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End User Support

End users have two avenues for support:

— Procurement Officers can assist with ‘how to’ questions and provide guidance with specific knowledge of the
County’s processes to end users via email, phone etc.

— SAP Ariba Support is available to assist end users with standard Ariba functionality (not specific to the
County’s processes) and is accessible from within Ariba’s Help Center function (see below).
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Help Center - Help & Support - Work - Microsoft Edge = | X

&)  https://uex.ariba.com/auc/front?a_usrtype=buyer&a_lang=en

SAP Ariba /\\ Help Center [ Lozou

End User Support
SAP Ariba Help Center

Home Learning Support

How can we help you?
County users can search the knowledge base

for an answer (Home tab), or request A
assistance via email or callback to talk with an
Ariba support operator (Support tab). S —
End user support via email or phone is SN swcnvo\ HepCenter @@
available from Sunday 8pm EST through aenol  Home  Leaming  Support
Friday 8pm EST. senmnea
— Note that the estimated wait time to receive
a callback is included next to the “Get help 7 why cant need help wit
by phone” option. companys' L

gno Updating my user information

Completing a task

Can't find what you are looking for? Let us help you.

Choose your communication preference:

B4 Get help by email

QS Get help by phone  Estimated wait in minutes: 2
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Help & Support - Work - Microsoft Edge = |

E n d U S er S u p p O rt &  https://uex.ariba.com/auc/support-center/email-webform?channel=callme S}
; SAP Ariba /\\ Help Center
SAP Ariba Help Center .

Home Learning Support

X

SAP Ariba Phone Support

To contact SAP Ariba’s end user Support, QS Provide the following information, and the next available specialist will cal you.
select the “Get help by email” or “Get help by =~ ™ > Gtecpion -
phone” option on the Support tab and provide Do you equle asisance bdingnan evnt hatcloses Wi he ext 60 minutes?
basic information, including a summary of the potiss [

request for assistance and how to be

ContaCted. CIICk SmeIt. Contact Information

An operator will be in contact by email or Your Name: |
phone (aS requested by the user) Shortly UserID: | y3%2FQeHBKDIWS0rsaaQaT CgeDGdz3%2||

Company: *‘ |

Email: = ‘ youremail |

Requested Language: English  Select a different language from the Home tab.

Phone: *| M +1 ~ 201-555-0123 | Exlension:D

Confirm Phone Number: * ‘

* [ My phone number is correct.

[J Do not record this phone call.

You expressly agree and understand that your data entered into this system will be transferred to Ariba, Inc.
and the Ariba hosted computer systems (currently located primarily in the U.S.), in accordance with the Ariba
Privacy Statement and applicable law.

*[J Iagree

* Required Fields
Submit Cancel
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Administrator and System Support

Support is available to the County’s Designated Support Contacts (DSCs) 24x7 for mission critical support
(issues affecting the ability for the County to access and use the system), and during business hours for non-
critical support (Mon — Fri, 8am EST — 6pm EST).

Critical support may be:

— System is down or inaccessible

o P1 priority, with an initial response time within one hour of case submission, and SAP to provide either a resolution,
workaround or action plan within four hours

— Significant functionality is inoperable, even if the system as a whole is accessible, for example if Sourcing
Requests cannot be created by any user
o P2 priority, with an initial response time within four hours of case submission.

— Be aware that issues that are P1 or P2 are quickly triaged, and if insufficient information to support the
criticality of the issue has been provided, it is not uncommon for these to be reprioritized to a P3.

o Please ensure sufficient supporting information demonstrating the impact and criticality is provided as part of the Service
Request.
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Administrator and System Support

Non-critical requests may be:

— Issues with functionality which are more limited in scope, such as if individual users are unable to create
Sourcing Requests
o P3 priority, with an initial response time within business day of case submission

— Configuration changes which the County does not have access to perform are required

— Inquiries about how to use certain functions
o These types of requests do not have SLAs.
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Administrator and System Support

Support requests can be logged by a Designated Support Contact via Ariba Connect (connect.ariba.com)

Note that the County is granted three DSCs for each module in its subscription — six total, between Sourcing and
Contracts

— The ability to submit support requests by a DSC are not module specific, so any of the six DSCs can log
tickets for any Ariba module.

— The County today has two DSCs defined — Chaleta and Jonathan Butler (as he is the contract contact, but can
be replaced by another County associate).

Recommendation: Additional DSCs should be defined, including Tony, and potentially other implementation team
members such as Frederina.
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Who Do End Users Request Help From?

Note: The process flow on the right is a - B >
proposal for discussion and does not : - -
explain every possible scenario, such .

as how to address an issue if the |

response provided is insufficient. z%

Where a provided response is -

insufficient, the person providing that . |
response should review again the g
request, and if necessary make contact 8

with the next support team : oo ||
(Procurement Officers > OCS, OCS F I [

> Ariba Customer Support). : e

Ariba Customer
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Supplier Support

[ Ariba Network Supplier x |+ o X
Ariba provides support to suppliers similar {0 g ——— ‘
that provided to end users — they can advise —
suppliers on standard functionality such as:
— How to access and operate their account, SAP Ariba
— How to respond to sourcing events and Suppiier Login e e e M

Get leads and
respond for free

buyer searches and improve your lead:
for suppliers to respond to SAP Ariba C
postings with the promo code, SAPARI

contracts etc

For questions which are specific to County
processes, the suppliers will need to contact a

se code
SAPARIBA2020
N

County resource (Procurement Officer?).

Supplier Support is accessible from the
supplier login screen by clicking on the “?”
menu to open the Help Center frame, and 0 e 2o,

clicking on “Support”.
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Supplier Support

Support Center - Help & Support - Wark - Microsoft Edge - O X

8 https://uex.ariba.com/auc/support-center?a_fenb=is&collapsed_by_user=isInSituCollapsed%s3... Q

Supplier support via phone is available from

Sunday 8pm EST through Friday 8pm EST. Home Learing  Suppor
To contact SAP Ariba’s end user support, el S otk e e e
& https://uex.ariba.com/auc/support-center-search/xyz?a_lang=en €}

select the “Get help by phone” option on the | need helpwit

S u p po rt tab . Tfiyc:‘:cu"t Reassignment Home Learning Support

Login/Password Reset
Becoming a user

— Note that the estimated wait time to
receive a callback is included next to the | need helpvith | xyz
“Get help by phone” option.

Search results for xyz

How do | add a Facebook or Twitter link to my company profile?

= CSV invoice upload fails due to "Processing terminated by xsl" error

= EDI invoice (810) fails due to "The supplier Tax ID value is missing" error

. Example ShipNoticeRequest

. About SAP Ariba Discovery postings

Can't find what you are looking for? Let us help you.

Choose your communication preference:

@ Get help by phone  Estimated wait in minutes: 2

X Attend a live webinar
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Supplier Support

Provide basic information, including a
summary of the request for assistance and
how to be contacted. Click Submit.

An operator will be in contact shortly.

Help & Support - Work - Microsoft Edge

8 https://uex.ariba.com/auc/support-center/email-webform?channel=callme Q

SAP Ariba /\\ Help Center

Home Learning Support

SAP Ariba Phone Support

%G Provide the following information, and the next available specialist will call you

Problem Description

Recommendations*

Short Description:  *

Xyz

Details: *

= Error: "Unit of Measure v.

generated s

Contact Information

First Name: *

Last Name: *

Company: *

Email: *

Requested Language:  English  Select a different language from the Home tab.

BE 1 - 201-555.0123 | Extension::

Phone: *

Confirm Phone Number: * ‘

* [J My phone number is correct.

[J Do not record this phone call.

Ariba Network ID: ‘ ‘

You expressly agree and understand that your data entered into this
will be transferred to Ariba, Inc. and the Ariba hosted comﬁ

gurrenﬂg located primarily in the U.S.), in accordance witl
rivacy Statement and applicable law.

[ lagree

* Required Fields
Submit

uter syster
the Ariba

How can | correct error r

message

en loading user grouy

= Count in Contra ace
Search Results Differs with

Cance
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System Maintenance

4 0 o~ = EventiD:S05382 - SAP Arba Schodued Maintorance - 12 Oct 201

A weekly maintenance window is defined, normally (though not always) at B M| 9 S S| Puskvned By B | Ofod | Qzoom | - )
Sat 7pm EST (8pm EDT) for 4 hours. Event ID: 905382 - SAP Ariba Scheduled Maintenance - 12 Oct 2019
— Not every weekend will be used for maintenance; © o cston o Mgt 5.5 S
— Nor will every posted maintenance window require an outage; ke —
— Nor will every product be impacted by posted maintenance window — they Maintenance Notfcaton ©
may apply to (eg) “All Ariba OnDemand applications”, specific applications "'"* R

(eg “Ariba Sourcing”) listed, Cloud Integration Gateway, or Ariba Network.
— Review the notification emails as they are sent to confirm the impact.

— Scheduled maintenance is also posted at: —
https://connectsupport.ariba.com/sites#announcements- et e A e e ePY
display&/?tab=maintenance

In the example on the right, the scheduled maintenance impacts Cloud

For refarancs, this maintenancs will occur a5 Solkows for thae listed Bma

Integration Gateway (the integration solution between customer internal
systems and Ariba OnDemand) rather than the Ariba applications, between L e T AR

3am — 1lam EDT, and will result in an outage for CIG, but not the Ariba
applications.
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System Maintenance

Unscheduled maintenance is infrequent and also communicated by
email.

© 2015 Ariba — an SAP company. All rights reserved.

™ 4 ® v s Service Alert #904229: SAP Ariba Unscheduled Maintenance -

File Message Help Q Tell me what you want to do
m~5 vl S & > & MarkUnread BE~ M1 v S Find | Q Zoom | -*-

M v

Service Alert #904229: SAP Ariba Unscheduled Maintenance - 15 Jun 2019 - Extend...

< \

SAP Ariba Customer Notification © Reply © Reply Al | = Forward

To DL ARB CS Notification Program Management; © Moore, Nicholas; © Sullivan, Liam; Sat 6/15/2019 11:17 PM
Bodahanapati, Bhaskar

@ This message was sent with High importance.
If there are problems with how this message is displayed, click here to view it in a web browser.

SAP Ariba Customer Support

Service Impact: SAP Ariba Unscheduled Maintenance - 15 Jun
2019 - Extended!

Dear SAP Ariba Customer,

Thank you for your continued usage of SAP Ariba solutions.

Our goal is to provide you, a valued SAP Ariba customer, with the highest level of
service and support. In order to achieve that goal, we must occasionally interrupt
service. We strive to schedule maintenance during a time that causes the least
amount of disruption, but we apologize in advance for any inconvenience you
experience.

Maintenance originally scheduled to occur on 15 Jun 2019 05:00 PM PDT has been
extended.

When will this unscheduled maintenance occur?

15 Jun 2019 05:00 PM PDT - 15 Jun 2019 11:00 PM PDT (Updated for
Extension)

For reference, this maintenance will occur as follows for the listed time

zones:
15 Jun 2019 08:00 PM EDT - 16 Jun 2019 02:00 AM
New York: EDT
France: 16 Jun 2019 02:00 AM CEST - 16 Jun 2018 08:00 AM
" CEST

. 16 Jun 2019 08:00 AM SGT - 16 Jun 2019 02:00 PM
Singapore: o

Japan: 16 Jun 2019 09:00 AM JST - 16 Jun 2019 03:00 PM JST
Which SAP Ariba solutions are impacted?
- SAP Ariba Cloud Integration Gateway

! What is the impact of this maintenance?

Customer Confidentidl




Additional Support Resources

Best Practice Center
Event Day Management
Sourcing Support Desk
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Additional Support Resources
Best Practice Center

SAP Ariba's Best Practice Center Post-Deployment Services provide an approach to driving adoption, return on
investment, and use of SAP Ariba's Cloud Services.

Post-Deployment Services are delivered by the SAP Ariba Best Practice Center and give users access to a
combination of process expertise, proven templates and configurations, and coached projects, all based on SAP
Ariba's extensive experience with helping organizations get the most out of its commerce programs.

These services are delivered remotely and may include meetings (preparation and follow-up as required),
emails, and customer directed research

This is a prepaid service, for which 30 hours is included in the subscription for each of Sourcing and Contracts
(60 hours total).

For the County, Masayo Ogawa (masayo.ogawa@sap.com) has been assigned as the Best Practice Center
Consultant for Sourcing and Contracts.

— If / when the County uses other Ariba applications, another BPC Consultant may be assigned for those
modules as the knowledge tends to be specific to each module.

An introduction call to be scheduled for PGC and Ariba BPC.
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Additional Support Resources
Event Day Management

Event Day Management is a support resource included with end user support.

EDM includes:

— Auction Monitoring and Administration, including identifying and removing erroneous binds, pausing auctions,
and removing and reinstating suppliers during auctions

— Bidding Support, including receiving requests from suppliers concerning functional or technical questions
immediately prior to and during an online auction

— Surrogate Bidding, including providing suppliers with the option of telephone bidding by proxy through an SAP
surrogate bidder.

Customer Confidential
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Additional Support Resources
Sourcing Support Desk

SAP sourcing experts will review Sourcing Projects in draft format and provide general recommendations for
best practices in event setup through the sourcing support desk.

Recommendations include (non-commodity specific) advice regarding:

— Site functionality

— Online bidding formats

— Lot structure

— Bidding parameters

A report of the review is emailed to the client documenting the team'’s findings.

Target timeline for completing the findings is 24 business hours (one business day), though receiving the report
may extend beyond the 24 hours.

Availability is the same as end user support — Sun 8pm EST through Fri 8pm EST.
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Additional Support Resources
Sourcing Support Desk

You can submit an event for SSD review by clicking on the “Ariba Review” button on the

Summary tab during event creation.

This button only appears if the Test Project field specifies “No”.

Event Doc1055519892 - SSD Test

Review and revise your event. Your edits have been already saved. When you finish, you can launch the event or leave it as a draft for future edits.

Overview
@ Rules
1D Doc1055519892 Contract Months

@ Team MName SSD Test Contract Effective Date:

Baseline Spend:

nt Type: RFP (i

Test Project:t No

@ Content Base Language: English

Currency US Dollar

Commodity:  (no value) External System Correlation Id:
Owner  Customer Support Admin
Version:  Original

Template: Request for Proposal

External System Integration

Company Code.  (no value) (i Payment Ter
Purchasing Organization: (no value) (i Document Type
Purchasing Group®  (no value) (i Document Category

vate:  06/26/2017
ified: 06/26/2017

rol:  Private To Team Members

ms. (no value) O

MNo Choice (i

Mo Choice

Ariba Review Actions
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An SAP Company

Thank you

Contact information:

Neal Wallace
neal.wallace@sap.com
347-267-0795
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