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Overview of CRM   
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Overview of CRM – Evolution 

 
 Early 1990s : First generation applications were introduced, they were better known as 

sales force automation (SFA) applications 

 
 Mid-1990s : Leading CRM software vendors began to offer their customers integrated 

information systems. Applications for sales and service converged, the software became far 
more scalable, and applications for marketing were introduced.  

 
 Around 1998 :  CRM technologies took another quantum leap in response to the rise of 

global ecosystems—networks of customers, partners, suppliers, and employees all 
connected by the internet.  
 
 CRM software vendors then developed software that would allow companies to provide 

their customers access to the organization across multiple channels ( internet, voice , etc) .  

 
 Today’s best CRM solutions have come to address specific vertical industry requirements 

while integrating  end to end  business processes   
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Significance of Customer Experience Management 

Excellent Customer Service Experience Enables :- 
 In markets where product / service differentiation is 

not significant  it can enable differentiation 
 Retain existing customers which is cost effectives as it  

is expensive  to win new customers   
 Prevents customer flocking to competition 
 Command premium for your products / services 
 Provide good reference for new customer acquisition 

Do’s Don'ts 

Answer communications-emails and voice 
messages-promptly 

Break your promises 

Make the information that your customers 
want easily available 

Make things overly complicated for your 
customer 

Treat every customer like a completely precious 
individual 

Make automated systems / websites  difficult 
to use for your customers 

Create an environment where each employee 
takes personal responsibility for   customers 

Forget that your customers have a strong sense 
of fair play 

Focus on Profitable customer engagements Forget to say “thank you.” 

 Common Do’s Don’ts for Enhancing Customer Service Experience 
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Overview of SAP CRM 
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SAP CRM – Key components 
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SAP CRM combines extensive functional capabilities in the core areas of  

Marketing, Sales & Services with analytics that are directly built in to the primary 

 interaction channels used by organizations to interact with their customers. 
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SAP CRM Marketing  

SAP CRM supports critical marketing processes, including: 
 Marketing resource and brand management  
 Segment and list management  
 Campaign management  
 Loyalty management  
 Trade promotion management  
 Lead management  
 Marketing analytics  

Campaign execution / lead management 

Telephone Mobile Web email 

Target group selection 

 Modeling 

 Profiling 

 Selecting 
When Who What ... 

Campaign / customer / 
product analysis 

 Success 
measurement  
(e.g., ROI) 

 3rd Party Data 

 Profiles 

Market analysis / campaign planning 

Campaign  Analyzing 

 Planning 

 Budgeting 

 Monitoring 

Data 
Warehouse 
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SAP CRM Sales 

SAP CRM sales provides enterprises with insight into the entire sales lifecycle 
-- from identifying a lead, to developing a sales plan that includes necessary tasks and activities, to  capturing an order, 
 driving fulfillment and managing billing for products / services delivered. 
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 Global availability 

 24 hours a day, 7 days a week 

 Accessible from anywhere in the world 

  Customer has full choice of communication channels 

 Customer Care Center, Internet, mobile, online 

  Presence of customer and product knowledge 

 High-quality information available at any time 

 Independent of persons or communication channels 

  Last, but not least profitable service execution 

 Cost-efficient service 

 Generation of sales 

SAP  CRM Service  
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Customer support 
Support center 
Quality management 
Complaints / Incident 
Tickets handling 

Customer Services 

Intellectual services 
Consulting  
Training 

Professional Services 

Leasing 
Financing 

Financial Services 

Installation 
Service and support 
Repair (RMA) 
Upgrades 

Technical Services 

Types of Customer Service   
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Customer Service Process in SAP CRM 
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Case Study 1 
Customer Service Process in Real Estate Tenancy Management 
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     Customer Business :   Asset Management in Real Estate Industry  
                                           and operates under three Business lines  

Property Management 

 20000 leased 
residential and 
commercial  units 

 5000 industrial land 
plots 

 

Hospitality Management 

 Seven 5-star hotels 

 2 cinemas 

  

Facility Services 

Facility management 
service for  Properties 
 Life cycle – Residential 
&  Commercial  
 Partly Outsourced 
 

SAP Modules in scope 
SAP ECC6.0 with REFx 
SAP CRM7.0  
SAP SRM7.0 

Peak team size of 35 consultants (onsite & offshore) 
Average team size of 20 consultants 

Customer Business and Industry 
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Scope of work Solution 

 Business Scope 

 Property, Land, Projects, Facility, Hospitality and 

Business development 

 SAP Scope 

 SAP ECC (Project Systems, Flexible SAP Real Estate  

(REFx) Management, Logistics , Financials & Human 

Resources 

 SAP CRM (Service, Sales and Marketing) 

 SAP SRM (Tendering for eProcurement process) 

 Phased implementation approach recommended to  

 provide reasonable time to end users to 

understand  and  effectively  utilize new 

application. 

 enable Process , Information & User maturity 

levels 

 Integrated SAP ECC with SAP CRM and SAP SRM to 

automate all core business processes 

 Configured Lease, Tenant, Facility management, 

Project execution, Customer services processes on SAP 

Timeline 

Phase 1 A – HR 
(PA,OM,Time,Payroll,ESS,MSS) 

Phase 1 B – REFx, PS, FICO, MM, CRM(Service), C folders 

Phase 2 – CRM(Sales), SRM, TRM, RPM 

May 2010  

Feb 2011  

Nov 2011 

Scope of Work and Timelines 



© 2011 MindTree Limited CONFIDENTIAL: For limited circulation only Slide 21   

Solution landscape – Integrated Business View 

Customer 

 
 
 
 
 
 

Commercial 

Lease Contracts  
Negotiations,  
Administration 

Contracting,  
Service management,  
Supplier Relationship 

 
 
 
 
 
 

 
Accounting 

Compliance  

 
 
 

Collaboration 

Workflows, Analytics,  
Document Management 

Asset Creation & Management 

Project planning,  
Contracting, Manageemnt 

Lease Management 
(New, Change, Transfer, Terminate,  

Payments) 

Service Planning & Execution 
(People, Parts, Logistics) 

Inspection & Surveys 

Website Call Center Service Center 

  
Refurbishment, Retirement 

Revenue  
Management 

Service Costing 

Core Business Operations 

Multi channel interaction 
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CRM Service Process 

Multi channel 
customer 
Interaction 

Automatic Service 
Request 
Assignment 

Maintenance 
Order 
Execution 

Billing & 
Analysis 

• Customer identification 
based on Tenant’s 
contact detail, rental 
unit, Interaction record 
by multi channel 
(Telephone, email, 
Internet) 

• Account and Contact 
Management 

• Auto acknowledgement 
to customer by SMS, 
email 

• Service Request 
enquiry, follow-up, 
appointment 
scheduling 

 

• Categorization of 
request and 
automatic 
assignment 

• SR Assignment 
based on skill & 
availability of service 
technicians 

• Task list 
• Spare parts requirement 
• Availability check for 

spare parts (Mobile van 
or central stores) 

• Automatic Budget check 
• Integrated procurement, 

Finance and Facility 
Management 

• Completion notification  
• Service Confirmation 
• SLA and Escalation 
• Customer Satisfaction 

• Invoice posting 
• Send debit 

memo/invoice to 
owners 

• Service costing 
and analyses 
 

Request to Resolution 
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Customer Service Process using CRM & CS  
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Customer Service Process using CRM & CS  
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Business Benefits – CRM Customer Support statistics 

Legacy Data for last one year   No. of Calls Last 6 months Data  No. of Calls 

Maintenance  25000 Maintenance 81938 

Leasing   4000 Leasing 5532 

Parking  NA Parking 576 

Approvals  NA Approvals 1439 

Violations (Penalty)  NA Violations (Penalty) 1088 

Complaints  NA Complaints 764 

Violations (Confirmation)  NA Violations (Confirmation) 427 

Non-Tenant activities  NA Non-Tenant activities 230 

TOTAL  29000 TOTAL  91994 

Service Request Handling increased by more than six times due to SAP CRM 
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Business Benefits of Customer Process 

Complete integrated process:  
• Service request processing time is reduced thus complaints are resolved in lesser time. 
• Accurate assignment of department based on category of SR further reduces the delay in processing. 
• Complete customer information available in CRM. 
• Monitoring and tracking of Service requests is possible. 
• Past Service requests can be viewed to avoid duplicate creation of same request for same customer. 

Customer satisfaction monitoring 
• Customer satisfaction index ( CSI) enables accurate tracking of  quality of service being provided to 

customer. 
• Helps in identifying & resolving  Top Reasons for Dissatisfaction  

Integration with facility management:   
• This integration of service requests (CRM) to service notification (ECC - ERP) happens in real-time.  

The FM department can proceed with their process as soon as service request is  created in CRM.  
• All the information is available in both CRM and ECC for processing. 

SLA tracking 
• SLA is used for reporting performance of employees (service providers) & enabling them to adhere to 

timelines 
• Different SLA can be defined for different categories of service request. 
• Intimation to concerned person helps in monitoring the performance and taking appropriate action at 

right time. 
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Future Scenarios – Enterprise Mobility in Service Scenario 



© 2011 MindTree Limited CONFIDENTIAL: For limited circulation only Slide 28   

Case Study 2 
Customer service process for After Sales service for Industrial  
and Household consumers 

 

  

  

  

SAP CRM 
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Customer Business (Engineering Division)   

Contracting 

(Commercial & Residential) 

Commercial 
 Central air conditioning 
 Plumbing and fire  
     fighting 
 Electrical works 
Residential 
 Air conditioning 
 Elevators 
 Home automation & lighting 

 

 

 

Service 

 Maintenance of the air  
    conditioning systems 

 . Central 

 . Split  

Commercial/Mechanical 
products - supply 

Commercial Products 
 Lighting & Technology Solutions 

Mechanical  
 Cooling towers 
 Material handling equipment 
 Racking solutions to   
      commercial customers 

Customer is  in the business of marketing, installation and servicing of Air Conditioning systems, HVAC 
and Electro Mechanical systems & Technology.  
 

They cater to two broad segments i.e. Residential and Commercial 

SAP implementation in progress for SAP ECC 6.0, FI,SD,MM,PP, CS,PS & CRM 7.0 
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Customer Service Order Processing 

Customer calls to seek 
maintenance service. 

IC agent responds to 
customer’s call 

Identify the customer 
and checks details 

Creates Service Order  to 
record the services 
required. 

Based on customer’s 
location, Service Order  is 
assigned to respective 
service Van by Dispatcher 

Service Order 
replication in ECC  

Technician provides 
the required service 
to the customer. 

Foreman/ Technician creates service 
confirmation with reference to service 
order and enter time spent and spare 
parts used to provide service 

Billing based on service confirmation is created 

Vendor gets determined in service 
confirmation and warranty claim document 
gets created and sent to the vendor. 

Solution 
● Avaya CTI Integration 

● CRM 7.0 Interaction Center 

● CRM Service 

● CRM WebUI 

● Marketing and Campaign Management 
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Customer Service Order Processing 
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Business Benefits 

● Drives the organization to more consistent, relevant interactions across all channels 

● Enables end-to-end processes within the industry value chain 

● Improved customer service 

●  Personalized access including customer-specific pricing and tailored catalog views 

● Increased call coverage 

● Activity transparency 

● Best in class service – in external benchmarking results 

●  Activities linked to escalations for prompt completion 

● Service Request Handling is projected to increase with current implementation.  

     
    Customer receives 1500 calls per day and with current implementation the handling of 
    these call is projected to increase by 25 %. 
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Call Center 
Service Engineer logs into his 
Mobile for Job Updates  

Services the AC Unit 

Updates the Mobile App with 
Material Used. On Submit the 
Inventory is updated in the 
Centralized System and final 
Receipt is generated 

Cash is Collected and 
handed over to Cashier daily 

Future Scenarios : Service Order Processing over mobile devices 

Waits for next job 

FAIMS inventory system  

Printed Receipt is 
handed over to the 
Customer 

http://www.barcodesinc.com/zebra/mz320-zoom.htm
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 Bagged customer for 

Large SAP Application  

Maintenance & Support 

services 

 Internal SAP 

Implementation  Go-Live 

 Launched MindTree SAP 

AMS & Implementation 

Methodologies 

 Built capability & 

Competency on Domain 

and SAP Technical 

expertise on SAP EC&O 

 

 

 

 

 

 SAP  COIL program 

 SAP Template for 

Professional services 

 SAP Channel Partner for 

Professional services 

 SAP CRM success story 

published in SAP press 

 

 

 

 Started  Supply Chain 

Practice 

 SAP Development & 

Ramp up Partnership 

 Bagged first SAP CRM 

implementation in 

Asset Management 

Industry 

 Launched Shared 

Support Services for  

SAP 

 Won awards  for SAP 

Implementations 

 

 

 

 

MindTree  SAP Practice 

2008 

2009 

2010 

2011 

2006 –  07  

250+ 

340+ 

600+ 

 2nd company to Go-

Live on SAP CRM 

 Mobile Solutions for 

Real Estate Industry 

100+ 

500 + 

 Executing Large Multi 

country Business 

Transformation 

Rollout Program 

NGDMS 

http://www.sony.co.in/section/home?site=hp_en_IN_i
http://www.essar.com/default.aspx
http://www.google.com/imgres?imgurl=http://exhibitions.tmab.be/upl/175.jpg&imgrefurl=http://exhibitions.tmab.be/page/57/Partners/&usg=__CAjMU0rKARzLrs9pcPm_xp40ui0=&h=125&w=300&sz=8&hl=en&start=27&itbs=1&tbnid=4SaL4U7usEqVYM:&tbnh=48&tbnw=116&prev=/images?q=getronics+logo&start=18&hl=en&sa=N&gbv=2&ndsp=18&tbs=isch:1
http://www.alghanim.com/CorpWeb/index.htm
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