
ITSM CONNECTOR FOR SAP

POOR TICKET QUALITY
70% of the time is spent 
on investigation

MANUAL ROUTING OF 
INCIDENTS
With each ticket reassignment, 
end users lose 1h 38min

DUPLICATE INCIDENTS
Extra manual work needed to 
manage duplicates

UNDERUTILIZED KNOWLEDGE 
BASE
Missed opportunity to reduce the 
number of tickets

PROBLEMS OF SAP SUSUPPORT PROCESSES
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AUTOMATIC CATEGORIZATION AND ROUTING
Route your tickets to the relevant support team and set all incident fields 
based on the SAP transaction, Fiori App ID, application component etc.

EMBEDDED KNOWLEDGE BASE SEARCH
Relevant knowledge base articles are displayed in SAP so users can solve 
their problems without creating a ticket.

AUTOMATIC DATA COLLECTION
All relevant information is included automatically in the tickets (SAP system, 
user and program details) along with a screenshot, authorization report etc.

EFFICIENT MANAGEMENT OF DUPLICATED TICKETS
The product can establish a parent-child relation between duplicated 
incidents automatically.
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HOW ARE THESE SOLVED
CREATE TICKETS FROM SAP GUI/FIORI
The ITSM Connector lets SAP end users create incidents from the SAP user 
interface with a few clicks.
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ABOUT STA TECHNOLOGIES
We are based in Budapest, Hungary and focus on add-
on development for SAP systems, especially integration 
with external ITSM platforms. 

IMMEDIATE BENEFITS

IMPROVE SERVICE DESK KPIs
Boost all relevant KPIs like Average Ticket Resolution Time,  First Call Cesolution 
%, Average Number of Ticket Reassignments and Number of Incidents with SLA 
breach.

LESS INCOMING TICKETS
As a result of identifying duplicates and integrating a knowledge base search into 
SAP, less tickets are raised and you can better optimize service desk resources.

SAVE VALUABLE WORKING TIME
SAP end users have to spend less time on creating tickets and can resume working 
sooner.

LESS SYSTEM DOWNTIME 
Critical incidents in production systems may cause huge losses if not solved quickly.

CUT SAP SUPPORT COST
All the above benefits will help you to reduce SAP support and maintenance costs 
and improve service desk KPIs.
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NOTABLE CUSTOMERS USING THE ITSM CONNECTOR
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28% FASTER INCIDENT RESOLUTION 

15% LESS SLA BREACHES

30% REDUCTION IN SAP SUPPORT COSTS

91% LESS TICKET REASSIGNMENT

STA Technologies



ALL SAP DETAILS SAVED
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SAP INCIDENT DASHBOARD

w sta-technologies.com m info@sta-technologies.com


