) contract OSS corp.
function
14161/ (7| 04/01/2020 at 03:21 pm by SAP JGE Upgrade tools for Hans Ammer - 0SS Test
2020 A function #1 0SS
i (BC-UPG-TLS-TLA) corp. funktion®
This is a test
Sent to SAP
2155272020 [f] css Value Added Tax Alexandra Paul - SAP Test
(VAT) Account - aPaul
(FI-GL-GL-F) Pharma Test-
Account AGS Data
Quality

Adapt Filters (3)

v
Download

CreatedOn  Updatedon  Auto Confim
at10:04am  at03:21pm

03312020 03312020  0S/15/2020
at05:18pm  at05:27 pm

04012020 041012020

at0352pm  at0352 pm



Enhancing the whole incident creation & management journey

Central entry point for Incident,

Enhanced contact details edit Schedule an Expert, Expert Chat

Available support channels
highlighted

User profile update during
incident creation

Multi-file upload New tile ‘Manage incidents’
Filter customization &

personalized view

Simplified categorization Modernized layout with intuitive
workflow to interact with SAP

using ‘product functions’
Integrate latest functionality of

incident creation form

System filter enhancement

Cloud outage alerting

Public



Digital support experience

Public

/@

The

OVERVIEW

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.

features and capabilities will help customers in a
tailored and personalized way to avoid or even prevent issues.

BENEFITS

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.

ACCESS

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.
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https://launchpad.support.sap.com/
https://support.sap.com/en/products.html

Digital support experience
Predictive and preventative support preview

SAP Support Portal Home Products / Support by Product Unp!anned Downtime affects <CLO - DC12SHR>
SAP SuccessFactors Employee Central
Unplanned Downtime is affecting <CLO - DC12SHR> since 12/12/2019, 10:00:00 PM UTC.
|
Instead of creating an incident we recommend to subscribe to the new event-based notifications, providing
you with regular updates on the service unavailabilhyfnd its resolution.
Featured Content SAP Knowledge Base Articles Documentation Guided Answers Questions & Blogs .
You can also follow the latest updates in the Cloud Availability Center.
Hot Content Release Information
Employee Central Release FAQ - First Half 2022 (1H 2022) 1H 2022 Release Highlights: Get Subscription
SAP SuccessFactors Known Issues for the 1H 2022 Release v/ Release Highlights Document

v/ SAP SuccessFactors Release Community
Trending KBAs/SAP Notes
' Product Area Release Highlights Video

1905 Support Hire Date Correction For Time Off SAP SuccessFactors Release Information:
Time Off: How to start a Time Off Leave of Absence from Take v What's New Viewer
Action v/ Notable Fixed Issues
Leave of Absence Functionality is Not Working as Expected SuccessFactors Known Issues
(Expected Return Date field is not visible in Job History > Insert y
New Record) v Employee Central SRR Keep up with the latest ot & trending content
v People Profile Please tell us more about your issue type by choosing the best answers below. Don't forget to check the right side for
helpful content along the way!
Tools
HOT) SAP SuccessFactors Known lsues for the 1H 2022 Release
Related Pages
Employee Central Check Tool i KnonedgeSae il (C4) provides yraric search s e top-igore o
Employee Central WIKI Please select Y topic that best fits your issue b an option below. Click "Show More Info" for fssues for the 1H 2022 rlease. Inth spitof ansy )
. topic cotext (et
Recommended Articles Communities:
« Employee Central Customer Community (67 Employee Cental Reease F -
: ~ (HOT) Employee Central Release FAQ - First Half 2022 (14 2022)
Helpful How-To KBAs o — tallimportant aware of in the 1H 2022 releas
« Employee Central Partner Community T e e e
+/ 3086940 - Proxy Management for Time Off and Time Sheet KA (How T
Blogs:
v/ 2156278 - How to set up EC Alerts and Notification using
« Employee Central Resources Blog
Business Rules (GRENDING.) 1905 Support Hir Date Carrection For Time Off
NG 1905 Su e c i
wt e Ce ? We have res s /
2287729 - Object Association FAQ - Value Help - Employee v New to Employee Central? We have resources to get you Support e atecrrecion e f, Imagedaa i this KBA s fom SAP nenal sysies,
started! sample data ordemo systems.Any resembiance o e
Central o KBA (Product Enhancemen)
FAQ KBAs Additional Resources
/2318852 - Employee central implementation — position ((TRENDING ) Time Off: How to start a Time Off Leave of Absence from Take Action
management FAQ SAP Best Practice package for SAP SuccessFactors Employee Core HR - Personal & Employment Data, HirelRehirelTermination, Foundation Data, HRIS Sync | Advances & Deductions a3 Of e e on e ckn s e o e
1 (SAP Best Practices Explor ST (ry— -
2318854 - Employee central implementation — Time Off FAQ Central (SAP Best Practices Explorer) ompany Structure ontingent Workiora KB (ow
2315275 - Employee Central — Workflow & Alerts FAQ Product Page for SAP SuccessFactors Employee Central (SAP -
Help Portal Pwv'-Pmﬁh m - Sheat SAP SuccessFactors Known Issues for the 1H 2022 Release
2315276 - Employee Central - Data Imports FAQ P ) ‘ e e o
uestions around SAP SuccessFactors Employee Central (SAP ol y and mut
+/ 2331851 - Employee Central implementation — Business Q ploy! ( LODSF-EC Note

Community) Show More Info

Rules FAQ
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Predictive and preventative Support

Specific customer tailored real-time interventions to predict
and prevent business impacting events and incidents

(e.g. cloud health)

Intuitive, context sensitive support delivered through the digital
support experience (e.g. Incident Solution Matching, trending

SAP Knowledge Base Articles KBA, support assistant)
PROACTIVE

Enables customers to self-serve, thereby reducing reactive

engagement (search KBA, Guided Answers, communities)
SELF-SERVE

On demand problem solving and guidance driven by
customer need (real-time interaction channels and incident)

REACT

Public
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Digital support experience

RO

j Follow Product Support for Real-Time Support updates and helpful
product-specific resources for S-Users and administrators.

OVERVIEW BENEFITS
SAP’s social customer product support Gain the benefit of new channels for
includes the following accounts for Product community and peer-to-peer knowledge
Support: sharing and information exchange
Twitter @SAPSupportHelp Ask questions and get answers quickly
WeChat (SAP Daily) Get timely notice of critical and trending
issues

Get expert tips and advice from SAP
and peers

aly

Public

ACCESS

Twitter: [E ]
SAP Support Help @%ﬁg

YouTube

Interviews and blogs on our support
strategy with Andreas Heckmann, Head of
Customer Solution, Support & Innovation: ofvo)

https://cn.linkedin.com/in/aheckmann el 3
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https://twitter.com/SAPSupportHelp
https://www.youtube.com/user/SAPSupportInfo
https://cn.linkedin.com/in/aheckmann

Digital support experience

Next-Generation Support

Delight Customers.

Always.

SAPd

SAP Support Help
@SAPSupportHels

Tweets  Following  Followers  Likes
298K 1,245 5964 877

Tweets  Tweets & replies  Media

Twitter @SAPSupportHelp

Public

Interviews and blogs on our support strategy with
Andreas Heckmann, Head of Customer Solution,
Support & Innovation:
https://cn.linkedin.com/in/aheckmann
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https://twitter.com/SAPSupportHelp
https://cn.linkedin.com/in/aheckmann

Digital support experience

Public

moves support right into the application, simplifying and accelerating the

@ customer interaction with an embedded digital support assistant.

OVERVIEW

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

BENEFITS

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

ACCESS

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
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https://support.sap.com/en/my-support/product-support.html
https://help.sap.com/docs/Built-InSupport?locale=en-US

Digital support experience
Built-In Support preview

Qa € 9 ® L4 EP

Built-In Support & X

‘ Search SAP Support Knowledge Base Q ‘

Recommended Links for your system context

0“/\1}: What's New Viewer - SAP S4HANA CLOUD

Product Documentation for SAP S/4HANA

Directly open the SAP Fiori launchpad
documentation

b

[h\l[h SAP Help Portal

Issues
Open on My Side Open on SAP Side

[ Report New Issue] [ Review My Issues
Actions

ﬁ Ask the Built-In Support chatbot
U 3 ) Letthe bot guide you to find a solution

Public



Digital support experience

Public

G The
(===

OVERVIEW

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

offers you a personalized dashboard with at-a-glance visibility

into your cloud product availability.

BENEFITS

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

ACCESS

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).
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https://launchpad.support.sap.com/
https://launchpad.support.sap.com/
https://support.sap.com/en/my-support/systems-installations/cloud-systems-installations.html
https://support.sap.com/en/my-support/systems-installations/cloud-systems-installations.html

Digital support experience

Public

w1127 ONE Support Launchpad

Success Factors - Administration

Cloud Availability
Center
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Digital support experience

The provides unified and easy access to trust-related content, such as
[=— security, privacy, and compliance.
OVERVIEW BENEFITS ACCESS
SAP Trust Center is a public-facing website Cloud Service Status: Availability data of cloud Access the public SAP Trust Center
on sap.com services directly or go to sap.com and find it in the
. Security: Information on product security, “About” section
Trusted source, where you can initiate security offerings, and best practices for securing
requests and engage with SAP the Intelligent Enterprise Additional access to classified
Easy access to SAP documents, Privacy: Learn how SAP respects and protects information, documents, and other content
o your rights available only to SAP customers and SAP
certificates, and contracts for SAP software . .
and services Compliance: Shows variety of ISO/BS and partners with a valid SAP user ID
certificates accessible via the SAP Support Portal

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

Digital support experience

SAP Trust Center

Overview

Security, privacy, and compliance -
we keep your data safe

Your business is built on trust, and you expect the same from your software
provider. As a leading software provider and a cloud company, we're dedicated
to building — and keeping - our customers’ trust.

Cloud Status Security Privacy

Compliance
Find out how

Cloud Operations Data Center Agreements
t our data cent

De

SAP Trust Center

Overview

Menu

Security,
privacy, and
compliance —

we keep your
data safe

Your business is built on trust, and
you expect the same from your
software provider. As a leading
software provider and a cloud
company, we're dedicated to
building — and keeping — our

customers’ trust.

Thursday

Public



Real-Time Support for the Intelligent Enterprise

Thought leadership
Al / Machine Learning

Incident Solution Matching

SAP constantly innovates to improve our products and provide you
with an amazing support experience.

7

Self-service and
incident prevention

=

Real-time
interaction

O

Digital support
experience
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Artificial intelligence and machine learning

Thought leadership roadmap

'Y

Business applicability

@.‘3

Public

usiness data science

Data Science for customer success
use cases

Includes optimizing of customer
processes

Analyzing customer specific
data/processes

= Leads to self-improving features with

,(/“'\ Machine learning integration

Exploration

Predictive support

= Prescriptive support
= Personalized support
Automated support

' .

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

Complexity
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Artificial intelligence and machine learning

Public

g automatically proposes solutions based on incident data
. (e.qg. incident description) in the incident creation form and the view or edit form of open
— incidents in SAP ONE Support Launchpad.

OVERVIEW

A new machine learning service based on
artificial intelligence (Al) 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

BENEFITS

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

ACCESS

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
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https://www.sap.com/assetdetail/2019/04/341f5d64-457d-0010-87a3-c30de2ffd8ff.html

Artificial intelligence and machine learning

o <

Public

BT cresenciden knowt.. ~ | Entrsoarch tom alm K® & —

Contact SAP Support Alternative Support Channels: Expert Chat Schedule an Expert Expert Search

~ /A Connections are currently closed or system access data has not been A
essing maintained for the selected system. To speed up incident processing, please
correctly maintain your remote connections for the selected system. Please also
ensure that correct user roles are provided and that these roles are identical to
where the reported error occurred.
How to fix quantity on stock in transit? (KBA 1618453)
Provide Incident Details
MM-IM-ST-PO how o
When rying 10 post  goods receipt for an Outbound Delivery at the receiving plant which was cre...
Language: | Enciich (user profile language) “
Stock in Transit not cleared with movement 557/558 in MBST (KBA 1727922)
*Priority: | Medium v MM-IM-ST-PO problem
Stock in ransit quantity is cleared with posting of 3 goods movemant with mvamant rynes 557 v
iness op re affected < ..2‘ 3 259985 | 2019 Stock in transit stock is... Incide... || Entersearch term Q|
«subject: | Stockin transit stock issue Stock transfers via stock in transit: Receipt and issue n 259985 / 2019 Stock in transit stock issue
MM-IS-IC System: AB2
This is a CONSULTING NOTE for Inventory Controlling. This S# Installation: 0120009915 - SAP R/3
*Description: | % B © L B U for Component: Stock Transfer for Stock Transport Orders (MM-IM-ST-PO)
00 Customer: 202418 - OSS Test function #1
Access Data Missing
We have the following issues when doing a movement of type FAQ: Stock transfer to stock transport order (Note 521 o/ oo
MM-IM-ST-PO
a) The stock n ransit quanty is not getting reduced i no contansfrequentyased questonsansirs bk . . .
b) We are unable to put completion indicator in the PO ‘/PQ\‘ ‘/&g \ /@\‘ ‘/E\‘ (ﬂ\
N -/ NG N
The scenario of PO from our Syslem is as below: Analysis of stock in transit/correction for Spm valuation Latestinfo  Communicat. Contacts. Attachments ~ KBA/SAP No. Action Log
A stock transport order (XXX) 7490002222 was Created for MM-IM-ST-PO
material 538010(Finished product) from plant IT11 storage
SAP Support: Please read the remark to the notel Goods receif i
location FGO1 to IT11 plant and FG10 storage. Both the storage v/ PP ' Latest Information
locations are warehouse manaaed.
POWERED BY TINYMCE
No stock in transit with cross-company purchase order X
Problem Description: We have the following issues when doing a movement of type 557:
MMM
= " a) The stock in transit quantity is not getting reduced.
omponent: | yi.im-sT-PO & When goads sue  posied for a cros-company purchase ord b) We are unable to put completion indicator in the PO.
v The scenario of PO from our system is as below:

A stock transport order (XXX) 7490002222 was created for material 538010(Finished product) from plant IT11 storage location FGO1 to
IT11 plant and FG10 storage. Both the storage locations are warehouse managed.
« First outbound delivery (823062222) was created and post goods issue done. Then stock was posted into transit into FG10 storage

location.
2019.05.23 00:06:01 UTC
Reply0SAP: [ 5 & & L & 0 B U &

After the posting of a goods movement with movement types 557 or 558, the stock in transit quantity is stil displayed in the transaction MBST.

<8 I

*

Sent to SAP.

D: 002075129200002599852019

This information might help you right away

Stock in Transit not cleared with movement 557/558 in MBST
(KBA 1727922)

MM-IM-ST-PO problem

Stock
with movement types 557 or

How to fix quantity on stock in transit? (KBA 1618453)
MMAM-ST-PO howto

When trying 10 post a goods receipt for an Outbound Delivery at the
receiving plant which was cre.

Movement types 557/558 for the stock in transit correction
(Note 389484)
MM-IMST-PO program error

‘See Note 392205, With the present note, the movemen types 557 and
558 are made available for the,

Analysis of stock in transit/correction for split valuation (Note
392205)

MM-IM-ST-PO help for error analysis

SAP Support: Please read the remark to the note! Goods receipt for
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Incident Solution Matching
Machine learning service for product support

Machine Learning

_— — _ 0
— ny —
Data-driven Specifically Machine learning
analysis engineered powered algorithms
processing )

_ D

——

v

Incident Solution
Matching

Solution delivered
“Delight customers.
Always.”

SAP Notes &
SAP Knowledge
Base Articles

L

Self-improving features
permanent algorithm retraining
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Real-Time Support: Extending the value of support

Channels and technology

; g SAP Knowledge g
SAP ONE . Schedule an . Social media . Base Article . Release Center: . SAP Customer and

Support . Expert: pilot program search via pilot Partner Outreach
Google |
| T T - T - T - T
CALL-1-SAP Expert Chat ESAP ONE Support Cloud Availability Customer
! . Launchpad ; Center: pilot . Interaction Center
! ’ chat

' 1DX — SAP Support |
Portal: preview



Real-Time Support: Extending the value of support

Channels and technology

: SAPONE | .. .. Cloud
s . : . Built-In Support | Built-In Support el
SAP ONE  Suided Support Ul UewSAP | SAPSMHANA | Availability
Support i Answers i system ! S/4AHANA | Cloud . Center for SAP
Wave 2 overview . SuccessFactors
; ? ? | ? | ? ? ?
New SAP SAP Trust . SAP Incident Schedule an Schedule an Support by Product
Support Portal Center Dashboard : Expert Expert |
released | 5 |



Real-Time Support: Extending the value of support

Channels and technology

Cloud

Built-In

e Automatic Built-In Support Ask an Expert Schedule an
Availability Support yranslation: | SAPSMHANA | PeerSAP | Expert for g
Center: Extension | SAP Integrated i i i :
) ; : . KBAsand SAP Cloud i SuccessFactors | open ;
to further solutions | Business | Notes 5 5 Solutions " incident :
(beta) Planning u incidents
| S S Y WD G SR S S S S
—° ? ? =% = T/
Ask an Expert SAP SMS notifications Expert area Incident Solution Component
Peer: Feature Knowledge | for SAP ONE | predictor Matching predictor
trial Base Articles: | Support Launchpad |
Responsive i =
Preview

Public
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Real-Time Support: Extending the value of support

Channels and technology

Improved Improved ~ Product Support Automatic . Built-In Support | Built-In Support
incident creation | incidentcreation |  Accreditation | translations . SAPS/4HANA | SAP Cloud ALM
application i Support assistant | program . Expert Chat | Cloud

‘

Schedule a Schedule a Incident Predictive .and Built-In c SAP .
Manager: pilot Manager creation preventative Support ommunity
| . Unified support |  support Cloud | SAP Inj[egrated
experience | Health Business
Planning for
Supply Chain



Real-Time Support: Extending the value of support

Channels and technology

Ask an Expert

Peer : . Schedule a Manager Built-In Support Built-In Support
o : Built-ln Support : : SAP Service
Unified Support ; , : : , SAP HANA Cloud, | .

) ; SAP Customer . Extension to Medium ! : Cloud Version 2
Experience ! Data Cloud ; Priority Cases ; Data Lake ;
Integration ata Liou y
_J o y o o o i\ o S

- T T : T | T ;

Predictive and
preventative
support
Hot and trending
content

Public

Built-ln Support

Predictive and

Predictive and

?—

Built-ln Support

SAP HANA Cockpit preventative preventative SAP HANA
2.0 support support Database
Hot/trending/add Hot and trending Explorer

itional content
for all products

content within
support assistant
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Real-Time Support: Extending the value of support

Channels and technology

Built-ln Support
SAP HANA Cloud,
Central
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Real-Time Support

External recognition — awards and benchmarks

Award
Winner

2018

The Year’s Ten Best
Web Support Sites

/N

WINNER

o
STAR Award

9 % i

2019 STEVIE
WINNER

FOR SALES &
CUSTOMER SERVICE

@
2018 Index Winner

Top Ten Best Support
Websites 2018 for the SAP
Support Portal incl. the SAP

ONE Support Launchpad
from the Association of

Support Professionals

(ASP).

Public

Technology Services
Industry Association (TSIA)
STAR Award for Best
Practices in Support
Services for Schedule an
Expert and finalist in the
Transformation of Support
Services category for the
Next-Generation Support
approach overall.

SAP Support won two
Silver Stevie awards — for
Innovation in Customer
Service for Next-Generation
Support, and in Best Use of
Technology in Customer
Service for the Schedule an
Expert service.

The SAP Support Portal
received recognition in the
sitelQ eBusiness Index’s
Online Support category
rankings, achieving first place
for usability with the highest
recorded score.
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https://tsia.com/
https://news.sap.com/2018/10/sap-support-tsia-star-awards/
https://news.sap.com/2018/10/sap-support-tsia-star-awards/
https://news.sap.com/2018/10/sap-support-tsia-star-awards/
https://news.sap.com/2018/07/award-winning-sap-support-experience/
https://news.sap.com/2018/07/award-winning-sap-support-experience/
https://asponline.com/awards/best-web-support-sites/
https://siteiq.net/sap-support-launches-up-the-index
https://stevieawards.com/sales/2019-stevie%C2%AE-award-winners
https://stevieawards.com/sales/2019-stevie%C2%AE-award-winners

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

&

Public

Video: SAP Support Portal video

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

Social media
SAP Support Help on Twitter
Video series on YouTube

Al and Machine Learning

Incident Solution Matching landing page (SAP Support Portal)

Video: Incident Solution Matching

Webinar: Incident Solution Matching — Enabled by Atrtificial Intelligence
Webinar: SAP’s use of Al in incident management processes

¥ 2 39 =

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)
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https://support.sap.com/
https://support.sap.com/en/offerings-programs/strategy.html
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
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
https://sap.emea.pgiconnect.com/p1mvq42j7hn/
https://support.sap.com/en/my-support/incidents.html
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
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe
https://support.sap.com/en/my-support/incidents.html
https://www.sap.com/assetdetail/2017/05/445d2e17-ba7c-0010-82c7-eda71af511fa.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe
https://support.sap.com/en/my-support/product-support.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe
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://sap.emea.pgiconnect.com/p2733d2koud/?launcher=false&fcsContent=true&pbMode=normal
https://support.sap.com/en/my-support/product-support.html
https://support.sap.com/en/my-support/product-support.html
https://www.sap.com/assetdetail/2019/04/341f5d64-457d-0010-87a3-c30de2ffd8ff.html
https://webinars.sap.com/sap-user-groups-k4u/en/ccoe
https://sap.emea.pgiconnect.com/p79a7pon5nb/?proto=true
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Support application
launchpad as
central entry point

Groups and tiles are
personalized based

on user profiles

Helping information
and tasks are
displayed directly on
the tile

el

5?? ONE SUpDO,?

LAUNCHP PO

SAP ONE Support Launchpad as central entrance point:

Traditional incident management — reinvented

user interface and video

= g-';' ONE Support Launchpad

My SAP Notes & KBAs
| Am Interested In

E| 2

Favorites updated

Within last 2 days

Solutions / Incidents

Find a Solution
On Premise

Incidents

Action required

Legacy Incidents
On Premise

Find your incidents

Knowledge Base

SAP HotNews

B 44°

To be reviewed

Solution Proposed

2

Need confimation

SuccessFactors Solutions / Incidents

Find a Solution Action Required
Cloud Cloud

o 4

Report an incident Customer action ne

Share Your Feedback  About the Launchpad

Solution Proposed
Cloud

10

Need confimation

% Enter search term

Incident Quality
Report
Customer CoE

= 73.0

Last 6 months

Open Incidents

27

Outstanding incidents

Open Incidents
Cloud

10

Outstanding incidents

yo)

No Updates

34

Within last 7 days

No Updates
Cloud

0

Within last 7 days

Tems of Use Copynght and Trademarks  Legal Disclosure  Privacy

f

= John Hybrid (S0012006920)
- 50012006920

High Priority

1

P1 & P2 incidents

Critical
Cloud

1

\éery high & high inci

DratftIncidents

18

Not sent to SAP

DratftIncidents
Cloud

3

Not sent to SAP

Search for
knowledge
documents and

business objects
relevant to the user

SAP ONE Support Launchpad explained in 3 Minutes

Link to video:
https://youtu.be/9RutFZ1Qoag
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https://youtu.be/9RutFZ1Qoag

CALL 1 SAP Support Worldwide Telephone Directory

onnnnenn
00000000

Service Menu — What You Will Hear When Calling Us

Thank you for calling SAP Product Support. Please choose from one of the
following options:

To reach customer support for SAP Fieldglass, SAP Concur and SAP
Qualtrics solutions, please press 1

Sub Menu:

For SAP Fieldglass support, please press 1

For SAP Concur support, please press 2

For SAP Qualtrics support, please press 3

To reach customer support for all other products, including SAP
SuccessFactors and SAP Ariba solutions, please press 2

Sub Menu:

For SAP Ariba solutions, please press 1

For all other products including SAP SuccessFactors please press 2
To listen to the menu in another language, please press 3

To listen to this menu again, please press 4

Public

Contact us for all your SAP non-technical queries. We are here to support you —
24 hours a day, 7 days a week, 365 days a year.

In many countries, the toll-free number for contacting SAP support is accessible
through landline phones and some mobile providers. It allows you to select the
specific SAP product area you require, connecting you directly to an SAP support
representative.

Universal free-phone number for contacting SAP support services

Access to service menu to select a specific product area you require, now
including SAP Ariba, Concur, and SAP Fieldglass solutions

Toll-free number accessible in most countries through landline phones and some
mobile providers

If you are unable to connect via the number provided for your country, please call
+49 698 740914073.

Learn more here:

Access to Worldwide Telephone Directory
Contact the Customer Interaction Center (CIC)

80


https://support.sap.com/en/contact-us/phone.html
https://support.sap.com/en/contact-us/cic.html

How we interact with our customers
SAP Enterprise Support Academy

Build knowledge and skills and learn from experts.

Helps you build up the knowledge and skills needed to fully

maximize the benefit of SAP Enterprise Support sapErarpriseSppor Aty o Pt e et
SAPE %

Learning content and services in several formats, supporting o

different learning styles and needs, from ad hoc problem solving s g J

to structured, long-term knowledge acquisition

Accelerated innovation enablement, best practices, expert- -
guided implementations, guided self-services, meet the expert, e
quick 1Qs

Beta Version Open for Business

https://support.sap.com/support-programs-
services/offerings/enterprise-support/academy.htmi S Seta versin Open or Business. 1T e

Try out the next-generation learning platform of the SAP Enterprise
Support Academy enablement program (limited functionality in beta
phase)

Get more deta

Public


https://support.sap.com/support-programs-services/offerings/enterprise-support/academy.html
https://support.sap.com/support-programs-services/offerings/enterprise-support/academy.html

Contact

Femke Swansky- Director,

femke.swansky@sap.co
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