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S/4HANA for Customer
Management on Azure

Integration with SAP Contact Center

All customer interactions through multiple
communication channels
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Phone calls E-mail SMS 3 parties Chat S/AHANA

Communication with customers is carried out through WebUl in CRM Add-On of SAP S/4HANA or via
SAP Contact Center from the outside.

/s AZU re Thanks to Azure, it is an innovative solution for managing customer interac-

tions having all flexibilities and scalability of cloud deployment.

With Communication Panel, you can handle:

« inbound and outbound phone calls
 e-mail

* chat

* 3 parties communicators

Phone Calls Management

The Integration enables Outbound calls to customers to be managed in SAP S/4HANA, as well as
Inbound calls from customers who are already recorded in the S/4HANA or new, previously
unknown customers.
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Every incoming call is shown on top of the screen (WebUI) and also on the
bottom (CTI)
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Another call is visible in the second tab.
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If the phone number already exists in the system, customer card will open automatically after the
consultant picks up the call
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Initiating a call to a selected customer

Agents  Queues _Dial Pad
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Destination:
0048111222333

E-mail

The Integration allows also for a professional E-mail management in WebUI
— Communication view

Q &
@ © . Cesineacion [lois B End T 3u Man RemCh D male
Ats p—
Pusn e Mering 0010 0010 e
Identification v @
Search Criteria: Search Criterla
Find Business Paret . Premise by Address

Courery  Reglor 2 P 1xCON/ IxPRMIxPOD | | f New
EE) con  creapenon £ vew T r—
Result List: Result List:
Business Master Data ~ 3 48 » F - Technical Master Data w3 48 » F -
Accitonal informasion 0 et Descrs
Inbox Hide Search Fields (7]
Result List: 15 Items Found
Q P 1] L Next tem rrar t Praview On  Show Tree
Status (Descr... Priority (Desc... Overdue Main Category (Description)  Object {ID) Description Employee R... Created
0089 -3 80002 Approve travel request of Kowalski Andrzej BPINST 2211.20..
009 o 79006 test BPINST 2111.20..
0089 & 78049 RE: Test 20112019 - 5 BPINST 20.11.20
0099 < [ 78010 Approve travel request of Kowalski Andrzej BPINST 18.11.20.
0089 <& 78002 Approve travel request of Kowalski Andrzej BPINST 18.11.20,
0089 3 76016 Zatwierdzanie wniosku o podro 2 Kowalski Andrzej BPINST 15.11.20.
0099 o 7502 Zatwierdzanie wiiasku npndnﬁi 7 Kowalsii Andlei BPINST 14.11.20,
0099 o 75007 Zatwierdzanie vniosku © podroz 2 Kowalski Andrzej BPINST 14.11.20..
0099 & 3z Request ID 00000000000 ™ BPINST naz0..

Apollogic | S4/HANA Integration | 3



>> Know all your customers. Anytime, anywhere.

Chat Communication

Integration with SAP Contact Center also gives a possibility to communicate with the customer via chat.
The consultant can have several simultaneous chat conversations. Each conversation has its own tab that

alerts when a chat requires attention.

Chat view from a consultant perspective
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Chat view from a customer perspective

Close chat
Connected as John (apo@apo.com)
melgorzataz bruzek: Hello. How can | help you?
Hi
Send
172212020 14:058 Il
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What Integration
means in practice?

Every single phone call,
e-mail or chat message
is stored and classified,
providing complete
communication history
with the customer.

Communication with
your client has never
been easier!
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Implementation Process

1

with
end-users

Workshop

Q?I/\é
2

Defining project
scope and
backlog

Business Benefits
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Higher quality
of customer service
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Implementation
of the software
core features

« Ticketing

«Communication
(phone and e-mail)

« Customers data
management

Faster problem

solving
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Implementation of
customer dedicated
features

« Complex
End-to-End processes

« External systems
integration

Verification of
project scope
and backlog

« Additional
communication
channels (i.e. chat)
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Additional questions? Let’s talk!

Hamburg, Germany

+49 40 280 56 248

www.apollogic.com

Ing customer
oyalty

Poznan, Poland

+48 61631

SAP® Cloud Focus Partner
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contact@apollogic.com
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