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Interaction Center Environment

options

Self-service
Telephone

Customers choose the interaction channel
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Interaction Center — Scenarios and Processes

Telephony

Telemarketing

Campaign execution
Lead management

Personalization

Postal letters

Telesales

Account and contact
management

Lead and opportunity
management

Quotation and
order management

Customer

IVR

Customer service

Customer service
and support

Complaint management

Help desk &
Shared services center

E-Mail

IC management

Communication channels

E-Mail Response
Management

Process modeling and
agent guidance

Interaction center: analytics

Blended analytics

Basic analytics Process-based analytics

Profitability analytics
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Interaction Center — Agent Desktop

Scratch
pad

Toolbar

| Navigation
bar

Broadcast
messages
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Account info

®

Communication information

John Taylor This is & "Gold CLStomer"
Media Store
Accept  Reject Hold Retrieve HanglUp Transfer warm Transfer Consuft Conference Toggle End Dial Pad Oﬁead\f @:Nnt Ready I P ‘
. — —
Interaction Record (13717) Back ~ [ -
Account Identification B Tranzaction 13717 has been saved 1 Message
Interaction Record Overview  Categorization | Partner Notes
Interaction History Change History Transaction History  Type [Mote [=] [Engiish [+]
: T i T = =
Leads Reason/Priority Mecdium |:\
Campaign | [
Opportunity v
Description | service ticket
Sales Orders : ;
Status/Result |Open lL! |
ERP Sales Order port Scratch Pad
Sales Tickets 2 2 o
Follow-Up  &ctions Follow-up Details  Activity Cliphoard
Complaints
Transaction Type | Allowed Channel [+
ervice Orders " - | Description Object Id Process Type
= Description
Service Tickets r 1 ., Nede s 2
Employee Respansible John Taylor 400012
i Planned Dete | o000 ] service ticket 13717 Interaction Record
Knowledge Search I—_‘ Follow-Up HT1010NTBI80983 Motebook Professional 15
Seript ticket for 100 8000010451 Teleservice
Index Motes History | Last Interactions Interaction History
Inbox Feturn to Current Interaction Record &
[ Dete [ Time [ Channel [ Description [ Transaction No. | stetus
30.10.2007 09:22 Date 13717 Qpen
30102007 03:28 Date 13765 Open
30.10.2007 05:26 Date 13764 Open
30.10.2007 00:00 Telephone call service order for HT-1010 3000010429 Contains Errors Open Distribution lock
eecsrrrsess

Workspace

I Tuesday, October 30, 2007 13:53 I




Overview of Interaction Center Agent (1/2)

SADd

Account Identification

F The account identification screen allows agents to search for and identify,
display, change and create accounts, their related partners as well as related
objects like registered products

59’ Account Fact Sheet

The Account Factsheet (AFS) gives the agents access to the most relevant
customer related information, e.g. service ticket history, sales history, open
marketing campaigns, ...

Interaction Record

The Interaction Record allows agents to log all inbound and outbound
interactions (phone calls, e-mails, chat, ...)
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Account ldentification

SADd

Interaction Center SAP4
John Taylor Mavigate ) [
E Media Store Time to wrap Ll -
L Accept Reject Hold  Retrieve Hang Up Transfer Warm Transfer Consut Conference Toggle End  Dial Pad " Ready END‘t_ Ready |___'_
\ Identify Account (ID: 3271) [ eack - -
@
Account Identification Account More Fields Installed Base | Object
Account Fact Sheet version [Standard ill Installed Base | el
Account Overview First MameiLast Mame | John | !Taylor | Compaonent | 668 |
Interaction Record Function |02 | [Head of purchazing | Iertification [HT1011NTBET 5345
Interaction History Depattment [oooz | IF‘I.Jrc:hasingl | Description | Motebook Professional 17
Leads Account |Media Store | Product ID [HT-1011
Opportunity StreetiHouse Mumber [Pike Street | 259 | Product Description | Motebook Professionsl 17
Sales Orders City [anmiocH | Product Type [Material
ERP Sales Order Postal Code/Region |50002 | fiC | [Minaiz | | Caniirm | [More Details |EJ
Sales Tickets Gty us use, !
Complaints Cortact Info For | Contact Person ill
— Telephone/Extenszion |547-643 | 7934
Fex/Exension |847-843 | I7385 |

Service Tickets

E-Mail Address :john.taylor@tdcdemomail.sap-ag.de
Case ' o

Knowledge Search Mates Histary | Last Interactions Interaction History
il Return to Current Interaction Record §9
Campaigns i Daié .;-'i'ime i“C-hanneI. ; Descr-ip.tian .;-i’ransac;ti-or.l NU. :Status
Script ™ 09.10.2007 ”-DEI:SB | Date Il a .“1 1916 Contains Errors Cpen Il
Eo 09.10.2007 0000 Telephone call Ticket 162 S000009336 Open Distribution lock

20092007 18:23 Telephone call G208 Containg Errors Open

2008 2007 1816 Telephone call G205 Contains Errors Open
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Overview of Interaction Center Agent (2/2)

pre
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Agent Inbox

The Agent Inbox is a universal inbox for e-mails, fax, letters, CRM business
transactions (service tickets, sales orders, ...), ERP sales orders, cases, and
workflow items

Email editor

The e-mail editor allows agents to handle inbound and outbound e-mail, using
pre-defined responses, e-mail templates, and solutions from the knowledge
database

Interactive Scripting

Interactive scripts help interaction center agents by leading through certain
Interactions they have to do while working with customers



Interactive Scripting — Guide Agents Through
Service Calls

Interaction Center SAP4

= | John Taylor Business partner found .

I' Media Store Marvigate -

ﬁ Accept Reject Hold Retrieve HanoUp Transfer Warm Transter Consult Conference Toogale End  Dial Pad o Ready & m
Scripts Elgack ~ [

Account ldentification Details Overview

Account Fact Sheet [
Launch  [Sampie Soript B28 E o @ -

Account Overview Ohjectian (eaiomt ! = | = Hierarchy
Interaction Record - ﬁ Iritro
_ _ Could we just update your address? + Wielcome
Interaction History
Leaia Street address [Highwray [& s&P Help
- * [ Update Address

Opportunity House number [439 | [ Update Address
Sales Orders » (7] Lead

City [anmocH ’
ERP Sales Order IE I-pad

P @ Time For Cuestions
Sales Tickets ZF.Code [60002 | =
- e

Complaints District [Lave | [ Bye
Service Orders

Country

Service Tickets

Case
KEnowledge Search

Document Search

Campaigns

Script

Fax

Script Feedback 4 4 m p
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Interaction Center - Sales and Marketing (1/2)

SAP ERP Sales Order

CRM Interaction Center user interface directly linked to ERP sales order
F management

Combines ERP sales functionality with CRM marketing product proposals

(
pr CRM Sales Order and Sales Ticket

56’ Sales Order for B2B environments focusing on fast entry of high numbers of line
items.

Sales Ticket for B2C grouping all relevant data on one screen

Product Search and Product Proposals

Product search is supported in various flavors: a standard product search, a
catalog and a campaign based product search

Sales orders integrate with the product proposal strategies of SAP CRM Marketing
like cross, up/down selling and Real Time Offer Management
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CRM Sales Order

Interaction Center

S

ID John Tayor
Media Store
ﬂ Accept  Reject Hold  Retrieve Hang Up Transfer Warm Transfer Consut Conference Togole End Disl Pad L6 Ready & 'Not_Read_y f|
Telesales” Bleack ~ £ ~
Account Identification B Details &em SD ﬁem SD wWas assigned fo corﬁ-rac.i 50'0'400'2', 'rt.em 'l.U. 1 MBSS&QB
Account Fact Sheet temns Trangaction Histary
Account Overview T | Check Entries | ATP Check &
Interaction Record tem : Product D I Praduct Description : Confi... ; Qua...? : Available ; Reguested Date : Delive...i Amaount : Unit : et Price ; Tatal
Interaction History 10 HT-1010 Motehook Professianal 15 1 0514 .2007 Eq| 0,00 UsD 1.899,00 1.898,00 UsD
Leads 20 HT-1111 Matebook Lock 2 06.11.2007 0,00 UsD £,30 13,80 =D
: 30 HT-1060 Cordless Mouse 3 06.11.2007 0,00 UsD 9,00 27 00 UsD
Opportunity |
40 HT-1070 Proctra K 2 06.11.2007 R 0,00 usD 1890 37 80 UsD
Sales Orders T
a0 HT-1020 Easy Hand I 1 0611 2007 0,00 | USD 128,00 128,00 USD
ERP Sales Order B0 HT-1010 Maotebook Professional 15 2 0E.11.2007 0,00 USD 1.999,00 3.898,00 USD
Sales Tickets 0 HT-1080 S 2 06.11 2007 0,00 39,00 78,00 USD
Complaints ] Eq| 0,00
Service Orders @| @ [ Telesales |_|
Service Tickets General Change History Header Details Header Pricing Payment Form
Cage s T 1 | E——
Description Ext. Ref. i I
) R ————l] Paymert Form f Card Type et St
A T Gross Value | G2a260] Currency |USD 7| | : |J|
; —_— e Card Haolder
HoEHEnTaEatil Met Value | §.25250 Status |[Open [+ :
: ; . = Card Mo. /. | | |
Campaigns Tax Amount | 0,00 Ilet Wisight 19,090 k I
L o —_— Expiry Date (M) > et
Script Ship. Costs | | Cand, Amourt | ' : L=
_ : W - —— Waix. Amaurt 7 duth, Ho. | '
Fax Ship. Cond. | Standard - | Cond. Unit

Sutharization Resut |

Authorize] [Save cardJ [New card ] IRemove Card

Dienstag, & Movember 2007 9:11
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Interaction Center — Sales and Marketing (2/2)

SADd

Complaint Handling

Complaint handling allows agents to trigger a replacement delivery free of charge
or a credit memo in case a customer reports a quality issue related to a sold

product

rC Call List Execution

| Call lists originating from marketing campaigns and other sources can be executed
9 by agents in the interaction center

Interactive Scripting and Lead Management

Interactive scripts support agents in the communication process by providing
guestion and answer recommendations

Data from scripts and surveys can be passed to customer master data or to
marketing leads in the background. In parallel an interaction center screen enables

agents to directly maintain and qualify leads
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Lead Management

SADd

Sacg

Interaction Center

El B.A. Chris1 Robertson1 Business partner found .

Park Lane Financials Business partner found . b d

€ Ready @ |NotReady | 7|
@Elau:k = o
o

3 Messages

f’; Accept Reject Hold  Retriewe Hang Up Transfer Warm Transfer Consult Conference Togole End  Dial Pad

Lead*

Account Identification

Overview | Business Contest

Account Fact Sheet

Questionnaire | Hotes

BECounL icEsen Change History  Transaction History Questionnaire 10 |LEAD QUESTICNMNAIRE [~
Interaction Record Descrigtion | | version | [~
Interaction History Start / End Date |02.11.2007 3| | |  Lead Guestionnaire
. ' = Questions

Ledide Status fReason | Open |L| | |

SR f shleh products are wou Intereated In?
Spportit, Gualification Lewvel i 4

Guestionnaire Level | | |

Sales Orders Ores

Priority £ Origin | [ [=] [] Handhelds
ERP Sales Order S

Campaign | | | HOW M M em plotss 1 do 20U 113 ¥e N 20Ur com pan;?

Sales Tickets

I = S emplyger i I

Howmany unitr do wou plan o by

Z @ G

Complaints B e
i 10 - 25 unit:
Service Orders Partners | Follow-Lip units
T (7 26 - 50 units
ervice Tickets
'Sales_ll?epre;emﬁt.i_\{e |L| [ [ [ A £~ 51 - 100 units
Case = (™ » 100 units
i
Knowledge Search ¥ T 1 uAtlah tmetrames are tou planning o by e s producte?
g Partner Function | Partner Mumber | Deszcription m
Document Search Sales Represertative | BRIGHTA Ale Bright EnET
Campaigns Employes Responsible | 422747 Betting Giese
Seript Contact Person 400011 B.%. Chris1 Rabertsont
Fak Sales Prospect 3270 Park Lane Financials
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Interaction Center — Service (1/2)

SADd

Service order management

Allows agents to perform deep technical analysis of a reported technical problem
including multi-level categorization, and assign the correct services and spare
parts

f'C Service ticket management

| Allows agents to report any service request and perform end-to-end service
9 support within defined Service Levels

Complaint management

Enables the agent to quickly and efficiently create complaints related to a
reference document or object and fulfill the follow-on task, such as creation of
credit memos or returns
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Service Ticket

SADd

Interaction Center E! 5 4

John Taylor Buziness partner found .
. Media Store Time ta werap ugl -
fﬁ Accept  Reject Hold  Retrieve Hang Up  Transfer Warm Transfer Consult Conference  Togole End  Dial Pad o Ready g :_Nclt_ Feady 1
Teleservice® @ Back = -
Account Identification B Date calculstion performed successiully 1 Meszage
Account Fact Sheet Service Ticket Change History Transaction History Categorization | Actions | Follow-Up
Account Overview Description | Prirter is not svailable | Category 1 | Printer I bt |
Interaction Record PriorityiStatus | Wery high |_v_| ’Open |LJ Category 2 | Installation I:|
Interaction History Componert | | Category 3 | Connection [~
Leads Product D | Category 4 | I :|
Object 991 | Detail [uto Complete |

Opportunity

Sales Orders

@| Ezcalate '_Teleservice |_v|D

ERP Sales Order

Sales Tickets

Hotes | Partners | Business Contexdt SLA Info | Time Recording
Complaints
Type | Probilem Description ! et | | English ! et | Cortract 2002143 {Harchware Contract '
Service Orders . - - — == :
Responze Profile [4To24 | l4to 24 hours responze tim
Service Tickets ) e : 1 ——— |
Service Profile 6612 IMo-%a 6-18h

Case ; I
Timezone | System ([ CET )

i ] !
Import Scratch Pad Appointment Marme | Date

Knowledge Search

SuEtEmERE Seanch Matification Recsipt 07112007

Campaigns Requested Start 07 A1 2007

Seript Requested End 10011 2007

Fax First Rezponse By o7.11.2007 A 71135 -
ToDwa By 05,11 .2007 {7 09:11:35 -

4Back 1 2 3 Forward b
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Interaction Center — Service (2/2)

SADd

Case management

Allows agent to easily cluster reported issues in tickets and orders (of the
F same issue type), within one case. The agent can assign a ticket or order to
an existing case or create a new case

Product Registration

Allows agents to quickly search and maintain Installed Bases
Allows agents to quickly search, maintain or create 10bjects

Knowledge search

Allows agent to quickly identify solutions to known problems, and helps agents
to resolve service issues faster, often on the first call
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Hotebook Basic 17
Easy Pixel
Hotebook Professional 15
Notebook Professional 17
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Interaction Center Management Strategy

SAP CRM Interaction Center provides a collection of applications
that drive both operational and management excellence
for interaction center managers:

Manager dashboard

Monitors call center volume and agent activity
Ensures coverage is adequate
Sets personalized thresholds and alerts managers if they are crossed

Analytics and monitoring
Ensures service levels are being met or exceeded
Blends communication and business within reporting and monitoring
Identifies sudden trends and react appropriately

Management tools and applications

Provides business user access to administrative functionality
Provides agent guidance

Provides central modeling tool for routing business documents
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SAP Interaction Center Management

SADd

Knowledge Mgmt.

Monitoring and managing
Manager dashboard
Call lists
Broadcast messaging o~ >

Knowledge management

Creates solutions to problems

Builds schemas for multilevel
categorization

Creates standard responses for incoming e-mail

Process
Modeling

Process modeling

Interactive scripting

Business rules for e-mail response management and
service ticket routing

Reports

Including key interaction statistics such as Call volume, SLA compliance,
average handling time, and abandonment rates

Campaign success rates and service contract profitability
Blended analytics with or without CTI allowing drilldown into statistics by category
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E-Mail Status

E-Mail Status provides a daily snapshot of e-mail volume

and related statistics by group and agent.

EEJ CRM

Home
Monitoring Operations  *
Managing Operations (]

Knowledge Managemeit ¥

Process Modeling (]

Reports
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E-Mali Status

Perzonalize Help Center

System Mews Log Off

Status by Organization

: Group Today's E-Mailz In Gueue In Process Responded Auto Respondeﬂ-é Auto Deleted f“DeIeted
' Unassigned 0 85 0 0 0 ) o 0 0
PC4U Global a 4 a a o] o n] o]
Backoffice Agents o] g Ju] o o u] o u]
CRM Tester drganizaﬁon o] 137 5 1] u] u] 1] o]
Test1 1] 1 o o 1] o 1] o
CRM Interaction Center a il 2 a o [u] n] o
Mewwy organizational unit o] 1 u] o o u] o u]
test_28.3 o 1 1] 1] 0 o o o
Mewwy organizational unit u] o] 1 1] u] 1] o a
Status by Incoming E-Mail Address 59 Back ta Top
.G.ro.u.p —— Today's E-Mails | In Gueue | In Process Responded Auto Responded; Auto Deleted Deleted . | Elounc:ed .
erms@S06 g8 13 sap-ag.de 0 200 7 ) 0 - o o 0
ermsE@a00 faz 13 zap-a0.de u] 2 1] u] a u] u] a
ermsE@a00.fnz 13 zap-a0.de o] 36 u] o o] a u] u]
E=calations by Organization f Backto Top
"éroup ésca.la.ted E.-.h.dails [ Average..\u’.io.l.a.t.i-o.n(l.-!.ﬁurs.). [ .&vg..éu.le..\u’.io.l.a.t.i-o.n(H.ﬁurs.). . Avg.. SLA V.iﬁ.lé.tion.(l-.!.ours). % I.Escal.atéd in .C.Queue
Unassigned C3g - 254369 256540 000 35,35 |
CRM Tester Organization 143 1.187 44 956,80 0,00 91 67
Test11 1 2597 &0 0,00 0,00 100,00
CRM Interaction Center 2 949,50 0,00 0,00 100,00
Mewwy organizational unit 2 1.74312 0,00 0,00 100,00
test_29.3 1 1.351,39 0,00 0,00 100,00
Mewwy organizational unit b} 549,70 0,00 0,00 100,00
Escalations by Incoming E-Mail Address y Biack to Top
.é.roup Sca-la-ted.l.i-h&a.ils ?.A-veragé.Vialéian(Haursi. i..&-vg:R.L;Ié..\fialgi.on(Haurs)-.-! A-ifg..SI_.:A"\;'iSI;ﬁ-on(Haurs.)" %éscala{éé i]ﬂ.-(jﬁeue i
_erm.s-@SDB.qu.rS.Sap-ag.de ) 185 B o i..445,65. - 1“.?81 ,E;D. o ) 0,06 ) 78,39 |

@



Show: | Open Service Ticket History
Display A [ Column Chart Swwap Axes| [Export 1o Excel Info  Advenced Analysis  Save ss Start view  Table
200 Last Data Update: 25.09.2007 05:52:55
] 200
] @ E
150 150
il ]
9 B
% O1z.2008 o ]
£ Ooz.2007 ) ]
L ] O od.z007 z Tog ]
% 100 Doe.2007 a E
g Ho7.2007 2 ]
Py Oos.2007 =} ]
i ] D o9.z007 Lo
2 ] g
50 |
o T T T T T T
3 122006 022007 0d 2007 06 2007 07 2007 052007 09,2007
Calendar Year/Month
o
BHo. of Service Tickets
Calendar Year/Month

Shawy: | by Lifetime
Info  Advanced Analysis  Save as Stat View  Table
Lazt Data Update: 311002007 03:43:38
5t - -
40
30 Oopen Service Tickets Started Last Month
] OMew Service Tickets This Manth
] Oclozed Service Tickets This Manth
20 7 Eiopen Service Tickets This Month
B Oclosure Rate
10 I
ol 1 a_oll ] I g0l
T T T T T T T T T T T T
507 507 G00 CRM 500 300 500 500 500 582 Not
B30 993 Ven 130 -0M 188 191 191 194 219 155 as=i
2 3 te MM 57 -IC 82 44 B9 88 36 88 gned

Oo-7 bays  O&-30 Days O3-60 Dayz 0> 60 Days

© SAP 2007 / Page 26



1. Trends and Challenges — Interaction Center

2. Interaction Center
2.1 Overview
2.2 1C Agent — Detalils
2.3 IC Sales & Marketing — Details
2.4 1C Service — Details
2.5 1C Management — Details
2.6 Rule-Based Guidance & Automation — Details
2.7 1C Multi-Channel - Details

3. Positioning and Benefits

© SAP 2007 / Page 27



E-Mail Response Management System (ERMS)

SADd

Rule-Based Handling of Incoming E-Mails and Web Forms

Rule-based routing

Auto-acknowledge / auto-respond

Auto-prepare (one-click response)

Escalation notification

Automatically create interaction record / service ticket
Link incoming emails to existing service ticket
Automatic deletion (spam, out-of-office, and so on)

Administration, Simulation, Reporting & Analytics
Mass re-assignment of e-mails
Simulation and logging
Real-time monitoring
Historic analytics
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ERMS - Send Solution

SADd

Interaction Center E‘_?r

" John Taylor Business partner found . Mail Quthound
Media Store Mavigate - o447 0:44 E-mail 1
B Accept Reject Transter End Disl Pad " Ready @ '_No_t Reachy i)
E-Iaif Bleack = L ~
Account ldentification E-Mail (New) E-Mail Header
Account Fact Sheet : T
Subiect [Soition propossl | From |ERMSi@a06.050 F3.5AP-AG DE =
A it O i r f r .
ccount Overview Stel Response [pioe !v | [Insert | | Preview | - ohn tavlori@tdedemomail sap-ag de
Interaction Record ; z fore ||
B G Lol De DR sl
Interaction History I jl j BIU ']_'j'% = = Bee... ||
e == Date/Time (53 11,2007 15:55.55 '
Opportunity : - w —
=Solution Solution : please have a lool.c n nstall guidellr Attachments
Sales Orders 500000000041 please have a look in install
ERP Sales Order guide<_|_=Attributes : Solution Description, Hardware, | MI Ciod
T SERVICE, Released OTE(LinkedDocuments) OTE:
ales 1ICKels . .
nstall gude i |
Complaints Problem ID : 000000000044 DVD dnve malkes Type File name
Service Orders netses<_|_>Attnbutes | Cuality Management, Optical B Mo result found
Problem, SEREVICE, Eeleased :
Service Tickets Interaction Record
Case Description | |
Knowledge Search PriorityviStatus | Medium |_:| 'Open |L|
Reason | |l|

Document Search

Campaigns

Seript

Fax

=]
E
=
&)
(&
L]
i@
=]
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IC Service Automation

able Automation of Interaction Center Service Processes

)

= Support multi-level categorization of service transactions
= Enable solution auto-suggest for service issues

= Auto-complete service ticket via templates (e.g., for reoccurring issues like
password resets)

= Escalate/dispatch service transactions via business rules
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Service Ticket With Multi-Level Categorization,
Auto-Suggest Solutions & Auto Complete SADg

Interaction Center EI;Y

Jnhr_l Taylor 4 Suggested Solutions
Media Store >
fﬁ Accept  Reject Hold  Retrieve Hang Up  Transfer Warm Transfer Consult Conference  Togole End  Dial Pad o Ready g :_Nclt_ Feady 1
Teleservice* Epack ~ £ ~
@
Account Identification B Date calculation performed successully 1 Message
Account Fact Sheet Service Ticket Change History Transaction History Categorization  Actions  Followe-Up
Account Overview Description | Printer iz not available | Category 1 | Printer I 1|
Interaction Record PriorityiStatus | Very high |L| | Open |LJ Category 2| Installation I:|
Interaction History Componert | | Category 3 | Conmection I 1|
ot Product ID | | Categary 4 | [
Object 991 | Detail [Auto Complets |

Opportunity

Sales Orders

@| Escalate | | Teleservice |_v|D

ERP Sales Order

Sales Tickets

Hotes | Partners | Business Contexdt SLA Info | Time Recording
Complaints
Type | Prablem Description | - | !English | - | Contract S002143 |Hardwware Contract [
Service Orders — - — == - 2
Responze Profile [4To24 | l4to 24 hours responze tim
Service Tickets _ 1 === '
Service Profile |6x12 IMo-%a 6-18h
Case ,
Timezone |System [ CET) [+
Knowledge Search o | |
Import Scrateh Pad CH (L= _J__T_'me_
Document Search Matification Receint o7 .41.2007 | 11 -
Campaigns Requested Start o7 .11 2007 -
Seript Requested End 10011 2007 -
Fax First Rezponse By o7.11.2007 A 71135 -
ToDa By 05.11.2007 7] 09:11:35 -
4Back 1 2 3 Forward b
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Service Ticket Escalation via Rule Policies

SADd

Interaction Center E! D 4

= John Taylor |13 Suggested Solutions
Media Store o
B  fccept Reject Transfer End Disl Pad  Ready © Mot Ready | ™
Teleservice* Elback ~ B ~
(2]
Account Identification _ B Date calculstion performed successfully 1 MESS.EIQE
Account Fact Sheet Service Ticket Change History Transaction History Categorization | &ctions | Follow-Up
Account Overview Description !_Hard disk seems to be braken | Categary 1 'cgmputers |:]
Interaction Record PriorityiStatus !_Very high I:l :Open |L] Categary 2 |Hardware lzsues !:]
Interaction History Compoanent !_ 867 [T | Detai Category 3| !:]
e Product ID | HT-1010 | Category 4 | [=]
Object | ' [£uta Complete |

Opportunity

Sales Orders

@| [g] Escalste || Teleservice |:|

ERP Sales Order

Sales Tickets

Motes | Partners  Business Context SLA Info | Time Recording
Complaints
|Employee Responsible [+ | | | Add Contract 7002143 | Hardware Contract |
Service Orders — }
| i | Response Profile [4T024 | 14024 hours responze tim]
Service Tickets = ; ] - L ,
Partnier Function | Partner Mumber ! Descrigtion Service Profile |BX12 Mo -5a B-18h
Case t 0 ) I v
Siold-To Party 3271 Media Store Timezaone |System (CET) =]
Knowledge Search Bill-To Party 300692 ¥ Z Healthcare Center Appointment Mame | Dite | Titme
Document Search Payer 327 Media Store Matification Feceipt 07412007 13:42:57 -
Campaigns Cortact Person 400012 Mr. and Mrs. John Taylor Regquested Start gr.11.2007 po:oo -
Script Ship-To Party/Servi... | 3271 Media Store Requested End 10.11.2007 00:00 -
Fai 4Back 1 2 Forward p First Responze By 07 .11.2007 174257 -
TaDa By 08.11 2007 034257 -
4Back 1 2 3 Forward p
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Intent-Driven Interaction (Rule-Based Agent
Guidance)

sure customer interactions are processed according to
corporate standards via rule-based alerts, scripts,
navigation, and other actions based on flexible IC events

= |C Events — Define own IC events based on user interface actions

= Rule Policy — Use IC events and other business information to trigger alerts,
launch scripts, add items to wrap-up list, or navigate

Alert Editor — Create alerts with text variables and navigation
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Rule Policy: Create Rule to Trigger Alert
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Rule Poiicy: ZZICSIA DEFAUL T (E-Mail Response Management System) BHesck ~ £ =
fg]Save | |__2fEd'rt | Dverview &
Policy | [Rule Details
st { ¥
‘ B Iw o» | |
! Mame | Auto Acknuwledgement
Mame | Description | o I
L SRS - Description | Auta Acknowledgement
> Ej ZZICEM_DEFALLT : T : .
-~ @ Active Created On [12.04.2007 Changed On | 12.04 2007
[ r | [ iz |
= Releazed Rules Crested &t [16:35 Changed At |16:35
* [0 Auto Acknowledgeme tuto Acknowledgemen... Created By | L ' Changed By |
Auto Acknowledoe Auto Acknowledgement
= (0] Auto Route Ao Route folder f —
Conditions Back ta Top
{3 Ao rout = T - ; - = o
it SUToNE Match Attribute [ Operator Walue | Description | Casze Sens'rt...[
If E-Mail Original Recipient Contains ERMZEE00.. =
Actions Back ta Top
.&miunsi Mame | “alue ' Dezcription i""'1

> & ActionsiParameters '
A i Zend Auto Acknovledgement
Mail Form ZEWCEM_DEFALLT IC Sh Ao Ack
Outgaing E-Mail Address
Create Interaction Record [H[a]

Create Service Crder [la]

Preview Back to Top !

I

E-tdail Original Recipient Contains

Then

Send Aute Admowledgement { Mail Farm = IC S Auto Ads; Outgoing E-hail Addrass =
Create Interaction Record = No; Create Semice Order= Mo )
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1. Trends and Challenges — Interaction Center
2. Interaction Center

2.1
2.2
2.3
2.4
2.5
2.6
2.7

Overview

IC Agent — Details

|IC Sales & Marketing — Details

|C Service — Detalls

IC Management — Details

Rule-Based Guidance & Automation — Details
IC Multi-Channel - Details

3. Positioning and Benefits
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Multichannel Communications (1/2)

Communication Channels
Telephony
m Screen Pop and Contact-Attached Data
Soft-phone controls
Automatic Number Identification (ANI)
Dialed Number Identification Service (DNIS)

Integration with Interactive Voice
Response (IVR) units, and Voice Portals

= Integration with automated dialers for i
Predictive, Progressive and Preview dialing

Email, Fax and Letter

m Screen pop and Contact-Attached Data
Email Response Management (ERMS)
Agent inbox

Integration with workflow for routing and
escalation

Web
m Text chat, Voice over IP, Call-me-back request
m Integration with E-service / Web self-services
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Multichannel Communications (2/2)

Analytics & Monitoring
Statistics Interface
Interaction Statistics
Blended Analytics

Standard content for communication
and business based reporting

IC Manager Dashboard

Email Response Management
System (ERMS)

Rule based handling of incoming e-mails and webforms
Automatic routing

Automatic acknowledgement / response

Automatic preparation of response
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Multi-channel Integration in IC WebClient

Interaction Center

ﬁ Jeff Daniels
High Com

B Boaccept HrReect BF LY FHangup g 30 o8 Bf eno [EE

' Identify Account (ID: 3274)

Account

More Fields  Installed Base

Version | Standard

Telephony

=

. First Name/Last Name [Jeff | |Daniels
Integration = ‘
Department [0002 | [Purchasing |

Knowledge Search Account rngn Com

E-Mail Street’House Number | Lincoln Ave

| [s000 |

Phone Inbound
Connected 0144 014

@ Ready O NotReady | ¥

Otject

AR

+13123242575
Phone 1

@Ear_k = E] -

Component |

Product ID |

Identification |

®

Seript

index Interaction Center

Inbox lE'

2 % accept JReject Transfer End Dial Pad

Account Identificg Account

Wersion

First Name/Last Name

Email
Integration

Function

Department

Account

StreetHouse Number
City
Postal Code/Region

Country

Contact Info For
Telephone/Extension
Fax/Extension

E-Mail Address

Confirm E| @

More Fields Installed Base Object

| Standard

Mail Inbound
Accepted

0:194

sand

jeff.daniels@highcom.com
0:19 E-mail 1

@ Ready O |NotReady | 7]

L:l Component |

[Jett | [Danie

| Product ID |

[ | [E_luy_'er

identification |

fDqDQ | [PIJ!'I:hﬂ.‘iiFIg

[ngn Com

[Lincoln Ave

| (5000 |

[BosTON

[0z101 | [ma

| | Massachusetts |

[0s | [UsA

| Contact Person

[312-324

| o111 |

|312-324

| [ez02 |

| jeff.daniels@h |gr| com.cem



Agent Inbox - Inbound E-Mail Handling
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Interaction Center SAPZ
= John Taylor Business partner found .
Media Store Mavigate -
E Accept Reject Transfer End  Dial Pad L Feeady {* !WE
inbox Blesck ~ B -
@

Account ldentification Inbox Search

Account Fact Sheet

Quick Search | I__v_|

Becountobeiicls Category 'E-Mai! I_VJ Aszigned To '_ |___v_| Pricrity | |_:
Interaction Record Status | |_vJ Description | | sccount | 7 .'
interaction History Time Period | [=] Date Type | Crestion Date [=] FromTa (07102007 4| (07112007 [
Leads Ohject D | | SortBy | [=] Then Sort By | [=]
Opportunity
Sales Orders IRBS'-'“ List ]
ERP Sales Order Tj | @ | Reserve | Reszet Reservation | Complete | Diizglay | Interact | Link 49
gales Tickets . Mode I D : Categary } Description : Pricrity : Status Resp. Employves . Creation Date
Complaints i )_ﬁ -_"i 221007 2351 E-hidil 'Cannat be =ent: aza' rec. from SAP... Medium In Process CRM Suppart 22102007

] ﬁ @ 171007 0545 E-tdail WWEB FORM {=sender:[rashmi.cid@sa... Medium In Process Rashmi C 17102007
Service Orders

4 ﬁ @ 164007 20018 E-hail "WEB FORM :{sender:[ananda kuma... Medium In Process CRM Suppart 16.10.2007
Service Tickets b W1g007 2011 E-ai 'Cannat be sert: WEB FORM {send... Medium open 16.10.2007
Case r P @ 151007 2009 E-Mail WWEB FORM :{sender: [anands kums... Medium Open 16.10.2007
Knowledge Search r TP @ qgq007 2001 E-Mail ‘Test gak’ rec. from anands.kumar.g... Medium Open 16.10.2007
Document Search ¥ ﬁ « E-hiail Yjuoui' rec. from lokesh.manikantha.... Mediom Completed CREM Support 13.10.2007
Campaigns ] ﬁ =] 121007 1238 E-ail 'gogogaoy’ rec. from lokeshomani...  Medium Open 12102007
Seript ] ﬁ 5] 114007 11:00 E-hiail ‘damage’ rec. from rashimi.ci@sap.c... Medium In Process Razhmi C 11.10.2007
o 4 ﬁ o E-hail "Status' rec. from rashmi.c@sap.co... Mediom Completed Rashmi C 09.10.2007

Forward To | |G__c|i Mext tem | | Muttizelect
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Enable Communication-Enabled Business
Processes with SAP Business Communications

Manag ement _
= Manage distributed cross-functional resources

» Leverage corporate knowledge
» Provide a seamless customer experience across channels

From isolated communications ... to integrated all software-
and systems silos ... based Communication-Enabled

Business Processes

Phone Mobile/ Contact E-Mail/ 000
SMS Center Fax/ 389 ‘ '
il 5 D e
ORE ; z
SAP : 6 SAP Business SAP
CRM — = L
- < = Communications vl
é == Management
==

OEE

QRO
OO

Customer-

facing /am\
employees & (2'?
systems
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Improve Customer Interaction Handling by an
Integrated Agent User Interface

through
BCM softphone integrated with SAP CRM

Interaction Center

BCM softphone
functionality
integrated with
Interaction
Center toolbar

BCM routes
both voice calls
and push emails
to Interaction
Center agents
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Interaction Center

B

Jeff Daniels
High Com

Ry DAccept FRepet [F Bf FHanolp Y8 o8 &L Bk Eno B5

Identify Account (ID: 3274)

Account identification

Phone Inbound
Connected

+13123242575
014 Phone 1

@ Ready O |NotReady |7
gack ~ [~

014/

®

Account More Fields  Installed Base | Object
SESOEE R Version | Standard =] Component | al
Interaction Record First Name/Last Name | Jeff | [Daniels ] Product D | &
Interaction History Function [11 | [Buyer 1 \entification [ 1
Service Tickets Department [0002 | [Purchasing | [Search]
Knowledge Search Account |High Com |
E-Mail
Script Interaction Center w
Index Mail Inbound jeffdaniels@highcom.com
e 8 Accepted 019/ 019 E-mail 1
[F] % Accept J8Reject Transfer End Dial Pad @ Ready O NotReady | 7]
nt identification Account More Fields  Installed Base | Object
AL A Version | Standard [+ Component [ [l
Interaction Record First Name/Last Name [ Jeff | [Daniets | Product D [ =il
Interaction History Function [T1 | [Buyer | identification | ]
Service Tickets Department [0002 | [Purchasing | [Ciear]
Knowledge Search Account [High Com |
E-Mail StreetHouse Number | Lincoln Ave | =000 |
seript city [BOSTON |
T Postal Code/Region [02101 | [ma | [Massachusetts |
o Country [0S | [osa |
Contact info For |Contact Person =
Telephone/Extension |312-324 | [o17 I
FaxfExtension 312324 | [oz02

Confirm] (2] (3¢]

E-Mail Address [jeff.daniels@highcom.com




Browser Based SAP BCM Softphone

Browser based BCM softphone offers comprehensive real time queue
management and monitoring functionality for agents

@ l-__. phaone. n/7uimods nalMode B ‘ommunicatio
Personal presence R
management ) — DEFAULT — | &l A

esserger | ovecory | R i
Act|ve C u sto m e r L @ Serving  (7) Paperwork Afterwork Queues | History | Dashboard | Supervisor
interactions info /VDamels,.leff CSdemo900  +) 188 | w O =™ =™
L

Real time queue view
including login status
management

Special call handling
tools: e.g. recording,
conference, callback,
audio settings and
quick dialing keys

—

[ Recording Audio —
Ij Conference Microphone —J'—

i) (] 2)s]s]

\

Call handling tools:
answer, hold, transfer,
consult, hang-up

olal=| ofe]

Link to Message Panel @o | Wicom [0 resuts founa . [11:18:55 {5
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1. Trends and Challenges — Interaction Center

2. Interaction Center
2.1 Overview
2.2 1C Agent — Detalils
2.3 IC Sales & Marketing — Details
2.4 1C Service — Details
2.5 1C Management — Details
2.6 Rule-Based Guidance & Automation — Detalls
2.7 1C Multi-Channel - Details

3. Positioning and Benefits
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Interaction Center Capability in SAP CRM

SAP CRM Interaction Center drives
both operational and management

excellence to make every interaction
count

-

» It does this by providing a that supports
- | multi-channel customer interactions in the domain of
telesales, telemarketing and customer service.

4 Manager ) ~ Agent Front End ) " Infrastructure &
Desktop Framework
/4
o ™
A
N , N .~ J
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Summary:. Benefits of the Interaction Center
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Better customer relationships

The entire customer interaction cycle is captured and tracked, starting with initial
engagement and ending with fulfilment

Obtain insights into customer behaviour and tailor offerings to match their needs
Gain competitive advantage by increased loyalty and retention

M Unique integration capabilities
Select and flexibly deploy processes that suit your business needs

i Integrate with existing SAP and non-SAP enterprise functions, including supply chain
r management, product life cycle management, financial management, and HR
management

Do more with less

Automated and streamlined processes reduce costs

b Revenue is increased through efficient customer
interactions and enhanced cross-selling and up-selling
opportunities
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Further Information
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SAP CRM - Roll-Out Map
https://portal.wdf.sap.corp/go/crm-rollout-map

SAP CRM - Ramp-Up Knowledge Transfer (RKT)
http://service.sap.com/rkt-crm

SAP CRM — Demo Portal
http://crmportal.wdf.sap.corp:1080

SAP CRM — WIKi
https://wiki.wdf.sap.corp/display/SAPCRMHub/Home

SAP CRM - Help Portal
http://help.sap.com/crm

SAP Public Web
http://www.sap.com/solutions/business-

suite/crm/featuresfunctions/index.epx



https://portal.wdf.sap.corp/go/crm-rollout-map
http://service.sap.com/rkt-crm
http://crmportal.wdf.sap.corp:1080/
https://wiki.wdf.sap.corp/display/SAPCRMHub/Home
http://help.sap.com/crm
http://www.sap.com/solutions/business-
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