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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
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: SAP Solution Manager — J}X| Mot

E!:;Y < » Collaboration < » Customer
The support hub and the gateway to SAP

Deveslg\ Pment : Transparency
P SAP Solution Manager
SAP e
Custom Code TR

Development

f=| == J IMPLEMW/
s Implementation of SAP solutions /Core OPERATE
Active Global : o , | Business )
S Solution monitoring - Process
upport 2
— 'x,_//
s
OPTIMIZE
SAP Change request management
Consulting 9 d g
Delivery of SAP services
sAP
Education
Upgrade of SAP solutions
SAP . . . .
Hosting Standardized & integrated application management
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: SAP Solution Manager Scenarios

Implementation Solution
of SAP solutions monitoring
: = Standard usage = System monitoring

= Global rollout
= Customizing sync.

EarlyWatch Alert '
Service level reporting “.......

= E-learning mgmt. = Business process monitoring
= Test management ) = Central system administration
.MPLEI\/IW
Upgrade of
R OPERATE
. SAP SOIUtIOﬂS C(_)re . . Service deSk
Gl | Business J T —— ‘
= Classic upgrade 4 _Process = Standard usage‘:‘

: . coupled with ~, .
* E-learning mgmt. *— 7 - 3rd IBarty tool
* Test management ™. O_P\TM“’ = Corporate functionality

= Solution Manager Diagnostics

.. Deliveryof Changerequest
. SAP services . management  ;
- Onsite/remote delivery » Standard usage
{ = Expertise on demand = Maintenance

= SAP Safeguarding 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 - -
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Business N @ e
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: SAP Solution Manager - SAP XI¥ MH|A9] J|& olx

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)




: The More Transparent the Solution, the More You Benefit!

All systems All business processes
All training The entire documentation
information SO S
o’ Yo,
0‘ ’0
: o . : :
All maintenance . MY — All test information
activities
Ianni’ra;II Sdeerl\i/\llceer All customer
P 9, — developments

and follow-up and functional

: . A
information ., o enhancements
*
.’0. “‘ o
All change AT T, g All incident and problem
information information
All service level information All monitoring data
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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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SAP Solution Manager9| &£
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: SAP Solution Manager — Scenarios

|
lll}>
I _.>z

== 2 X

B AHIA QA3

B AHlA HS

B 4 01E

m BHE R

0
rkJ
o

© SAP AG 2004, CUST_SolMan_Overview / Rademann / 13 THE BEST-RUN BUSINESSES RUN SAP w:



B ysap HIXUA Ag o

= A1 R 0| & }%

ZZNA P24
IZAAHAE

w=x

HAEOO0IE
SJ|st

SAP Solution Manager

© SAP AG 2004, CUST_SolMan_Overview / Rademann / 14

THE BEST-RUN BUSINESSES RUN SAP w




. HIXUA DTZNA HoO]

DHte MgEX

o= ol NRIE HIZHIA T2 HA HEANA HIELA
forderte 29 ALIZIQS 00 S ate HIZ=L A

pzus [ § T2 A B e
HIZLIA Z2AIA BE20A HIKLIA
STABON 2 HIXILIA AB £}

L2 MA

[SIE=aH|
[=—3\

1feEBad 0B anoo B SR
SopUDam Aatuu Frofakiiben kil

|- T T !
e =)
F o Bl e E ]
HXUA ZZMA [
A e |

Eo| H|XIL|A .} y
- L _ |
| T

© SAP AG 2004, CUST_SolMan_Overview / Rademann / 15 THE BEST-RUN BUSINESSES RUN SAP w



. HIXUA DSZHA 7N

=] o esa DNl Bnno BEIeeE
| Cenfiguralion Change for Profect DEMG_IST
P reaa | D

ErEmsme

20 Dusmanss
o
¥
-

g

i

-

i
a1l

A BRI

(] mngmw;mwcamur
TRTIN LE

[ |: Maztor Dty |

= (3 Beabwssfreeases

Business Configuration Set: Display
Do -E8a8E RE| e

1 Fabor] Paiekct

D Debrwins Pk iy L

3 G UPdHD TR EHA e |
01 G ProsrincramSelivaleJning
1 i o Fromaniors Erapnag o
03 G Dieray dwvr B

D[] GriePreoeeeg (7 2

3 G Gooste Crter =
L Th Procen Orer I-
3 Ut doches ity

O e 1 (B 6500 EAE) A <l

0 88 ) 0 | |4 i 8

= £V |

B HXLA EFTIZICEN A=
I HA RPAE 28

B HXLIA ZZAA HEAS
QCBEHEEZE AIZ25IH ESHAMAE L
BC SetsZ A= &&

© SAP AG 2004, CUST_SolMan_Overview / Rademann / 16

W
ee

Sopeebl

BC SetsE &gt AAEDI0IE
MAHE, Ol: Roll out &4

[ Change: Project DEMO_iI53: View: Demo Project lnter

Internet Sales
B @ Business Add-Ins for SAP Internet Sales
4 User Management

Set/Adjust Internet User Administration
Set Roles for User Management

Implementation Guide
(IMG)E S¢&t HALEDOIAE

L2

FERPE

0" =|dB ©06 UUE Ouah Om On

Configuration Change for Project RKT_CRIHO
. )

= OIAE JNOIA &Y

b EY Meuws Stwnate

ITT o a 1

THE BEST-RUN BUSINESSES RUN SAP ®



: HAEOOIE S7ISHINE 2 HI)

B H{AS0M0IZE GIOIENDE &AM AIAEI 21 S)18 (== 28
m 3{AE0H0IZ (0l SAP R/3)2 EF AIARIOIA KHAFZ(0Il: SAP CRM)
mEE2H UCAHOIT AOA BHERO HAE00IE XY ST

mAZ OUE AMAEZNH HAEOOIE OIOIE Hlw Jis

l?’dmklil R
E A R

1l

~

/Solution Manager

i HAEIDI0IE - T T

QumEE 8 = =

AR Folsl » W R R R
2IAE | DE A R

befmsbrfemsd
Lol ).

© SAP AG 2004, CUST_SolMan_Overview / Rademann / 17 THE BEST-RUN BUSINESSES RUN SAP w




B o2

HIELIA ZZ2HA HO
2 21l +dlol& HAE

soedsess s soces e s
B s o consne |

§ oisoesioCosner
H.-Register in Web Shop

é:,RegisterinWebShop |
Select Product

ﬂ Select Product
H..Update Shopping Basket Update Shopping Basket
Order Processing

= Order Processing

T ﬂ Create Order

“ Process Order |

Fig|  Create Order |
Eid Process Order |
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Im

E-Learning OHL| A&

w=Xt=E SAP Solution Manager?| ===
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5. Distribute learning
material

distribution
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: SAP Solution Manager — Scenarios
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: o JHI0I=AIO =8 21AT

SAP Solution Manager Upgrade Services
Upgrade Roadmap —1--- SAP Downtime Assessment
E-Learning Management = L--- SAP Modification Clearing Service

Test Management _ SAP Test Management

Optimization

Change Management

Modification adjustment / New functionality [E [l Test organization and execution

Technical upgrade (Downtime) & preparation [ End-User training

H [

Hardware upgrade

Project management
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: SAP Solution ManagerE 2%l
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Issue Tracking / Monitoring / Reporting
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: SAP Solution Manager — Scenarios
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SAP Service Marketplace

Customer
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Service Produ
Best Practic

Customer
Solution
Databas
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B SMS, E-mailS S§&t Alert 8&

3'd-party call tracking systemt2| QI1E{ HI 0| A

==~

SAP Notes?| e =& 2|
B SAP Service MarketplaceE S8 SAP Notes 28 J|s &

B SAP Note AssistantE AIE0t{ SAP Notes Ats &
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. 0l4 E

= (= RES
SAP Solution Manager  Edit Goto Systern Help

3 AH @ SHE SO0 BE @

SAP Solution Manager: Top Issue Maintenance
Top Issue Maintenance =
I-- . . =1 1~

18.11.2005 |

Assign tasks to Assign issues and

internal employees AT (self-) services

| =tatus IDpen E' Il I

ILDng text ™ |Description: =

Call center employees can't process inbound calls fast enough.

Impact onh Business:
Customer service affected.

Completion Criteria: [optional)
FEesponse time should he less than 1 second.

Send Top Issues

to SAP

| Save & Back | |Save| |Cance| |I| Sendto SAP |I| Expert Mode |

[
b | saT 1 200 B3 ws4ant [ins |2

~ga.\®
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: JAVA JlHE &2 M0|| IS SAE X9

- ®
O 5
a = Solution
a% < Manager
8 / Diagnostics
LL Various / INDUSTRIALIZED
g saatonts |0 JAVA SUPPORT
(e.g. Debugger,
|: Visual Admin)
-l
2 __
-l E; JAVA
S SUPPORTABILITY
) TODAY
low high

SAFETY OF SUPPORT
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: Solution Manager Diaghostics

Solution Manager DiagnosticsE SAP NetWeaver HEAH O ZE S0 A
ZAMotl x| M3t ol=0 ERE 2= Jls= M3 LI

Expert Knowledge & Effort

'
B OS and DB Monitoring
B Configuration Tracking

-
.
.
.
.
.
A J
.

L
Q. Solution Manager

B Component version and Diagnostics

software change reporting
B HTTP Analysis »

Infrastructure & Content Maturity

B Thread Dump Trigger

B Usage of Mercury Interactive Load Runner for remote load testing by SAP AGS
and Wily Introscope for Java remote diagnostics for all SAPlers (software
distribution but no license granted to customer, no OEM)

B and more ...
=» SAP Solution Manager= SAP support infrastructurel] MEY 5l H&=

ok

FLICE.
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. Solution Manager Diagnostics - Architecture

SAP
SUPPORT

SAP CUSTOMER

~

safe

l PR Solution Manager
Diagnostics
| Agent |
- I—-—I-—-—-—I — Solution /
Landscape

. 3rd party tools
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: Solution Manager Diagnhostics: At Work

Solution | Portal_twdf0207 El Landscape | Production El Produc | M CEET | 47110815)

|

Release Information

fonitoring Reporting Configuration

Detailed Havigation

¥ Operating System HTTP Analysis - Result
= Remote 0% Monitoring

 Database -

= Remote Database Monitoring

Request tahble i Fequest graphics

= Opensdl Monitoring

~ Activity Transaction details
= Thread Dump Analysis Transaction name LoginTestd
= Performance Start date % 24 02,2005 132850
= Distributed Stat. Records SAFP JZEE Hede Id 551 7ES0
SAF JZEE Host b dfO207 sneddf 2ap.cOrp
= J2EE Server Analysis Transaction duration (total) 4545 ms=
= Webhynpro Monitoring
* Status Time= (accumulated)

= System Information

Fre-processing Time §20ms 4%
= Logs and Traces

HNetwark Time 2622 m= 16%
Sener Time MIms 2%
Rendering Time 12409 m=s F8%

= Log Display
- Alerts
= Alert Monitoring

HTTP Status Codes

Status Code  Occourences
[abotted) 2
200 a3

© SAP AG 2004, CUST_SolMan_Overview / Rademann / 31

Request Summanry

Time to first request

30 m=z

Fendering time after last request 3830 m=

c=Bytes (total)
scBytes (total)

Mumber of requests

124014 byte
1327115 hyte
o

O Pre-processing Time
O Metwork Time

O Server Time

O Rendering Time

O (aborted)
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: SAP Solution Manager — Scenarios
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SAP Solution Manager
SelA = A e sl 2SlL]es =l
HjSL=: S=4= MHIA B 2|2l

ZUHE

S —— e B SAP
— e e JE

| T | Alerts

HAIZH BLIE - &= DUHE :
Hd AAH ccMs 2LIE HHIA HIOIE Cezs
QIZBIAE R (RZ20) (SDCC)
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ALE /EDI (SAP R/34.6 0| H&)
¢ |IDoc 0llcd, IDoc dd, 8& &I, 85
¢ Deleted flagO| EA|E IDoc
¢ Open change pointer2| ==
¢ Remote tRFC call CHJ|

1]

qRFC /tRFC (SAP R/3 4.5 0| H&)

& tRFC Outbound call &EH: CPICERR, SYSFAIL, SYSLOAD
¢ tRFC Inbound call@| %=

¢ Blocked In/Outbound queues
¢ QIN / QOUT Scheduler 0ll&d

SAPZIZUHE
& SAP Business Connector

& SAP Internet Transaction Server

IDoc O|=%I10
¢ IBM MQSeries (pilot)

RZ20 (CCMS)Ui0ll = 2= QI H 0l A
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: 3dparty MZD2 £8

Solution :
o SAP Solution Manager .
Monitoring T T— _— Trigger console 3 _Party
in case of an alert System
(SAPConnect; Management
SNMP; XML) Console
= Detailed Analysis
with 3rd-party tools
Monitoring
Infrastructure — / R t Alert —
CCMS Monitoring | eport AI€MS | Monitoring
Infrastructure (“RZ20) Agent
4
Solution
Landscape
3rd-Party
Components
®
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: SAP Solution Manager — Scenarios
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PREMIUM SUPPORT OFFERINGS

CUSTOMER SPECIFIC SAP MaxAttention SAP Safeguarding Engagement
PREMIUM OFFERINGS

PREMIUM OFFERINGS

Safeguarding Solution Management ||Empowering Protection of
+ SAP Safeguarding for Optimization * SAP Empowering Assessment || I[nvestment
Implementation « Performance e SAP Empowering Support  Value proposition and
* SAP Safeguarding for Solution ||, application Integration * Empowering Workshops technical upgrade strategy
Improvement ' « System Administration * Services to support the * Release and upgrade
* SAP Safeguarding for Upgrade ||, nata Volumes implementation of SAP planning
. Testing :z'stgf:'l\/'a?(agefl ; + Solution maintenance
' . nline Knowledge
e Early Watch Reporting Products 9

SAP STANDARD SUPPORT
*m - Mainstream, Extended, and Customer-Specific Maintenance -

%‘” Test administration and automation; access to Best Practices; empower CCC; proactive remote

m services; SAP software upgrades; monitoring for systems and core business processes; problem
resolution; global 7x24 problem resolution; global 7x24 escalation procedures
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: SAP Expertise on Demand - The Model

-

SAP

~

3. SAP Support Portal Message
automatically sent to SAP

SAP Solution Manager provides
» Complete landscape profile

* Issue description

« Components & business processes

 History

« Etc.
4. Message routed

» Development / Consulting / Support
* 12,000 SAP experts
» Very specific expertise

e
Customer

1. SAP
Solution |g
Manager
Issues list |

=

2. Customer
selects
Expert on
Demand
Function

"

Fastest Resolution

Lowest Resolution Cost
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: SAP Solution Manager — Scenarios
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SAP Application Management

r

Embedded in SAP Solution Manager

The SAP Solution Manager supports

« Business changes (e.g. implementation, upgrades)

« Regular house-keeping activities (e.g. support packages)
« Ad-hoc changes (e.g. emergency correction)
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: AAY QX514 T2 A

ME= N&E Z=2HA
B Notes, Top Notes, Hot News
B Support Package Stacks
M Transparency
B Planning of Maintenance und Execution

Example: Support Process for Support Package
Package Stacks Stacks
Display current SP Level and recommended SP Stack

SPs approve and download SP Stacks

Import SP Stacks

Perform Tests

Release to production
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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.

B SAP Solution Manager= SXI2 2 H26HH RACZE MBS
B SAP Solution Manager= SAP CRM J|BtO|L} E =2 SAP CRM 2t0[&lA 80|

AMNE Jts
" KNBlA GQIAZ0A non-SAP HIAIXIE &dotedd FIHE |RMH 2R
" OSAP Tutor€ MIEE #= JA= 5 0|8IA D|2ELZ HS
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: SAP Solution Manager - £J184

®  CD Order Form /.= E 628901 & 43t SAP Regional OfficeZ 8 &

B SAP Solution Manager Starter Pack Service
D AR NHIAZ JI2X0 HIRY 0 & WE HZE (84 AHIA)

" SV-SMG-*=Z OSS HAIX &4

http://service.sap.com/solutionmanager
http://service.sap.com/solutionmanager —> media library
B hitp://service.sap.com/rkt—solman
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Copyright 2004 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®, NT®, EXCEL®, Word®, PowerPoint® and SQL Server® are registered trademarks of
Microsoft Corporation.

m IBM®, DB2®, DB2 Universal Database, OS/2®, Parallel Sysplex®, MVS/ESA, AIX®, S/390®, AS/400®, OS/390®,
0S/400®, iSeries, pSeries, xSeries, zSeries, z/OS, AFP, Intelligent Miner, WebSphere®, Netfinity®, Tivoli®, Informix and
Informix® Dynamic ServerTM are trademarks of IBM Corporation in USA and/or other countries.

m ORACLE® is a registered trademark of ORACLE Corporation.
m UNIX®, X/Open®, OSF/1®, and Motif® are registered trademarks of the Open Group.

m Citrix®, the Citrix logo, ICA®, Program Neighborhood®, MetaFrame®, WinFrame®, VideoFrame®, Multiwin® and other
Citrix product names referenced herein are trademarks of Citrix Systems, Inc.

m HTML, DHTML, XML, XHTML are trademarks or registered trademarks of W3C®, World Wide Web Consortium,
Massachusetts Institute of Technology.

m JAVA® is a registered trademark of Sun Microsystems, Inc.

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

m MarketSet and Enterprise Buyer are jointly owned trademarks of SAP AG and Commerce One.

m 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 information purposes only. National product specifications may vary.
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