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Learn about how companies are using SAP Jam today to transform their 

HR, sales, service, marketing, and IT processes

See a demo on core capabilities and recent innovations, such as the self-

service knowledge base

Hear about SAP Jam's product strategy, and how it has evolved from an 

enterprise collaboration platform, to a modern intranet, to a digital 

workplace



Learn about how companies are using SAP Jam today to 

transform their HR, sales, service, marketing, and IT processes

SAP Jam at SAP
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Business Leaders Pain Points: where SAP Jam can help during a program of 

transformation

Connect and engage with 

a distributed workforce

Upskill the workforce to 

adapt to business changes

Effectively enable employees at 

scale, to impact performance

Digitally transform working 

practices to drive focus

Roll-out initiatives and 

policies to drive change

Scale employee support with  

self-service information
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SAP Jam Collaboration part of SAP’s company strategy and transformation

Strategy, 

Innovation & 

Communications 

SAP Jam Collaboration at

Services & 

Support
Sales & 

Marketing
HR IT

Driving and delivering value across line of businesses and geographies
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SAP Jam Collaboration

• 125,767 employees and contractors

• 313,251 external collaborators

• 83% of employees use at least once per month

• 106,202 active groups, thereof 16,917 public groups

• 46,602 mobile users
Source: SAP Cloud Reporting & SAP Jam Adoption report, November 2018 .     

83%
use it 

monthly

SAP Jam – Supporting SAP’s transformation: Impact Stats
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Example Strategy, Innovation & Communications: Corporate Strategy 

Drive Employee Engagement by explaining the 

overall company direction and strategy

Capabilities

▪ By explaining the company strategy and 

interaction of senior management with employees 

in the corporate strategy group the internal 

employee engagement rose

▪ Strategy group was a great starting point to drive 

overall acceptance and adoption at SAP

▪ Employees find customer facing corporate profiles 

and access the latest presentations without the 

need of searching documents
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Example Services & Support: IT Support Center for Apple Macintosh Users

IT provides information for specific areas of 

interest including Mac users at SAP

Capabilities

▪ Help increase user productivity with access to 

the latest updates about the IT products

▪ Reduce the number of service tickets, user 

helping users

▪ Create a knowledge base and provide first aid 

on IT issues



9PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Example Sales & Marketing: Deal Room Templates To Increase Sales

Sales can use template to sell solutions and 

collaborate with the customer during the sales 

cycle and thereafter 

Capabilities

▪ Access meeting information and provide a 

general overview about the solution

▪ Clarify specific questions, support sales cycle 

with checklists

▪ Hand-over to consulting or implementation team 

possible to support the entire customer 

engagement



10PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Example HR: Talent Management

One-stop-shop for all Talent related topics

Capabilities

▪ Provide support resources, inspiration and 

interaction with leaders, experts and peers

▪ Use of SAP Jam group as one stop for updates, 

enablement, support, and collaboration

▪ Improves efficiency and communication
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Example IT: SAP HANA And Big Data Community

Drive big IT projects, for instance SAP HANA with 

many employees involved

Capabilities

▪ Provide all information around an IT project and 

cover all aspects from IT development, over 

implementation and maintenance

▪ Navigate content by roles and personas, such 

as administrator or security architect

▪ Quick access expert sessions and certifications



SAP Jam for HR and Learning
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SAP Jam drives workplace transformation across all HR processes 

Recruiting
Performance 

& Goals
LearningOnboarding

Succession & 

Development

Employee 

Central

Blended

Learning

Mentoring

& coaching

HR 

communications

Employee

engagement

Employee support & 

help desk

Onboarding

& crossboarding

Offboarding

& knowledge 

retention

Streamline 

processes

Expert discovery

& recognition

Pre-hire
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Employee support

▪ Scale employee support and minimize volume of 

common HR inquiries

HR communications

▪ Engage with employees and increase awareness 

and visibility of HR initiatives

Drive effective HR communications and employee self-service
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Increase employee access to information 

by publishing pre-translated documents and 

using ability to set language based on 

employee profile

Improve employee mobile experience 

by  specifying content and verifying that it will 

display correctly

▪ Choose to hide any content widget

▪ Preview what a page will look like in single column 

mode/mobile view

Easy-to-manage content

Providing employees with the information they need
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Improve branding consistency 

across all business applications 

and processes

▪ Fully customizable layout and 

functionality

▪ Branding and navigation unified with 

other business applications through 

custom branding, menus, and 

dynamic content

Extend company branding with custom header
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Learning academies

▪ Drive learning ROI by extending 

reach of employee development 

offerings

Learning communities

▪ Support business transformations 

and preserve intellectual capital 

through learning communities

Learning rooms

▪ Improve training effectiveness by 

blending formal training with 

employee-contributed content

SAP Jam for learning, training, and employee development
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Inviting: External users can have their own 

welcome page to your extranet

Informative: Help external users navigate 

and share information immediately upon login

Home page for external audiences

Engage new hires and external learners
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Real-time, threaded 

messaging within 

groups, bringing 

everything you need 

into one place for 

collaborating and 

communicating 

around a specific 

topic or project.

Real-time messaging
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Example: SAP Education uses a learning bot to reduce 

moderator workload 
▪ Welcomes new learner and recommends content for getting started

▪ The bot monitors forums, answers learner questions and reminds 

moderators of unanswered questions

Example: Bot within SAP Jam messages 

integrated with SAP SuccessFactors Learning

▪ Use SAP Conversational AI to build, train, and deploy bots.

▪ SAP Jam Collaboration has been enabled as a 

communication channel.

▪ Offer data from a SAP SuccessFactors Learning, and take 

action on it

Support for customer and partner developed bots

https://blogs.sap.com/2018/03/15/social-bots-in-learning-communities-on-sap-learning-hub-helping-learners/

https://blogs.sap.com/2018/03/01/bots-have-arrived-at-sap-jam/

Sample bot Learning room

https://blogs.sap.com/2018/03/15/social-bots-in-learning-communities-on-sap-learning-hub-helping-learners/
https://blogs.sap.com/2018/03/01/bots-have-arrived-at-sap-jam/


SAP Jam for Customer Experience
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SAP Jam Collaboration    SAP Jam Communities

for employee collaboration & self-service for customer and partner self-service

An extensive portfolio to meet customer needs
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Service: Self service-information with knowledge base

Employee self-service and ticket resolution

Increases internal service processes efficiency through rich 

content and integrated knowledge bases

Improve customer satisfaction by agents “swarming” around 

high priority service issues and resolving them quickly

Customer self-service and community

Increase customer engagement and satisfaction through 

online communities

Lower cost of service and support by enabling customers to 

find answers before they contact you

SAP Jam Collaboration (internal) SAP Jam Communities (external)
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Marketing: Streamline marketing budget planning 

SAP Marketing and SAP Jam

Collaborative marketing budget planning

Align sales and marketing during the budget planning process

Prioritize, track, and manage budget as a team

Maximize marketing execution through integration with SAP 

Marketing (C/4HANA, Cloud and on Premise)

Customer example: Energy drink company

Roll out to 100+ countries complete

Using SAP  Jam integrated with SAP Marketing (using the side 

panel) to reduce PowerPoint and Excel for marketing budget 

planning
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Opportunity Deal Room

Brainstorm on deal strategy

Decrease time to close and increase win rates

Improve content collaboration leveraging Microsoft 

Office 365 and SharePoint integration

Account and Opportunity Management

Improved sales alignment and collaboration across 

extended sales team

Enable management by exception using real-time 

information from SAP C/4HANA, CRM, ERP

Sales: Shorten deal cycles by selling as a team

SAP Sales Cloud and SAP Jam
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Lower content 

creation costs

Learning:

15%

Support:

14%
Reduction in number 

of support calls

Sales:

10%
Faster time to 

close deals

Lower onboarding costs

Onboarding:

19%

SAP Jam delivers tangible business results and ROI

“The Total Economic Impact of SAP Jam,” a June 2018 commissioned study conducted by Forrester Consulting on behalf of SAP

Lower training

travel costs

Training:

20%

Lower intranet 

management costs

IT:

73%

Faster to find experts

and information

Self-service:

16%
sap.com/jam-tei
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SAP Customer Experience solutions with SAP Jam use cases

1 Related capabilities in SAP S/4HANA for customer management, as on-premise alternative
2 Related capabilities in SAP Sales Cloud, as a cloud alternative

Marketing Commerce Sales Service Customer Data

SAP
C/4HANA

SAP Marketing Cloud

• Consumer and 

Customer Profiling

• Marketing Planning

• Marketing Assets and 
Collaboration

• Marketing Automation

• Marketing Measurement and 
Optimization

• Loyalty Management

SAP Commerce Cloud

• Customer Experience Channels

• Commerce Mgmt. 

• Product Content Mgmt.

• Order Management

SAP Sales Cloud

• Lead1

• Opportunity and Sales Force 

Support1

• Configure, Price, Quote1

• Sales Planning and Performance 
Mgmt.

• Partner Channel Sales

• Customer Master Data 
Management1

SAP Service Cloud

• Self-service

• Omnichannel Engagement1

• Service Management1

• Field Service

• Customer Feedback

• Analytics

SAP Customer Data Cloud

• Customer Identity Mgmt.

• Enterprise Preference 

and Consent Management

• Customer Profile Mgmt.

SAP Jam

SAP Jam Communities SAP Jam Communities SAP Jam Communities SAP Jam Communities

• Community Marketing

(create engaging brand 
presence)

• Attract, convert, and engage 

customers 

• Scalable assisted sales process

• Partner Onboarding and  

Enablement

• Self-Service and 

Customer/Partner facing 
Knowledge Base

SAP Jam Collaboration SAP Jam Collaboration SAP Jam Collaboration

• Campaign creation & planning

• Event coordination

• Marketing budget planning

• Collaborative Account & Deal 

Room Management 

• Partner Business Support 
(Accounts, Opportunities & 
Quotes)

• Collaborative Quote, Price & 

Configuration Management 

• Sales and Partner Enablement

• Employee Self-Service with 

Service Knowledgebase

• Collaborative Service Ticket 
Resolution

SAP S/4 
HANA

• Order and Contract2

• Billing and Invoicing2

• Service Operations



See a demo on core capabilities and recent innovations, such as 

the self-service knowledge base
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SAP S/4HANA Customer Community runs on on SAP Jam Communities
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End-to-end processes

✓ Broad product suite including 

Collaboration, Communities, 

Knowledge Base, Service

Self-Service Communities

✓ Customer and partner self-service 

communities (open & gated)

✓ Employee knowledge base (internal)

Advanced Search

✓ Search within documents

✓ Faceted search

Knowledge base articles

✓ Multi-language

✓ Content approval

✓ Publishing date

✓ Templates 

✓ Modern with collaboration

Easy administration

✓ Unified branding

✓ One vendor 

✓ Pick your preferred data center

✓ Extensibility on comprehensive 
platform 

✓ Secure and identity management

Why SAP
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SAP Jam Communities can support customers and partners

Partner 

Enablement

Customer 

Self-service 

Partner self-service 

support

Provide partners self service and enablement by 

providing rich products and services content, sales and 

marketing assets, training resources, pricing information

Scale support for your partner ecosystem by providing 

access to trouble shooting information, how-to video 

content, ability to get questions answered

Partners

B2B

Customer

B2C

Foster self-service and issue resolution through rich 

content, integrated knowledge base organized around 

different products and services
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Self-service decreases operational cost and increases customer satisfaction

Easy creation, sharing & intelligently searching for 

rich content, integrated knowledge bases 

organized around different products and services

Scenarios:

• Filters and searches for knowledge base 

articles based on hierarchical categories

• Uses forums to ask questions about new 

products, ask about issues with purchased 

goods 

• Creates ideas for product innovations

• Starts discussions about product usage 

• Creates content by:

• Writing blogs about product experiences

• Recording and uploading videos
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Questions & Answers forumGroup overview page Multi-media

Knowledge Base Article

Ideation

Discussion



Hear about SAP Jam's product strategy, and how it has evolved 

from an enterprise collaboration platform, to a modern intranet, to 

a digital workplace
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Employee self service-information with knowledge base

• Employee self-service and ticket resolution

• Increases internal service processes 

efficiency through rich content and integrated 

knowledge bases

• Improve customer satisfaction by agents 

“swarming” around high priority service issues 

and resolving them quickly

SAP Jam Collaboration (internal)
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Self-service customer & partner communities with knowledge base

• Increase customer engagement and satisfaction 

through private and public customer and partner 

self-service communities with knowledge 

management workflows

• Lower cost of service and support by enabling 

customers to find answers before they contact you

• KBA’s can be managed directly in SAP Jam 

Communities 

• KBA’s can be syndicated from SAP Jam 

Collaboration to ensure consistency and quality

SAP Jam Communities (external)



37PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Modern Intranet and Digital workplace

• Digital Workplace with a unified user 

experience and knowledge base are key to 

achieve this goal. Modern Intranet, mobile, 

messages, collaboration platform, and 

knowledge base are the ingredients 

delivered by SAP Jam Collaboration.

• SAP Jam Collaboration supports beyond 

Knowledge Management

• Digital Workplace / Modern Intranet

• Internal Communities / Employee 

Communication

• Team Collaboration / Microsoft Office 365 

Integration

• Chatbot and Machine Learning

• SAP Jam messages and 

• Conversational.AI Integration



Contact information:

Ulrich Hoffmann

Sen. Director of Product Management Enterprise 

Collaboration and Communities Software

Dietmar-Hopp-Allee 16, D-69190 Walldorf

+49 6227 748243

u.Hoffmann@sap.com

Thank you.

mailto:u.Hoffmann@sap.com
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