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Target Audience:
SAP Business One partners who wants to learn more about 
how to position ‘value of maintenance’ to their customers.



© SAP AG 2010. All rights reserved. / Page 2

Agenda

1. Maintenance and Service,  Business Model

2. SAP Maintenance  

3. Partner Enablement

4. Partner Services

5. Summary



© SAP AG 2009. All rights reserved. / Page 3

Maintenance & Service Offering to Customers
Business Model

Partner 
Services

SAP 
MaintenancePartner 

Enablement 

SAP 
Maintenance

Customer

SAP’s offering to partner Partner’s offering to customer



© SAP AG 2009. All rights reserved. / Page 4

Agenda

1. Maintenance and Service,  Business Model

2. SAP Maintenance

3. Partner Enablement

4. Partner Services

5. Summary



© SAP AG 2009. All rights reserved. / Page 5

Value of Maintenance Contract
Automating and running business management systems is more than 
buying a software package and implementing it. The complete solution 
also includes:

Up-to-date 
Technology

New 
Capabilities to 

fit more 
needs

Reactive & 
Proactive 
Problem 

Resolution

Legal 
Changes and 
Compliancy

Protect 
Your 

Investment!
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Proactive and Reactive Problem Solving

Offerings and Benefits
 3rd level support
 Global problem resolution
 24X7 handling of messages with ‘very high’ 

priority
 Escalation handling
 Patches
 Customer portal (e-learning, how to guides, 

knowledge base, etc)
 SDN forums
 Remote Support Platform

For Reflection:
 Would you choose to go through life without a 

health insurance? 
 ‘Let us hope nothing ‘bad’ happens with our 

system. But if it does, we need to be sure we can 
get help ASAP!’



© SAP AG 2009. All rights reserved. / Page 7

Legal Changes and Compliancy

Offerings and Benefits
 SAP spends significant effort in detecting legal 

changes as soon as possible
 How to guides and/or adjustment of the software 

in case of legal changes
 SAP spends significant effort in streamlining 

business processes for efficient handling of legal 
requirements

 Avoid penalties and/or problems with tax 
authorities

 Improve efficiency in producing statutory reports

For Reflection:
 Would you purchase a virus scanner 

software without a subscription for new 
virus definitions?
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Legal Changes and Compliancy
Overview on the SAP PartnerEdge Portal
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Up-to-Date on Technology

Information about supported platforms and planned support is listed on 
the PartnerEdge Portal (link)

Offering and Benefits
 Updates for new windows 

server and client versions
 Updates for new SQL versions
 Update for new office versions
 Be able to run SAP Business 

One on new PCs
 Take advantage of 

improvements of new 
technology

https://websmp207.sap-ag.de/~sapidb/011000358700001241092005/�
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New Capabilities and Continuous Improvement
Development Roadmap

Benefits
 Enhancements & new 

capabilities based on customer 
feedback and market 
developments. 

 Automate more of your 
business

 Leverage improvements to 
increase efficiency and reduce 
TCO

Examples
 Release 8.8 
 Crystal Report Development 

User
 Release 9.0 planned
 Innovations to leverage trends 

in how to do business.
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Partner Enablement

Partner 
Enablement 

SAP 
Maintenance

SAP enables partners to service their customers!

SAP’s offering to partner

Offerings and Benefits
 Solution Training and Enablement (E-

learning, LPEs, empowerment sessions, 
podcasts, etc)

 Solution database 
 Self help
 Message wizard
 Patches
 E-Mail and RSS about new patches
 Forums
 RSP
 Partner support dashboard
 etc
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Partner Services

Partner 
Services

SAP 
Maintenance

Partner’s offering to customer

Possible Partner Services:
 Level 1 and 2 support (yearly fee)?
 Pay per incident?
 Upgrades to new versions?
 Patch installation?
 Add ons and support of these?
 Consultancy questions?
 Consultancy hours?
 Remote management?
 Yearly payment? Quarterly?
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Agenda

Case:

Customer is having financial problems this year and tell the partner that he do 
not want to pay the full maintenance

Partner contact you to ask what to do

Discussion points:

SAP can not reduce the 10% maintenance free

Partner could suggest a 11% ‘product maintenance’ offering only this year to 
the customer

Further, the customer could pay the partner per support/service incident 
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The Importance of Maintenance and Services
Some Reflections From a Partner



© SAP AG 2009. All rights reserved. / Page 20

Questions ?
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