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The Interaction Center is a core SAP CRM application that enables an
organization to connect to customers through multiple channels. In this
chapter, we'll look at the different Interaction Center integrations and
configurations.

9 Interaction Center

As its name insinuates, the Interaction Center (IC) is an interaction between the
seller and the buyer through a core SAP CRM application. Customers call an agent
to place a new order or to express their grievances regarding a product they
bought. The IC effectively manages customer interactions to resolve customer
problems and support both the agents and manager who are involved in the
interaction. The IC allows agents to manage both inbound and outbound commu-
nications in the form of email, phone, fax, chat, web, and more.

The IC is spread across SAP CRM business Marketing, Sales, and Service, which
we refer to as IC Marketing, IC Sales, and IC Service, respectively. IC Management
corresponds to the different channels when communicating with the customer.
In addition, IC Analytics plays an important role in understanding the customer
from an interaction record perspective.

In this chapter, we'll look at the different integrations that can be used with the
IC, along with the additional functions provided with the application. We'll begin
by looking at some of the business functions the IC provides.

9.1 Business Functions

The IC's core capabilities include telemarketing, telesales, customer service,
shared service, and IC Analytics. Let's go through each of these core business
functions briefly:

» Telemarketing
Telemarketing provides sales representatives in an organization with the ability
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to carry out campaigns and generate leads from those campaigns. Through tele-
marketing, you can generate a call list that can be used to make cold calls to
leads. These leads can be nurtured and converted into opportunities, and
finally sales. Additionally, a representative can also personalize certain prod-
ucts and offers for specific customers.

» Telesales

Telesales offers a wide range of functionality within accounts management, con-
tact management, quotation management, and sales order management. The
motivation of any organization is to sell its products and generate revenue.
Sales representatives or customer service can create a quote and sales order
from the IC telesales and then review or create accounts and contacts. Cus-
tomer service has the capability to access account fact sheets (see Section 9.4.2)
and review customer information. With telesales, the sales representative can
create leads and opportunities as the part of presales activity.

» Customer service
Customers call to place complaints about products purchased from an organi-
zation. The IC gives customer service the ability to log those complaints and
service the customers appropriately. This helps to quickly resolve customer
complaints.

» Shared services
IC capabilities also include shared services key functions such as the employee
IC, accounting IC, and IT service desk.

» IC Management
IC Management allows you to manage key features such as routing rules, com-
munication channels, and assigning customers to the right agent.

» IC Analytics
IC Analytics offers reporting capabilities with respect to communication analyt-
ics, process-based analytics, and blended analytics.

Figure 9.1 shows the SAP CRM IC WebClient layout highlighted with the follow-
ing key IC features:

O Scratch pad
This is a workspace for storing electronic notes in the IC.

® Toolbar
This shows the different options for customer service representatives to take
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when the call is received by the customer. For example, customer service rep-
resentatives can accept or reject a call, transfer a call, or conference a call.

© Account information
This shows the information of the active customer on call such as customer
name and company.

O Alert
This shows the information that helps customer service representatives take
necessary steps when the customer is on call. For example, an alert might be a
reminder to close the call after a specified time period.

© Communication information
This shows the information from Communication Management Software
(CMS), for example, a customer calling number and whether the call is an
inbound or outbound with the duration of the call.

O Broadcasting messaging
This shows the message that can be broadcasted to the whole customer service
representative group.

@ Queue status
This shows the business role you've been assigned to and the date and time.

5 : Personalize System News Log Off
E‘  CRM Interaction Center
ofi Accept | Reject Hceslnsvs Hang Up | Transfer || Warm Transfer || Cansult | Conference || Taggle | End | Dial Pad || Reset CT1 [ Clear Interaction Ready -
Saved Searches ~ [ G |[Advanced |[F
Identify Account O Back ~ ] -
=
Account ldentification =
fAEsoumE Al e Account Installed Base | Object
. First Mame/Last Name Carmponent |D:
Account Overview
Account Product D
Interaction Record
Account D Identification:
pterctonitiziony Street/House Nurber, Saareh) iGlean
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Knowledge Search Courtry
Knowledge Article Sea... Telephone:
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Figure 9.1 Interaction Center WebClient Layout
The IC navigation bar profile can be configured to suit your business needs and

include IC Marketing, IC Sales, or IC Service functions. In the sections that follow,
we'll look at the IC Marketing, Sales, and Service functionalities available.
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9.1.1  IC Marketing ST orm
IC Marketing covers most of the marketing functionality, including the marketing B

planning, Campaign Management, customer segmentation, creating target & besimeledoe s el G ol el e

groups, Lead Management, and Loyalty Management. These topics are covered in ) Home

detail in Chapter 4 of this book. [EE— e ——— —

The IC comes into the picture when the sales representative needs to execute pmmm WE P E

campaigns by communicating with the customers or possible customers via email - e e

or telephone. For example, let's say a company is running some kind of product e s s [p——

promotion and has created a campaign to generate product awareness with new E—

and existing customers. First, the company creates the target group based on cer-

tain attributes, for example, hobbies, region, and so on. This target group is

assigned to the campaign, and the sales representative is asked to call the custom- it Sk 0 00
ers within the target group to raise awareness of the products and discounts that Figure 9.2 Interaction Center Sales

the customer can receive when buying the product. The sales representative gen-

erates the call list from the target group and runs the campaign by executing the There are two types of sales orders that customer service representatives can

calls to the customers within the target group. The representative generates the place from the IC WebClient: SAP ERP sales orders or SAP CRM sales orders.

lead based on the customer call acceptance, and those leads are then further con-
verted to opportunities and finally sales. This is one of the examples where IC
plays a vital role in executing these tasks.

When using SAP ERP sales orders, the orders aren't saved in the SAP CRM data-
base but are stored directly in SAP ERP via the LORD Interface (Lean Order Inter-
face). When creating an SAP CRM sales order, however, the orders are saved in
the SAP CRM database triggering middleware replication to SAP ERP. This is
9.1.2 IC Sales shown in Figure 9.3. A detailed configuration and scenario regarding these sales

IC Sales covers a wide range of functionality that customer representatives and order is covered in Chapter 6.

sales representatives use as part of their day-to-day activities. Most companies

cover the following work centers with the IC Agent role (some of which are SAP CRM SAP CRM

. . . SAP CRM Sales Order SAP ERP Sales Order
shown in Figure 9.2): ACCOUNT IDENTIFICATION, SALES CYCLE (leads, opportunities, Sales order ceated from IC S P ——
quotes, contracts, and sales orders), COMPLAINTS, AGENT INBOX, PRODUCT INFO, Rebitan Ul Wl U

and RePORTS. IC Sales overlaps with the SALESPRO business role.

IC Sales beings with the creation of leads and then turns them into opportunities. SRER T

Details regarding configuring leads are covered in Chapter 5, and opportunity Sales order saved in SAP
. . o . CRM datab

details are covered in Chapter 6. After the opportunity is set with the status WoN, i

the customer calls to place an order with the customer service representative. The

customer service representative confirms the account and accesses the customer's SAPERP ([ SAPERP v
account history. He then places an order for the customer. While placing an Sales order replicated to S S——
order, the customer service representative searches for the product and can also SAP ERP system ERP system
offer some product proposals (i.e., cross-sell or up-sell). After the order is saved,

the confirmation is received by the customer via email or fax. Figure 9.3 SAP ERP Sales Order and SAP CRM Sales Order
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9.1.3 IC Service

The IC Service helps an organization conduct and track its service transactions
effectively. Real-time communication with service transaction updates results in
addressing customer grievances on a timely basis. Customer service is one part of
the organization that always has the challenge to keep up with customer com-
plaints and service requests.

To provide optimal customer service, it's imperative to be proactive. Overcoming
these problems often results in monetary gains and a good name in the market.
Details regarding SAP CRM Service functions, business processes, and configura-
tion are covered in Chapter 7. However, you can perform the following functions
with the IC Service:

» Service order
As previously described, a service order is a specific agreed-upon service to be
performed between the service recipient and service provider. It allows agents
to deep dive into technical analysis of the issue received by the customer and
categorize the issue based on multilevel categorization. The service order can
have service items, service part items, sales items, or expense items.

» Service request

A service request transaction within IC Service provides the ability to fulfill cus-
tomer services and track the progress of the service cycle with a service level
agreement (SLA). The service request can be used in the shared services sce-
nario, for example, SAP IT Service Management, or it can be used in the cus-
tomer-facing service scenario, for example, a customer calls for the delivery of
the products or nonfunctioning machinery parts. You can dispatch, set up an
approval process, maintain categorization, and so on to fulfill the customer ser-
vice request.

» Complaints

Customers calling for complaints and returns can be logged as complaints in
SAP CRM. Complaints have a lot of features. For example, you can categorize
complaints based on the customer calls received. This can include late deliver-
ies, over pick, under pick, damaged products, and more. You can assign multi-
level categorization to escalate the complaints to different departments and get
dollar amount approval. From complaints, you can trigger credit memos, debit
memos, free of charge, substitute deliveries, and return requests.
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» Case Management
Case Management allows companies to manage complex problems. These can
be assigned to different groups that need to be work on and resolve the same
issue. Case Management service capabilities include change request manage-
ment, case processing, and activity processing.

» Product registration
Product registration allows the agent to search an Installed Base (IBase) and
Installed Object (IObject). If the product is registered, the confirmed account
shows the list of the products bought by the customer on the account identifi-
cation screen. This helps to go directly to the details of the product that the cus-
tomer has called for.

» Knowledge search
This allows the agent to identify solutions to known problems and resolve the cus-
tomer issue on the first call, thereby providing maximum customer satisfaction.

The IC allows companies to maintain core areas of SAP CRM while taking advan-
tage of the many features provided by the IC application. In the next two main
sections, we'll look at two integrations that can be performed in the IC: Computer
Telephony Integration and Multichannel Integration.

9.2  Computer Telephony Integration

Computer Telephony Integration (CTI) involves connecting an organization's
telephone system to the application software to automate call center functions in
order to reduce the call cycle time. Sales representatives get the account informa-
tion readily available on their screen without browsing through the different
application screens.

CTI is a technology that has CMS sitting on the Private Branch Exchange (PBX)/
Automated Call Distribution (ACD) switches. The CTI system setup can be differ-
ent for different vendors. Some of the advantages of using the CTI include the
following:

» Faster connections for customer service to a specific customer's information in
SAP CRM, reducing wait time and total handle time.
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» More complete customer interaction history in SAP CRM, enabling improved
customer experiences based on visibility of the last interaction and complete
history.

» Analytics capability through linking the caller ID with the interaction record.
This gives a complete view of the call being made and linkages of all the trans-
actions executed for the customer during the call. Customer service and man-
agers can access this information in real time.

9.2.1 Business Functions

Before going through some of the key telephony integration points, let's look at
some telephony functions:

» Queuing
Queuing is most commonly referred to as waiting in line to get someone to
answer your call. For heavy inbound calls, the call wait time increases, and
sometimes telephony systems direct you to leave your number for the call back
option. Queues are managed by ACD, which, as mentioned previously, is a
component of the CTI system. It helps you pass the call to the right agent and
manage the queues based on the rules set up in the CTI system.

» (Call treatment
Call treatment is also managed by ACD. As soon as a call is received, ACD
decides what to do with the call, that is, whether to send it to Interactive Voice
Response (IVR) or send it to on hold.

» Routing
Routing customer calls to the right agent is imperative to get the customers ser-
viced properly. ACD also manages the call routing based on the service skill
group or the multichannel routing, and so on.

With CTI, certain telephony functions can be carried out in the IC. These func-
tions work as screen popups and include the following:

» Automatic Number Identification (ANI)
ANI is used to identify an account based on the caller's telephone number. The
account identification is only successful when the information on the customer
master record in the SAP CRM system matches with the caller’s telephone num-
ber. This approach is tedious because the caller's telephone number isn't
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always the same as the one maintained in the customer master record. There-
fore, the success rate isn't very high in this case.

» Dialed Number Identification Service (DNIS)
DNIS is a functionality that helps route the call to the right agent based on a 1-
800 number. Let's say Company ABC is running some kind of promotion or a
campaign to launch a new product. For this reason, the company has assigned
a specific 1-800 number, which will route the call to the specific skill group.
Therefore, anybody calling this number will be routed to the right agent, and
the customer information is populated on the screen with the caller number.

» Interactive Voice Response (IVR)
Presently, many companies have implemented IVR to get a successful account
identification as compared to others such as ANI for which the success rate is
very low. IVR provides enough key information about the caller to determine
who is calling and identify the caller's account within SAP CRM.

» Call Attached Data (CAD)
Information gathered from the IVR is collected in the CAD, which is then used
to identify the account on the ACCOUNT IDENTIFICATION screen. In the IC, it's
possible to identify a customer by extracting the customer's account ID from
the CAD.

9.2.2 SAP Business Communications Management
SAP provides its own CMS that offers CTI functions: SAP Business Communication
Management (SAP BCM).

SAP BCM is used to connect customers with the right agent. The communication
between a customer and company agent can be through different channels such
as email, phone, or fax. Figure 9.4 shows the SAP BCM and SAP CRM integration
architecture. In other words, SAP BCM is a contact center solution that helps
organizations connect with customers rapidly and resolve their issues with qual-
ity and target costs. The communication can be inbound or outbound.

Following are some of SAP BCM's capabilities:

» Voice Over IP (VoIP) telephony service
» Unified multichannel contact routing

» Voicemail and messaging services
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» Presence and directory services

» Call recording and contact history services

» Online monitoring and analysis tool

» Consolidated administration, management, and control
» Softphone, IP desk phone, and mobile clients

» Deep SAP business context integration through open interfaces

SAP BCM SAP CRM
Email Business
le>» Comm.
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at Chat Web Server - S
o o
== g
9]
Phone Call C 5O Eg
one Cal VolP Gateway E }é § : Web Services : § g
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g SAP CRM
Y Application
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(optional)
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> SAP BCM Softphone and <
SAP CRM Interaction Center
Third-party PBX
User Phone %

Agent Desktop

Figure 9.4 SAP BCM and SAP CRM Integration Architecture

9.2.3 Third-Party Computer Management Software

Besides SAP BCM, there are different third-party, SAP-certified CMS vendors,
including Genesys, I3, Avaya, and Cisco, which can be connected to SAP CRM via
the SAP CRM Integrated Communication Interface (SAP CRM ICI). Similar to SAP
BCM, these CMSs support multichannel integration and enable a 360-degree

view of customers.

To get a better idea of what a third-party vendor provides, let's look at Genesys as
an example. Genesys has a bolt-on called Gplus Adapter that is considered one of
the leading multichannel integrations for email, phone, and fax routing capabilities.
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Genesys Gplus Adapter is an SAP-certified solution that integrates Genesys' real-
time interaction solutions. In the next section, we'll use Genesys as an example sys-

tem for configuring the CTI integration.

9.2.4 Configuring the Computer Telephony Integration

In this section, we'll look at the steps involve in configuring the external CTI sys-

tem with the SAP CRM IC WebClient. Follow these steps:

1. Maintain the CMS profile via the SAP CRM configuration by navigating via the
menu path, CUSTOMER RELATIONSHIP MANAGEMENT « INTERACTION CENTER WEB-
CLIENT » BASIC FUNCTIONS « COMMUNICATION CHANNELS « DEFINE COMMUNICA-
TION MANAGEMENT SOFTWARE PROFILES. Add the entries, as shown in Figure 9.5.

change View "Define Ci fcation M: £ Software Profiles": Overv

P NewEnvies B E B E B G

Define Commurication Management Software Profies
Com Mgt Software Prafile Descriptian
T a
SAPCCE E‘OR‘ COWNECTION TO CONFIGURED SAFCCE

Manual CMS ... Presence En,.. Multisessioning [Manual Channel and Queve Assignment
- No Manual Assigmment to Ch.. ¥ Radio Buttons Combined wi +

Work Mode Selection

m

Figure 9.5 Define Communication Management Software Profile

2. Next, maintain the CMS connections by following the menu path, INTERACTION
CENTER * INTERACTION CENTER WEBCLIENT » ADMINISTRATION » COMMUNICATION
MANAGEMENT SOFTWARE ¢ INTERFACE SETTINGS ¢ MAINTAIN COMMUNICATION
MANAGEMENT SOFTWARE CONNECTIONS. As shown in Figure 9.6, enter the
CoMM. MGMT SOFTWARE SYSTEM ID, which for our example is “GENESYS".

New Entries: Overview of Added Entries
TEEER

Cornrnunication Management Software Connections
Cornm. Marmt Software Systern 1D Cornection Session Connection

T T
IEEENESYS| J4D933B2E|3.t’-\.t’-\E2D36E 1000000640701EC

@

INTEGRATION_SERVER_ =

-

Figure 9.6 Communication Management Software Connections

3. Navigate to INTERACTION CENTER ¢ INTERACTION CENTER WEBCLIENT « ADMINISTRA-
TION « COMMUNICATION MIANAGEMENT SOFTWARE « MAINTAIN SYSTEM SETTINGS. In
Figure 9.7, maintain the system settings for CMS, including the channels you
want to integrate, for example, telephone, email, chat, and so on. Figure 9.8
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shows the configuration to maintain the MAIL E-MAIL and PHONE TELEPHONY 5. Assign the CMS profile created to the function profile CONTACTCENTER, as
channels. shown in Figure 9.10. Navigate to CUSTOMER RELATIONSHIP MANAGEMENT ¢ U]
FRAMEWORK * BUSINESS ROLES « DEFINE BUSINESS ROLE.

New Enftries: Details of Added Entries
ey I, - : A :
R E R Change View "Assign Function Profiles": Overview
: f? Mew Entries @ 2}
Dialog Structure System ID GEMESYS
v SAMaintain Systemn Settings DH'E St’;du’e | Business Role IC_AGENT
= e Define Business Roles
[“T-I C&annels WETETY SSiz SETEE + &l assian Function Profiles e
Quees o [ = - [adjust work Centers ¢l
Descrintion LGen95Y5| i + CIadjust Wark Canter Grou Function Profils 10 Frofile Yalue Diescription
CAD Handling ~ [CJadjust Direct Link Groups CASE DEFAULT Case
“simple CTI + [ adjust Diract Links CATEGORIZATION DEFAULT Categorization
imple » [Define Keyboard Shartout CHAT DEFALLT chat
S4Pphone > Dladust Central Search Oy CMS_ROLE DEFALLT_IC Cornmunication Channel Enabled
—— r
Defer E-Mal Sub CONTACTCENTER SAPCCS o, Managerent Software|
CONTENT_MGNT DEFAULT Content Managernent
CONTEXTAREA DEFAULT Context Area

Figure 9.7 Maintain System Settings .
Figure 9.10 Assigning Function Profile CONTACTCENTER

Change View "Channels": Overview In this section, we've discussed the various features and functions that CTI pro-
% NewEnties B & E} vides. In addition, we looked at SAP's CMS option, which includes SAP BCM and
Dialg Structure System ID GENESYS third-party vendors such as Genesys. These can be used to connect SAP CRM via
~ Maintain System Setti
e — SAP CRM ICI and Business Communication Broker (BCB) to integrate CTI func-
- SES . . . . .
Diquees prre— i tionality. Finally, we walked through the configuration steps for connecting SAP
T 1
MAIL E-Mail v = CRM to CTI using Genesys as the CMS. Next we'll look at the second type of inte-
PHONE Telephony | . . .
gration possible in the IC.

Figure 9.8 Maintain Channels for the CMS

. , 9.3  Multichannel Integration
4. Again, assign the COMMUNICATION MANAGEMENT SOFTWARE SYSTEM ID to the

CMS profile via the menu path, INTERACTION CENTER « INTERACTION CENTER In addition to using the telephone as a form of communication integration, SAP
WEBCLIENT + ADMINISTRATION + COMMUNICATION MANAGEMENT SOFTWARE « CRM can also be integrate with other communication channels with the help of
ASSIGN PROFILES (see Figure 9.9). CMS. In this section, we'll look at multichannel integration for email, fax, letter,

SMS, and web chat.

Change View "IC MCM Com Mgmt Software Link Profile & System": Overview
‘? MNew Entries B 2} @ @

IC MCM Corn Mgrnt Software Link Profile 8 Systern
Com Mgt Softwate: Prafie Corm Mamt Software System 1D il Apart from telephone use, email has become a primary communication channel

9.3.1 Email

r T
SAPCCS = N . c .
‘?ENESYS| 4 - for orgamzatlons. In an environment where customer care on phones isn't feasi-
ble, customer communication is highly based on email or fax. Email integration
Figure 9.9 IC Communication Management Software Linking the Profile and System in SAP CRM can be done in two ways:
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» Pull email
Figure 9.11 shows the email flow via SAP CRM ICI and SAPConnect. In the pull
email mechanism, whenever email is routed via SAPConnect, it goes to the
agent group inbox based on the workflow and routing rules within the Email
Response Management Service (ERMS). The IC agent then accesses the inbox to
pull the emails and work on the issue.

SAP CRM

Email from the [———> ICl
customer
——3» SAPConnect

| Accept || Reject

— Agent Inbox

Figure 9.11 Email Flow to the SAP CRM System

» Push email
In the push email mechanism, when the email flows through CMS, which con-
nects the SAP CRM system via SAP CRM ICI, the email shows as accepted or
rejected on the ACCOUNT IDENTIFICATION screen of the IC agent. When the
agent accepts the email, a screen pops up, and the account information is pop-
ulated accordingly.

When working through SAPConnect, the email flow is as follows:

1. Email is received from the email server that is connected to SAPConnect.

2. This triggers the inbound flow distribution (i.e., dispatching email to the work-
flow).

3. Workflow routes the email as a work item to the IC agent.
4. ERMS triggers in to route the email to the agent inbox.

5. The agent inbox receives the email to be worked on.
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Figure 9.12 shows the email interaction with the SAP CRM system where you can
see one other ERMS diverting the email to SAP CMS as ERMS push emails.

Email Push Email Pull ERMS Push
Integrated ERMS Push 1 Integrated
Communication SAPConnect Communication
Interface SAPConnect Interface
SOAP/XML SMTP SOAP/XML
SMTP
ICI ICI
Connector Connector
Communicaion Communication
Management >
Software Software
Email Server Email Server Email Server

Figure 9.12 Email Interaction within SAP CRM

Refer to SAP Note 882653 (Frequently Asked Questions (FAQs) about the Agent Inbox)
to understand some of the key concepts of the email flow to the agent inbox. SAP Note
455140 (Configuration of Email, Fax, Paging, or SMS Using SMTP) provides you with
the configuration steps to set up SAPConnect.

9.3.2 Fax, Letter, and SMS

Like email, fax, letter, and Short Message Service (SMS) can be integrated with
CMS or SAPConnect. The IC can communicate with these different channels. SAP-
Connect can be connected with the fax server, which is then routed to the IC
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agent inbox using SAP workflow similar to the previously described email flow.
When using SAP CRM ICI, the faxes are pushed to the IC agent, which results in
the screen popup.

Letters aren't very widely used in the day-to-day business environment. The pro-
cess of pushing letters into the SAP CRM system is a bit different from any other
communication channel. When a letter is received from the customer, someone
from the company has to scan that letter physically and run the ArchiveLink sce-
nario (Transaction OAWD). The ArchiveLink scenario uses the workflow to create
the work items and push them to the IC agent group box. These are categorized as
letters so that the IC agent can pull these to work on them.

SMS can also be integrated with SAP CRM IC as one of the communication chan-
nels. SMS can also be received via SAPConnect just like email via SAP CRM ICI.

9.3.3 Web Chat

Web chat is growing in industries where immediate interaction is a key to solving
customer issues. Although this communication channel isn't widely used due to
social media awareness, people are more into communicating with messenger
services. The IC does provide the capability to accept web chats from customers
and reply to address their concerns.

You can also leverage the interactive scripting functionality with the web chat.
Based on the issues, you can have the text reader available to reply back to the
customer. The IC provides the capability for one agent to chat with multiple cus-
tomers at the same time.

In this section, we discussed the multichannel communication integrations that
can be employed with the IC, as well as provided an overview of how these chan-
nels can be integrated to SAPConnect or SAP CRM ICI.

9.4 Account Identification and Account Fact Sheets

IC agents can view the account details when a customer calls via the ACCOUNT
IDENTIFICATION screen. After a customer account is created, an account fact sheet
is made available allowing the IC agents to get an overview of their customers.
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In this section, we'll discuss account identifications and account fact sheets, along
with the steps involved in their creation and configuration.

9.4.1 Account Identification

As previously stated, IC agents have the ability to review account details when a
customer calls in by confirming the account on the ACCOUNT IDENTIFICATION
screen. Most companies have requirements to confirm multiple partners. In these
scenarios, you need to configure the account identification profile for multiple
business partners. After the account is confirmed, the accounts are carried over to
the business transaction automatically until the call ends.

Account searches are carried out for the following scenarios:

» Business-to-business (B2B)
» Business-to-consumer (B2C)
» Mixed B2B and B2C

» Employee

Figure 9.13 shows the ACCOUNT IDENTIFICATION screen for the single account,
which shows the confirmed account. The RESULT LisT shows the IBASE ID and
I0BJECT ID. Based on your configuration of the object component, you can dis-
play the list of the IBase or IObject associated with the customer. This helps to
directly drill into the product the customer bought and the issue in question,
which helps the service representative service the customer appropriately when
on a call.

Figure 9.14 shows the customer account details on the ACCOUNT IDENTIFICATION
screen. The overview consists of CONTACTS, ADDRESSES, INSTALLED BASE, HISTORY,
RELATED PARTNERS, OBJECTS, and COMMUNICATION. You can drill into each of
these objects and see the details on the right side of the screen.
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b O Copier 100000000000002920 100000000000002:
Figure 9.13 Account Identification Screen
Result List 11 Account Foun 5 Relsted Partners Found
Actions Accaunt Accourt ID Street Postal Code City Telephonie/Extension Extension
Contfirm Demo Customer 1004418 7160 Chadwood Lans 43235 Columbus 1234567680
Confirmed Partners
Update &
Actions | Accaunt Account I Street Postal Code City Partner Function
~ Demo Customer 1004418 7160 Chadwood Lane 43235 Columbus € Ship-a-Party -
A contacts Actions Cortact Person Function Extenision Telephone E-Mail Address
B4 sddresses
L] Installed Base
Histary
&R Related Partners
Objects
B Commurication

Figure 9.14 Result List and Briefcase

Figure 9.15 shows the multiple ACCOUNT IDENTIFICATION screen wherein the
ship-to and sold-to parties are confirmed. The RESULT LiST shows the CONFIRMED

PARTNERS.
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@ SHIP-1004418-Demo Customer, Columbus, USA
SOLD-1004418-Dema Customer, Columbus, USA
= < Accept || 8 Reject || &Hold | & Retrieve |9 Hang Up || Transfer || 0¢Warm Transfer | €3 Consutt | €9 Gonference || 64 Toggle || End | B Dial Pad || Reset GTI || Clear Inter: Ready -
Saved Searches v [Go][ Advanced |[@
Identify Account (ID: 1004418) B Back - & -
&
e saelid Details | Account | Employee | Installed Base | Object -
Account Fact Sheet Accourt Role: Al - Street/House Number.
Account Overview ccounty City:
T e e Account ID: 1004418 Postal Code:
ey Relationship: Al - Country:
Related Partner Role:  Contact Person - Telephone
Lo First Narme/Last Name: Transaction ID
Letter E-Mail Address
Knowledge Search Fax
Knowledge Article Sea... | Search Account | Clear||Reset ||
Exal Result List : 1 Account Found
Script
Inbox B
Index Actions Account Account ID Street Postal Code City Telephone Extension Complete name
[ confrm Demo Customer 1004418 7160 Chadwood... 43235 Columbus 1234667590 BuiHeader not b...
Confirmed Partners
Undate By
Acti.. | Account Account ID Street Postal Code City Partner Function
b oa Demo Customer 1004418 7160 Chadwond Lane 43735 Columbus Main Patner ~
b Demo Customer 1004418 7160 Chadwood Lane 43235 Columbus Contact Partner -~ -

Figure 9.15 Multiple Account Identification

Let's now go through the configuration steps required to set up the account iden-

tification functionality for multiple partners. Follow these steps:

1

. Use the following menu path to configure the ACCOUNT IDENTIFICATION PRO-

FILE: CUSTOMER RELATIONSHIP MANAGEMENT ¢ INTERACTION CENTER WEBCLIENT e
MASTER DATA « DEFINE ACCOUNT IDENTIFICATION PROFILES FOR MULTIPLE BUSI-

NESS PARTNERS.

. Figure 9.16 shows the ACCOUNT IDENTIFICATION PROFILE DETAILS view with the

CAD APpPLICATION ID and XSLT FILE that allows you to connect with the IVR sys-
tem. If you maintain the CAD APPLICATION ID name and XSLT FILE, it allows
you to use the contact's attached data from the IVR system to identify the
account. All the available XSLT tags and attributes are listed and explained in
the sample XSLT program CRM_IC_BPIDENT_EXT_IAD_TO_ABAP.

. Figure 9.17 shows the Auto CONTINUE functionality that can be activated for

different channels. If you activate the CONTINUE check for any of the channels,
the confirmation is automatically performed as soon as the unique accounts are

found.
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Change View "Account Identification Profile": Details
*2  New Entries [ENE= |

Diglog Structure Account Identification Profie DEF&ULT
~ Slaccount Identification Profile Description Defadlt
+ [Jauto Continue
~ [JSearch Tabs
+ [(Jaccount Roles
+ [JRslated Partner Rolas Contact-Attached Data Extraction

Account Icentification Profie

+ CRelationships CAD Application 1D
- I:IPEI‘tner Functions BT r‘ 5
M Assign v b

Figure 9.16 Account Identification Profile

Change View "Auto Continue": Overview
%7 Mew Entties ER2) 5

Dialog Structure account Identification Profile DEFAULT
~ [(Jaccount Identification Profile
+ Sauta Continue

v [EEcearch Tabe Auto Continue

» [Daccount Roles Channel Contnie i

+ [JRelated Partner Roles ANT Phone (ANI) b [_j b
+ [JRelationships CHAT Chat ~ ] b
= [IPartner Functions EMATL F-Mail - O

+ [Jassign - a

NORM Marual Search

Figure 9.17 Auto Continue

4. Figure 9.18 shows the SEARCH TABs that are available on the ACCOUNT IDENTI-
FICATION screen. As shown, there are five tabs available: DETAILS, ACCOUNT,
EMPLOYEE, INSTALLED BASE, and OBJECT). If your business scenario doesn't
require IBASE and OBJECT tabs, you can remove the configuration as shown in

Figure 9.18.

Change View "Search Tabs": Overview
%2 & New Entries EoEEE

Dialog Structurs Account Identification Profile DEFAILT
~ [(daccount Identification Profile
+ (Dauto Continue

~ Ssearch Tabs Search Tabs
« [Jaccount Roles Sequence I_Descnutiun _|Tw;|e of Search Tab Component Name [T
+ [(dRelated Partrer Roles 10 LA\:cUumL. JBF’ Business Partner v o
* DCIRelstiorshins 20 Employee EF Business Partner v o
b D'Emer_ RECHOS 30 Installed Base 0BT Object Component ~ TCCNP_IBASE
Assian 40 Ohbject OEJ Object Component » TCCNP_TOBJECT

Figure 9.18 Search Tabs
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5. The CHANGE VIEW “SEARCH TABS": DETAILS screen allows you to define the
account identification scenarios, such as B2B, B2C, or EMPLOYEE (see Figure
9.19). You can also activate FIND RELATED PARTNERS AUTOMATICALLY and acti-

vate the account from the ACCOUNT IDENTIFICATION screen.

Change View "Search Tabs": Details
%2 New Entries E v E 2 EF

Dialog Structurs Account Identification Profile
* [Jaccount Identification Profile
+ [(Jauto Continue

= SUSearch Tabs Seduence I_lO
+ [Jaccount Roles Description L»'-\ccountl
- elate: artner Roles  Tab Type LISiNess Harter
[IRelated Partrer Ral b EF B Part

+ [CJRelationships
= CIPartrer Functions

Business Partner
+ [(Jassign

Max, Hits 100

Account Search

Contact Person Role wWithin Arcount (B28)

Related Business Partrer Search

|Find Related Partners Automatically

Accourt Creation

Partner Categaory 2 Organization
Grouping 0001

Partner Type

Default Role

" ICheck &ccount for Duplicates

Scenatio BZE Business-to-Business (B2B)

Figure 9.19 Search Tab Details

6. Figure 9.20 shows the AccOUNT ROLES configuration, where you can add the
account role; those accounts can be searched on the ACCOUNT IDENTIFICATION
screen. The ship-to party isn't listed in Figure 9.20; if you try to search for ship-

to, it won't return any account.

7. Figure 9.21 shows the RELATED PARTNER ROLES configuration. The RELATED
PARTNER ROLES field on the ACCOUNT IDENTIFICATION screen comes with this

configuration.
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T ST After the account is confirmed, you see the list of the accounts with the partner
functions (Figure 9.23) in the CONFIRMED PARTNERS section below the result list
% newbnties B B B B B . ( & :
: in the ACCOUNT IDENTIFICATION screen.
Diglog Structure Account Identification Profile DEFAULT
e I:l.t'-‘la_glzount Ident.iﬁcation Profila Sequence 10
R (R Change View "Partner Functions": Overview
~ [(Jsearch Tabs
+ SHaccount Rales Account Roles %2 Mew Entries [EN)
+ [JRelated Partner Roles Role Desctiption Sequence il
+ CIRrelatiorships CRMO00 Sold-Ta Party 0] o Dialog Structure Account Identification Profile DEFAULT
~ [IPartner Functions CRNO0E e "20 4 - ~ [larcount Ident.iﬁ[atinn Profile
+ [ assign + [(Jauto Continue e T
oL DSearch Tabs ‘artner Functions
+ [ accaunt Roles Sequence 1 Partner Function Description Partner Type Maimum i
Figure 9.20 Account Roles + [(ORelated Partner Rolas 10 Main Partrer MAINEP Main Partner 1 i
+ [(Jrelationships : 20) Contact Parther MAINCP Main Contact Per. v 1 o
~ CAPartrer Functions 50 Reparter (on behalf) 40D Additional Partner '%|
+ Oassian i
Change View "Related Partner Roles": Overview
% Mew Entries B> E E Figure 9.23 Partner Functions within Account Identification
Dial% Structure Account Identification Profile DEFAULT
~ [account Identification Profile . . . . .
5 Es e ESRMETEE 1e 9. The last step in the configuration is to assign the ACCOUNT IDENTIFICATION
T Bl Tabs ST T PROFILE to the FUNCTION PROFILE ID BPINDENT_MULTIPLE, as shown in
+ CiRelated Partner Roles Role Description Sequence il Figure 9.24.
+ ORelatiorships ) BUPOO1 Contact Person [10| ] -
h ‘:‘Etner_ U CRIN00Z Ship-To Party 20 bt
+ Llasdan Change View "Assign Function Profiles": Overview
‘,"&“ Mew Entries B 2] @ @
Figure 9.21 Related Partner Roles T SRS T
~ [(JDefine Business Roles =
+ Sl assign Function Profiles esign Function Frafies
8. Figure 9.22 shows the RELATIONSHIPS configuration, which depicts the relation- RN T R
ship of the confirmed partner in the result list. Based on this configuration, the = Eangust Dvect Lk Groups | EPLDENT_RULTLFLE DEFALT PHDR I T .
+ [CJadiust Direct Links ERIEFCASE DEFAULT Generic Briefcase Profie
result list on the ACCOUNT IDENTIFICATION screen shows related partners. e e e ERMS_SAHPLE Cel attached Dits
*| CALL_LIST Cal List

Change View "Relationships": Overview Figure 9.24 Assign Function Profile in the Business Role

% G New Entries B «
9.4.2 Account Fact Sheets

Dialog Structure Account Identification Profile DEFAULT
= [(Jaccount Identification Profie . .
T FIhE G The account fact sheet provides an overview of customers as well as a condensed
H Relationships . . .
(Jsearch Tabs —— — view of the data based on your specific business needs. Account fact sheets pro-
+ (Jaccount Roles Relationship Category | Description Sequence [T . . . . .
. CJRelated Partrer Roles | BUROOL [Ty — Yo - vide key information that customer service representatives should know before
L J
* ClRelationships CRIHO2 Has the Ship-To-Party/Recipient 20 b interacting with the customer.
~ [JPartner Functions
+ [assi . . s 1 .
=1 The information on the account fact sheet is listed as a part of the assignment

. o — block. This means every view on the fact sheet shows that the assignment block
Figure 9.22 Relationship within Account Identification
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and fact sheet can be launched from the account overview screen, as shown in
Figure 9.25. The MORE button on the account overview for the fact sheet is avail-
able with the UI PFCG role SAP_CRM_UIU_SLS_PROFESSIONAL. You can copy
this UI PFCG role and assign it to your business role.
The information on each fact sheet view can be pulled from different systems or
the same system. It can be pulled from SAP BusinessObjects BI, SAP ERP, SAP
CRM, or SAP Supply Chain Management (SAP SCM). These can be in the form of
master data or transactional data.
»E','_‘VCF:M Interaction Center Perscosize | SysemNews | Legft
]
= o inccent | [ 38 Reect | [ ol | [, Retrieve | [ Hang Up | [ Transter | [ werm Transter |[ £ Consut | [ conterence | [ Togpe | [End | [BH £l Pad | [Fieset CT1 || Gear iteraction | Resdy -
porate A 1. Detno Custi / Columbus OH 43235 . - ElBucx - [ -
| | (5t [FE0t | Show Bupcates |uamns | FeBr7E
= Accound Detaits  [VEdt ::r:e;m =
— T = -
SM::"‘:‘: hmug::::: g :::MX.(AQN

Tox keizdicton Code:  OHA3Z3500

Employes Responsitie O Box T Code:
Descrgton: Frone +1 (1234567850)
Eeployee 0 Fac 1 (1234567890

Company Code: ek

Wbl

Communication Method  E-si
Job St

~ Roles  EstList Hass
Acdors Fole -

Menday, September 15, 2014 21:21

Figure 9.25 Account Overview with Fact Sheet Option

We'll now discuss the steps involved in configuring account fact sheets; you can
change or copy the configuration based on your specific requirements. For our
purposes, we'll use a standard fact sheet example BP_ACCOUNT_FS. Follow these
steps to configure the fact sheet:

1. Review the views or create a new view based on your requirements to pull the
data from the other systems. Figure 9.26 shows the different views for the BP_
FACTSHEET component that can be accessed via Transaction:BAP_WD_
CMPWB. You can configure the fields on each of views that you want to see on
the fact sheet.
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3 Test & EllWizard Log  GEPerform Checks

&% Comporent Structure Browser

Structure of Component BP_FACTSHEET - Enhancement Set Z_NA_BMG_ENH_SET

(HiFind View Layout  EIDelete Component Erhancement

&% BOL Model Browser

[ Runtime Repository Editor

[Elride obsoiete

v OFavorites
~ o Component
+ <% Component Contraler
» B windaws
» & custam Contraliers
~ Dviews
+ EIBP_FACTSHEET/AccountBilling
.
- 0 BP_FACTSHEET/AccountShipping
- E]BP_FACTSHEET/Activities
+ [ BP_FACTSHEET/EIRepertFProxy

] < Wiew Structre | RT Rep Details of View - Configuration

~ (EIBP_FACTSHEET/AccountSales
~ B BF_FACTSHEET /AccountSales

~ o view Controller
~ 03 accountSales.do

- @ Implementation Class CL_BP_FACTS_ACCOUNTSALES_TINPL
b (0 Context
» O context related Methods
v CIBreadcrumbs and Messages
» (3 Toolbar related Methods
» (3 contraler Initiaization and Destruction
» CJRequest Processing
» 3 Event Hardier
b $ Inbound Plugs
b Outbound Plugs

« [ EF_FACTSHEET/Backordersks - (3 View Layout
- [E EF_FACTSHEET/Cases ~ ¢ accountsdeshtm
+ E BP_FACTSHEET/ConpetitorProducts » B Page Attributes

- [ BP_FACTSHEET/Contacts

- EI BP_FACTSHEET/CreditInfornationR3
- [E BP_FACTSHEET/IBaseConponents

- ] BP_FACTSHEET/IndividualObjects

+ [ BP_FACTSHEET/InstalledBases

- EIEP_FACTSHEET/InteractiorHistory
- EIEP_FACTSHEET/LastSalesDocsR3

+ [ BP_FACTSHEET/MarketingAttributes
+ E BP_FACTSHEET/MitzCanpai gns

- [ BP_FACTSHEET/OpenLeads

Figure 9.26 Maintaining Fact Sheet Component Views

2. Add the entry of that view if it doesn't exist in the configuration path, Cus-
TOMER RELATIONSHIP MANAGEMENT » Ul FRAMEWORK « Ul FRAMEWORK DEFINI-
TION « FACT SHEET « MAINTAIN FACT SHEET. You can create the new FACT SHEET
ID and assign the views to the customer FACT SHEET ID. Figure 9.27 shows the
view examples from BP_FACTSHEET.

Change View "View Assignments": Overview

% Mew Entries &

Dialog Structure Fact Sheet ID EP_ACCOUNT_F§

= (JFact sheet

o Slview Assignrnents
~ ClLayout Wiew Assignments
+ [CI63rid Layout Dsfinition Component Mame | Interface View Inbound Plug [Tite 1
EFP_FACTSHEET BIReport DEFAULT EI Report] ]}
EP_FACTSHEET ContactsWindow DEFAULT Cantacts
BP_FACTSHEET InteractionHistoryWindo . DEFALLT Interaction History
EFP_FACTSHEET TMainindove ACCOUNTBILLING Account Biling Data
EP_FACTSHEET Mainwindove ACCOUNTSALES Account Sales Data
EP_FACTSHEET Maimaiindon ACCOUNTSHIPPING  Account Shipping Data
BFP_FACTSHEET Maimwindow ACTIVITIES Activities
EFP_FACTSHEET PMainindove BACKORDERS Backorders
EP_FACTSHEET NMainwindove CASES Cases
BP_FACTSHEET Maimaindon COMPPRODS Competitor Products
BFP_FACTSHEET Maimaindo CREDITINFORMATIO . Credit Information
EFP_FACTSHEET Mainindove DEFAULT Opportunities
EP_FACTSHEET Maimaiindon IEASECOMP Instaled Base Components
BP_FACTSHEET Maimaindon TBASES Instaled Bases
EF_FACTSHEET Mainwindow INDWOBJECTS Individual Objects
EFP_FACTSHEET NMainindove LASTSALESDOCS Last Sales Docs -
EF_FACTSHEET Mainwindowe MKTINGATTRS Marketing Attributes -
1 «

Figure 9.27 Maintaining the Fact Sheet
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3. Configure the fact sheet component BSP_DLC_FS by going to Transaction BSP_
WD_CMPWB and selecting the view BSP_DLC_FS/FACTSHEET. Figure 9.28
shows the fact sheet configuration where you can choose your custom fact
sheet or select the existing fact sheet, for example, ACCOUNT FACT SHEET BP_
ACCOUNT_FS, and create the new configuration with your business role con-
figuration key (ROLE CONFIG. KEY).

Interaction Records | 9.5
Structure of Component BSP_DLC_FS - Standard View
ETest o Elwizard Log  &bPerform Checks  (H)Find view Layout @ Enhance Companent
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Up  Down
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Hide Search Fields

. B ESF_DLC FS/Tiled Title Titls Configuration Load Option
+ B BSP_DLC_F&/TvoColumn Bl Repart Sales Organizatio..  Configuration Expanded
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S Interaction History Account Revenue .. Configuration Expanded
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Account Sales Data 0 Credit Information  Configuration Expanded
Account Shipping Data Interaction History  Canfiguration Expanded
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Fact Sheet:  Account Fact Sheet { BR_ACCOUNT FS ) -
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[iNew @ &
Fact Sheet Role Config. Key Standard Config Customer Coniig
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Figure 9.28 Fact Sheet Configuration

4. Select the fact sheet and click the NExT button to select the page type. After
you've selected the page type, click NEXT again to assign the existing views to
the fact sheet.

5. Figure 9.29 shows the AVAILABLE FACT SHEET VIEWS and ASSIGNED FACT SHEET

VIEWS lists. Within the ASSIGNED FACT SHEET VIEWS, you can access the config-
uration to add or remove the view fields based on your specific requirements.

In this section, we discussed the account identification overview and account fact
sheet concept. We walked through the configuration steps involved in creating
both. In the next section, we'll look at interaction records.
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Figure 9.29 Fact Sheet Views

9.5 Interaction Records

An interaction record logs all of the interactions that have taken place between a
customer service representative and customer while on a call. Any transaction
placed during a call with the customer is logged into the interaction record under
the activity clipboard. This becomes a basis to fetch the report based on the call
received. In addition, you can get the call time report from other reports, but the
interaction record gives you more specific details related to the call with the cus-
tomer.

Interaction records are a central navigation point in the IC, and SAP highly recom-
mends avoiding switching off this functionality because it's core to IC capabilities.
After the call is completed and the customer service representative ends the call,
an interaction record is saved with all the necessary information that has been
executed during the call.

Figure 9.30 shows the INTERACTION RECORD screen with some details such as the
AcTiviTy CLIPBOARD with the customer and transaction attached to it executed
during the call with the customer. Some of the last interactions can be viewed
from the INTERACTION RECORD screen as well.

591




9 |

Interaction Center

EA Y CRM Interaction Center Personalize | SystemMews | Log Off
ID SHIP-1004418-Demo Customer, Colurmbus, US4
R [ booen |36 repect|[ & 1o | [ & reiieve ] (5 ong Up |[Transter | [ viarm Traner | €3 Consu ] (g3 Corterence | (€7, Tope | [ | [@H 01 Pa | [Reset cit | [Giar eraction oty Ol Rety 5]
P Interaction Record (10176561) Back ~ (] ~
NS
Hame Overview | Organizalionsl Data | Pariner lotes.
Account Identification Change History Transaction History  Type: iote [~] [Engish =]
JR—— ReasonPriorty. [Expedic Order [v] [Medum [=] Incedio Expette the Orcer
Interaction Record Campaion: [ 8] | ]
[E—— Descriptior: [Cal from Customer ABG |
Fr—— , Sistz Sz Ocen [ | [~]  [rpontScraenran]
Services »
Sales Contracts »
e | Follow-Up actons Follow-Up Details  Activity Clipboard
e ~ Transaction Typs:  [Business Activily =] Description Object I Process Type
Demo Customer 1004418
Table Maintenanze | b Descptin: | ] -
Ao | =l ] Call from Customer SBC 10178561 Interaction Record
nployes &
Credit Workbench Enpty 1330321 OC Stangard Order
Py Plenned Date: | [@] [oogo ]
Index
Recent ltems Notes History  Last Interactions, Interaction History
Return to Current Ineraction Record Iz
10176561 Ci Date Time: Channel Description Transaction D Status
sne4 70 Date 10176561 Open
sne4 00 Various 1330321
0962014 00:00 Various 81330321
osnete 00:00 500015 open
Tuesday, September 16, 20141711

Figure 9.30 Interaction Record

SAP has provided BAdI CRM_IC_IARECORD that can be used to suppress the creation
of the interaction record. See SAP Note 828402 BAdI of Interaction Record, for more
details.

9.6 Agent Inbox

The agent inbox helps the customer service representative work on incoming
items, such as incoming calls, emails, faxes, and so on, and respond to the cus-
tomer to solve any issues and answer any queries.

From the agent inbox, customer service representatives can view all of the busi-
ness transactions and work items assigned to their respective group. This helps
them pull these work items on their name and resolve the issues in a timely man-
ner. The agent inbox can also be used for IC Marketing functions, for example,
running planned activities created from the call list, contacting leads to convert
them to opportunities, and later triggering some sales out of the leads. Figure
9.31 shows the agent INBOX screen with various selection criteria and the RESULT
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LisT. The business role is IC_AGENT where the inbox is readily available. You can
copy the IC_AGENT business role to suit your specific needs.

The SEARCH CRITERIA consists of MAIN CATEGORY, which includes the transactions
that you want to search; STATUS, TIME PERIOD, OBJECT ID, ASSIGNED TO, DESCRIP-
TION, DATE TYPE, PRIORITY, ACCOUNT, and FRom/To date.
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Fax Object ID
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Knowledge Search
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Knowledge Article Sea...

E-Mail Result List: 7 Items Found
Script @ @ | [F © Nextlem | Reserve Reset Reservation Forwards | Complete Interact Link | Preview On  Shaw Table 2
Inbox T Node  Status (D.. Priority (.. Overdue  Main Category (D... Object (ID) Description Employee Respon... Created Oniat
Index b % Open < Problem 8100000001 Chandrakant Agar...  07/27/2014 13:34:04
@ Open < Lead 500013 Chandrakant Agar.. 0B/07/2014 10:29:33
b @ Open [} Lead 500001 Chandrakant Agar..  05/22/2014 22:30:06
> & Open < Senice Request 8100003338 Chandrakant Agar... 07/26/2014 15:54:58
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Figure 9.31 Agent Inbox

The search Resurt LisT includes the NoDE, which shows the link of a specific
transaction to the different transactions in the tree structure; STATUS; PRIORITY;
and Overdue, which shows the status of the item being red, yellow, or green
based on whether the work item has missed an SLA, object ID, description,
employee responsible, and so on.

9.6.1 Business Functions

The following are some functions that customer service can perform from the
agent inbox:

» Emails, faxes, and scanned letters
Organizations receive complaints, orders, or any other service request via
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emails, faxes, or scanned letters. These get stored in SAP CRM as a transaction,
which is assigned to the customer service representative's group. This can be
done through the routing rules based on organization-specific needs. Customer
service representatives can pull these emails, faxes, and scanned letters in their
agent inbox and work on those items to resolve them within the SLA specified
on each of the transactions.

» Work items
You can process all the work items (i.e., SAP and any of your custom work
items in the agent inbox). Some examples of customer work items can be the
creation of the backoffice work items and tasks for issues such as an incomple-
tion log, under/over-DELIVERY, back order exceptions, or any kind of other
exception that customer service representatives should work on to resolve cus-
tomer issues.

» Business transactions
You can pull any of the business transactions in the agent inbox, for example,
sales orders, sales contracts, service orders, confirmations, and so on.

» Advanced warning for due date
Customer service representatives can view their work items that are nearing
their SLAs. These items are marked with a yellow StATUS Indicator in the OVER-
DUE column. This is termed as advanced warning for due dates.

9.6.2 Configuring the Agent Inbox

For the purposes of example, let's consider a business scenario where we create a
work item that shows up on the agent inbox screen to resolve a customer issue by
communicating with the customer.

Let's say that a customer sends an email with information to place an order, but
he forgets to mention in the email whether the product ordered is a customer
pick up or should be delivered by an organization. This is controlled via the ship-
ping condition on the sales order. In this case, the customer service representa-
tive places an order and puts the order on delivery block. This creates the work
item in the form of a task where customer service should contact the customer
and confirm the shipping conditions on the sales order.
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This process plays out as follows:

1. An order is created with all information from the email received by the cus-
tomer service representative except the shipping condition piece, so the order
is placed on the delivery block (see Figure 9.32).

| 9.6

+ Sales Order Details  [FEdit

General Data Processing Data
Type: Standard Order Status:  Order Submitted
Order ID: 51330334 Rejection Status:  Mothing Rejected
Sold-To Party:  Demo Customer Credit Status: Al ltems Have a Credit Block
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Delivery Block:
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Delivery Block
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Posting Date (Free): 09/20/2014

Reference Date

Renquest. Deliv. Date:
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09/20/2014
09/30/2014

Billing Block:  Fully Blocked Met Walue: usD
Rejection Reason Tax Amount 000 USD
Gross Value 000 usD
Notes

- Ti ion History juent ignmen

Transaction Transaction Type Date
Delivery Block Task 09/20/2014

b0 &

Figure 9.32 Order Created with Delivery Block

2. As soon as the order is placed on the delivery block, the task is created and
routed to the service skill group. This functionality can be achieved by config-
uring the actions to trigger the task based on the scheduled condition in status
for delivery block. The routing rule can be configured with the rule modeler
functionality covered in Chapter 4. You can implement routing rules based on
your specific needs and the customer master attribute.

3. Figure 9.33 shows the DELIVERY BLOCK TASK created and assigned to the sales
order. The task is assigned to the skill group; the skill group has multiple
employees assigned to it as well. Any of the employees can yank the task on
their name and call the customer to get the specific information on the shipping
condition.
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Seturdiay, September 20, 2014 20.51

Figure 9.33 Agent Inbox Showing the Delivery Block Task

After the employee receives the information, he can update the order and close
the task. You can also assign a SLA to the task so that you can monitor the high-
priority issues more closely. The OVERDUE column helps you identify those tasks
that are nearing their SLA.

9.7 Business Transaction Routing

Business transaction routing helps an organization assign the appropriate skill
group to work on an SAP CRM business transactions. This can be done manually
or automatically. When business transactions are created, mostly service transac-
tions, these transactions can be escalated to different groups based on the cate-
gory listed. The category is based on the customer calls received; for example, if
a customer calls an organization saying that the product purchased isn't up to the
standard quality, this would be pushed to a service skills group to escalate this
issue to the quality control department. In this case, you can either manually esca-
late the issue to the quality control department or configure the routing rules to
escalate the issue to the quality control department based on the transaction cat-
egory. In either case, the quality control team then views the service transaction
in its inbox and takes the necessary action.

In SAP CRM, the rule modeler is used to execute the automatic routing and con-
sists of various contexts. A context is a group of related attributes, operators, and

596

Business Transaction Routing | 9.7

actions that support a particular scenario or process, such as EMAIL RESPONSE
MANAGEMENT SYSTEM, BOUNCE MANAGEMENT, ORDER ROUTING, INTENT DRIVEN
INTERACTION (IC WEBCLIENT), or LEAD DISTRIBUTION, as shown in Figure 9.34.

Saved Searches v

wcm Personalize System News Log Off

v [Go][Advanced |[F

m Search: Rule Policies

Home

P— ” Search Criteria
Menitoring Operations »

Managing Operations »  Context ~ s = Order Routing ~oe
Rule Policy - s - [Erms E-Mail Responss Management System =
’
Knswiodos Monzee., ICRULE Intent Driven Interaction (IC WebClient)
Process Modeling » \iafDD_LEAD Lead Distribution
Reports DD_OPPORTUNITY  Opportunity Distribution
Search || Clear Save Search A |ORDER Order Routing
Dashboards SERVICEDISPATCH Senice Ordet/Cormplaint Dispatch
SERVICEREQUEST Senice Request

Result List: 1 Rule Policy Found
CiNew [
Rule Policy Context Auth. Group

EBack r [ -

Hide Search Fields

Figure 9.34 Rule Policies Context

Each context has unique and specific attributes and actions, for example, for esca-
lating service tickets, you need ORDER ROUTING context. The ORDER ROUTING con-
text has the following attributes in standard SAP CRM:

» TRANSACTION TYPE

» CUSTOMER

» PrRODUCT

» CATEGORY

» STATUS

» PRIORITY

As shown in Figure 9.35, order routing also allows the following actions within
the system:

» INVOKE PoLICY
You can use this action to branch from one policy to another policy based on
rules. Separating rules where the requirement results in multiple rules causes
huge performance issues. Therefore, it makes sense to separate the rules and
make use of the invoke policy based on your specific needs.

» ROUTING
This changes the RESPONSIBLE GROUP of the transaction to the organizational
unit defined in the rule and removes the other current EMPLOYEE RESPONSIBLE.
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> STOP FURTHER RULE PROCESSING Generate planned call list from BP call times

This stops further rule processing within a policy. You typically use this action B
in nested rules to stop rule evaluation at a desired outcome. This avoids super- e
ﬂUOUS eValuation of the rest of the rules in the pOllcy Transaction Type FCAL Planned Telephone Call {Outgaing)
~|Check for Existing Calls
Reason AQ01 Regular Activity
Change View "Actions": Overview Processing Horizon from 09/23/2014/00:00:00] to [08/25/2014]23:59:59E3T
o
é) @ New Entries m @ @ @ @ B Business Partner
Dialog Structure Cortest (ORDER Business Routing Scenario
~ [(contexts Target Group ]
- Clcontext Praoperties = Business Partner 1004418 to 3
+ [ autharization Groups AR \Use Contact ...
+ (] Attributes Action 1D Description Show Act, Action Service ID Conflict i
* 9 actions 10_EFF_SEND_PARA Send business process push parameter v 10_EPP_SEND_PARL O Any Nw = PEREIT £ ] R
» [Jaction Parameters 10_EPF SET_F4R& Set business process push parameter v 10 _EPP_SET_PaR4 O Any Nuw ~ S S —
: grp}“ SCL)‘DDDT mrtCDC”d'tt" APFLY_FOLICY  Irwoke Policy v AH_AFFLY_POLICY O Any Hun
% S50 Uperators to Lot N —
- I Actian, Action Parameter: ROUTE ’Boutlng i J FG_ICWC_ORDER 0 Any Nuw Scheduing
- Cloperators STOP_RULE_EVAL ‘Lstop Further Rule Processing| il v AH_STOP_RULE_EVL O Any Huw o e ——
Business Hours A Calling Hours -
Figure 9.35 Actions within the Order Routing Context Z]Create One Activity for each cal Time
" |Create Activity also without Call Time
9.8 Call List Management Dacvarced, Lsng te Rt ..

Call list management allows companies to organize new or existing customer and
make calls regarding any kind of promotion that the company is running. They can
execute these calls from the IC application. In most cases, managers create the call
list and assign the call list with the relevant agents. You can also assign a call script
to the call list so that agent knows exactly what to communicate to the customer.

Marketing professionals might want to make sure that existing customers are sat-
isfied with the services provided by the company or execute some kind of cam-
paigns for a target group of customers. In this scenario, call lists and planned
activities play an important role because they help call the list of the customers
based on the customer calling time. Call list management can involve activities
such as telesales, telemarketing, service follow-ups, and more.

SAP CRM enables you to generate call lists and create planned activities (outgoing
call), as shown in Figure 9.36.
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Figure 9.36 Generating a Planned Call List from the Business Partner Call Times

For the purposes of example, let's say an organization has a requirement to gen-
erate a call list for a specific set of customers as a part of a regular activity and ser-
vice follow-up. Most companies hire employees to execute this kind of task and
run telemarketing activities to create new customers and service existing custom-
ers. In these scenarios, creating call lists and planned activities comes in handy for
generating the call list that can be maintained by the marketing manager and
agents involved.

The planned activities and the call list refer to the business partner calling hours,
and you have the option of creating one activity for each call time. This means
that one activity is created for the calling hours maintained for the business part-
ner; for example, calling hours for Monday are 10:00 am to 11:00 am and for
Tuesday are 11:00 am to 12:00 am. Therefore, two planned activities will be cre-
ated, one for each set of calling hours. You can create the call list and planned
activities via the menu path, INTERACTION CENTER « SUPPORTING PROCESSES « OUT-
BOUND CALLING « CRMD_CALL_LIST - GENERATE BUSINESS TRANSACTIONS AND
CALL LisTs.
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Within Transaction CRMD_CALL_LIST, it's important that you keep the GENER-
ATE CALL LisT checkbox activated. You can assign the responsible user or organi-
zational unit to assign the call list that is generated.

Figure 9.37 shows the CALL LIST MAINTENANCE: CHANGE screen where, along with
deleting, viewing, copying, splitting, and merging the call list, you can also search
for the call list, assign the call list to the agent, synchronize call lists with the CTI
tool that requires automated dialing, and view the call list statistics.

You can maintain the call list via the menu path, INTERACTION CENTER * SUPPORTING
PROCESSES « OUTBOUND CALLING « CRMD_TM_CLDIST - CALL LIST MAINTENANCE.

Call List Maintenance: Change CUSTOMER CALL LIST 09/23/
& P UBEER a3
v 10 e )
‘M Search | A [amne Type Mode
BIICaH Lists & assignments
& Marme % Business Context
» P AGARWALC-New Call List ~ 8 Call Lists
» g C-10000018 v Pak
-1 CUSTOMER CALL LIST 09/23/2014 10/23/2014 | [ Overdue Cals al O 0
» & asdigiments Rescheduled Calls 4l ] o
» G Business Cortest {H) Search for calls call O] 0
P call Lists 2 Unaccomplished Calls Call O o
» D Calls

« g Overdue calis
« 23 rescheduled Calls
« ] Search for Calls
« 2 Unaccomplished Calls
-0 CUSTOMER CALL LIST1 09/24/2014 09/25/2014
v & Assignments
» 81 Business Cortext
-G89 Call Lists
2 Calls
- g Overdue Calls
+ B Rescheduled Calls
« [} search for cals
P Unaccomplished Calls
v @ Carmpaign-01 -
PP LIST BY AGARWALC 09/08/2014 -
Oy Orgarizational Uit |
‘G@My Root Call List |

“;_5 Configuration |

Figure 9.37 Call List Maintenance

You can't access the CALL LisT MAINTENANCE screen from the SAP CRM WebClient Ul
because this function is only available in the SAP CRM GUI. In addition, this transaction
isn't marked for SAP GUI for HTML, so you can't launch this transaction on SAP CRM
WebClient Ul either.
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After the call list is created and maintained, you can view the call list and the cus-
tomer calls that need to be executed in the WebClient UI screen, that is, the CALL

Lists work center, as shown in Figure 9.38.

The call list can be executed as a part of MANUAL dialing or AUTOMATED dialing as
designated in the MoDE column. Manual dialing is simple: the call list generated
is assigned to the agent, and the agent executes each call within the call list man-
ually. For automated dialing, the call list is transferred to the CTI tool, which
sends the call to the agent as an incoming call if the business partner answers the

Interactive Scripting | 9.9

Call Lists Bleack ~ (] -
&
CUSTOMER CALL LIST 092372014 10232014 Full View
Available Call Lists =
= | d
{Display Calls | | Nest Call | 4 Company Hame Call Atter Call Betore
oamngl|{hiame MOHE REEES 2 Demo Customer 08123 08.00 03123 16:00
O CUSTOMER CALL LIST 09/23/2014 10282014 Manual 0 Demo Customer 044 0800 0924 16:00
O CUSTOMER CALL LISTI 092472014 03/25/201 4 Manual 0

Figure 9.38 Call List on the WebClient Ul Screen

A call list is a helpful and powerful tool that allows an agent to connect with cus-
tomers and reduce the service cycle time. We've covered some basic aspects of
call list creation, maintenance, and execution. In the next section, we'll look at

how scripts can be generated for customer calls.

9.9 Interactive Scripting

The Interactive Script Editor enables you to create the script with specific ques-
tions directed to the customer. This is very helpful in cases where an organization
is running some kind of campaign or a promotion and requires you to provide the

product information to the customer.

The Interactive Script Editor is an extension of the call list functionality, which
means the interactive script can be assigned to a call list that the agent works on.
The Interactive Script Editor is available under the business role IC_MANAGER
and can be created by a marketing promotion manager. The script created is then

assigned to the agent to run the promotion.

The Interactive Script Editor allows you to create questions, answers, and actions.
It also consists of a repository of existing and searchable scripts. Interactive
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scripts are useful for guiding a newly hired agent through the call. It also im-
proves the communication between the agent and customer.

9.10 Knowledge Search

The knowledge search function within SAP CRM allows an agent to search for
solutions for recurring customer problems. Furthermore, knowledge search is
comprised of knowledge articles that provide information such as user manuals,
storing transaction templates, how-to documents, troubleshooting articles, and so
on. It's one place where all information regarding any problem resides.

While organizations often do have solutions to customer problems, the informa-
tion is scattered and not collated at one place. Knowledge search provides a way
to store the answers to key problems in order to react quickly to customers needs.
One example of knowledge search is the SAP Support Portal; before logging any
kind of incident to the SAP help desk, the SAP Support Portal takes you to the Pre-
pare Solution Search and Find Solution steps. This means you can find SAP Notes
in the SAP Support Portal solution database that can resolve your issue before log-
ging the incident.

A knowledge article resides in a knowledge base. The SAP default knowledge base
is Solution Database (SDB). If you want to create your own knowledge base, you
can do so by implementing BAdI: Knowledge Bases. The knowledge article search
is carried out by the TREX search engine.

9.1 Email Response Management System

The Email Response Management System (ERMS) allows an organization to manage
incoming email effectively. Sometimes companies have difficulty managing their
incoming mail due to the sheer volume. This results in delayed responses to cus-
tomer issues.

To avoid any kind of customer issues, it's imperative to properly manage incom-
ing emails and route them to the corresponding service skill group to work on to
reduce the time gap between receiving emails and executing the actions. This is
an automated way of managing emails with minimal manual intervention. ERMS
also helps managers view the complete email lifecycle and monitor those emails.
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This functionality adds value to an organization because it saves both time and
money. In some instances, an organization may want to auto-respond to certain
issues without creating any business object in the system. ERMS provides some of
the automated features that help organizations respond to customers on certain
issues without agent intervention. Based on your business needs, you can also
auto-prepare emails before responding to the customer and send it for approval
to the agent. The three automated email response features are email acknowl-
edgement, auto respond, and auto prepare. With email acknowledgement, you
typically create the transaction with the incoming email like a service ticket,
whereas with auto respond, you don't need to create a transaction for the incom-
ing email and respond to the customer with the issue resolution.

9.11.1 Business Functions

ERMS provides a number of functions. Some of these features belong to the IC_
MANAGER business role, whereas some falls under the IC_AGENT business role:

» Rule policies
Rule policy is used to achieve certain business functions that are carried out by
an organization on a frequent basis. It invokes specific actions automatically as
soon as predefined conditions are met. For example, with certain email
addresses, you can configure the rule policy to create a specific transaction.
ERMS services trigger the rule policy assigned in the configuration.

» ERMS Simulator
ERMS Simulator helps the IC manager simulate the rules created within the
rule policy. This way the IC Manager can see the result of the rules created.

» Email Workbench
The Email Workbench provides the capability to assign, route, forward, edit
rules for, and set the email to complete. These are IC manager functions that
give a manager an overview of the email processing in the IC.

» Email threading
Email threading allows you to link an email to the service transaction. This
means that any email coming from the customer or agent replies are linked into
one tree structure with the service transaction. Tracking text is used to link the
emails to the transaction and mail forms are used to create a tracking text.
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» Auto-transaction creation
Any email received by a customer can create a transaction in the SAP CRM sys-
tem if the rule policies are set up appropriately.

9.11.2 ERMS Setup
Following are some of the basic steps required to set up ERMS in your system:
1. Activate the workflow customizing, which is carried out in SAP NetWeaver under

APPLICATION SERVER » BUSINESS MANAGEMENT ¢ SAP BUSINESS WORKFLOW « MAIN-
TAIN STANDARD SETTINGS (see Figure 9.39).

Aut tic Workflow Ci

& % & & check Event Linkages

Configure RFC Destination Maintain Runtime Environment

o Waintain Waorkflow System Administrator

« o Maintain Active Plan Version Component
* o Classify Decision Task as Gereral
+ o Document Generation/Farm Integration SAP_BASIS: SAP Business Workflow/\WebFlow
* o Maintain Time Units
* & Schedule Background Job for Workflow Deadine Monitoring Execution
- o Schedule Background Job for Wiork Ttems with Errors
* & Schedule Background Job for Condition Evaluation Autornatic/Manual
- o Schedule Background Job for Event Queus
* o schedule background job for dearing report Function
+ ¥ Maintain Defirition Environment
» o Waintain Additional Settings and Services The activities performed in this section must be executed so that workflows can be executed
» K Classify Tasks as General
» ¥ Guided Procedures When you choose Perform Aufomatic YWorkflow Cusforizing, only those activities that currently have the

status error are executed automatically

The following activities can be performed automatically:
» Configure RFC destination
» Maintain systern administrator for workflow

o Maintain active plan variant

Figure 9.39 Maintaining Workflow Standard Settings

2. Create the receiving email address that the customer is going to use to send an
email to the organization. This is maintained in the SAP menu; choose INTER-
ACTION CENTER ¢ E-MAIL RESPONSE MANAGEMENT SYSTEM ¢ SETTINGS ¢ DEFINE
RECEIVING E-MAIL ADDRESSES/FAX NUMBERS (see Figure 9.40). Enter the
DESCRIPTION.

New Entries: Overview of Added Enfries

vEHEBEEE
Define Receiving E-Mail Addresses{Fax Numbers
Address/hNurnber Diescription ﬁ
T o
CUSTOMER. SERVICE@CONPANYABC. COM L[ustDrnEzr Service| | ek

Figure 9.40 Defining the Receiving Email Address
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3. To trigger the ERMS workflow, assign the receiving email address to the ERMS
workflow. In the SAP menu, choose INTERACTION CENTER * E-MAIL RESPONSE
MANAGEMENT SYSTEM * SETTINGS * MAINTAIN RECIPIENT DISTRIBUTION. The NEwW
RECIPIENT is assigned based on the SAP OBJECT INSTANCE — ERMS SUPPORT 2 (see
Figure 9.41 and Figure 9.42).

Inbound Distribution: Settings for Recipient Determination
& TS

Alternativ... Recipient AddiType MNevw recipient Addr Type
CUSTOMER, SERVICE@COMPANYABC.CO. INTERHET .. TR

AUTL: Support object

Address for sending decuments
EREMATLCIC

CIC Suppert Functionality
Docunent with Recipient List
IERMS support

\ERMS suppert 2

Handler for Inbound Alerts
Handler for messages to work items
Interaction Center Mail Handling
Find 0Office Document

Qffice Folder

(2] e e g Lo | ShPphone: Telephone call
|+]{staied search (%] | || o ey oo

T_RECEIVEL

L

Figure 9.41 Inbound Distribution: Settings for Recipient Distribution (1)

Inbound Distribution: Settings for Recipient Determination
EE&FE
Alternativ... Recipient Addr Type Mews recipient AddrType ac
r T
(CUSTOMER, SERVICE@COMPANYABC.CO. Internet . ERMS:Customer Service (CUSTOMER.SER|  (Jlsiness . =

Figure 9.42 Inbound Distribution: Settings for Recipient Distribution (2)

4. Next, assign agents to the general ERMS task to allow the email to be routed
to the specific skill group. You can see the task when accessing the AssioN
AGENTS hyperlink shown in Figure 9.43. Then activate the workflow event by
selecting ACTIVATE EVENT LINKING. To activate the event link, access INTERAC-
TION CENTER ¢ E-MAIL RESPONSE MANAGEMENT SYSTEM ¢ SETTINGS ¢ ASSIGN
AGENT FOR E-MAIL HANDLING (see Figure 9.44).

605

| 9m



9 | Interaction Center

Task Customizing Overview

=l
Application Component Abbr... | Application Component Description Agent Assignment
+ & 66100001 ERMS & assign Agents

Event Linkage

) Activate event linking

Email Response Management System | 9.1

Display Object Type ERMSSUPRT2
@ gu i T Program  Parameters  Exceptions

Object type ERMSSUPRTZ v ERNS support 2

Figure 9.43 Activate Event Linking

Event Linkage: Triggering events
sl Oh]ect

Tasks/Events
~ & TG 66100001
~ %37 WS 00200001

+ M)  ERMSSUPRTZMAILRECEIVED

Task/Event Description
ERMS
ERMS 1

ERMSSUPRT2 MaiReceived

Ohject type ERMSSUPRTZ2

Event MAILRECEIVED

Receiver Type WS00200001
Properties

Linkage status
[¥|Event linkage activated
["|Enable usage of event queLe

Behaviar if linkage with errors
Systemn Defaults
Error feedback

=
9 Mo errors
L

Deactivation of linkage

0 System defaults

Ky
@

Activatefdea...

@ activated

Details

Figure 9.44 Event Linkage: Triggering Events

5. Object type ERMSSUPRT?2 is executed when the customer sends an email to the
email ID assigned to the new recipient ERMSSUPRT2. This initiates the ERMS
object type, as shown in Figure 9.45. The methods within this object type are
initiated, and after the processing of the object type is completed, the event
MailReceived triggers the workflow 200001 ERMSI, which triggers the service
manager profile assigned to the receiving email ID.

Figure 9.46 shows the assignment of the OBJEcT TyPE ERMSUPRT2 to the

WORKFLOW TEMPLATE 200001 ERMS1.
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& Interfaces
IFSAP SAF standard interface
IFRECEIVE Receiwve Office objects
IFFIND Find object

[ =il =

= Key fields

ERNSSUPRTZ. Receiverdddress v Recelveriddress

& attributes
ERMSSUPRTZ. ObjectType Object type
BEEMSSUPRTZ. LongDescription LongDescription
BEEMSSUPRTZ. Description Description

& Methods

i Display Object

BEREMSSUPRTZ. ExistenceCheck Check existence of object
BEMSSUPRTZ. FindPartrnerByiddr FindPartrnerByiddr
ERMSSUFPRTZ. RuleExecution Fule Execution
ERMSSUPRTZ. Find Find object
ERMESUFPRTZ. DeleteDocument Delete Document
BEEMSSUPRTZ. receive v Receive Dffice objects
BEEMSSUPRTZ. Dolothing EENS routing

— 3@ Events

ERMSSUPRTZ. MailReceived MailReceived

Figure 9.45 Object Type: ERMSUPRT2 ERMS Support 2

Workflow Template: Display

P o & 6y
workflow template 200001 ERMS1
MName ERMS 1
Package CRM_ERMS_WORKFLOW Appl. Component CRM-IC-EMS-RLL

FBacic data - @Descmption 1 @Cnntamer D) Triggering events f Trsapphone

Standard events
Ed Binding Object Categary Object Type Ewent hame
— r =
¥/ BO BOR Object Type 'LERMSSUPRT2| JMAILRECEIVED ERMSSUPRTZ MaiReceived

Figure 9.46 Object Type ERMSUPRT2 Assigned to the Workflow 200001 ERMS 1

6. Navigate via the menu path, CUSTOMER RELATIONSHIP MANAGEMENT « E-MAIL
RESPONSE MANAGEMENT SYSTEM ¢ SERVICE MANAGER ¢ DEFINE SERVICE MANAGER
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PROFILES. In this step, you configure the ERMS service manager profile (SRv 9.12 Summary
MGR PROFILE) and assign the profile to the RECEIVING E-mAIL ID. The DEFAULT
rule is assigned to the INVOCORDER 50 under DIRECTLY CALLED SERVICES (see
Figure 9.47 and Figure 9.48).

In this chapter, we discussed the integrations, features, and functions available in
the IC. We covered the CTI, multichannel integration, account identification and
fact sheets, interaction record, agent inbox, business transaction routing, call list
management, interactive scripting, knowledge articles, and ERMS functionality.
In addition to these, different business functions such as IC Sales, IC Marketing,
and IC Service were also discussed. In the next chapter, we'll look at another SAP

Change View "Directly Called Services": Overview

b Mewr Entries w B [

- A o
Dialog Structurs Srv Mr Frofile TDEFAULT =
- (D Snea Fmarar e CRM application: the Web Channel.
~ Cl0rectly Caled Services - -
. P N Directly Caled Services
roperties
+ [Jindirectly Called Services : Irwoccrder  Service ID
1 SVC_PARANS -
5 FG_WEEFORM i
10 UT_WORKITENTEXT
L] RE_RULE_EXEC
o AH_DEF_ROUTING
300 UT_EEMS REFLICAT

Figure 9.47 Service Manager ID

New Entries: Overview of Added Entries
P E

Assign Service Manager Profiles
Address/Nurmber ObjectlD  Service Mgr Profie
T =
CUSTONER. SERVICE@CONPANYABC. CONM 0 LDEFJ!&ULTl J

«» B

Figure 9.48 Assigning the Email ID to the Service Manager Profile

After these steps are configured, you can create the ERMS rule policies and rules
under PROCESS MODELING « RULE POLICIES by accessing the IC_MANAGER role.

ERMS Configuration

For more details about ERMS and its configuration, refer to SAP Note 940882 ERMS
FAQ Note.

In this section, we gave an overview of ERMS features and setup. ERMS allows an
organization to manage incoming emails and route them to a specific group that
can reply back to the customer in a timely manner.
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View, 525, 526
navigation, 528
object, 523
Virtual Machine Container (VMC), 19
Visit
administration, 675
execution, 675
planning, 674, 675
VMC, 19
Volume testing, 707

w

Wait time, 709

Warm leads, 319

Warning, 594

Warranty, 24, 69, 447
business transaction categories, 455
category, 72
check, 453, 473, 483
claims process, 449
configuration, 450
data, 72
determination, 504
hierarchy, 450
IBase, 452
item category, 456
products, 435

Warranty (Cont.)
set type, 451
Warranty Management, 24, 447, 449
WCEM
framework, 641
functions, 642
Web Channel, 18, 26, 611
B2B, 619
B2C, 620
functions, 614
Internet Customer Self-Service (ICSS), 618
marketing area, 615
marketing functions, 615
sales area, 616
sales functions, 617
Web Channel Builder, 642
Web Channel Experience Management
(WCEM), 641
Web chat, 580
Web shop, 614
B2C, 616
campaign determination, 615
catalog configuration, 634
WebClient Ul, 18, 27, 99, 519
business role, 532
component architecture, 525
Component Workbench, 522
configuration, 542
framework, 519
functions, 520

WebClient UI (Cont.)
layers, 521
screen, 520
Windows tablet, 652
Work
area, 521, 550
center, 538, 540
distribution, 679
item, 594
Workflow Builder, 220
Workflows, 215, 220, 287
rules, 683
Workforce Management, 517
Workgroup
clients, 647
server, 647
Working client, 145
Workload analysis, 707, 714

X

XCM, 640
administration, 635, 637
settings, 632

XIF
adapter, 101, 126

XML
inbound processing, 133
outbound processing, 132

Index

737




® Rheinwerk

First-hand knowledge. Publishing

Chandrakant Agarwal is a certified SAP CRM and SAP
ERP MM consultant. With over 10 years of practical
CRM experience, Chandrakant has worked on multi-
ple projects around core areas of marketing, sales and
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Interaction Center and Web Channel. He has worked in
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energy and chemical. His strong business background in
CRM processes includes sales and marketing, e-commerce functional consul-
ting in base configuration, master data management, service, customer
Interaction Center, Web Ul CRM 7.0, IPC, middleware, and groupware.
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