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Increased Commitment to Customer Solutions



© SAP 2008 / Page 2

Agenda

Introducing SAP Enterprise Support
New nature of business / new challenges
Overview of SAP Enterprise Support
Global support backbone
Knowledge-Centered Support
Message solving
Comparative matrix

Supporting mission-critical applications
Added benefits for mission-critical platforms
End-to-end mission-critical support
Additional support options

Summary



© SAP 2008 / Page 3

The Nature of
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These Changes Bring New Challenges
More complexity and less control lead to challenges for cost
and innovation

How to maintain innovation and competitive advantage with issues like:
Mergers and acquisitions
Rapid growth
Governance requirements

. . . all of which require rapid and continuous technological improvement

» CHALLENGE 1: continuous innovation

Speed up deployment of business intelligence
Minimize downtime for mission-critical applications
Accelerate adoption and benefits of the deployment of
business intelligence (BI)

» CHALLENGE 2: need to minimize cost and risk

Downtime

Agility is key to stay ahead of the game
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Introducing SAP Enterprise Support

SAP Enterprise Support is the new basis for supporting Business Objects customers.
It provides unlimited access to:

Software updates

Mission-critical issues:
- 7x24 support
- robust SLAs
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Business Objects is the only BI vendor that offers SLAs.

Maintenance releases

Knowledge-base content

Bug fixes

Incident support
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Global Support Backbone

The SAP Service Marketplace extranet
will be the central location for:

Searching for knowledge articles
Requesting interactive support
Downloading software and updates

Participation in the
SAP community network

Forums
Expert blogs
Technical library
Code gallery
Wiki
E-learning catalog

Benefits include:
Knowledge-centered support
Community with 900,000 members
Integrated knowledge base

Visit the Service Marketplace: http://service.sap.com

http://service.sap.com/
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Knowledge-Centered Support

Problem diagnosis
Leverage existing knowledge to identify the
issue

Knowledge search
Compare the issue to known issues
Search for solutions and workarounds

Problem resolution
Apply knowledge to resolve the problem
Learn new techniques

Knowledge generation
Document the new techniques
Update and enrich existing knowledge
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Incident
not solved

SAP Message Solving at a Glance

Incident solution /
workaround Incident solved /

problem solved

Access to SAP
knowledge database

Automatic note
screening SAP skill database

Automatic data transfer
from message wizard

Optimized dispatching

Automatic workload balancing

Creation of SAP
support packages

Developer availability
Transparency

SAP message wizards

Automatic testing

SAP Developer Network:
https://www.sdn.sap.com

SAP Help Portal:
http://help.sap.com
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What is mission-critical?

Customer requirements:
Platform is essential to run the day-to-day business
Managed by a formal team of experts constituting a center of expertise
Deployment of Solution Manager

Services for mission-critical platforms are included in SAP Enterprise Support

SAP delivers:
Customer Center of Expertise (CCoE) guidelines
Value-added support services to protect the mission-critical platform
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SAP Enterprise Support: Agility & Return On Investment

Worldwide Community of Experts
Forums, blogs, wikis… 900,000 experts sharing their extensive knowledge

Knowledge-Centered Support
Resolutions are immediately shared with the entire customer base
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SAP Enterprise Support
Added benefits for mission-critical platforms

SAP Solution Manager
Facilitates the communication between customers and support engineers

Support Advisory
Single point-of-contact for mission critical issues, available 7x24

Robust SLAs
Business Objects is the only BI vendor that commits to SLAs

Run SAP Methodology
Provides processes, content, and tools for success

Continuous Quality Checks
Continuous and personalized monitoring of your projects for successful Go-Live or Upgrades
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End-to-end mission-critical support

Mission-critical support
Support Advisory Center: direct channel for
mission-critical support (7x24)
Continuous Quality Checks: technical risk
analysis and continuous improvement

Solution Manager
Helps the customer deploy and manage
applications

Facilitates communication with the SAP
support backbone

Document your
solution

Identify
technical risks

Support
GoingLive

Identify solution
optimization

potential

Improve business
process

performance

Information Risk analysis & mitigation Continuous Improvement

Continuous Quality Checks
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Additional support options
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SAP Technical
Quality Manager

SAP Support
Services

SAP Expertise
on Demand

Top issue tracking and reporting
Provides follow-up action and service plan
Coordinates SAP resources
Proactively monitors thresholds of key operations processes

Central Point-of-Contact for the Engagement

Fast Access to Remote SAP Experts
SAP experts support you in resolving technically complex issues
that are typically beyond the experience of your own staff

Tailored Support Services to Customer Needs
For all phases of the application management life-cycle
End-to-end solution operations

SAP Safeguarding offers a unique composition of service components:

Powered by SAP Solution Manager
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SAP Enterprise Support Summary

Offers robust service-level agreements

Increases your agility while protecting your
existing investment

Provides consistent quality management
processes across all technology stacks and
code bases

Supports mission-critical deployments

Manages the fast pace of innovation and
integration and the total cost of operations
for customers

Provides improved access to notes, forums,
and self-service tools

Offers ad hoc access to knowledge base for
issue resolution

Resulting in continuous improvement and successful solution operations at
lower risk and cost
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Thank you!
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Copyright © 2008 SAP AG
All rights reserved

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of SAP AG. The information contained herein may be changed
without prior notice.

Some software products marketed by SAP AG and its distributors contain proprietary software components of other software vendors.

SAP, R/3, xApps, xApp, SAP NetWeaver, Duet, SAP Business ByDesign, ByDesign, PartnerEdge and other SAP products and services mentioned herein as well as their respective logos are
trademarks or registered trademarks of SAP AG in Germany and in several other countries all over the world. Business Objects and its logo, BusinessObjects, Crystal Reports, Crystal
Decisions, Web Intelligence, Xcelsius and other Business Objects products and services mentioned herein are trademarks or registered trademarks of Business Objects S.A. in the United
States and in several other countries. Business Objects is an SAP company. All other product and service names mentioned and associated logos displayed are the trademarks of their
respective companies. Data contained in this document serves informational purposes only. National product specifications may vary.

The information in this document is proprietary to SAP. This document is a preliminary version and not subject to your license agreement or any other agreement with SAP. This document
contains only intended strategies, developments, and functionalities of the SAP® product and is not intended to be binding upon SAP to any particular course of business, product strategy,
and/or development. SAP assumes no responsibility for errors or omissions in this document. SAP does not warrant the accuracy or completeness of the information, text, graphics, links, or
other items contained within this material. This document is provided without a warranty of any kind, either express or implied, including but not limited to the implied warranties of
merchantability, fitness for a particular purpose, or non-infringement.

SAP shall have no liability for damages of any kind including without limitation direct, special, indirect, or consequential damages that may result from the use of these materials. This limitation
shall not apply in cases of intent or gross negligence.

The statutory liability for personal injury and defective products is not affected. SAP has no control over the information that you may access through the use of hot links contained in these
materials and does not endorse your use of third-party Web pages nor provide any warranty whatsoever relating to third-party Web pages.

Weitergabe und Vervielfältigung dieser Publikation oder von Teilen daraus sind, zu welchem Zweck und in welcher Form auch immer, ohne die ausdrückliche schriftliche Genehmigung durch
SAP AG nicht gestattet. In dieser Publikation enthaltene Informationen können ohne vorherige Ankündigung geändert werden.

Einige von der SAP AG und deren Vertriebspartnern vertriebene Softwareprodukte können Softwarekomponenten umfassen, die Eigentum anderer Softwarehersteller sind.

SAP, R/3, xApps, xApp, SAP NetWeaver, Duet, SAP Business ByDesign, ByDesign, PartnerEdge und andere in diesem Dokument erwähnte SAP-Produkte und Services sowie die
dazugehörigen Logos sind Marken oder eingetragene Marken der SAP AG in Deutschland und in mehreren anderen Ländern weltweit. Alle anderen in diesem Dokument erwähnten Namen
von Produkten und Services sowie die damit verbundenen Firmenlogos sind Marken der jeweiligen Unternehmen. Die Angaben im Text sind unverbindlich und dienen lediglich zu
Informationszwecken. Produkte können länderspezifische Unterschiede aufweisen.

Die in diesem Dokument enthaltenen Informationen sind Eigentum von SAP. Dieses Dokument ist eine Vorabversion und unterliegt nicht Ihrer Lizenzvereinbarung oder einer anderen
Vereinbarung mit SAP. Dieses Dokument enthält nur vorgesehene Strategien, Entwicklungen und Funktionen des SAP®-Produkts und ist für SAP nicht bindend, einen bestimmten
Geschäftsweg, eine Produktstrategie bzw. -entwicklung einzuschlagen. SAP übernimmt keine Verantwortung für Fehler oder Auslassungen in diesen Materialien. SAP garantiert nicht die
Richtigkeit oder Vollständigkeit der Informationen, Texte, Grafiken, Links oder anderer in diesen Materialien enthaltenen Elemente. Diese Publikation wird ohne jegliche Gewähr, weder
ausdrücklich noch stillschweigend, bereitgestellt. Dies gilt u. a., aber nicht ausschließlich, hinsichtlich der Gewährleistung der Marktgängigkeit und der Eignung für einen bestimmten Zweck
sowie für die Gewährleistung der Nichtverletzung geltenden Rechts.

SAP übernimmt keine Haftung für Schäden jeglicher Art, einschließlich und ohne Einschränkung für direkte, spezielle, indirekte oder Folgeschäden im Zusammenhang mit der Verwendung
dieser Unterlagen. Diese Einschränkung gilt nicht bei Vorsatz oder grober Fahrlässigkeit.

Die gesetzliche Haftung bei Personenschäden oder die Produkthaftung bleibt unberührt. Die Informationen, auf die Sie möglicherweise über die in diesem Material enthaltenen Hotlinks
zugreifen, unterliegen nicht dem Einfluss von SAP, und SAP unterstützt nicht die Nutzung von Internetseiten Dritter durch Sie und gibt keinerlei Gewährleistungen oder Zusagen über
Internetseiten Dritter ab.

Alle Rechte vorbehalten.


