
Today, managing enterprise applications effectively is as critical 
as it is complex. Poorly tuned or outdated applications exact a 
significant performance cost. They diminish productivity, divert
resources, and dilute the efficiency and effectiveness of your
organization. As a committed SAP customer, you have a lot 
riding on your SAP assets.

Have you given any thought to how you might best protect your
application investment? Or are you hoping that your already
overburdened team of IT experts can handle any problems that
might arise? Do you want your experts delving into technology
they may not be fully trained to service? Or wasting their valuable
time and efforts on routine configuration and environmental
issues? Shouldn’t they be focusing on value-added activities
instead? 

It is critical that your enterprise

applications be supported by

competent, knowledgeable, 

experienced IT experts as eco-

nomically as possible. Rather

than ask your already overbur-

dened IT team to supply appli-

cation management support, let

the experts from SAP® Applica-

tion Management take on that

responsibility. You will benefit

from more cost-effective and re-

liable application management

while simultaneously freeing up

your IT staff to focus on areas

that are more strategic to your

core competencies.
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APPLICATION 
SUPPORT
Managing
• Commoditized 
routine operations

• Common business 
transactions

• Costs and budgets
• Resource 
utilization

• Service level to 
business

• Improve delivery 
efficiency

• System stability

APPLICATION
ENHANCEMENT 
Providing and 
Delivering 
• Optimized existing
solutions

• Business add-ons
• Missing skills
• Best practices
• Business KPIs
• Overall 
productivity

• System stability

APPLICATION 
EVOLUTION
• Build solution land-
scape for changing 
business

• Provide innovative 
solutions for busi-
ness demands 
through soft-
ware/system 
migration  

• Realize ROI for the 
installed SAP 
software

• Train the organiza-
tion for change 
management

SAP® APPLICATION MANAGEMENT SERVICES FRAMEWORK: 
END-TO-END SERVICE OFFERINGS

Increasing Cost Benefits



The bigger question is how can you reconcile the pressure to
contain costs and headcount with the recurring need to expand
software functionality? Headcount, of course, is always an issue.
Hiring – and then retaining – IT personnel with appropriate
expertise is a critical challenge. Are you sure you have the talent
on hand to resolve application management issues knowledge-
ably? And are you sure you can hold on to that talent in an inter-
national job market that places a considerable premium on appli-
cation experts? Can you ensure knowledge transfer occurs when
application managers leave your organization, as some inevitably
will?

The questions surrounding the management of business-critical
enterprise applications are not trivial. They encompass considera-
tions such as response times and resolution of user problems, IT
costs and training issues, and the need for continuous develop-
ment and report customization, patches, upgrades, and responses
to change requests. 

Surprisingly, these application management questions have a
simple solution: outsource the management of your enterprise
applications. Bring in the SAP® Application Management service
and let the experts from SAP take over responsibility for protect-
ing your application investment. Application management is an
SAP core competence, which means you will have access to the
best SAP resources in the industry. No one manages SAP applica-
tions better than SAP!

Comprehensive Application Management from SAP

SAP Application Management provides highly trained service
teams to manage all aspects of your SAP solution. Its services
portfolio encompasses three offerings: application support servic-
es, optional application enhancement services, and application
evolution services. Together, these services can help you satisfy
resource and skill requirements while maximizing the productiv-
ity of your applications and increasing service quality and savings.

Application Support: Proactive Monitoring, Quick Response

Staffed by highly motivated and skilled professionals who under-
stand your business and your SAP solutions, SAP Application
Management provides second- and third-level user support at
your site or at offshore or off-site locations. This support is driv-
en through a call-center management and issue-tracking and
resolution process supported by the SAP Solution Manager 
application management platform.

With application support services, your issues are resolved quick-
ly. Incoming requests are classified, qualified, categorized, and
managed through sophisticated call-center tools with reporting
capabilities. A proactive monitoring service ensures that SAP
solutions run at optimal capacities and that those issues with the
potential to impact the system are resolved before they can occur.
It also helps identify and resolve problems quickly, often before
you know about them. 

Application support services provide service-level agreements
that guarantee response times and business continuity. Root-
cause analyses help eliminate repetitive problems and deliver sta-
ble corrections. With SAP Application Management, you get a
flexible, tailored service customized from the SAP global service
catalog and supporting global, multi-language, 24/7 coverage
across various time zones.

Application Enhancement: Continuous Improvement

Application enhancement services help you to manage change
requests, functional improvements, and application develop-
ment. They facilitate optimization and continuous business
improvement and can help you set benchmarks and achieve your
key performance indicators (KPIs). 



Whether you need to optimize the design of a custom solution or
replace a work-around with an elegant standard solution, SAP
Application Management can help by streamlining nonproduc-
tive or inefficient solution designs. It provides opportunities to
reengineer your business operations so you can create both
short- and long-term improvements with no disruption to your
operations. Further, service experts can propose productive ways
to optimize the use of existing software functions to improve
operational efficiency and cost benefits. End users can rely on a
help desk for the education and training needed to adapt to these
enhancements. Help desk services provided by SAP Application
Management include multilevel assistance, proactive monitoring,
and support for continuous improvement.

Application Evolution: From Legacy to the Latest

Applications 

As your enterprise undergoes the transformations necessary to
accommodate changing market dynamics and enhance share-
holder value, SAP Application Management offers the evolution
services that help provide the road map and integration strategy
you need to adjust your existing IT solution landscape to the new
business requirements. Service experts facilitate transition from
legacy applications to SAP solutions by analyzing your environ-
ment and recommending the most efficient and cost-effective
migration strategy. They also help you integrate company-
specific solutions with both SAP and non-SAP solutions, enabling
you to interconnect systems and processes throughout your
enterprise and optimize the value of your technology 
investments. 

Additionally, SAP service experts work with your IT and business
teams to roll out the new solutions and manage the transforma-
tion process as the organization and end users adapt to the new
business. Working with your business leaders and IT managers,
the SAP Application Management team helps you set up KPIs for
the new business and drive reporting strategy for continued
measurements. 

Leverage SAP Application Expertise

SAP has 30 years of experience providing business and technology
consulting services to thousands of customers. While we are
doing what we do best, you can focus your enterprise on what it
does best.

Your decision to assign the management of your SAP applications
to SAP experts will bring many favorable results. For example, 
letting SAP handle routine monitoring and response chores
allows your IT organization to focus on the projects that can
help your company improve its business performance. It is more
cost-effective to leave chores such as report customization and
application development to SAP Application Management.

Should complex problems arise – the kind that would challenge
any IT department – your IT team will no longer have to deal
with them. And you are not left scrambling to find resources to
deal with them. SAP Application Management comes with guar-
anteed service levels and 24/7 on-demand access to skilled func-
tional and technical professionals. Your business processes are
returned to normal faster with SAP experts on the job.

SAP Application Management is also a great way to control IT
budgeting and spending. By committing to this SAP service you
know, over a considerable time span, how much – or in this case,
how little – application management services are going to cost
you. 

An Open-and-Shut Business Case

SAP Application Management provides quantifiable business
advantages that you can “take to the bank.” SAP clients looking
for speed, quality, flexibility, and savings find it when they choose
to make SAP Application Management service their single point
of contact for business-critical software assets. This cost-effective
approach to managing your applications generates real business
value. Instead of depleting IT resources, you find yourself aug-
menting them in a meaningful way. 



www.sap.com/contactsap

50 074 034 (05/06) Printed in USA.
© 2005 by SAP AG. All rights reserved. SAP, R/3, mySAP, mySAP.com, xApps, xApp, SAP NetWeaver, 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. 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. Printed on environmentally friend-
ly paper.
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 state-
ments accompanying such products and services, if any. Nothing herein should be construed as constituting an additional warranty.

SAP Application Management provides the resources, processes,
and tools you need for quality-driven user, technical, and opera-
tions support. Our experienced professionals use a well-defined
set of assessment, transition, and long-term processes to deliver
customized, affordable, and highly responsive support. The bot-
tom line? Your organization benefits from the expertise and
economies of scale acquired from our experience in thousands 
of SAP implementations. 

For more information about SAP Application Management, 
contact your SAP sales representative or customer engagement
manager. Or call 888-727-2955.


