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Legal Disclaimer

The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission
of SAP. This presentation is not subject to your license agreement or any other service or subscription agreement with SAP.
SAP has no obligation to pursue any course of business outlined in this document or any related presentation, or to develop
or release any functionality mentioned therein. This document, or any related presentation and SAP's strategy and possible
future developments, products and/or platforms directions and functionality are all subject to change and may be changed
by SAP at any time for any reason without notice. The information on this document is not a commitment, promise or legal
obligation to deliver any material, code or functionality. This document is provided without a warranty of any kind, either
express or implied, including but not limited to, the implied warranties of merchantability, fithess for a particular purpose, or
non-infringement. This document is for informational purposes and may not be incorporated into a contract. SAP assumes
no responsibility for errors or omissions in this document, and shall have no liability for damages of any kind including
without limitation direct, special, indirect, or consequential damages that may result from the use of this document. This
limitation shall not apply in cases of intent or gross negligence.

All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ
materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements,
which speak only as of their dates, and they should not be relied upon in making purchasing decisions.
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SAP CX Live! We are looking forward to seeing you!

SAP Customer Experience LIVE Home About Agenda v Special Programs Location & Hotels «~ Sponsors

- SAP C'ustoméﬁ"

. "Experience LIVE
. October 10-11, 2018
Barcelona, Spain

Alex Atzberger
President
SAP Customer Experience

12 |17 | 22 58
DAYS HRS. MIN. SEC.

Connect with purpose at the CRM event of the year:
SAP Customer Experience LIVE

In a world of constant change and fierce competition, trust and service are more important than ever before. Every sector and region is
under pressure from major global trends.

Customers want meaningful, timely, and personalized engagements. Businesses want to drive profits and growth, but to do that they need

a single view of the customer - and a relationship that goes beyond a single transaction. Technology and innovation hold the keys to the
kingdom.
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SAP Customer Experience
In the SAP C/4HANA product portfolio

SAP C/4HANA

Unified experience

SAP Commerce Cloud SAP Marketing Cloud SAP Sales Cloud SAP Service Cloud

Solutions for engagement center, self-service,

customer service management, and field service
SAP Customer Data Cloud

ANNNN
e | ->)
| | —N .

SAP Cloud Platform

SAP S/4AHANA

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | CUSTOMER
This presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a warranty of any kind, either express or implied, including but not limited to the implied warranties of merchantability, fitness for a particular purpose, or noninfringement.
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Enhanced and Updated on a Quarterly Schedule

SAP Cloud for Customer Innovation Cycle

February May August

Line of Business Solution
Industry Cloud Solution
User Experience

Packaged Integration

Key User Enhancements



.
SAP Cloud for Customer — Nov 2018 (18.11) Release

Planned Timeline

27 Sep 2018 — Planned Nov 2018 Pre-Release Conversation with Customers and Partners ~5 weeks to upgrade
? 19 Oct 2018 — Planned Solution Release to Market ?
+ 20 - 21 Oct 2018 — Planned Upgrade of Test Tenants ~2 weeks to Upgrade+

30 Oct 2018 — Planned Nov 2018 Post-Release Overview for Customers and Partners

+ 3 -4 Nov 2018 — Planned Upgrade of Production Tenants Upgrade Day0+

l ‘Release Milestones Release Webinars ‘
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New Release Information - 1811 Release Notes & Help Content

Note: The Pre and Post Release webinars offered for each release are designed to give you
consolidated overviews on the key features for a release. These documents are not the sole source of
truth about the release. Instead, the on-line help and What’s New information is intended for that
purpose. The on-line help documentation becomes available to customers on the RTC or Release to
Customer date of each release.

SAP SAP Help Portal  SAP Cloud for Customer

What's New in SAP Cloud for Customer

Version: | Nov 2018+ I

Language: | English (United States of America) ]

L Download PDF

As of 19t Oct, 2018 — you can expect to find the official 1811 documentation here:

https://help.sap.com/viewer/637db7a0d01e47009d9420e9a927c571/latest/en-US

This link will always take you to the most recent “Released To Customer” version
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https://help.sap.com/viewer/637db7a0d01e47009d9420e9a927c571/latest/en-US

SAP Cloud for Customer
End of Life Announcement — HTML5 Ul

In conjunction with our goals to streamline our Ul offerings and free up development capacity for
feature innovation, SAP is making the following announcement:

HTMLS5 Ul will Reach End-of-Life in November 2019 (succeeded by Fiori Client/RUI) for all users.

What does End of Life mean for the HTML5 UI?

All users — Key users and Business users will only have access to Fiori client Ul and can no longer access
HTML5 Ul with 1911 release upgrade.

Any outstanding business user functionality (feature parity with HTML5 Ul) is planned to be available in the
Fiori client Ul no later than the 1905 release.

All key user functionality is planned to be available in Fiori client by 1911 release.

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL



Sunset plans for Windows 10 phone and Windows 8.1

SAP has a made a strategic decision to sunset and support
for the SAP Cloud for Customer extended edition apps with our May 2019 release

Key Factors driving this strategy:

—Windows mobile is no longer under active development

o Microsoft has revealed that the company would no longer actively develop new features or hardware for Windows phones, citing its low market share,

and the resultant lack of third-party software for the platform.
Microsoft had largely abandoned its mobile business and having focused software efforts on providing apps and services compatible
with Android and iOS instead. Development of Windows 10 Mobile will be limited to maintenance releases and patches.

As the platform is not actively developed, introducing newer features that are supported on other modern mobile operating systems (an expected by
customers) becomes increasingly difficult to achieve on Windows 10 mobile.

Also, adoption of Windows 10 mobile is extremely low (almost negligible) in our user base

—Windows 8.1 has reached the end of it’'s lifecycle
o Microsoft has ended mainstream support for Windows 8.1 as of January 2018
o Majority of our customers continue to use (and migrate from Windows 8.1 to) Window 10

— SAP and SAP Customers would like to streamline the mobile experience

o Currently majority of our customers are on Windows 10 and there is an increasing trend of users moving onto Windows 10 from Window 8.1 and
earlier versions

o SAP continues to invest in expanding the capabilities of the Extended Edition mobile applications which include the latest improvements in offline
capabilities on modern operating systems like iOS, Android and Windows 10. New capabilities are far easier to introduce and support on the new
operating systems and keep all of our mobile capabilities in sync across the platforms.

—Windows 8.1 continues to be supported for browser based usage of SAP Cloud for Customer



SAP Cloud for Customer
End of Life Announcement — Original Migration Workbench

Over the past year, substantial investments have been made in the new Data Workbench tool as a
way to meet the growing demands of customers around data migration.

With this new tool now tested and in use by many of our customers, we are planning to sunset the
Migration Work Bench (MWB) in the timeframe of the 1902 release.

Customers are recommended to move to Data Workbench (DWB) functionality for data migration
activities.

Why the new Data Workbench?

The Data Workbench is based on a modern micro-service based architecture and that is fully
scalable to meet the needs of customers with high volume data loads

Unlike the old Migration Workbench, the Data Workbench supports CSV format for imports, which
saves time for customers as they will not be required to prepare import files in SAP pre-defined MS
Excel templates

The experience for the new tool is simplified with 2 primary models of data migration — Import &
Export making the data migration activity more efficient

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL 10



OData API V2 Series — General Announcement

SAP Documentation

= — R e A new series of OData APIs is being made available
— across the SAP Cloud for Customer application

> Ay ExtensonfDoehtFound As of the 1808 release, the new OData API V2 (c4codataapi)
o BsremAtsSeAnbacAssomet. bt S B series covers 40+ business objects, allowing read and/or

> Attribute J L

write access to 1000+ collections (i.e. data points)

> Attribute Assignment ED
' . ot In general, the OData protocol is superior to SOAP on both
Atroute St Atbute Assighment functionality and performance
S ek RS R Another key advantage of the new technology approach will
> Campaign The B: ollection provides inf of Marketing Attribute Sets. Muttiple tasks can be performed on Attribute Sets such as creation, change, deletion, be tO enable naVIQatlonS betWeen dlﬁerent bUSlnESS-ObjeCt
i e records (a.k.a. Cross-BO navigations) *
> Compettor Entity Type Details In the future, the older OData API V1 series (c4codata) will
A L Ll — be set to end-of-maintenance, see next slide for details.
> Contact tnyneeremd  Create New BusinessAttributeSet
> Contract Entity Typa Title
Dont Gietonasks Ed;“;:".g % 2t e N Bl e Note: * Support for Cross-BO navigations are will be planned
Sisen Swvormiresil]  HTTP Nethod: POST for a future release.

Sampla Raquest (Create New BusinessAltributaSet)

Expanded documentation features include:

"BusinessAttributeSetID":"SAMPLE_SET_ID_1",

s e e API reference data with property/attribute details

“OrgananizationRelevanceIndicatar™: true

Enhanced Entity Data Model diagrams

Sample payloads for supported Create/Read/Update/Delete
Sample Response (CRUD) operations

{
ngny
"results": {
Y __metadata“s {
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SAP Cloud for Customer
Advance End of Maintenance Announcements — SOAP, A2X, OData V1 Series

In conjunction with our release of the SAP Cloud for Customer OData API V2 series (c4codataapi),
the currently available synchronous Web Services (a.k.a. SOAP, A2X) and the standard OData AP
V1 (a.k.a. c4codata) are to be deprecated

As a courtesy to customers, the APIs which are to be deprecated, will continue to work and be
supported until February 2020.

For any new SAP Cloud for Customer project, we recommend the use of the newly
released OData APl V2 series.

We recommend to our customers who have consumed synchronous Web Service (SOAP,
A2X) or standard OData API (c4codata) to plan on switching to the newly release OData
APl V2 (c4codataapi) in advance of the February 2020 deadline.

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL 12



General Information on Blue Crystal Theme — Planned for Deprecation

= (i) Cloud for Customer a ©) R & Eddie Smoke Blue CI’ySta| Theme will soon be
Theme Settings d eprec ated
Blue Crystal Theme is targeted for
Select a theme deprecation in 1908
The selected theme will apply across all devices for all users to bs:;r:;::ur prand image. Belize Deep Theme iS expected tO
AR - A A% replace the current Blue Crystal theme
| | |, | (
\ J
SAP Belize SAF Belize Deep SAP Blue Crystal Custom Theme
(published)

Device Preview - SAP Belize Deep

Set-up Details

Please use one of the Belize themes.
This can be enabled by key users via
Theme Builder.

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL 13



Fiori client Default Changes: Newsprint Layout
Newsprint layout

SAP  Cloud for Customer Newsprint layout is enabled by

default in Object Details pages.

#x Home

83 Kixo Visit

This layout optimizes the flow of sub-
sections within the facets thereby
reducing scrolling as sections flow
upwards to reduce blank space

8.2
N

Overview Campaigns Contacts Altendees Foliow-up Items Document Flow Altachments

s|ielRq

Last Visited Notes from Last Visit

W o

—
ey

Last Visit Date/Time

10/21/2016 2:54 PM

aulawiL

Key Business Benefits

Users can quickly scroll through the
information on sections without

 Contacts (1)

u s having to do lot of vertical scrolling
: through the page.
Completed Tasks (2) ~ngoing

RIS = o [ = A

Upcoming
viedge of store associates I‘-.larket:ng -

associate | Meeting H Completed Surveys(0) T ﬁ Set-up Detalls
Newsprint layout can be disabled via
company setting.

B B

B & Bo

This setting will be removed with
1905 release upgrade.

Cisable Mewsprint Layout

¢/  Actions  Check Out

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL 14



Fiori client Default Changes: New Cozy and Compact modes

Cozy/Compact modes

New Cozy/Compact modes are
available for all form factors —
Desktop, Tablets and Smartphones.

On & 8 Eddie Smoke

o Eddie Smoke

Open Theme Builder

Users can switch between either of
these modes based on their individual
preferences (This selection is
persisted on the specific device only).

Display Mode

Default

Report Incident The current “Default” mode will be

removed with 1902 release

We are deprecating the defauli display mode in February
2019 relase. Please consider moving to either cozy or X
compact mode Track my Incidents

My Settings

Key Business Benefits

Compact mode provides denser
content and thus users can see more
information on the screen.

Switch to Cozy Font # Switch to Compact Font

Switch Display Mode
Download

Annotate

Open layout in HTMLS

Launch HTMLS

Share Your ldeas

Cozy mode provides easy touch
interaction on touch devices.

Both these new modes optimize white
space thereby presenting more
information on the screen.

Set-up Details

Any user can make the switch via
user menu.

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL 15
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Fiori client Default Changes: Side Panel — Object Header information to

Details facet (Now Optional!)

= Cloud for Customer

Work Tickets

55661 - Complaint FR

OVERVIEW INTERACTIONS SOLUTION FINDER SURVEYS ACTIVITIES ATTACHMENTS NOTES ITEM:

Immediate Escalaied Open

(= Eddie Smoke

Q Cl:a 8 Eddie Smoke -~

Started Lisa Disma-n I:e'u'e!.f Supp‘n‘rl O LIEL;E
More -~
ADDITIONAL INFORMATION %) cusll |= Cloud for Customer
o <

I';-1 ai‘nual data entry -‘-ﬂar.uaé I.?toc:k\ ]
“RP Rel. Status Document Language E-Mail 55661 - Complaint FR Rockwell Automation | kM a | Q+
Not Released - sean.fg

icket - 55661 - Complaint FR

=5 OVERVIEW INTERACTIONS SOLUTION FINDER SURVEYS ACTIVITI

1201 §

ADDITIONAL INFORMATION
PRODUCT & Timet

_ IR i

Not Released

PRODUCT
51.2 Commercial 5...  Appllances-1
Appliances-1

26 CSR-51-334-1

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

]} IMER
Rock Automat ean Fl
seanfergosun@ro...  +1(414) 382-2000

1201 South 2nd Str... -
TIMELINE

06/14/2016 5:20 AM Eddie Smoke
03162018 12:04 PM  Eddie Smoke

06142016 615 AM -

Immediate
Escalated
\'I!:\eﬁ

Started

Lisa Disman

Level 1 Support Queus

=21 L (LT ]

SNOLWYOINSMNDD

Object header details in Side
Panel for Object detail — Now
Optional!

Object header information can now be

moved into the side panel in the
“Details” facet.

This move was to be mandatory,
however, base on customer feedback,
we will over both options to customers
going forward.

Key Business Benefits

Header information is now always
accessible in the side panel while the
user works on the main panel.

Plans changed for this feature — both options
will remain available for customers.
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Fiori client Default Changes: Master Detail Vertical Split layout (Desktop and

Tablet only)

Cloud for Customer o :L‘E & Eddie Smoke ~

Sales Orders

ﬁ 9000004825 - test25AUG2017

Master List

OVERVIEW PRODUCTS INVOLVED PARTIES APPROVAL ACTIVITIES DOCUMENT FLOW WORKFLOW - =3
|
3 PRODUCTS (14) ‘\_ Add Cuick Add Products More:

Line A  Product Calegory Product ID Description Price MaSter Detall Vertlcal
10 CUSTOMER-01 - TES.. 10000490 Memaory card S p I |t I ayo Ut

B §20 GUSTOMER-01 - TES. 10000100 Ganon Powershot
CUSTOMER-01 - TES.. 10000405 e —— LS
= ioud t Dy &2 Eddie Smoke
L 40 CUSTONER-01 - TES TEST_1002 E

Sales Orders (4 9000004625-..

CUSTOMER-06 - Biges ROARTEST23
; i} . E} 9000004825 - test25AUG2017
CUSTOMER-0% - Bikes Qo000
- 80 CUSTOMER-04 - Bikes PCMERUNG OVERVIEW PRODUCTS INVOLVED PARTIES APPROVAL ACTIY =3 DOCUMENT FLOW WORKFLOW ¥ ass m
2 | 80 JUSTOMER-06 - Bike: PCMPRONG g
- 80 CUSTOMER-01 - TES P300102 A
PRODUCTS (14) 10000480 lf__ X
— v 10000480
Line *roduct Category Description
10 CUSTOMER-01-TESTSP  Memory card
00001
Item Type Quantity
Product - Crder tem Tea
100004
More -

Master Detall =
Vertical Spllt icon — f PRODUCT PRIC...(0) Add
ROARTEST23

Click these to open
the Spllt view 10000894

FOCMPRODS

+ # (C Adions  Finish
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Master Detail Vertical Split layout is
now enabled for Products table in
Sales Order

The Products table in Sales Order now
displays detailed information in a Master-
Detail Vertical split pattern.

This layout is now by default turned ON.

Key Business Benefits

Details about each line item can now be
viewed and edited on a larger screen area.

Master Detail Vertical Split layout will be the only option
from 1902 release and this company setting will be
removed.

17



Cloud for Customer

Home

Calendar

Service

Tickets

Work Tickets

Templates

Unassociated E-Mails

Territories

Live Activity Center

Ticket Hierarchy

Sales

Installed Base

Feed

Assignments

© x ®

Q

Work Tickets

My Work Tickets (66> LiNk to Main object

55661

=]

- =

Complaiht.

06/15/2016 7:00 PM

Service Request

04/26/2016 7:00 PM

Field Service (2)

10/16/2015 7:00 PM

Field Service (2)

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Complaint FR

06/15/2016 5:15 AM

Test Item Level involv...

06/13/2016 12:00 PM

Gf ﬂ.eld service

10/18/2015 5:11 AM

Tésting Time Recording

Rokae!I Automation

T, “migased

& Eddie Smoke

6 T

Immediate

- .1 Links to additional

iy objects

Iﬁot Reieased

FutureVision

No‘[ Reiéaéed N

LQdovic Dumas

Normal

Normal

Y

Fiori client Default Changes: Links on Chunk View

Links on Chunk view now available
Links on chunk view are now enabled.

Clicking on the links will navigate to the
relevant destination.

When links are enabled on chunk view,
navigation to the main object can be done by
clicking the main object link.

Key Business Benefits

Users can now navigate to different objects
within the chunk view directly.

Links on Chunk view will be enabled by default from
1902 release and this company setting will be
removed.
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Fiori client Default Changes: Multi Selection enhancement

Cloud for Customer

Tickets From Last 7 Days (20) &

Priority D
Normal [ 25

[Immed... [ GEEKE
W Oooas
{immed_ Jl s LERER

Normal [ 25T
Normal @ 69433
Normal (e LEPE
Normal Ooosn
-~

Checkboxes

always

enabled for
multi-select list

Q G;B & Eddie Smoke
Tickets
e —
~ !
Subject Status Customer T Ch
Terry Crews hasn't heard from "Expendables. Open Mashable Mailbot GUANZO. .. =

Cloud for Customer

Home

Work Tickets

Templates

Unassociated E-Mails

Territories

Live Activity Center

Ticket Hierarchy

Sales

Installed Base

Feed
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All E-Mails (3588) ©

The following list contains all incoming e-mails that are not yet associated with a ticket.

Name

@ 8 real women reveal how they lost 5.

@Smp the hassle of the gym with this

Look younger and reduce aging for ...

@ Trying to lose welght even faster for

@I used o hate running on the tread.

@A woman's love of wine inspires the.
@K-.t;k your sugar cravings for good w...

@B-‘eak out of Instagram's ‘perfection ...

=

Unassociated E-Malls

From

Fitocracy

Fitocracy

Fitocracy

Fitocracy

Fitocracy

Fitocracy

Fitocracy

Fitocracy

E-Mall

Jen@fitocracy.com

jen@fitocracy.com

JEN@FITOCRACY.COM

JEN@FITOCRACY.COM

JEN@FITOCRACY.COM

JEN@FITOCRACY.COM

JEN@FITOCRACY.COM

JEN@FITOCRACY.COM

No checkboxes for
single select lists

Q Gh & Eddie Smoke

Multi Selection checkboxes now
enabled by default

Multi-Select checkboxes will now be visible
always when the company setting is enabled.

The selection toggle switch is then removed.

For multi-select lists, checkboxes will be
shown always. For Single select lists no
checkboxes will be shown.

Key Business Benefits

Users can save a click for enabling the multi-
selection checkboxes since the toggle action
icon is now removed with this company
setting.

This behavior will be default from 1902 release and this
company setting will be removed.
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Fiori Client Action Menu Enhancements — UX Change Advance Notice BEEEEE

As aresult of customer feedback, a decision has
been made to consolidate the Action options across
the application to a single place. This will simplify
usability.

This feature is now planned for 1905 (previously
1902), and will have an impact on your users. We are
therefore providing some advance notice for
planning purposes. More details will come.

Moving Actions from footer to top of screen
Moving all actions to the top of page.

Flattening out menus where needed especially for mobile
devices in order to reduce number of clicks.

Key Business Benefit

Provide a consistent experience of how actions are placed
across various application screens and across different device
form factors.

Reducing number of clicks by flattening out action menu items

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL 20



Fiori Client Action Menu Enhancements — Further Detalls

Current

(] Cloud for Customer

tent Nameos =Content Names <Conent Name:

«Content Names =Cantent Names

<Content Nar

<Content Name>

<Conent Name

<Content Name>

£ Leads (3) Qo Ty ew Relationships (3) Ty Add  Add Comact
ar e Refiest rested On
Ernad Eddie Smoke 12122017 Mert with Manager Email Eddie Smoke 12122017
Emall Eddie Smoke 11202017 Meet with Manager Email Eddie Smoke 121122017
adis Lead Eddlie Smoke 12naeo ® it Lead Eddie Smoke 1201272017
€« < 1 > ® ® < ! > B

Action Menu

Footer removed
All actions moved to top right
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Proposed Design

[¥] Cloud for Customer

&) opp123a
DETAILS

] Accounts [5)

<Headers Hnaders

<Cantent Name>
<Content Name>

<Carment Names

<=Cantent Name=

4 Leads (3)

th Manager  Email Edifie Smoke
Moot with Manager  Email Eddie Smoke
sroduce Product  Lead Eddie Smoie

1212201

1211272017

<Content Name>

<Content Name>

<Cartent Names>

=Content Name>

Header

<Content Nama:

<C)

tent Name =
<Content Name=
<Canent Names

=Content Nama=

# Relationships (3)

Name Type

Eddie Smoke

Email Eddie Smoke

Lead Eddie Smoke

Planned
innovations

ichael Boone

<Content Name>

<Centent Name>

<Content Names

<Content Names

<Content Names

127122017
1227
1znafaog

£ ¢ 11 3 »
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This is the current state of planning and may be changed by SAP at any time.



Fiori Client Action Menu Enhancements — Homepage Impact

The footer should be removed from the Home Page. All actions should be moved to the top right.

Proposed Design

[¥] Cloud for Customer [¥] Cloud for Customer

My Favorites My Favorites

Upcoming Activities Accounts
My Accounts
[ Moetng 10 discuss regional sies planning
W Fturm Toch 3 - Tpem

[ Regional sales planning praparing summary.

ture Tech Long Hame 19

[ Regional sales planning praparing sumenary.

Appointments Closed Opporunit... Target vs. Pipeling Visits
Appointments this we. Count MTD Weighted Revenue My visits this week

16 385 487

Orverdue USD, very very long..

Account Activity

Last 60 Days

Account Activity Sales Volume Stalled Deals Title Target vs. Pipeline
Last 60 Days Sutditle (USD) Key Figure{UsD) Key Figure Weighted Revenue

-870.73u ’I ‘ @ Aag
1 5 10M : o ‘449 . 87.\ "

uspo Footer Label

15

Footer is removed

All action icons, including
Global Create as + Button refresh, edit and create, are

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL part Of the fOOter-

Refresh

Appointments
Appointments this we.

16

Overdue

Sales Violume
Subtitle (USD)

-870.73u

1om
usD

Upcoming Activities

[ Moetng 10 discuss regional sies planning
W Fturm Toch 3 - Tpem

[ Regional sales planning praparing summary.
Wi, Fiturs Tch Long Hame 1o - 35

[ Regional sales planning praparing sumenary.

Closed Opporunit... Target vs

Planned
innovations

. Pipeline

Count MTD Weighted Revenue

385 487

UsD, very

Stalled Deals Title
Key Figure{USD) Key Figure

D Agey

very long. .

Footer Label

Icons are now in
a fixed location
on the top right.

Micha
+ 7

Accoums
My Accounts

Visits
My visits this week

Target vs. Pipeline
Weighted Revenue

-449.87..
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Fiori Client Action Menu Enhancements — Object List Impact Planned

innovations

The footer should be removed from the OWL. All actions should be moved to the top right in the tool bar. Refresh, as a List Tool

List Tools New
Proposed Desiga View Switcher Overflow

Current

[¥) Cloud for Customer D ( ichael Boone

My Opportunities (213) ©

<Header> <Heade <Header> pader: <Header> eader>

2 <Content Names =Content Name= =Content Names= =Content Name:s> =Content Name: =Content Name:= <Content Mame:s G <Content Name> =Content Name=> <Content Nafje> =<Content Name> <Content Name> <Content Name> <Content Name>

g <Content Names <Content Name> <Content Name> <Content Name> <Content Name: <Content Name> <Content Name: <Content Name: <Content Name> <Content Nages <Content Name=> <Content Name> <Content Name> <Content Name>
) <Content Name> =Content Name:s <Content Name= <Caontent Name> =Content Name: <Content Name:= =Content Mame: ) <Content Name:> =Content Name: <Content Nage:> <Content Name> =Content Name= <Content Name: <Content Name>
) <Content Name> <Content Name> <Content Name> <Content Name> <Content Name:> <Content Name> <Content Mame:s> :.:j' <Content Name> <Content Name> <Content Na@e> <Content Namea> =Content Name> <Content Nama= <Content Name>

<Content Name> <Content Name> <Content Name> <Content Name> <Content Name:> <Content Name> <Content Name> -ontent Name> <Content Name> <Content Nal@e> =Content Names =Content Name> <Content Name= <Content Name>
<Content Name= <Content Name:= <Content Name:= <Content Name:= =Content Name:= <Content Narme:= =Content Mame: Content Name= <Content Name= =Content Nafje= <Content Name= <Content Name= =Content Name=> <Content Name=
<Content Name= <Content Name:= <Content Name:= <Content Name:= =Content Name:= <Content Narme:= =Content Mame: ) <Content Name= =Content Name> =Content <Content Name=> =<Content Name= =Content Name> =<Content Names
) =Content Name:> <Content Name:=> <Content Name> <Content Name: <Content Name= <Content Name: <Content Name:=> &) <Content Name> <Content Name=> <Content Naie> <Content Name> <Content Name> <Content Name> <Content Name=>
) <Content Name:> <Content Name:> =Content Name> <Content Name= <Content Name:> <Content Name: <Content Name:> <Content Name:=> <Content Name= <Content Na@e=> <Content Name= <Content Name: <Content Name> <Content Name=
=Content Name: <Content Names <Content Name:> <Content Name= <Content Mame: <Content Name:> <Content Mames G <Content Names <Content Name:= <Content Nage= <Content Names <Content Names <Content Name> <Content Name:>
=Content Name> =Content Name:= =Content Name> =Content Name: =Content Mame: =Content Name:> =Content Mame: =Content Name:= =Content Name:= =Content Nage: =Content Name= =Content Name=> =Content Marme: =Content Name:=
=Content Name> =Content Name= =Content Name> =Content Name: =Content Mame:= =Content Name:= =Content Mame:= <Content Name> =Content Name> 2Content Nage: =Content Name= =Content Name> <Content Mame: =Content Name:>
=Content Name> =Content Name= =Content Name:> =Content Name: =Content Mame:= =Content Name:= =Content Mame:= <Content Name> =Content Name> <Content Nage: =Content Names <Content Name> <Content Name> <Content Name:
=Content Name:= «<Ceontent Name> =Content Name= =Content Name:> =Content Name> =Content Name:= =Content Mames> @ =Content Mame> =Content Name> <Content Nafje> =Content Name> <Content Name> =Content Name> =Content Name=
<Content Name= <Content Name> <Content Name= <Content Name= <Content Name= <Content Name> =Content Name=> <Content Name: <Content Name> <Content Nage> <Content Name> <Content Name> <Content Name> <Content Name>
<Content Name= <Content Name> <Content Name= =Content Name=> <Content Name= <Content Name> <Content Name=> L <Content Name: <Content Name> <Content Nage> <Content Name <Content Name> <Content Name> <Content Name>
<Content Name> =Content Name> <Content Name:= =Content Name: =Content Name:=> <Content Name:= =Content Name> <Centent Name> =Content Name=> <Content Nafle> =Content Name> =Content Name> <Content Mame=> <Content Name>
<Content Name> =Content Name> <Content Name:= =Content Name: =Content Name:=> <Content Name:= Content Name:s <Content Names <Content Name= <Content Nafje> <Content Name: =Content Name> <Content Name> <Content Name=
t Namez <Content Name> <Content Names <Content Name> <Content Name:> <Content Names> <Content Name: @) <Content Name> <Content Name= <Content Ma@le> <Content Names <Content Name> <Content Name=> «<Content Name>

Name: =Content Name> <Content Name:> =Content Name: =<Content Name:= <Content Name:= =<Content Names <Content Name=> <Content Name= <Content Nafle> <Content Name= <Content Name> <Content Name=> <Content Name> . N

B cnnkview _ > _ T : : : ; . : ‘ \\2
Names =Content Name> <Content Name:= =Content Name> =Content Name:= <Content Name:= =<Content Names —ontent Names <Content Name> <Content Nafle> <Content Name> <Content Name> <Content Name=>

& Map \

View Switcher Overflow
New, as + Button Refresh
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Fiori Client Action Menu Enhancements - Object Details Planned

innovations

The footer should be removed from the TI. Tl actions should be moved to the top right of the title area.
Other Actions

Edit

Current Proposed Design Create

(9 Glouafo Customor ' m @ Wichaet Boore

[¥) Cloud for Customer Q O % (&} Michael Boone

@ Opp1234

&) oppi23a

) opp123a

DETAILS

DETAILS CHARTS ACCOUNT TEAM SALES TERRITORIES RELATIONSHIPS ADDI

] Accounts [5) Y & TL ¥V O+ Add

<Content Name>

<Content Namex

<Content Name> ame > <Content Name>
<Content Name> <Content Name:> <Content Name> <Content Name=>
<Content Name> =<Content Name> «Content Name> <Content
wComent Marmes <Coment Narmes cContent Hames <Content Names> <Content Name> <Content Name=
SO 4 > o»
£ Leads (3) # Relationships (3) i ; 8 s
4 Leads (3) X C T o+ # Relationships (3) L Add  AddContac

Ernail Eddie Smoke 12122017 Eddie Smoke 121122017
Emai Edid 3 Meet with Manager Eddie Smoke
Emall Eddie Smoke 11202017 Eddie Smoke 12122017 .
Emall Eddie Smoke Email Eddie Smoke v
Lead Edelie: Smoko Eddin Smoke 1211202017
Lead Eddie Smoie Lead Eddie Smoke
« < 1 > ® ® < 4 > B
& o %« 4

Contextual Create Edit Actions Menu
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SAP Cloud for Service
What's new in 18.117




Service Topic Overview

Live Activity/CTI

Communication Channels

Service Management and Ticketing
Machine Learning

Installed Base

Registered Products

Installation Points

Contracts

Industry/Utilities

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | CUSTOMER
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What’s New In Live Activity/CTI




.
What’s New in 1811 for Live Activity/CTI

Key Innovations

Live Activity
Chat - Feature parity
Employee Scenario Chat availability

Enable Contracts in Live activity

CTI
New BP search in Search results action
Search — Enable Category Filter

Enable customer identification based on personal address related
phone numbers

Click to Call - Default Search results — Same as Inbound
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N
Chat — Support Chat in Live Activity HTML5 Parity

—  aap

— ey
= . Cloud for Customer

—

Dveeview

Transcript

After ending the chat,
Chat activity stored.

Notes

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

f o

Customer identified by

emailid=

Wiran : Hallo Agent : Wait 3 sec pls Kiran : Any updabes on my shipping delay? Agent : Checking_ pls wai Agent : coming in 2 days

smarighons

Business Description of
Feature

o Multiple Possiile Gallers

Chat feature which was
available in HTMLS5 is now
also available with Fiori Client.

The feature set and the
integration options remain the
same (screen pop, caller ID)

Chat Content can be pushed
into C4C as an interaction.

Available with CTIl and Widget
based approach
4 % 0p@

g Multipie Possibie Callers

o=
o

v Chat Window

Key Business Benefits

Chat functionalities also
available on Fiori Client.

Tickets can be created based
on the chat content.

Chat conversations are stored
in the transcript.
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Chat — Employee Support Scenario

- = - . . - - = - —
= L} cloud for Customer 9, g a @
Home Tickels . . .
Qoo - Business Description of
Feed Tickets from Last 30 Days (38) - viswajith@gmail.com F
j ; | eature
y ype 1D Subject Status Source Emplf > Simple Push Message
> Activities _ .
Norma HR Direct Ticket = 421 dsfisdsdf Open Paul t - - t t
Ch bled in Live Activity
’ b Normal HR Direct Ticket = 414 dsfisdsdf Open Pau a’ ena e I n Ive C IVI
Fre) N R Dvect Tk - S o : > Socket Based Demo f t
lormal Direct Ticket = 3 est from Portal pen au E m I y S pp
> Activity Planner _ or p 0 ee u Or
Normal Finance Support Ticket Help MRP Open Pau .
Surveys
e = Norma HR Direct Ticket HR Help MRP Open Pau ~w Chat Window Scenarlos .
> Data Workbench o
Normal HR Direct Ticket = 395 Open Manual dat Pau
Service i . 1
- Normal HR Direct Ticket F Extend my Paternity Leave Open E-Ma Pau Cham\jg with - _Cusio\ ner Name - Chat happens I n an eXtern al
Normal HR Direct Ticket Creating a HR Ticket from the portal during th Open Paul ~ H H
Templates h d p y h I d h
& Normal Procurement Support Ticket Creating a procurement ticket prepping for th Open Paul Customer Name t I r a'rt C a't C Ient a'n t e n
Unassociated E-Mails aalh t -
Norma Finance Support Ticket Creating a Finance Ticket Prep for the Demo Open Manual dat Paul b p h d S
L Acty Crter ~ can be pushed 1o Service
Norma HR Direct Ticket Extend my Patemity Leave Open E-Ma Paul Customer Name
Ticket Hierarchy ine I d f E I P
Normal Procurement Support Ticket Procurement Ticket Open Pau &l Hello .1 am having an issue C OU Or n lp Oyee Op U p
Mass Processing - .
Norma Finance Support Ticket = 358 Creating a Finance Ticket from Server - Viswa Open Manual dat Paul ;
” : i v | End Char and saving the Chat
Normal HR Direct Ticket Creating a HR Ticket from Server - Viswa Open ]
Normal Procurement Support Ticket 11 PM Proc ticket 2 Open Pau Transcrl pt
Normal HR Direct Ticket 11 PM HR ficket 2 Open Mike
Norma Finance Support Ticket 11 pm fin ticket Open Shirlg
Norma HR Direct Ticket From server HR Ticket no 2 Open Paul
o™ | rrpraom - Key Business Benefits
Normal Finance Support Ticket = 361 localhost fin direct Open Manual dat Paul Michael Adams = Manual
Normal Finance Support Ticket localhost proc direct Open Manual dat. Paul Michael Adams = Manual E m p I 0 ee S u p po rt C u StO m e rS
Norma HR Direct Ticket = 352 localhost HR direct Open Manual dat Nancy Nash = Manual y
Normal Procurement Support Ticket = 346 Procurement - 1 Open Manual dat Jessie Wilson = Manual Can aISO use Chat Featu re .
Normal Finance Support Ticket PROC ticket Open Paul Michael Adams = Manual
Norma Procurement Support Ticket = 345 iphone not recieved Open Paul Michael Adams = Manual C I 1
P : ¥ ontextual response options.
Normal Finance Support Ticket = 309 Test -2 Fin Ticket from cf Open Manual dat Shirley Nielson = Manual
Normal Finance Support Ticket = 308 iPhone order not received Open Paul Michael Adams = Manual
Normal Finance Support Ticket Accruals not vi ted Open dat Paul Michael Adams = Manual
Normal HR Direct Ticket = 299 Leave not recorded Open dat Paul Price = Manual
Normal Finance Support Ticket Proc Direct Open Manual dat Paul Michael Adams = Manual
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e
Chat Activity

Example -
http://localhost:36729/?CID=BCM1234&Event=CHAT ALLOCATED&Email=example@example.co
m&ExternalReferencelD=1234567

Attribute Name Mandatory Allowed Values Description/Changes
CID Yes ( For CTI Adapter Only) *
Event Yes CHAT_ALLOCATED

CHAT_CONNECTED
CHAT_DISCONNECTED

Email Yes valid email address Used to identify customer if BP
ID is not passed

ExternalReferencelD Yes Should be stored as BTD
reference.

Transcript Stored in chat activity

BP Customer Identified.
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http://localhost:36729/?CID=BCM1234&Event=CHAT_ALLOCATED&Email=example@example.com&ExternalReferenceID=1234567

Chat in RUI

After ending the
chat, Chat activity
stored.

o : o -] e
El 2 Caller Kiran V Karadi confirmed. | Your entries have been saved.
Al A Default Search from Inco, Paramefers L=} W ) ~
Eeiaut Saar Aainc Farmmets N L X Call Information
@ Kiran V Karadi S
Chat From
Changed On Phone: E-Mail Address. kiran.karadi@sap.com
11/21/2017 03:27 PM PST kiran.karadi@sap.com v
ubject
ABC Classification From: kiran.karadi@sap.com
Ticket ID
Kiran V Karadi [ & i
Serial Number
Changed On: Phone: E-Mail: Address: e
11/21/2017 03:27 PM PST kiran_karadi@sap.com
ABC Classification:
Kiran Karadi & ar Priority
Normal
Changed On: Phone: E-Mail: Address:
09/11/2017 04:02 PM PST  +1 408-398-3646 kiran.karadi@sap.com us *pactivity Type
ABC Classification: Chat
Kiran Email Act Ext Field
{2} Dr. Kiran Karadi Contact [ &7 Helio Email
Changed On MNams Account Function: Call Recording Link Ext
DB/06/2018 12:22 PM PST  Karadi Contact, Kiran SAP Portal B2B Corp Acct  Business Manager hitp-ifgoogie.com
Department Phone
Service Dept +1 408-946-8669 Notes
. - '}
Live: Artivity Ganter (%] (]

OQ Chat From: kiran.karadi@sap.com

Overview

Transcript

Kiran : Hello Agent : Wait 2 sec pls Kiran : Any updates on my shipping delay? Agent : Checking.. pls wait Agent : coming in 2 days

Notes

Live A

a b Lg@

% Multiple Possible Callers
& kiran

T Kiran

el ol

ﬂ Agent
Wait a sec pls
| End Chat ‘

i@sap.com

Customer identified
by email id

MName

v

Linked Ticket ID

Account ID

External ID
10896332

Ext Fiel

smartphone

Created On
09/24/2018 12:11 PM

Ext Checkbox

Q& 0g®

Chat Activity
Chat From: kiran karad|fzzp.com 0
Multiple Possible Callers

&% kiran.kara

v Chat Window

difisap.com

=]

en
4]

Customer Window

Chat From: kirankaradiggsa)  "Vating for ineoming chat

Created On

(08/24/2018 12:11 PM PST
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CTIl - New BP search in Search results action

Use Case - Trigger Second Search
As an Agent, | should be able to trigger second search for a business partner in search results

Why is this needed?
Multiple caller scenario - Need a way to do know more about the each caller.

Solution Details

Separate icon on BP search results to trigger second search. On that action, trigger second
search with “Categories = All” and Search Filter BP = “Selected BP”
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CTIl - New BP search in Search results action

= o> a @ 0g® . .
I e TP I TOOTS 5 S Business Description of
K e gation 14083989646 N
5 dommsen & a default search ondtahe left PR —— Feature
Changed On; Account: Function: Department: 14083989645
06/11/2018 02:14 AM PST  Kixo This page demonstrates how to push a .
S Number Disked ZD“;C;T, T— simple message SAP C4C Live activity
i o . 14083983645 Simulate Cal Wh e re p h o n e n u m be r IS
® Kiran Karaci Step 1 -Select customer & : ; B associated with mUIUpIe
DAIH017 0408 PMPST  +1406-398-9645 s E— B co ntacts’ trigger a second ary
ABC Classification External ID MyCustomField
: search on the contact
smartphone Normal
trigger second search with
“Categories = All” and Search
Filter BP = “Selected BP”
=T a & Lpg®
Step 2 — Filtered by that e e ————— 2 = " ey &_Q Multiple Possible Callers
customer == e * - k - = Call Infermation S 14083080646 i
~ - = Call From Caller ~  Simple Push Message . .
S it ey el Key Business Benefits
ABC Classification Call From: 14083980846 i Z——

Linked Ticket 1D Ticket ID
& Monarch Picture Movie =

Allows agents to quickly
it s : : identify correct BP in

- interaction context.

Ext Fiel Priar
& KitchenPro Convection Oven a ExtElar Prioty
smartphone Normal
o T seive. Efficient search option to link
22 - Active Kiran Karadi Created On *Activity Type
oar 5
Contact Name Warranty End Date AR AT AN e el - .
Kirn Emi At Ext P Interaction to correct open
= 6238 : B2C New Email ar Hello Email . k
Ghanged On Status Priority Assigned To Call Duration Ext Call Recording Link Ext tl C et
08/13/2018 09:19 AM PST  In Process - Working On It Normal Kelly Lee 1:00 AM http:figocgle.com
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e
CTI - Search — Default Search Refinement Enable Category Filter

= SAPd
Lo
(] Live Ac - o
Filtered by Tickets, Contracts or o | [ Deliult Search from kicoming Cal Paramaters: T 7
other supported category e ;
Bl 6594 : Test Contract & . . .
Business Description of

Changed On: Status: Pricrity: Assigned To: p
08/27/2018 05:37 PMPST Open immediate - Fe at u r e
Customer: Source:
Bluedrive M2M via loT

Allows flexibility in further
- refining default search results

= 5030 : System down

gar.;;?z'eoci1§nu:3:4aprv1Psr gj;é:‘& :nmré;,h[e Aessned To: by Category (tiCketS, contracts,
i etc.)
= 5044 : Solar Grid performance usse & ":J SearCh reSUItS refreSh and
Changed On: Status: f‘".:-ri'.y.' stig'lc-d_o' Can be returned to default
12112/2017 05:03 PM PST  Accepted mmediate immy Hardy
Customer: Source Sta'te
Bluedrive M2M via laT .
S B Applies to default and manual
o e N e _ search
Changed On: Status: Priority Assigned To.
09/06/2017 10:04 AM PST  Open Normal - . .
Key Business Benefits
Bluedrive M2M via loT

. Enables agent to fine tune

=l 6075 : ASM Serial ID testing

search results

Changed On: Status: Pricrity: Assigned To:

01/05/2016 D8:10 PM PST  Open Normal - . . e -

e s Efficient identification of
Bluedrive M2M via loT

contextual object of interaction

= 5084 : pool directions

Changed On: Status: Pricrity: Assigned To:

09/16/2014 11:08 AMPST Resource Requested Normal Juliane Beyer
Customer: Source
Bluedrive M2M via loT
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CTI - Enable Contracts in Live activity

Use Case — Enable Contracts in Search
Default Search - As an Agent, | should be able to see contracts for the caller along with other information.

Manual Search — As an Agent, | should be able to search for contracts

Why is this needed?
Common to have contracts in B2B scenarios

Solution Details
Include Contracts as a new Category in Live Activity.

Limitation — Works on Account phone number only. Not on Contacts.
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CTI - Enable Contracts in Live activity filter

Business Description of
= & S WeNEn®y Feature

o o o Y Live Activity Genter §
Includ&§ Eontracts L et bon beomg Gl Pamete__2 | V GalInformation & it N Include contacts as new
» Service & 8- 5 year Contract for Solar Panel Grid = i
» B Changed On: Owner: Status: External ID: .?‘3"1 :;CDEETSTSS ;ZIL:::\; ve ~ Slmple Fusn Message Category in Live ACt|Vity
» People 06/11/2018 02:32 AM PST - Active - This page demonstrates how to push a

- Number Dialed Subject simple message SAP C4C Live activity d f It h
» Products el Call From: 1 165032 —_— efault searc

+1 16503275165 Simulate Cal

» Sales Campaign Linked Ticket ID Ticket ID
- -
& 3 - Bluedrive Systems Contract - VIP

> Sales

3 : _ Enable filter of results by
> Actiities g;%;?;;wgq:z 02 AM PST ouner Efslzi;te Seemallo: : ContraCt Category

External Reference External ID MyCustomField

» Analysis
» Competitors

» Library Ext Field Priority

S Search results are based on
s Home phone number (not contract

ECC Sales Orders 03/02/2015 12:02 AM PST Obsolete . Crastad On ®acthity Type f
i m farenc 08/24/2018 11:25 AM Phone Call I d)

» Design Win Exchange External Reference

[z Ext Checkbox Kiran Email Act Ext Field

Y Hello Email

Team Calendar
» Activity Planner Call Durafion Ext Call Recording Link Ext
. 1:00 AM http:/‘google.com

e Bl

Key Business Benefits

Contract support/look up ease
for agent interaction context

Reduces agent navigation at
point of contact.

Setup — Add Contracts in LV At Searen Omjoct
Configuration e
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CTI - Customer identification based on address phone numbers

Use Case — Enable Personal phone in Customer
Identification

Customer Identification -

As an System, | should be able to identify caller based on
personal phone numbers.

Why is this needed?
B2B — Contacts — With multiple addresses and phone
numbers. Common scenarios.

Solution Details
Include Address Phone numbers as part of Search.
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CTI - Customer identification based on address phone numbers

= : : . e Business Description of

] it Syt L% ] Lwve Actwvity Centar L] 15 ?,:?;'..m;;ic.arwa:
B 1 Your eniries have been saved. @ X Fe at u r e
Michael Gomez Blusdrive 5+

b

Overview Feed Addresses Relationships Activities Leads Sales Leads Opportunities Sales Quotes External Foliow-Up Docume... Registerad

=
%]

Previously phone numbers on
personal account addresses
were not used in account

sERg

Active

Business Address
B1 Briercliff Road

' iIdentification, now they are

Account
Bluedrive

United States | i n CI u d ed .

Supports identification
including all account and
personal addresses with
phone numbers

i Personal Addregses (2) ML Add  More

Address Phone Fax Mobile

us . +1 199-8B8-B77T
Phone number here ate now supported in e Tl
CTI Customeridentification

- ” g
=T a & 0p@
f o Live Acvity Center ) ‘ Gomaz ! o Live Actvity Center [x]

C: P by it Tricispiiinn P all Bl ks 2 = Michael Gomez Al H H
Al Categaris & v | | Default Search from Incoming Call Parameters Q| ¥ & Call information Phone number from § Key B usiness B en ef | tS

personal address +1122-233-3444

{8 Michael Gomez o & . .
Call From Caler v Simple Push Message Provides g reater accuracy in

Changed On: Name Account: Funcion: +1122-233-3444 Bluedrive accou nt |de nt|flcat|0n Of

09/24/2018 11:40 AM PST  Gomez, Michael Blugdrive Purchasing Manager Tris page demonsirates how fo push a
Number Dialed Subject i & Lrs gty H :
Do s P A TR simple message SAP C4C Live activity incomi ng Cal Ier
Purchsing Dept +16503275564 1 122:233-3444 Simulate Cal . -
: @ ot ot Provides greater flexibility for
El 6594 ; Test Contract & = . .
o o B2B service environments
Changed O it Priority: Assigned To: ceount |0 Serial Numbe:
Changed On: Status: orify: \ssigned To
08/27/2018 05:37 PM PST  Open Immediate ;
Customer. Saurce: Extemnal ID MyCustomField
Bluedrive M2M via laT

U ZULO DAF DL UI dil DAF dllilidle Cullipally. All YIS IESEIVEU. | EA I ERINAL 39



CTI - Click to Call - Default Search results — Same as Inbound

Use Case -

As an Agent, when | click to call on BP OWL or Tl (eg: Contacts OWL), | should be able to see search results for
all categories

This should behave same as Inbound unique caller default search.

Why is this needed?

Keeping it consistent for both Inbound and Outbound makes it less confusing

Solution Details

Same logic as Inbound
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CTI - Click to Call - Default Search results — Same as Inbound

—isAPd
e el i e Bilusdrive L 2ol i B ) 6564 - Test Contract L]
Business Description of
Overview Feed Inferactions Solution Finder Surveys Activities Attachments Notes Related ltems Changes Items Services Parts 2 y Priodity o]
i Feature
,
Customer A Product @ Escalation Status

Not Escalated

When click to call is used the

Bluedrive Michag!l Gomez Open

L lickitoGallr live activity will invoke the

Open

same search results for the

Additional Information S ‘j'“"i":‘”'."
phone number use for the
f.'cnri'.s\:l:-.'ew {[s] ) SEF.!ICC-'\.EVP, Erocuctin YN Outbound Ca.”
Search results enable the
agent to navigate to relevant
: Ty Q% 0ge objects easily throughout the
: 0| & o 0] oty 0 interaction as needed
Default Search results same as passing N G 6 A ) Michael Gomez ©
ticket ID in the Inbound scenario i Calformtin +1 6503275564 ’
B 6594 : Test Contract ¢ g
e - Call From Caler v Simple Push Message
Changed On: Status Priority: Assigned To: Bluedrive
09/24/2018 12:06 PM PST  Open Immediate -

P - This page demonstrates how to pusha
) ~ CallTo Callee simple message SAP C4C Live activity
Elear_we Sw»e_. ) +1 8503275564 Bluedrive
Bluedrive M2 via loT 1 8503275564

Simulate Cal

Key Business Benefits

CT—. ‘ Increase efficiency in

Changed On: Name: Account Function: Linked Ticket ID Ext Field

09/24/2018 11:54 AMPST ~ Gomez, Michael Bluedrive Purchasing Manager 6594 e 4 Outbound inC]l.“ry and Ca,”
Deparment: Phaone: h an d I I n g

Purchasing Dept +16503275564 Priority Created On
Normal 092412018 12:06 PM

Consistency in inbound and
outbound default search
results
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What’'s New in Communication Channels




What's New in 1811 for Communication Channels

Key Innovations

Social
WeChat Integration via WeChat Mini Program

E-Mail
Enable S/MIME Encryption for Employee Support E-mails
Support default role for the new customers
Unassociated E-Mail List — CC field added in search

Interactions & Response Editor
Editor —Support Signature capability in E-mail editor
Editor - Defaulting From Address for Employee Support
Inline Editor — Default Fon and Size

Interactions — List View — Details section enhancement
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Additional Enhancements

Social

Fiori Client Uptakes
—  Custom Channel
—  Social Media Message Detail Screen

Twitter — Direct Message Threading

Chat (See CTI/Live Activity)
Fiori Client Uptake — Chat for Customer Service Scenario

Support of Chat for Employee Support Scenario
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Social — WeChat Integration via WeChat Mini-programs

SAP cCloud for Customer

Home Social Media Messages

Ticket
= 71780 - The server is overheating o

Calendar

- =] 71780 - The server is overheating ABC Company

Customers Overview Interactions Solution Finder Social Interactions Surveys Activities Attachments Notes Related ltems Changes Items Services Time Sub-Tickets

People
Sales Campaign ¥ cachlin (2 Interactions)

Sales @

Activities
. 16 Hours Ago - (=}

Analysis =,

Competitors The server is overheating Even after reboot.

Products

. |write @ comment .

ECC Sales Orders E}.

Collections

Team Calendar crm ops

Activity Planner N
16 Hours Ago - (=}
Partners

Surveys @yani dear customer
Visits

Data Workbench
Service

Tickets

Work Tickels

Social Media Messages

Templates

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Business Description of
Feature

Enable WeChat integration via
customer mini-programs.

You need to have an
intermediate app server to
push and pull the data from
C4cC.

Possibility to respond to the
WeChat application from C4C

Key Business Benefits

Connect WeChat content to
C4cC.

Contextual response options.
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Social — Fiori client uptake - custom Channel and Social Message Details

SAP Cloud for Customer

Home Socia e Messages @ G Business Description of
_— [#] @yani dear customer Genetic Feat U re

Customers Overview Generlc Channel IS a.va.llable
Peoj . . .
= on Fiori Client.

Sales Campaign General Information

Calendar

=5 cramel Category Directon Cesteson Social Media Message Details
Activities JC4CHIE Response Outbound 09/03/2018 0% 44:01 PM . . . . K
Analysis LII'H_;' ;is;é:ged Ticket IS avallable On F|Or| Cllent.
- Send Broadcast messages by
Lirary % c4cHif 2 Imeractions) using the Quick Create
ECC Sales Orders @ 0 pt| ons
colectons 16 Hours Ago - (2}
Team Calendiar YouTube and Instagram

. The server is overheating Even after reboot. . .
Actiy Planmer ’ [ channels coming with next
Pariners
Surveys ermons releaseS
— 16 Hours Ago - ('-_“,'d
Data Workbench @yani dear customer Key B US | n eSS BenefltS
Service
Tekets Enhanced use experience for
Work Trckets the Social Channels in Fiori

Social Media Messages

Client.
Contextual response options.

Templates

Unassociated E-Mails

Display of images in the
context of the message.
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Social — Twitter Direct Message Threading

SAP Cloud for Customer

Social Media Channel
AlmikaPhone

Channel ID: TW_ALMIKPH
Channel: AlmikaPhone
Channel Type: Twitter
Language: | English
Created On: 05.01.2015 18:59 UTC
Created By: Luu, Anita Admin
Active:
Block Responses:
Response Channel: | Tw_DEVOUT
Log Level: | Detail

Direct Messages:

)

Add to Completed Ticket
Add to Open Ticket
Do Mot Process

Ticket Type:

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Import Run

Import Run
Run ID: 100215
Run Description: Run TW_ALMIKPH
Scheduled By:
Recurrence Value:
Recurrence Frequency:
End Date:
Status: Acfive

google mashup

Last 5 Logs ~

Processing Stat... Maxi... Execution ID

Application Log...

Created By Created On

No records found

Business Description of
Feature

Options enabled to decide
how the new DM Messages
should be threaded to the
existing ticket.

Previously this option was
available only for Facebook
channels.

Three options available:
Add to completed
Add to open
Do not process

Key Business Benefits

All the conversation related to
a issue can be tracked in one
ticket.
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E-Mail - Enable SIMIME Encryption for Employee Support E-mails

€
E-Mail Encryption and Signature Check

Version Customer Specific Husimess Opbon Bulltdn Services and Support: Sysiem Management: Security: E-Mail Encryption and Signature Check

Business Description of
Feature

------

SAP Cloud for Senvice: E-Mail Secunty, Employee Support Scenana CODEMPLOYEESUPPORT imy308./68 mail.viab sapbydesign com

Support Encryption of E-mails
for Employee Support
Scenario.

Both inbound and outbound E-
mails can be encrypted.

Key Business Benefits

. Encrypted communication
o I P S . between the employees and
' e HR agents for confidential
information.
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E-Mail — Editor - Defaulting From Address for Employee Support

£ 261 -Issue with Leave balance

i- ood employeesuppon@my 306782 mal viab sapbydesgn com

[esie with Leave balance

Font - default v  Size - default

Hello lames

We checked from cur side and we don't see any Issues with your

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Al » O =+ | Paragr. =

leave balance. Here is a screenshot

W8 | X e

Bd

&

Business Description of
Feature

In the Employee Support
scenario for a manual ticket if
you respond back via e-mail
the From address can now be
defaulted. .

The From e-mail address is
based on the address that is
maintained for the
Organization.

Key Business Benefits

Improves the efficiency of the
agent.
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E-Mail — Support default role for the Customers

Accounts

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Business Description of
Feature

For B2C E-mail channel, if you
have maintained a default role
for the customer then the
default setting is respected
when creating a customer via
E-Mail.

Custom Roles are defined in
BC-> Accounts-> Maintain
customer Roles

Key Business Benefits

Define different e-mail
channels to create different
type of customers in your
system.

Can be used for capturing
leads and prospects.
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=
E-Mail - Unassociated E-Mail List — CC field

SAP Cloud for Customer

— =
= e, Business Description of
. I Q Feature
9 Subject From E-Mail To dd d h f- Id 4
8 - - o . Added the CC field in
@D
Received Reason Sentiment cc A Vance Searc O
E Filter by Date “ +y =E-mail requires manual follow up; =No matching 4y w +s +y U . d E I I
8 M ] IV I .
IEI Restore Save Query Organize Queries If the E-Mall Channel address
- is in the CC field, then it
g The following list contains all incoming e-mails that are not yet associated with a ticket IS I n e Ie 1 en I Can
- = posr be used to filter the results.
[ Holy hell, the 512GB iPhone XS Max costs $1,449 and 11 More Mashable mashabletopstories@mail. m_ 09/13/2018 01:03:06 PM Sender is bl
£
& = Trump's odd 9/11 fist pumping started a Photoshop battle, obvi Mashable mashabletopstories@mail.m. 09/12/2018 01:06:26 PM Senderis bl
B: (=2 Naughty America Wants to Use Controversial 'Deep Fake' Tec Mashable mashabletopstories@mail m. 08/11/2018 01:03:06 PM Sender is bl
[E [ The Chargerito is a super tiny iPhone charger that you can atta Mashable mashabletopstories@mail. m_ 09/10/2018 01:02:23 PM Sender is bl
= 5 Great Apps to Hide Your Sexy Photos With and 11 More Mashable mashabletopstories@mail m. 09/08/2018 01:01:58 PM Sender is bl
= Game on a budget with an Asus gaming laptop on sale for $15... Mashable mashabletopstories@mail.m...  09/07/2018 01:03:21 PM Senderis bl
w
= Amazon is offering a 256GB SanDisk microSD card for the low Mashable mashabletopstories@mail.m...  09/06/2018 01:03:03 PM Sender s bl
£} [ Save over $3,000 on one of the best 4K TVs by Sony thanks to IMashable masnabletopstories@mail m- 09/05/2018 01:03:23 PM Sender is bl K ey B u S i n eS S B e n ef i tS
2 Steve Bannon is headlining the New Yorker Festival and reade Mashable mashabletopstories@mail m. 09/04/2018 01:02:22 PM Sender is bl
(= 10 Labor Day sales on great gadgets you'll use all year and 11 Mashable mashabletopstories@mail.m_ 09/03/2018 01:03:14 PM Sender is bl If H h
@ you want to restrict the
= Test V Nair, Nisha nisha v.nair@sap.com 09/02/2018 11:16:55 PM Initiated by
o [ Everyone's heading back to Hogwarls in new ‘Fantastic Beasts...  Mashable mashablelopstories@mailm...  0/01/2018 01:02:56 PM Sender is bl u naSSOC|ated e-n |a|| I|St based
83 B2 Sending the CC, field in both To and CC Email01 RUI email01rui@gmail.com 08/31/2018 03:24:07 PM No matchin... On the Chan nel I nfor ation
71 B2 Having the B2B e-mail address in CC Email01 RUI email01rui@gmail.com 08/31/2018 02:49:27 PM No matchin... '
@ (2 Sending an e-mail to test CC in B2B use case Email01 RUI email01rui@gmail com 08/31/2018 02:46:58 PM No matchin. then by d efl n I n g a q uery I n the
[ Bye, Fiona: Emmy Rossum announces unexpected exit from Mashable mashabletopstories@mail.m_ 08/31/2018 01:04:38 PM Sender is bl

To and CC field you can
restrict.
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E-Mail — Editor - Signature

/ & 71876 - Apple will be rels X .r"M Waiting List Registration X

& C 0 | ® https://my306768.vlab.sapbydesign.com/sap/ap/ui/clogin?app.component=%2fSAP_BYD_UI_CT%2fMain%2froot.uiccwoc&rootWindow=X8&redirectUrl=%2fsap%2

SAP Cloud for Customer

Ticket
Tickets ® 71876 - Apple will be releasing 3... &

=] 71876 - Apple will be releasing 3 new iPhones this year — here’s everything you need to know and 11 More

Overview Interactions Solution Finder Surveys Activities Attachmenis Notes Related ltems

Reply Email ~

3]

& From cod.servicerequest@my306768.mail.viab.sapbydesign.com

e To mashabletopstories@mail. nashable.com

|—.|j Re:[Ticket 718761  Apple will be releasing 3 new iPhones this year — here's everything you need to know and 11 More
@ Arial v 14pt v AR | R Paragr... ¥ B
i

IE

From: mashabletopstories @mail mashable com

E Sent: September 13

Toscod.s= mail vizb.sapbydesign.com
Subject: Applz w ew iPhones this year — here's everything you nead to know and 11 More

&] Net displaying correcdly? View this newsletter online

& Interactions (1) ~

viashable Mailbot G

&

VPN mashabletopstories@mail.mashable.com

ﬂ = To cod.servicerequest@my306768.mailvlab.sapbydesign.com
= Subject Apple will be releasing 3 new iPhones this year — here's everything you need fo know and 11 More

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Changes

[[=

Business Description of
Feature

New signature tool introduced
in the E-mail editor.

Mashable Mailbot GUA

Items Semvices Time Involved F

Priority
MNormal

The signature can be defined
subjoc in the template workcenter.

Va Apple will b
year — her
and 11 Mor

Assigned to

Both corporate and personal
signatures are supported.

Escalation 5t
Not Escalai

Status

i : open Feature to apply signature

Work Progres

Open automatically will come in a
Service Tech
future release.

Japanesel

1]
(1]
Tl
i
i
Il
it

Service Tech

Territory Key BUSIneSS Beneflts

e Improve efficiency of agent
—_— et IC ke . -
: response by maintaining

) @ ime_Entry_| .
R B o signatures.
L List View
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Interactions — List View — Detalls section enhancement

SAP cCloud for Customer

Competitor Products
Product Administration

Registered Products

Attachments

Payments

Routing Rules

Partner Contacis

Question Bank

Visit Planner

Import

Registered Products

Assignments

Time Reports

Tool Stock

Individual Customers

Campaigns

Deal Registration

Phone Calls

Product Calegories

Attachments Download M.

Poinis of Engagement

Pariner Applications

Related Attachments

Tours

Export

Tickets

Instaliation Points

Account Hierarchy

Groups

Opportunities

& o614 - Nordson Demo

=] 69614 - Nordson Demo

Interactions Solution Finder Surveys Aclivilies Altachments Notes Related liems Changes

Interactions (2)

Subject Date / Time = Sender
[ Draft] 04/03/2018 3:36 PM PST_NA

03/29/2018 9:53 PM PST_NA

Emailo1 RUI email01rui@gmail com
To  cod.servicerequest@my306768.mail viab.sapbydesign.com
Subject Nordson Demo

Hello Nordson

Email01 RUI

Priofity

Normal
Assigned to
Subject
N Nordson Demo
vz L Grid View

Recipients

Escalation Status
Not Escalated
Status

Open

Lorem ipsum dolor sit amet, tellus ut id, nibh metus. |d ante aliquet, aucter sollicitudin dui, lacus elit dictum leo fringilla nostra. Nulla non delor lerem| Ultricies et volutpat ultrices sagitti

neque turpis, in et nibh lacus placerat purus, sapien dictum. Sit nunc at enim, nunc quis donec quisque et vitae sem, lectus aliguam guisque vel lig
wisi. Suscipit nulla placerat vel condimentum eleifend, vivamus diam aliquet volulpat nibh phareira ornare. laculis nec nibh, lorem ut molestie, vel
Ac leoin et elit est wisi laoreet dolor sapien habitasse. Neque erat, nec velit eu vel, wisi vulputate in, sodales phareira ac aucier a sodales nunc, e
Feugiat consectetuer eget taciti, ligula iaculis. Eros vulputate.

Gravida odio amet, felis ipsum furpis pellentesgue et, ipsum mefus facilisis auctor luctus, a id. In eget nibh justo facilisis nisl, luctus quam in
suspendisse accumsan ut, curabitur eget vivamus per diam vitae vestibulum, in ligula libero, amet suscipit dolor morbi ut eget amet. Magna ac s¢
semper. Vestibulum proin et, consequat dul ratione placerat, convallis porttitor non est pellentesque nec. Purus integer vestibulum nec nunc habit
ut, sit sodales eget in. Vel adipiscing aliguam nascefur. Nullam vitae pretium id mauris orci, in ante lacinia id mi sodales eu. Luctus sit in tellus ped|
quam vitae, in vivamus, volutpat bibendum proin nunc id imperdiet massa. In velit vestibulum magna voluptate, potenti est a tristique nec fames, nf
Jjusto, ipsum elit sed imperdiet per. Orci metus mauris volulpat suspendisse in nunc.

In efiam, negue sit, mattis libero adipiscing sit magna tincidunt litora. Eleifend tincidunt nam habitasse turpis, eros sed laborum ac lacreet mollis,
non neque commodo habitasse vulputate non, blandit ligula faucibus cursus ipsum. Pellentesque tellus penatibus morbi sit pellentesque eu, non
ante mi risus, donec augue. Ac nam in id ipsum neque. Ut mi vitae, placerat viverra morbi ipsum ac libero, ut nec habitant, est et enim iaculis. Ma
et, morbi morbi dolor luctus, accumsan quam ante. Quis vitae, amet dolor, nam id blandit, eget sed eros dignissim turpis eget et. Quis vulputate t
enim turpis vitae, morbi consequat justo. Habitant dolor sit aliguam, imperdiet feugiat posuere dui, nunc amet tortor aliquam, tellus luctus lacus a g
turpis loborfis lorem, pede mus suscipit ullamcorper ut sapien. Malesuada et, massa dignissim sed eu pede porttitor, erat dolor.

Dignissim non, imperdiet a dignissimos, elementum fringilla magnis, mattis scelerisque massa lectus elit purus. Phasellus sed mauris tincidunt,
sed ac et cras purus, lacus purus nec in ut non orci. Suscipit malesuada, eu consequat erat luctus vitae ornare, inceptos ac vel, eleifend nec ul
facilisis elit quis. Justo a morbi faucibus duis ac vel, dis tortor in suspendisse cras justo amet, quisque posuere cras placerat morbi donec enim. S
pellentesque hendrerit aliquam, tellus rutrum, molestie arcu nec mauris urna nullam, luctus morbi. Purus integer. In nunc placerat nulla enim a in|
lobortis dui, ac praesent condimentum posuere in guam nulla, ipsum a felis montes. Elementum libero suspendisse, aliguam aliquid occaecati vitag

la in, tempor mi lacus pellentesqu
proin tempus lorem porttitor lorem
iam pede |eo quis lacus neque quis

auctor in in magna. Feugiat in eli
d nostra lacus, conseguat deserur
nt tortor, at tincicunt dui dui, quan
= nec. Eleifend sed massa pharetrn
us ullamcorper nullam ut at facilisi

lementum ligula nonummy, mauri.
Enim velit ut, vestibulum quis libero
ris wisi ligula, consectetuer eu ante
Impus, mollis dapibus fringilla libero
nare wisi ac. Odio accumsan, eget

gaittis nunc luctus, id arcu. Ultrices
tortor in neque metus, dui eleifend
m ultricies nunc nec duis inceptos.
Fermentum donec non libere odio
usce sed ullamcorper.

‘Work Progress
Open

Service Technician

Service Technician Team
== BRF +

View Original Content
Reply
on
orward

Copy to Ticket

Move to Existing Ticket.

© ZOlgSAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Business Description of
Feature

List view was introduced with
1808 release

Detail section has all the
actions supported.

Key Business Benefits

Achieve uniformity in the e-
mails that are being sent out
by the agents.
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=
E-Mail — Inline Editor — Default Font and Size

= L} cloud for Customer Q & O @
Home Tickets ¥ 7521}57\ sue with Leave balance L] . . .
Business Description of
» People =] 251 -Issue with Leave balance O+
» CENIEE Overview Interactions Solution Finder Surveys Activities Attachments Notes Sub-Tickets Document Flow F e at u r e
> Activity Planner
> Fatners o r— x In the E-Mail Response
> Surveys . -
e S — From cod.employeesupport@my306792.mail viab. sapbydesign.com Vi Feeder the font and Slze Can
- sevoe © Ce Bec + be set to a Default value.
- [ Ticket: 251]  Issue with Leave balance
e If the user changes the font
Unassociated E-Malils
Tentories Font - default v | Size - default v Al~ [|O| » || Paragr... v || @ B|lI|U]as||l=]=|=|=||E=]E]|E i

and size, then the
S e personalization is stored in the
We checked frem our side and we don't see any issues with your leave balance. Here is a screenshot . Cache Of the browser.

Key Business Benefits
Achieve uniformity in the e-

Regards

mails that are being sent out
by the agents.

& Qo & 27 Chat Link
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What's New In Service Management and
Ticketing

] Q0 C




What's New in 1811 for Service Management and Ticketing

Key Innovations
Support Multiple Categorization Catalogs
Jam Knowledge Management group search
Barcode scan in Ticket T1 & QC
Enable extension fields for Survey list in Ticket
Team OVS — Enhance check for secondary relationship
Enable managing the severity of the messages for Ticket
Enable extension scenario from Account Sales Data to Ticket
Enable code list restrictions for Payment & Inco. Terms
My Queue and My Team Queue Tiles for Ticket

ODATA maintenance of multiple Registered Products for
Ticket

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements

Clear “All” service categories

Coverage & Service Level ID tracking in Ticket change log
Add ERP Released Status field in Tickets Data Source
Enable action “Set Irrelevant” for Workflow for Ticket
Enable approval info on Ticket Summary PDF

Enable Workflow rules to display custom party roles for
Notifications/Activity Tasks

Add more fields for placeholder in Workflow rules
Add Item description based on the document language

Add Sales Organization in advanced filter for Work Ticket
list

Enable Product External ID in Van Stock pop-up
ODATA enhancement for accessing Formatted Text

Enable “AuthorUUID” and “CreationldentityUUID” in service
A2X
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Multiple Service Catalogs: Service Category based on Ticket Type

Service Categories: All Catalogs (3)
O N
ﬂ ANl Cataiog
o . ¢ Version ed By
Q s
(uf]

C 5. Em 8 SUpF 8

=

Service Category Catalog: Employee Support Catalog

Status:Released Version:¥ Valid From: 092002018 Created On 091972018 Created By:David Palrnes

General Administrative Data

0 [ 12:00 AM EST 12310000 [T 700 AM EST
Usage (1) Add
Service Issue Category Catalog Usage Ticket Type
TRE - H

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Business Description of Feature

Support different Service Catalogs for
different ticket types.

Category selection is based on the
Ticket Type.

Once the catalog is associated to a
ticket type it cannot be changed.

Key Business Benefits

Only relevant categories are shown
in the selection dropdown.

Support multiple Process flows in
the same system.
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Service Category — Clear All

SAP cCloud for Customer
Registered Products

o e

B 72029 - This Tesla key F.

Business Description of
Feature

Attachments H 1 Activity Planner Routing Rules were re-executed.

Payments
=] 72029 - This Tesla key fob looks like, you guessed it, a mini Tesla Model 3 and 11 More

Routing Rules New button to clear all the

Overview Interactions Solution Finder Surveys Activities Attachments Naotes Relaled ltems Changes ltems Services Time Involved Parties Visits Sub-Tickets

Pariner Contacts

Question Bank Employee

— . ~ Button delivered as
personalization hidden.

Import

Customer Contact
Registered Products Mashable Mailbot GUANZON VPN = =
~ E-Mail Phone
Assignments mashabletopstories@mail mashable.com +1 800-MAS-HABL
Time Reports
Category ®
Tool Stock
Service Category ncident Category
Individual Customers MA Customer Help o2 Server f
Campaigns Cause Category Resolution Category . ‘
R @ | | i [No Problem Found =
Deal Registration
Object Category
Phone Calls CE=RAD

Key Business Benefits

Product Categories

®

tachments Downioad ... | [N Usability improvement of

Country Street

E— . clearing all the fields of
RR— Category at one go..

Related Attachmenis
Postal Code

Tours
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KB : JAM - Support Searching within Specific Groups

i e ot

General Setfings Users¥ Service And Social Sales And Campaign Settings Business Flexibility ¥ nput And Output Management¥ Background Jobs Busine
Business Description of
Configure Ticket related options ° Set up and maintain your social media-related information

Ticket Configuration

Work Distribution

Feature
: Ha Cnnﬂguve ticket distribution

S You can now define against

Choose SAP Jam group to use as knowledge bage

e which the KB search should
O e e w anrrce s search against.

Time Recording Configure Measurement Attributes
Configure time item product and Time item quantity round off

C D

Routing Rules instt

Configure Maintenance Plan Runs

B;::: EB Zz :;‘[;\:&;‘z};:ﬂ:Ll:! Configure Maintenance Plan Next Run Schedule Can restri Ct to 0 n Iy a feW

Resource Scheduler

& coupresommas s groups where the articles are

e

O Setup and maintain service levels and categories Configure Assignment Release Run
Service Levels I d d t t II th
Determine Sevcs Lovel Contrast Suppont placed and not 1o a e

0}
&=
]|
M =

x Service Categories . ’QQ Analyze Contract Determination Results

) . Contract Determination Log groups the agent has access
@ Setup and maintain communication channels to

SAP Jam Configuration for Knowledge Base Key Business Benefits

Save and Close | Save | Close

Refine the search to only the
Enter keys or names of SAP Jam groups to use for knowledge base queries. If this table is left blank, a search from the solution finder will query all groups to which the user has access, g ro u pS Wh e re th e KB artlc I eS
SAP Jam Group (2) Add Remove

are stored.

Group Key Group Name JAM User - Created By

Corporate help documents

| Product Help Documents

Feenqgon s NN

14 ¥3ALNIDdIEH J13HS SOV
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Ticket — New barcode scan in Ticket Serial ID

iPad = 4:47 PM £ 100% (-

SAP cCloud for Customer

Business Description of

Contacts Work Tickets = 72016 - Problem with Pump v Feature

New Barcode scan option
is added to the Serial ID
field in Ticket.

Assignments Product Baacribiion Currently this is Only

Leads $=] 72016 - Problem with Pump

Question Bank Overview Interactions Solution Finder Surveys Activities Attachments

s|iejaq

Countr Street a . . .
oun = o g available in online.
Tool Stock V g
Installed Base Installation Point %
Installation Points City State S
5’ o’ -
Individual Customers i
Serial ID Warranty
Postal Code
Related Attachments @ & o . .
Key Business Benefits
2 Coverage Warranty To . . ..
work Tickets _ This will help technicians to
2 Maiterance Plans WeaskDesctiption ® scan the bar code using a
—— Product ID VIN scan option embedded in the
H ease add a note - . . . . .
Frodicbists & Serial ID field in Ticket without

having to navigate to the
product object.

Groups Premise Ext. ID

PoD External ID

Opportunities

Save Cancel Actions
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N
Ticket — My Queue & My Team Queue Tiles

Thu, 30 Aug 2018

Microsoft Cognitive Services

Dominion Energy Ohio Earns Top
Safety Award for Fourth Time

CLEVELAND, Aug. 30, 2018 /PRNewswire/ - For...

Business — Bing News

Scan Business
Card

&

Concur
Travel Expense

W

My Queue

13

My Team Queue

16

My Tasks

283

Overdue

Campaign Status

Behind Schedule 0
On Track

Current Quarter

Sales Leads; My
Leads

Tickets Created
This Week

3

200% Compared to...

Call History

%

Leads: My Leads

28

Stalled Deals

Cost Per Lead

0

UsD, QTD

Web Traffic
Visits

86%
6.73w

Unique Visitors

Tickets Created
This Month

Deal Finder

9 178

-47.06% Compared t...

Sales from Pull Sales Forecast

Sales: 0

0%

3891

Ratio Pull Vs Total S... USD, Current Quarter

Social Media Net
Sentiment %

12.99«

Net sentiment %

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Business Description of
Feature

New Tiles are added for Ticket
in FIORI client:

My Queue ( Pointing to “My
Queue” query in Ticket list i.e.
list of tickets which are non
work relevant and with status
“Open” or “In Process”)

My Team Queue ( Pointing to
“My Team Queue” query in
Ticket list)

Key Business Benefits

Users can navigate to ticket list
for specific queries by clicking on
these tiles on the homepage.
Customers moving from HTML5
to FIORI client can use these
tiles as replacement of the
Queue WoC in HTMLS5.
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Ticket - Enable extension fields for Survey list in Ticket

Business Description of
Feature

1811100379 - lwgek So. A
Silverstar Logistics

Users can now add
extension fields in the

Additional Fields

| Add Filds Survey list for Tickets.
s Extension Field A
Select fLabg * Business Context:  Surveys List v B REE
Steel Construction s *Label | Final Check \
Total " ] .
* Technical Name:  FinalCheck
Mel S V4 . .
Cacuated S Key Business Benefits
indica
st *Type: Text v This will help customers to
tesR *SubType: Short Text (40} v define extension fields for
Dt Prfecion L evek: [HGE Survey lists in ticket to support
e e new scenarios e.g. If a
b company manager wants to
Save and Close |, | Cancel .
< > perform an extra final check
M on the surveys submitted by
pply | Cancel
- the vendors.
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Ticket - Team OVS: Enhance check for secondary relationship

Business Description of Feature

The system now allows assigning processor and
service & support team combination for ticket for
secondary relationship.

Chganisalional Unils X

& Assigned to Emplo... (2) v QMY

Org Unit ID 0rg Unit Name 0rg Unit Valid From Org Unit Va
US1100 Sales Unit US 10222013 Unlimited
MEZ100 Social Cueue- Medicings mzon Unlimited

{ > When changing a team, system checks if the

current processor belongs to the new team
(irrespectively if the processor is assigned as
primary or secondary employee). If yes, then the
processor is retained. If not, then the processor is
cleared

When changing the processor, system checks if
the new processor belongs to the current team
(irrespectively if the processor is assigned as
primary or secondary employee). If yes, then the
current assigned team is retained. If not, then the
new processor’s primary team is assigned.

Key Business Benefits

Flexibility to assign the secondary team for
the processor in the Ticket.

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL 62



Ticket - Enable extension scenario from Account Sales Data to Ticket

Edit Field

Ext_To_Ticket
4-) Account - Sales Data

Type: Short Text (40)
Default Value:
Data Protection Level: | None
Created By: ADMINISTRATIONO1
Created On: 17.09.2018 05:09:21 AM

Last Changed By: ADMINISTRATIONO1

Last Changed On: 17.09.2018 05:09:21 AM

General Data ~ Form Templates ~ Reporting  Enterprise Search ~ Extension Scenarios ~ Services  OData ¢ » ...
Available Extension Scenarios
Extension Scenario Field Added Action

» Account - Sales Area Data o Pricing (D

% Account - Sales Data to Activity - General Information (D

%  Account - Sales Data to Contract - General Information (D

> Account - Sales Data to Sales Document - General Information O

»  Account - Sales Data to Service Request - General Information v f;

»  Pricing ©
Applied Extension Scenarios
Extension Scenario Field Added Action

%  Account - Sales Data to Service Request - General Information \4

Save | | Cancel | | Delete

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Business Description of
Feature

Extension scenario from
Account Sales Data to
Ticket is now added.

Key Business Benefits

Customers can take
advantage of this extension

scenario for their use cases.
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Ticket - Enable code list restrictions for Payment Terms & IncoTerms

Business Description of

Code List Restrictions: All (29) New Code List Restriction New & Feature
| Area the restriction applies to Search Code list restrictions for
Business Object Code To Restrict Control * Business Object: | Ticket v Payme nt Te rms & | nco.
Sales Document Item Type Free Goc * Code o Restic | Payment Tems " A Te rms fO r TlC ket are
Ticket Coverage Code Ticket Ty~ Control Field en ab I ed .
Opportunity Sales Phase Car Modt Control Field Type: (s Business Fi. Extension F.
Account Academic Title MyNewE Business Field:  Ticket Type .
TestBO CountryCode Business Role
Opportunity Sales Phase Business Role:
Opportunity Forecast Category Type
Sales Data Distribution Channel Save | | Cancel
Opportunity Distribution Channel Partner Manager H H
— o S Ke.y BEJSI ness Benefits
e Regaon ot s ot This will help customers to
s Document Document Type bayment Terms s Rep Resiced restrict Payment Terms &
e Regisaton s barner ontactfor PO esing Inco. Terms within the ticket
Account Custom type Brand Interest v ba.sed O n d Iﬂ:e re nt tl C ket

attributes. i.e. Certain ticket
types might not allow for a
particular Payment Term.
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Ticket - Enable managing the severity of the messages for Ticket

Business Description of
Tickets for Customer Support Feature

Owner: Business Option:Service: Customer Care: Service Request Manag t: Tickets for Cu ver Support Th e M essag e Seve rlty
Close Configuration for Ticket is
now enabled for few
messages so that
Sg:t:::agz:documem types C U Sto m e r Can I nﬂ U e n Ce
e osumen s the severity of the enabled
Ticket Status Dictionary .
You can maintain entries for ticket status schemas. m essag eS to War n | n g O r

Maintain Status Dictionary Enfries

Ticket Status Schemas eve n h Id e It

You can maintain ticket status schemas and assign status values from ticket status dictionary
Maintain Status Schemas

You selected tickets during scoping. You can create and adapt the definitions for ticket types and ticket status.

Involved Parties

You can decide which party roles you want to use. You can activate or deactivate these roles. However some party roles are set as mandatory by default and you cannot deactivate these.
Maintain Involved Parties

Number Range
You can maintain the number range.

Maintain Number Range; K ey B U S I n eS S B en ef I tS

Item Processing Codes

You can create and maintain item processing codes. C U Sto m e rS WO U I d h ave th e
Maintain ltem Processing Codes g g .
Item Processing Determination ﬂ eXI b II Ity Of C h O OS I n g m essag e
o e severity based on their use
Messages v cases for the messages which
You can configure the seventy of vanous system messages. .

are enabled for Ticket.
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Ticket - ODATA maintenance of multiple Registered Products

= SAP Cloud for Customer Business Description of

Ticket
E

Home UEES 1811090814 - Test lssue lj L) 28 Fe at u re

Calendar

§=| 1811090814 - Test Issue

T Following fields are enabled for
Tickets Attachments Notes Related ltems Changes [tems Services Paris Expenses Involved Parties Visits Sub-Tickets Document Flow Products Skills ¢ ) A T| C ket re g | Ste re d p ro d u Ct S (
oIt Service Reference Objects) for

o @ Products (2) T, Add More
Social Media Messages O D AT A
Product Product Description Serial ID Installation Point Installed Base Main Indicator ~ Action -
Templates
Unassociated E-Mails AHT Combi 110e AHT Combi 110e 1234 1329 446 v W
AHT COMBI 75 AHT COMBI 75 MCF-0001-V4.4-200501/124 12 44 {7 .
Toriors ¢ , e |nstallatonPointID
Live Activity Center W T ookeced = . .
e [nstallationPointUuUID

Ticket Hierarchy

* |nstalledBaselD

e e |nstalldBaseUUID
Fod Produc ProdictDescioion  Mainlndicator

> People AHT COMBI 75 AHT COMBI 75 ° PrOdUCtl D

> Competitors Installed Base Serial ID o SeriallD

> Library 441 MCF-0001-V4.4-200501/124

> Sales Campaign General Data

> Sales Installation Point Installation Point Category
> Customers 12 Registered Product

Customer Merge ; Aot " . .
Installation Point External ID Installation Point Description K ey B usiness B en ef | tS

ECC Sales Orders . AMT Gas Boiler Combi 75 V4 4

Toam Calondr Users can add/update multiple
> vy Plane Registered products in Ticket via
ODATA.
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Ticket - Workflow rules to display custom party roles

New Rule
1T AT s Business Description of
= Feature
e e ’ Workflow rules to display
o Tl TS custom party roles under
Saosatain st o | onaons ot E Recipient Determination

* Subject | Priority is Immediate

= for Notifications/Activity
Tasks are now enabled.

To include placeholders in the subject line of your notification, select the field for each relevant predefined placeholder. Use the predefined placeholder in the subject, for example: Cheack

Placeholder Field
&1 Agent ~
&2 Priority - |
&3 ~
&4 ~ |

Key Business Benefits

This will help customers to set
custom party roles as
recipients when creating
Notifications/Activity tasks for
ticket via workflow.

Recipient Determination
Click Add Determination to hawe the system determine one or more recipients based on the business object for which the notification is created.

Add Determination Remove Determination
[0 |

5 Agent Responsible for Ticket
~

Approver of Ticket
I Employee In Behalf Of (Z)

Employ=e of Ticket

Employ=e Requestor (Z)

banager of Agent Responsible for Ticket

kanager of Service Technician for Ticket

Partnar Contact of Tickat

Pref. Service Agent (Z) e

Praf. Service Confractor ()
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Ticket - Enable action “Set Irrelevant” for Workflow

New Rule
1 Enter Basic Data 2 Define Conditions 3 Define Actions 4 Review 5 Confirmation
Previous | | Next Cancel
*Rule Type:  Action v

Select Action: ‘ | v

De-escalate
Determine Territory
Escalate

Release for Scheduling
Release To ERP

Renuect Fytarnal Pricinn

Set Irelevant

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Business Description of
Feature

“Set Irrelevant” action in
Ticket is added as workflow
action for Ticket.

Key Business Benefits

Customers can set the Ticket
as irrelevant using this
workflow action.
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Ticket - Add more fields for placeholder in Workflow rules

Edit Rule : Test Business Description of

1 Enter Basic Data 2 Define Conditions 4 Review 5 Confirmation Featu re
Eu— p— Following fields are enabled as
placeholders for Email
POF Vatfant Courtry v A templates in ticket workflow.
Agent First Name

To include placeholders in the subject line and the template file of your notification, enter a placeholder name, for Ag ent LaSt N ame
example #/D# | and select a field for each placeholder. Make sure you use the same placeholders in the subject
and the template Agent E_Ma”

AddRow  Remove Agent Moblle
Placeholder Field Ag ent P h one

#AGENTFNAME# Agent First Name YA Contact E Mall

#AGENTLNAME# Agent Last Name v .

| , _ Contact Mobile

#AGENTEMAIL# Agent E-Mail v

#AGENTMOBILE# Agent Mobile v ContaCt Phone

HAGENTPHONE# Agent Phone v v Coverage

Recipient Determination [ -

Key Business Benefits

Click Add Determination to have the system determine one or more recipients based on the business object for Th | S Wl I I h el p cu Sto mers to ad d
which the nofification is created

v | placeholders for the above
ticket fields in the emails sent
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Ticket - Add Sales Organization in advanced filter for Work Ticket list

= My
Il

Home
Calendar
Feed

» Customers

> People
Leads

> Sales

» Activities

» Analysis

» Producls
Library

> Partners

Y Visits
Confracts

> lime Recording

» Installed Base
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Al Tickets (2643) \/

General Data

D

Requested Start

Filter by Date

Service Locafion

Escalation Stafus

Sales Organization

Us1100

Services & Parts

Product

Subject

Completion Due

Fitter by Date

Service Technician

Status

Division

t Dvision 1

Work Tickets

Istomer

(=]

Service Category

Service Technician Team

Work Progress

Priorlty

ncident Category

nvolved Party

Requires Work

Business Description of
Feature

The fields “Sales
Organization” & “Division”
are enabled as search
criteria in the advanced
search filter for work ticket
list.

Key Business Benefits

This will help customers to
search the tickets based on
these fields in the work ticket
list.
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Ticket — Approval Info in Ticket Summary

Business Description of Feature

Following fields are enabled for
Ticket online summary:
Ticket Approval Status

Ticket Approval Information

Ticket 107406

Approver Name
Approver Phone

Page: 3/3 Approval Sequence No.
Approval Step Status

Approval Information Changed On

Approval Approval Step

Sequence Num Status Changed On | Approver Name | Approver Phone

Key Business Benefits

1 Approved  (Sep 1,20182:02.0 CRM OPS This will help customers to

add these fields in the ticket
2 In Approval James Guanzon online summary.
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Ticket - Enable additional fields for Ticket change history

SAP Cloud for Customer

Tickets

{g 71882 - Cannot detect speaker system bluetooth

view Interactions

Changes Made To

MA-dd-yyyy
Atfribute

Coverage (ltem)

Go | Reset

&

Change Date/Time

09-17-2018 1:50 AM
09-17-2018 1:49 AM

B 1 Selecled

Attribute

Coverage (ltem)

Ticket

B

71882 - Cannot detect speake:

Solution Finder Surveys Activities

Changed By

Eddie Smoke (KBOGFLZEI...

Eddie Smoke (KBOGFLZEL . ¢

& Details: 09-17-2018 1:50 AM (1)

Value Changed From

WO0-No warranty/goodwill

of

Attachments

User ID
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Notes Related ltems

Value Changed To

W1-Warranty 100%

ltems

Services

Modification...

Update

Sub-T ¢

T

TJ, Export

s|eRQq

SUOHEPUSLILLIOIS Y

. Actions

Business Description of
Feature

The Changes in following
Ticket fields are now
tracked as part of Ticket
change history:

Coverage
Coverage ( Item)
Service Level ID

Key Business Benefits

Customers can track the
changes for these fields in
Ticket change history.
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Ticket - Add Item description based on the document language

"
Edit Project Scope: First Implementation Business Description of
{ Countty 9 Implementation Focus 3 Scoping 5 Review g Confimation Feature
T e When this Business
Configuration option is
Display Scope Changes  Actions Questions for Service Request Management A selected then the item
Al Elements . 03 SetasRoviewed Setas Not Roviewed description is copied in the
Scoping Element e i document language of the
s Sales Campain B =Rt ticket when creating a new
> Sales v Ticket completion based on worklist status (1) A tICket Item
v Senvice Do you want to prevent users from completing tickets when mandatary surveys and tasks remain open? Not
> Entitlement Management v Ticket document language (2)
v Gustomer Care Use Document language for ticket summary reports? Not
5 Knowledge Base ™ Use ket language or fem descripton? o Key Business Benefits
) SETEREIE L TR % | v Tickel interacton sortorder (1) This will help customers be
> Complaint Management B Do you want to show the latest ticket interactions at the top of the list? Rev able tO add the |tem
> s % v Tiket Sumnmay Templtes (1) description in different
> Communication for Customer Care E Do you want to use locally-stored templates for ticket summary reports? Rev I an gu ag es ( based on t| Cket
>  Analysis for Customer Care [E] v User Provisioning (1) v
—— ) > document language).

Loche Pl
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Ticket - ODATA enhancement for accessing formatted text

Achites =t Business Description of
Export Dala Feature
Analysis . .
Ticket Odata is now
Products @) Individual Object Compiete Business Object (DO NOT USE) enhanced SO that
y Select an object formatted text can also be
Activity Planner .

Custom Object used via oDATA for read-

Customer Merge only access.

()
Fa

Service Request Notes | ticket

Partners
Service Request Location | ticket

Surveys

Service Request Location Address | ticket

Visits
Service Request Notes | ticket

Key Business Benefits

Data Workbench
Service Request Other Party | ficket

This will help customers to
(ERRCTNEERY o R sy n e ¢ .
Service Request Product | ticket Sy SR A M P 4 access T|Cket formatted data.
- I _ in the ODATA APIs for read-
®) Select Data All Data Only access.

Monitor

Impaort

Export - el e | .
x'p F|-TErg 1 {Orfectlll [Parenebp Friemal  Servicehequecttripraalley Senvicelirquedtd Type CodiTrpe Cod Langage_ Langiag Text FormartadTen
10011 istermal Comment Jral70- oilats Ticket £2 weth Mot added via Upsert St s Batn Tt et e added va Jpserte/pe

Brlrrt a firld

0004 Incident Descripbim Sy NOTE 02 with Type_ Codie 10004 = Tickel Oesiription cpadebdirg NOTE (4 with Type {odke 10004 = Ticket Deerpgone >

DSES00 by Adding NOTE €2 with Type Code 10011 s Upseat  <p2) Tyoe: Code D11 via Upsetefp>

2 Tiype, (nde 100617 via Lipsert 1o Lpdere Tirket 8181 MKRS0  cpodeldieg NOTE 03 7 et tn Urkate Tirket 818 ISR >

4 Type Code 10002 = Ticket Work Desor cpbding NOTE 06 with Tyoe Tode 10022 = Ticket Wiork Destrivtionsp+

OF with Type_Cinde 1001 s e b Notes L e bt b MHTE yor._Lie 10011 and epect b shovw 1 bt N b o] bt i fpor
7wt Type ol 10007 aad expect b show in ONLY Iabesictions ik ¢pAdding NOTE ot Code 10007 e expext o show in ONLY b
10011 bsterma Commest NOTE (8 with Type Code 10011 toshow n both Notes tab s Ineractions ta3.  <paNOTE (8 weth Type Coce 10021 bo vhowin both Notes (b and Interar boas Lab.c oo

056502 1401 interval Comment

10007 Regly o Corstrmer
U022 Service Resposse Fepots  Adéng

tibf

i
© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL 74



e
Ticket - Enable Product External ID in Van Stock pop-up

i Stock Location Name (0)

Stock Location

i Products (6)

Product

BALL_BEARING
BUSHING
BALL_BEARING
BUSHING
BALL_BEARING
BUSHING

L4
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Description

Description

Spare Part 02 for van stock
Spare Part 03 for van stock
Spare Part 02 for van stock
Spare Part 03 for van stock
Spare Part 02 for van stock
Spare Part 03 for van stock

Add from Stock Location

Last Updated On

Quantity Available

Quantity Used

ﬁHD’( (-k
External 1D

HD-SPAREPART-02
HD-SPAREPART-03
HD-SPAREPART-02
HD-SPAREPART-03
HD-SPAREPART-02
HD-SPAREPART-03

Add Products (0)

T

Cancel

Business Description of
Feature

Product external ID is
added to the van stock
pop-up for search and the
product list.

Key Business Benefits

Users can use product
external ID in an external
system integration scenario.
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e
o Ticket - Enable “AuthorUUID” and “CreationldentityUUID” in service A2X

<ServiceReguestExecutionLifeCycleStatusCode>1</ServiceRequestExecutionLifeCycleStatusCode>

| </mem> Business Description of
: 92115}70‘:;10:; Feature

< Description=Item 70</Description=
<ProductlID>Z1235A1 </ProductID >

H (11 ”
<RequestedQuantity>=1.0</RequestedQuantity = The fle|dS AUthOfUU|D
- «<ReqguestedFulfilmentPeriod =
=StartDateTime timeZoneCode="PST"> 20171026070000.0000000 < /StartDateTime> and
zEndDateTime timeZoneCode="PST"= 20171027070000.0000000</EndDateTime= “ . . ”
<StartDateTime_V?2 timeZoneCode="PST">2017-10-26T07:00:00Z </StartDateTime_V2> Creaﬂonlden“tyuu ID
<EndDateTime_W2 timeZoneCode="PST"=>=2017-10-27T07:00:00Z </EndDateTime_v2= . .
</RequestedFulfilmentPeriod = are enabled in service
- =ServicePerformerParty =
<BusinessPartnerinternaliD = 8000000581 < /BusinassPartnerinternallD = A2X

</ServicePerformerParty >

- <PricingTerms=

zWarrantyGeoodwillCode=G1 = /WarrantyGoodwillCode=

< /PricingTerms:=
<UserServiceTransactionProcessingTypeCode=SRP0</UserServiceTransactionProcessingTypeCode =
= ServiceTransactionProcessingTypeCode=0007 </ServiceTransactionProcessingTypeCode:=
<InvoicingMethodCode =2« /InveoicingMethodCode=
<ExecutionReleaseStatusCode>1 < /ExecutionReleaseStatusCode>
< FulfilmentProcessingStatusCode» 1< /FulfilmentProcessingStatusCode >
<ServiceRequestExecutionLifeCycleStatusCode>1 < /ServiceRequestExecutionLifeCycleStatusCode>

</Ttem> Key Business Benefits
- = Text=
TypeCoden 1001 1</ Typocoden e res<ib> Users can now use these
<CreationDateTime=2017-10-24T21:02:48.192037 < /CreationDateTimea= - . . . .
Chmtant b fe o matec Contanta fields in migration scenarios.

<AuthorUUID >00163e07-c01d-1ed7-acd4-e45e6bc254c9 < /AuthorUUID =
< CreationldentityUUID>00162e07-c01d-1ed7-acd4-e45e6bc254c9 < /CreationldentityUUID =
{fluALf
=/ServiceReguest=
- <ProcessingConditions>
<zReturnedQueryHitsNumbervzalue=1</ReturnedQueryHitsMumbervalus=>
<MoreHitsAvailableIndicator=false < /MoreHitsAvailableIndicator=
<LastReturnedCObjectID>=00163E07C2741EE7AE9DAG2ASFOAFEZS < /LastReturnedObjectID =
=/ProcessingConditions>
</nD:ServiceRequestByElementsResponse_sync:=
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Ticket - Add ERP Released Status field in Tickets Data Source

Ticket

CreateReport 3 = &%

You can customize the view by selecting from available chart options. Expand the leftpanslin ardacia futhar nacow dowm the criteria or select a present view or selection at fop

o0 Selection . Available Fields ﬁ Rows & Columns

<

ERP Released Status Status Total o Total Gross o Total Planned Esti... * Total Actual Esti... * Onsite Arrival Du
¢, Disable Refresh WL Ticascy Open 0.00 0.00 0.00 0.00
Not Relevant In Process - Waiting f.... 0.00 0.00 0.00 0.00
Resolution Category ID A In Process - Working... 0.00 0.00 0.00 0.00 8,269
Resolution Time Compliance Code Open 0.00 0.00 0.00 0.00
Resolved On Date Partially Released Accepted 0.00 0.00 0.00 0.00
Resolved On Date Time On Site 0.00 0.00 0.00 0.00
Resolved On Date Time(Local) Open 0.00 0.00 0.00 0.00
Resolved On Date(Local) Resource Requested 0.00 0.00 0.00 0.00
Room Scheduled 0.00 0.00 0.00 0.00
Sales Organization Not assigned Completed 0.00 0.00 0.00 0.00
Sales Crganization 1D In Process - Accepted 0.00 000 0.00 000
Sales Uni In Process - Approvad 0.00 0.00 000 0.00
Setal ID In Process - Dispalched 0.00 0.00 0.00 0.00
Service and Support Team
In Process - Forward... 0.00 0.00 0.00 0.00
Service Category
In Process - Need Mo.. 0.00 0.00 0.00 0.00
Service Category Catalog
) In Process - Pending... 0.00 0.00 0.00 0.00
Service Category ID
. In Process - Pending... 0.00 0.00 0.00 0.00
Service Level
. ' In Process - Pending... 0.00 0.00 0.00 0.00
Service Location Country
. - In Process - Pending... 0.00 0.00 0.00 0.00
Service Organization
Service Organization ID In Process - Release... 0.00 0.00 0.00 0.00
Service Technician In Process - Resched. .. 0.00 0.00 0.00 0.00
Service Technician Team In Process - Scheduled 0.00 0.00 0.00 0.00
Source In Process - Waiting f.... 0.00 0.00 0.00 0.00
State In Process - Working... 0.00 0.00 0.00 0.00
State Open 0.00 0.00 0.00 0.00
Status v Resource Request -... 0.00 0.00 0.00 0.00
{ >
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Business Description of
Feature

The field ERP Released
Status on Ticket header is
enabled for the Ticket data
source.

Key Business Benefits

Users can include this field in
the reports for ticket created in
the Business Analytics.
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What’s New in Machine Learning




What's New in 1811 for Machine Learning in Service

Key Innovations
Similar Tickets (GA)

View Prediction details inline on Ticket Category
field

Auto-Data extraction using API’'s

Auto-onboarding for ML Service customers
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What's New In Installed Base, Registered
Product and Installation Point

] Q0 C




What's New in 1811 for Installed Base and Registered Products

Key Innovations Additional Enhancements
Add products to an installed base using barcode Description in registered product create
scan

Product external ID in installed base items tab
Party and Address determination for functional

locations Sales quote tab in installed base and registered

products
Business Partner merge — merge of installed base
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Installed base items - Add products using barcode/QR code scan

Users can add a product as
an item in the installed base
o [ rurons by scanning the Product
barcode.

A FRoBIGT New field “GTIN” is available
| on Add Product screen

| 0841710157338

User can tap the scan icon to
scan

Product is automatically
identified based on the
scanned GTIN value

Feature is available on tablets
and smartphones

Feature is available both in
online and offline mode
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Installed base items - Add products using barcode scan

Points to Note:

If a single product is associated with the scanned GTIN, Product is automatically identified and corresponding
UoM is filled.

If multiple products are associated with the scanned GTIN, a popup opens and the user needs to select the
Product-UoM combination.

If user does not select anything from the popup, then one entry from the popup gets automatically selected.
Default quantity is always 1.
User can change the UoM from the dropdown (only in online mode)

If the user manually changes the product after it was identified via scanning, the new product and its UoM is
filled (UoM will become blank in offline mode), however the GTIN field is not cleared.
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Functional Locations - Party determination

SAP Cloud for Customer

Instaliation Points

@ 3592

Overview Items

iEﬁ

Sales Organization

Distribution Channel

Division

Sales Office

Sales Group

User Status

© 2018 SAP SE or an SAP affil

Involved Parties

Sales and Distribution

Maintenance Plans Tickets Changes Aftachments

Involved Parties(2) = N Location
Role Name E-Mail
Country
Customer US - United States
Ship-To State

Building/Floor/Room

House Number
123

Street
ABC Boulevard

City

Dackal Coda

SAP cloud for Customer

Cuslomer

Installation Points a2

85 Space Balls ff

Overview Feed Account Team Sales Territories Relationships Addresses Contacts Sales Data

#H__Relationshios (1)

Relationship Type Business Partner Sales Organization Disfribution ... Division

Has Ship-To Party testacc

1 Selected

D
3692

Name
FL AG4

Category
Functional Location

Status
In Preparation

Extarnal 1D

Belongs to Installation Point ID

*Customer
Space Balls ff

Contact
Bobby Brownie

Address

123 ABC Boulevard
Address Line 2

24801

| Initad Statas

Account Hierarchy Campaigns Opportunities

= A

Address Action

123 ABC Boulevard / 24891/ US

siieleq

Sales'

Add

Party determination, that is
available for registered
products, is now enabled for
functional location as well

For example: Ship-to party
and Bill-to party are
determined from the
Customer (if maintained)
when a functional location is
created for that customer.

Add Contact
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Functional Location - Address Determination

ﬂp Cloud for Customer

Instaliation Points

Q@ 92

Overview Items Involved Parties Maintenance Plans Tickets Changes Aftachments

D
3502 E
&
y = y Name
## Involved Parties(2) = Tl Location FLAG4
. Category
Role Name E-Mail Country Functional Location
Customer US - United States Status
In Preparation
Ship-To State
- Extarnal 1D
Building/Floor/Room Belongs to Installation Point ID
Sales and Distribution House Number *Customer
123 Space Balls ff
Sales Organization Street Contact
% ABC Boulevard Bobby Brownie
Distribution Channel City J‘Il\;caﬂféac Boulevard
- s Address Line 2
- 24801
Division Postal Code United States
24891 Valid From
Sales Office Tatiude 12.09.2018
- = Valid To
Unlimited
Sales Group z
- Longitude Created On
- 12.09.2018 14:57 INDIA
Created By
Notes Timmy Hardy
Warranty Changed On
12.09.2018 14:57 INDIA
Warranty Changed By
v Timmy Hardy

User Status Duration

Actions

Update Location From
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Address determination that is
already available for registered
products, is now enabled for
functional location as well with the
same scoping question and logic.

Location is determined from the
customer address by default. It is
also possible to default the location
from the ship-to-party address
instead based on scoping.

o

Registered Product and Installed
Base -> Group: Additional options ->
Registered Product uses customer
address as the default location. Do
you want to the use the ship-to-party
address instead?

Location update also follows the
same rules.
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Customer Merge — Installed Base merge

Eddia Wright

Target Groups Registered Products

Customer

Installed Base

—_——

mm | AG Master

Installed Base: All (1)

Account ID: 1002292

Status: Active

09/09/2018 11:3.. Eddie Wright

Name 1D Status Location Created On
Name: AG Master
AG iBase MM 51 In Preparation IN
Prospect:
* Role: Customer
L
Prospect cuments Attachments Groups Target Groups
= | AG Slave
T Installed Base: All (2)
Account 1D: 1002293
Status: Active R
Name D Status Location
Name: AG Slave
AG iBase MS1 52 In Preparation IN
Prospect:
AG iBase MS2 53 Obsolete IN
* Role: Prospect
Address: India
L
Customer cuments Attachments Groups
= mm | AG Master
1 : Installed Base: All (3)
Account ID: 1002292
Status: Active
Name 1D Status
Name: AG Master
AG iBase MM 51 In Preparation
Prospect:
AG iBase MS1 52 In Preparation
* Role: Customer
AG iBase MS2 53 Obsolete

Address: India

© 2018 SAP SE or an SAP affiliate
Latitude:

Personalize Adapt

Visiting Hours

09/09/2018 11:3.. Eddie Wright

Go to SAP Store

Visits Product Lis € >
New
Search
Created By Changed On Changed By

09/09/2018 11:3.. Eddie Wright

Target Groups Registered Products
Location Created On Created By
IN 08/09/2018 11:3.. Eddie Wright
IN 08/09/2018 11:3.. Eddie Wright
IN 09/09/2018 11:3.. Eddie Wright

Download Help

g
€

L
Registered Products Installed Base € D
I
New S
Search u
Created On Created By Changed On Changed By
09/09/2018 11:3.. Eddie Wright 09/09/2018 11:3.. Eddie Wright

09/09/2018 11:3.. Eddie Wright

awnload Help

Installed Base £ Prosie

New 8
Search
Changed On Changed By

09/09/2018 11:3.. Eddie Wright
09/09/2018 11:3.. Eddie Wright

09/09/2018 11:3.. Eddie Wright

=
€

Customer merge — installed
base are now supported for
merge during customer
merge

Customer — Installed Base tab
after merge of customer
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New Registered Product — Description

Reglstered Products @ New Registered Product Reglstered Product
oumore | [ Description can be provided
Registered Product Description Serial ID When Creatlng a neW
R § Registered Product .
eterence Date arranty
e = By default it is taken from the
Service Technician Copy From Location B .
5] [ ManAdsress - product description and can
be changed by the user.

Save .~  Cancel
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Other enhancements

Product external ID is available in the installed base items list. The field is hidden by default and can
be enabled by the administrator.

Registered Products and Installed Base can be added to Sales Quotes. List of quotes can be seen on
the Sales Quote tab on Registered Product and Installed Base screens. New quote can also be
created from there.
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What’s New In Contract




What's New in 1811 for Contracts

Key Innovations Additional Enhancements

Sales Contract as Follow-Up to Quote (see Sales Introduce Sales Office/ Sales Group

Release Preview _
) Consider Contracts in Enterprise Search

Incoterms -
Data Source Enhancements (Billing Plan Parameter, Owner)

Form Template Selection L _ i
Performance Improvements “Entitled Services & Parts

Extension Flow: L : : :
Editability of Covered Object and “Entitled Services & Parts”

— Sales Arrangement to Contract _ _
Allow change of Type as Mass Correction via Data Workbench

— Product [General Information] to Contract Item _ .
Further Code List Restrictions (... )

— Product [Product Sales] to Contract Item _ .
Enhance Live Activity by Contracts

Copy/ Paste from Excel [Item, Covered Objects,

Entitled/Excluded Services & Parts] Cross Topic/ Adoption

Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help

90
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Sales Quote: Create follow-up contract from Sales Quote

= SAP cloud for Customer

Sales Quotes

10286 - gw

Overview Versions Products Involved Parties Document Flow

Sales Documents

Attachments

Pricing

Approval

Activities

Output

Changes

Surveys

Notes

#H  Ssales Quotes (0) T\L MNew More
Relationship Document Type |D - Description Extemal Reference Date Owner

] sales Orders (0) Ty New More
Relationship Document Type ID - Description External Reference Date Owner

# contracts (0) Ty New More
ID - Description External Reference Owner

f External Follow-Up Documents (0) o= T More

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

sjielaq

SUONEPUSLILICIY

Actions

Business Description

You can now create a
follow-up sales contract
from a sales quote in
order to offer a contract
to a customer using the
sales quote.

If a follow-up contract

item is created from sales

guote, quote will turn to
Won.

Add hidden section
Contracts to Sales
Documents facet. You
can also add header
guote field Requested
End Date”, that represent
the contract validity
together with field

Requested Date.
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Sales Contract as Follow-Up to Quote #1 BC

Document Types

Version Customer Specific Business Option: Sales Quotes

Save and Close | Save | Close Translate

You can define new document types. Only for nevdy created document types you can configure its settings
Note: When creating your enfries in the table below, the Document Type must begin with the letter Z

Document Types

Item L..

Asynchronous Pricing

Pricing Date &

Contract Determination

(Current) Date

Add Row
[r);;:mw Description Direct Customer Acceptance External Pricing ~ Replication
AG Sales Quote
SOR Sales Order Request v
ZAGB Big Sales Quotes v v Bi-directional
ZASC Sales Quote w. Follow Up Sales Conlr v v
ZBC1 BM Quote 1 ¥
ZBQ1 BMQuote 2 v 4
ZUH ZUH v
Z_RQ ZCH Repair Quote v
ZAGI Sales Quote with inboud Replication v v Inbound
ZRFQ Hybris - RFQ v v

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

10 Always

1.000

100

100

100

(Current) Date

(Current) Date v

(Current) Date v
(Current) Date v
(Current) Date v
(Current) Date v
(Current) Date v

(Current) Date included in Copy v

(Current) Date included in Copy v

T
—’l 4
: ﬁ

Set-up Detalils

Prerequisite: Quote Type for
Quote2Contract scenario has to be
set on "not integration relevant! [No
Flag in BC]

Scenario is only enabled for Quote to
Sales* Contracts!

* Note: A scenario to sell a [template
based] Service Contract (e.g. as
‘Extended Warranty’) together with a
Product as ‘Package’ is currently not
supported!
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Sales Contract as Follow-Up to Quote # Basic Set-Up Step 1

¢+ Home
Calendar
Accounts
Contacts
Individual Customers
Target Groups
Feed

5 Employees

% Legacy Groups

Target Groups
Content

] Campaigns
Leads
Response Oplions
Sales Campaign Funds
Campaign File Formats
Lead Scores

5 Promofions
Sales Leads
Leads
Deal Registrafion
Opportunities

Sales Quotes

Sales Orders
Forecasis
Forecast Administration

7 Pipeline Simulation

1 Temitories
Sales Target Planning

Appointments

Bl NewQuote o

*Document Type
Sales Quote

Primary Contact
Chen

External Reference
Z0D DOM'T TOUCH QUOTEZCONTRACT

Diate
05.09.2015

Chance of Success
T0%

Cumer
Daniela Silber

Sales Organization
Almica Germany

*Account

Pfizer Ireland Pharmaceufical2
Ship-To

Pfizer Ireland Pharmaceufical2
Descriplion

Process Flow Quote fo Sales Confract
Requested Date

06.09.2015
Valid To

10.09.2018
Sales Unit

Almica Germany

Distribution Channel
Direct sales

Divisicn Requested End Date
~ 07.09.2018 =
Order Reason
Excellent price w
Internal Note
HEADER INTERNAL NOTE
= Products (11) = L Add  More
Product ID Description ‘Quantity Actions F
MDECC-DS502 MDECC-D502 10 || ea o o
MDECC-DS02 CUST 15012016 20 || ea - ]
MDECC-DS02 CUST 15012016 30 || ea - o
Teut tem o =
MDECC-DS05 MDECC-D505 50 || ea o o
Save and Open
Add Producls  Saveand Open -~  Cancel
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Set-up Details

Select a Quote type, which is not (1)
integration relevant [see Quote
Document Types in Business
Configuration]

Add Product Items/ or use
Defaulting
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Sales Contract as Follow-Up to Quote # Basic Set-Up Step 2

Flow Qe In Seles Co... @

9965 - Process Flow Quote to Sales Contract

Overview Products Involved Parties Drocument Flow Sales Documents

Progress
Mot Relevant

Set-up Details

Sales Quotes (0 edleadl Nt Submit of Quote is prerequisite for
the following steps

spieseq

ID - Descripion External Reference Date Owmer Pfizer Ireland Pharmaceutical?

;r}:;-e_l.':\relandPharlraceuii:alg Process Price Determinat|0n

Status
Open
Sales Orders (0) T Mew More Approval Status
Mot Started
ID - Descripfion External Reference Date Owmner External & nce
Z00 DONT TOUCH QUOTE2ZCONTRACT
Drescription
Process Flow Quote to Sales Contract

BUOREPLALLLLOASY

Date
05.09.2018
R Date
06.09.2018

on for Rejection

Contracts (0)

L MHew More

ID - Description Extemal Reference Cwmer

Tasal
data 15.700.00EUR
Payment Terms

Payable immediately due net

Incoterms

Airbome Express
erms Location

Sanki-Ingbert

2= External Follow-Up Documents (0) =T Moe

Type Document ID Created On Overall Status Delivery Status

Delivery Priority
Immediate

Valid To

Danigla Silber

i Submit
Sales Unit i
Almica Germany @
Test Distribution Channel
Direct sales

Midhi_Test_EXt TestRichtext Division

Sales Office
Almica Germany

Sales Group
Almica Germany

[emitory
Germmany Edit Cutput Settings

Faliow-up Tra
Mot Started
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Sales Contract as Follow-Up to Quote # Basic Set-Up Step 3

H 1 ‘Your eniries have been saved.

9965 - Process Flow Quote to Sales Contract

Overview Products Involved Parlies Document Flow Sales Documents

£ Sales Quotes (0)

1D - Descripfion External Reference Date

£ Sales Orders (0)

1D - Descripfion Extemal Reference Date

£ Contracts (0)

ID - Descripfion External Reference Cwmer

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Aftachments Pricing Approval Activifies Output

T MNew  Mors

Cwmer

T, Mew More I

Frogress

Pending l

— _—— —_— _—— —_—
Document Type
Sales Quote
Account
Pfizer Ireland Pharmaceutical2
Primary Contact
Chen
Ship-To
Pfizer Ireland Pharmaceutical2

—_— _—— —_— _——

Statuz
Open
Approval Status I
Approval not Necessary

Cwmer Lccass e o - -

ZOD DONT TOUCH QUOTE2ZCONTRACT
= ion
Process Flow Cluote to Sales Contract

Date
05.09.2018

Requested Date

06.09.2018

Fzason for Rejection

COwerall Discount (3}

15.700.00ELR

Payment Terms
Payable immediately due net

Incotenms

seseg

SUOREPUA LI,

Set-up Detalils

Click "New’ in table
Contracts of Facet Sales
Documents to start Sales
Contract Follow up
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Status
In Preparation

External Reference

Ends On
I 07.09.2018

Contact

Chen
Administrator

Eddie Smake
Sales Organization

Almica Germal ny
Distribution Channel

Direct sales
Temitory

Germany

Saveand Open -~  Cancel

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

I Contfract Template
.

MName
I S IS EaE BaE Bam Bam e .

I Begins On
= 06.09.2018 =

Ffizer Ireland Pharmaceutical2

Ship-To
= Ffizer Ireland Pharmaceutical2

Cwner
= Daniela Silber

Sales Unit
o Almica Germal ny

Division

Time Zone
o {UTC+00:00) Burkina Faso, Bouvet Islands, Cote d'lvoire, West Sat -~

Save and

Save and New

# Basic Set-Up Step 4

Set-up Details
Quick Create of Sales Contract using

relevant data of Sales Quote as default
will be opened

Note that also "Begins On” and "Ends
On’” dates for the contract are copied
from the Quote
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e
Topic Area: Sales Contract as Follow-Up to Quote # Basic Set-Up Step 5

Sales Quales Flow Qudte in... o e

E TT06 - Process Flow Quote to Sales Contract

Overview Sales Quotes Sales Orders Related Contracts Opportunities Imvolved Parties Document Flow

ont gtion 2
Sales Contract &
_—— — _—— — _—— — _—— — _—— — _—— — _—— — _—— — _—— — @
Texs] ype
I £ ltems (7) I + Sales Contract
Line = Image Status Product ID Description I Target Quantity ﬁﬂta;‘rzeparation
I 10 In Preparation MDECC-DS02 10
20 In Preparation CUST 15012016 20
I 30 In Preparation CUST 15012016 I 30
100 ] In Preparation Text ltem Extemal ID
I 200 & In Preparation MDECC-DS05 I 50 'Ewr_l R
40 il Io Dhromor—4ion ¥ [l ~atal al- b an - .
L —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— J 1 Transfer Status
Extemal Status
Organizational Data )
Extemnal
Sales Organization i .
Almica Germany Extemnal Inveicing Status
Sales Unit
Almica Germany Process Flow Quote to Sales Contract
Distribution Channel Signed On
Direct sales -
o Begins On
Division
Tesitory
Germany Customer
Pfizer Ireland Pharmaceutical2
= R C-he.n .
= Related Contracts (0) 1
Include Account Hierarchy
D Name Ends On Stafus Mo
Include Authorized Parties
Mo
Ship-To
Pfizer Ireland Pharmaceutical2
Administrator
Eddie Smoke
— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— — _—— — _——
= Attachments (2) =N I
ype T Time Zone
Title Type Changed On I (UTC+00:00) Burkina Faso, Bouvet Islands,
- o . Cote d'voire, West Sahara, Ghana
@&  LINK SAP HOMEPAGE Standard Attachment 05.09.2018 11:01 Greenland, Gambia. Guinea Guinea-
f% LOCALFILE SDD_Quote2C...  Standard Attachment 05.09.2015 11:01 I IEiislsaud- HeardMicDon.Isl, Brit Ind.Cc.Ter,
celan
| 1 Selected Reason for Rejection
] _—— — _—— — _—— — _—— — _—— — _—— — _—— — _—— — l On
. - 018 11:01
Pricing Data &)
Lha d By
Eddie Smoke
Currency

OpenMe (. Aclions
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Set-up Detalils

Note that also all Items [incl. Pricing!]
and attachments of the quote are
copied over to the Sales Contract

Nevertheless it is possible to change
the prices in the contract for the
products
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Topic Area: Sales Contract as Follow-Up to Quote # Basic Set-Up Step 6

Cortirad
5 oo - Process Flow Guiisin = o B 7708 - Process Fow Qucie 1o Sales G, & ﬁ

Sales Quocles

L
@
2
0

Set-up Detalils

E TT06 - Process Flow Quote to Sales Contract

Onerview Sales Cuoles Sales Orders Related Confracts Opportunities Imvolved Parbies Document Fhow Note that in the Document Elow of the

Sales Contract all relating Quotes as
Predecessor [and/or Successor] are
listed

1
| ooas 7706 |
I Procass Flow Qucte to 5. Process Flow Quote to 5. I

Compieted {E} n Preparation {{}
7S T 498 NR-S7-57 1 s 710 W R 9=-01 %0 T
I 05,03 2098 085737 UTC i~ 509 201 01:530UTC I
I 5 Duoka I
_—— —_— —_—— L | —_— —_— —_—— —_— _— —_— _— —_— _—— —_— _— _— | —_— _.'
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Sales Contract as Follow-Up to Quote # Basic Set-Up Step 7

Cortiract
ooess Flow Cucle o, r: L= i} TT0E - Process Flow Oucbe 1o Sales Co. .. G ﬁ

e
l'@
E T706 - Process Flow Quote to Sales Contract

Set-up Detalils

Overview Sales Quoles Sales Orders Related Coniracts Opportunities

In the Facet Sales Quotes of the Sales

I . CoE Contract we have two sections to
| VL
I Displayed is a list of sales quotes that are referenced to this contract on item level in order to derive contract specific pricing in the sales quote I differentiate Sales QUOteS usage:
I 1D Description External Re. .. External ID ltem 1D ltem Description Product ID Requested I ‘Sales Quotes’ Used tO derive a
I I contract specific pricing for a
I I quote
L

“Sales Quotes [selling contract]

used -indicated by
£ Sales Quotes (selling contract) (1) L MNew More | p P
I renewal of this contract

Displayed is a list of sales guotes that show (based on the relationship) if this contract was created as follow-up transaction from a sales quote, or if the sales quote was
I created as follow-up transaction from this confract (using the MNew action)

r —-— -

Relationzhip I Document T... ID Description External ID Cramer Date Req

I Predecessor I Sales Quote 9965 Process Flow Quole to Sales Contract Daniela Silber 05.09.2018 06.
—_— L _— I
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e
Topic Area: Sales Contract as Follow-Up to Quote # Basic Set-Up Step 8

P Sales Quole , Canbact
Sales Quates. B} poc Process Flow Cucde I Sshes Co.. & B 7708 Process Fow Quele o Stes Ca.. 0

9965 - Process Flow Quote to Sales Contract

Ovenview  Products  Involved Parfies  Document Flow | Sales Documents |

£ Sales Quotes (0) TL  Mew More
ID - Descripfion External Reference Date Cwmer

£ Sales Orders (0) T More
ID - Descripfion External Reference Date Owmer

£ Contracts (1) T More

I ID - Descripfion External Reference Owmer

I 7706 - Process Flow Quote to Sales Contract Daniela Silber I )

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Decument Type

Sales Quote

Account

Pfizer Ireland Pharmaceutical?
Primary Contact

Chen

Ship-Te

Pfizer Ireland Pharmaceutical2

Status
Completed

Approval Statuz
Approval not Necessary

External Reference
ZOD DONT TOUCH QUOTE2CCNTRACT
Diescription

P;cce_és Flow Cuote to Sales Contract

Date
05.09.2018
Request=d Date

06.09.2018

Reason for Rejection
Cwerall Discount (%)

otal
15.700.00ELUR

Payment Terms
Dzuzkla imesadiztaln Ao maf

]

Set-up Details

In the Facet Sales Documents of
the Sales Quote we have section
that indicate all contracts

triggered by the quote in a
contract set up and

triggered by a contract in a
contract renewal scenario
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e
Topic Area: Sales Contract as Follow-Up to Quote # Basic Set-Up Step 9

Flow Quole I Sales o @ dosss Flow Quots In Ses O, &

9965 - Process Flow Quote to Sales Conftract

Overview Products Involved Parties Document Flow Sales Documents Aftachments Pricing Approval Activiies Cutput v [
Won

Set-up Detalils

slE0

Cracument Type
Document Flow Sal;gQuoE’ep

Note that in the Document
Pfizer Ireland Pharmaceutical2 FIOW Of the Sales Quote the

Primary Contact
e relating Contract is listed
ohip- g
Pfizer Ireland Pharmaceufical?
Stams
Completed
Approval Status
r I S . ] ] I . Approval not Mecessary

TT08 External Reference

Z0D DONT TOUCH QUOTE2CONTRACT

-E}} ——————— In Preparation -G} I Description

5 0 11:01:30 UTC Process Flow Quote to Sales Contract

I Date
05.09.2013

Requested Date

06.09.2018

Reason for Rejection

Owerall Discount %)
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N
Topic Area: Sales Contract as Follow-Up to Quote # Basic Change Step 1

Home

Calendar

Accounts

Contacts

Individual Cusiomers

Target Groups

Feed

3 Employees

3 Legacy Groups

Target Groups

Content

-] Campaigns

Leads

Response Oplions
Sales Campaign Funds
Campaign File Formats

Lead Scores

5 Promofions

Sales Leads
Leads

Deal Registration
Opportunities
Sales Quotes
Sales Orders
Forecasis

Forecast Administration

v Pipeline Simulafion

Temilories

Sales Targel Planning

Appointments

= Products (11)
Product ID
MDECC-DS02

MDECC-DS02
MDECC-DS02

MDECC-DS05

*Document Type
Sales Quote

Primary Contact
Chen

BExternal Reference
Z0D DON'T TOUCH QUOTE2CONTRACT

Date
05092015

Chance of Success
T0%

Cwner
Daniela Silber

Sales Organization
Almica Germary

Division

Crder Reason
Excellent price

Internal MNote

HEADER INTERNAL NOTE

Description
MDECC-DS02
CUST 15012016
CUST 15012016
Text Hem
MDECC-DS05

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

*Account

w Ffizer Ireland Pharmaceufical2

Ship-To

Ffizer Ireland Pharmaceufical2

Description

Process Flow: Quote to Sales Confract & delete Contract Items

06.09.2015

Valid To
10082015

Sales Unit
n Almica Germany

Distribution Channel
=3 Direct sales

Requested End Date
e 07082018

Quantity

20
30

50

ea

ea

€3

ea

B e b e e E
g

Add More

Save and Open
T

Set-up Details

In a change scenario product defaulted
from the quote will be deleted in the
relating Sales Contract...

Start Point is again the Sales Quote...
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N
Topic Area: Sales Contract as Follow-Up to Quote # Basic Change Step 2

m
Process Flowe Quote to Seles C... @

9973 - Process Flow: Quote to Sales Contract & delete Contract ltems

Overview

I 220

— 1H=CPEF N S S S S S . -

Products

Products (7)

£ ProductID
MDECC-DS03

ZVAPRDEXTO1

Item Involved Parties (7)

Party Role Name

Eill-To Pfizer Ireland Pharmaceutical2
Account Pfizer Ireland Pharmaceutical2
Ship-To Pfizer Ireland Pharmaceutical2
Seller Almica Incorporation
Employee R... Daniela Silber

External Note

ltem 10 External Mote

5

&

Attachments (1)
Title Type
WEE LINK ITEM 10

Involved Parties Document Flow

Description Price
MODECC-DS03
Product DE_CN_01

Standard Attachment

Sales Documents Aftachments

210,00 EUR 1
220,00 EUR 1

Address E-Mail Phone

89 TT/ Galway 12345/ IE

89 TT/ Galway 12345/ IE

10 Shipto / Customer 10101....

Dietmar Hopp Allee 30/ 691.... contact@almica.com +49 622776201
Vikioriastralle 191/ 30451 H... DESalesman@onDemand.c.. +49 (511) 9369-

Internal Note

Item 10 Internal Mote

Changed On Changed By

05.09.20158 13:49 Eddie Smoke

Price Unit

€3

€3

Actions

5]

Net Weight

EII EIE IS I S G - . .

Main

More

More

2

Activ

A

Frogress
Won

- e wl

—
Document Type
Sales Quote

Account
Pfizer Ireland Pharmaceutical2

Primary Contact
Chen

Ship-Te

= wal pfizer Ireland Pharmaceutical2

Status

Completed

Approval Status

Approval not Necessary

External Refe:

ZOD DONT TOUCH QUOTE2CONTRACT

255 Flow: Quote fo Sales Contract &
delete Contract ltiems

Date
05.08.2018
Req Date
06.08.2018

Reason for Rej

erall Discount (%)

otal
15.700.00EUR

Payment Terms

Payable immediately due net

rme
Airborme Express
Incoterms Location

Sanki-Ingbert

Delivery Priority
Immediate

Valid To
10.09.2018

Daniela Silber

emitory
Gemmany
Follow-up T

sjeRg

Set-up Details

In the following change scenario
products defaulted from the quote are
deleted in the relating Sales Contract...

Start Pointing was again the Sales
Quote...
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e
Topic Area: Sales Contract as Follow-Up to Quote # Basic Change Step 3

Sales Quates

"7 0073 - Process Flove Qusts to Ssles C...

9973 - Process Flow: Quote to Sales Contract & delete Contract ltems

Overview Products

Involved Parties Document Flow

= Sales Quotes (0)

ID - Descripfion

External Reference Daie

Z  Sales Orders (0)

ID - Description

ID - Descripfion

- Process Flo

Test

Nidhi_Test_EX1

External Reference Date

Quote to Sales Contract & delete Contract ltems

External Follow-Up Documents (0)

Document ID

Sales Documents

Exdernal Reference

Created On

Aftachments Pricing

Ovmer

Owmer

TestRichiesxt

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

I = Contracts (1)

Cwmer

Daniela Silber

Overall Status

Tl Mew

Delivery Status

More

More

More

Quote

Account
Pfizer Ireland Pharmaceutical2
Primary Contact
Chen
Ship-To

T W P ceutical2
Status
Completed
. e —

Approval not-Ne E55ary

Process Flow: Quote to Sales Contract &

delete Contract tems

Date
05.08.2018

15700 DDEUR

Payment Terms

Payable immediately due net
Incoterms

Airbome Express

Incoterms: Location
Sanki-Ingbert

Defivery Priority

Immediaie

70%

Valid Ta
10.08.2018

Set-up Detalils
...then a Sales Contract was created and

accordingly the Quote Progress Status was
setto "won” and Status to “"completed”
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e
Topic Area: Sales Contract as Follow-Up to Quote # Basic Change Step 4

_—— —_— _—— —_— q
- Cartiracl =
Sales Quotes 8573 - P ¢ Chucike b Ssfes .. 8- : - R o
5
. ) T
H 1 ‘vour enfries have been saved. 3

E 7709 - Process Flow: Quote to Sales Contract & delete Contract ltems G+ S et- u p D etal IS

Related Contracts Opportunities Involved Parties Document Flow Changes Workflow Changes Motes: Altachmenis ltems Pricing

Contract Option
Sales Confract

Deletion of all (or some) items

= ltems (0) 20T @ Ak More Sales Contracl

Line 1 Image Type Determination ... Status Product ID Description Target Quantity Releas... Begins On Ends ;E;rzeparation In the Sales ContraCt has an
Consisiency Siams Impact on the associated quote
i Status Change
Exensl Refeerce Usability of Quote
Product Items
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Topic Area: Sales Contract as Follow-Up to Quote # Basic Change Step 5

Soles Quote . Canract
Bl 0073 - Process Flow: Quole tn Sses .. & (=g ——

9973 - Process Flow: Quote to Sales Contract & delete Contract ltems G+ ﬁ

Overview Products Involved Parlies: Document Flow Sales Documents Aftachments

. Progress

Pending > Set'up Detalls

190

— _-_— -
= Products (7) iz 1 £l Add  Quick Add Products  More Sales E}uﬁ

Account &

Line = Product ID Descripfion Price Price Unit et ... Gross.... Volu... A Pﬂ;ebll'-lreland Pharmaceutical2 % ’ ’ s o ey

10 MDECC-DS02 MDECC-DS02 10,00 EUR 1 ea Primary Contact g Progress & Status In the Inltlal

R Chen g g

20 MDECC-DS02 CUST 15012016 20,00 EUR 1 ed - g Quote are Changed .

30 MDECC-DS02 CUST 15012016 30,00 EUR 1 ea qzer-mm J— — | C—

o0 T tem From "Won" to "Pendin

200 MDECC-DS05 MDECC-DS05 200,00 EUR 1 ea OE [ — l O O to e d g
Approval Status

) 1 Scected T iz >y Approvalno Necessany From "Completed” to “open’
Exiermal Refars

70D DOMT TOUGH QUOTE2GONTRAGT

[if all items in the contracts
were removed] or ...

“in process’ [if some items in
the contract were removed]
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e
Topic Area: Sales Contract as Follow-Up to Quote # Basic Change Step 6

ke =]
Zl po73- Process Flowe Qusie lo Sees ... @ B ProcessPow st 3 @

9973 - Process Flow: Quote fo Sales Contract & delete Contract ltems b

Overview Products Involved Parfies Document Flow Sales Documents Aftachments Pricing Approval Activilies Qutput

Frograss
Pending

=g

Set-up Details

. Document Type
Z Sales Quotes (0) Ty MNew More Sales Quate
Account

1D - Descripfion External Reference Date Cwmer Pfizer Ireland Pharmaceutical?

Primary Contact

All Product Items in the Quote
e which are no more associated
e with items of an existing Sales
- 1 o Contract could be [re]-used for

£  Sales Orders (0) IYI Mew  More Approval Status
- Approval not Mecessary e
—

1D - Descripfion External Reference Date Cwmer External Reference
Z0D DONT TOUCH QUOTE2CONTRACT
Sales Order Set-Up
Process Flow: Cuote to Sales Contract &
delete Contract ltems

SUOGEPLALLLLONG|

Date

Creation of a new
[probably further] Sales

_—
£ Contracts (1) e T Mewd More 06.09.2018

1 [r— Reason for Rejection CO ntraCt

Overall Discount (i)

1D - Descripfion External Reference Cwmer

t B 7708 1568 -ProcessF. 0 @ B 7710 Process Fow Quole to nd Sal

E 7710 - Process Flow: Quote to 2nd Sales Contr. for deleted items of 1st Contr. 1 Tosal

4 TAA AnE N

Oveniew  Sales Quoles  Sales Orders  Relaled Contracls  Opporiuniies  Involved Paries  Document Flow  Changes  Waorkdlow Changes

£ Items (3) 4
Line & | image | Status Product ID Description TargetQua.. | BeginsOn  EndsOn | MNet..
el e T EESSCOMEEN VDOBEEE)? EEEN  ENEE,  EESNGC NN 0O NEEN 0 EEEN BN S e .
l? 5] In Preparation Text ltem 06.092..  07.092.. .
lznn & In Preparation | MDECGDSD5 ~ MDECC-DS05 SOEach 06092 07092 I 7710
External ID
- S S S e e e e e e e e e e e el
Organizational Data ;mnsm —
Sales Organization _

Almica Germany Excemal

Sales Unit External Status

Almica Germany

Distribution Channel Exterl Inuciing Status

Direct sales
Name
Division Process Flow: Quote to 2nd Sales Confr.
- for deleted items of 1st Conir
Temitory Signed O
Germany
Begins On

06.09.2018
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e
Topic Area: Sales Contract as Follow-Up to Quote #3 Basic Change Step 7

n o "
Process Flow: Quote b Sdles G & B Process Flow: Quole o Ssles C... 8550 - Procass .. B 7710 Process Flow Quos o znd Sal.. @

of Ry,
&

9973 - Process Flow: Quote to Sales Contract & delete Contract Items

Overview Products Involved Parfies Document Flow Sales Documents Aftachments Prici I H
= Set-up Details
@
- Decument Type
= Sales Quotes (0) L Mew  More Sales Quots

ID- Descripon Extermal Reference Date e ehamaeutent Association of the Quote to
Chen T Sales Orders and Contract is
Picer reland Pharmaceutical listed in Facet Sales
e e e e e e e e e e e = == G Documents and in the relating

Z Sales Orders [1) Tl More Approval Status
I Approvalnot Necessary Orders and Contracts
1D - Descripfion External Reference Date Cwmer Extemal Reference
Z0D DONT TOUCH QUOTE2CCNTRACT
I 000016563 - Process Flow.. Z0D DONT TOUCH QUOT... 05.09.2013 Eddie Smoke Descrition
Process Flow: Quote to Sales Contract &
I delete Contract ltems
Date
I 2 Contracts (2) i More 05.09.2013
Requested Date
ID - Descripfion External Reference Cwner IDE.UB 2018
I - Process Flow: Quote fo Sales Confract & delete Gontract ltems Daniela Silber _REE on for Rejection
I 7710 - Process Flow: Quote fo 2nd Sales Contr. for deleted items of 1st Condr. Daniela Silber Ovesall Discount (%)

I I S S S I I D D D D DS D DS DS B DS DS DS B B B B B e - 1?:?00 O0EUR
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Incoterms Header and Item

) Contract
Ceoniracis B 7674-vT20180831-ECC1

[E 7674-vT20180831.ECC1

Overview Sales Quotes Sales Orders Related Contracts Opportunitig

Contract Option Type

Sales Contract Sales Contract

ID External Invoicing Status
7674

Contact Ship-To
- Pfizer Ireland Pharmaceuti

Time Zone Reason for Rejection
(UTC+00:00) Burkina Faso, Bouvet Islands, Cote

d'lvoire, West Sahara, Ghana, Greenland, Gambia

Guinea, Guinea-Bissau, Heard/McDon Isl

Brit Ind.Oc Ter, Iceland

Incoterms Incoterms Location
Free on board Bangalore

Coniract
=4 7674 - YT20180831-ECC-1

[E 7674-yT20180831-ECC1

iles Orders Related Contracts Opportunities Involved Parties Document Flow Changes Workflow Changes Notes Attachment- Items Pricing

= Items (2)
Line = Parent Line Image Type Product ID Determination Relevance
v 10 Quantity - Sales Contract ltem MDEGC-DS02 Limited to ltem
20 !! Quantity - Sales Contract ltem MDECC-DS01 Limited to ltem

W 1 Selected
General Data Target Definitions Pricing

Description
MDECC-DS02 (ERP)

Status
In Preparation

ncoterms
Free on board

ncoterms Eoca 1on

Bangalore

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Business Description

the Incoterms rules are intended primarily
to clearly communicate the tasks, costs,
and risks associated with the global or
international transportation and delivery
of goods. Incoterms inform sales
contracts defining respective obligations,
costs, and risks involved in the delivery of
goods from the seller to the buyer, but
they do not themselves conclude a
contract, determine the price payable,
currency or credit terms, govern contract
law or define where title to goods
transfers.
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Topic Area: Incoterms # as Table Columns [Header]

SAP Cloud for Customer

A Home Contracts
Calendar Contracts Expiring Soon (17)
_— —_— _— —_— _— —_— _— —_—
& Accounts ID and Name External ID Status Begins On  Transfer Status ~ Customer Incoterms Incoterms Location
= . — _— _—— _— — —_— _—— —_—
& Employees 5 7667 - SAMPL. .. 40002998 Active 21082 . Finished Pfizer Ireland Pharmaceut. .. Free on board Bangalore
B 7674 - YT2018 In Prepa 31082 . Pfizer Ireland Pharmaceut. .. Free on board Bangalore
® Sales Leads 7659 -YT2018.. Active 31082 Pfizer Ireland Pharmaceut. . Free on board Bangalore
Appointments = 7661 -YT2018.. 40003048 Active 31.082... Finished Pfizer Ireland Pharmaceut... Free on board Bangalore
= 7656 - YT Active 31.082 . Pfizer Ireland Pharmaceut. ..
@ FITLLES T 7522 -testral. .. In Prepa 16.08.2 Pfizer Ireland Pharmaceut. . Free on board Bangalore
Plans E 7501 - SB bou.. 40003030 Active 16.08.2... Finished Pfizer Ireland Pharmaceut... Free on board Bangalore
B 6779 40002857 Active 05042 .. Finished Orange Inc.
[3 Customer Merge B 6511 - AN QX.. InPrepa..  15.022.. Orange Inc.
Surveys & 6502 - AN QX... 40002731 Active 15.02.2.. Finished Orange Inc.
= 6477 40002723 Active 15.02.2... Finished Orange Inc.
Visits
8":" = 6440 - ZCH-C.. In Prepa.. 01.03.2... Pfizer Ireland Pharmaceut...
@ Monitor 5893 - Contrac.. 40002323 In Prepa.. 27092 Finished PricingAccount1
= 5878 - Contrac.. 40002309 In Prepa.. 19.09.2... Finished PricingAccount1
Contracts - .
= 5872 - Contrac.. 40002301 In Prepa.. 15.09.2... Finished PricingAccount1
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Topic Area: Incoterms # in Advanced Search

Contract

Coniracis & 674 - YT20180831-ECC-1

Contracts Expiring Soon (17)

General Data

D Mame
Incoterms Incoterms Location
PN A -
External Reference Signed On
+ Filter by Date |+
CL-.'I. .'. "ur.'.. l:. Yy ??:..
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Topic Area: Incoterms # in Quick Create

Contracis B New Contract %]
Type Contract Template
Service Contract ~ [y
Status 1D
In Preparation 7775
External Reference Name

y,_______________________________
- - y
=
=1
¥
-u
&

Begins On
U sred at te £
Delivered aid
Service Level Delvered npal
! Deliversd ex qua ity paid
Delivered ex sh
Customer Contact
o ! e :
Emery f JT
Ship-To Incoterms ' n
B — ..
wy ~
Incoterms Location Administrator
&
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Topic Area: Incoterms # in Changes

- o B Contract
Contracts 7674 - YT20130831-ECC-1

E’r 7674 - YT20180831-ECC-1

Overview Sales Quotes Sales Orders Related Contracts Opportunities Involved Parties Document Flow Changes

To display or refresh the change history, specify the required filter criteria and click Go.

Changes Made From Changed By User
dd MM.yyyy -

Changes Made To

dd. MM, yyyy ~

Attribute

Incoterms
Incoterms (ltem)
Incoterms Location

Incoterms Location (ltem)
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Contract: Form Template Selection

SAP Cloud for Customer

I Form Template Selection

QFOCO@NRORNWANGIO i ® QO E D {

Status: @ Rules are Active

Version: 1

All Versions

Last Changed By: Alexandra Mark

Last Changed On: 05.07.2

New Contract

Type:

018 13:42 CET

Contract Template:

Status

1D:

- In Preparation

7586

External Reference:

Name:
Signed On:

Begins On:

Ends On

17.08.2018 [T]

17.08.2018 [T]

[z 1

Service Level:

Customer:
Contact:
Administrator:
Qwner:
Territory:

Time Zone:

Michael Evans

Alexandra Mark

John Kim

Massachusetis

Alexandra Mark

Personalize

Adapt

Go to SAP Store

Download

Hep | O3 | €

——————e

I Business Description

I Rules based Form template

association to contracts using
Parameters of a contract such

RULES
Add Row Insert Row Remove Copy Paste Swap Adapt Columns Upload Download
Q =1
Sequence = Document Type Account Contract Option Form Template
| 1 - Timbulkiu Heating TI-HO * Z Contract Summary
2 Support&Repair [Service] Contral
3 T

Demo for Form Template Selection

Luxury Heating & Cooling Co

Support&Repair [Service] Contract |

!

)
)
u]
)
!

o

1

EEI EII EIE EIE IS B B IS IS IS B B S S . - —]

)
Z Contragt Summary (Demo)

1
1
|

Pricing Date:

Save and Open W

(UTC+01:00) Central European Tim w

Cancel

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Contract Demo 1360

Contract Ssandard Gokd
Superior Senvce Level
US (EST)

Aok

12750 EUR
1.470.0 EUR
28500 EUR
Sep 11, 2015

¥our Referance:

Contaet:
Phone:

Fax:
Edail;

Sigaed On:
Begins On:
Ends On:

Craated On:

Changed On:

Time Zone:

Sales Uit

EXT REF 123
I

S35 (1) 01-343 347
imst aboifidely com

Sales Organization:

Diatibution Channel:

Close

as Account or Contract type

Key Business Benefits

Flexible usage of different
Forms for Contract, e.qg. for
Sales/ Service Contracts
and/or related to a Customer

$10N00Hd S33A07dWI 4334 HIINID 4T13H 473HS SOVL

Actions
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Topic Area: Form Template Selection # Set-Up 1

GEMENT CUSTOMERS PEOPLE SALES ANALYSIS PRODUCTS DATA CLEANSING DATAW CH ODATA QJADMINISTRATORj < >

GENERAL SETTINGS USERSY SERVICE AND SOCIAL SALES AND CAMPAIGN SETTINGS BUSINESS FLEXIBILITY'Y NPUT AND OUTPUT MAN/ J .

FORM TEMPLATE MAINTENANCE: ACTIVE FORMS (3)
Export m Copy , Upload , Download Delete  Versions  Actions
“You can edit the content and layout of language-specific and country-specific form templates online. You can also download a form template, edit it offline, and upload the edited template. You can create new form templates by using the copy or

upload functions. You can also revert to older versions of the form template, and activate upgrades provided by SAP or partners. Additionally, you can upload e-mail iemplates for certain active form femplates by using the create e-mail template
function.

Active Forms v & IS
Template Group:  Contract |—_’|1 Ty Created By @ LTS
Country: w | Gy Changed By [
Language: ~ Form Master Template v
Status w Template Type v

Go Reset Save Query Organize Queries

Status Form Template £ Country £ Language =  Description Form Template Group E-mail Template
~ Contract Summary (2)
D Contract Summary Danish Contract Summary Contract
. D Contract Summary English Contract Summary Contract
~ Z Contract Summary (1)
D/ Z Contract Summary English Z Contract Summary Contract
Details: Contract Summary -
General Information Administrative Data
Country: Created By: Alexandra Mark
Language: English Created On: 27.03.2017 14:29
Template Type: Print Form Changed By: Alexandra Mark
Description: Coniract Summary Changed On: 27.03.2017 14:29

Status: [ Published

Form Master Template: In Use

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL
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Topic Area: Form Template Selection # Set-Up 2

GENERAL SETTINGS USERSY SERVICE AND SO

FORM TEMPLATE MAINTENANCE: ACTIVE FORMS (3) E

Export , Openfl, Copy , Pnload , am Delete '

: As Mew Varignt i -
You can edit the conten d country-specific form ter . *®
upload functions. You c3 he form template, and activ New Template Copied from Z Contract Summary -
function.
| - - You can create a new form template. Enter a new template name and
==, | Active Forms hd @l finting
# Template Name: | Z Confract Summary (Demo)|
Template Group’ | Contract ¥ %
Template Description: | Z Confract Summary (Dema)
Country: v | T
country: | % languagel |E
Language: w
Form Master Template: | In Use
Status: v

Go Reset Save Query Organize Queries OK || Cancel

Status Form Template Countny

v Contract Summary (2)

O Contract Summary

e [ Contract Summary

v Z Conact summary (1)

J C Z Contract Summary
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e
Topic Area: Form Template Selection # Set-Up 3

GENERAL SETTINGS USERSY SERVICE AND SOCIAL SALES AND CAMPAIGN SETTINGS BUSINESS FLEXIBILITY'Y

FORM TEMPLATE MAINTENANCE: ACTIVE FORMS (4)
Export Open ‘m Upload Download | Publish Versions  Actions

ou can edit the content and layout of language-specific and country-specific form templates enline. You can alse download a ferm template, edit it offline, and upload the edited template. You can cre
upload functions. You can also revert to older versions of the form template, and aclivate upgrades provided by SAF or partners. Additionally, you can upload e-mail iemplates for certain active form fe

function.
I :
=7, | Active Forms v &
Template Group: | Contract o % Creatad By: o %
Country: w | T Changed By: P %
Language: - Form Master Template: v
Status: - Template Type: -

Go Reset Save Query Organize Queries

Status Form Template £ Country £ Language = Description Form Template
~ Contract Summary (2)
D Contract Summary Danish Contract Summary Contract
D Contract Summary English Contract Summary Contract
v £ Contract Summary (1)
D Z Contract Summary English Z Contract Summary Contract
r V_Zcomct SmeaFDem{‘l ) _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— I
I . I Z Contract Summary (Demo) English Z Contract Summary (Demo) Contract
l
I Details: Z Contract Summary (Demo) - I
I General Information Administrative Data
Country: Created By: Alexandra Mark I
I Language: English Created On: 17.08.2018 10:24 I
I Template Type: Print Form Changed By: Alexandra Mark
Description: Z Contract Summary (Demo) Changed On: 17.08.2018 10:24 I
I Status: [ 2 Not Published I
Form Master Template: In Use
l _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— J
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e
Topic Area: Form Template Selection # Set-Up 4

GENERAL SETTINGS USERSY SERVICE AND SOCIAL SALES AND CAMPAIGN &

FORM TEMPLATE MAINTENANCE: ACTIVE FORMS (

Export Open , Copy , Upload , F‘lelish Versions Actions

You can edit the content and layout of language- yad a form terr

upload functions. You can also revert to older v LL| Downioad the selected form template, schema artners. Additi
and sample data for offline editing.

function.
:
=7, | Active Forms v @
Template Group: | Contract I:'Ij R,
Country: v | T
Language: v Farm
Status: w

Go Reset Sawve Query COrganize Queries

Status Form Template = Country = Language
s Contract Summary (2)
[ Contract Summary Danish
D Contract Summary English
w Z Contract Summary (1)

[ Z Contract Summary English

w Z Contract Summary (Demao) (1)

@ Z Contract Summary (Demo)
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e
Topic Area: Form Template Selection # Set-Up 5

ETTINGS USERSY SERVICE AND SALES AND CAMPAIGN SETTINGS BUSINESS FLEXIBILITYY I

FORM TEMPLATE MAINTENANCE: ACTIVE

Export ,  Open , Copy , Uplead ,

Versions  Actions , Set-up Details

You can edit the content and layo foy ates online. You can also download a form template, edit it offling, and upload the edited ter
upload functions. You can also ref To Replace Existing Variant i upgrades provided by SAF or partners. Additionally, you can upload e-mail templates forc .
fncton Download ZIP File
| -
o Edit XDP file with local
e e o o ADOBE LifeCycle Designer
Country v Changed By y g
Language - Form Master Template Upload Changed XDP flle
Status ~ Template Type
Go Reset Save Query QOrganize Queries
Status Form Template = Country = Language = Description
~ Contract Summary (2)
D Contract Summary Danish Contract Summary
D Contract Summary English Contract Summary Name - Date modified Type Size
~ Z Contract Summary (1) [& ContractSummary_ContractSummary_E... XML File 20KB
Lc ContractSummary_EN - Demo.xdp XDP File T4 KB
[ Z Contract Summary English Contract Summary L& ContractSummary_ENaxdp XDP File 744 KB
~» 7 Contract Summari Demo) (1)
. & Z Contract Summary (Demo) English Z Contract Summary (Deme) p v‘ Al Files -
Details: Z Contract Summary (Demo) -
General Information Administrative Data . Replace Existing Variant of Z Contract Summary (De... X
try A -
Country Created By: Alexandra Mark You can upload a form template that you have edited offline in XDP
Language’ English Created On: 17.08.2018 10:24 format to replace the selected country and/or language specific variant
% ,‘
Template Type: Print Form Changed By: Alexandra Mark Flle: contractsummary_Er | Brovise
Description: Z Contract Summary (Dema) Changed On’ 17 08.2018 10°24 Template Group: Contract
Status @Nul Published Template Name: Z Confract Summary {Demo)

Description: Z Confract Summary (Demo)
Form Master Template: In Use

Country: Language: English

OK | Cancel
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e
Topic Area: Form Template Selection # Set-Up 6

JETTINGS ~ USERSY  SERVICE AND SOCIAL  SALES AND CAM Z Contract Summary (Demo)

Country: Language:English  Form Master Template:in Use  Status:Published

FORM TEMPLATE MAINTENANCE: ACTIVE FORMS (4) Close

Export , Open , Copy , Upload , | Downlpad | Publish Delete Versions Actic
- Open file in a separate browser window

ioe-specific and country-specific form templates online. Y¢

upload fun te, and activate upgrades pro
function
Active Forms ~ @l
Template Group: ali
" p-| C36 0 ™ Contract Demo 1360
[
Country: v | Ty
- Page: 1/3
Language: ~
Status: - Norman Miller Your Reference: EXT REF 123
O'Sullivan Ltd Contact: Norman Miller
I13 P;F‘EQ;S;S%Q Phone: +1205-012-345
ublin .
Go Reset Save Query Organize Queries CO CLARE :: it :3?3 :’ﬂ o;:{m 347
IRELAND ail: est.abc@defg.com
Status Form Template = Country
w Confract Summary (2) Name: Contract Standard Gold Signed On: Sep 18,2015
Service Level: Superior Senvice Level Begins On: Oct 1, 2015
Ly Contract Summary US (EST) Ends On: Sep 30, 2020
Status: Active Created On: Sep 11,2015
o Contract Summary Changed On: Sep 17,2015
Time Zone: CET
v Z Contract Summary (1) Net Value: 12750 EUR Sales Unit: Almica Germany
Total: 1479.0EUR Sales Organization:  Almica Germany
[+ Z Contract Summary Overall Net Value: 2,550.0 EUR Division: Division 01

Pricing Date: Sep 11, 2015 Distribution Channel: Direct sales

~ £ Contract Summary (Demo) (1)

. Lo Z Contract Summary (Demo)

Details: Z Contract Summary (Demo) -
General Information
Country:
Language: English
Template Type: Print Form
Description: Z Contract Summary (Demo)
Status: [ 1 Published

Form Master Template: In Use
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e
Topic Area: Form Template Selection # Configuration 1

RKBENCH ODATA ADMINISTRATOR < > @

Set-up Detalils
INPUT AND OUTPUT MANAGEMENTY < > ..,

— 3 ori Open Work Center Input and
rint Qlueues
Output Management
E-Mail and Fax Queues
- Select Form Template
I S 3 Selection
Jited Cutput Channel Selection \plates by using the copy or f
gs fo | the create e-mail template SeIeCt RUIeS fOf Contract

Service Explorer

——

GEMENT CUSTOMERS PEOPLE SALES ANALYSIS PRODUCTS DATA CLEANSING DATA WORKBENCH ODATA ADMINISTRATOR <« > .,

ETTINGS USERSY SERVICE AND SOCIAL SALES AND CAMPAIGN SETTINGS BUSINESS FLEXIBILITY' ¥ INPUT AND OUTPUT MANAGEMENTY € >

——————1

FORM TEMPLATE SELECTION

L——————

You can configure rules that are used by the system to determine which form template to use for the process-integrated oufput of a business document. Enter the rules in the sequence you want them to be applied and enter a condition for each rule.
Enter generic rules at the bottom of the list and specific rules at the top.

o} =

ISho'\-'-' Rules For: | T v I @
—
Contract

Go Reset Save Q Sales Order
Sales Quote

Form Template Survey

No records found
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Topic Area: Form Template Selection # Configuration 2

L]

Form Template Selection e .@'

_______________________________ Set-up Details

be configured [via “Adapt

: = The following parameters can
: Columns] for Contract Forms

N determination
Decision Table Configuration x SaleS Organization
Configure the decision table by rearranging its columns. .
Available Columns (16) Column: Search Current Columns (Max.20) (4) ¢ Sales Unlt
e Columa Document Type
AQ EXT_Test1 Document Type
accouny rccoun Account
| catea S Contract Option
E-Mail DateTime f=
E Mt Survey Form Template
EXT_REL2
Incoterms Version v
Sales Organization d
Sales Unit
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Topic Area: Form Template Selection # Configuration 3

aaaaaaaaaaaa
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Topic Area: Form Template Selection # Configuration 4

a9
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Topic Area: Form Template Selection # Configuration 5

Contract Option *
Select Operator: | Equal »
Enter Value: [| ~|
508 Service Contract
539 Sales Contract

-- Service Contract

OK | Cancel Clear
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Topic Area: Form Template Selection # Configuration 7

Form Template Selection

I
I
1
1
I
I
1
1
i
1

v

Swap rules

From Sequence No.: 3

To Sequence No.: [ 2]

OK || Cance

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

o

Set-up Detalils

Via "Swap” the Sequence of
Rule consideration can be
determined
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Topic Area: Form Template Selection # Configuration 8

4
_ RULES
Form Template Selection
Add Row Insert Row Remove Copy Swap Adapt Columns Upload Download
Status: ._. Rules are Il
" Inactive @l =
Version: 2 All Versions Sequence £  Document Type Account Contract Option Form Template ;‘
[n]
Last Changed By: Alexandra Mark * Timbuktu Heafing_TI-HQ * Z Contract Summary @
Last Changed On: 17.08.2018 13:36 CET %
| 2 Support&Repair [Service] Cont--- * Service Contract Z Contract Summary (Demo) m
o
3 * * * Contract Summary
T
m
[
o
Q
m
=
_'
m
0
—
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Save

Close

Set-up Details

Finally the Rules Setting has
to be activated
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Contract: Extension Flow -Sales Arrangement to Contract

Contract
Contracts B 7726 Exension Flow: Sales Data2c.. @

[/ 7726 - Extension Flow: Sales Data 2 Contract

Overview | ;overed Objects Tickets
—_—— — L]

Related Contracts Opportunities

& Items (0)

Line = Image Status Product ID

& Covered Objects (0)

Image Product Category 1D Product Category

= Related Contracts (0)

ID Name Ends On Status

Organizational Data @

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Maintenance Plan

Involved Parties Document Flow Change

T
Description Quantity Target Quantity
T
Product ID Product Senal ID Registered Product Descni
T
# Attachments (0) = M

Consistency Status
Consistent

D
7726

External Invoicing Status

Name
Extension Flow: Sales Data 2 Contract

Customer
Hardware Franke KG

Contact
Daniela Junkers

Ship-Te
Hardware Franke KG

Administrator
Volker Kampen

Owner
Bab Menson

Time Zone
(UTC+00:00) Greenwich Mean Time with
daylight saving time (UK)

Reason for Rejection
Is Template

No

Payment Terms
Incoterms

Incoterms Location

Determination Relevance of Covered Objects
Consider Header Covered Objects

Incoterms Version
German HGB

Business Description

Via Extension Flow it is
possible to associate
automatically the content of a
Customer Extension Field
[e.g. “Incoterms Version’]
established in the table “Sales
Data” of a Customer [e.g.
Hardware Franke AG] to the
extension field section
"Overview” of his Contract

Prerequisite is that Extension
Fields in Customer and
Contracts are related via Rule
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Contract: Extension Flow -Sales Arrangement to Contract- #2

Customer Changes will be applied for all users Volker Kampen | Adapt | Goto SAP Store | Download | Help |

C
Hardware Franke KG

Set-up Detalils

el Create Extension Fields in
| Visible Rule , ,
Sort Ascending Code « table Sales Da.ta Of a.

PR -v Display Value Only v

Customer and "Overview™ of
Pae Field Definition .
JPtae his Contract

_ Apply | Cancel
_ 4

) - Prerequisite is that Extension
-7 Fields in Customer and

" ' Contracts are related via
Rule

or Lustomer

Eddie Smoke Personau:GcmSAPSmre Download Help ()
-_— . -

Company Settings @
Contract I Overview Covered Objects Tickets Related Contracts Opportunities Maintenance Plan nvolved Parties Dot
G -
= 7588 - AIncoterms Contract F e e e e e I o —— I ~
ot Items | s
i Disable Key User Properiies
Type: Service Contract Line £ Im... Status Rroduct ID Description

Quantity = Ta... B...

Edit Smartphone Layout
| Consistency Status: Consistent

No records found New Page Layout

o

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL
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Contract: Extension Flow -Sales Arrangement to Contract- #3

it Eo s I@

Set-up Details

Prerequisite is to apply the extension fields [e.g.
Incoterms Version] via Rule “"Account — Sales Data
| PR R to Contract — General Information” for Customer

| === — 9 and Contract...
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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=
Contract: Extension Flow - Product to Contract Item

L'ZSer Printér Business Description

Via Extension Flow it is possible to associate automatically
the content of a Customer Extension Field [e.g. AO
Wowfactor’] established in the "Overview” of Product to
the extension field of section “Items” in Contract[s]

i
Set-up Detalils

Create Extension Fields in Overview of Products and “ltems’
in Contract

Prerequisite is that Extension Fields in Customer and
Contracts are related via Rule

|:|ru1andat0ry' Rule s — e l Bl Eoane

Read only Rule |

V| Visible Rule

Apply Cancel

. > m— _ m——
© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL l > - : ' _ I 135




What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Contract: Copy/Paste from Excel [Items, Covered Objects, Entitled/ Excluded
Services & Parts]

Business Description of
Feature Here

It is possible via Copy
= Coveri:d Objects (0) @ = and Paste to upload MS

L
Paste supported dgta, such as Excel, and fields separated by semicolons or tabs. The copied data should match the dataset fields. d-=-=-=—===-= N Excel data to Cove red

T
Product Category 1D Product Category Product ID Product 1Serial ID Registered Product De Installation Point ID Installa H
| Objects table

@ 7778 - Paste/ Copy: Items, Multiple Covered Objects, Entitled Services

Overview Covered Objects Tickets Related Contracts Oppoertunities Maintenance Plan Involved Parties Document Flow Changes Workflow Changes Notes Attachments

T
Image 1
1
1 1
1 1
| |

1:1 Column Structure needs

Excel Copy_Paste_Contracts.xlsx - Bxcel Kampen, Volker [zal = H
SR i to be considered
Insert Page Layout Formulas Data Review View PDF-XChange V6 Q Tell me what you want to do
s = - -
B & | caibn <o A = = = & ab, General 1) R oY ¢ = et z %Y p
Paste By - : : Conditional Formatas  Cell &K Delete - - Sort& Find &
. - 1 B I U - - = = = ©= = - . g ’ = e | Formatting~  Table~  Styles~ El . . Filter~ Select~
1 1 ormat ™~ -
Clipboard r,! Font & Alignment w Mumber I : Styles Cells Editing . .
R . . Key Business Benefits
1 . 1
1 1 .
: : 9 Acceleration of Contract
___________ P : c > E 3 E I set-up
3 Copy/Paste Covered
1i |Objects i
L3 50-10 WP Microwave MCF-0001 AHT Combi 75 UEZ007-123 AHT COMBI 75 ue1 2908
3 1|Test 1708 MAT 10799 MAT DESCF 10799
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Topic Area: Copy/Paste from Excel [Items, Covered Objects, Entitled/ Excluded
Services & Parts]

Tickets Related Contracts

Involve

Mamtenance Plan

Overview

Covered Objects Opportunities

= ICovered Objects (0)1

Fasre supported data, such as Excel, | — " ’ “1bs. The copied data should match the dataset fields.
Undo Ctrl+Z

Image Product Cs Product ID Product Se

Past% Ctrl+V

Paste as plain text  Ctrl+Shift<?

Spellcheck k
Writing Direction k
Inspect Ctrl+5hift+
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Topic Area: Copy/Paste from Excel [Items, Covered Objects, Entitled/ Excluded
Services & Parts]

Conlract
Contracts B 7775 Paste/ Copy: ltems, M... o o

H 1 Account PACH31137 of Serial ID UEZ007-123 does not fit to Contract Account MCB049.

@' T778 - Paste/ Copy: Items, Multiple Covered OCbjects, Entitled Services

Covered Objects Tickets Related Contracts Opportunities Maintenance Plan Involved Parties Document Flow Changes Workflow Changes Notes Attachments

Overview
_— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_—
W @ Ad Moe |

b

I & Covered Objects (2)
Image Product Category ID Product Category Product ID Product Serial ID Registered Product D¢ Installation Point ID Installation Point DeT
I 50-10 WP Microwave MCF-0001 g AHT COMBI 75 UEZOO7T A 2908 o AHT COMBI 75 uel
Test_1708 MAT_10799 o’ MAT_DESCP_10799 o o’
l
1

I v 1

B 1 Selected
I —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— _— —_— —_— —_— _—
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Contract: Copy/Paste from Excel [Items, Covered Objects, Entitled/ Excluded
Services & Parts]

Coniracts =4 ‘c(:gg?gm-temupy: Htems, Mulliple Co. .. (<] sos Busi neSS Descri ption
@ T778 - Paste/ Copy: ltems, Multiple Covered Objects, Entitled Services

It is possible via Copy

portunities Maintenance Plan Involved Parties Document Flow Changes Workflow Changes Notes  Attachments Items Pricing Transfer Logs Release History  Activities and PaSte tou pload M S

= ems () Add ’ Excel data to Contract
ems p viare
i\ ltems table

| Paste supported data, such as Excel, and fields separated by semicolons or tabs. The copied data should maich the dataset fields. 4---=-=-=-=-= 1

Line = Parent Line Image Type

i Product ID Quantity Coverage 11 Column Structure

! needs to be considered
1
1

Excel Copy Paste_Contracts.xlsx - Excel Kampen, Volker

Page Layout Farmulas Data Review View PDF-XChange V& Q Tell me what you want to do

1
= p 1 . i 1 (] () ] . A
D ;{i Avial <z -] g A = = = ,5(}.- gE) Wrap Text General : = &.‘ &.f (E'EEE' EEX Iil Z Z Y }
Paste _FE‘: T o o L oo Conditional Formatas  Cell Insert Delete Format ' Sort &  Fin
- ) B TI U - _ - & ﬁ = = = = €= 3= Merge & Center - % L] ] 1 .',”3 Formatting - Table~  Styles - . . - Filter~  Selt . .
1 1
Clipboard | [ Font a Alignment F] Mumber 1 ] Styles Cells Editing Key BUSIneSS Beneflts
1 |
+ fr 1 .
EE & J ! (2] Acceleration of Contract
1 1
; , set-up
:-"""""ﬁ:""""": B C D E F G H
“. Copy/Paste ltems i
1 I L 10 Standard item 10000477 2|Each
6 20 Standard item ZSW T1 1|Each
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Topic Area: Copy/Paste from Excel [Items, Covered Objects, Entitled/ Excluded
Services & Parts]

Overview Covered Objects Tickets Related Contracts Opportunities Mamntenance Plan Involveq

= Covered Objects (0)

|Pasre supported data, such as Excel, [ — : “1hs. The copied data should match the dataset fields.
Undo Ctrl+Z

Image Product C: Product ID Product Se

F'aste{} Ctrl+Y

Paste as plain text  Ctrl+Shift

Spellcheck k
Writing Direction k
Inspect Ctrl+Shift
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Topic Area: Copy/Paste from Excel [Items, Covered Objects, Entitled/ Excluded
Services & Parts]

Contracts

H 1 Account PACH31137 of Serial ID UEZ007-123 does not fit to Contract Account MC6049 ® X

@ 7778 - Paste/ Copy: Items, Multiple Covered Objects, Entitled Services

Attachments

Overview Covered Objects Tickets Related Contracts Opportunities Maintenance Plan Involved Parties Document Flow Changes Workflow Changes Notes

—————————————————————————————————1

I Z Covered Objects (2) T, £ Add Mo I
I Image Product Category ID Product Category Product ID Product Serial ID Registered Product D¢  Installation Point ID Installation Point Desc
50-10 WP Microwave MCF-0001 7 AHT COMBI 75 UEZ007 2908 i AHT COMBI 75 ue1
1 Test_1708 MAT_10799 =’ MAT_DESCP_10799 jm jm I

"

B
Il 1 Selected
_—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— _—— —_— —_— —_— _——
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Contract: Copy/Paste from Excel [Items, Covered Objects, Entitled/ Excluded
Services & Parts]

Contracts = '[f:':‘??ng:lr;'-l‘aslel Copy: ltems, Multiple Go... (] B u Si n eSS Des C rl ptl O n

@ T778 - Paste/ Copy: Items, Multiple Covered Objects, Entitled Services |t iS pOSSible Vi a Copy
and Paste to upload MS Excel
data to Entitled/ Excludes

B Items (2) 9 Services and/ or Parts

Related Contracts Opportunities Maintenance Plan Involved Parties Document Flow Changes Workflow Changes Notes Attachments Items Pricing Transfer Logs Rele:

Line = Parent Line Image Type Product ID Quantity SGI’VICGS and Parts
i 2 LS B 2 A D Y I |
20 Standard ftom v R e < 1:1 Column Structure needs to

be considered

B| 1 Selected

General Data Enﬁﬂed ?BFVICGS and Paﬁs Excluded services and PHH.S F'rlmng Usage HGSHCUOH Billing Plan L\%,OVE}FE Objects
T

% Entitled Services and Parts (0) T @ Ad Key Business Benefits

| Faste supported data, such as .E-"xce.' and fields separated by semicolons or tabs. The copied data should match the datas<™el

Acceleration of Contract

Image : Product Category Product ID Description : Action
set-up
E L] % B C:\Useks\D025126\Documents)) = = Excel Copy_Paste_Contracts.xlsx - Excel
File Home Insert Page Layout Formulas Data Review View PDF-XChange V6 Q Tell me what you want to do
1 [}
AB 57 Fl 1
1 1
1 1
1 1
1 |
A B C o, E
7 |Copy/Paste Entilled Services & Parts
3 Boiler MCF-0003 - Parts MCC-0018 Water Filter
9 Boiler MCF-0003 - Paris MCC-0019 Function Cabinet
10 Commercial Heating Services MCD-0472 Remote Consulting - Boiler Repair
1
12
13

14
15
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Topic Area: Copy/Paste from Excel [Items, Covered Objects, Entitled/ Excluded
Services & Parts]

Confract
Contracts B 7778 - Pastes Copy: ltems, Multiple Co... @

[Ef 7778 - Pastel Copy: items, Multiple Covered Objects, Entitied Servi

elated Contracts Opportunities Maintenance Plan Involved Parties Documn

2 Items (2)
Line = Parent Line Image

\/ 10
20

B 1 Selected

General Data Entitled Services and Parts Excluded Services and P

# Entitled Services and Parts (0)

|Paste support

: ated by semicolons or tabs. The copied da
Undo

Image Product Category
I Paste Ctrl+V
b
Spelicheck 4
Writing Direction 4
Inspect
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Topic Area: Copy/Paste from Excel [Items, Covered Objects, Entitled/ Excluded
Services & Parts]

@ 7778 - Paste/ Copy: Items, Multiple Covered Objects, Entitled Services

Xelated Contracts Opportunities Maintenance Plan Involved Parties Document Flow Changes Workflow Changes

Notes Attachments ltems Pricing Transfer Logs

H Items (2) T, £ Add  More
Line = Parent Line Image Type Product ID Quantity Coverage
v 10 Standard item v 10000477 R 2||E ~
20 Standard item o ZSW_T1 & 11|E ~
B 1 Selected

General Data Entitled Services and Parts Excluded Services and Parts Pricing Usage Restriction Billing Plan Covered Objects

Z Entitled Services and Parts (3)

T, @£ Add  More

I Image Product Category Product ID Description Action
I Boiler MCF-0003 - Parts MCC-0018 = Water Filter T} I
Boiler MCF-0003 - Parts MCC-0019 7 Function Cabinet D] I
I Commercial Heating Serv MCD-0472 o Remote Consulting - Boiler ... D]
_—— —— _—— —— _—— —— _—— —— L _— _— _— _—— —_—— —_—— —_—— —_—— — _—— —— _—— —— —_—— —— _—— —— _—— —— _—— —— —_— —— _—— —_— J

M
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Topic Area: Introduce Sales Office/ Sales Group — Quick Create

niract

Cont
Contracts B 7700 process Flow: Quote to Salesc... € & New Contract

Type

Contract Template

Business Description
It is now possible to assign Sales

Service Contract ~ g
Status D Office and Sales Group to Contracts
i Freparstion 801 and design dependencies to the
Friemal Reference Name other Organization Units
Signed On Begins On
dd MM yyyy | dd.MM.yyyy |
Ends On Service Level
dd. MM_yyyy ] =l
Customer Contact
o o’
Sales Unit Salgs Group
g g
Sales Office Sales Organization
g g
Division Distribution Channe
Territory Ship-To
g g

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL
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Topic Area: Introduce Sales Office/ Sales Group - Overview

SAP Cloud for Customer

~ _ Contract
Ho Confracts B 7709- Process Flow: Quote fo SalesC... '@

Overview Sales Quotes Sales Orders Related Contracts Opportunities Involved Parties
Calendar

Feed

Organizational Data
Accounts g

Sales Organization

Employees
ol Almica Germany
AL TE LS Sales Unit
Products Almica Germany
Distribution Channel
Partners )
Direct sales
Contracts Divisian
Installed Base )
Sales Office

Contacts Almica Germany

E-Mails Sales Group

Almica Germany
Product Administration

Territory

Reaqistered Products
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Topic Area: Introduce Sales Office/ Sales Group — Advanced Search

Conftracts

7708 - Process Flow: Quote to Sales G 0

All Contracts (5396)

General Data

Covered Objects

ltems

Entitled Services and Parts

Organizational Data

Sales Organization l,\\) Distribution Channel

Division
&5 & | - | o | B o |
Territory ales Grou,
=1 - - + o
External System
External ID Status Signed On Begins On Ends On Service Level
- Test Alexandra In Preparation
& 7706 - Process Flow Quote to Sales Contract In Preparation 06.09.2018 07.09.2018

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL
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Topic Area: Introduce Sales Office/ Sales Group - Reporting

Add Fields
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help

151



Topic Area: Consider Contracts in Enterprise Search [Simple Search]

w Cloud for Customer : BUSineSS Description
o B , . .
It"s possible to search for contracts via

Calendar

- | Enterprise Search by simple
> Customers : My Upcoming Activities My Tasks Elltislﬂg Rate
and advanced search

> Sales Campaign
0%

> Sales CRM OPS: Email updated to
bharath_kk@yahoo.com by Eddi... 1

> Activities | 6 hours ago

28

o REILS (1) Live news not available Today's Updates Overdue

Contracts - | Uwe's ) Q Close

Advanced m My Items

Clear

Search Results
| | | | | | | | | | | | | | | | | | | | | | | | | | | | | | | | | | q

101 - Uwe’s Contract 101 Contract

I [E Changed On: Owner: Status: External ID:

I 16.05.2018 11:24 UTC - In Preparation - I

I External Reference: Type: Customer: Administrator: I
- Service Contract Cambridge Plumbing and Heating Eddie Smoke I

s ——.
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Changed On

ad.

VY - ad.MM.

Status

Active

Customer

Luxury™

Contracts
Owner
External ID
N
Administrator

Description

External Reference

Customer ID

Q Close
Simple m My ltems

ID

Type

Service Contract

AQ EXT_Test1

Search Results

7796 - AO CTR to ticket 2
Changed On:
14.09.2018 13:31 UTC

External Reference:

7753 - AO CTR to Ticket 1

Changed On:
11.09.2018 09:17 UTC

External Reference:

487

Changed On:
03.08.2018 10:38 UTC

I External Reference:

Fyternal Reference:

Owner:
John Kim

Type:
Service Contract

Owner:
John Kim

Type:
Service Contract

Owner:
John Kim

Type:
Service Contract

Qowner:
John Kim

Tvne

=== ===

Status:
Active

Customer:
Luxury Heating & Cooling Co

Status:

Active

Customer:
Luxury Heating & Cooling Co

Status:
Active

Customer:
Luxury Heating & Cooling Co

Status:
Active

Cnetnmer

External 1D:

Administrator:

Attila Orban

External ID:

Administrator:

Attila Orban

External ID:

Administrator:

CRM OPS

External ID:

Adminictratnr

Clear

Contract

Contract

Contract

Contract

—————————————J

Topic Area: Consider Contracts in Enterprise Search [Advanced Search]

153



What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Topic Area: Data Source Enhancements (Billing Plan Parameter, Owner)

Billing Plan Report - Report opened by Administrator in Business Analytics work center. BUS| ness Descr|pt|0n
view - v Initial (modified)

= T
Selection = v Initial AII Bllllng Plan Plan related
You can customize the view by selecting from available chart options. Expand the left panel in order to further narrow down the criteria or select a present view or selection at top. Param ete rS from Contract
| ':‘ Selection Available Fields Account C... Billing Plan Start... & Billing Pla... + | Billing Plan Horizon & Billing Int... Net Value Overall Net... « Total . form part Of Contracts

Q
&

Superquinn | 1001 Euro = — —_— Re Ortln On Header and Item
30.04.2018 27.04.2020 Not assigned Monthly 1.605.00 38520,00 EUR 1605,00 EUR p g
Row Fields ¢, Ofsable Refresh £k,
12.04.2028 Not assigned Monthly 3.069.00 368.280,00 EUR 3.069,00 EUR Level
Account 4
17.04.2028 Not assigned Monthly 3.069.00 ... 368.280,00 EUR 3.069,00 EUR

Currency for Billing Plan Valus »
Billing Plan Start Date 4 18.04.2028 Horizon 1 Year Monthly 4.059.00 .. 52.767,00 EUR 4.059,00 EUR

Biling Plan End Dt Same applies for Incoterms

Bil\ing Plan Horizon 4 30.05.2018 30.03.2028 Not assigned Monthly 3.168,00 .. 14.454,00 EUR 3.162,00 EUR and |nCOterm LOC&tIOn on
Biling Interval « 27.06.2018 22.06.2028 Horizon 1 Year Monthly 19.602,00... 254.826,00 EUR 19.602,00 EUR
30.06.2018 08.05.20287 Not assigned Monthly 22.374,00..  2.684.8280,00E... 22.374,00 EUR H ead er an d I te m Level
21062028 Not assigned Monthly 15.246,00 423.027,00 EUR 15.246,00 EUR
28.06.2028 Not assigned Monthly 7.326.00 ... 18.909,00 EUR 7.326,00 EUR

29.06.2028 Todays date + 1 year Monthly 211,00 .. 44.946,00 EUR 2.118,00 EUR Owner, Sales Group and
Not assigned Monthly 14.256,00 £6.724,00 EUR 14.256,00 EUR S I Off . d d
30.06.2028 Todays date + 1 year Monthly 6.138.00 54.845,00 EUR 5.138,00 EUR ales ICe are considere

31.07.2018 16.07.2028 Mot assigned Monthly 2.178,00 ... 13.959,00 EUR 2.178,00 EUR for Reportl ng On Contract
Header Data

Key Business Benefits

See Example for Billing Plan
Report on Contract Header
Level with Net Value, Overall
Net Value [~Billing Plan Value]
and Total und anlayze
Contract Contribution of
selected customers
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Topic Area: Data Source Enhancements (Billing

Plan Parameter, Owner)

Customers Feed Business Configuration Business Analytics Service Entitlements Sales Campaign Activities  Analysis Competitor 7
I‘
Design Reports Design Data Sources Design Key Figures Design KP!I Broadcasts Set'u p Deta| IS
Design Data Sources: All (303 . .
S e ) Expose Go to Business Analytics
= (A CQ Design Data Sources
Data Source Name = Description Created By Change... Docum... See Characte“s‘“cs On
Campaign Details Campaign Details MAHAPATRASH 24092014 @ Contract Header M DAV
Campaign Inbound Cutbound BRANDLK 29.07.2014 ‘-@;
Campaign Response Count Indicates the number of reponses to th... SAP 24.04.2013 ‘O;
Campaign Response Details This report lists all the response option... ABBI 17.03.2016 ‘(:j‘
Code List Mapping Code List Mapping YANG 15.10.2017 ‘C‘
Company Master Data Provides company master data, includi... SAP 21.10.2016 ‘-@;
Contact Master Data Provides contact master data, includin... SAP 01.12.2016 ‘-(:j;
Contact Master Data (deprecated) Provides contact master data, includin._. SAP 11.05.2016 ‘-@‘
Conlact lerce Macier Link KL Al (e
| Contract Contains all contracts. It allows youto ... ENDERLE 18.07.2018 (]}
Details: Contract
m Extension Fields = Referenced Data Sources
Changed By: ENDERLE Created By: ENDERLE Solution

Changed On: 18.07.2018 08:30

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Created On: 23.10.2015 08:49

Access Context: 2020 Employee, Account, Sales Data
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Data Source Enhancements (Billing Plan Parameter, Owner)

Topic Area:

Data Source Name
Data Source ID
Description

Type

origin

Obsolete

Integration Information

¥ Access Control

Contract

CRM_CONTRACT_HB

Contains all contracts. It allows you to analyze the contracts, their usage, and all relevant informations
Basic Data Source

SAP

no

Integration Information

Access Context Name
Employee. Account, Sales Data

A4

Characteristics
r N EaE Iaa e e .

Characteristic Characteristic Origin - Business I
Name Characteristic ID Type Data Type Object Origin - Node Origin - Element Global Data Type
Advance INV_SCHED_INV_IN_ADVANCE_IND Indicator CHAR(1)  Contract Root InvoiceSchedulelnvoicinginAdvancelndicator Indicator I
IBMImg
IBHImg Interval  INV_SCHED_NEXTI_DATE_CALC_CCODE Code CHAR(2) Contract Root InveiceScheduleNextinvoiceDateCalculationFunctionCode | ContractinvoiceDateCalculationFunctionCode I
[Download Codelist] I
Billing Plan INV_SCHED_END_DATE Date DATS(8)  Confract Root InvoiceScheduleEndDate Date
IEnq Date I
Billing Plan INV_SCHED_HORIZ_DATE_CALC_CODE Code CHAR(2) Contract Root InvoiceScheduleHorizonDateCalculationFunctionCode ContractHorizonDateCalculationFunctionCode
IHor\zcn [Download Codelist] I
Billing Plan INV_SCHED_START_DATE Date DATS(8)  Confract Root InvoiceScheduleStartDate Date I
Start Date
— — I
|
Currency for INVOICE_SCHED _NET_AMOUNT_CUR  Code CHAR(3) Contfract Totalvalues InvoiceScheduleNetAmount/currencyCode CurrencyCode
Billing Plan [Download Codelist] I
Value

Access Context ID
2020

s

—————————————————————————————1

—" . I I S S D D D D S D D S S D D D S D D D D D D D D D DS e D e e e e mew
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O
Set-up Detalils

Characteristics on Contract
Header MDAV

Billing
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Topic Area: Data Source Enhancements (Billing Plan Parameter, Owner)

Data Source Name Contract

Data Source ID CRM_CONTRACT_HB

Description Contains all contracts. It allows you to analyze the contracts, their usage, and all relevant infermations
Type Basic Data Source

Origin SAP

Obsolete no

Integration Information Integration Information

¥ Access Control

Access Context Name Access Context ID
Employee. Account, Sales Data 2020

L

¥ Characteristics

Mmm

ICharacterist\c Characteristic origin - Business
Name Characteristic ID Type Data Type | Object Origin - Node Origin - Element
I Sales Group  SALES GROUP_UUID |dentifier RAW(16)  Contract SalesAndServiceBusinessArea SalesGroupUUID/content
Sales Office  SALES_OFFICE_UUID |dentifier RAW(16)  Confract SalesAndServiceBusingssArea SalesOfficelUID/content
I Owner EMPLOYEE_RESPONSIBLE_UUID |dentifier RAW(16)  Confract Party PartyUUID/content
I Incoterms INCO_CLASSIF_CODE Code CHAR(3)  Contract DeliveryTerms IncotermliClassificationCode
Incoterms INCO_LOC_NAME Name CHAR(26) Contract DeliveryTerms Incoterms/TransferLocationName
I Location

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Global Data Type

uuD

uuD

UuID

IncotermsClassificationCode
[Download Codelist]

IncotermsTransferLocationName

),

Set-up Details

See Characteristics on
Contract Header MDAV

Sales Group, Sales Office,
Owner,Incoterms and
Incoterms Location
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Topic Area: Editability of Covered Object and Entitled Services & Parts

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

& Al (6) v

ID

MCC-0020
MQr-0022

MQ mcc-o022

MCC-0027

Products

a N ¥
Name

Regulation Valve

Small Parts Hot Water Cylir;

Burner Small Parts

S27 Battery

X

Business Description of
Feature Here

It"s possible to edit and search
within the table of Entitled
Services and Parts

Key Business Benefits

Accelerated Set-up and
Maintenance of Contracts
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e
Topic Area: Editability of Covered Object and Excluded Services & Parts

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

2 Al (5) v

D

MCD-0476
MCD-0492
MCD-0489

MCDQS%

Tuc o]

Products

Q Ty Vv

Name

On-site Consulting - Boiler installs
On-Site Maintenance - Gas Boilers
Vent Pressure

Boiler Rust Removal

X

Business Description of
Feature Here

It"s possible to edit and search
within the table of Excluded
Services and Parts

Key Business Benefits

Accelerated Set-up and
Maintenance of Contracts
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e
Topic Area: Editability of Covered Object and Entitled Services & Parts

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

4%9 Products

2 Al (4) v

(5} = Name

MCF-0001 AHT COMBI 75
MCF-0003 AHT Combi 180
MCF-0036-1V-01 AHT Radiator

Business Description of
Feature Here

It"s possible to edit and search
within the table of Covered
Objects

Key Business Benefits

Accelerated Set-up and
Maintenance of Contracts
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Topic Area: Further Code List Restrictions

Data Workbench

General Settings

OData

Usersv¥

Administrator

Service And Social

Service Contracts

Sales And Campaign Settings

Installed Base

Resource Scheduler

Time Recording

Integration

Set up and maintain communication with external systems

Communication Systems

Communication Arangements
Communication Scenarios

Adapt Integration Content for New Tenant

________________________________ N

hybris Starefront Integratio

______________________________ a

Work Distribution
Establish message and escalation routing

Organizational Work Distribution

Employes Work Distribution

Dashboards
Create and configure interactive dashboards

Interactive Dashboards

Code List Restrictions
Create and maintain Code List Restrictions

Code List Restrictions

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Usage and Response Time Statistics

Business Flexibility ¥

(=

O

Display and interact with usage and response time statistics. Enable the business option to display user and IP address

Usage Statistics
Response Time Statistics
User Logon Activity

Usage Trend and Adoption
APl Usage Statistics

Input And Output Manage

HILZHEddls sy dizd W ddid Tepieaudn

Employee Master Data Replication
Crganizational Structure Replication
Business Role Replication

Mobile Settings
Enable or disable mobile-specific features

Mobile Settings
Manage Refresh Tokens

Data Management
View deleted data

Deleted Data

Real-Time Communication
Settings for Real-Time Communication

End User Agreement

Data Archiving
Store Data for long term retention

Data Archiving Rule
Search Archived Data

Business Description of
Feature Here

Via Code List Restriction it is
possible to restrict/filter values
being offered in Contract fields

Set-up Detalils

Go to: Business Flexibility ->
Code List Restrictions
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e
Topic Area: Further Code List Restrictions

Ao
7 4
SAP Cloud for Customer Volker Kampen | Personalize | Adapt | GotoSAP Store | Downlead | Help O A
(

Set-up Detalils

Value Enhancement Of "Code
D Py SEm—— to Restrict Values” in Standard

New Code List Restriction

Enhancement of "Business

:D' I Field” in Standard
Business Field % T _> :

Name Business Context Ul Text
CONTRACT_LC_STATUS_CODE Contract Status e : Code to Restrict
CONTRACT APPROVAL STATUS CODE Contract Approval Status NEW:
CONTRACT_MAIN_BPVT Contract Contract Option e ————————
CONTRACT_PROCESSING_TYPE Contract Type DiViSion
CONTRACT_DIVISION_CODE Contract Division D|Str|but|0n Channel
CONTRACT_DISTRIBUTIO_CHANNEL _C Contract Distribution Channel
CONTRACT_REPLICATI_STATUS_CODE Contract Transfer Status Payment Terms
CONTRACT_INCOTERMS Contract I} Incoterms I n COte rms
CONTRACT_PAYMENT_TERMS Contract E%Ei]t?erms Currency
Iltem Type

Business Field for Restriction Party Role

NEW: _— Coverage

_______________________________ L Reason for Rejection

4 Transfer Status Type

Division

Distribution Channel

Incoterms

Payment Terms
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Topic Area: Enhance Live Activity by Contracts

o Business Description

@ 7235 - 1808-2 Contract

In RUI you can start [Phone

Oveview Covered Objects Tickets Related Contracts Opportunities Maintenance Plan Involved Parties Document Flow Changes Notes Aftac

g Il Live Activities within
LJ L J ] Service Contract Y Ca € Ct t €s t a
w
E Involved Parties (7) TJ, Add More Consistency Status Contract
Consistent
a2 Name Address Address E-Mail Mobile Phone
D
Space Balls us us +49 68949811808 7235
Lord Offline us us bernhard.may@sap.com Name
Space Balls us us +49 68%811 808 1808-2 Contract
nistrator Lord Helmchen us us M Service Level
ponsible Lord Helmchen us us -
Space Balls us us . +49 68949811808 Customer _ -
Sublimation Inc GB GB

Space Balls

+49 68949511808

T, Add More Consistency Status
Consistent
Fhone
D
+49 68949511808 7795
Name
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Topic Area: Enhance Live Activity by Contracts [Search]

Contract

Contracts 7236, 18082 Coniract : Business Description

Message (1)

In the Live Activity it is possible to
search for contracts

H our entries have been saved.

5 (& Default Search from Outgoing Gall Parameters Q Y ) .
| Contracts & Default Search 1 Qutgoing eters Ll 1 X Call Information )
All Categories o Moreover Notes can be entered in
Accounts Call From the upcoming Call Information
Contacts ga‘f Extemal I - screen which will be stored within
L eady - , e ’,
T oo call To Phone Call [Facet “Activities’] of
o5
I +49 68949811808 the current contract
Individuals
Number Dialed
Registered Products EJQ &-’
— .;'f fts p— City: State: Linked Ticket ID
29.08.2016 06:14 UTC Lord Helmchen - - .
Country: Main Contact: G
United States Bobby Brown noes
This Note should appear as phone call acti
© Copper Tubes &’
Registered Product 1D: External 1D: Status: Customer:
3578 - Active Space Balls
Contact Name: Warranty End Date:
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e
Topic Area: Enhance Live Activity by Contracts [Notes]

= ¢ ive Acti
Conira Live Acti

E’ 7235 - 1808-2 Contract

nance Plan Involved Parties Document Flow Changes Notes Attachments Approval ltems Pricing Transfer Logs Release History Activiies ¢

Z All Appointments (0) - aQ = T Y New

Subject Status Start Date/Time End Date/Time Account Primary Contact

Ev A” Tasks (1) E Phone Call Cl EE Av ? New
Subject Call To: 49 68949811808 Due Date/Time Date Completed Account
dasdsadfsdf Y 16.06.2018 07:30
Status 1
Open
— Start Date/Time v s X
= All Phone Call ;0 50151424 Q = NV New
Subject Account owner Account Primary Contact
Space Balls
Call To: 49 68949811808 | primary Contact Lord Helmchen Space Balls Bobby Brown
Call To: 49 68949811808 | BODDY Brown Lord Helmchen Space Balls Bobby Brown
Phone
Call To: 49 68949811808 9 Lord Helmchen Space Balls Bobby Brown
call To: 49 68949511808 I Notes T — - I Eddie Smoke Space Balls Bobby Brown
Call To: 49 689498isgoag > NOte should appear as phone call Eddie Smoke Space Balls Bobby Brown
gﬁ activity in the current contract 7235 - I
1 |1z
= E-Mails (0) Q = T Y New
) Add Tag
Subiect Category Priority Account Primary Contact
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Topic Area: Cross Topic/ Adoption - Business Partner Merge Process

Accounts bt
Al & (5,
Account ID Account Name <
1058223 lastNameTest vkvmk 9
1072467 VK-Coffee Inc
1072468 VK-Koffee Inc
1072465 WVK-Coffee Incorporated

Cancel

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

New Customer Merge

_______________

3

Business Description

Merge different master data of
multiple Business Partner in
case of duplicates to one

Merge also Business Partner
in the already existing
transactions, where the
duplicates were used.

Includes also ECC Master
Data update

Key Business Benefits

Easy way to fix issues [in case
of duplicate in the Business
Partner Master data [e.g.
multiple contracts due to typo
in Account name]
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Topic Area: Cross Topic/ Adoption - Business Partner Merge Process

Enhancement

Customer Merge Attribute Selection Overview Transactions Result Log

48

Reset

Element Business Partner 1

Master V| 1072467 - Customer @

Sales Territory

ID: 48

Name: | VK-Coffee Inc. Merge

Surviving record:

u —
2e%
"

Set-up Details

Nominate one Business
Partner [no Prospect!] as

Business Partner 2 Business Partner 3

1072468 - Prospect 1072469 - Customer

Status: Not Started Name V| VK-Coffee Inc.

VK-Koffee Inc. VK-Coffee Incorporated |

"Master’

Created On- 07 092018 14:13 GMTUK Addrass V| VK-Coffee Inc. / Heidelberg / DE

Created By: KAMPENV .
Language English
Changed On: 07.09.2018 14:13 GMTUK

Changed By: KAMPENV

VK-Koffee Inc. / Heidelberg / DE

6 Define the properties of the
other duplicate Business
Partners that should be used
by the "Master”

English V| German

Initiate Merge

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL
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Topic Area: Cross Topic/ Adoption - Business Partner Merge Process
Enhancement

Contracts

Coniract

& 7724 - VK-Coffee Incorporated Confract (<]

@ 7724 - VK-Coffee Incorporated Contract

ice Plan Involved Parties

Changes Made From

Document Flow

Changes

Workflow Changes Notes

Attachments

Changed By User

Items

Pricing

Transfer Logs

Set-up Detalils

Business Partner merge is
documented in Changes

dd. MM.yyyy : ~ =
Changes Made To
& v
Attribute
N
Go | Reset
2@ 0N
Change Date/Time = Changed By User ID
07.09.2018 14:22 Volker Kampen (JYU9R2PS..
07.09.2018 13:36 Volker Kampen (JYUSR2PS..
H| 1 Selected "
& Details: 07.09.2018 14:22 (3) T, Export
—_— L —_— L —_— L —_— L —_— L —_— L —_—— L —_— L —_— L —_— L —_— L —_— L
l Attribute Value Changed From Value Changed To Modification
I Party Address - Name VK-Coffee Incorporated VK-Coffee Inc. Update I
Party Address - City Highdelberg Heidelberg Update I
I Party 1D 1072469 1072467 Update

s e = - s m s e e D e e DS e D e EEE D Eam B Eew Eew mew s )
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Topic Area: Cross Topic/ Adoption - Business Partner Merge Process
Enhancement

SAP Cloud for Customer ﬁ
g

o _ — t = Customer
Accounts = fK-Coffee Incorporated Contract (<] & VK-Coffee Incorporated

o Set-up Details

] Calendar 85 VK-Coffee Incorporated . )
Business Partner merge Is

Overview Feed Charts Account Team s s Addresses Contacts Sales Data My Sales Data Account Hierarchy docu men te d |n Face t
"Relationships” of the replaced
[Duplicate] Accounts

& Relationships (1) = T, Add  Add Ccntactl
Individual Customers

Relationship Type Business Partner Sales Organization Distribution ... Division Address I

Target Groups Heidelberg / DE

Is Replaced By VK-Coffee Inc.

——————————————————————q1—l

Account Hierarchy

| —_—
1 Selected

Employees
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What's New in 1811 for Contracts

Key Innovations
Sales Contract as Follow-Up to Quote
Incoterms
Form Template Selection
Extension Flow:
— Sales Arrangement to Contract
— Product [General Information] to Contract Item
— Product [Product Sales] to Contract Item

Copy/ Paste from Excel [Item, Covered Objects,
Entitled/Excluded Services & Parts]

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Additional Enhancements
Introduce Sales Office/ Sales Group
Consider Contracts in Enterprise Search
Data Source Enhancements (Billing Plan Parameter, Owner)
Performance Improvements “Entitled Services & Parts”
Editability of Covered Object and “Entitled Services & Parts”
Allow change of Type as Mass Correction via Data Workbench
Further Code List Restrictions (... )
Enhance Live Activity by Contracts

Cross Topic/ Adoption
Business Partner Merge Process Enhancement

Enable My Account Team in Business Partner value help
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Topic Area: Enable My Account Team in Business Partner value help

. _ - Customer
Accounts & Pfizer Ireland Pharmaceutical2

85 Pfizer Ireland Pharmaceutical2

Owverview Feed Charts Account Team Relationships

Addresses Contacts

# Account Team (2)

Name Party Role
Dr. Uwe Enderle Contract Administrator
Herbert Jones Sales Employee

Phone

-

Select Involved Party

£ Account Team (2) ~

Name
Herbert Jones

Dr. Uwe Ende@

Dr. Uwe Enderle

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Last Name

Jones

Enderle

S

Middle N

Business Description

Its possible to query employees in the
generic employee value help belonging to
the account team of the account in the
sales quote using new query Account
Team.

This is in particular helpful if you want to
add additional employees from the

account team as involved party to the
contract.

Servic
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What's New In Utilities




What's New in 1811 for Utilities

Key Innovations Additional Enhancements
Advanced Metering Infrastructure (Phase 2)

Alternate View for Object Hierarchy
o AMI Views/Functionalities in the Move Processes

= Ping AMI Meter Enhance Security Deposit for the Move In Process
Alerts Framework (Phase 1) Enhance Contract Account Search

= Support Viewing of the Alerts on the Side Contract Account and Premise Information Live
Collections (Phase 1) Activity

o View Dunning Information

o View Credit Rating Score

o View Security Deposit Total
Payment Method (Phase 1)
One Time Payment
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Utilities: Advance Infrastructure Metering (AMI) in Move Processes Phase 2

= SAP CcCloud for Customer

Premise

sustomer &

Customer 1D Customer Name
Address External Premise ID
41363

350 Mercy Street / Palo Alto CA 94034 / US

= Moveln (2) = W
Select Service Division Installation Rate Category Create Service Order Deseription

v Electricity 16716 E1 o

v Electricity 17233 STAMM_STR1 &

#H  Meter Information (2) = K
Meter ID Installat.. Device Category Descripl... AMI Meter AMI Stalus Remote Connect Remote Disconn... Remote Meter Read.. Manual Meter R.. On-Deman.. Request Oper... Receive Text
12 16716 AMI device category Yes Active vy o vy v’ v v

600000000000120039 17233 Single-rate meter NON AMI No Inactive

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Previous

Next

Cancel

Meter Information in
the move processes

Available in the move in, move
out, and transfer processes

Ability to view meter information
like device category, register
group, AMI status and
capabilities

Key Business Benefits

Ability for the agents to view
meter information for AMI and
non-AMI meters right in the
move processes

If it is an AMI meter, then the
AMI related capabilities will be
appear dynamically
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e
Utilities: Advance Infrastructure Metering (AMI) - Ping Smart Meter Phase 2

Ping AMI Meter

In the Premise Object > Connection Details, the user now can ping
the meter

Message X

as the voltage

34472

Overview Connection Details Tickets Service Notifications Service Orders Sales POD Utilities Exceptions
Object Hierarchy (2) = T Y Ping Expand Al Collapse All Refresh Key BUS|neSS BenefItS
Name = D Description Ablllty to receive the
status AMI meter from the
v Installation / Point Of Delivery 16716 Electricity / Rate category E1 - Electricity rate category 1 Ca” Centel’ W|th the
Device 12 AMI device category - Active VOItage |nf0rmat|0n for
analysis
~  Installation / Point Of Delivery 17233 Electricity / Rate category STAMM_STRA1 - Tariff
Device 600000000000120039 Single-rate meter NON AMI
B 1 Selected
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Utilities: Alerts Framework Phase 1

SAP Cloud for Customer

Customer Searct

Tickets Utilities 360

+

@ Charles Maxwell

Custormner Must Pay Amount

4,036.45 EUR

Filter Contract Account

Contract Account 1D

1097750

Tetal Balance

5218.12 EUR

Recent Dunning

nvoices Payments

Z  Invoices (2)

nvolce Mo

|

300007945

annnAzanT

Utilities Financials

Open ltems

ra

o @ Charles Maxwel

Utilities Collections Utilities Payment Data Utilities Exceptions Utilities Rate Change

Customer Total Balance

Refresh
5,218.12 EUR
One Time Payment il Recent Interactio... ()

MName Channel Name 1D
My account

= Manual 2337
Coniract Account Details

= Manual 2896

Installment Plan Payment Plan Premise Contracts with Meter Reading

3
(L

Change View "C4C Utilities Alerts Rule Maintenance": Ov,
&% New Entries [[) 55 99 [EL [ [5L

C4C Utilities Alerts Rule Maintenance
C4C Launch Object C4C Launch Object Description BRFplus Application Name
CONTRACT ACCOUNT Contract Account TI ACOD ALERTS FRAMEWORK
CUSTOMER Customer/Account TI ZCOD ALERTS FRAMEWOREK

hents

eln

PREMISE Premise T1 ZCOD ALERTS FRAMEWORE
—

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Utilities Service Notific...

Drescription

Meter Reading Inquiry - n

Billing Inquiry
1 (2> M
Y Create Invoice
4.198.12 EU

Move Out Transfer

Hierarchy

Alerts(4)

Cash Only (to be checked)

US has the most bill amount which is due

Based on your input, get a random alpha
numeric string. The random siring
generator creates a series of numbers and
etters that have no pattern. These can te
helpful for creating security codes.

Due date is overdue, Kindly inform about

the due date and payment

Create Contract Account

SfEg

spay

Launch FOP

Alerts Framework

The side panel is available for the
alerts framework in the customer,
premise, and contract account objects

The framework provides a container to
display logic specified by the Utility
Company

Configuration to set up the profile for
the objects

Key Business Benefits

Ability to see the alerts through out
all the tabs of the object

Flexibility with the container concept
for the project to define what to
display

Ease of setting up configuration to
determine while profile to use for the
objects
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Utilities: Collections Phase 1

= SAP cCloud for Customer

Individual C TS @ Mark English

@ Mark English

Utilities 360

Tickets Utilities Financials Utilities Collections Utililies Payment Data Utilities Rate Change Utilities Exceptions Utilities Service Notific...

Customer Total Balance Customer Must Pay Amount Credit Worthiness

375.11 EUR 175.11 EUR 9
Filter Contract Account
Contract Account ID MName Total Balance

1515409 Mark 168.11 EUR

Contract Account Details

Dunning History

#  Dunning History (2)

Contract Acc... Date Of Issue &  Balance Print Date Collection S.. Collection Ste... Dunning Procedure Dunning Level.. Dunning Text
1515409 09/04/2018 168.11 EUR Dunning Procedure. .. 03 Block Active
1515409 08/01/2018 168.11 EUR 097182018 Dunning Procedure. .. 02 Hard Letter
B 1 Selected

Move In Move Out

Summary

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Utilities Service Orders Activities

Security Deposit

400.00 EUR

Must Pay Amount

175.11 EUR

1515408 Q

Next Dunning Date Dunning Charge

Transfer Hierarchy

Addresst

Payment Target

Create Contract Account

SuBNY

Stati

Launch FOP

Collections Phase 1

New tab for the Customer object to
display collections related
information

Customer header information
includes the total balance,
customer must pay amount, credit
worthiness, and security deposit

Defaults to the latest/highest
number of contract account for the
customer with the ability to select a
different contract account as
desired

Table on the bottom display
dunning history

Key Business Benefits

Ability to view information related
to Collections which will help the
call center agent analyze
customer’s dunning activity as
well as view creditworthiness and
total security deposited amount
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N
Utilities: Payment Method Phase 1

SAP cloud for Customer

#3 Home
Calendar

e Customer Search Tickets Utilities 360 Utilities Financials
&  Accounts
& Bank Data (2)

Appointments

Bank |D Bank Name Bank Key
Products
0001 Citi Bank 123123123
v} Monitor
0002 Citi Bank New York 134329042

& Installed Base
m| 1 Selected
[ TestUtils
a} Contacts
52 E-Mails
Product Administration

] Registered Products

Import

&) Registered Products

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

rles Maxwell

Utilities Collections Utilities Payment Data Utilities Exceptions Utilities Rate Change Utilities Service M
=0T New Edil Refresh z
Bank Account (Last four digits) Country Account Holder alid From Valid To Change Reason SV
4567 United Sta... 06.07.20... Unlimited
1113 United Sta... 06.07.20 Unlimited
Edit Bank Details X
For security reasons, the old bank account number and IBAN cannot be displayed.
.

US - United States

Cancel

Payment Method Phase 1

New tab for the Customer Object to
manage bank information

Ability to view and update bank
information

Ability to capture reason for change

Key Business Benefits

Simple view to manage bank
information

For security reasons, only the last
4 digits are displayed. The
account numbers will not be
displayed in the edit, but the user
can update with a new number if
desired
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Utilities: One Time Payment

Cuslomer Search

® Charles Maxwell

@ Charles Maxwell

Tickets Utllities 360 Utilitles Financlals Utilities Collections

Customer Must Pay Amount

5,388.12 EUR

Filter Contract Account

Contract Account ID

1097750

Name

My account

Contract Account Details

Invoices Payments

®  Invoices (2)

Customer Total Balance

6,268.12 EUR

Must Pay Amount

5,388.12 EUR

Total Balance

6,268.12 EUR

Recent Dunning

Open items Instaliment Plan

Ome Time Payment

Utilities Payment Data

Payment Plan

=

One Time Payment

1097750 57 My account

Bank Information
Citi Bank New York/US/1113

US - United States av4 100200 ks
Bank of America

123456789 Maxwell

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Pay Amount

24.09.2018

1,000.00 EUR

Submit Payment Cancel

One Time Payment

Default the same contract account
selected in Utilities Financials with the
ability to select a different one for the
customer

Ability to take a one time payment with
existing or new bank information

New bank information will be saved
automatically

User to select the open payable amount
or another preferred amount

Payment date can be changed to a future
date, but cannot be backdated

Key Business Benefits

Simple single screen to capture new bank
information and take new payments

Bank information to populate
automatically if the data is already
available in the contract account

While on the screen, the user is prompted
the open payable amount

Validation is provided to ensure that the
user cannot backdate the payment date
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Utilities: Security Deposit Enhancement in Move In Process

= P Cloud for Customer - Contract Information in Move In

Customer Search @ Charles Maxwell (B Charles Maxwell

New option of using contract
Customer & 3 Contract Account and 2 ok |nf0rmati0n table nOW available in the
move in process

Premise Billing

) oo st Simple scoping question to turn on the
Eteml Premie 1 new contract information table

Project will decide to use the previous
Contract Agcount billing information or the new
i P contraction information table which

contains the same topics of Joint
Invoicing and Security Deposit. The
main difference between the two

® _ Contract information (1) S options is billing information is at the
Division Instaliation Joint Invoicing Deposit Reason farount. yraivelEegeon Contract ACCOU nt IeVeI While the
Electricity 15663 Confract can be invoiced jointly with other contracts Payment history . 100.00 EUR - Euro - - Contract Information iS at the
i I Contracts level
e Key Business Benefits
mw Pre et Projects have more options to
Susations for Unlies Call Cerser anel Service manage joint invoicing and security
deposits (at the contract level)
Solution will calculate a total amount
Business Option Review Status In Scope

© Utites Securty Depost (1) to be collected at submit of the move
Do you wanl o enable Securily Deposil al conlract level? Reviewed wd v in WhiCh iS helprI if there are
© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL < 2 mUItlpIe amOUHtS tO be CO”eCteﬂG




Utilities: Alternate View for Object Hierarchy in Utilities 360

® Rachel Green

Confirmed Objegfs

il List View (4)

User can choose to use the Hierarchical View or List

View

e e bl Default is the hierarchical view every time the customer

object is opened. However, the solution will respect the
user’s last view selection when going between tabs until

the customer object has been closed

/_

Contract Account Details

Installation Details

Blocking Reasor

BIGY M

on Fully Operational

Contract Details

/_

Subject to Change

Flattened Table View of Records

« No limit on the number of
records

«  Confirm/unconfirm button will
confirm/unconfirm both the
contract account and premise
on the same line item

& Meter Readings (0)

One click on the line item will
display all the details for the
objects in the line selection

Key Business Benefits

Flexibility to alternate between the
views with no limitt on the number of
records for the list view

Single confirm for both objects
Single click to display all object details 5,



Utilities: Contract Account Search Enhancement

Contract Accounts X

& an@)

N

Restore Save Query Organize Queries

Contract Account ID Contract Account Ex... Contract Account Name Collective Contract s

3001 1097750 My account

Subject to Change

Questions for Utilities Call Center and Service

Business Option Review Status In Scope
v Utilities Enhancements (1) A
Do you want to enable basic and advanced search for the Contract Account value help? Reviewed v

Cancel

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Configure Setting

- Turn on the advance search
capability in the scoping
guestion for Utilities

Contract Account Advance
Search Enhancements

» Ability to search for a contract
account by an attribute/value

« Ability to save the query
search setting
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Subject to Change
Utilities: Contract Account and Premise Information in Live Activity

Contract Account and Premise
SRR Tables in Live Activity

New tables to show the contract

= SAP cCloud for Customer

Live Activity Center @ Charles Maxwell

PR i ) ry ) f ati i i i
All Categories (%) maxwell x) O Y X Call Information account and premlse Informatlon
'@ Charles Maxwell . .
Changed On Phone: E-Mail: Address: flo.calisin this session Upon Ilne SeIeCtlon Of the CUStomer,
E%‘??201B 02:39 PM +1 510-333-5555 maxwell@gmail.com Lﬂg g:.éiroiﬁn;adgalo ContraCt account and pl'emlse
ABC Ciassification information will display
A-customer [EI] a — T 7
! Contract Account (1 oy = " i . . . . .o
® Juty BN ) Configuration in Live Activity to turn on
Changed On Phone: E-Mail: Address: Confract Account External ID Contract Account Name Legacy Acco.. Reference Number the featu re
10.08.2017 05:55 AM +1 234-234-2344 Judy@sap.com 123 address street /
PST Address1 CA 34034 / s
us 1097750 My account

ABC Classification

@ Charles Maxwell ” . T Key BUSIneSS Beneflts

e . - = "
Changed On Phone E-Mail: Address: ﬂfﬂ Premise {1) > ¥ ? . . . . . .
07.05.2017 04:13 PM - - 100 Amber Lane / Palo

PST Alto 94034 [ US Premise ... PremiseType Owner House Number Street City VIeW Of the ObJeCt InfOI'matIOI"l rlght In
ABC Classification: ||Ve aCtIVIty

39883 Single Family... 100 Maxwell Street Palo Alto

Hyperlinks available for a quick

@ Charles Maxwell

Changed On

@ charles Maxwell

Changed On

External ID:
86733

External ID:
86735

First Name:
Charles

First Name
Charles

Last Mame:
Maxwell

Last Name:
Maxwell

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

launch of the objects
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Resources




SAP Cloud for Customer

SAP Clousd for Curstemen

N
Resources, Contact, Training and Engagement

SAP Cloud for Customer

Featured Content

SAP Community

Get started with your SAP Cloud for Customer
solution
o U A
[Cloud for Customer
Sh & ’ B
Bron BB
a, ~ i
T [

.;ﬂ i

Spotlight: In Mind Cloud CPQ Express

Prics Quate for in
AP Hybeia Cloud for Cuistomer and SAP ERP

SAP Support Portal

Fran

SAP CX Wiki

cx.sap.com SAP APP CENTER

SAP Training and
Certification

Cancel

Tell us what's wrong ®

SAP Customer Influence
© 2018 SAP SE or an SAP affiliate company. All rights reserved. | EXTERNAL

Incident Management
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http://help.sap.com/cloud4customer
https://support.sap.com/en/product/support-by-product/01200615320800003136.html
https://enable.cx.sap.com/category/Sales+and+Service/89743371
https://www.youtube.com/user/SAPCustomerOD
https://www.sap.com/training-certification.html
https://influence.sap.com/sap/ino/#/campaign/903
https://support.sap.com/en/index.html
https://www.sapappcenter.com/productLines/15#!/list/page/1
https://wiki.hybris.com/x/QjpUEg
https://cx.sap.com/en/services/enablement/customer-cloud
https://www.sap.com/community/topic/hybris-cloud-for-customer.html

Thank you.

Contact information:

Renee Wilhelm
SAP Product Management
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© 2018 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of
SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its
distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or
warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials.
The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the express warranty
statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional
warranty.

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or
any related presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation,
and SAP SE'’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms, directions, and
functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time for any reason
without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or
functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ
materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they
should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered
trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names
mentioned are the trademarks of their respective companies.

See www.sap.com/corporate-en/legal/copyright/index.epx for additional trademark information and notices.
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© 2018 SAP SE oder ein SAP-Konzernunternehmen. Alle Rechte vorbehalten.

Weitergabe und Vervielféltigung dieser Publikation oder von Teilen daraus sind, zu welchem Zweck und in welcher Form auch immer,
ohne die ausdruckliche schriftiche Genehmigung durch SAP SE oder ein SAP-Konzernunternehmen nicht gestattet.

In dieser Publikation enthaltene Informationen kénnen ohne vorherige Ankiindigung geéndert werden. Die von SAP SE oder deren
Vertriebsfirmen angebotenen Softwareprodukte kénnen Softwarekomponenten auch anderer Softwarehersteller enthalten. Produkte
kénnen landerspezifische Unterschiede aufweisen.

Die vorliegenden Unterlagen werden von der SAP SE oder einem SAP-Konzernunternehmen bereitgestellt und dienen ausschlielich
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oder Unvollstandigkeiten in dieser Publikation. Die SAP SE oder ein SAP-Konzernunternehmen steht lediglich fur Produkte und
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und/oder Plattformen der SAP SE oder ihrer Konzernunternehmen kdnnen von der SAP SE oder ihren Konzernunternehmen jederzeit
und ohne Angabe von Griinden unangekiindigt geandert werden. Die in dieser Publikation enthaltenen Informationen stellen keine
Zusage, kein Versprechen und keine rechtliche Verpflichtung zur Lieferung von Material, Code oder Funktionen dar. Samtliche
vorausschauenden Aussagen unterliegen unterschiedlichen Risiken und Unsicherheiten, durch die die tatséchlichen Ergebnisse von
den Erwartungen abweichen kénnen. Dem Leser wird empfohlen, diesen vorausschauenden Aussagen kein tbertriebenes Vertrauen
zu schenken und sich bei Kaufentscheidungen nicht auf sie zu stutzen.

SAP und andere in diesem Dokument erwahnte Produkte und Dienstleistungen von SAP sowie die dazugehdrigen Logos sind Marken
oder eingetragene Marken der SAP SE (oder von einem SAP-Konzernunternehmen) in Deutschland und verschiedenen anderen
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