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German Perspective: SAP Support Offering Extends 
Solution Management Beyond SAP 
Peter Wesche,  Yvonne Genovese,  Bob Igou 

SAP Enterprise Support replaces Standard Support and Premium Support for all 
customers. While net-new customers have to accept the new fees of 22% immediately, 
the installed base will be charged in increments of 8% per year, starting in January 2009. 
 

Key Findings 

• SAP has redefined its support offerings for all existing and new customers, to ensure 
better life cycle support. 

• Installed-base customers that were satisfied with the existing offerings will no longer 
have a low-cost option but will finally have to pay the increased fee for SAP Enterprise 
Support. 

Recommendations 

SAP customers: 

• If you are attempting to address the challenges arising from service orientation and 
require a more flexible solution portfolio to increase your agility, evaluate the new 
opportunities arising from SAP's new support offering. They can be complemented with 
SAP MaxAttention and SAP Safeguarding for critical phases of sophisticated SAP 
implementations. 

• If you currently use SAP Standard Support, evaluate SAP Enterprise Support and utilize 
the added advantages of Enterprise Support at 22% of software license to reduce your 
own operating cost.  

• If you do not require any of the features of the new support offering, understand that this 
primarily represents a price increase for all customers, either now or in the future, and 
budget accordingly.  

Prospective customers: 

• SAP's changed support portfolio no longer provides the low-priced SAP Standard 
Support. Leverage the capabilities of SAP's new Enterprise Support to reduce solution 
management efforts in your organization. 
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WHAT YOU NEED TO KNOW 

SAP's recently announced new support offering, SAP Enterprise Support, with an increased fee 
of 22%, will first hit net-new clients. The megavendor's backyard, Germany, still represents the 
largest number of installed-base customers. Many of them belonging to the SMB segment have 
invested in creating good relationships with SAP, the building of competency centers, contributing 
via user groups and delivering guidance to SAP on business process know-how. The new 
support offering will also be rolled out to this huge customer base with incremental fees until the 
22% is reached in 2012. At the same time, SAP is waiving the surcharges for extended 
maintenance for the slow movers and is adding an additional year of maintenance to the original 
support periods for the 4.6C and 4.7 SAP R/3 releases, allowing more flexibility to migrate to SAP 
ERP. 

EVENT 

Event Facts 
On 6 May 2008, SAP announced that its newest support offering, Enterprise Support, launched in 
February 2008, has achieved growing market adoption. SAP Enterprise Support replaces 
Standard Support and Premium Support for all net-new clients (that is, clients who have not used 
SAP software previously in any part of their organizations). It will also be rolled out to the installed 
base, starting January 2009. 

Analysis 
After gaining early market feedback on the new support offering, SAP has publicly announced 
that Enterprise Support is its next-generation support offering. This change will likely have a big 
impact on the SAP software portfolio and its recurring cost for net-new clients. SAP Standard 
Support for installed-base clients is priced at 17% of the user's software license and primarily 
covers break/fix support issues. It also provides software maintenance and support tools 
including Solution Manager. Customers with contracts in place prior to 1 February 2008 will move 
to Enterprise Support but will only be charged small increments starting from 2009 until the 22% 
are reached in 2012. Net-new clients after 1 February 2008 will have no choice and pay 22% of 
their software license for the new support offering.  

The change was triggered by the reality of large-scale adoption of service-oriented architecture 
and the risks involved with managing components required for flexible business processes. SAP 
Enterprise Support is intended to address continuous innovation and investment protection by 
providing integrated end-to-end solution life cycle management, involving both SAP and non-SAP 
solutions. SAP has extended its support services and claims it can address the needs of solution 
management beyond SAP.  

SAP Enterprise Support is delivered in three major components: 

Mission-critical support: Provides continuous system checks and risk analyses, backed by an 
enhanced advisory center with clearly defined service-level agreements. 

Solution Manager enterprise edition: Provides capabilities to handle the SAP Enhancement 
Packs, which are incremental upgrades that relieve SAP customers from full-release upgrades. 

Run SAP methodology: Designed to complement SAP Enterprise Support and to provide 
solution operation standards, combining the requirements of service orientation with a proven 
project management methodology.  
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SAP Enterprise Support is compulsory for all new and Business Objects customers and will be 
rolled out to all clients starting in 2009. Long-term customers, particularly in Germany, Austria and 
Switzerland, that have established SAP expert skills should evaluate the effective advantage from 
the extensive SLA terms of SAP Enterprise Support and the impact on their full SAP landscape 
productivity, expecting to reduce operating cost by the enhanced support. 

Recommendations 
SAP customers: 

If you are attempting to address the challenges arising from service orientation and require a 
more flexible solution portfolio to increase your agility, evaluate the new opportunities arising from 
SAP's new support offering. They can be complemented with the SAP MaxAttention and SAP 
Safeguarding for critical phases of sophisticated SAP implementations. 

If you currently use SAP Standard Support, evaluate SAP Enterprise Support and utilize the 
added advantages of Enterprise Support at 22% of software license to reduce your own operating 
cost.  

Prospective customers: 

SAP's changed support portfolio no longer provides the low-priced SAP Standard Support. 
Leverage the capabilities of SAP's new Enterprise Support to reduce solution management 
efforts in your organization. 

RECOMMENDED READING 

"SAP R/3 4.6c Customers Search for Third-Party Support Options" — As the 2009 deadline 
looms for moving from Extended Maintenance to Customer-Specific Maintenance, some SAP R/3 
4.6c customers are seeking alternatives to upgrading to SAP ERP 6.0. By Pat Phelan, Alexa 
Bona and Bob Igou 

"2008 Sapphire Conference Shows Incremental Innovation" — The Sapphire 2008 conference 
suggests that SAP is shifting its marketing focus to its core applications. By Jeff Comport and 
Yvonne Genovese 

"SAP Support Offering Extends Solution Management Beyond SAP" — Enterprise Support will 
primarily affect “net-new” SAP customers. By Peter Wesche, Yvonne Genovese and Bob Igou 

Note 1 
German Perspective 

The German Perspective was provided by Peter Wesche. 
 



 

Publication Date: 22 August 2008/ID Number: G00159340 Page 4 of 4

© 2008 Gartner, Inc. and/or its Affiliates. All Rights Reserved.  

 

REGIONAL HEADQUARTERS 

Corporate Headquarters 
56 Top Gallant Road 
Stamford, CT 06902-7700 
U.S.A. 
+1 203 964 0096 

European Headquarters 
Tamesis 
The Glanty 
Egham 
Surrey, TW20 9AW 
UNITED KINGDOM 
+44 1784 431611 

Asia/Pacific Headquarters 
Gartner Australasia Pty. Ltd. 
Level 9, 141 Walker Street 
North Sydney 
New South Wales 2060 
AUSTRALIA 
+61 2 9459 4600 

Japan Headquarters 
Gartner Japan Ltd. 
Aobadai Hills, 6F 
7-7, Aobadai, 4-chome 
Meguro-ku, Tokyo 153-0042 
JAPAN 
+81 3 3481 3670 

Latin America Headquarters 
Gartner do Brazil 
Av. das Nações Unidas, 12551 
9° andar—World Trade Center 
04578-903—São Paulo SP 
BRAZIL 
+55 11 3443 1509 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


