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SAP Field Services és Support
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SAP Consulting SAP Active Glohal Support
+ 12,000 colleagues all over the + 5,200 colleagues delivering
world End-to-end support for SAP

centric solutions

+ Business Transformation Services s‘? serV’ce& + Holistic portfolio of support

+ Implementations within : .
all industries and solutions offerings (SAP Enterprise
_ Support , SAP Safeguarding,
+ Run SAP consulting SAP MaxAttention)

BEVIGS + Primary Support, IMS for world
class product support and
continuous improvement of
products

SAP
Custom Development SAP Education

+ 1,000 colleagues in US, Germany, + 900 colleagues

India, China,... + largest IT training organization in
+ custom application development & the world
maintenance + Knowledge Productization

Services
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Why SAP Global Service & Support?
The breadth and depth you need to succeed W

18,000+ SAP Services experts
7 Global Support Centers

Unparalleled 24/7 customer and partner
support, at a global level

35+ years of experience
Strategic solutions in more than 25 industries

Closed loop ecosystem from strategy to
execution, including:

3,850+ partners
15 Industry Value Networks (IVNSs)

SAP user groups - global, regional, and
local

Our Customers’ Success is Our Success!
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A Support szerepe a termeék életciklusa alatt
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Product lifecycle Primary Development
Customer Support Support Development
Phase 1 .
{ I
Ramp-up

Product feedback

Phase 2

Unrestricted
shipment

Product feedback

Phase 3

1 year after
phase 2

Product feedback

= \lessage Processing
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Az uzenetfeladas és uzenetfeldolgozas
folyamata az SAP-nal

Customer Self-Service:
Critical incident occurs: SAP Solution Manager and SAP Service Marketplace Implementation of solution.
Record of issue in SAP system enable customers to help themselves fast and efficiently Incident solved

"
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Incident
not solved
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Support experts in SAPs Global
Support Center take care of the issue
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1st level support (Completeness check, Incident solution /
root cause analysis) and 2nd level workaround Incident solved /

support (incident solution / workaround) problem solved

| 4

Incidefit not solved /
Problem Management
required
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Handover to SAP Development for 3rd Program correction, testing and New note, explanation and delivery
level support (problem resolution) cross check by a second developer of solution



A ‘Global Support Center’-ek (GSC) felosztasa
régiok szerint
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A ‘Follow-The-Sun’ elv a kritikus uzenetek
feldolgozasaban
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Asia/Pacific (APJ) 4
Mo-Fr 24:00 — 9:00 CET
Sat+Sun 24:00 — 8:00 CET

Sao Leopoldo

America (AMER)
Mo-Fr 17:30 — 24:00 CET
Sat+Sun 16:00 — 24:00 CET

Europe (EMEA)
Mo-Fr 9:00 — 17:30 CET
Sat+Sun 8:00 — 16:00 CET
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SAP Global Support Center Hungary 2011
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E_E > GSC Hungary egyike a 3 helyszinen mikodd (Budapest, Bécs, Drezda) Global Support
Center Ausztrianak

> A budapesti GSC iroda 2001 marciusaban kezdte meg mikodéseést, akkoriban 8
alkalmazottal

Kezdetben a tevékenység kizarolagos a fokusza az SAP Technology volt; napjainkban
120 munkatarssal az 0sszes f6 SAP alkalmazast tamogatjuk

Magas szint( technikai €s nyelvi készseg
Minden kolléga legalabb harom nyelven beszél: magyar, német, angol

> Atlagos életkor: 30 év
f‘ > A GSC Hungary-nél atlagosan eltoltott ido: 472 év
>, > 87% Senior Support Consultants = 71% SSCI + 16% SSCI|

> 38% NGO — 62% Férfi
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SAP Global Support Center Hungary 2011

SADd

> Legmagasabb ugyfél elégedetiseg (“PCC”) a Global Support Center-ek kozott

(fl i > Allandé weekend-support és upgrade-weekend-support (“UWS”) lgyfeleink
o részére az SAP’s worldwide 24x7 Support részeként

( > Coaching & Tréning a tobbi Support Center részére, pl.: Brazilia, Kina, India
> Képzések ugyfeleink & partnereink részére
& > Ugyfeleinknél helyben nyujtott szolgaltatasok

> Vezet6 szerep uj technologiak alkalmazasaban, WIKI tudasbazis készitése,
SAP szakeértd forumok moderalasa

> CSR Project a Jaszberényi iskolaban, arvizkarosultak segitése
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THE BEST-RUN BUSINESSES RUN SAP

THIE WUHI.D
RUNS S '

www.sap.hu
help.sap.com
www.sdn.sap.com
www.service.sap.com



http://www.sap.hu/
http://www.sdn.sap.com/

Koszonom a figyelmet!




