How to Create a Support Message on the SAP Service Marketplace

This document will assist you in creating a message (incident) on the SAP Service Marketplace (SMP) and assumes you
have never logged into the system.

1. Go to https://service.sap.com/bosap-support
2. Enter your S-User ID and password and click OK. (If you have done a single-sign on, go to step 6.)
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[CIRemember my password

3. Click OK on “Choose a digital certificate”.

Choose a digital certificate EIEI
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4. Enter your S-User ID and password again, and click OK.

Connect to websmp230.sap-ag.de E‘E‘
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SAP Service Marketplace

User name: ‘ [} v |

Password: [ |

[ remember my passward

5. Click OK again.

Choose a digital certificate

Identification

The weh site you want to view requests
1\ idertification, Please chooss a certiicate.

Mamne Issuer
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https://service.sap.com/bosap-support

6. You are now logged on

to the SAP BusinessObjects landing page. On this page you will find links to common

items you will find useful, including the Create a message/contact technical support link.

I You are here:

L 1O sovncedsewrd

myProfle  myInbox my Favorites Quick Links  Sitemap Other Portals Glossary Help

Keys &Requests  Data Administration  Maintenance & Services
a Product Error

Application Life-Cyde Management
SAP BusinessObjects Support

Release & Upgrade Info ~ Knowledge Exchange

* SAP BusinessObjects Support
Downloads

Documentation

Forums

= Lifecyde
Contact Support
Media Library

L] Ouicl\fpl Jgfnematinn
» Contact Support
« Media Library

0 Quick Link Information

SAP @
BusinessObjects

= Are you a new user? Start with our Support Portal welcome page.
There i detailed information for you here.

= freyoua

pes

wantio;.. SAP SUPPORT PORTAL HELP
Troubleshoot a Technical Find Decumentation

About SAP 5
Problem i 2

rt Applications

Eroduct quides
Installation quides

Release notes

Learning Maps

Search the knowledae base of
known issues: SAP Motes
Create a messaqe / Contact
technical support

Information for New Super-
Administrators

SAP Service Marketplace Dema

Supported platform documents

Acress this topic directly at
http:/fservice.sap.com/bosap-support

Copyright  Privacy  Imprint

Technical papers (SCN! (Adobe Flash, 29.7M8)

View existing support messages in

my Inbox = Postal Industry Certifications for = 5AP Support Portal Guided Tour

= Establish a remote connection Baks Dty | Puctalit = Contact Customer Service (Please
(Netviewer) = Product Alerts for Data Quality / note that this is not technical

= MEW!Produict to Component Postaisoht support)
Legend

Learn About Support
i Product Availability Matrix for SAP
Activate My Software » Product Availability Matrix for SAP S A

BusinessObiects X1 3.0 and higher
Technical lifecyde for older
products

Enterprise Support

Solution Manager

MEW! Product to Component

1an=nd

Request a (temporary or
permanent) license key

Retrieve USPS Unlock Code (DPV or
LACSLink)

Edit my system data

Identify my super administrator(s)

What do you like about this link
collection? What's missing?

Note: Setting up a Single Sign-on allows the site to remember your login and not prompt for it so frequently. To
do this, click my Profile at the top of the page and click Maintain my Single Sign-on Certificate on the left of
the page. Follow the instructions provided.

sap |

HOME Q=1 E=TT 5 8 Downloads

ICE. ¥ 11y Portal Profile

¥ou are here:

my Profile  my Inbox my Fz
Keys &Reguests  Data Administration

port a Product Error  Connect to SAP

* My Portal Profile
- My Personal Dats

Change my Password

Display my Authorizations
= Display my Super-administrators

- Maintsin my Notifications and
Newsletter Subscriptions

= Documentation

Maintain my Single Sign-on Certificate

7. Tolog the support message, click Create a message/Contact technical support (as shown above).
8. Under System Search, click the drop down arrow next to your installation and choose your system. Click Search

and click on the BOB link.

HOVE [ i oownloads  Keys &Requests | Data Administraton  Maintenance & Services | SAP Support Infrastructure | Release & Upgrade Info | Knowledge Exchange
Search for SAP Notes  ReguestHolp  Report @ Product Error  Connect to SAP  Look up Support Center Addresses
HE] 3 "

l Youare here:

~ Report a Praduct Errar - Customer
Messages

+ Search Messages

Display my Messages
+ Documentation

Houw to Speed up a Message

Positive Call Closure
+ Medis Library

Learning Map

| Quick Link Information

Access this topic directly at
it fservice. sep.com/message

Copyright  Privacy  Imprint

SAP Message Wizard

Report a Product Error - Customer Messages Add to Favorites

@

I have a "How to" question

In this cass, the SAP Discussion Forums allow you to quickly locate
information. Organized by topics in an easy-to-follow format, they are
designed so you can ehars ideaz, opinions and information, find other
ledgeable users and participate in conversations

+ To use the application, you require the authorizations Create Customer messages, Send
Customer messages to SAP, and Confirm Customer messages, respectively. To request
these, please contact the SAP System Administrator in your company.

+ You can access sent and SAPs reply in your inbox. When SAP has responded to your
message, you can opt to receive an e-mall andior SMS netification

L L ool  Message Drafis and Search Results (23}

] 2] E m -
|| ||
Choose System Prepare Sclution Search Find Solution Enter Message

Select the system for which you want to create a message

Your Recently Used Systems system Search
System D and Name Instalation Numeer
BOB - test 0020225727 Customer
BOB - BOB development system (ERIC) | 0020335737 sttt netan 21 alio (0000202415,
BOB - BOB procuctive sviem (ERIC) | 0020338737 SystemID | 5 pyet Ri3-Frontend Test customer #5t. Leon-Rot (0000202418
035 - BOSAF System (dont changs) | 0120009614 test cust #3. Walldorf (0000202420}
_dshdshwe T Test valus contract Waldor? (0000202065)
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9. When creating a message it is required to search for Notes (Knowledge Base articles) to see if you can find an
answer to your question without logging a message. In the Search Terms area, type your question and click
Continue.

I Search for SAPNotes  RequestHelp  Reporta Product Error  Connect to SAP Lok up Support Center Addresses

% Report a Product Error - Customer Messages Add to Favorites

I You are here:

@ =ystem data is not maintained correctly. Please refer to SAP Note 702438,

* Report a Product Error - Customer

e — 0 .

« Search Messages

Choose System  Prepare Solution Search  Find Solution  Enter Message

+ Display my Messages

I W =
0 LB Sy Y I Prepare Solution Search based on data for system BOB =
+ Positive Call Closure

0 HEEitey Search term (s.g. keywords, transaction, program name)

+ Learning Man [ ]
Component I = | [ with Subcempenents
Numeer of Hits for Each Page

| uick Link Information

Access this topic directly at

http:/feervice.sap. com/message I Extended Search Options 5
Copyright  Privacy  Imprint Language English [=]

Search Behavior (& Linguistic Search (" Exact Search

Search Methad | Al Words (AND) [=]

Sasrrh Danns Al -

10. If you do not see any Notes pertaining to your question click Create Message.

my Profile | my Inbox | my Favorites QuickLinks  Sitemap ~ Other Portals  Glossary || Helg

Report a Product Error  Connect tn SAP  Look up Support Center Addresses

[ |
[3] ' Report a Product Error - Customer Messages Aadd to Favorites
| vouare here:
~ Report a Procuct Error - Customer
Messages Choose System  Frepare Solution Search  Find Solution  Enter Message
0 SRR [Now: Search | Save Search Resuf ] Create Messags | )
+ Display my Messages
- Documentation Search Terms - [ACE ]

= How to Speed up a Message

: Search results that are relevant for your system BOB
o REREE Exre _

= Media Library * ACE ACE Views ACE I

- Learning Map

' ACE RAPD ACE Libras Ranking || Appl Area | SAP Note Number  Tile Changedon | Ic
| Quick Link Information Y 1| 0.450 1191704 How 1o install the NCOALink and ANKLink directories - ACE 07-08-2008
— 2| 0510 1207045 Yyhat is the definition of a vacant agdress? - ACE 05-22-2008
ol
Aecess this topic directly at 3 0.500 1152042 Receiving "Shockwave” update when trying to download EWS fil | 05-22-2008
http:f/service.sap.com/message * Access Control Engine
4| 0sso 1123308 Shorteut for entering the Early Warning Svstem (EWE) fienam 05-23-2008
* International ACE i

11. Choose the correct Component for the product you are creating the message for. The component will allow the
message to be logged for the correct team that supports the product. To do this, click on the icon next to the
Component window for a drop down list.

HovE IRl Downloads  Keys &Reguests  Data Administration  Maintenance & Services | SAP Support Infrastructure  Release & Upgrade Info | Knowledge Exchange
Search for SAP Notes  RequestHelp  Report a Product Error  Connect to SAP  Look up Support Center Addresses.
< ___________________________4

- ' Report a Product Error - Customer Messages Add to Favorites
® Enter s mors specific component

~ Report a Product Error - Customer
Mrescages

- Search Messsges =}

- Display my Messages Choose System Prepare Solution Search Find Solution Enter Message

Documen <otion
S S [+ Back] | [Save message | [ sena ] >
- Positive Call Clomure J|_re=sase Administration =
&
Classification Aftected system
e Reporer 50SAP AMERICAS (Test vale contract) Syatem D/ Hame
Status Mot saved yet Instaliation Me./ MHams
sccass s topic diractly at Lansuage ErT— System Ty
DR Esrvics sea comimessas [ - -
4 e LINu
Copyright  Privacy  tmprint Friorty [rrzam ~ =]
Susiness perations are afrecte
o teshnical ussge types avaiabic
57-02.2008 by Hans Ammer (S0000215112)
Cennection Status % connection Closed
[Show All System Data ] [ Maintain Service |
J|_probiem petails =
Short Texe
Long Text =
[=] Seecifythe

12. For example, click the arrow by BOJ-EIM to see a more detailed list. Next to each component, the name(s) of
the products are listed.
a. BOJ-EIM-COR - ACE, DataRight IQ, Match/Consolidate, IACE, FirstPrep
b. BOJ-EIM-COM - DeskTop Mailer, Business Edition, Presort, PrintForm, Label Studio
c. BOJ-EIM-DEP - DQXI, Data Insight, eDQ Infa, SAP Siebel, PSFT, Oracle, Rapid Library
d. BOJ-EIM-DF - Data Federator
e. BOJ-EIM-DI - Data Integrator, Text Analysis, Data Services
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f. BOJ-EIM-DS - Data Services, Fazi/Fuzzy
g. BOJ-EIM-MD - Metadata Manager and Composer
h. BOJ-EIM-RMA - RapidMarts, BOW

[eor =

& Do not use wildcard characters (%)

SAP Component Hierarchy
w BOJ - SAP Business Objects
b BOJ-BETA - Beta Programs
» BOJ-BIP - Business Intelligence Platform
» BOJLDEY D of custom i using the SDKs
w BOJ-EM - Enterprise Information Management
= BOJ-EIM-BETA - BETA EIM - FOR BETA PARTICIPANTS ONLY
= BOJ-EIM-COM - Desktop Wailer, Business Edition, Presort, Printform, Labels
= BOJ-EIM-COR - ACE, DataRight IQ, Match/Consolidate, IACE, FirstPrep
= BOJ-EIM-DEP - DOX| Data Insight eDQ Infa SAP Siebel PSFT Oracle Rapid Lib
= BOJ-EIM-DF - Data Federator
= BOJ-EIM-DI - Data integrator
= BOJ-EIM-DS - Data Services
= BOJ-EIM-FZ - FaziFuzzy
= BOJ-EIM-MD - Metadata Manager and Composer
= BOJ-EM-0D-DI - Data Integrator On Demand
= BOJ-EIM-RMA - RapidMarts, BOW
= BOJ-EIM-TXT - Inxight, Intelligent Search, Text Analysis
= BOJ-EPM - Please use component tree under EPM
» BOJ-ERQ - Enterprise Reporting and Query Analysis
» EPM - Entsrprise Performance Management
¥ SV - Service
» XX-SER - Service Messages

13. After choosing the component, fill in any remaining required and optional items. **Required fields under
Problem Details are flagged with a red asterisk.

In the Short Text box, enter a brief description of the question or issue.

In the Long Text box, you can go into further detail.

On this page, you can attach files if needed (please zip the file(s)).

When finished, you can either click Send Message or Save Message. If you click Save Message, the
message WILL NOT be sent to support, it will remain in the Draft section of “my Inbox” for you to send
later. If you are ready to send the message, click Send Message.

You can see the messages you have “sent” by clicking My Inbox and viewing your Sent ltems.

When Technical Assurance sends a message back to you to close or for further information, it will be in
your Inbox.

It is important after the Technical Assurance Team sends the message back to you, and if the issue is
resolved, click Close Message.
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