Foreword
by SUGEN CLT Chairman Gianmaria Perancin, Utilisateurs SAP
Francophones (USF)

For the second time this year, we turned our usual Faceto-Face into a digital Event. For all the CLT and GUGO, it
was a difficult decision, perhaps even tougher than the
one we took last Spring, as it was a repetition of
something we hoped not to live again.
Still, today we do not know how the situation will evolve,
hopefully for the better, today is still too early to know
whether SUGEN will be able to meet again for Spring event.

update : SUGEN CLT members after Nov 2020 elections
In the meanwhile, life keeps on going, and with this all our activities around SAP influencing.
This is why we come today to you with this new edition of the SUGEN Digest, so to show you
how our deep and trustful collaboration with SAP still goes on, notwithstanding the difficult
health context we are all living.
You will read about Customer Experience, S/4HANA, E2E Business Processes, Licensing and
Globalization Services : all topics where our members need information for SAP about the
roadmaps and the vision, and where SAP looks for our feedbacks so to see where to improve
in keeping high users' satisfation.
But we had also great exchanges with Christian Klein : in its role of SAP CEO, strongly
engaged in the discussions with the User Groups, it was important to discuss about the
Q3/2020 earnings and how to understand the market reactions ; and it was essential to discuss
with him SAP Strategy around Industry Cloud, Intelligent Enterprise, Integration, and Customer
Focus, so to have a clearer view about where SAP is going, and help our members "at home"
to better engage in these items.
Thomas Saueressig gave us deeper insights in this strategy, as we could exchange about
Product Strategy and Roadmaps around Business Networks and Industry coverage, as well as
starting a very interesting discussion about Green IT and sustainability... we will for sure come
back on these topics in the future.
So, once more, we could keep our mission to provide a powerful, international voice and
sustain the constructive dialogue between UG members and SAP. We had "only" to do it in a
different way, it is as easy as this...
Now, looking to the future, we need for sure to work on the future business model of our User
Groups : let's work together, let's share our best practices and experiences, so to learn from
each other and better prepare our "new normal".

We know that this pandemic is already slowing down IT projects worldwide : let's work together
on the business value these projects can create, in order to sustain the adoption of those SAP
solutions and those SAP services able to bring digital transformation to success in our company
members.
We know that this pandemic could stop some activities : let's work together for using this time
and raise more and more competences around SAP solutions, so to help companies in finding
the value to move to the Intelligent Enterprise.
These are the domains where SUGEN can act and bring value to its members, as well as to
SAP Top Management: we know that SUGEN is a key player in this big and great SAP
ecosystem, so let's push together for fostering our influence and reinforce our exchanges with
SAP Executives. The more value we bring them, the more they will bring value to us and to our
members.
So let's work together!

SUGEN CLT members update after November 2020 elections
As in every Autumn session of the F2F, the Core Leadership Team has been partially renewed.
The actual CLT is therefore composed by: Hans de Labije (VNSG), Per Högberg (SAPSA),
Joan Torres Moreno (AUSAPE), Philip Adams (UKISUG), Renato Blanco (ASUG Brazil),
Yasmin Awad (SAP). SUGEN Chairman is Gianmaria Perancin (USF). We thank Grahame
Reynolds (SAUG) and Chris Crone (ASUG) for their engagment in the CLT till last November.
We thank you also Laura Rubini (GUPS), Pedro Restrepo (ASUG Colombia), Philip Adams
(UKISUG) and Renato Blanco (ASUG Brazil) for having taken care of the recent process
election with great success and strong efficiency : they did a great job, as their action was key
for rolling out these completely online elections.

Update SAP Global User Groups
Organization (GUGO)
by Yasmin Awad, SVP, SAP Global User Groups Organization

2020 was a demanding year for everyone, both
personally and professionally. This also affected the
user groups and the collaboration between the user
groups and SAP GUGO.

With on-site events cancelled, travel restricted and cash flows squeezed, the pandemic proved
even more challenging than anticipated. Nevertheless, this situation also shed light on the
creativity, ingenuity and perseverance with which the user communities tackle such adversities.
United in similar challenges and in constant exchange via SUGEN, the user groups and SAP
have quickly and successfully adapted to these difficult circumstances. Together, we have
reached great successes in 2020:
The user groups have quickly switched to virtual formats and events and have
celebrated great successes. In some countries we even saw higher event attendance
than for physical events.
We created new virtual knowledge sharing formats and delivered 870 virtual sessions
with more than 84.000 user group participants.
The user groups strongly influenced SAP’s maintenance extension decisions for SAP
S/4HANA until 2040 and SAP Business Suite 7 until 2027.
SUGEN was in close conversation with SAP regarding our strategy review, providing
insightful market and customer feedback.
GUGO and the user groups established dedicated contacts for SAP S/4HANA to directly
influence S/4HANA content that is delivered in different countries.
The user groups have been vocal around integration. SAP is listening and started a
larger work initiative on integration. The first achievements can be viewed in the
Integration Paper in the Cloud.

SAP and SUGEN have jointly kicked of an NPS improvement initiative to clearly put
customer satisfaction into focus.
The partnership between SAP and the user groups is stronger than ever before. This is also
reflected in the new board sponsorship. SAP CEO Christian Klein has taken on the executive
board sponsorship for all user groups globally. The close alignment with him ensures that the
feedback of the user groups is recognized at highest level.
This is a great foundation to continue the close collaboration between SAP and the user groups
in 2021 and the years to come.

SUGEN Best Practices: November 2020
by Craig Dale, CEO, UK & Ireland user group (UKISUG)

In a very different environment of a global video discussion,
rather than a face to face meeting, we looked at different
ways User Groups have delivered their knowledge through
this COVID Era to their members and what we have learned
from the experience.
We were delighted to have four groups sharing their
experience from Japan (JSUG), South Africa (AFSUG),
Argentina (ASUG Argentina) and Sweden (SAPSA).
The groups had dealt with the global pandemic and the issues of
not being able to deliver face to face events, especially their
annual conference, for their members in different ways, including

Delivering their annual conference online, over several days, rather than one or two
Creating and delivering a programme of online events over several months of the year
Delivering more non-SAP related events to support members i.e. wellbeing
Informal ‘coffee corner’ style video chats
Some key learnings from the experiences shared included
It is advantageous to record the videos of sessions for online storage so members can
watch whenever they have time, however, it takes a lot of time and effort to record the
sessions
Online events need a different set of skills and take more time and effort to plan and
deliver, than face to face events.
Members have no appetite to pay to attend online events
Take time in planning and execution to make the events engaging and interactive for the
delegates
Do not try and run an online event as you would a face to face
Treat the online event like a news/TV programme and have a host to hold everything
together
Morning events seem to be better attended than afternoon
Don’t rely on speakers’ knowledge, technical support, experiences etc.
Online events can attract a different person and, in some cases, where geography
makes it difficult to travel, more attendees than face to face events

SUGEN charters updates
by Amanda Gibbs, General Manager, African SAP user group (AFSUG)

On Monday, 16th November SUGEN hosted the first
virtual session, starting with a discussion on the three
charters and followed by best practice workshops
hosted for the User Groups.
Feedback and updates were given on the different
charters to the SUGEN participants.

Charter One tackled the challenge of the ease of doing business.
The purpose of this charter was to identify topics that members found challenging when doing
business with SAP and devise ways in which they can work with SAP to promote change.
A survey was done amongst various members of the user groups connected with the charter
team namely; Vereniging Nederlandstalige SAP Gebruikers (VNSG), Belgian SAP User Group
(SAPience.be) and UK & Ireland SAP User Group (UKISUG) to obtain feedback.
The survey was conducted in the early stages of the pandemic during a time of disruption to
businesses which resulted in low responses from respondents, but nevertheless, quality
feedback was received.
SUGEN reaffirmed its commitment to work with the Net Promoter scoring team to identify
common themes and synergies which will help drive the adoption of some of the proposed
initiatives for members and customers. The team is expected to report back to SUGEN on the
charter updates early 2021 to close-out any outstanding actions.
Charter Two addressed the topic of User Group growth.
The purpose of this charter was to define a framework with clear actions that user groups can
use to drive growth. All user groups are invited to join and provide input on memberships,
diversified revenue sources, and optimization of their business models. The charter entails
many facets such as Lines of Business (LOB), attracting millennials / young talent, net
new/existing SAP customers, cloud customers, companies and individuals, and existing
communities inherited from SAP acquisitions.
The pandemic has forced user groups to comprehend the new normal realities by exploring
other means of delivering their content such as webcasts. With the drastic decline of travelling
and face to face meetings, transformation in the way User Groups operate in the future will
need to be reassessed. User groups will need to make use of this new normal to also use
international speakers, as they are readily available to present virtually.
The focus for user groups will be driven mainly by their ability to grow and increase the unique
value proposition as user groups provide valuable insights that represent the voice of user
group communities with the ability to influence SAP’s strategic direction.
Charter Three tackled the contentious topic of Software Licensing and Audits.
The Purpose of this charter was aimed at improving the strategic engagement between SUGEN
and SAP regarding the continuous vague aspects of software licensing. SUGEN identified a
need for user groups to communicate with user group communities on future licensing
implications.
A press release was issued on Digital Access Adoption Programme (DAAP) and a step by step
guide released to assist users in the User Group communities in August 2020.
The SUGEN teams were afforded the opportunity to attend various workshop sessions
discussing:

Loss of revenue from sponsoring,
New importance of membership and associated revenue, and
How to create value for members compared to other social networks.
These sessions were attended by the various SUGEN members teams that broke away to
discuss their contribution and knowledge sharing.
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