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Safe Harbor Statement

This document is intended to outline future product direction and is not a commitment by SAP to 
deliver any given code or functionality. Any statements contained in this document that are not 
historical facts are forward-looking statements. SAP undertakes no obligation to publicly update or 
revise any forward-looking statements. All forward-looking statements are subject to various risks and 
uncertainties that could cause actual results to differ materially from expectations. The timing or 
release of any product described in this document remains at the sole discretion of SAP. This 
document is for Informational purposes and may not be incorporated into a contract. Readers are 
cautioned not to place undue reliance on these forward-looking statements, and they should not be 
relied upon in making purchasing decisions.
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Mohammed joined SAP in summer 2017 as Global Head of Technical 
Support, bringing over 30 years of experience leading enterprise 
support teams at companies like Oracle and Skillsoft. He currently 
drives SAP’s Support transformation, delivering award-winning 
customer experiences while aligning with SAP’s strategic goals. 
Mohammed also mentors the Technical Support leadership team, 
embodying SAP’s leadership principles to foster high performance.

Senior Vice President, Global Head of Technical Support

Mohammed Ajouz
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Help the world
run better
and improve
people’s lives

Our purpose
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Ac hieve more
acros s  the value chain

Innovate s us tainably 
and with confidence

T rans form your bus ines s  
at s cale with AI

Our Vision

We bring out 
the best in 
every 
business
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Apps

AI

Data

Our strategy remains to bring together 
apps, data, and AI into a virtuous flywheel
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However, we need to completely re-design how end users work and 
business processes run with SAP Business AI

Apps

Business Data Cloud
Embedded Intelligence

Business AI

Data

AI

Apps

Traditional business processes supported by apps

From

Reimagined UX and business processes run by AI assistants

To
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Promise Reality

$ millions/year wasted

Unlocking Support Value
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Promise Reality

$ millions/year wasted

2/3 of customers  who s witch brands  do 
s o becaus e of poor s ervice. C ustomer 

experience including s upport 
experienc e is  expected to overtake 

price and product as  the key 
differentiator.

S ource: D eloitte Ins ights  – R adically trans forming your S upport Models

“

”
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From

Unlocking Support Value

Limited System 
Insights

Back-and-forth 
Resolution

Fragmented 
Entry Points

Reactive Issue 
Management

Complex, 
Manual 
Processes

To

AI-Enabled, Unified 
Customer Experience Digital Experience

Assistants

Self-Service 
Assistants

Optimization
Assistants

Issue Resolution 
Assistants

Preventive 
Assistants
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“We will learn from the past to predict the 
future and transform the support experience 

into one where support prevents an issue 
from becoming a business-impacting event.”

“

”
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Combine human and AI expertise to prevent 
issues from surfacing in the first place. When 
needed, we respond with context-aware actions 
to enable faster resolution.

Help you get lasting value from your SAP 
investments by keeping your systems healthy 
and performance on track without operational 
friction.

Bring consistency to how you engage with SAP 
through an intelligent interface that keeps 
interactions connected, personalized, and free 
from fragmentation.

Always-On, 
AI-Native Support

Effortless 
Business Continuity

One 
Unified Experience

Value to you as our customer
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About Support
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The foundation for 
Customer Trust

Our Vision

Create exceptional 
customer experiences, 
build lasting trust and 
drive business success

Our Mission
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From To

Owning the 
Customer 
Experience

Focuses on an end-to-end 
view of how SAP shows up in 
customers’ daily work. 

The goal is to understand their 
environment, priorities, and 
patterns of use over time. 

Reframe every interaction 
from “We resolved your issue” 
to “We advanced your goal,” 
signaling a shift from fixing 
problems to restoring and 
increasing value.

Owning 
the Case 
Resolution

Focuses on what is reported 
in the moment by 
customers. 

The goal is to resolve the 
issue, close the case, and 
move on to the next. 

This approach is necessary, 
but it treats each case in 
isolation and limits how the 
broader customer 
experience takes shape over 
time.

How We’re Shifting the Value
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Future of Support at a Glance
W h e r e  W e ’ r e  H e a d e d

Invisible 
Support

Empowered 
Support

Accelerated 
Support

SAP detects risks early & 
prevents potential issues

AI-driven SAP support provides 
tailored recommendations to 

improve your support experience

SAP recognizes your environment, 
history, & similar customer cases 

to automatically connect you with the 
best expert & resolution.
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Zero
Escalations

167
Customers

27
Industries

100%
Uptime

518
Recommendations

1050
Hours

Time & Effort Saved

213
Tenants Monitored

674
Proactive Issues Detected

451
Proactive Cases

2025 
Black Friday / 
Cyber Monday 
Preventive 
Customer Care

Invisible Support
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+40% +20% +18% +251%

GMV YoY Growth Transaction Volume
Increase

Average Order Value
YoY Growth

Peak Capacity YoY
Growth

$17.8B in Cyber
Week sales. Processed more

orders than in 2024.
Processed $2.3B
GMV and 11,000

orders per minute.

Indicates strong
customer demand.

Commercial Performance 2025

Invisible Support
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Example: How Credential Stuffing Works

Multiple 
Login 
Attempts

Account Takeover Attacks use 
stolen or common passwords 
to brute-force logins, 
generating millions of failed 
attempts.. 

SAP Customer Data Cloud 
detects these spikes in real-
time and provides proactive 
monitoring and tailored 
recommendations to keep 
systems secure.

Delivering 
Proactive 
Support 

Monitoring

An engineer analyzes the 
incident. If deemed a 
legitimate attack, the engineer 
provides tailored 
recommendations specific to 
the attack attempt and the 
customers configuration to 
help protect end user data 
from exposure.

Case

Support proactively monitors 
customer systems for spikes in 
failed login attempts. 

An incident is automatically 
created for each alert to enable 
prompt engineer investigation 
and 
analysis logging.

Intelligent 
Automation

Support 
Engineer

Behind the Scenes

Attacker

Collection of Stolen Login 
Credentials

Bot 
Coordinator

Botnet
Customers 

Successfully 
Protected

Invisible Support
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Invisible Support

Proactive 
Monitoring with 
Business Network 
for Supply Chain

Outcome:  Increased case deflection, faster turnaround time 
with the development teams, improved platform stability, 
and stronger customer trust. 

PUBC

Proactive 
Monitoring with 
SAP Business 
Network for 
Supply Chain

https://sapvideo.cfapps.eu10-004.hana.ondemand.com/?entry_id=1_busf1drq
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Preventive and intelligent support is 
becoming a core capability across 
all SAP solutions.
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Empowered Support
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Challenge

Fragmented delivery 
structures and journey 
designs experience leads 
to dissatisfaction and 
inefficiencies.

Solution

A unified, intelligent front 
door that identifies intent 
and delivers personalized 
resolutions

Benefit

Higher satisfaction, 
stronger AI leadership, 
increased self-service 
efficiency.

Vision

with voice to text

Entry point for

Everyone

Our intelligent 
front door

Empowered Support
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SAP’s vision for an intelligent front door

Vision 
Demo: 

I’m having an 
issue



Empowered Support

Vision 
Demo: 

Close my 
case

SAP’s vision for an intelligent front door



Empowered Support

Vision 
Demo: 

Provide a 
work 
summary

SAP’s vision for an intelligent front door



Generative AI Search

Empowered Support
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Empowered Support

Live Preventive Recommendations

Learn 
More

https://community.sap.com/t5/blogs-about-sap-websites/live-preventative-recommendations-application-is-now-live/ba-p/14078037
https://community.sap.com/t5/blogs-about-sap-websites/live-preventative-recommendations-application-is-now-live/ba-p/14078037
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Empowered Support

Automatic Translation
For SAP Notes & SAP Knowledge Base Articles

English

Spanish

Chinese

French

JapaneseGerman

Russian

Korean

Italian

Portuguese

Available in 
10 Languages
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Empowered Support

Customer Insights Dashboard

Summary 
Tab

Cases

Reporting 
Chapter

Main 
Sections
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Empowered Support

Customer Insights Dashboard

View Key 
Support 

Datapoints
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Empowered Support

Customer Insights Dashboard

Read the 
Data and 

Optimize a 
Repeated 

Usage of CID

Personalize
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Empowered Support

Get an 
Executive 

Summary in 
One Click

Summarize

Customer Insights Dashboard
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Accelerated Support



Accelerated Support

PUBLIC

Agentic case resolution reimagines case 
management to automate and optimize 
resolution. It automatically delivers the 
next best action for our customers to 
take and guides engineers through the 
suggested next best actions.

As a result: faster resolutions, greater 
consistency, and reduced engineer 
effort.

What happens in the initial analysis?

AI task agents consider the description, 
the component, and the product, to 
evaluate the case. Then, the AI 
orchestrator triggers all task agents and 
collects individual 
results to be ranked. 

What is Agentic Case 
Resolution?

Agentic Case 
Resolution
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AI task agents immediately begin 
analysis by:

• Leveraging existing knowledge such as 
SAP Knowledge Base Articles, SAP 
Notes, SAP Community.

• Reviewing similar cases and past 
incidents reported. 

• Detecting missing information 
and recommending actions.

• Identifying potential outages. 

• Evaluating the component to ensure 
correct assignment.

• Reviewing the case to 
identify duplicates.

Understanding the Problem

Agentic Case 
Resolution

Accelerated Support
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The solution compiler then ranks 
individual results before compiling 
an overall final output of an auto 
response.

This is presented to engineers with 
full trace visibility, allowing them 
to clearly see how conclusions 
were reached and how the data 
was captured.

Ranking Recommendations

Agentic Case 
Resolution

Accelerated Support
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All insights are consolidated into a 
clear, actionable next best action 
for the engineer.

Engineers can review, refine, and 
send the recommended solution to 
the customer, resulting in 
effortless, transparent, and 
transformative support.

Turning Insight 
Into Action

Agentic Case 
Resolution

Accelerated Support
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Accelerated Support

AI-Powered Get Support App

Critical 
Issue Popup

‘Hot’ 
Content
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Accelerated Support

AI-Powered Get Support App

Product 
Predictor Product 

Function 
Predictor
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Accelerated Support
Accelerated Support

AI-Powered Get Support App

Channel 
Recommender

(*) This is the 
current state of 
planning and may be 
changed by SAP at 
any timey time
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Accelerated Support

GenAI solutions 
specific to Issue and 
Environment 

AI-Powered Get Support App

Generative  AI
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The Future of Support
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Unmatched 
Data

Unparalleled 
Applications

Unrivaled 
AI

Augmented Support
Human in the Loop

Unrivaled AI scales the process while we stay in the 
loop – using Unparalleled Applications and 
Unmatched Data to combine our expertise with AI 
insights and guide every step with trust.

Issue Detection
We establish detection logic and review signals to ensure AI 
flags relevant issues early for proactive action.

Proactive Guidance
We shape how AI guides, ensuring recommendations reduce 
effort and fit resolution paths.

Case Creation
We define intake logic and verify AI inputs to ensure each 
case is context-rich and set up for efficient resolution.

Issue Resolution
We lead resolution – applying our expertise and judgment to 
AI inputs for quality outcomes.

Model Optimization
We facilitate improvements by collecting user feedback, 
identifying gaps, and refining models with every issue.
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How AI Unlocks Our Capacity to Create Lasting Value Further

Architecting for Efficiency
Building automation & focusing on prompt 

engineering to optimize workflows

Highly Technical Resolution
Solving complex issues & cases with 

human care, clarity, & quality

Multi-Solution Expertise
Developing suite-level knowledge across 

multiple products & components

Knowledge Curation
Turning support interaction insights into 

actionable knowledge & guidance

Optimizing AI Impact
Continuously fine-tuning our AI to ensure 

it works better for you and for us

Supportability & Readiness
Working with Product Engineering to suggest 

enhancements & prevent recurring issues

Service That Builds Trust
Keeping empathy at the core of our service, 
while bringing more focus and intention to 

every moment of support

Sentiment-led Innovations
Using AI to review your sentiment from 

customer effort scores & feedback to unlock 
further value for you

This isn’t just a shift in tasks. It’s a shift in where we create lasting value
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TSIA 
Award

Schedule an 
Expert

2018

siteIQ Benchmark

SAP Support 
Portal

2018

Silver Stevie 
Award 

Innovation in 
Customer 

Service

2019

Silver Stevie 
Award 

Concur Case 
Dispatching 

Engine

2021

2025

Gold Stevie 
Award 

Woman of the 
Year in Customer 

Service,
Lynda O’Brien

2025

Silver Stevie 
Award 

Customer 
Service 

Transformation

2024

Silver Stevie 
Award 

Customer 
Service Leader 

of the Year, 
Mohammed 

Ajouz

2024

Silver Stevie 
Award 

Achievement in 
Customer 

Service 
Automation

2025

Bronze Stevie 
Award 

Best Use of 
Technology in 

Customer 
Service

ASP 
Award

SAP for Me - 
Best Support 

Website

2024

ASP 
Award

SAP for Me - Top 
Ten Best 
Support 

Websites 

2018

Support 
Experience 

Award 

Transformational 
Leader, 

Mohammed Ajouz

2023

Hasso Plattner 
Founders’ Award 

Best Use of 
Technology in 

Customer 
Service

2019

Hasso Plattner 
Founders’ Award 

Hasso Plattner 
Founders’ Award 

Support 
Assistant

2022

Hasso Plattner 
Founders’ Award 

Support 
Experience AI 

Awards 

Best Use of 
Predictive AI

2025

Awards & Accolades since 2018

Silver Stevie 
Award

Best Predictive 
Customer Service 

Using AI

2026
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Overview PreviewAccess

Support Accreditation is a free self-enablement course that empowers customers and partners to make the best out 
of SAP’s support offerings and tools.

Benefits

▪ Covers topic areas relevant for customers 

and partners

▪ Showcases all available support services 

and tools provided by SAP

▪ Consists of six units:

1. Self-service support

2. Live support channels

3. AI-guided support

4. SAP Cloud ALM

5. Scenario-specific support

6. Enhancing support capabilities with 
SAP Partners

▪ Get further insights: 

▪ SAP News Center article

▪ Info Sheet

▪ Informative

Gain empowerment and 

awareness to all the available 

support resources​

▪ Efficient

Easy-to-consume self-enablement 

course

▪ Flexible

Units can be taken at your own 

pace and time

▪ Rewarding 

Obtain a record of achievement on 

successful completion of an 

assessment

▪ Available to all SAP users at no 

additional cost

▪ Access through learning.sap.com: 

Click here 

▪ Access through QR code

Support Accreditation

https://news.sap.com/2025/07/unlock-power-of-sap-support-with-support-accreditation/
https://news.sap.com/2025/07/unlock-power-of-sap-support-with-support-accreditation/
https://www.sap.com/documents/2025/09/f235b1b9-1f7f-0010-bca6-c68f7e60039b.html
https://www.sap.com/documents/2025/09/f235b1b9-1f7f-0010-bca6-c68f7e60039b.html
https://learning.sap.com/courses/getting-started-with-support-from-sap-support-accreditation
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Bring out your best.



Thank you! 
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