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1.  To log on to the OSS, type in the transaction code OSS1.  Click on “Logon to 
SAPNet” button. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



2. Select Public then continue 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
3.  Enter your OSS ID and password. You can request your administrator to       
create an ID for you.   
 
 
 

 
 
 
 
 



4. Choose “Corporate Message” tab. Click on “Create” button. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.  Select the System ID of SAP where the problem occurred. 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 



6. Provide information for mandatory fields marked with “?”. XX application area 
must be specified for non-technical issues (e.g. request for SAP service, etc.) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
7. Provide description of the issue in Short Text field and provide minimum 
information required to describe the issue. 
 
 Incidents related to any SAP functional module: 

SAP transaction code 
Menu path 
Support package level 
SAP release 
State of the system immediately prior to the incident 
Comparison of expected and actual results 
First 10 pages  of the ABAP/4 dump (if created) 
Five-character error code and full error message (if created) 
 
 
Incidents related to SAP BASIS: 
System error logs (SM21) 
First 10 pages  of the ABAP/4 dump (if created) 
Trace files and other relevant log files. 
 
 
Incidents related to a “Production Down” situation:  
Recent changes applied to the system 
Status of the database 
Status of the dispatcher and work processes 
Error messages returned by the system. 
 
 



Incidents related to ABAP/4: 
Error Analysis (such as error codes, function rules, syntax errors, etcetera). 
Search criteria (can be used for note search). 
User and transaction code  (identifies specifically where the error occurred). 
Source code extract (indicates the source code line from which the operation terminated). 
 
 
Incidents related to printing errors: 
Logs as available at transaction  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



8.  Before saving the message, set the status to “ To First Level”. To start, click 
“Display  Change” button first and then change the status of the message.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
9. After saving the message, note the message no. created.  The number that 
appears before the year is the message no.  In this example, the message   
generated no. is 81475. 
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1.  Click the “Corporate Message” tab and then “Find” button.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2. The standard list of corporate message will be shown on the screen.  Double 
click the issue created to view the message. 
 
 

 
 



The following are the status shown in the list: 
 

1. Author Action—solution has been provided for customer testing or if more    
information is required from the customer.  

2. Proposed Solution— final solution has been provided for  the customer  
from the consultant 

 
 
If status is Author Action  
The following buttons are available: 
 
“Display Long Text”—to view the latest response from the consultant or the 

helpdesk coordinator 
“Action Log”—to view the progress of the message 
“Display  Change”—to enable buttons and edit necessary fields 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



The following buttons are added  after clicking the display change button: 
 

1. “Additional Info”—to provide needed information requested by consultant 
or the helpdesk coordinator 

2. “Memo” 
3. “Reply”– to reply to the latest response from the consultant or the 

helpdesk coordinator 
4. “Confirm”—to close the message 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



If status is Proposed Solution  
1) Click “Confirm” button to close message if solution is working. (See confirming 
Message for more details) If there are clarifications,  click the reopen button. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
a) To confirm 
     A dialog box will appear to confirm action to the message 
 

 



b) To reopen 
     Click “Reply” and  write down your response to the provided solution. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 



2) After replying, click the icon status to change to first level. This will inform the 
helpdesk coordinator that the message was processed by the customer. 
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1. If the solution worked, the customer will be asked to close and confirm the 
message.  In some cases, the customer authorizes the HDC to close and confirm 
message on their behalf.  Upon resolution, a feedback sheet will be emailed to 
the customer to evaluate the support consultant. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



2. To close the message, the customer should click the “confirm” button to close 
the message. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 


