


SAP ENTERPRISE SUPPORT

The goal of SAP® Enterprise Support is to aid you with the holistic management
of your IT landscape over the lifecycle of your applications. Spanning your
end-to-end business processes it encompasses all categories of developments:
standard SAP software, custom development and partner solutions.

Underpinned by the Run SAP Methodology, SAP Enterprise Support helps you
deploy and manage software innovations while reducing costs and risks to protect
your IT investments. Combined with Mission-Critical Support and the knowledge
in the Global Support Backbone, you gain assistance in running your business
operations securely, with minimal interruption.

On the back page you will find links to detailed information on everything
contained in this guide.

Most issues can be resolved by accessing the wealth of information contained in
the Global Support Backbone which includes the SAP Service Marketplace
extranet that will link you to our entire service and support infrastructure including
the SAP Help portal and SAP Notes Knowledge Database, as well as your self
maintained knowledge base in the SAP Solution Manager Enterprise Edition.

You can also seek advice on resolving issues from online communities of SAP
Developers, Analysts, Consultants, Integrators and Administrators by accessing
the SAP Developer Network and the SAP Business Process Expert portals.

If you are unable to resolve an issue through the SAP Notes Knowledge
Database, you need to create a message that we can act on via your SAP

Solution Manager, or the SAP Support Portal at http://service.sap.com/message.

When creating a message

In order for us to deal with your issue quickly and efficiently, it is imperative that
you:

= Provide your direct contact details (land-line, mobile and email).

= Include the steps that produced the issue.

m Assign the correct priority for the message as per the classifications
overleaf.

m»  Document the Business Impact as per overleaf.

s Enter deadline(s) if relevant.

s List the Component Area - be as specific as possible.

= List version/support pack of ALL relevant software.
= When requested: Provide remote login information in the secure area.

Ensure validity date of the User ID and Password will span the number of days

required. Please refer to http://service.sap.com/access-support

= Include all the actions you have already taken to resolve the issue, including
any SAP Notes which you may have applied or discounted.

Messages can be changed and additional information can be sent to or requested by
SAP via the Service Marketplace, or by calling the SAP Support Advisory Centre.

What to expect when you've submitted a message

Providing that you have maintained all your contact details under MyProfile in
SAP Support Portal, you will be notified by email and SMS when the status of
your messages has changed and you need to take action. You can also monitor
the message for updates in the SAP Support Portal. Do this more frequently
for "Very High' and ‘High' priority messages, respond quickly to all requests for
supporting information, and send the message back to SAP after each update.

For Very High messages the SAP Support Advisory Centre will provide an initial
response within one hour, with a fix, work-around or action plan within an additional
four hours. For High messages, we will provide an initial response within four hours.
Please note the following:

= If the message is in ‘Customer Action’ status, SAP is waiting for a response.
s If the message remains in ‘Customer Action’ status for a long period of time,

it will be closed down automatically in line with the following: Very High in 14
days. High in 21 days. Medium and Low in 45 days.

= If the message has the status ‘Customer Action’ its priority can be changed
directly in the message. Alternately, you can ask the SAP Support Advisory
Centre to change the priority of a message.

Message priority classifications

Very High: Serious business impact due to, for example, a production down or
delays to a planned production start-up or upgrade.

High: Normal business transactions are seriously affected and necessary
tasks cannot be performed.

Medium:  Affects normal business transactions. The problem is caused by incorrect

or inoperable functions in the SAP system.

Low: The problem has negligible or no effect on normal business transactions.

Please refer to SAP Note 67739 for more message classification information.

How to define the Business Impact

When entering a Very High message, or escalating a High message, you must
include an explanation of the business impact by answering the following
questions:
1. Is the problem in a productive, test or development system?
= Ifitisin atest or development system, when are you planning to
Go Live?
= Will it impact on another project's Go Live schedule?

2. What impact does your problem have on your business?
m  Financial impact: What is the amount of revenue which will be lost?
= Process impact: What business processes are affected?
= Are systems down or delayed? If delayed, by how long?

3. Do you have a work-around? If so, how effective is it proving?
4. How many users are impacted?
5. Is someone available 24x7 as a point of contact for this message?

This is important because the message may require us to provide information
to SAP resources working outside normal hours of business. Please refer to
SAP Note 90835 for additional Business Impact information.

Engaging the SAP Support Advisory Centre

From the moment you submit a message, you are engaging our highly skilled
team of Support Advisors in the SAP Support Advisory Centre who will act as
your main point of contact for mission-critical support issues. In turn they will
liaise with the SAP resources necessary to resolve your issue.

The team can also be contacted 24x7 to provide you with a status report on
your message as well as update, accelerate and act as an escalation agent.

You can talk to one of our Support Advisors by calling the Support Advisory
Centre - please ensure you have the message number and Business Impact
details to hand.

What you need to do when an issue has been resolved

Once an issue has been resolved, please confirm the message at your earliest
convenience. Your feedback is extremely valuable in order for SAP to improve
its service to you. Please complete the Call Closure Questionnaire as we use
this information to refine and adapt our message solving process. In this way
you can directly influence our support service and help us to improve it. If for
any reason you are not satisfied with the way we handle your issue,

please provide us with feedback in line with SAP Note 736045.
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