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Benefits of SAP Support

PARTNERSHIP
we partner with you throughout your entire application
lifecycle and help support your successful operations.

PROTECTION
we protect your performance and stability.

FLEXIBILITY
we provide a range of options to support your
implementation, upgrades, and ongoing operations.
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Evolution of SAP Support –
From Bug Fix to End-to-End Solution Support
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(R/2)

’90s
(R/3)

2000 – 2007
(ERP)

Today
(Platform/SOA)

B
us

in
es

s 
N

ee
ds

 d
riv

e 
IT

 C
om

pl
ex

ity

t

Im
po

rta
nc

e 
of

S
up

po
rt

R/3R/3
Legacy
System
Legacy
System
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Support by
Developer
Fax / Phone
Onsite Support
No Tool Support
Bug Fix Only

Local Support
Remote Connection
Built-in Supportability
(e.g. CCMS / TMS)
Online Service System
GoingLive Check

Active Global Support
SAP Solution Manager
Service Productization
SAP MaxAttention

Application Lifecycle
Management
Support Backbone
SAP Enterprise
Support
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SAP Support Portfolio
Meeting your Varied Business Requirements

Notes | Support Packages | Enhancement Packages | Releases

Ensure
Stable Operations

Optimize
Business and ITBusiness Needs

SAP Safeguarding and SAP MaxAttention

SAP Enterprise Support

SUPPORT EXPERIENCE

SAP Standard
Support
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SAP Enterprise Support

SAP Enterprise Support

Proactive & Preventative

Technologies, Applications & End to End
Business Processes

Continuous Improvement

Service Level Agreements

Business Continuity

Business Process Monitoring

Accelerated Innovation

Operate at Lowest Costs

Continuous Quality Checks

Includes SAP Standard Support

SAP Safeguarding and SAP MaxAttention

SAP Enterprise Support

SUPPORT EXPERIENCE

SAP Standard
Support
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SAP Enterprise Support: New Web Presence
www.sap.com/services/es-benefits

4 New Modules

http://www.sap.com/services/es-benefits
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Free Capacity &
Skill

Benefit Cases

Engagement
Methodology

SAP Enterprise
Support Academy

SAP Enterprise Support –
Learning Modules
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SAP Enterprise Support –
Application Lifecycle Management
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SAP Enterprise Support –
Application Lifecycle Management
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SAP Enterprise Support –
ALM with Solution Manager

Application Lifecycle Management provides processes to optimize business
continuity and agility – ITIL Compliant

Solution Documentation
Central documentation of processes, system
landscape, custom code, partner applications, …

Template Management
Standardize configuration across
multiple projects

Solution Implementation
Discover and realize enhanced
business functionality
Avoid disruption of business

Test Management
Change impact analysis
End-to-end test management

Technical Operations
Central monitoring & alerting infrastructure
Unique End-User Experience monitoring
Central administration tools

Change Control Management
Integrated quality management
Synchronized transports of various components
Controlled and documented adjustment of
business processes incl. approval process

Maintenance Management
Management of corrective software
packages

Application Incident  Management
Integrated service desk
Involvement of partners in problem resolution
Provide root-cause analysis for complex
landscapes with diverse technology stacks

Upgrade Management
Comprehensive project support  for release
transitions

Require-
ments

Design

Deploy

Operate

Optimize

Build
and Test

Business Process Operations
Ensure business continuity
Provide Business KPIs
Business process benchmarking
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SAP Enterprise Support –
Application Lifecycle Management
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Engagement MethodologyEngagement Methodology

SAP Enterprise Support –
Technical Solution Methodology

Collaboration
Expert Guided
Implementations
SAP Enterprise Support
Report
Continuous Quality Checks
Self Guided Services

Orchestration Layer
Solution Manager
XI / MDM / CE

Collaboration
Expert Guided
Implementations
SAP Enterprise Support
Report
Continuous Quality Checks
Self Guided Services

Orchestration Layer
Solution Manager
XI / MDM / CE

Assessment  Areas
Business Processes
24 Hour Schedule
Infrastructure
Software Solution Change
Management
IT Service Management
Deploying new functionality
or users

Assessment  Areas
Business Processes
24 Hour Schedule
Infrastructure
Software Solution Change
Management
IT Service Management
Deploying new functionality
or users

Total Cost of Implementation
(TCI)

Single Source of Truth
Integrated E2E Application
Lifecycle Management

Total Cost of Operations
(TCO): Run SAP like a factory

Operations Control Center
Business Process Monitoring
CIO Dashboard

Protection of Investment
Near Zero Downtime
Upgrades
Innovation without Upgrades

Total Cost of Implementation
(TCI)

Single Source of Truth
Integrated E2E Application
Lifecycle Management

Total Cost of Operations
(TCO): Run SAP like a factory

Operations Control Center
Business Process Monitoring
CIO Dashboard

Protection of Investment
Near Zero Downtime
Upgrades
Innovation without Upgrades

Review &
Reporting2

Measure-
ment1ServicesSupport

Plan
Benefit
Case

360
Review

1 KPI Framework, Balance Score Card
2 incl. CIO Dashboard
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SAP Enterprise Support –
Benefit Case Summary

Scope
Description of the benefit case including
required implementation activities as well as
business related and IT related benefit.
Predefined benefit simulation
Adaption of benefit case to customer
individual situation possible

Benefits
Fast and structured overview of the value
mechanism of recommendations
Provide input to create customer individual
internal business cases
Predefined benefit case can be used to be
apply to the customer individual situation

Goal
The benefit case describes the potential benefit a customer can derive from implementing the
AGS recommendations provided as result of the 360° degree review
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SAP Enterprise Support –
Engagement Report Summary

Goal
To support the creation of a “Management Summary Report” on the status of a SAP
Support Engagement with your company on a regular basis.

Scope
Focus Areas of Engagement
Top Issues
Measure of Engagement Benefit including agreed KPIs
Action plan and next steps

Benefits
Provides an overview on status of the engagement
Allows you to understand how the engagement
provides you benefit and support you addressing your
areas of concern

Action Plan

FinancialPerspective

•Utilization of MaxAttention rights

Learning Persp.
• Empowering of
Support/Operationsorganization

OperationsPerspective

• Smooth operations of all systems &
processes

• OSS satisfaction (SLA & PCC)
• Defined Data Mgmt. & Archiving strategy
• Monitoring
• Implementation of Solution Manager
• Release status
• Projects

• PROSAP (EMEA)
• CPCC &Chargebacks(US)

Customer/Vendor
Perspective

• view: Special treatment as
MaxAttention customer

• SAP view:  meeting SAP’s
expectations

Status

Status Status

Status

Benefits and KPIs
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SAP Enterprise Support –
SAP Enterprise Support Report

SAP Enterprise Support Report helps
you track and maximize the value of SAP
Enterprise Support.

Used for joint roadmap planning and
follow up of application lifecycle
management activities.

Allows customers to:

Identify areas for innovation
Proactively improve business
processes
Support reduction in total cost of
operations
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SAP Enterprise Support –
Application Lifecycle Management
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SAP Enterprise Support –
Guided Self Services

Backbone Integration Built-In
Central, dynamic update of rule set, processing logic, expert guidance
from SAP backbone on-demand
Transfer of result data to central SAP backbone

Customer Solution Integration Built-In
Connectivity to all SAP Applications though plug-ins with dynamic source code update
Access to all data in managed systems: customizing, master + transactional data, etc.
Integration with all other SAP Solution Manager capabilities

Session Framework
Rule based, automated data processing

Combination of tool based situation
assessment with expert judgment
Built-In documentation as
embedded guided procedure
Template-based, predefined
structure to capture results
Data driven, dynamic analysis tree
that determines the course of analysis as required
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SAP Enterprise Support –
Expert-Guided Implementation

Enablement beyond education – Knowledge transfer based on your Setup
You choose – based on Benefit Case and Support Plan
Remote engagement model – Sign-up on SAP Service Marketplace

Day 1 Day 2 Day 3 Day 4 Day 5

2. Empowering
3. Empowering

5. Empowering

4. Empowering

SAP expert explains step-by-step
configuration using training materials,

2. Execution, 2-3 hours on the same day

Participants have direct access
to an SAP expert who directly
supports them remotely, if
necessary, during the execution

1. Empowering, Web session, 1-2 hours each morning

Participants execute
demonstrated steps within
their own project, on their
own SAP Solution
Manager software

3. Expertise on demand, during execution

Each day will be the
base for the next
day‘s empowerment

4. Daily feedback to SAP expert
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SAP Solution Manager
Implementing SAP Solution
Manager (17 different  EGI’s)
Setup Remote Support
Component
Authorizations & Roles in SAP
Solution Manager

Implementing
SAP Bus. Suite, SAP Bus.
Objects / SAP NetWeaver

Implementing BS2010 EhP5
Implementing CRM (Service Mgt, …)

Implementing BO
Implementing Duet Enterprise

SAP Enterprise Support Engagement
SAP Enterprise Support Engagement Work Center
ALM RoadmapE
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Guided Self Services
SQL Statement Tuning
Security Optimization Service
Transport Execution Analysis
Business Process Analysis
Data Volume Management

Operating
SAP Solutions

Operating SAP Business Objects
Operating CRM Middleware
Operating Duet Enterprise
Operating SAP Solution Manager

Expert Guided Implementation –
Current library and upcoming extensions
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SAP Enterprise Support –
Application Lifecycle Management
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SAP Enterprise Support –
Continuous Quality Checks

Expert Guided Implementation for
Solution Manager

CQC - for Implementation
Going-Live for Solutions Analysis
und Verification

CQC - GoingLive Optimization

CQC - Configuration Check
BWA Configuration  and
Verification

CQC - Early Watch Check

CQC - Data Volume Management

CQC - Business Process Performance Optimization

CQC - Technical Performance Optimization

CQC - Security Optimization Check

CQC - Business Process Analysis and Monitoring

CQC - Solution Transition Assessment

CQC - Remote Performance Optimization

CQC - Transport Execution Analysis

CQC - Upgrade Assessment

CQC - Downtime Assessment

CQC - for Upgrade
Going Live for Functional Upgrade Analysis
und Verification

CQC - Support GoingLive

CQC - OS/DB Migration Check

CQC - EHP Installation Check

Best
practices

Bench-
marking

Partner
Integration

Expert
advice

Accelerated Innovation
Enablement

CQC - Support GoingLive

CQC - Integration Validation

SAP Modification Justification
Check

SAP Custom Code Maintainability
Check
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Accelerated
Innovation Enablement

Access to SAP Solution
Architects to evaluate the

innovation capabilities of the
latest SAP Enhancement

Package and how it may be
deployed for your business

process requirements.

Modification
Justification Check

Expert advice on how to
avoid SAP source code
modifications whenever
possible by using SAP

standard functionality or by
taking advantage of the SAP
Enhancement Framework.

Custom Code
Maintainability Check

Evaluates quality of your
custom developments with

regard to upgradeability and
maintainability.

SAP Enterprise Support –
Improvement Services
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SAP Enterprise Support –
Application Lifecycle Management
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Support Advisory
Center

Root Cause
Analysis

Service Level
Agreement

SAP Enterprise Support –
Mission Critical Support (24 x 7 x 365)

SAP Enterprise Support
setup service
Additional escalation level
Facilitates 7x24 mission-
critical support for top issues
Request and plan delivery of
Continuous Quality Checks
Primary certification of the
SAP Customer Center of
Expertise

Efficient, structured, and
seamless approach to
isolate a problematic
component and the

underlying root cause

Guaranteed Service Level
Agreement on initial reaction

time and corrective action

Accelerated problem resolution
for productive system

incidents and critical projects

1 Top Issues: Situations which may endanger Go Live of a pre-production system and / or have a
significant business impact on customer core production system

2 Corrective Action: A solution, work-around or an action plan

Productive
Environmt.

Top
Issue1

4
hours . / . 4

hours
Corrective
Action2

1
hour . / . 1

hour
Initial
Reaction

Prio 1 Prio 2 Prio 1
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REAL BENEFITS –
Effective COLLABORATION.

Lesson learned with 70+ Enterprise Support Customers

All achieved improvements in one or more of the
following areas:

Business Process Analysis

Data Volume and Growth

Performance of Key Transactions

Transport Management Exceptions

System Security

Provide all Enterprise Support Customers
easy Access to these Benefits. Enter here:

Review &
Reporting2

Measure-
ment1ServicesSupport

Plan
Benefit
Case

360
Review

1 KPI Framework, Balance Score Card
2 incl. CIO Dashboard
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SAP Enterprise Support –
Application Lifecycle Management
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SAP Standard Support

SAP Standard Support:
Reactive, Self Service Approach
Software updates and enhancements
Standard system health checks before major projects/changes

SAP Early Watch
SAP Going Live Check

Incident Support, including Notes und Support Packages
Knowledge-Database via SAP Service Marketplace
SAP Solution Manager (Functions for SAP software implementations and maintenance)

SAP Safeguarding and SAP MaxAttention

SAP Enterprise Support

SUPPORT EXPERIENCE

SAP Standard
Support
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SAP MaxAttention

SAP Safeguarding and SAP MaxAttention

SAP Enterprise Support

SUPPORT EXPERIENCE
BUSINESS REQUIREMENTS
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SAP Standard
Support

SAP MaxAttention:
Individually tailored engagement
Proactive management of performance and scalability
Automation of SAP operations and exception management
Implementation of operational best practices to continuously improve Application
Lifecycle Management
Engagement Governance and Executive Sponsorship
Includes SAP Safeguarding
Long term approach
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SAP Safeguarding

SAP Safeguarding and SAP MaxAttention

SAP Enterprise Support

SUPPORT EXPERIENCE
BUSINESS REQUIREMENTS
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SAP Standard
Support

SAP Safeguarding:

Proactive, methodology driven engagement for indentifying and mitigating technical risk

Confirms that integration is defined, tested and transparent

Provides a structured approach to establishing, adapting and optimizing IT operations
processes

Short term, project based approach
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Important Information

Learn more
SAP Support on SAP.com: www.sap.com/support
SAP.com for SAP Enterprise Support:
www.sap.com/services/es-benefits
SMP for SAP Enterprise Support: http://service.sap.com/enterprisesupport
SMP for SAP Standard Support: http://service.sap.com/standardsupport
SMP for SAP Safeguarding: http://service.sap.com/safeguarding
SMP for SAP MaxAttention: http://service.sap.com/maxattention

Reach out to
Support Advisory if you have specific questions about the benefits of
SAP Enterprise Support
Account executive, they know your business and can help you make an
informed decision

http://www.sap.com/support
http://www.sap.com/services/es-benefits
http://service.sap.com/enterprisesupport
http://service.sap.com/standardsupport
http://service.sap.com/safeguarding
http://service.sap.com/maxattention


Questions?
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Appendix
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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.

Microsoft, Windows, Excel, Outlook, and PowerPoint are registered trademarks of Microsoft Corporation.

IBM, DB2, DB2 Universal Database, System i, System i5, System p, System p5, System x, System z, System z10, System z9, z10, z9, iSeries, pSeries,
xSeries, zSeries, eServer, z/VM, z/OS, i5/OS, S/390, OS/390, OS/400, AS/400, S/390 Parallel Enterprise Server, PowerVM, Power Architecture,
POWER6+, POWER6, POWER5+, POWER5, POWER, OpenPower, PowerPC, BatchPipes, BladeCenter, System Storage, GPFS, HACMP, RETAIN, DB2
Connect, RACF, Redbooks, OS/2, Parallel Sysplex, MVS/ESA, AIX, Intelligent Miner, WebSphere, Netfinity, Tivoli and Informix are trademarks or registered
trademarks of IBM Corporation.

Linux is the registered trademark of Linus Torvalds in the U.S. and other countries.

Adobe, the Adobe logo, Acrobat, PostScript, and Reader are either trademarks or registered trademarks of Adobe Systems Incorporated in the United
States and/or other countries.

Oracle is a registered trademark of Oracle Corporation.

UNIX, X/Open, OSF/1, and Motif are registered trademarks of the Open Group.

Citrix, ICA, Program Neighborhood, MetaFrame, WinFrame, VideoFrame, and MultiWin are trademarks or registered trademarks of Citrix Systems, Inc.

HTML, XML, XHTML and W3C are trademarks or registered trademarks of W3C®, World Wide Web Consortium, Massachusetts Institute of Technology.

Java is a registered trademark of Sun Microsystems, Inc.

JavaScript is a registered trademark of Sun Microsystems, Inc., used under license for technology invented and implemented by Netscape.

SAP, R/3, SAP NetWeaver, Duet, PartnerEdge, ByDesign, SAP Business ByDesign, 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 other countries.

Business Objects and the Business Objects logo, BusinessObjects, Crystal Reports, Crystal Decisions, Web Intelligence, Xcelsius, and other Business
Objects products and services mentioned herein as well as their respective logos are trademarks or registered trademarks of Business Objects S.A. in the
United States and in other countries. Business Objects is an SAP company.

All other product and service names mentioned are the trademarks of their respective companies. Data contained in this document serves informational
purposes only. National product specifications may vary.

These materials are subject to change without notice. These materials are provided by SAP AG and its affiliated companies ("SAP Group") for informational
purposes only, without representation or warranty of any kind, and SAP Group shall not be liable for errors or omissions with respect to the materials. The
only warranties for SAP Group products and services are those that are set forth in the express warranty statements accompanying such products and
services, if any. Nothing herein should be construed as constituting an additional warrant.

© Copyright 2010 SAP AG
All Rights Reserved


