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“THE BEST-RUN BUSINESSES RUN SAP" SAP




O Welcome and Introduction

Q SAP Enterprise Support: The Big Picture

Q Coffee break

O Workstreams:

O Business Suite 7.0, Enhancement Pack Strategy and SAP Enterprise Support
O Leveraging SAP Enterprise Support
O SAP Solution Manager

Q Networking drinks
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Business Networks Emerge
Success Depends on Agility and Collaboration w

@

Customer-centric

Company-centric S
Command and control /]> Connection and collaboration

Self-contained risk Shared risk
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Managing Business Continuity and Delivering

Accelerated Innovation in Times of Change

New Enterprise Support offer for the “Flat World”
Increased role of SAP in customer’s transformation

Business
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No. of users
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Customer Value

Protects customer investment and reduces risk
(Complexity is the #1 Cause of System Failure)
Supports innovation without disruption in your
business

Enables customer to become Best-in-class
support organization

Most Competitive offer in the marketplace
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SAP Value

Drive customer satisfaction and value from
SAP

Support BPP and eSOA strategic objectives
Faster implementation and optimization of
new products



Value Drivers of Enterprise Support

SAPd

Accelerated Innovation and Protection of Investment

1 The Enhancement Pack strategy changes the way you run your SAP strategy

Managed Business Continuity

1 Support in Mission Critical situations is significantly enhanced within Enterprise
Support

Reduce Total Costs of Operation

. Solution Manager Enterprise Edition: All the tools and best practices required for
running your SAP solution
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The VValue Drivers: Accelerated Innovation and
Protection of Investment

ACCELERATED INNOVATION AND PROTECTION OF
INVESTMENT

Yearly SAP Business Solution Updates - Enhancement

Packages

SAP Business Solution (Delta-) Configuration guides and

content

SAP Business Solution Operation guides and content

End to End Business Process Scenario lifecycle management
Test Workbench, Test Impact Analysis and Test Execution
Custom Code management

Direct Access to Innovation - 5 days per year access to SAP

Software architects
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Concrete Investment Protection and
Accelerated Business Driven Innovation SADg

PROTECTION OF INVESTMENT

SAP Technical Upgrade Commitment Accelerated Business Driven

Every installed base customer solution can Innovation

be upgraded to the next release. New functionality can be deployed
quickly step by step to fulfill business
needs or optimize existing business

functions

SAP provides all tools to manage the
technical upgrade

Special support and check procedures to make ISV solutions
and custom code conflict free to enhancement packages.
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The Value Drivers: Managed Business
Continuity

MANAGED BUSINESS CONTINUITY

Integrated Application and Quality Management Platform

“One Single Source of Truth”

Accelerated Innovation without Disruption
- Minimum to zero downtime updates

- End to End Change Control
Remote Supportability and Diagnostic Tools

SLA for Global 24 x 7 Root Cause Analysis by SAP

Including Custom Code

Global 24 x 7 Escalation Procedures and Support Advisory

Continuous Quality and Configuration Checks and Alerts ...
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97% of our customers run Mission Critical
processes on SAP

Q. Is the enterprise software that you most recently implemented running mission-critical
processes?

Mo, none of the

processes are Yes, all of the
mission critical processes are

(2.7%) mission critical
(28.9%)

Yes, some of the
processes are
mission critical

(22.8%)

Yes, most of the
processes are

~ mission critical
(45.6%)

n=152

Source: IDC, 2008
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The Value Drivers: Reduce Total Cost of
Operations

REDUCE TOTAL COST OF OPERATIONS
Provisioning of end to end diagnostics and lifecycle
management tools
Provisioning of test workbench and test administration tools
Provisioning of end to end integrated quality management
platform
Run SAP training and certification programs of SAP Eco
System
Customer Center of Expertise (CCoE) training and
certification services

Provisioning of tuning and data management (archiving)......
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SAP Enterprise Support provides Value for all
Customer Segments and Lifecycle Phases

m CCoOE direct access

Large SAP : .
Footprint . . to innovation
Mission Critical Support = Mission Critical
COMIELE ST Support including SOA
Optimization
Extended Maintenance
for R/3
Partial SAP
Footprint
Mission Critical Support for
SAP Integration Technology Modification Justification
Extended Maintenance for Checks
R/3 included SAP Going Live Checks

Old Releases Newest Releases
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SAP Enterprise Support

Holistic support model to enable continuous improvement & successful solution

operations at lower risk & cost

The offering...

Innovation
Value Prop...

® Continuous improvement

B Complexity masked

M Test effort reduction

Protection of Investment

B TCO reduction
M Risk reduction

Run SAP
Delivered via...

B [ndustry-leading best
practices

B Run SAP methodology
for end-to-end solution
operations

B Consulting, training, and
certification available as
additional offerings

o—0=0=C=x)

SAP Ecosystem ‘

B Innovation with minimum disruption

End-to-End =
Solution
. Operations _

- -

Mission-Critical
Support
Continuous quality checks
Robust SLAs
Support advisory
7 x 24 root cause analysis

Root cause analysis for
custom code

Ll

SAP Enterprise Support
Manages innovation
and integration in SAP solution landscapes

Consistent standards
Lifecycle management

Business process
monitoring

Custom code management
Remote supportability
Diagnostics

Global Support
Backbone

SAP Solution Manager,
enterprise edition, and the
SAP service infrastructure
platform

On demand 7 x 24
support integration

SAP Service Marketplace

aaaaaaa
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New 7-2 Maintenance Strategy:

More Planning and Investment Security for SAP Customers w

7-2 maintenance strategy for new releases of the core applications of SAP
Business Suite: 7 years of mainstream maintenance, 2 years of extended

maintenance
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SAP Active Global Support:
Services Portfolio for 2009

Business size
A

SAP MaxAttention m Support options designed and

support optimized for the business
(additional offering)

_ networks environment
SAP Enterprise

Support services = Appropriate engagements
Supports end-to-end solution related to the level of business

operations at a lower total cost size and criticality and of

and across mission-critical integration and complexity
systems through enhancements

for the SAP Solution Manager = SAP Solution Manager is the
application management foundational application
Soltition management solution

Integration and complexity
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Questions
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