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Netviewer sessions as natural as using the telephon e

Web conferences for customer support at SAP save time and money

Karlsruhe, 3 ™ March, 2008 — Global Customer Support at SAP

supports more than 42,000 customer organisations th at use over
320,000 systems worldwide. To effectively supportt  he customers in a
timely and cost-efficient manner, SAP decided to au  gment the
collaboration functions in SAP Solution Manager wit h Web
collaboration tools from Netviewer. When a customer needs
assistance, Netviewer enables rapid interaction wit ~ h the customer by

making Web conferences as natural as picking up the telephone.

Situations include user error, problems with response times, and the need
for rapid support when launching a new application. Whenever an SAP
customer sends a message that does not clearly specify the problem,
employees from the SAP Active Global Support organization (SAP AGS)
first analyze the situation with diagnostic tools included in SAP Solution
Manager and then start a Web conference with Netviewer. This approach
resolves inquiries much faster and more efficiently than before. "It is a
tremendous advantage to basically be able to look over the customer's
shoulder no matter where he or she is in the world”, according to Helmut
Fieres, Vice President of Service and Support Infrastructure AGS at SAP.
By combining the diagnostic capabilities of SAP Solution Manager (which is
integrated into SAP support systems) with the communication capabilities
of the Netviewer solution, tedious technical analyses are now a thing of the
past, just like repeated exchanges of messages or the wasteful practice of
experts flying to the customer's location. According to Mr. Fieres, without

exception customers have reacted positively to conference-based support.

More than 2200 employees at SAP Global Customer Support use
Netviewer every day. They turn to the Web collaboration tools particularly

when asynchronous handling of a customer inquiry would take too much
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time and result in a large amount of nonproductive communications.
"Sometimes customers even specifically request a Web conference as an
alternative to speaking on the telephone when they want to discuss the

problems they're experiencing”, explains Mr. Fieres.

German-based SAP runs Netviewer one2one and Netviewer one2meet on
servers that are part of its own service and support landscape. All support
employees around the world have direct access to the Netviewer solutions.
The same applies to partners who provide customer service. In fact, using
a Web conference has become as natural as making a telephone call. The

number of Netviewer sessions totals several hundred each month.

In Mr. Fieres' view, the greatest benefit lies in direct interactivity and the
fact that — thanks to customized adaptation — the session is established
through the same pathway that SAP uses to access the customers'
systems. "Netviewer is the ideal tool for easily and intuitively augmenting

how we communicate with our customers”, according to Helmut Fieres.

Netviewer Benelux est une filiale de Netviewer AG sise a Karlsruhe
(www.netviewer.com). Le logiciel Netviewer permet aux internautes de se voir
mutuellement a I'écran pour traiter ensemble textes, calculs, graphiques et autres
documents. Cette communication visuelle en temps réel sur Internet permet de
réduire les déplacements et les colts et d’accroitre la productivité. Plus de 13 000
groupes industriels et petits et moyens entreprises dans plus de 55 pays exploitent
ces avantages, dont Bayer, BMW, Ernst & Young, NEC Philips Unified Solutions,
Mobipro Benelux et Kooijmans Software.

La société Netviewer dont le siege est a Karlsruhe, est le principal fabricant et
fournisseur de solutions de collaboration Web en Europe. Fondée en 2001, la
société emploie aujourd’hui plus de 280 personnes et possede des filiales a
Suisse, France, Royaume-Uni, Etats-Unis, Pays-Bas, Autriche, Espagne, Italie et
Suede.
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