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Disclaimer

SAPd

The information in this presentation is confidential and proprietary to SAP and may not be
disclosed without the permission of SAP. This presentation is not subject to your license
agreement or any other service or subscription agreement with SAP. SAP has no obligation to
pursue any course of business outlined in this document or any related presentation, or to
develop or release any functionality mentioned therein. This document, or any related
presentation and SAP's strategy and possible future developments, products and or platforms
directions and functionality are all subject to change and may be changed by SAP at any time
for any reason without notice. The information in this document is not a commitment, promise or
legal obligation to deliver any material, code or functionality. This document is provided without
a warranty of any kind, either express or implied, including but not limited to, the implied
warranties of merchantability, fithess for a particular purpose, or non-infringement. This
document is for informational purposes and may not be incorporated into a contract. SAP
assumes no responsibility for errors or omissions in this document, except if such damages
were caused by SAP intentionally or grossly negligent.

All forward-looking statements are subject to various risks and uncertainties that could cause
actual results to differ materially from expectations. Readers are cautioned not to place undue
reliance on these forward-looking statements, which speak only as of their dates, and they
should not be relied upon in making purchasing decisions.
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IT trends and issues
SAP IT Service Management on SAP Solution Manager
Usage of Application Incident Management in SAP Enterprise Support

Application Incident Management — Use cases
Outlook & additional info
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Unclear
IT priorities

Inefficient
processes

Reactive IT

Do more with less

Lack of continuous

feedback /improvement i - Constant
emergencies

Production risk
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Business Continuity Business Process Improvement

Protection of Investmen . Reduced Total
and Accelerated Innovation Cost of Operations
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IT Business Management

fabp "evigy,

Business of IT Management Solutions

IT Strategy, IT Workforce

IT Portfolio & IT Financial

Governance and Vendor

Project Mgmt Management

& Risk Management

IT Service Management

Application Lifecycle Management

IT Infrastructure Management

This presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a warranty of any kind,
either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement
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Application Lifecycle Management
An approach in six phases of ITIL application management w

() Upgrade Management Q Solution Documentation

OLandscape Transformation
OSqution Implementation

() Maintenance Management

O Business Process
Operations

.i| () Template Management

O Test Management

OTechnicaI Operations

O Application Incident Management O Change Control Management
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SAP IT Service Management
ITIL®-compliant IT service and support processes

ncident &
Service

Request | Externally verified IT service
M
il and support processes

Problem

Management BN Management ™ Incident Management

Customer W Service Request Management

“ Problem Management

Installed-Base @& Change

& Object Management
Management

“ Change Management

Knowledge “ Knowledge Management

M t i
Slash W Installed-Based & Object Management

(for Configuration Management)

W Service Level Management

 Financial Management
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Integrated IT Service Management and Application
Lifecycle Management with SAP Solution Manager

SAP Solution Manager integrates Application Lifecycle Management and IT
Service Management processes in a single solution.

—
SAP CRM 7.01

gion Next SAP
e Solution
Manager

sol

SAP Solution\
Manager 7.0

based on SAP
CRM 7.01

This presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a warranty of any kind,
either express or implied, including but not limited to, the implied warranties of merchantability, fithess for a particular purpose, or non-infringement



Integrated IT Support Processes
Within Your Company‘s DNA

ITSM perfectly complements ALM. Both are ready for seamless and
immediate consumption on SAP Solution Manager.

fab p "evigy,

Incident Problem Change Knowledge
Management Management Management Management

Frontend Root Cause Maintenance Deployment Test
Integration Analysis Management Management Management

Application Lifecycle Management

This presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a warranty of any kind,
either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement
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Complementing SAP IT Service Management
with Application Lifecycle Management SAD4

-

IT Business Management

ITIL extensions with SAP Business Suite solutions
CIO Dashboards
CMDB Integration

Openness and Integration

SAP Frontend Integration (Content collection, Dispatching)
SAP Support Backend: Forward to SAP and its ecosystem
Integration into ALM Processes (Test Management,
Business Process Monitoring, etc.)

Interface for 3 party help desk integration

For incident and problem management:

Root Cause Analysis

For change management: Central Correction and
Transport System (CTS+)

IT Service Management

TAnaibcs.

Incident-, Problem- and Change-Management
SAP CRM Service solutions

[ his presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is proy
exper express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement
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ALM complemented ITSM processes
Incident & Problem Management

ITSM on SAP CRM 7.0 ITSM on next SAP Solution Manager
— Stand alone —

ALM complements

) i |

Incident Incident

Management Management

=

)

=t

This presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a warranty of any kind,
either express or implied, including but not limited to, the implied warranties of merchantability, fithess for a particular purpose, or non-infringement




ITSM on SAP CRM 7.0 ITSM on next SAP Solution Manager
— Stand alone — L
ab Pre

Change /' ALM complements

Management

This presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a warranty of any kind,
either express or implied, including but not limited to, the implied warranties of merchantability, fithess for a particular purpose, or non-infringement



Why ITSM on SAP Solution Manager
A win / win situation

Execution of ITSM processes
through ALM capabilities

ALM & ITSMtools

This presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a warranty of any kind,
either exnrecs ar imnlied incliidina hiit nat limited tn the imnlied warrantiec nf merchantahilitv fitneas far a narticiillar niirnnee  ar non-infrinnement



1. IT trends and issues
2. SAP IT Service Management on SAP Solution Manager

3. Usage of Application Incident Management in SAP Enterprise
Support

4. Application Incident Management — Use cases
5. Outlook & additional info
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Deploying IT Service Management Smartly
Value of SAP Solution Manager and SAP Enterprise Support w

The winning stroke for SAP Enterprise Support customers!

| Leverage SAP Enterprise Support

Incident, problem and change management at no
additional cost for the entire customer solution
Easily scalable to an ITIL IT Service Management

Increased Value through ALM

No additional hardware and maintenance costs through
joint deployment with SAP Solution Manager

Additional savings through 3rd-party incident and change
management tools replacement

Reduced TCO and TCI

Reduced silo-ing of IT Service Management by integratin -|
vital Application Lifecycle Management capabilities

Joint ALM and IT Service Management: The sum delivers
more than the individual parts
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SAP Enterprise Support
What is a customer solution? w

The definition of a customer solution is generous and totally customer-
focused. Our expectation is that medium sized customers have no IT which
Is not part of their solution.

4 SAP Enterprise Support )

Customer Solution” - shall mean: stomer y

for Licensee Solutions and for any other software
components and IT assets licensed or otherwise
obtained by Licensee from third parties

provided such third party software, software
components and IT assets are operated in conjunction
with Enterprise Support Solutions and

are required to complete the Licensee’s business
processes

as documented in the solution documentation in SAP
Solution Manager Enterprise Edition (“Additional
Supported Assets”)

© SAP AG 2009. All rights reserved. / Page 18



An Example of the Impact of the
SAP Enterprise Support Usage Rights SAD4

With SAP Enterprise Support you can use the SAP Solution Manager for all IT components
that are required to execute your documented business processes.*

(" —————————————————————— N\
WEnterprise Support ‘ '~ SAP Solution Manager &=
%'soluﬁon . _ L]
! qa9  Solution Documentation :
New sales opportunity Entered in SAP ERP / Saved in 3" party Printing
recelveq viamobile device CRM System NP ase oo

Mobile

Components Database Printer

Usage of SAP Solution Manager for End-To-End support of business processes >

.

e )
WStandard Support 7

= SAP -
Mobile Components Database Printer

-

i C%r:gonents> With SAP Standard Support only SAP components are
\_ ! covered for SAP Solution Manager Y,

N - . .
© 2010 SAP AG. Al rights reserved. / Page 19 The exact defintion can be found in SAP Enterprise Support agreements



Usage rights of SAP Solution Manager in light
of IT Service Management SAP4

SAP IT Extensions

ab p
,' .
Interaction Center SViey,

(IT Service Desk )

CRM Service

Contract Management

Service Order & Confirmation
Management

Service Plans

: : . : Complaint Management
SAP IT Service Desk Operation (license) P J
Warranty Management

E)I;:\':I'S?N(I) usage beyond customer solution or on SAP Business Communication
: Management (BCM)

SAP Solution Manager

extensions

m SAP Extended Diagnostics
by CA Wily

m SAP Test Acceleration and
Optimization, etc.

Incident Management in SAP Solution

Manager with SAP Standard Support
for SAP components

This presentation and SAP'S strategy and possible tuture developments are subject o change and may be changed by SAP at any time 10r any reason without notice. This document IS provided without a warranty of any kind,
either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement
© 2010 SAP AG. All rights reserved. / Page 20



IT trends and issues

SAP IT Service Management on SAP Solution Manager

Usage of Application Incident Management in SAP Enterprise Support
Application Incident Management — Use cases

Outlook & additional info
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Application Incident Management
A few use cases

» IT Service Management (Customer IT Support)

= SAP Support centric Incident Management (e.g. SAP Key User) Lap P’eview
= 3rd party Help Desk integration (e.g. Customer Center of Expertise)

= Integration with SAP CRM ITSM (Shared Service Center agents)

= Usage in Application Lifecycle Management processes (IT support employee)

Interface managed systems Collaboration

3rd partkaelp SAP Global
Des ——
I ol Support

Service Desk [ Connectivity to SAP SAP

Application (/R Backbone
Incident | [— 2

1:n SAP Solution
Manager Service

Desk
- Management

SAP CRM 7.0 4 Partner
IT Service Mgmt T i, Ecosystem
Interoperability Analysis Alerting
with ALM processes Change —
Management

This presentation and SAP's strategy and possible future developments are subjectio’chidnge’ana may be changed by SAPat'any timeforanyreason without notice. This document is provided without a warranty of any kind,
either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a particular purpose, or non-infringement
© 2010 SAP AG. All rights reserved. / Page 22




Application Incident Management
Use case 1: IT Service Management standard process

End User Incident Processor Problem Processor

Report incident * > Receive incident

v

*

D Prioritization /
* SAP application Categorisation
» Web Self Service
* Phone/ Fax / E-Mail
* Interaction Center Search for solution
(Call Agent) - v -
* 3rd party Help Desk r 1
* Alert Monitor Process incident
» Shared Service - \I/ -
Center
* Test case Dispatch incident
* Projectissue E -
" Integrate SAP support |
/ external HelpDesk
Provide solution
[ User Confirmation ]< \J/
J Create knowledge
L article J
Confirm working time
> Close incident
Create Change
Request




Application Incident Management
Use case 2: SAP support centric use case

Customer SAP

Incident is

SAP Service
Marketplace

Business User Key User

recorded

Search for

>

Solution

Forward

> SAP Support

Problem

_. Root Cause

e e e e e e = - — 1

Solution

A

Solution

A
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Application Incident Management
Use case 3 : 3rd Party Help Desk Interface

Goal

SAP Solution Manager offers a bi-directional interface that enables the exchange of messages
between Service Desk and third party help desk tools or another SAP Solution Manager

Service Desk. It enables customer to use SAP Solution Manager for SAP related incidents in
addition to an existing Help Desk tool.

Help desk

: Web
SOAP/HTTP v

© 2010 SAP AG. All rights reserved. / Page 25



Application Incident Management
Use Case 4: Shared Service Center running on SAP CRM

Application Incident Managemen

IT Tickets , SAP CRM 7.0 Service Management

EXcrm

® SAP CRM Release 7.0 provides a standard

Gonex - B -

interface to SAP Solution Manager, for Incident g —
Management. . - S ] i
¢ Incident messages can be transferred from mmﬁ’"’: 1jmm == .
CRM to the SAP Solution Manager for further il _ j:;wm _—— .
processing, e.g. by Global SAP Support. e - :
® The incident messages are replicated and the s s EE_EMWM mmmmm - 1
CRM status keeps synchronized while the - lm::mm j ‘“’—j s—01 l
processing in SAP Solution Manager. zﬁﬁ:mm”mmwm* e — I
G =
iRl =

© 2010 SAP AG. All rights reserved. / Page 26



Application Incident Management
Use Case 5: Build & Design Phase

Business Business System SAP Support@  SAP Support &
Process Expert Process Expert Key User Administrator Key User customer  Partner Eco System

2 © & 2 & e |

Build& Desi
/ ui esign /

Lab Pf'evl'eW

Create & track issues in design Create & track issues in configuration

Assign Business processes to tickets

|3’Bus\ness Blugprint Edit Goto Sefings Emvironment System Help
(] B eqQe CHE fDhohs BIE o0&
Business Blueprint Change for Project MYCRM_WFP

Z=E

S E ST Y Y Y System Role [Evaluation Systen

Business Blueprint Structure || Business Pro [Inbound Telesales wi

= (O CRMImplementation G nentation |, Proj Documentation neacions |, issuseoseages Ul
I MasterData

“ (O~ Business Scenarios
= O G IC Sales with ERP Sales Order
(]3] 0runnmnn||unlu

]
B..

@D ODCOR®
SEUEEHREEEREEE

Q

@ system guides agent Third Party hstalation CRM Installation ECC hstallation BW Instalation
Search / propose / configure produci)

Dertermine price and configuration

Process quotation in IC
ate sales order Lantelc
sales orderin IC
wr ap mrMmh

Check (Create resenvation) I {
Customer cals Inbound call

date interaction center statistics
Qutboun dTeIesaIestERP Sales ,_I_

EE

Oro

o —
=
3
3
]
2

g
?
5

£

C

Make Business Blueprint and Configuration issues transparent
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Application Incident Management
Use Case 6: Test Phase

Business Business System SAP Support@  SAP Support &
Process Expert Process Expert Key User Administrator Key User customer  Partner Eco System

P P & £ &

Loqg & track test defects

\ /
[ Integration Testing J
v

Error while testing

v

Set status of test to ‘error’

v

Create a Service Desk message with H 3
context of test case

L 2

Determine route to test case owner

v

Resolve error and return to tester )

L Z
Retest the test case and confirm Service
Desk message

Test case successfully finished

Use Service Desk for central test defect resolution

© 2010 SAP AG. All rights reserved. / Page 28




Application Incident Management
Use Case 7: Deploy Phase

Business Business System SAP Support@  SAP Support &
Process Expert Process Expert Key User Administrator y User customer  Partner Eco System

P P % e §

/ Deploy /

Create follow-up activity to deploy changes to resolve an incident

[ Solve |nc|dent with SAP note ]

Support employee creates follow-up
Change Request from incident

Change Request confirmed by
Change Manager

)
)
T
)
)
)

4
Test changes

v

Deploy in productive system
v

[ Create a Change Document

Feedback to support employee/
requester

Service Desk to log business change requirement

© 2010 SAP AG. All rights reserved. / Page 29



Application Incident Management
Use Case 8: Operate Phase

Business Business System SAP Support@  SAP Support &
Process Expert Process Expert Key User Administrator Key User customer  Partner Eco System

£ P & £ & @
/ Operate /

Technical Alert Monitor Business Process Monitoring alerts

oo
i
=]

It

|

1

5[-51 1]
Al
;.

T

Application Incident Management supports the workflow for
resolution of alerts , increases the availability of the IT
solution, and minimizes negative business impacts

© 2010 SAP AG. All rights reserved. / Page 30



IT trends and issues
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Investments in next Generation of Application
Incident Management

®

Custom Dey Lab |
Easy EnhancementWorkbench ‘ PreVIeW
— Scope
AP Solutions Overall IT Landscape ‘

— Reporting Z SUGEN KP| RePOD} Dashboardsz Interactive Reportsvn
2 Predefined Bl Reports > ITSM BI querieD- ,

| " Z SAP Frontends >> Projects> Changes>ZAlerts >> CMDET>-
Ry > SAP Backend>> Testing >> ERP >-

—— User Interface> SAPGUI >> Workcenter » ITSM Professional Ul ) Cal Center >-

—— Usability > Web Self Service)§ ul Personalization)-

5 Auto Dispatching yProbIems 7> SAP CRM Service Solutions ->
Bunatianality g SAP Collab >§ Full Text Search >§ Knowledge Articles ,

-

— Extensibility

INCIDENT MANAGEMENT

S— o’,enness
© 2010 S, e reserved. [ Page 32




Application Incident Management
Ease of Use and Consumption

SADd
Highly configurable web based Ul
1
Architected for different user types from the ground up v

Easy consumption through predefined business user roles
Integration in SAP Solution Manager Work Centers

IT Service Desk IT Professional I'T End-User
Central interface to assist Provisioning of expert Entering and tracking of
end-users knowledge incidents

HIE=
N e

e | W

AT
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Incident Details (1) LAB
reVieW

SAPd

HYY solution Manager Professional Personalize | System News | Log Off

Search for Service Requests by Incident ID~

Go Advanced j

[F]5ave | 3¢ Cancel | FfNew New from Template | & | Create Follow-Up | Actions. Auto Complete | Mores
Home - Details [ Edit
Worklist
i General Data Subject
fmnear Service Desk Message: 8000000107 _
. : Category 1 Incident
E-Mail Inbox Description:  DC: performance is slow

Category 21 SAP Application
Customer: Cyberdyne Systems Corporation

Reporter:  Kelly Smith

Master Data

Category 3. System Message

Category 4. Bad Performance
Change Request M.} Processor: Pat Roberts ey
Incident Managemeht Service Team. SAP Team WDF
Processing Data Dates
Service Operations"*
P Status: Recommended Solution Created: 19.05.2010

Create Impact/Urgency: Changed: 19.05.2010

T Recomm. Prio./Prio.: 3: Medium First Response by:

Change Request Due by-

Test Message Notes Relationships

RS Type: Log |V| Related Problem: 8000000005

ﬁ:;;‘::ﬁge SHEE Solufion 4| Related Request for Chan... 8000000159

1BEa.200 Hadat HOBERTSE Related Knowledge Article:

Retent s Please set parameter Ul_Perform on "X" in your own data Reference Objects

8000000159 DC: p... Installed Base: 1

8000000107 DC: p... Installed Base Component: 27

Information for SAP

CHOUONISS B ilo = 10.05.2010 22:33:15 ROBERTSP

8000000106 Perfo...

8000000105 Perfo... -Hallo SAP: | have a problem ...

w
» Notes

B3 Back ~ ] -

In the Incident (Service
Request) Details
you can document

who has reported the
issue and who is
responsible for it

the processing status
SLA dates

the impact, urgency,
priority and multiple
categories

textual descriptions of
diverse text types
which objects are
affected

whether the incident is
assigned to a problem,
request for change, or
knowledge article

J

© 2010°SAP AG. All'rights réserved. / Page 34
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Incident Details (2) LAB
I'eVI'eW

Search for Service Requests by Incident ID +

[ESave | sgCancel | jNew MNew from Template | IE | Create FoIIow—Up | Actions.  Auto Complete ﬂ_More= g 8
. - Find Related Problems -
~ Details [ Edi : ’
Find Knowledge Articles
General Data Subject Unlack
Service Desk Message: 8000000107 Se_nd E'M?”
e : Catego| Print Preview L'|
Description:® |DC: performance is slow :
: : Catego| Print L*|
Customer: |Cyberdyne Systems Corporation cafoi Display Object Relationships =
Reporter:  |Kelly Smith i -
Categorv 4 |Bad Performance -
Processor | Pat Roberts |lj! | '
i [SAP Team WDF 5] * You can create an incident ,from scratch’
Processing Data Dates
_ or from a template.
Status: |Recommended Solution Created: |[19.05.20 You can copy an existing incident
Impact/Urgency: = | £ Changed: |19.05.20 .
Rt —— , _ “ You can create follow-up transactions
Recomm. Prio./Prio_: | |3_ Medium |'| First Response by: ..
o from the incident, for example, a problem
Notes Relationships or a change request
Type: Description =] [English = Related Problem: 8000000005 |(3| |Bad performance| &
Related Request for Chan... |8000000159 |3 |DC: performance| &
Related Knowledge Article: _ﬂ [E
Refarance objects In the |nC|dent yOU have
Installed Base: 1 acces_s to
Installed Base Component: o7/  © Dispatch
= Auto Complete
* Find Related Problems
* Find Knowledge Articles
“ Unlock
» Notes = Send E-Mail
*  Print/ Print Preview
| |
This presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason wWithout noucesr‘%sadycume %%Fm%eedlaithgpaswr;r anty of any killd,

IESEB@/B%%& NS ||§rqt in clsugr &jk_nftwaot I|§gted to, the implied warranties of merchantability, fithess for a particular purpose, or non-infringement



Incident Details (3) Lag p,
Vigy,

SAPd

Beneath the “Details” block, you have access to
detailed assignment blocks such as

» Notes
» SAP Attributes

» SAP Notes

SAP Attributes and Collaboration activities

» Related Knowledge Articles

, Attachments Related knowledge articles and further related
transactions

y Scheduled Actions
\ Ghange History Attachments and notes (correspondence, SAP Notes)

» Document Flow

Multiple ALM process integration (Test, Alerts, Projects)

» Reference Objects

Date and duration information

» Service Level Agreement

Time recording

» Time Recording

) Trace To Test Workbench Organizational data and parties involved

» External Help Desk

Change history and processing log

» Business Process Monitoring

3'd party Help Desk interfaces
» Context

» Status

» Business Partner

© 2010°SAP AG. All'rights reserved. / Page 36



Outlook next release

Incident Search w

Y Solution Manager Professional Personaiize | System News | Log Off

Search for Service Requests by Incident ID + Go Advanced

Search: Incidents Kl 2osksi8
— [Created On s ]| Ee®e
: |status [~is =l Eec
Miogdist |Business Partner |'||‘S |'|| |'j| & =

Calendar
Maximum Number of Results: 100
E-Mail Inbox

Master Data save Search As:| | Epsave]

CUELLECEIERANRA  Regult List: 63 Incidents Found

Incident Managemeht CyNew [ [jNew from Template Create Follow-Up Tl

Service Operations’ D Description | Priority Text Created On | Status Text | Transaction
8000000003 test 2 37 Medium 28.04.2010 New Incident
Create 85000000010 Test message 3. Medium 06.05.2010 New Incident
Incident 8000000021 test asug 37 Medium 07.05.2010 Sent to SAP Incident
Change Request 8000000022 Test 1 3: Medium 07.05.2010 New Incident
Test Message | . . .
Task 8000000023 test kelly smith 3. Medium 07.05.2010 Confirmed Incident
Knowledge Article 8000000040 test DBI 3: Medium 11.05.2010 New Incident
Problem 8000000041 test 3. Medium 11.05.2010 New Incident
8000000061 low performance in ERP SD7 3. Medium 11.05.2010 Confirmed Incident
Recent ltems ; 3 -
86000000063 low performance of ERP SD7 3. Medium 11.05.2010 Confirmed Incident
SaLLLLLIG AN 8000000065 Test message 3: Medium 11.05.2010 New Incident
8000000159 DC. p... P 7

8000000158 Perfo...

4Back 1 2 3 4 5 6 7 Forwarde

8000000106 Perfo...
8000000105 Perfo... Status Text [=]|Piechatt  [=||[100% [=|® @ Close Chart

; 41%
/
S o
¥
2%

© 2010 SAP AG. All rights reserved. / Page 3/



Application Incident Management

Configuration steps

@ o compete search key match for confguraton key
~ Configurations [ New F [[3 Coe e Do connins 2)
| Componenthame | Page. | Role Config Key | Component. | Obiect Type. Object Subtype Standard Confg. | Customer Config. |
[T WCCITSPHONE  ITSERVICEPROHOME _<DEFAULT> <DEPAULT> <DEFAULT> <DEFAULT> (] sl |
~ View  Snow Tectnicaietas
Home Page Available Assignment Blocks
Conponent Ve tane e
P WC_FAVORI UIHB_WC_FAVORIF Favrteibagetnte Weage =
P WC_FAVORI UIHP_WC_FAVORIFVFavartetiebLis Web Lnis
P WC_FAVORI UIHP_VC_FAVORIFVFavorieCRL R Loks
ore Wainindow
cRuCHP 05 e FVGrousLin Favort Repors =
General Attribute (CRM) Change 2[5 2[5
Left Visible Column o Column
BElCIEIENEES] [&][=I[E] Dl sm aeanii e Wonine =
Al Pl i ﬁ%‘ m Conoonent_ | Viewtame | Tt vigen | who v | Petegron© Vewhane | Tte e peganD
o 3 =] R 8all] ‘ m(j‘% r CRUCP. FToday. Wyspes O 5] FViodayeTa.. WyOpentes. () GCPCTTO.
asiion Organizatonal assignment | Code =
- B Searcn -3 T T CRUCHP.. | FVGroup..  Searcn © o Maniincow | WorkfowTa. O ccporw
- ) stuctue Searcn oy DerEianiet louiouOL S o D000 2e WOEFAY.. WA e | O O wouera RO anindon | Alrs @ copora
W | Menwed. UySaed. O o CRUCHP_GS.. FTodaysRe.. |y Reauests @ coeerw
CRUCHPGS. | FGrouplinks | Creste @ ccperc
| Display role: Authorizations
) ™| & & Plopen BRlchanged BRiMaintained  Organizational level
Haint. 1 Unmaint. org. levels 33 open fields
SAP_SUPPOESK_PROCESS @eo RoTe for Support Desk Processal Hilist L
[ ©no Manwally  Cross-application Authorization Obacts | SOSIIEEUSEr il A
[ ©a0 Hanually Basis: Adnimistration CONTENTGERY  CONT ~
OB Hanually  Basis - Development Environment CPLINETRUCTOR  INSTR ~
- d— Frow Ghock. CPLCONSTRUCTOR CO-N
com g tanualy ragras Flow Checks e osents o
€20 fenuty  Basts - Central Functions CPLUSERDS user
[£5 &8 Mmiai1y o' compon CPLUSERDS UseR
Hanually  Authorization Object GRN Order - Bus CRUI L B
S SoB BNy Atrortzation Soaes CPLUSERDT user
@ Tnact{V g Nanuan1y  Author zation Dbject GRM oraer - CPLUSERDS UseR I
Basic C¢ @ Inactiv 2 Manually  Authorization Object SR Order - CPLUSERDS vser | Detail for User
@ Inactiv %Mzmuany Autharization object CRN order
@ Inactiv 3 Manually  Authorization Object GRM Order | CPLUSER10 veer, || SRR
‘Technical System  U4X001)-ABAP | User Name D023112 | TechnialSystem Detis @ Inacti % Manually  Authorization Object CRM Order -| CPLUSERT USER
7} 5l o @ Insctiv -3 Wanually  Authorization Dbject CRM Order T o
3.0 = @ Tnactiy 2 han Authorzation Object CRM Order S | e Devl B Kenach
Project  Specy Usera ComeciutyDis  Specty Lancapeceta  Confgureil 2 Wamlially Authorization Dbject Installad Bace CPLUSER13 USER [ yser 23112 valiion [38.68.2610 |
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Application Incident Management
Best reading path

_ _ Application Incident
ALM overview E2E Operation Standard SAP ITSM overview Management

-Incident Management - e (Overview & offline demo)

SAP IT SERVICE MANAGEMENT
STREAMLINE IT SERVICE DESK OPERATIONS & INCREASE THE
ORGANZATION'S CONTRBUTION TO BUSINESS GOALS

Galileo Press Self Learning Maps S_AP Help Portal =
releases - Solution Manager & SAP CRM online Documentation

Training curiculum

Per Service Desk
im SAP’ Solution
Manager 4,0 -
Funktionalitit und
Implementierung

CURRICULUM: SAP SOLUTION MANAGER:
IMPLEMENTATION

Curriculum Legende

= PRESS

Developer Network Forum
- SAP Solution Manager -

Technical papers about
Installation / configuration
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Benefits of Application Incident Management

Business Continuity

Increased incident and issue transparency
B Low meantime to resolution for incidents trough:

B Integration with SAP Global Service & Support
and SAP Partner Ecosystem

B Standardized methodology for problem analysis

B Reduced downtime through root cause anlaysis tools
and known issue databases

Standardized, integrated, and
controlled Application Life-Cycle
Management

B No additional license costs for a Help Desk and root
cause analysis tools

B Integration of all support levels (User, SAP experts
@customer, SAP Support & Partner support)

B Incident Management Integration in other ALM
processes

Reduced Total
Cost of Operations
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Business Process Improvement

Improved business involvement in Incident
Management process

B End users can create messages from within any
SAP system or from a browser

B Business Process assignment of incidents

B All SAP system data and context is collected
automatically!

Innovation through high flexibility and
openness

B Low implementation effort (“Ready to run”) however
with high flexibility in customization

B Easy to enhance and to personalize User interfaces

B Incident exchange with 3 party Help Desk
applications

Protection of Investment
and Accelerated Innovation



Application Incident Management

in a nutshell

o Application Incident Management
lowers incident resolution time and
keeps the Business processes running

9 Application Incident Management is highly
integrated with ALM functionalities an can be
extended to an ITIL compliant IT Service
Management solution

SAP Solution Manager delivers preconfigured
tools to analyse changes, workload, and
exeptions in managed systems
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Further Information

) SAP Public Web:

SAP Developer Network (SDN): http://sdn.sap.com/irj/sdn/alm

SAP Public Web IT Service Management :
http://www.sap.com/solutions/business-suite/crm/itservicemanagement/index.epx

» SAP Service Marketplace

http://service.sap.com/alm
http://service.sap.com/rkt-solman

» Related Workshops/Lectures at SAP TechEd 2010

ALM273 Using and Configuring the Service Desk in New SAP Solution Manager
for New and Existing Customers, Hands-on, Thu, 2:30 p.m.—4:30 p.m.
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Please complete your session evaluation.

THANK YOU !



Please complete your session evaluation.

We appreciate also your comments on the ITSM questionnaire.

THANK YOU !
SADd
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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/0S, i5/0S, S/390, 0S/390, OS/400, AS/400, S/390 Parallel Enterprise Server, PowerVM, Power Architecture, POWER6+, POWER6, POWER5+,
POWERS5, 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 s a registered trademark of Oracle Corporation.

UNIX, X/Open, OSF/1, and Moatif 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.

JavaScriptis 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 BusinessObjects Explorer 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 Software Ltd. in the United States and in other
countries.

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.

The information in this document is proprietary to SAP. No part of this document may be reproduced, copied, or transmitted in any form or for any purpose without the
express prior written permission of SAP AG.

This document is a preliminary version and not subject to your license agreement or any other agreement with SAP. This document contains only intended strategies,
developments, and functionalities of the SAP® product and is not intended to be binding upon SAP to any particular course of business, product strategy, and/or
development. Please note that this document is subject to change and may be changed by SAP at any time without notice.

SAP assumes no responsibility for errors or omissionsin this document. SAP does not warrant the accuracy or completeness of the information, text, graphics, links, or other
items contained within this material. This document is provided without a warranty of any kind, either express or implied, including but not limited to the implied warranties of
merchantability, fitness for a particular purpose, or non-infringement.

SAP shall have no liability for damages of any kind including without limitation direct, special, indirect, or consequential damages that may result from the use of these
materials. This limitation shall not apply in cases of intent or gross negligence.

The statutory liability for personal injury and defective products is not affected. SAP has no control over the information that you may access through the use of hot links
contained in these materials and does not endorse your use of third-party Web pages nor provide any warranty whatsoever relating to third-party Web pages.
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