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Indirect Access Member Survey 

 

Executive Summary 

On April 10th 2018, SAP announced its new licensing model for indirect access. This announcement 
followed numerous workshops between SUGEN, ASUG, DSAG and SAP, due to concerns from 
customers globally, after a number of well-publicised legal cases. At that time we, along with other 
SAP user groups, welcomed the new model and believed it would make it easier and more 
transparent for new ERP customers to pay for SAP licenses. However, we also noted that SAP 
needed to provide further reassurances to existing ERP customers that they wouldn’t be asked to 
pay more for use cases and implementations that were undertaken in good faith. Without such 
reassurances, customers could find themselves in a state of paralysis. Ultimately, only time would 
tell whether customers embraced the new model. 

Five months on from the new licensing model announcement, we surveyed a select group of 
members from a number of user groups across the world. The results show that the issue of indirect 
access is still front and centre of customers’ minds. Moreover, it is having a business impact on both 
customers and SAP, with numerous organisations reporting that they are delaying projects and re-
evaluating their future usage of SAP as a result of indirect access licensing concerns. 

The survey findings indicate that SAP needs to improve communication to, and education of, its 
customers (and staff) regarding the new licensing model. Various executives from SAP have talked 
about having more customer empathy, yet the survey respondents still indicate there are issues 
around trust. We believe SAP needs to show existing ERP customers how its empathy is being 
translated into real life commercial situations. How has it dealt with customers that have not 
changed their use cases of SAP for two or three years, never had a flag from SAP regarding 
compliance, but suddenly find themselves concerned they are non-compliant due to the new 
indirect access model? Has SAP agreed that the customer acted in good faith and therefore would 
not have to pay more? It’s this type of detail that will build trust, rather than just statements about 
empathy. SAP should not be hiding behind commercial agreements - SAP needs to be much clearer 
and more specific. For example, it should state that customers who use EDI will receive a license 
conversion for free to cover their current usage. As SUGEN we know that indirect access is a difficult 
issue and we are here to help our members and SAP customers in general. Our organisations have 
invested heavily in SAP and we want to continue to be successful. 

The results of this survey are concerning. However, they do point to actions SAP should take that will 
enable the company and the user groups to solve this controversial issue. If SAP can break down the 
walls of commercial agreements and share anonymous examples of customers who have positively 
moved to the new model, then we as user groups can provide the channel to reassure customers. 
Words and changes in behaviour can go some way, and already have, but ultimately it will be the 
evidence and examples that rebuild customer trust.  
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Understanding of the new indirect access model 

Overall the respondents to the survey displayed a reasonable to good knowledge of SAP’s new 
licensing model for indirect access, with an average rating of 3.17. 

 

When asked whether the new licensing model for indirect access was more transparent and 
predictable then the old model, just under a quarter (24%) of respondents thought it was. However, 
half (50%) said they didn’t think the new model was more transparent and predictable, while a 
further 26% said they didn’t know.  
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Please indicate your level of knowledge and 
understanding of SAP’s new licensing model for 

indirect access, before this survey?  (using a scale 
of 1 – 5 where 1 is “I have no Knowledge” and 5 is 

“I have a very good understanding”)
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26%

Do you believe the new SAP licensing model is more 
transparent and predictable than the old model?

Yes No Don't know
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Customer concerns regarding the new indirect access model 

Despite many respondents displaying a reasonable knowledge of SAP’s new licensing model for 
indirect access, the majority are yet to be convinced about the benefits it will bring to their 
organisations. Just 5% of respondents saw the new model benefiting their organisation, while 42% 
stated it would bring no benefits.  However, a further 41% felt they had not received enough 
information to comment – indicating the need for SAP to further educate and provide more details 
to customers. 
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42%

41%

Do you believe the new SAP licensing model for indirect access will be of 
benefit to your organisation?

Yes, we believe it will be of benefit

We believe it will have a neutral impact

No

We’ve not had enough information yet to comment
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More than half (57%) of respondents felt they didn’t have complete freedom of choice in choosing 
the right license model for their organisation. This seems to indicate that many customers feel they 
are being railroaded into making decisions rather than being able to take a more holistic view of 
their licensing position. 

 

 

A major area of concern was compliance in relation to the use of SAP by third-party applications 
and/or end customers. Here, nearly two-thirds (65%) of respondents expressed concern. 

 

Based on their conversations/correspondence with SAP prior to the new licensing model, almost 
two-thirds (64%) of respondents believed that they were compliant when it came to indirect access.  
However, when those respondents came to read about the new license model, 29% stated they 
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57%
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Do you feel you have complete freedom of choice in choosing the right 
license model for your organisation?

Yes No Don't know

65%

35%

Within your organisation, do you have any concerns about compliance with 
SAP’s licensing policy as it relates to the use of SAP by third-party 

applications and/or end customers (B2B and/or B2C) commonly known as 
indirect access?

Yes No
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were now less certain they were compliant, while a further 42% said they didn’t know.  Again, this 
indicates that many customers are confused or uncertain when it comes to the new model, 
highlighting that SAP needs to do more to educate its customer base. 

 

 

When it comes to the new licensing model customers would still like to see more flexibility, which is 
reflective of today’s on-demand and consumption-based IT services. Just over two-thirds (67%) of 
respondents expect pricing to be linked to business outcomes, allowing for pricing to flex down as 
well as up as outcomes change over time. 

64%
14%

22%

Based on your contract and conversations/correspondence with SAP prior 
to the new licensing model, were you led to believe you were compliant?

Yes No Don't know

29%

29%

42%

Having read about the new license model are you now more or less certain 
that you are compliant?

More Less Don't know
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Dealing with SAP regarding indirect access 

In an effort to build trust by ensuring sales teams do not use audits to drive new sales, SAP 
introduced new organisational changes that separate license sales departments and procedures 
from auditing departments and procedures. However, the survey reveals that these changes have so 
far been met with indifference by many customers – 42% of respondents said they still didn’t feel 
more comfortable about talking to their account manager about their indirect licensing concerns 
while 38% remained neutral on the issue. While in part this may simply be down to customers not 
necessarily wanting to draw attention to their own indirect licensing position, it does indicate that 
more needs to be done about communicating the change in order to regain customer trust.  

 

67%

33%

The new licensing model is document-based but is still perpetual. Would 
you expect pricing to be linked to business outcomes, and therefore allow 

for pricing to flex down as well as up as business outcomes change over 
time?

Yes No

20%

42%

38%

SAP has introduced new organisational changes that separate license sales 
departments and procedures from auditing departments and procedures. 
Does this make you feel more comfortable about talking to your account 

manager about your indirect licensing con

Yes No Neutral
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Since 10th April 2018 when the new licensing model was announced, just over a quarter (28%) of 
respondents stated they have had a discussion with SAP regarding their licensing position in relation 
to the new way the company looks at indirect access/usage. 

Of those respondents, half (50%) were still unclear regarding their licensing position and 16% stated 
that SAP claimed indirect usage even though there had been no change in the way SAP had been 
used in the last 12 months. 

 

 

Furthermore, of those respondents only 12% felt that their main contacts at SAP fully understand 
the new model and how it applies to their organisation. This indicates that SAP still has plenty of 

28%

72%

Since the 10th April 2018, have you had discussions with SAP regarding 
your licensing position in relation to the new way in which SAP looks at 

indirect access/usage?

Yes No

26%

16%

8%

50%

What was the end result?

SAP said there was no change in our licensing position

SAP claimed that we now have indirect usage even though there have been no changes to the way we
use SAP in the last 12 months

SAP claimed that we now have indirect usage, based on changes we’ve made to our SAP environment 
in the last 12 months

SAP’s position regarding our licensing is not yet clear
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work to do internally to educate its staff on the implications of the new model and how to explain it 
to customers. 

 

As alluded to earlier, trust is another issue for many customers.  Of those respondents who had 
spoken to SAP regarding indirect access since April 10th 2018, almost two thirds (65%) felt that their 
main contacts at SAP were still using software audits as a lever in indirect access negotiations. In 
addition, 40% felt that their main contacts at SAP has put them under pressure to adopt the new 
indirect access model without truly demonstrating the business value. 

  

Overall, 44% of respondents felt there had been no change in SAP account executives’ attitude 
towards their organisation in the last 6 months, with 22% stating they hadn’t even seen or heard 
from their account executive during that time. For the remaining respondents the results were 
mixed – 19% stated they had seen greater empathy and understanding from SAP regarding their 

12%

78%

10%

To what extent do you think your main contacts at SAP (i.e. Account 
Executives, Pre-Sales Managers, Technical Quality Managers) fully 

understand the new indirect access model and how it applies to your 
organisation?

Fully understand Partially understand Don't understand

65%

35%

Do you feel your main SAP contacts 
still use software audits as a lever 

in indirect access negotiations?

Yes No

41%

59%

Do your feel your main SAP contacts 
have put you under pressure to 

adopt the new indirect access model 
without truly demonstrating the 

business value?

Yes No
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organisation’s needs, but 15% stated that indirect access and other commercial issues have caused 
their relationship to deteriorate. 

 

 

Adoption of the new licensing model and future usage of SAP 

Considering the concerns stated throughout the survey it is perhaps not surprising that adoption and 
planned adoption of the new licensing model is currently low – 6% of respondents said that they had 
either utilised or were planning to utilise the new approach. In comparison, 46% of respondents are 
still evaluating the new approach and 48% had no current plans to do so. This is another indication 
that SAP needs to communicate more about its new approach and also reassure customers they 
won’t be unduly penalised. SAP should also showcase the before and after licensing positions and 
costs of the 6% of respondents that have or will be utilising the new model.  The will enable SAP to 
highlight the business case and cost neutrality of the new model.  

19%

44%

15%

22%

Which of the following statements best applies to SAP Account Executives’ 
attitude towards your organisation in the last six months?

They have shown more empathy and tried to better understand the needs of our organisation

There has been no change

Due to indirect access and other commercial issues our relationship has deteriorated

I have not seen or heard from my SAP Account Executive in the past six months
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The survey does show that this uncertainty is having a business impact on both customers and, 
potentially, SAP. Just over half (52%) of respondents stated that the uncertainty over indirect 
licensing was resulting in their organisation delaying projects: while 8 % of respondents said that 
concerns over indirect licensing were leading them to re-evaluate their future use of SAP. 

  

 

Survey methodology 

The online survey was carried out by 18 User Groups globally between 13th September – 4th October 
2018, capturing the responses of 357 user organisations. Respondents were people responsible for 
licensing within their organisation and who expressed a reasonable to good knowledge and 
understanding of SAP’s new licensing model for indirect access. 

 

4% 2%

46%

48%

Have you already or are you planning to utilise SAP’s new 
approach to indirect licensing?

Yes, I have already done so

Yes, I am planning to utilise the new approach

I am currently evaluating the new approach

I have no current plans to utilise the new approach

52%48%

Are concerns about 
indirect licensing resulting 

in your organisation 
delaying projects?

Yes No

26%

60%

14%

Are concerns around 
indirect licensing leading 
you to re-evaluate your 

future use of SAP?

Yes Yes, to some extent No


