
Perspectives on Change Management

Where Organizations Need the Most Help

How Organizations Handle Change Management

ASUG Pulse of 
the SAP Customer 2021

Americas’ SAP Users' Group (ASUG) conducted its annual Pulse of the SAP Customer study in October 2020. 
The results are based on responses from 512 participants who are members of ASUG, the world's largest 
independent SAP user group. 

• Resistance to change

• Risk of business disruption

• High costs

• Train-the-trainer methods

• Demonstrations

• Training manuals 

Barriers to Implementing New Technology How Organizations Train

Visit asug.com/PulseoftheSAPCustomer for more information

Creating Tech Environments for Innovation

Top Technologies Expected to A�ect Organizations 

SAP Customer Cloud Strategies

60% 51% 43% 28%
Robotic process
automation (RPA)

Internet of 
Things (IoT)

Conversational user
interfaces/chatbots

AI/ML

14%
SAP HANA 

Enterprise Cloud

53%
On-premise

12%
Public cloud

24%
Hybrid cloud 

(both private and public)

A Major Shift in Responsibility for Tech Purchasing 

Tech Team Changes and Challenges

Top Tech Challenges

35% Incompatibility 
between products 

Integration issues

15% Data management/
consolidation 
during integrations

18% Stress on internal 
teams to keep up and 
complete upgrades

Upgrade challenges Lack of internal skills 
to manage products

17% Data management/
consolidation during 
integrations

41% Not enough skilled 
sta� to keep up with 
changing technologies 

25% More advanced/ 
varied expertise 
needed

C-levels lead IT teams lead

24% 19%
C IT

LoB
departments lead

12%
LoB

Buying 
committees lead

45%

Training  Lack of adoption/ 
end-user acceptance

Change 
management

Alignment of business 
processes/departments

30% 15% 15% 10%
Internal teams 

dedicated to change 
management 

Standard internal 
change management 

processes

Hiring subject matter 
experts/consultants 

for expertise

Support from 
implementation 

partners

The Move to SAP S/4HANA

Top Factors in SAP S/4HANA Business Cases and Road Maps

• Retirement of current software

• Enhanced functionality/performance

• Standardization of processes

• Support for digital transformation 

16%
within seven to 

24 months

25%
will move in two 
or more years

2%
within the next 

six months

33%
are live/started 

to move

6%
are not considering 

a move

18%
have plans on hold


