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Presenter

Lubos$ Cus

Development Manager in SAP

https://www.linkedin.com/in/lubos-cus/
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Unmatched vertical expertise

Energy & Natural Resources Consumer Products Life Sciences
Discrete Manufacturing Public Services
& I d t

Financial Services Retail Services

@ & 0

Percent Global 2000 that Run SAP

SAP - Systeme, Anwendungen und Produkte in der
Datenverarbeitung
Systems, Applications and Products in data processing


http://www.fundinguniverse.com/company-histories/sap-ag-history/
https://en.wikipedia.org/wiki/SAP
https://www.sap.com/index.html

SAP

Business software & Globalization & Internet & client- In-memory &
online processing mainframe computing server technologies cloud computing

SAPR/L:

Enabled customers to get
a complete view of their
business with real-time
processing of data across
integrated modules for
materials, procurement,
and accounting.

SAP R/2:

Helped customers
successfully manage large
global enterpriseson a
mainframe architecture,
while retaining the
integration and real-time
processing capabilities of
SAPR/1.

SAP R/3 and SAP ECC:

Enabled customers to take
advantage of client-server
and internet technologies.
Created a unified graphical
user interface and new
functional components.

SAP S/4HANA:

Helps customers thrive in
the New Digital Economy.
We are now focused on
eradicating complexity
and running live with our
in-memory database
technology SAP HANA
and cloud computing.

1972
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1982

1992
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Agenda

Introduction & Basic Terms
— What is maintenance and what is support?
— Supportand Maintenance — Business Model
— ERP cloud versus ERP on-premise system

Shipment and Maintenance Phases
Patch /Improvement Delivery
Incident Management

— Service Level Agreement

—  Priority

— Components

Support Model
— Primary Support
— Development Support
— Delivery of corrections on premise/cloud
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Introduction and Basic Terms



ERP - Enterprise Resource Planning

ERP stands for "Enterprise Resource Planning" and refers to a type of
software or system used by a business to plan and manage daily activities
such as supply chain, manufacturing, services, financials and other
processes.



Product Lifecycle

Product Life Cycle

shows the stages that
products go through from
development to withdrawal
from the market.

Expand to new markets
or expand product
capabilities.

Product Sales




SALES/PROFITS ($)

Product Lifecycle

PROFITS

Each product may have a different life cycle e e S0
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PRODUCT LIFE CYCLE

= PLC determines revenue earned
» Contributes to strategic marketing planning

*May help the firm to identify when a product needs support, redesign,
reinvigorating, withdrawal, etc.

*May help in new product development planning
*May help in forecasting and managing cash flow



Maintenance & Support.

While software SUPPORT (podpora) is defined as fixing broken
software (or “bugs”) with reactive development,

software MAINTENANCE (udrzba) is defined as proactive development
in adding additional features or triaging low priority “bugs” that don't
deteriorate the software design and user experience.
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The Boston Matrix

Market Growth

High
4 Question Marks Stars
Problem Children

Dogs Cash Cows

Market Share
Low > High




Breakout Sessions

* Split into Groups

» Topic Introduction

» Research by Students
* Review

- 6 MIns
- 2-3 mins per group

12



1 Breakout - BCG Matrix — Business Model

* Boston Consulting Group matrix model: which
zones are the most relevant/important for
maintenance and support? Please distinguish
Importance of maintenance and support.

 Why you mean so?
* Describe maintenance and support activities in

relation to BCG positions/zones

13



Support and Maintenance — Business Model

BCG Matrix

high
QUESTION MARKS STARS
rermamaoer ST
Low Market Share High Market Share
& &
High Market Growth High Market Growth
The opportunities no one vou're wel-estabfished,
knows what £o do with and tnese are fantastic
These opportunities need cpportunities
serious thought as to
wWhether Increase=d et
nvesiment s warranted
DOGS CASH COWS ‘

f

&
Low Market Growth Low Market Growth
YOUr market présance s vou're well-established
weaak. It's going fo b Howdver, the market isnt
HhCRIt To make & profit Qrowing anc your
we imited

Low Market Share High Market Share
&
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Support and Maintenance — Business Model

Question Mark

Revenue / Profit

__,/'/

Star

BCG positions throughout the product life cycle:

/

Cash Cow

Dog

Introduction

Growth

Time

Maturity

Decline
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BCG Matrix
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Support and Maintenance — Business Model

The maintenance fee Is the sacred cash cow for enterprise
software vendors.

A vendor's maintenance and support fee on each software
license, usually 20 percent to 25 percent of the net license
price per year, delivers bountiful margins that annually
replenish the coffers of vendors like SAP and Oracle.

16



2 - Breakout - Cloud and On-Premise — Three Questions

There are three main questions which typically get asked:

* What Is the difference between ERP on-premise and
cloud editions?

« How to choose between them?
* How will this choice affect my enterprise?

Imagine for example you are “big or small”, starting or well-established company.

17



On Premise versus Cloud.

Cloud computing differs from on-premises
software in one critical way. A company
hosts everything in-house in an on-
premise environment, while in a cloud
environment, a third-party provider
hosts all that for you. ... A cloud-based
server utilizes virtual technology to host a
company's applications offsite.

https://blogs.sap.com/2020/01/18/sap-s-
4hana-on-premise-vs-cloud/

18


https://blogs.sap.com/2020/01/18/sap-s-4hana-on-premise-vs-cloud/

Shipment and Maintenance Phases



SAP Maintenance Strategy — Shipment Phases

Shipment phases

SAP software releases (except content releases) and corresponding enhancement
packages are generally introduced into the market in two shipment phases:
restricted and unrestricted

more information

A
¥
Q
=
O
B7)
o General
rs) availability
e Release-to- date
-g Beta customer
5| shipment date
zZ

Unrestricted
shipment phase

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Link Product Shipment
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https://portal.wdf.sap.corp/irj/go/km/docs/corporate_portal/WS%20Office%20of%20the%20CTO/Organization/Application%20Innovation/IMS%20and%20Development%20Line/IMS%20AI%20Organization/Training/Notes%20and%20Correction%20Process/SCP%20Content/Content%20Table/SCP_All_Documents/121_Maintenance_Strategy

SAP Maintenance Strategy — Deliveries

Patches are code-corrections for a specific version of an SAP product
Support packages are a collection of one or more patches
Support package stacks are a collection of support packages

Schedules for Maintenance Deliveries

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

22


https://support.sap.com/en/release-upgrade-maintenance/maintenance-information/schedules-for-maintenance-deliveries.html

SAP Maintenance Strategy — Phases

Current release in mainstream maintenance

Customer (RTC) of the release of a family release of a family
first release of a family

B Reduced scope of support:
: No new Support Packages, no new legal
Mainstream changes, limited technology updates,

customer-specific problem resolution, no SLA*

Maintenance
Covered by the support contract - support fee as per the

support contract applies

End of mainstream End of
maintenance Extended Maintenance

https://support.sap.com/en/release-upgrade-maintenance/maintenance-information/maintenance-strateqgy/maintenance-phases.html

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 23


https://support.sap.com/en/release-upgrade-maintenance/maintenance-information/maintenance-strategy/maintenance-phases.html

Incident Management



Incident Management

S
R

8 Solution

Incident Management

https://blogs.sap.com/2016/02/17/how-does-the-software-correction-hotfix-process-work/

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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https://www.sap.com/dmc/exp/2018-12-trust-center-processes/enEN/incident-management/index.html
https://blogs.sap.com/2016/02/17/how-does-the-software-correction-hotfix-process-work/

Service Level Agreement



Service Level Agreement

A service-level agreement (SLA) is a
commitment between a service
provider and a client. Particular
aspects of the service — quality,
availability, responsibilities — are agreed
between the service provider and the
service user.

Wikipedia.

SAP Service Level Agreement Info

S/AHANA Cloud SLA Example

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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https://en.wikipedia.org/wiki/Service-level_agreement
https://help.sap.com/saphelp_crm60/helpdata/en/46/42bdf3e3940db9e10000000a1553f6/content.htm?no_cache=true
https://assets.cdn.sap.com/agreements/product-use-and-support-terms/cls/en/service-level-agreement-for-sap-hana-enterprise-cloud-and-sap-s4hana-cloud-extended-edition-services-english-v4-2020.pdf

4 Breakout - Service Level Agreement

Examples of SLA for:
e System stability
e [ncident resolving
e Service desk (call center)

28



Patch Delivery.



Correction Note & Hotfix

SAP notes are the update information in SAP, frequently released by SAP. It is SAP's method of
Online Support System.

OSS notes are online documents published by SAP in their web site Support Portal,

aimed to take care of the following:
« Product errors.
Product modifications.

https://community.sap.com/topics/s4hana-cloud

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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https://support.sap.com/en/index.html
https://community.sap.com/topics/s4hana-cloud

Support Model



Support Model

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Product Support

32


https://support.sap.com/en/my-support/product-support.html

Customer Involvement



Customer Involvement Programs

SAP Customer Involvement

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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https://www.sap.com/about/customer-involvement/influence-adopt.html

Handling of Escalations



Escalation Management

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

SAP Escalation Management

36


https://www.sap.com/dmc/exp/2018-12-trust-center-processes/enEN/escalation-management/index.html

Breakout - Feedback

This lesson:

* What did you like?

* What you dislike?

* Where you see space for improvement?

37



Thank you.



Useful Links.

https://dynamics.folio3.com/blog/on-premise-vs-cloud-erp-software-difference/

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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