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1 Introduction

Customers using SAP Entitlement Management who experience any type of issue with the system have the
ability to report an incident to the SAP Support Team. The topics in this guide will walk you through when and
how to create an incident and will give you details on how incidents are handled and what you can expect.

* Channel to Report an Incident [page 4]

* Incident Creation [page 5]

* Cloud System Notification Subscriptions [page 10]

* Escalation Path [page 11]
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2 Channel to Report an Incident

SAP provides channels for customers when they need support or have queries.
Report an incident to SAP at http://support.sap.com#e .

Please make sure you us component LOD-EMS for the incident.

Category:+ [ Product Functon

‘ LOD-EMS (SAP Entitlement Management Solution)

i Note

To create an incident, an S-User is required.

If you have any issues with your S-User, create an incident under the XX-SER-SAPSMP-SUP component in

the SAP One Support Launchpad#é .

Support Guide for SAP Entitlement Management
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3 Incident Creation

The following topics wil answer your questions regarding incident creation.

Incident Template [page 5]
To report an incident, please provide sufficient information to help SAP Support to understand your
issue quickly.

Incident Priority and Business Impact [page 6]
There are several incident priorities and each has a different business impact.

Incident Lifecycle Overview [page 7]
During the incident lifecycle, Customer Action is not a mandatory status for all incidents.

24x7 Global Support [page 8]

SAP provides 24x7 support based on several Support Hubs working at different locations around the

world.

3.1 Incident Template

To report an incident, please provide sufficient information to help SAP Support to understand your issue
quickly.

For your reference, here is one example of information to provide:

* How to reproduce the issue:
1 xxx...
2. XXX...
3. XXX...

* Current behavior: xxx...

* Expected behavior: xxx...

* UTC Timestamp (optional)
->Tip

Remember to create one incident to track only one problem. If you have several issues, please create
several incidents accordingly. This makes it easy for you to track progress of each incident.

Parent topic: Incident Creation [page 5]
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Related Information

Incident Priority and Business Impact [page 6]

Incident Lifecycle Overview [page 7]
24x7 Global Support [page 8]

3.2 Incident Priority and Business Impact

There are several incident priorities and each has a different business impact.

1- Very High

An incident with this priority indicates:

2 -

Problem with very serious consequences for normal business processes or IT processes related to core
business processes

Urgent work cannot be performed
This is generally caused by one of more of the following circumstances:
* A productive system is completely down
* Theimminent system go-live or upgrade of a production system cannot be completed
* The customer's core business processes are seriously affected
A workaround is not possible for each of the circumstances
The issue requires immediate processing because the malfunction may cause serious losses

High

An incident with this priority indicates:

6

Normal business processes are seriously affected
Necessary tasks cannot be performed
Issue is caused by incorrect or inoperable functions in the SAP system that are required immediately

The issue is to be processed as quickly as possible as a continuing malfunction can seriously disrupt the
entire productive business flow

Support Guide for SAP Entitlement Management
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3 - Medium

An incident with this priority indicates:

Normal business processes are affected

The problem is caused by incorrect or inoperable functions in the SAP system

4 - Low

An incident with this priority indicates:

Parent topic: Incident Creation [page 5]

The problem has little or no effect on normal business processes

The problem is caused by incorrect or inoperable functions in the SAP system that are rarely used or not

required daily

Related Information

Incident Template [page 5]

Incident Lifecycle Overview [page 7]
24x7 Global Support [page 8]

3.3

Incident Lifecycle Overview

During the incident lifecycle, Customer Action is not a mandatory status for all incidents.

You will only find the incident status is Customer Action when the SAP Support team needs you to provide more
information.

This is a quick look at the incident lifecycle:

= The status of newly

created incident is
Sent to SAP.

= After the incident is

created
successfully, it will
be sent to SAP
support team.

When SAP support
team receives the
incident, they will
start to do initial
analysis based on
priority.

Then you can see the
status is In
Progressing By SAP.

t

Support Guide for SAP Entitlement Management
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= Sometimes, SAP
support team
needs more
information from
customer, so
please provide
more details when
you see Customer
Action status.

= You can find the
solution from SAP
when you see SAP
Proposed Solution
status.

| After you have provided
| more details based on

| SAP’s request, the

| statusis back to In

| Progressing By SAP.

updated to In

After you send message
to SAP, the status is

You can select
‘Close’ button
to confirm the
solution.

Or the status
will be updated
to Confirmed
after SAP
proposed
solution for
some days.

* You are

encouraged to
fill the survey
based on your
actual
experience. We
can do better
based on your
feedback.

1 Progressing By SAP.
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Parent topic: Incident Creation [page 5]

Related Information

Incident Template [page 5]
Incident Priority and Business Impact [page 6]
24x7 Global Support [page 8]

3.4 24x7 Global Support

SAP provides 24x7 support based on several Support Hubs working at different locations around the world.

The Support Hubs for SAP Entitlement Management are shown below:

Galway,
Ireland

Chengdu
, China

Sao Leopoldo,
Brazil

Parent topic: Incident Creation [page 5]

Related Information

Incident Template [page 5]
Incident Priority and Business Impact [page 6]
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Incident Lifecycle Overview [page 7]
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4 Cloud System Notification Subscriptions

SAP Cloud customers can subscribe to various SAP Cloud Service notifications.

* Cloud System Notification Subscriptions (CSNS) is an application that allows SAP Cloud customers to
configure, customize, and subscribe to various SAP Cloud Service notifications.

¢ Within CSNS, you can set your preferences for which types of notifications you would like to receive in
cases of both planned and unplanned downtimes, as well as customer communication notifications. You
can manage the existing subscriptions, add new ones, and set notification recipients.

* You can access the CSNS application via the Cloud System Notification Subscriptions# . You can access
the User Guide and watch videos via the Support Page .

* The Cloud Availability Center (CAC) offers you a personalized dashboard with focus on relevant information
about your Cloud product availability and maintenance.

¢ InCAC, you can view your SAP Cloud products with status and availability, an events calendar, notifications
history, and the latest news.

* You can access the CAC via the Cloud Availability Centerf. You can access the User Guide and watch
videos via the Support Page .

i Note

To sign up for notifications, an S-User is required.

If you have any issues with your S-User, create an incident under the XX-SER-SAPSMP-SUP component in
the SAP One Support Launchpad#ér.

You can use the following SAP Knowledge Base Articles to assist you in this task:

* 1271482#% - How does an administrator create or delete S-user IDs
* 1511008 - How to add or change authorizations for a S-User ID
* 1282854% - Information on adding/editing/deleting authorizations for an S-user ID

Support Guide for SAP Entitlement Management
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5 Escalation Path

There are just two simple steps to take an escalation path.
To take escalation path, complete the following steps:

1. Call the Customer Interaction Center: Hotliner.
2. Provide the CIC with the following information:

* Incident number and priority

* Date the incident was reported

* Business impact of the incident

CIC will create a Critical Incident Request, which is dealt with by the Critical Incident Management (CIM) team.
The CIM team drives the escalation and assess the next steps.

For more information, please see SAP Note 90835 .
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Important Disclaimers and Legal Information

Hyperlinks

Some links are classified by an icon and/or a mouseover text. These links provide additional information.
About the icons:

®  Links with the icon o : You are entering a Web site that is not hosted by SAP. By using such links, you agree (unless expressly stated otherwise in your
agreements with SAP) to this:
®  The content of the linked-to site is not SAP documentation. You may not infer any product claims against SAP based on this information.
®  SAPdoes not agree or disagree with the content on the linked-to site, nor does SAP warrant the availability and correctness. SAP shall not be liable for any
damages caused by the use of such content unless damages have been caused by SAP's gross negligence or willful misconduct.
L]

Links with the icon ’h": You are leaving the documentation for that particular SAP product or service and are entering an SAP-hosted Web site. By using
such links, you agree that (unless expressly stated otherwise in your agreements with SAP) you may not infer any product claims against SAP based on this
information.

Videos Hosted on External Platforms

Some videos may point to third-party video hosting platforms. SAP cannot guarantee the future availability of videos stored on these platforms. Furthermore, any
advertisements or other content hosted on these platforms (for example, suggested videos or by navigating to other videos hosted on the same site), are not within
the control or responsibility of SAP.

Beta and Other Experimental Features

Experimental features are not part of the officially delivered scope that SAP guarantees for future releases. This means that experimental features may be changed by
SAP at any time for any reason without notice. Experimental features are not for productive use. You may not demonstrate, test, examine, evaluate or otherwise use
the experimental features in a live operating environment or with data that has not been sufficiently backed up.

The purpose of experimental features is to get feedback early on, allowing customers and partners to influence the future product accordingly. By providing your
feedback (e.g. in the SAP Community), you accept that intellectual property rights of the contributions or derivative works shall remain the exclusive property of SAP.

Example Code

Any software coding and/or code snippets are examples. They are not for productive use. The example code is only intended to better explain and visualize the syntax
and phrasing rules. SAP does not warrant the correctness and completeness of the example code. SAP shall not be liable for errors or damages caused by the use of
example code unless damages have been caused by SAP's gross negligence or willful misconduct.

Bias-Free Language

SAP supports a culture of diversity and inclusion. Whenever possible, we use unbiased language in our documentation to refer to people of all cultures, ethnicities,
genders, and abilities.

Support Guide for SAP Entitlement Management
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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 SE or an SAP
affiliate company. The information contained herein may be changed
without prior notice.

Some software products marketed by SAP SE and its distributors
contain proprietary software components of other software vendors.
National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for
informational purposes only, without representation or warranty of any
kind, and SAP or its affiliated companies shall not be liable for errors or
omissions with respect to the materials. The only warranties for SAP or
SAP affiliate company products and services are those that are set forth
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