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INTRODUCTION 

SAP is one of the leading providers of business ap-
plication software and market leader in enterprise 
resource planning (ERP). These systems are critically 
important as they form the backbone of key busi-
ness processes.  

Effective SAP Application Management (SAP AM) 
ensures the smooth functioning and performance of 
the systems and thus contributes to business conti-
nuity. Application management initially focused on 
ensuring an application’s availability and stability, 
while at the same time freeing up internal resources 
for tasks with a greater degree of innovation. How-
ever, with increasing maturity, the value proposition 
has been changing, so that applications now do not 
only have to be “in operation” but also require con-
tinuous optimisation. 

Innovative technologies such as cloud computing, 
automation and artificial intelligence (AI) are chang-
ing SAP AM by creating new ways to improve effi-
ciency and optimise performance. However, at the 
same time, these changes also lead to new require-
ments for SAP users and their service partners.  

SAP’s particular focus currently rests on the topic of 
cloud ERP. RISE with SAP is a complete offering of 
cloud solutions and services. At the press confer-
ence in July 2023, SAP announced that it would 
mostly offer important innovations in combination 

with a RISE contract, which led to some dissatisfac-
tion in the SAP community. SAP responded in Janu-
ary 2024 by further incentivising SAP users to switch 
to either the Private Cloud or Public Cloud edition. 

At the same time, the SAP Group has been heavily 
investing in innovation topics like AI. It is clear that 
this technology will soon become a firmly estab-
lished part of SAP's product lineup and the compa-
ny's entire portfolio. As a result, it is becoming in-
creasingly important for IT decision-makers and SAP 
managers to engage with the possibilities, areas of 
application and risks technologies like generative AI 
present. 

In order to gain an up-to-date view of both the status 
quo and future developments in the SAP Application 
Management field, between January and February 
2024, PAC conducted a survey on behalf of NTT 
DATA Business Solutions among 200 SAP and IT 
managers located in a variety of European countries 
and the USA, asking them about the challenges and 
strategies surrounding this topic.  

The study’s aim is to discover how companies cur-
rently operate and develop their existing software 
applications and what challenges they encounter in 
this regard, including in the context of SAP 
S/4HANA and developments relating to the cloud, 
AI and other innovative topics.  
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THE KEY TAKEAWAYS 

• Increasing complexity represents one of the
biggest challenges in SAP Application Man-
agement (AM). As many companies are or will
be using a number of different cloud applica-
tions and deployment models simultaneously,
they are learning how complex it can be to in-
tegrate and manage these solutions.

• The integration between SAP and non-SAP
applications is becoming ever more im-
portant. Companies use a wide range of busi-
ness applications alongside the SAP system at 
their core. Accordingly, it is important to en-
sure a seamless integration and communica-
tion between SAP and non-SAP applications
and to be able to operate them in parallel over
the long term.

• Service automation is a lever for increasing
AM efficiency as well as service quality. The
study’s results show that the respondents had
an average degree of automation in the AM
area. The highest scores are achieved in the
service desk, security and testing areas. The
majority of respondents think that the use of
AI (including generative AI) can create cost-
saving potentials of up to 30% across all AM
areas. This is particularly true for monitoring,
documentation and system administration
processes.

• The SAP Business Technology Platform
(BTP) will play an important role in future.
Although alternatives to the various SAP BTP
components exist, none of the third-party pro-
viders offer the full range of functions for SAP-
centric application environments in-house.
For a seamless integration of customised ERP
extensions, it is even more important that SAP
BTP provides essential basic services such as
a unified interface, unified data and domain
models as well as a unified security architec-
ture.

• External support, especially when it comes
to the cloud. Overall, it is striking that the re-
spondents prefer to seek external help when-
ever the cloud topic comes into play – from
the implementation of a cloud-based applica-
tion up to its hosting and the operation of SaaS 
solutions.

• New expectations with regard to SAP part-
ners: Overall, it can be said that besides
knowledge, innovation and competencies in
the security field, an SAP partner should ide-
ally also offer a broad service portfolio, from
consulting to operations. SAP partners who go
beyond traditional AM (maintenance and op-
erations) and integrate additional services
(transformation and innovation) are best posi-
tioned for the future.
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Private cloud 
edition; 20%

Public cloud 
edition; 43%

On-premise 
as a 

traditional 
software 

license; 37%

Composition of sample by S/4HANA edition – in use

Breakdown of responses from those organizations surveyed that already use 
S/4HANA, in % (n = 147)
© NTT DATA & PAC 2024

Yes, planned 
as private 

cloud edition; 
19%

Yes, planned 
as public 

cloud edition; 
49%

Yes, planned 
on-premise 

as a 
traditional 
software 

license; 32%

Composition of sample by S/4HANA edition – plans

Breakdown of responses from those organizations surveyed that do not have 
S/4HANA in use, in % (n = 53)
© NTT DATA & PAC 2024

31.5%

73.5%

SAP ECC

SAP S/4HANA

Composition of sample by SAP ERP use

Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

67%

7%

12%

15%

Yes, part of RISE

Yes, part of GROW

No, neither part of RISE nor
GROW

Not decided yet

Is your SAP S/4HANA implementation part of SAP's 
RISE or GROW contractual models, or will it be?

Breakdown of responses from those organizations surveyed that use or plan to 
use S/4HANA as private or public cloud edition, in % (n = 129)
© NTT DATA & PAC 2024

THE APPLICATION LANDSCAPE 

SAP S/4HANA 

In our sample, over 70% of respondents say that they 
have chosen the latest version of SAP ERP, SAP 
S/4HANA. In doing so, most choose the ERP solu-
tion’s cloud version (63%); only 37% opt for the SAP 
S/4HANA On-Premise edition or a traditional soft-
ware license.  

Among those planning to migrate to SAP S/4HANA, 
the majority (68%) are also favouring a cloud version, 
with almost one in two planning to use a public 
cloud option. In most cases, opting for the public 
cloud also means opting for SAP's RISE with SAP 
program. 

In view of the approaching end-of-maintenance 
date for SAP's predecessor ERP systems at the end 
of 2027, users will not be able to avoid the migration. 
Over 70% of participants have made a clear decision 
in favour of SAP S/4HANA. The rest are currently still 
sticking to SAP ECC. 

Despite the fact that SAP is incentivising SAP users 
to choose the cloud license for the latest ERP ver-
sion. The public cloud options include the SaaS-na-
tive version as well as the private editions, which are 
operated in a public cloud environment. 
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70%

62%

56%

54%

45%

41%

28%

22%

18%

17%

19%

19%

18%

25%

26%

31%

9%

14%

8%

20%

13%

17%

15%

18%

CRM/CX (Customer
Relationship/Customer

Experience Management)

HCM (Human Capital
Management)

SRM & procurement (Supplier
Relationship Management)

Data & analytics

SCM (Supply Chain
Management)

SAP industry solution

SAP Business Technology
Platform (BTP)

Business Process Management
(e.g., with Signavio)

In which of the following areas does your organization 
use, plan to use, or discuss using SAP solutions?

Already in use Planned Under discussion

("Neither in use nor planned or discussed" not shown)
Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

72%

67%

66%

55%

52%

45%

39%

HCM (Human Capital
Management)

Business Process Management
(e.g., with Signavio)

CRM/CX (Customer
Relationship/Customer Experience

Management)

SRM & procurement (Supplier
Relationship Management)

Data & analytics

SCM (Supply Chain Management)

SAP industry solution

Is it a software-as-a-service (SaaS) model?

Yes, SaaS

("No, no SaaS" not shown)
Breakdown of responses from those organizations surveyed that use or plan to 
use or discuss using the respective SAP solution, in % (n = 185, 141, 192, 165, 
184, 151, 164)
© NTT DATA & PAC 2024

SAP AND NON-SAP APPLICATIONS 

The use of SAP software outside the ERP area is par-
ticularly common in the CRM/CX, HCM and SRM ar-
eas as well as in procurement and for data & analyt-
ics. Other areas where SAP applications are cur-
rently used or planned are, among others, asset 
management, travel and expense management and 
project management. The use of SaaS is wide-
spread, especially to support individual business 
processes.  

This applies to frequently acquired, native SaaS so-
lutions, like SAP SuccessFactors in the HCM area, 
Ariba for the purchasing area and Concur for travel 
expense accounting. SaaS usage is less widespread 
in industry-specific SAP applications which primarily 
support value-adding processes within 

organisations (and which are used to process pro-
duction data, R&D data, health data, etc.). There is 
still some reticence here. 

Many organisations use software products from 
other leading platform providers alongside their SAP 
systems. These include suites or individual solutions 
in the sales, service & marketing, HCM and collabo-
ration areas or even niche solutions. Most notable 
are the providers Microsoft, Salesforce and Adobe. 
Rarely, the parallel use of alternative solutions for 
the finance area has been mentioned. The range of 
business applications companies use alongside 
their core SAP system is wide. Accordingly, it is im-
portant to ensure a seamless integration and com-
munication between SAP and non-SAP applications 
and to be able to operate them in parallel over the 
long term. 
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CHALLENGES IN SAP OPERATION 

One of the biggest challenges in SAP operation is 
the increased complexity that results from hybrid IT 
environments, customisations/adaptations as well 
as the security and compliance topics.  

Hybrid IT environments combine on-premises infra-
structure with cloud services. On the one hand, this 
offers advantages in terms of data control and flexi-
bility in the use of resources. On the other hand, this 
increases the IT landscape’s complexity. Interfaces 
as well as the corresponding data integration strate-
gies and tools are often required in order for differ-
ent technologies to interact seamlessly. Further-
more, there is a need for specialised solutions to 
manage user identities and access rights (Identity 
and Access Management). The monitoring of hybrid 
environments is more complex still and requires ap-
propriate orchestration solutions to monitor and 
control the performance, availability and security of 
on-premises and cloud-based resources. 

The operation of highly adapted SAP systems 
equally leads to additional complexities. Whenever 
new upgrades or updates are installed, for example, 

these systems require additional testing and, where 
necessary, adaptations to ensure they are compati-
ble and secure. Where no corresponding documen-
tation for the adaptations or in-house developments 
is available, this leads to additional work for the sup-
port team.  

The increased complexity extends beyond the IT 
systems themselves. Although cooperation with a 
number of operating partners gives customers ne-
gotiating power and potentially better contractual 
conditions as well as access to specialised compe-
tencies, it also has its downsides. More than 80% of 
respondents find working with several external ser-
vice partners challenging. In the case of multiple ex-
ternal partners, the responsibility for the various sys-
tem operation aspects is shared. Here, additional 
factors also come into play, such as multiple con-
tracts and different contractual conditions, e.g., sev-
eral SLAs, a variety of measurement methods, per-
formance targets, etc., which all drive up the coordi-
nation costs. What’s more, extra monitoring work is 
required if the partners are controlled separately. 

35%

30%

26%

22%

20%

9%

45%

31%

37%

22%

25%

18%

11%

24%

21%

34%

22%

35%

Microsoft 365

Salesforce

Adobe

ServiceNow

Oracle

Workday

Which of the following software-as-a-service solutions 
are already in use, planned, or being discussed in your 

organization?

Already in use Planned Under discussion

("Neither in use nor planned or discussed" not shown)
Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

60%

56%

55%

40%

38%

35%

28%

27%

25%

23%

27%

32%

35%

43%

30%

44%

47%

52%

42%

42%

Complexity due to hybrid IT
landscapes

Complexity of the SAP system
land-scape due to a high degree of

customization

Security and compliance

Complexity of the collaboration with
multiple external service partners

Overall cost level

Lack of IT resources

Performance and availability

Agility and flexibility in adopting
trends and new technologies

International expansion

Transparency and predictability of
costs

With regard to the operation of your SAP systems, 
including license, infrastructure, and application 

management: Which of the following aspects are a 
major, minor, or no challenge for your organization?

Major challenge Minor challenge

("No challenge" not shown)
Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024
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COOPERATION WITH THE SAP PARTNER 
EXTERNAL SAP SERVICES – STATUS 
QUO  

In the area of SAP consulting and system integration, 
most respondents work with external partners to at 
least some extent. Particularly for the implementa-
tion of SAP SaaS solutions, SAP partners are pre-
dominantly used.  

In each case, more than 40% of respondents also 
state that they mainly opt for external help to host 
SAP applications in the public cloud and to operate 
SAP SaaS solutions. More than half of the respond-
ents outsource SAP Basis support to an external 
partner. Almost half of them also outsource most of 
the user help desk to a partner. In addition to the 
more traditional SAP AM services, 68% of respond-
ents state that they outsource at least parts of their 
application optimisation to an external partner. 

Overall, it is striking that the respondents prefer to 
seek external help whenever the cloud topic comes 
into play – from the implementation of a cloud-
based application up to its hosting and including the 
operational services for SaaS solutions. External 
cloud specialists have experience in the planning, 
implementation and management of cloud solu-
tions. They know the best practices, tools and migra-
tion methods to support, automate and accelerate 
the migration of SAP systems to the cloud. 

More and more external partners are also offering 
their own services based on the RISE with SAP pro-
gram. Such expanded offers are aimed at specific 
customer groups, e.g. designed for particularly com-
plex structures, as is the case with company groups, 
for example.  

When using external SAP hosting and AM services, 
there are advantages for SAP users. In many cases, 
external partners offer their own frameworks and 
use agile methods that promise “smart” or “intelli-
gent” AM, whereby tasks such as system monitoring, 
troubleshooting or patch management are carried 
out partially or completely automatically.  

Furthermore, many external partners offer more 
than traditional AM (maintenance and operations) 
and integrate additional services into their SAP AM 
(transformation and innovation) offerings.  

57%

44%

41%

34%

28%

25%

25%

31%

32%

16%

43%

38%

13%

18%

19%

24%

14%

30%

Implementation of SAP
software-as-a-service (SaaS)

solutions

Customer-specific development
of add-on solutions

Consulting on your IT or
application strategy

Implementation of SAP on-
premises solutions

Consulting on process
optimization in relation to SAP

systems

Planning and execution of tests

Does your organization predominantly or partially work 
with external service partners for the following SAP -

related projects, or do you mostly do without any 
external support?

Yes, predominantly Yes, partially No, mostly without any external support

("Not relevant" not shown)
Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024
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There are a number of reasons why SAP AM is not 
outsourced to an external partner. Especially where 
sufficient internal IT resources are available to them, 
most respondents are against external SAP AM. For 
almost half of them, one important reason is that 
they prefer to provide in-house support for strategic 

applications. In addition, cost considerations also 
play an important role in their decision-making. 

57%

49%

46%

44%

29%

28%

27%

18%

24%

27%

27%

36%

22%

43%

41%

30%

16%

17%

15%

14%

27%

22%

26%

23%

SAP Basis support

User help desk

Hosting of SAP applications in
a public cloud

Operation services for SAP
SaaS solutions

Hosting of SAP applications in
your organization's private

cloud

Application maintenance and
upgrade management

Application optimization

Hosting of SAP applications in
a partner's private cloud

Does your organization predominantly or partially work 
with external service partners for the following SAP 
operating services, or do you mostly do without any 

external support?

Yes, predominantly Yes, partially No, mostly without any external support

("Not relevant" not shown)
Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

52%

48%

41%

34%

29%

27%

27%

19%

38%

37%

31%

44%

39%

52%

44%

44%

Sufficient in-house resources

We prefer to keep the support of
strategic applications in-house.

Level of costs

SaaS (software as a service) is our
preferred model, which makes

application management obsolete.

An external partner would lack
know-ledge about our

organization's internal processes
and specific requirements.

A collaboration would restrict our
agility.

Dependence on external service
partners

Language issues and cultural
challenges when services are

provided offshore

What are the reasons why you WOULD NOT work with 
an external service partner for the management of your 

SAP applications?

Major reason Minor reason

("No reason" not shown)
Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024
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77%

76%

66%

66%

63%

56%

48%

43%

41%

37%

20%

20%

29%

21%

30%

32%

42%

38%

48%

45%

Security-related competencies

Extensive knowledge of SAP's
solution portfolio (e.g., S/4HANA,

SAP BTP)

Extensive knowledge of SAP's
contractual approaches (e.g.,

RISE, GROW)

Innovative pricing models (e.g.,
business KPI-based pricing)

Proactive support with
technological innovations such as

analytics or artificial intelligence

Proprietary tools, templates, and
best practices

Expertise in managing both SAP
and non-SAP applications such as

Microsoft or Salesforce

Proprietary extensions for SAP

Industry-specific process know-how

Pricing

Which of the following aspects do you or would you 
consider as very important, somewhat important, or 

not important at all with regard to a SAP service 
partner?

Very important Somewhat important

("Not important at all" not shown)
Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

77%

71%

67%

62%

58%

55%

47%

41%

19%

24%

25%

28%

32%

38%

36%

46%

Support with software development

End-to-end service delivery, from
consulting to operation

The ability to leverage automation
in service delivery

Support with public cloud migration
and operation

End-to-end subscription model incl.
infrastructure, software, and

services

On-site delivery resources

The option of operating a dedicated
private or hybrid cloud

Nearshore and offshore delivery
capabilities

And what about the following delivery capabilities 
(regarding a SAP service partner)?

Very important Somewhat important

("Not important at all" not shown)
Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

REQUIREMENTS IN RELATION TO SAP 
SERVICE PARTNERS 

As far as their SAP service partner is concerned, re-
spondents consider the most important characteris-
tics to lie in the areas of knowledge (of the SAP port-
folio and SAP licensing models), competencies in 
the security area as well as innovative abilities in 
terms of the technologies and pricing. Overall, the 
respondents have high requirements in relation to 
their SAP partner. Here, too, it becomes clear that 
there is much more to it than “mere” expertise in re-
lation to the SAP product landscape. Innovation cy-
cles in the IT market are getting ever shorter, as has 
been highlighted by the developments around AI in 
particular.  

SAP too announced in January 2024 that it would in-
vest around two billion euros in innovative growth 
areas, primarily in AI. In 2023 alone, the group in-
vested in the AI specialists Aleph Alpha, Anthropic 
and Cohere. AI will soon become a firmly estab-
lished part of SAP's product lineup and its entire 
portfolio. All the more reason why SAP users expect 

their SAP partners to take a proactive approach and 
educate them about the benefits, opportunities and 
risks of the new technologies, all of which goes far 
beyond merely ensuring smooth, secure operations. 
Competencies that relate to the SAP systems’ secu-
rity and their smooth operation are among the must-
have criteria that any SAP partner must fulfil.  

As far as the SAP partner’s service is concerned, the 
following requirements in particular should be em-
phasised: end-to-end services, software develop-
ment support, migration and operation support in 
the public cloud and the ability to leverage automa-
tion in service delivery.  

The previous statements have shown that respond-
ents prefer to seek external help when the cloud 
topic comes into play. Accordingly, the require-
ments in relation to an SAP partner in the area of 
public cloud migration and operation are perceived 
as particularly important. By automating the service 
provision through the use of tools and frameworks, 
it is hoped that an acceleration and optimisation of 
the aforementioned processes, e.g. during cloud mi-
gration, operational efficiency, etc., is achieved.  
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THE TECHNOLOGIES 

AUTOMATION AND ARTIFICIAL INTELLI-
GENCE 

The highest degree of automation is seen in the ser-
vice desk, security and testing areas. Automated 
processes in SAP AM mainly generate efficiency 
gains and ensure error prevention. Many tasks are 
repetitive and are therefore particularly suited to au-
tomation. This applies, for example, to the automatic 
processing of service desk tickets and the auto-
mated execution of tests. Thanks to automated se-
curity analyses, it is furthermore possible to detect 
and respond to potential threats more rapidly. 

The majority of respondents believe that the use of 
AI (including generative AI) can create cost-saving 
potentials of up to 30% across all AM areas. This is 
particularly true for monitoring, documentation and 
system administration processes. The integration of 
AI (including generative AI) into documentation pro-
cesses can help to create and update documents 
automatically. Furthermore, it is possible to auto-
matically index and categorise documents, whereby 
they become easier to search, which results in more 
accurate and up-to-date documentation overall. 
Other areas include the automated monitoring of the 
system performance, installation of patches and up-
dates as well as the optimised use of SAP system 
resources, for example via dynamically adapted 
workloads. Incidentally, in November 2023, SAP an-
nounced the SAP Build Code, a PaaS that enables 

SAP developments using the generative AI assistant 
Joule. Java and JavaScript developers are thereby 
able to speed up the programming, testing, integra-
tion and AM tasks.  

RESPONSIBILITIES IN CLOUD OPERA-
TION 

The shift towards public ERP systems affects SAP 
users’ IT and application architectures while also in-
fluencing the relationship between customers and 
partners. The increasing shift from SAP S/4HANA to 
cloud-based platforms means that both the hosting 
services and the provider environment are changing. 

Generally speaking, SAP hosting partners are in-
creasingly relying on public cloud infrastructure re-
sources from AWS, Microsoft Azure and Google 
Cloud. For SAP AM partners, this means that exper-
tise in the areas of consulting, migration and opera-
tion in relation to hyperscaler platforms is becoming 
increasingly important. The increased focus on 
cloud-based delivery models with a “Keep the Core 
Clean” approach leads to a realignment of AM. 
Within the framework of SAP RISE contracts, the re-
sponsibility for technological AM lies with SAP and 
follows a certain standard. In SAP S/4HANA environ-
ments, the AM’s functional focus is increasingly on 
customer-specific extensions, which are developed 
and maintained outside the core system. 

12%

13%

5%

4%

5%

5%

34%

24%

26%

26%

22%

20%

36%

45%

47%

29%

42%

31%

17%

18%

21%

39%

26%

40%

1%

2%

2%

3%

5%

5%

Testing

Security

Service desk

System
administration

Monitoring

Documentation

Please indicate today's average degree of SAP 
application management automation.

Fully automated (0% manual / 100% automated)
25% manual / 75% automated
50% manual / 50% automated
75% manual / 25% automated

Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

45%

30%

31%

21%

29%

16%

34%

46%

40%

45%

34%

38%

16%

21%

22%

26%

26%

28%

6%

4%

7%

8%

12%

18%

Documentation

System
administration

Monitoring

Service desk

Security

Testing

How do you reckon artificial intelligence (incl. 
generative AI) will impact your current cost level in the 

following SAP application management areas?

Savings of up to 20% 20-30% savings
30-50% savings Over 50% savings

Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024
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PLATFORMS AS A SERVICE – THE SAP 
BUSINESS TECHNOLOGY PLATFORM 

With its SAP Business Technology Platform (SAP 
BTP), SAP offers a cloud platform – an integrated so-
lution that consists of four core areas:  

1. Application development and automation (via
SAP Build)

2. Data and analyses (via SAP Data Intelligence
Cloud, SAP Datasphere, SAP Analytics Cloud,
etc.)

3. Integration solutions such as APIs and connect-
ors, for example for cloud integration or the inte-
gration of third-party solutions (via the SAP Inte-
gration Suite)

4. Solutions for the use of AI; these include pre-
trained, ready-to-use models, solutions for AI
workload management (via SAP AI Core) and the
management of generative AI (via SAP AI
Launchpad) created through machine learning

The BTP provides an opportunity to complement, 
extend and integrate solutions from SAP or SAP 
partners while using the same data model. The so-
lutions are designed to help develop innovations 
more quickly through the use of traditional tools, no-
code/low-code solutions, pre-configured analysis 
models and self-service analyses. RISE users benefit 
from access to selected BTP areas. These include 
SAP Build solutions, i.e., low-code solutions for the 
creation of web and mobile apps or company web-
sites as well as process automation via RPA (Robotic 
Process Automation). This could explain the com-
paratively high usage rates in the areas of applica-
tion development and intelligent RPA. In the fore-
seeable future, SAP BTP will form the basis for all 
SAP cloud products as well as for all functional SAP 
S/4HANA enhancements and innovations. The 
more companies move to a cloud-based S/4HANA 
edition, the greater the demand for SAP BTP will be 
as custom extensions will need to be developed and 
integrated. 

66%

54%

45%

36%

34%

24%

34%

34%

47%

51%

11%

12%

21%

17%

16%

SAP

Public cloud provider

SAP hosting partner

SAP application management
partner

SAP user organization

Against the backdrop of the new RISE and GROW 
models, do you think the degree of responsibility for 

the end-to-end availability of SAP systems will 
increase, remain the same, or decrease for the 

following roles?

Will increase Will remain the same Will decrease

Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

34%

31%

31%

25%

20%

33%

35%

30%

18%

29%

20%

20%

21%

35%

22%

10%

9%

10%

12%

15%

Application
development and

integration

Analytics

Internet of things (IoT)

Conversational artificial
intelligence

Intelligent robotic
process automation

(RPA)

In which of the following areas is BTP (Business 
Technology Platform) already in use, planned, or under 

discussion? Please state if an area is not relevant to 
your organization.

In use Planned Discussed Not in use nor planned or discussed

("Not relevant" not shown)
Breakdown of responses from those organizations surveyed that use or plan to 
use or discuss using BTP, in % (n = 136)
© NTT DATA & PAC 2024
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Germany; 
25%

UK & Ireland; 
25%

USA; 25%

Netherlands/
Luxembourg; 

12.5%

Nordics 
[Denmark, 
Finland, 
Norway, 
Sweden]; 

12.5%

Composition of sample by region

Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

IT manager; 
62.5%

SAP 
manager; 

37.5%

Composition of sample by position of respondent

Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

31.5%

73.5%

SAP ECC

SAP S/4HANA

Composition of sample by SAP ERP use

Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

Manufacturing; 
20%

Banking, 
financial 
services, 

insurance; 
13%

Public sector 
and healthcare; 

12%

Telecommunications; 
5%

Energy & utilities ; 
4.5%

Retail & 
wholesale; 19%

Services; 
15.5%

Transport, logistics, 
postal services; 11%

Composition of sample by industry

Breakdown of responses from the organizations surveyed, in % (n = 200)
© NTT DATA & PAC 2024

METHODOLOGY 

Between January and February 2024, PAC sur-
veyed 200 executives who are in charge of 
SAP/IT in large companies across Europe and 
the USA. The CATI (Computer-Assisted Tele-
phone Interview) survey was conducted by ex-
perts from Germany, the United States, the 
United Kingdom, Ireland, the Nordic countries 
(Denmark, Finland, Norway, Sweden), the 
Netherlands and Luxembourg. In doing so, 
care was taken to ensure that only companies 
who use SAP ERP (SAP ECC or SAP S/4HANA) 

as a core application participated. A further 
prerequisite for participation was a turnover of 
500 million to 5 billion (EUR/USD/GPB) or a 
number of at least 2,000 employees for public 
sector participants. 

The study’s aim was to obtain an up-to-date 
picture of both the status quo and future devel-
opments in the SAP Application Management 
(AM) field. 
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ANNEX 

DISCLAIMER, USAGE RIGHTS, INDEPENDENCE AND DATA PROTECTION 

This study was commissioned by NTT DATA Business Solutions. 

For more information, please visit www.pacanalyst.com. 

Disclaimer 

The contents of this study were compiled with the greatest possible care. However, no liability for their accu-
racy can be assumed. Analyses and evaluations reflect the state of our knowledge in March 2024 and may 
change at any time. This applies in particular, but not exclusively, to statements made about the future. Names 
and designations that appear in this study may be registered trademarks. 

Usage rights 

This study is protected by copyright. Any reproduction or dissemination to third parties, including in part, re-
quires the prior explicit authorization of the ordering party. The publication or dissemination of tables, graphics 
etc. in other publications also requires prior authorization.  

Independence and data protection 

This study was produced by Pierre Audoin Consultants (PAC). The ordering party had no influence over the 
analysis of the data and the production of the study. 

The participants in the study were assured that the information they provided would be treated confidentially. 
No statement enables conclusions to be drawn about individual companies, and no individual survey data was 
passed to the ordering party or other third parties. All participants in the study were selected at random. There 
is no connection between the production of the study and any commercial relationship between the respond-
ents and the ordering party of this study. 

https://www.pacanalyst.com/
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Contact: 

NTT DATA Business Solutions AG 
Königsbreede 1 
33605 Bielefeld 

www.nttdata-solutions.com/contact 
www.nttdata-solutions.com/about-us 

Contact: 

PAC GmbH 
Holzstr. 26 
80469 Munich, Germany 

infoGermany@pacanalyst.com 

www.pacanalyst.com 
www.sitsi.com 

ABOUT NTT DATA BUSINESS SOLUTIONS 

We Transform. SAP® Solutions into Value 

We understand the business of our clients and know what it takes to 
transform it into the future. At NTT DATA Business Solutions, we drive 
innovation - from advisory and implementation, to managed services 
and beyond, we continuously improve SAP solutions and technology to 
make them work for companies – and for their people. 

Aiming to transform, grow and become more successful? We provide 
you with more than in-depth expertise for SAP solutions: As your pas-
sionate partner, we connect your business opportunities with the latest 
technologies – and offer you a unique approach to get the job done as 
smoothly as possible. Our close ties to SAP and other partners give you 
access to innovative solutions and developments. Being part of the 
global NTT DATA group enables us to master any scope of project.  

With operations in more than 30 countries, we have enabled thousands 
of companies become more efficient and effective during the last three 
decades. Our more than 13,500 experts around the world will also ac-
company you on your journey toward a truly intelligent enterprise – 
wherever you want to start! 

For more information, please visit www.nttdata-solutions.com. 

ABOUT PAC 

We are a content-based company with a consulting DNA. PAC is the 
leading European consulting and analyst firm supporting software & IT 
service vendors worldwide.  

Since 1976, we have helped our clients to understand market dynamics, 
grow their revenue and raise their profile. Our unrivalled understanding 
of European markets, and deep research coverage help key market 
players to define their strategy, optimize their go-to-market and increase 
market share.  

PAC is an analyst-led consultancy with a team of over 100 experts across 
Europe. We provide market research and analysis on more than 30 
countries worldwide, delivered through our portfolio pillars, Guidance, 
Insights, and Visibility, and our renowned SITSI® research platform. 

More on www.pacanalyst.com. 

http://www.nttdata-solutions.com/contact
http://www.nttdata-solutions.com/about-us
mailto:infoGermany@pacanalyst.com
https://www.pacanalyst.com/
https://www.sitsi.com/
http://www.nttdata-solutions.com/
https://www.pacanalyst.com/
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