SAP Solution Manager

. Overview and New Features

SAP Active Global Support
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= Streamline global operations
= Be more agile & responsive
CEO sets strategy . S
= Continue cost cutting initiatives
= Meet higher SLASs
. = Enable staff with new skills
C‘e

= New IT deployments

9 » IT Infrastructure harder to manage

» Budgets stretched

= Security
= Skill shortages

= Risk factors have increased

IT landscape enables work = Complexity, speed, and investment

needed for future innovation will
increase

© SAP AG 2005, SAP Solution Manager / Gregor Preidl / 2 THE BEST-RUN BUSINESSES RUN SAP w



.The SAP Solution Manager Approach

The SAP Solution Manager is a
new type of application, which...

B Takes a consistent business-process
and phase-oriented approach

B End-to-end functionality for
application management and
continuous improvement

B Provides full life-cycle support
and collaboration with SAP

B Contains best practices for
implementation, operation and
optimization of SAP solutions

B [s delivered as part of your annual
maintenance fee

Test
Management

Knowledge
Management

Project Solution

IMPLEMW

Management Monitoring
OPERATE
Business 3
/" Process
< \

Knowledge ~ | Support
Transfer _ OPTIMIZE Desk
Change Service
Management Delivery

- Simply everything you need to manage your SAP solution !!!

© SAP AG 2005, SAP Solution Manager / Gregor Preidl / 3

THE BEST-RUN BUSINESSES RUN SAP w



: SAP Solution Manager - Evolution

with

Optimize Collaboration

SAP Active Global Support

Manage
technical change

Optimize

IT support

Accelerate
Implementations

Pro-active
Monitoring

Mitigate
Risk

Front-end to
SAP Service
Infrastructure

Solution
Monitoring
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Implemen-
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Distribution

Service
Desk,
Upgrade

Change
Request
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Collaboration
+ Continuous
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: SAP Solution Manager - Value Proposition

» Customer

» Collaboration <

£ -

SAP
Development

The support hub and the gateway to SAP

SAP Solution Manager

[_-_  coa = =

SAP
Custom Code
Development

SAP Implementation of SAP solutions
Active Global , o
Solution monitoring
Support
SAP Change request management
Consulting 9 q g
Delivery of SAP services
sap
Education
Upgrade of SAP solutions
SAP
Hosting
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Transparency

IMPLEMW/
/Core OPERATE
- Business )

/P rocess

OPTIMIZE

i

—

Standardized & integrated application management
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: SAP Solution Manager Scenarios

Implementation Solution
of SAP solutions monitoring
: = SAP Methods & = System monitoring
Tools : .

EarlyWatch Alert '
Service level reporting “.......
Business process monitoring

= Global rollout
= Customizing sync.
» E-learning mgmt.

= Central system administration
= Test management 2 -
IMPLEMW
Upgrade of c OPERATE 'S d k
__SAP solutions ; ore . Service des
LRI DR R R0 | Business J
= SAP Methods & i ' Pprocess { = Best Practices
Tools iy _ .~ formessaging
* E-learning mgmt. ™. OPTIMIZE .~ = Solution Manager
= Test management .. Diagnostics
.. Deliveryof Change request .
» SAP services management ’
i= Onsite/remote delivery * Follows ITIL
{ = SAP Safeguarding standards
* Maintenance

processes
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: Getting Started with SAP Solution Manager

Dehine Establish
Connect . connection Setup
Setup solution : .
systems landscape to Diagnostics
O @ @) =hilk O @)

. InstaII and configure SAP Solution Manager
= Generate keys for the mstallatlon/upgrade of SAP solutlons
. Actlvate SAP EarIyWatch Alert

. Document the (planned) productive systems
= Document the core busmess processes

= Enable collaboration /top issue management
= Enable delivery of SAP services

i
O
» Enable efficient root cause analysis of
Java components
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SAP Solution Manager

Implementation and Distribution

Service plan
Tests and Execution Solution Monitoring
E-Learning Upgrade
Management
/z T Ol — | Service Desk
- 5 IMPLEMENT. N - —
f“ _ \j—' ) e |
Business N @ e
/- processes
o e e a1
j I Y
- OPTIMIZ!
Global Rollout v v Change Management

Solution

usiness

rocesses Directo ry
Syste

Oth

S S
E A
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SAP Solution Manager is the front end of
SAP’s Service Infrastructure

SAP SARd SAP Customer

Global Support [REEFes SAP Consulting

Solution landscape

NW 04

SAP APO
: 3.1
P ECC
0

SAP support systems
& SAP Service
Marketplace

Service infrastructure

Application management

Partner
consulting
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l Communication between Customer & SAP

SAP

PREVIOUSLY

TODAY

Experts

SAP

SAP Service)
Marketplace
= .

Experts

J

Message

'

€ Reactive

€ Issue driven

€ Selective

€ Limited knowledge about the
solution

Message Knowledge Solution  Monitor

Collaboration

Proactive
Continuous
Comprehensive
Detailled knowledge

VY

CUSTOMER

¢
CUSTOMER
( SAP Solution
Manager

Transparency
\___(processes & systems)




. SAP Service Marketplace

One Source For All Your Business Needs
N

SAP Service Marketplace

SAP Support Portal

SAP Notes Search

SAP Message Wizard

SAP Software Distribution Center
Admin of Remote Connections
License Key & Requests

SAP Software Change Reg.

SAP Service Catalog

SAP Software Catalog

_— e
—— PARTNERS
- WWW.Service.sap.com -
CUSTOMER - i

SAP Service Marketplace SAP Support Portal

Extranet platform

For customers and partners

Full collaboration with SAP
Segmented into specific portals
One-stop access

Services - software - and consulting

® Provides central access

@ information

" applications

W processes
“ Intuitive and simple navigation
W  Support to run your SAP solution
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: The More Transparent the Solution, the More You Benefit!

All systems

All training
Information

All maintenance
activities

All service
planning, deliver |
and follow-up
information

All change
information

All service level information
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All business processes

The entire documentation

— All test information

All customer

developments
and functional
enhancements

All incident and problem
information

All monitoring data



Transparency

... entire solution lifecycle
... entire IT landscape — SAP and non-SAP

Efficiency

... gateway to SAP support
... aligned with SAP’s best practices

Flexibility
... scenario driven
... global template function decreases cost

Control

... full integration
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: Further Information

Public Web:

www.sap.com —>Solutions - SAP NetWeaver - SAP Solution Manager

SAP Service Marketplace

Support Infrastructur Strategy: http://www.service.sap.com/support-infrastructure/
General information: http://www.service.sap.com/solutionmanager/
Learning maps http://www.service.sap.com/rkt-solman/

Help Portal

Online Help: http://help.sap.com/ = Documentation - SAP Solution Manager
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: SAP Solution Manager - £J}84

" 10JH Olot AIAES & 59K Ol AHZXL: 1 CPU, 1GB BI22l, 50GB 6t= ClA3

" 500K Olat AIAEN & 10 OIS At XH: 2 CPU, 2 GB BIZ22l, 50GB 8t& ClA3

" SAP Solution ManagerOH HAL = AMAE =, AIEX ==, AIE0ot= J|ls &
MALS RAFE D A8 et Eetd

" SAP Solution Manager= &= A0l & XI& O OF g L|Ct.

" SAP Solution Manager= SAIE2+ H o0 RALZ M3

" SAP Solution Manager= SAP CRM J|8t0|L} E =2 SAP CRM 20l &l A 8i0]
ME IJts

" MBlA QA0 A non-SAP HIAIXIE &doted™ FIMEQ R A

j 2
" OSAP Tutor€ MIEE #= JA= 5 0|8IA D|2ELZ HS

——

e
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: SAP Solution Manager - £J184

B SAP Solution Manager Starter Pack Service
;D U2 NHIAZ JI2X0 HAIAY0IE & WE M2 (84 HAUlA)

" SV-SMG-*Z OSS HAIX &4

http://service.sap.com/solutionmanager
B http://service.sap.com/solutionmanager —> media library
B http://service.sap.com/rkt—solman
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Copyright 2005 SAP AG. All Rights Reserved

m 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.

m Some software products marketed by SAP AG and its distributors contain proprietary software components of other software vendors.
m Microsoft, Windows, Outlook, and PowerPoint are registered trademarks of Microsoft Corporation.

= |BM, DB2, DB2 Universal Database, OS/2, Parallel Sysplex, MVS/ESA, AlX, S/390, AS/400, OS/390, OS/400, iSeries, pSeries, xSeries, zSeries, z/OS, AFP,
Intelligent Miner, WebSphere, Netfinity, Tivoli, and Informix are trademarks or registered trademarks of IBM Corporation in the United States and/or other
countries.

Oracle is a registered trademark of Oracle Corporation.

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

JavaScript is a registered trademark of Sun Microsystems, Inc., used under license for technology invented and implemented by Netscape.

MaxDB is a trademark of MySQL AB, Sweden.

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.

m 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.

m 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.

m SAP assumes no responsibility for errors or omissions in 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, fithess for a particular purpose, or non-infringement.

m 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.

m 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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