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SAP Customer Service (CS) has been 
discontinued – SAP S/4HANA Service 
as the successor solution
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The switch from SAP CS to S/4HANA Service is more than just a technical 
upgrade. It marks the dawn of a new era of service, in which processes become more 
intelligent, integrated, and future-proof. Those who migrate today create space for 
innovation instead of workarounds. And that is precisely where the opportunity lies: 
no longer managing service, but rethinking it. This white paper shows how companies 
can boldly and strategically leverage this change.
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The Customer Service (CS) area in SAP ERP 
systems is facing a fundamental change. The 
classic SAP CS solution is currently still running in 
compatibility mode, but this will be discontinued in 
2030. Users of the CS module will lose their rights 
to use it. Companies that want to continue to rely 
on a future-proof and innovative service platform 
will have to consider the successor solution, SAP 
S/4HANA Service. The goal is to modernize service 
processes, improve the customer experience, and 
ensure integration into the digital value chain.

S/4HANA Service combines functions from the 
classic CS and the former CRM and is available both 

SAP is ushering in a transformation in the world of service

on-premises and as a cloud version, including SAP 
best practices. S/4HANA Service thus offers an 
immediate solution for the loss of usage rights to the 
old CS module and, at the same time, provides an 
opportunity to transition to the new service era.

Finally, SAP S/4HANA Service relies on the latest 
SAP technologies such as CDS views, OData 
services, extensibility frameworks, Adobe Forms, 
and many more. SAP is thus paving the way for the 
Clean Core approach to be followed in the service 
environment as well, and for cloud readiness to be 
achieved. Customer-specific fields and logic can be 

easily added in a Clean Core-compliant manner using 
in-app extensibility, for example. Integration with 
current SAP cloud applications such as SAP Service 
Cloud and SAP Field Service Management is also 
enabled and being expanded. The SAP roadmap 
promises a wide range of feature enhancements that 
make it worthwhile to rethink old service processes. 
Among other things, the integration of SAP AI called 
SAP Joule into the service apps for the S/4HANA 
Cloud variants is a promising innovation.

Infographic on the SAP service chain
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What does the switch from CS to S/4HANA Service mean and how can it be achieved? 

The discontinuation of SAP CS forces companies 
to replace the SAP CS module and migrate existing 
service processes as a first step. Since the database 
tables, objects, and UIs are changing completely, the 
conversion may involve additional work for extended 
CS processes. This means that a technical analysis 
is necessary first, followed by a decision on whether 
a greenfield approach or a brownfield approach is 
preferable for S/4HANA Service.

In general, the migration process covers the following 
areas:

1.	Analysis of existing service processes: 
Identification of optimization or savings potential

2.	Data migration: Decision on whether and in what 
form the old service data, such as orders, should 
be transferred and how many open documents 
need to be taken into account

3.	 Integration: Review of integrated add-ons or 
additional solutions and their compatibility with 
S/4HANA Service

4.	Customizing: Adaptation of standard processes to 
individual requirements

5.	Testing and go-live:  Ensuring process quality and 
a smooth transition to live operation

Due to the individual characteristics of the service 
worlds in the respective companies, abat has 
developed a so-called SMARTsolution called   
“abat CS Conversion Accelerator“. With this 
SMARTsolution, the migration project can be started 
at a fixed price and abat can be known as a partner. 
The following procedure is included in the package:  

 � Joint status quo assessment with your team of 
experts

 � Technical analysis (custom code, migration 
objects, etc.) of your SAP CS module

 � Evaluation of the results and derivation of 
implementation steps by the abat expert network

This procedure leads to the following results: 

 � Confirmation of the technical feasibility of your 
SAP CS conversion

 � Overview of the innovation potential of your SAP 
service system landscapew

 – Fit for SAP Service Cloud and

 – SAP Field Service Management

 � Your personal roadmap to SAP CS conversion, 
including detailed time and cost planning

 � Detailed documentation of your results, including 
a process master liste

Analysis  
(of the service processes)

Data migration Integration Customizing Testing and go-live

migration process areas

https://www.abat.de/en/cs-conversion-accelerator
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What are the differences between CS and S/4HANA Service?

The most important differences lie in the process 
flow, in addition to technical and application-related 
deviations. In the past, SAP CS started with objects 
in Sales (SD), such as the SD contract or the SD 
quotation. The new S/4HANA Service has been 
given its own new objects for this purpose, which 
use position-based controlling. These objects are 
therefore separate controlling objects that can carry 
costs and revenues. The focus on item types in 
the S/4HANA service enables process control and 
logistics integration for, for example, the advance 
shipment of spare parts. The item level can influence 
revenue structures through service and valuation 
types and calculation motives. The new financial 
integration via transaction-based revenue recognition 
is a major change. There are many such changes, so 
a direct 1-to-1 migration is not possible. The following 
diagram illustrates the old document flow compared 
to the new S/4HANA Service document flow and 
where the major changes are.

When migrating from the old CS to the new S/4HANA 
Service, the SD objects already result in additional 
work, so a migration strategy should be planned in 
detail in advance. Open SD contracts in particular, 
which have to be converted to new S/4HANA service 
contracts, pose a challenge. These new S/4HANA 
service contracts are also necessary for using 
maintenance planning for recurring services. The CS 
and S/4 service database tables and structures also 
differ fundamentally, which means that the fields 
must be mapped, as there is no official SAP migration 
path.

Process overview for SAP S/4HANA Service

In addition, the new S/4HANA service offers an 
„extended execution“ option that integrates Plant 
Maintenance (PM) objects with the service. This 
allows billable maintenance to be implemented for 

complex equipment structures, which is a starting 
point for many CS users in the migration process, as 
PM and CS are based on the same technology. PM, 
on the other hand, is not affected by the expiry of 

 

usage rights. Despite these challenges, a look ahead 
shows the potential of the new service model.
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Now that the migration and process changeover 
for existing CS customers has been successfully 
completed, SAP can be expected to deliver significant 
innovation potential. Greenfield projects in the 
service area that adapt SAP‘s new service processes 
will benefit particularly from cloud readiness and 
a full roadmap. The new Fiori apps offer a modern 
user interface and provide up-to-date processes 
through cross-application features such as S/4HANA 
situation processing. Here, users in SAP Fiori can be 
notified via workflow using so-called situations as 
soon as, for example, a service contract is about to 
expire.  

Previously, such features had to be defined and 
implemented separately, whereas today, many 
features are available out-of-the-box in S/4HANA 
thanks to the modernization of the service. This 
development also affects other cloud solutions from 
the SAP context, such as SAP Service Cloud and SAP 
Field Service Management, which shows technician 
deployment planning for service orders from 
S/4HANA Service in the following image. 

In order to achieve the SAP target architecture in the 
service environment described in the introduction, 
SAP S/4HANA Service is essential as a basis. For this 
purpose, abat has also designed a SMARTsolution, 
the “CRM Conversion Accelerator“, which offers the 
ideal starting point for setting up the SAP Service 
Cloud. The SAP Service Cloud starts the service 
process via an intelligent ticket system, whereupon a 
service offer or service order can be generated from 
the ticket in SAP S/4HANA via SAP Integration Suite 
from the SAP Business Technology Platform (BTP) as 
a follow-up document. The first touch with customer 
service is thus handled within the SAP Service Cloud 

Outlook for the future of  
S/4HANA Service 

SAP Fiori dashboard providing an overview of service contracts, orders, and key performance indicators

SAP Field Service calendar view with service calls, absences, and task overview

https://www.abat.de/en/crm-conversion-accelerator
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The discontinuation of the SAP CS module is 
approaching, forcing companies to address the 
future of their service processes now. Those who 
continue to rely on tried-and-tested transitional 
solutions not only risk technical complications, but 
also lose valuable time for strategic decision-making. 
After all, the switch to SAP S/4HANA Service is 
much more than a technical obligation. It opens up 

Conclusion

Integrated into SAP‘s new 
standard technologies

Higher automation potential and SAP 
best practices

Various add-ons from the service 
world via plug and play

SAP innovations can be leveraged 
through a comprehensive roadmap

Service through artificial intelligence 
SAP Joule

Freely expandable:

 � Key user extensibility

 � Developer extensibility

so that SAP S/4HANA can then handle the service 
integration processes such as finance, controlling, 
and logistics.

Unfortunately, SAP has not yet achieved feature 
parity between S/4HANA Service and SAP CS, 
which means that some important functions, such 
as creating a service order from an SD order, are still 
missing. Instead, the other innovations mentioned 
above are already available, and the SAP roadmap 
shows that SAP is committed to reworking the SAP 
CS features that are currently missing. 

In-app extensibility, developer extensibility, and 
BTP side-by-side extensibility also allow new 
applications for the new service to be implemented 
via OData interfaces, for example, after Clean 
Core, so that the extensions represent future-proof 
building blocks of the service.

the opportunity to completely modernize service 
processes, leverage automation potential, and 
consistently drive integration into digital platforms 
such as the SAP Business Technology Platform.

Companies that act early not only ensure planning 
security, but also lay the foun-dation for a future-
proof, cloud-enabled service architecture. A 
successful transition therefore begins with a clear 
plan and the right partners. abat not only provides 
the tools, but also the experience to shape this 
change in a targeted, future-proof manner with an 
eye on the big picture.

Key Benefits  

Significant advantages through the use of  
S/4HANA Service:
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Founded in 1998, the abat Group is an 
SAP service provider and innovative 
software developer. We provide 
solutions for software-supported 
business processes, primarily for 

companies in the automotive, discrete manufacturing, life sciences, aerospace, 
defense, and security industries, as well as for companies with logistics processes 
or production control. Our six service areas give companies the freedom they  
need for new ideas, efficient processes, and forward-looking solutions.

In our division consult, we advise and support you throughout all phases of an  
SAP project, from conception and implementation to operating your SAP system. 
abat manufacture provides high-availability digital solutions for production 
control in the complex manufacturing industry. abat transform offers innovative 
and unique solutions that set you apart, including AI, cloud services, and RPA. 
The division plm provides comprehensive process consulting to achieve consistent 
data flow across PLM, ERP, and MES. The protect division offers solutions to 
help customers protect information and maintain confidentiality, availability, and 
integrity in business relationships. Finally, our experts in the division sustain advise 
on how to strategically and structurally anchor sustainability and sustainability 
reporting in a company.
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