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Agenda

* What is C/4AHANA?

 What is the impact of S/4AHANA for Customer Management on
CRM On Premise?

« Q&A
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Legacy CRM is broken - video




Five forces tfransforming the customer experience

Global scale and
adoption of new digital
businesses

From selling products
to subscription services
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Connecting front and back
office

Data necessary for
personalization
and with data

privacy protected
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Customer at the center
of the business (B2B2C)




A new-generation CRM is required

Customer relationship Transactional, managed by fhe Trust-based, shared with each customer

enterprise
Customer engagement Waterfall customer lifecycle lterative customer journeys
Business model Product sales Service for lifetime customers
Central record Sales opportunity Customer profile
Customer data Owned by the enterprise Granted by the customer
System architecture Three-tier, RDBS, analytics, homogeneity Microservices, Big Data, Al,

heterogeneity
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SAP C/4HANA

~-— Customer
| r-— 4th generation CRM

A-b-a-k-u-s-

|
Runs on HANA Plaform _
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Delivering Exceptional Customer Experiences with SAP C/4HANA

Front
Office

SAP SAP SAP
Marketing Commerce Service

Cloud Cloud Cloud

SAP Customer Data Cloud

Microservices SAP Cloud Platform extension factory (Kyma) % Extensions

Cloud-native Microservice based universal Innovation and Agility Platform

Back




SAP C/4HANA Designed for the New Customer Experience

« New branding and integration of new functionalities of recently acquired enterprises

SAP Hybris Marketing

SAP Hybris Customer
Attribution

SAP Hybris Loyalty

SAP Hybris Digital
Asset Management by
OpenText

SAP Hybris Commerce
Cloud

SAP Hybris Cloud for
Sales

SAP Revenue Cloud

+  CallidusCloud

- Sales Performance
Management

- Configure, Price,
Quote

SAP Hybris Cloud for
Service

SAP Customer
Engagement Center

SAP Hybris
Knowledge Central by
MindTouch

+

core, CallidusCloud

systems

SAP Hybris Profile

+ GIGYA-

enperturn




SAP Customer Experience solution map

Marketing

SAP Marketing Cloud

SAP C/4HANA

SAP S/4HANA

incl. customer
management

Consumer and
Customer Profiling

Marketing Planning

Marketing Assets and
Collaboration

Marketing
Automation

Marketing
Measurement and
Optimization

Loyalty Management

Commerce

SAP Commerce Cloud

Customer Experience
Channels

Commerce Mgmt

Product Content
Mgmt

Order Management

Sales

SAP Sales Cloud

Lead!

Opportunity and
Sales Force Support!

Configure, Price,
Quote!

Sales Planning and
Performance Mgmft

Partner Channel Sales

Customer Master
Data Management!

Order and Contract?

Billing and Invoicing?

! Related capabilities in SAP S/4HANA for customer management, as on-premise alternative

2 Related capabilities in SAP Sales Cloud, as a cloud alternative

Service Customer Data
SAP Service Cloud SAP Customer Data Cloud
» Self-service » Customer ldentity

Omnichannel Mgmt

Engagement! » Enferprise Preference
Service and Consent
Management! Management

Field Service * Customer Profile Mgmt

Customer Feedback

Analytics

Service Operations



Customer Data Cloud (Gigya) - New

e | Personalized
» SAP Customer Identity - == (=) Omni-Channel
« Registration-as-a-service S S =) Experience O
+ Social login S o | [ \
9 | Q . @ —<73 | Transparency
» Progressive profiling ' T ;:<:) & Control (GDPR) L\
: i ]
ﬂ ﬁ @ Trusted Customer
5 / Relationship
.. Customer Data -~ Consumer
h i Privacy
* SAP Customer Consent - SAP Customer Profile
* Preference & Consent management - Profile Orchestration & Governance
» Self-Service preference center . Customer Insights
+ Terms of Services and Opt-in management « Customer Data Store

consulting excellence



Gigya - functionalities

SAP Hybris Consent - -

GIGYA T o R an-

Identity Access Studio - Overview e e
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Sales Cloud

Payout By Period

Callidus integration I . ‘ . l I I

Sales Commissions

W Now Bookings Incertive Il Renewals Ince
CPQ: Configure Price Quote Pp— Py
New Bookungs ‘
Automate the quote and proposal process so you ommm |l
can sell faster e

Account intelligence using Machine Learning

CLM: Contract lifecycle Management

Support and Installation

L
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https://www.youtube.com/watch?v=nw7GGXgNXRs&t=72s

Marketing Cloud

SAP and other
1st Party Applications

Commerce

i

Data going
in & out

consulting excellence

SN
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Consumer and Customer
Profiling

Marketing Analytics

Loyalty Marketing*

000 _
a0 Kk

Commerce Marketing

Segments, Campaigns,
and Journeys

&)

) =

@&V 2=
Marketing Planning Lead Management and
and Performance Nurturing

O
o=y
O > ~

Customer Attribution

SAP and
3rd Party Applications
(for data & execution)

Ad Providers

Social providers

Mobile providers

Data going
in & out



Service Cloud

» End-to-End Service Management solution

« Coresystem integration

Level1 /

\ /
\ /
\ Freelancers /

» Mobile Field Service and Apps : /

» Crowd Service (freelancers, partners, experts)

v Deliver service in real-time ol ]

Management

» Workforce Scheduling

> Field Service Dispatching
» Work Order Management
> Field Service Analytics and Dashboards

Out of box specialize bots Your Account Bot SFR

> Field Service Knowledge Management

> Customer Self Service 66 | T: o0 re—
. - ‘ How much did that cost?
« Chatbofts from Recast.ai S

Consult your file status  Unlock your SIM card Consult days off Manage your loyalty points

« Customer feedback via Clicktools (Callidus)

Tapoz volre massage. .

eHPeer



Commerce Cloud

« Available on Microsoft Azure — public cloud
« Hybris Commerce previously

« Feature rich commerce platform

« Built-in agility layer

« Industry-flavor commerce

« B2C, B2B or B2B2C

« Pre-built integrations

expertum

Feature-rich
commerce
platform

Built-in agility
layer

Industry-
flavor
Commerce

B2C, B2B, or
B2B2C

Pre-built
integrations




Qualtrics acquisition

* Qualirics makes cloud-based customer experience (CX) management software that provides
companies with analytics that are externally focused on products and customer experience

sentiment, but also internally focused on how employees feel about the company.

« SAP plans to integrate this experience data, or X data, with its traditional strength in
operational data, or O data, generated from its enterprise ERP systems and business
applications. The O data that SAP deals with doesn't ask why customers feel a certain way

about brands or products, which is what the X data can provide.

consulting excellence



Qualtrics acquisition

Satisfaction Drivers

076

070

0.60

Importance

Important Weakness Important Strength @
Unimportant Weakness Unimportant Strength
629 64%  66% 8% 0% 2% 4% 6% 78

Performance

customer EXPERIENCE™

qualtrics.

brand EXPERIENCE™

App
Banking Hours

Car Loan

Checking Accounts
Home Loan

In Branch Experience
Online

Platinum Rewards Credit Card

Qualtrics' platform measures employee, customer, product and brand sentiment
Topic Sentiment

qualtrics.

employee EXPERIENCE™

qualtrics.

product EXPERIENCE™



Conclusion

« New branding and integration of new functionalities of recently acquired entreprises

« A package with its full suite of front-end products in one offering, while weaving in innovative
technologies like machine learning and Internet of Things (loT) functionality, and then
optimizing it all (including the most critical data) for the cloud seems like a good strategy but

a lot will depend on the integration of the different products and acquisitions into 1 platform.

« C/4HANA combined with S/4HANA, that has a real-time view of all this 'back-office' data 2
there really is no back office anymore, because you're always serving some sort of customer
with that data."

consulting excellence
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What is the impact of S/4HANA
for Customer Management on
CRM On Premise<¢
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SAP S/4HANA for Customer Management

Goal of SAP

Provide rich CRM functionality in S/4HANA
with superior integration and low TCO

1.  Simplified on premise landscape & operations compared to side-by-side operation
2.  HANA and Ul innovations

3. Allow migration and on premise landscape consolidation for existing SAP CRM installations

enperturm



SAP S/4HANA for Customer Management

... Asimplified SAP CRM 7.0 Stack in S/4HANA on premise

Simplification roadmap for the SAP CRM 7.0 stack in S/4HANA

S/4HANA for
Customer
Management

S/4HANA 1. Eliminate middleware
Harmonize data models and engines between CRM and S/4HANA

2. Eliminate Java stack and TREX
S/4HANA CRM

DBSchema  fables 3. Optimize CRM OneOrder data base model for S/4AHANA

SAP HANA Database frameworks

4. Ul face lift: Visual harmonization with S/4HANA Fiori 2.0

enpertum



Architecture

+ The technique for the user interface

is the Webclient Ul (including X ctemomi

BOL/GENIL) and not SAP UI5.

CRM WeabClient Ul

o TO h ave Th e same | (0]0) |< an d feel NW Galeway ¢ Business Object Layer & Generic Interaction Layer (BOL/GENIL)

OData Service

across S4HANA for end-users a new . ?"% JP:

Ul theme is designed. This “Belize” Sates || prosates | serice[F g | meracton f1 incusey

CRM
Middleware

CRM Business Engine

Sales & Service Add-on

theme is a SAP Fiori look-a-like. Lo & o
| ] |

L]
Config Billing W

SD Pricing Engine

» First major advantage with the oot | Business || oo || Eowement][ conrect

Partner Structure F.Location Account

S/4HANA is that there is no more Vit Date Model (CDS) )

Middleware as both systems work on
the same S/4HANA database

HANA Database



SAP S/4AHANA for CM - Simplifications Overview

Data Harmonization and Elimination of Functional Redundancies

1. “Best of both worlds”: identify functional redundancies and select most suitable object / engine / process
2. Unify CRM and S/4HANA objects = unified objects share same database representation > NO MIDDLEWARE

S/4HANA S4CRM S/4HANA S4CRM
core add-on core add-on

U A L .
%}9%% Service Quote

Material Service Contract

S/4HANA S4CRM S/AHANA SACRM
core add-on core add-on

Org Model VX4 11%13%

Sales Quote Lead

Product Confg. AVC Service Request

Sales Contract Opportunity
Equipment Service Order Sales Order Solution Contract

Functional Location Service Confirmation

Pricing Solution Quotation

Maintenance Plan Interaction Center Billing Product Bundle

Service Management Sales & Order Management



SAP S/4HANA for CM - Simplifications Overview

Data Harmonization and Elimination of Functional Redundancies

Example:

* In CRM a product could be created in tcode COMMPROT and stored in tables with naming
convention COMM _, while in S/4HANA, we create a material in tcode MMO1 instead and

store the data in corresponding table like MARA.

* In S/4HANA for Customer Management now the product is stored in MARA instead.

Fixed Columns [2 ] List Width 0250
ERSDA ERNAM LAEDA AENAM

26.@9.2@17- 20.12. 2017 || R




SAP S/4AHANA for CM - Simplifications Overview

Data Harmonization and Elimination of Functional Redundancies

* In S/4HANA for Customer Management the One Order model is dramatically simplified.

» Order header level data in table CRMS4D _SERV_H.  components

Description

v[= Transparent table CRMS4D_SERV_H

Header of service transactions

> ltem level data, in table CRMS4D_SERV | . v Hacue e D RIREN

- [%] cLENT

- [5] OBITYPE_H

- [=] OBJECT_ID
> mo Include structure CRMS4S_SERV_H_ACTIVITY_H
> mo Include structure CRMS4S_SERV_C_AC_ASSIGN
> mo Include structure CRMS4S_SERV_C_APPROVAL
> mo Include structure CRMS4S_SERV_C_BILLING
> mo Include structure CRMS4S_SERV_H_CUMULAT_H
> mo Indude structure CRMS4S_SERV_H_DATES
> mo Include structure CRMS4S_SERV_H_ORDERADM_H
> mo Include structure CRMS4S_SERV_C_ORGMAN
> mo Include structure CRMS4S_SERV_H_PARTNER

Header Key fields

Client

|Business Trans. Cat.

Process ID

|Activity

|Settlement Account Assignment Set
|Approval Header Control Data
|Billing Set

|Cumulat_H extension

|Dates

|Header - Business Transaction
|Organizational Unit Set

Service Transactions: Partner on Header Level

« A CDS view constructed on top of those table reduces joins among database tables to the

maximum degree so that it can serve analytics scenario by fully utilizing the powerful data

processing capability of SAP HANA.

» This simplified model enables us to have the same data model serve both transactional and analytics

application. The CDS view built on top ensures to benefit from the continuous innovation done in S/4HANA.



SAP S/4HANA for Customer Management

Ul Strategy

Single entry point: SAP Fiori launchpad

« Advanced SAP Fiori Ul apps fostering

intelligent process based & analytical work Intelligent
User
Experience

styles (confract management process,
complains & returns process, ...)
« Simple SAP Fiori Elements Uls for navigation / Fiori Elements /

3rd party Uls provided by partners 3rd party Uls

« Fiori by CRM WebUI with SAP Fiori 2.0 SAP Fiori 2.0 (Belize)

visual theme for “classical” document Theme
based SAP CRM objects for CRM WebUI

consulting excellence



Sales & Service functionalities in S/4HANA for CM 2.0

Service

Service Request & Order Management, Service
Confirmations

Interaction Center (Channels, Account
identification and factsheet, IR, inbox, Alerts and
ERMS)

Service Contract Management

Functional location and Equipment, Warranty
Management

Solution Quotations

Advanced Variant Configurator

consulting excellence

Sales

Lead & Opportunity Management

Sales Quotes and orders

Activities, Tasks, Visits and Territory Management
Call lists

Integration to S/4HANA Order Management



Demo S/4HANA for Customer Management




Road Ahead for SAP CRM Installed Base

Help SAP CRM customers to transform to a new C/4HANA front office and consolidate with
S/AHANA

- but remember: “every customer journey is unique”

TODAY
ERP or SAP CRM 7.0 EhP4
5/4HANA + continuous improvements
Digital Core through customer connection
SAP ERP

S/4HANA SAP CRM C/4HANA

Digital Core Back Office Front Office

SAP CRM S/4HANA for
S/4HANA Customer C/4HANA

consolidate

Digital Core Management
Unified Back Office

Front Office



Transformation of SAP CRM

Transform front office with SAP C/4HANA
» Suite of cloud solutions designed for the

new customer era

SAP Marketing Cloud > Can be used standalone or together for

SAP Commerce Cloud

maximum synergies

Y P SelEs Eletie » Out-of-the-box integration with SAP

SAP Service Cloud

S/4HANA

SAP Cu(s:’rlgrL?gr i > Extensible via SAP Cloud Platform
Customer
front office SAP C/4HANA
Customer Consolidate back office onto SAP S/4HANA
back
Ll —— ) __» Streamlined operations with harmonized Ul
Eggipnse > Reduced TCO: no more middleware
office SAP ERP SAP S/AHANA

» Powered by SAP HANA

» Ready for cloud

consulting excellence



Migration Strategy for Existing SAP CRM Customers (1/3)

Sample step by step approach

> Upgrade ERP to S/4HANA, keep SAP CRM as a separate system

SAP CRM SAP CRM
- m—
Digital Core

SAP ERP

> Simplify SAP CRM system to match the Simplification Item Catalog for SAP S/4HANA for
Customer Management - move functionality to S/4HANA or C/4HANA

........

yyyyyy



Migration Strategy for Existing SAP CRM Customers (2/3)

Sample step by step approach

> Install SAP S/4HANA for Customer Management option on S/4HANA, operate in
parallel to SAP CRM (hybrid operation)

Note: the two CRM systems are not directly connected, but synchronize through S/4HANA

SAP CRM

S/4AHANA for

data only

SAP CRM l
S/AHANA

Customer
Management

S/4AHANA

Digital Core




Migration Strategy for Existing SAP CRM Customers (3/3)

Sample step by step approach

> Incrementally move SAP CRM processes to SAP S/4HANA for Customer Management

How to migrate ...
v' Master data: should be in S/4HANA already, else use middleware content or data migration tools
v' Customizing: manual task, but similar structure and content in both options

v' Custom code: manual task, but all supported objects are based on mostly identical frameworks, object
implementations, ... Calls to non supported objects or direct calls to database will no longer work.

v Transactional data: similar structure, but different object references. Generic data migration tools will be provided,
but cost vs. value for migrating historic transactional data should be considered

» Shut down SAP CRM once the last process has been migrated

Expertum consultants can guide you through this process
and support in identifying the most ideal migration path for
your business processes



Services to help you transform

Prepare

Self-enablement

Determination of
solution scope and value

Choice of SAP
S/4HANA edition

Explore

Approval of release
and sprint plan

Determination of
configuration values

Gap closure

Solution validation

- i/

Realize

Configuration

Solution walk-through

Data migration

Testing

=3

Deploy

Support for
production

In production

Organizational and
production readiness

Start with
executable content

Verify solution scenarios
meet business needs

Tailor solution in short,
time-boxed sprints

Cutover and begin
productive use

Expertum adopted the SAP Activate methodology, a combination of SAP Best Practices,
accelerators, and guided configuration, optimized for cloud solution deployments to
shorten implementation times



SAP Solution Map for Marketing

Consumer and
customer profiling

Marketing planning

Marketing assets
and collaboration

Marketing automation

Marketing measurement
and optimization

Loyalty management

consulting excellence

Marketing profile

SAP CRM

P Recommended Solution

Real-time prediction and scoring

Social listening and sentiment analysis
Planning and program management
Digital asset management

IMarketing collaboration

Audience targeting

Customer segmentation

Campaign management

SAP CRM - Marketing

SAP CRM - Marketing
SAP CRM - Marketing

Campaign optimization

SAP DAM by OpenText

Cross-channel engagement

Marketing recommendations

Remarketing

Marketing lead management

Social campaigns and engagement
Insights and performance management
Customer attribution

Loyalty management

SAP CRM - Marketing

SAP S/MHANA
Other/partner



SAP Solution Map for Commerce

Customer experience
channels

Commerce
management

Product content
management

Order management

enpertum

SAP CRM

Omnichannel customer experience

P Recommended Solution

Omnichannel touchpoints

Digital merchandizing

Search and navigation SAP CRM - Web Channel

Bundling and subscription management SAP CRM - Web Channel

Pricing and promotions SAP CRM - Web Channel

Cart SAP CRM - Web Channel
Checkout and payment SAP CRM - Web Channel
Product content and catalog management SAP CRM - Web Channel
Data aggregation and validation SAP CRM - Web Channel

Digital asset management SAP DAM by OpenText

Localization and internationalization SAP CRM - Web Channel

Workflow and collaboration

SAP DAM by OpenText

Order orchestration and management

SAP CRM

SAP CAHAMA
SAP SIAHANA
Other/partner



SAP CRM

SAP Solution Map for Sales (1/3)

Lead

Opportunity and
sales force support

1 8/4HANA for Customer Management as on-premise alternative

enpertum

Lead management

Lead intelligence

Activity management

Visit planning

Opportunity and pipeline management

Opportunity scoring
Sales forecasting
Retail execution

Maobile sales

Sales analytics

Sales content

Other/pariner

SAP CRM P Recommended Solution
SAP CRM - Sales

SAP CRM - Sales
SAP CRM - Sales

SAP CRM - Sales

SAP CRM - Sales

SAP CRM - Sales
SAP CRM - Sales
SAP CRM - Sales

Sales collaboration

Customer insights

Productivity and personalization management




SAP Solution Map for Sales (2/3) i

SAP S/AHANA
Other/partner
SAP CRM p Recommended Solution
Configure, price Quotation management SAP CRM - Sales
and quote Product configuration SAP CRM - IPC
Price management SAP CRM - Sales
Solution sales configuration SAP CRM - Sales
Package and solution offering SAP CRM - Sales
Sales agreement lifecycle management
Signature management SAP Signature Management
by DocuSign
Order and Sales order Mgmt and processing SAP CRM - Sales SAP S/AHANA SD2
contract Mgmt Subscription order management SAP CRM - Sales
Sales contract management SAP CRM - Sales SAP S/AHANA SD2
Taxes and rebates SAP CRM - Sales SAP S/4HANA SD

Billing and Sales billing SAP CRM - Sales SAP S/4HANA SD
Inveicing Subscription billing

Entitlements management

1 SAP S/4HANA SD/for customer management as on-premise alternative

2 B2B order management capabiliies being developed in SAP Sales Cloud

enpertum



:
SAP Solution Map for Sales (3/3)

SAP S/4HANA
Other/pariner
O O .
SAP CRM P Recommended Solution
Sales planning Temitory management
and performance Quota planning
management
Sales planning and monitoring
Sales monitoring and analytics
Strategic account planning
Incentive and commission management
Q Sales learning
Partner channel Partner management
sales Channel sales
Channel analytics
Partner compensation
Customer master Account and contact management
data management Account intelligence
Sales master data management SAP CRM - Sales

O
1 Deal registration, pariner lead and opportunity management; does not include high tech specific channel management

2 S/4HANA for Customer Management as on-premise alternative

enpertum



SAP CRM

SAP Solution Map for Service (1/2)

SAP S/4HANA
Other/partner
SAP CRM P Recommended Solution
Self-service Self-service support portal
Communities SAP Jam Communities
Chatbots SAP Leonardo
Omnichannel Multichannel customer engagement SAP CRM - Service
engagement Knowledge management SAP CRM - Service SAP Hybris Knowledge
Center by MindTouch
Inbound/outbound contact centers SAP CRM - Service
Social customer engagement SAP CRM - Service

Service agent motivation
Service agent scripting SAP CRM - Service
Service ticket management SAP CRM - Service

Service Service request and order management SAP CRM - Service
management

Mobile service execution SAP Service Manager

Channel service SAP CRM - Service

1 SAP S/4HANA for customer management as on-premise alternative

enperturm



SAP Solution Map for Service (2/2)

Field service

Service operations

Customer feedback
Analytics

Scheduling and dispatch

SAP CRM

P Recommended Solution

Customer-centric field service

Service network

Complaints management

Claims, returns, and refund management
Service contract management

In-house repair management

Service billing

Warranty management

Installed base management

SAP CRM - Service

RM - Service

%i

RM - Service

. RM - Service

|
3
ool

RM - Service

%[5

. ;RM - Service

. ;RM - Service

Customer feedback management

Service management analytics

SAP CRM - Service

wlw
%
Qo

' Service operations analytics as part of S/4HANA for Customer Management

enpertum

S/AHANA for CM
S/AHANA for CM
S/AHANA for CM
S/AHANA for CM
S/AHANA for CM
S/AHANA for CM
S/AHANA for CM

SAP CRM

SAP C/4HANA

SAP S/4HANA
Other/partner




SAP CRM

SAP Solution Map for Customer Data

SAP S/4HANA
Other/partner

SAP CRM P Recommended Solution

Customer identity Registration management
management Social login
Federation and S50

Enterprise preference Communications preferences and opt-in management

and consent -
Self-service preference management

management

Consent management
Customer profile Data transformation and unification
management

Automated profile, preference, and consent management

Orchestration and governance

Customer insights

consulting excellence



Simplified SAP service strategy across the front office
and the back office

Past
Service engagement center > SAP C/4HANA
SAP Service Cloud
SAP S/4HANA for customer management
o Customer S
é Engagement SAP Cloud for Customer 2 SAP CLOUD PLATFORM
o
5
e SAP Cloud for Customer > SAP C/4HANA
5\@3 core
SAP CRM Service Manager S
7
Field service and SAP Work Manager SAP CLOUD PLATFORM
®
8 —rC N SAP CRM Service! é SAP®S/4HANA
£ o SAP S/4HANA Service
o = (based on SAP S/4HANA
36 _ for customer management)
5 Servi SAP ERP customer >
Q@ ervice service (CS) functionalit
backend 4 SAP S/4HANA

The interaction center function of SAP CRM will be made available to current customers who want to migrate to SAP S/4HANA.



What will be the future of Customer Service®?

« Customer Service does not exist anymore within IMG configuration nor in the SAP menu at
least in S/4HANA 1809

« Simply the new implementations will require the implementation of S4CRM for the new
customer and migrate old one from R3 to S4HANA, that is because SAP wants to put more
focus on Services as customer experience on contrary what its predecessor does, a solution

focused on the tfransactional operations over the technical objects

* The best of both worlds PM/CS and CRM Services is mixed.

consulting excellence



SAP S/4AHANA for Customer Management Roadmap

On-premises Releases Delivery Plan (Release Highlights)

Add-on release date: Add-on release date:
28 Feb. 2018 4 Oct. 2018

* Denotes the required S/4HANA release

Add-on release date:
Feb. 2019

* Service ll
» Service Confract Mgmt.

» Field Service Mgmt.
intfegration

I

1

I

1

I

1

I

+ Sales I
I
1
I
1
+ Leonardo integration forl
1
I
1
I
1
I
1
I
1
I
1
I
1

« Activity + Tasks

*  Appointments +
Calendar

* Lead + Opportunity

* Replication-free &
harmonized Master Data

e Business Partner
* Material, Equipment
e Multi-channel Customer

Interaction Mgmt. « Sales Order Entry in IC ticket categorization * Servicelll
+ Account & Contact . Servicelll * UXExperience ll + Complaints
Mgmt. « Solution Quotation + Fiori Roles * Returns
* Interaction Center Mgmt. + Fiori Shell integration * In-house Repair
» Servicel * Master Data » Enterprise Search + Service Order I

infegration « Commercial
Business
« Solution contract
for projects &
products
« Service Contract

This is the current state of planning and may be changed by SAP at any time without notice. Management

» Service Request

» Service Order

» Service Confirmation
* UX Experience |

» Visual Harmonization

+ Configurable Products




Conclusion

* SAP recommends SAP CRM customers to transform their front office with SAP C/4HANA and
consolidate their back-office onto SAP S/4HANA.

« SAP CRM customers will benefit from the consolidation of back office capabilities into SAP
S/4AHANA, simplifying operations and removing the need for middleware, thus reducing the
TCO.

» The different strategies described above should give you an idea of the way forward. In the
end the direction you choose fully depends on your situation; IT- and business wise.

» Leverage existing SAP CRM investments, much deeper and more flexible integration between

CRM and ERP. Improved performance through native HANA DB

« Start with the migration to S/4HANA for Customer Management and expand at your own

pace



Questions
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consulting excellence

Thanks for listening! Any questions

Nico Dhaene

CRM Lead

+32 486 136 560
Nico.Dhaene@expertum.net

Inspire by Experience.



