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	Compaq Global SAP Solutions

mySAP Customer Relationship Management 2.0 C (mySAP CRM) 

Sizing Questionnaire


The purpose of this document is to gather from you, the user, all the information Compaq will need to propose an mySAP CRM version 2.0 C solution running on Windows NT, Windows 2000 or Tru64 UNIX operating systems on the appropriate Compaq hardware platform.

This sizing questionnaire is designed to collect enough information to allow Compaq to configure and characterize an appropriate mySAP Customer Relationship Management (mySAP CRM) architecture landscape. Additionally, this questionnaire is designed to help Compaq determine any further technical requirements, such as high availability and backup/restore.

Please note: mySAP CRM sizing is very complex and changes to the overall system landscape such as adding more users, external data sources and connections to the Internet can change systems requirements immensely. It is therefore impossible to make the sizing 100% accurate as the variety of system usage is so vast. Implementing a mySAP CRM system can also influence the system load of connected source systems such as SAP R/3 systems. This questionnaire is based on mySAP CRM version  2.0C.

Further information about Compaq technologies for SAP may be obtained from the following World Wide Web pages:
http://www.compaq.com/products/servers/partners/sap/
As well as from our partner page in the SAP Service Marketplace:

http://service.sap.com/compaq-cc
Introduction

This questionnaire has been designed to gather sufficient information for Compaq to size a computer system to run mySAP CRM.  The questionnaire is divided into 5 sections:

	1. Customer Information
	This includes customer contact information, in case the sizing engineer needs further input to process the sizing. Here we also ask about the number, version and software of OLTP source systems as well as certain operational issues important to the overall system design.



	2. mySAP CRM Landscape Architecture & Scenarios

	This section covers all information around the CRM scenarios as well as an overview of the system landscape.



	3. Activity and Workload
	There are a few basic components to size a mySAP CRM scenario. This section will gather the information necessary to perform this process.



	4. Technical Requirements
	Here we gather information regarding certain technical requirements, such as clustering or backup technology, that may influence the sizing of the system.


The user questionnaire contained within this document is fully consistent with those used by SAP AG in their on-line sizing tool, “Quicksizer”  

https://service.sap.com/quicksizing
This enables Compaq to use data already entered by a customer in the Quicksizer.  If this data has already been entered in Quicksizer, please do not fill in these sections but do provide us with the following information:

	Project Name
	

	Customer Number
	


1. Customer Information

Contact Information

	Customer Name:
	

	Industry:
	

	Customer Address:
	

	Customer Contact:
	PRIMARY
	SECONDARY (if applicable)

	
	
	

	Contact Title:
	
	

	Telephone:
	
	

	Fax Number:
	
	

	Email Address:
	
	

	Name/Company of Project Manager
	

	Name/Company of CRM System Consultant
	

	Name/Company of 3rd party Mobile Reporting Tool Provider
	

	Name/Company of 3rd party CTI Tool Provider
	

	Additional important contacts
	

	Corporate Server Standards: 
	Server Hardware

Standard:


	Server Operating System:
	Database RDBMS Standard:

	Corporate Client Standards: 
	Client Hardware

Standard:


	Client Operating System:
	Client Browser Standard:


2. mySAP CRM Landscape Architecture & Scenarios

Basic mySAP CRM Data 

There are considerable differences between the system configuration needed to support the various versions of mySAP CRM.  Please indicate the version number as accurately as possible.  

	mySAP CRM and Database Information

	mySAP CRM Version (e.g. mySAP CRM 2.0C):

Planned Hot Package Level
	

	Select the RDBMS and version to be used (e.g. SQL Server 7.0, Oracle 8):
	

	Select Operating System (e.g. Microsoft Windows NT, Compaq Tru64 Unix)
	

	Do you already have CRM Experiences:
	

	Do you already have a mySAP CRM Pilot Installation:
	

	Planned mySAP CRM Pilot Installation Date:
	

	Planned mySAP CRM Production Installation Date:
	

	Identify the goal or mission of the project:
	

	Source System Information

	How many and what kind of source system will exchange data with your mySAP CRM system (e.g. SAP R/3, SAP BW etc.):

	

	Will external data sources feed data into your mySAP CRM system ( e.g. external DBs, Internet Information Provider etc.):
	


System Landscape

SAP recommends the use of several separate mySAP CRM systems in a productive environment, these systems being referred to as a “Landscape”.  The number of such systems depends upon the size and complexity of the implementation, however SAP recommends a minimum of the three following separate SAP instances, and it is not uncommon to see more:

· Pilot and Development System - used in the pilot/evaluation phase or for ongoing development of new mySAP CRM components (mobile components, IPC, search engines).  

· Test and QA System - enables complete testing of upgrades and new software modules prior to implementation in the production system.  This system may also be used to test modifications to system components, such as the operating system, device drivers, new hardware components.

· Production System – System containing live date to which users have access for decision support.

The functions of the Development and Test system may be combined; however, we strongly recommend against this.  Note that the configuration of the Test and QA System need not be the same as the production system, but should be able to support the same size database.

	mySAP CRM System Landscape Preference – Select ONE only

	Two System Landscape

Combined Development/Test, and Production
	

	Three System Landscape

Development, Test, and Production
	

	Other Systems in Landscape

(e.g. Technical Sandbox, Training etc.)
	


mySAP CRM Scenarios

There are different scenarios that can be deployed in a complete mySAP CRM solution however not all components are required to be installed or used. The choice of components  depends mainly on your actual business requirements. An overview of the different scenarios is shown below in Table 1.1 and you can also see what components are mandatory for each specific scenario. 
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Table 1.1

This table shows the required software components that are necessary to implement a specific scenario. For example, If you want to run the Mobile Client scenario, it is necessary to have an R/3 System, an Enterprise Buyer / CRM Server, a communication station, a mobile client and a development station. There are also other software components that could be added such as APO, BW, Telephony, however they are not mandatory for the Mobile Client Scenario.

A brief description of the different scenarios will help you to select those scenarios that fit your business requirements:

Mobile Client Scenario

A Mobile Client expands the relationship cycle to the sales force or service technicians. Mobile users working offline, have full access to all information needed to approach customers or to service machines etc. Service engineers or sales representatives can track and plan all customer interaction to ensure an efficient sales or service cycle. Quotations and orders can be created immediately on a mobile device. This guarantees correct and confirmable orders, including configuration, pricing and delivery information.

Mobile clients typically access the mySAP CRM system through the Communication Station via WAN connections such as telephone lines or the Internet. 

Internet Sales Scenario

This scenario enables electronic business activities to take place between companies and consumers. SAP Internet Sales enables manufacturers, retailers and wholesalers to sell and offer their products directly using the Internet.

All e-business activities from ordering, availability checks as well as quoting and pricing are transferred to the mySAP CRM system. Standard encoding technology ensures security.

Enterprise Buyer Professional Edition

Enterprise Buyer Professional Edition (EBP) allows you to map the complete procurement process for both direct and indirect materials and services through the internet. 

The process begins with the creation of the requirement coverage request and ends with the entry of the invoice. EBP shortens the procurement process cycle time and therefore reduces the overall costs to your company. It is achieved by moving routine purchasing tasks to employees in the user departments which reduces the purchasing department’s workload and allows buyers to focus on strategic tasks, such as negotiating agreements and analyzing vendors.

Customer Interaction Center Scenario

As a core foundation for customer relationship management, SAP’s Customer Interaction Center solution allows direct customer and consumer interaction. 

CIC can process inbound and outbound telephone calls with customers and other business partners by using Computer Telephony Integration (CTI) technology as middleware. E-mail and activity management is also possible for scenarios such as Telesales – marketing and Service Interaction Centers. This component also offers a comprehensive interaction history log to provide one view of a customer which enables call center agents to view planned and historical activities along with sales and service orders.

CIC also requires a third party telephony Software. If you have already decided on this software, please specify the name and version in the Box Below:

	Name and Version of Telephony Software


	


Scenario & Software component Selection

To help Compaq to come up with a complete mySAP CRM architecture solution, it is necessary to specify what scenarios and software components that you intend to implement. Please indicate your choice in table 1.2 below. Refer to table 1.1 above to view  the mandatory software packages that are required to enable the full functionality for the scenarios listed below. The optional software components are also listed for each scenario and please enter an X in the appropriate white box:

	Scenario
	Yes 

(X)
	 
	Yes 

(X)
	 
	Yes 

(X)
	 
	Yes 

(X)
	 
	Yes 

(X)

	Mobile Client
	          (

	BW
	 
	APO
	 
	 
	 
	 
	 

	Internet Sales
	       ((

	BW
	 
	APO
	 
	 
	 
	 
	 

	Enterprise Buyer Professional
	      (((

	R/3
	 
	IMS
	 
	IPC
	 
	BW
	 

	Customer Interaction Center
	    ((((

	ITS
	 
	IMS
	 
	 
	 
	 
	 


Table 1.2

(
This Scenario requires R/3, Enterprise Buyer/CRM Server, Communication Station, Mobile Clients and the Development  Station.

(( 
Requires R/3, Enterprise Buyer/CRM Server, Internet Transaction server (ITS), Internet Pricing Configurator (IPC) and the Index management Server (IMS).

(((
Requires Enterprise Buyer/CRM Server, Internet Transaction server (ITS), Internet Pricing Configurator (IPC)

((((
Requires R/3, Enterprise Buyer/CRM Server and the Internet Pricing Configurator (IPC).

3. Activity and Workload for mySAP CRM Scenario

There are two methods of calculating the overall load of the mySAP CRM system. The first method is based on the amount of users that will work within each CRM component while the second method is  transactional based. This approach calculates the actual amount of objects that are processed within a certain time frame in the system. Compaq recommend that you apply the transactional approach as a user approach can be inaccurate.

When entering the workload requirements, it is important to consider whether the system should be sized for the peak load or for the average load during a normal work day. Sizing for the peak load enables maximum overall performance as the system is configured to handle heavy loads during a specific time frame. This for example could be at the end of daily business when the Mobile Sales force are uploading and downloading their sales data to the CRM server.  Basing the sizing on the average daily work load is more cost effective, but the system may suffer from poor response times at peak periods. Compaq therefore recommend that the sizing is based on the Peak load.

Users Based sizing Approach:

The number of users for each CRM component can be filled out below. Please note that if some of your users work with several different components, they should be attributed them to the component they work with most of the time.

	Component
	LOW
	MEDIUM
	HIGH

	Internet Sales
	 
	 
	 

	Mobile Sales
	 
	 
	 

	Mobile Service
	 
	 
	 

	Enterprise Buyer Professional
	 
	 
	 

	Customer Orders
	 
	 
	 

	Service Transactions
	 
	 
	 

	Opportunity Management
	 
	 
	 

	Activity Management
	 
	 
	 


A CIC user expects an optimal system response time, which must be considered for sizing. Therefore

there is an additional question for CIC users. This constitutes an exception to the rule of counting a user only once. You should enter users who work in the above components and create business objects in the CIC component below.

	Customer Interaction Center
	 
	 
	 


Transactional Based Sizing Approach:

A transactional based sizing approach allows Compaq to measure both the CPU and disk requirements of the mySAP CRM components. CPU requirements can be calculated by analyzing the number of objects that are processed within the system within a specific time frame while disk requirements are based on the total number of objects created per year and the time that these objects reside in the system.

Please try and fill out as accurate as possible the following transactional data:

Quantity Structure:

*The information you provide in this section is used to determine disk size and CPU consumption of the CRM Server. Note that depending objects created in a backend system must be considered separately

	
	
	
	
	
	High Load Phase
	
	

	Component 

& Object
	No. Of Objects created per Year
	Sub-Object of the Object
	Average No. of Sub-Objects
	Retention Period [months]
	No. of Objects created Per Day
	Execution Period

[hh:00 – hh:00]
	Object Changes (%)
	Object Display (%)

	Internet Sales

Orders
	
	Line Items
	
	
	
	
	
	

	Mobile Sales

Orders
	
	Line Items
	
	
	
	
	
	

	Enterprise Buyer

Orders
	
	Line Items
	
	
	
	
	
	

	CIC

Orders
	
	Line Items
	
	
	
	
	
	

	Customer Interaction Centre
Calls


	
	
	
	
	
	
	
	

	Opportunity Management

Opportunities
	
	
	
	
	
	
	
	

	Activity Management

Activities
	
	
	
	
	
	
	
	


CRM Server

*The information of this section is used for disk sizing of the CRM Middleware and the Consolidated Database (CDB).
	Total number of customers and Prospects
	 

	Total number of offered products
	 

	Number of layers of your organization
	 

	Total number of your installed technical objects
	 

	Retention period for the above objects in months
	 


Additional Workload information:

The overall system workload consists of the complexity of the scenario well as the number of users accessing the systems. The complete workload of the systems can also be measured in Order Line Items/hour (OLI/h). In the following section data will be gathered for your appropriate system configuration.

In the upper part of the following table you need to specify the amount of data from source systems which will feed data into the mySAP CRM server. This data will be loaded only once during an initial download. To gather these data please analyze your source systems e.g. the specified tables in your SAP R/3 system. Please try to calculate the initial data as accurate as possible because this will influence the overall system configuration and sizing.

In the second part of the table we gather information about the daily operations of the mySAP CRM system. Please indicate what kind of system workload you expect for all related systems for the mySAP CRM scenario specified on the pages before.

Please note: You only need to fill out the white fields for the appropriate scenario.
	Indications for Initial Download

	
	Size on OLTP System [GB]
	Transferred into CRM System [%]
	Mobile Client Scenario
	CIC Scenario
	Internet Sales Scenario

	Customer Master Data 
(KNA * tables)
	
	
	
	
	

	Product Master Data 
(MAR * tables)
	
	
	
	
	

	Order Data (VB * tables)
	
	
	
	
	

	External Data Sources
	
	
	
	
	

	Indications for Daily Operations

	No. of Orders/Hour
	
	
	
	
	

	No. of Line Items/Order
	
	
	
	
	

	No. of Connections/Hour
	
	
	
	
	

	No. of Products
	
	
	
	
	

	No. of  Mobile Clients / Work Hours/Day
	
	
	/
	
	

	No. of Inhouse Clients / Work Hours/Day
	
	
	/
	
	

	No. CIC Agents / Work Hours/Day
	
	
	
	/
	

	No. of customer interactions (activities)
	
	
	
	
	


Expected system growth in the next 12-36 months

Please indicate the expected system growth for the implemented mySAP CRM scenario:

	Within the next 1 year
	Within the next 2-3 years

	
	Unchanged
	Expected Grow [+/- %}
	Unchanged
	Expected Grow [+/- %}

	No. of Orders/Day
	
	
	
	

	No. of Line Items/Order
	
	
	
	

	No. of Connections/Hour
	
	
	
	

	No. of Users
	
	
	
	

	No. of Activities (Visits, Emails, Call Center Calls) / Day
	
	
	
	


Do you also plan to implement one of the other mySAP CRM scenario in the near future. If yes, please try to indicate the system as good as possible.

	Which Scenario
	

	Planned time frame:
	

	No. of Users:
	


mySAP CRM - Test Users and Developers

Please specify the number of Development and Test Users as well as data size on their respective systems.

	Test Users on the System used for Testing:
	

	Development Users on the System used for Development :
	

	Percentage of DB from production system used for a test system
	


4. Technical Requirements

	Disk Subsystem

	Host Based RAID

(i.e. Disk Controller housed within server)
	
	External RAID

(i.e. disk controller housed in separate disk subsystem)
	

	Disk Size Preference

(Note: for performance Compaq will configure minimum of 5 drives in the databases)
	9GB
	
	18GB
	
	36GB
	

	Should on-line spare disk 
drives be configured?

(default = Yes)
	


	Availability Requirements

	Required Level of Availability 

(in percentage uptime)
	

	Maximum unplanned downtime (please specify over what period)
	

	Should Compaq
Uninterruptable Power 
Supplies be configured?
	


	Backup and Restore Requirements

	On-Line/Off-line
	

	Attended/Unattended
	

	Time Available for Backup
	

	Max. Restore Time
	


Other Requirements

Please indicate any other factors that we should take into account for the sizing.

	(e.g. Network speed, Location of Systems, distance and line speed between them, already existing traffic on these lines)


Other SAP Products

With every release of mySAP CRM, new functionality is added. In addition, SAP has add-on products that are specific to various industry segments and cross application functions. For the systems engineer to accurately assess your hardware requirements, please indicate in the forms below which of the items listed applies. There are separate Questionnaires that we may require you to fill out for such components. This can be requested from the Global Solutions Team. 
	SAP New Dimensions and Products (Please put an X in the appropriate Box)

	BW
	
	BBP
	
	APO
	

	ITS
	
	SEM
	
	mySAP.com Workplace
	

	Other (please specify)

	


Glossary:
The following section contains an overview of commonly used abbreviations and expressions in the mySAP.com CRM solution


Activity Management:

Within Activity Management, your employees can: 

· Create business activities to document any interaction they have with customers 

· Create tasks to manage their own workload 

· Manage their work in the Application Workplace 

· View appointments and activities in the calendar 

· Access the Business Workplace for using workflow items 

The two main elements in Activity Management are the application workplace and the calendar. Each provides a different view of your workload and you can switch between them. The calendar displays all your appointments in a daily, weekly, or monthly overview. The inbox, on the other hand, provides you with a personal workplace or file manager, where all your activities, whether they have been given fixed appointments or not, are clearly sorted into different folders.

Activities often are some kind of follow-on actions, for example a follow-up call after an initial sales conversation with a customer. Changes to an activity are regular.


Call Centre:

Any hub, whether it be physical or virtual, that conducts all telebusiness of the organization. Tele-Business can be comprised of any or all of the following: Tele-Sales (Inbound and Outbound), Tele-Marketing (Inbound and Outbound), or Tele-Service (Inbound). Call center representatives utilize aids such as telephony tools (Computer Telephony Interface - CTI), scripts, predictive dialing mechanisms, etc. The call center can act as a revenue generator, a center for lead generation, a fulfillment house, a repair center, a service dispatch hub, or executor of any other business practice that can be facilitated via telephone. Call Centers are evolving into Contact Centers or Customer Interaction Centers. Help desks and technical support organizations are usually separate and distinct organizations from the traditional call center, focused on internal users rather than customers.


Call Center Agent:

A person who works in a Call Center doing either Telesales, Teleservice or Telemarketing or a combination of these business scenarios.

Computer Telephony Interface:

A visual interface designed specifically to aid the call center representative in successfully performing his/her duties. The interface usually consists of tools such as a dialing interface, a script pertaining to the business at hand, automatic pop-up of the specific account information generated by the telephone number called or the telephone number placing the call, predictive dialing aids based on some qualification criteria, etc


CRM Middleware:

Communication software that resides on a server and replicates, synchronizes, and distributes data between headquarters (networked offices) and field users (disconnected users). Field users dial in to the central database or hub on a daily basis to download changes. They then work off-line throughout the course of the day. At the end of the day, the changes the field user has made are then uploaded to the central database. The communication engine is the “brains” of the operation that makes sure the data is in synch, only the necessary data is sent, the correct data is sent to the correct user, and data is distributed via user defined rules, i.e. Two people made changes to the same field – Which one takes precedence?   


Customers and Prospects:

This refers to the number of 

· individual customers or companies 

· prospects your organization is in touch with. This number is usually much higher than the number of customers alone 

· contact persons at customers 

Customer Interaction Centre:

The Customer Interaction Center (CIC) is a key technology of Customer Relationship Management with mySAP.com. It is designed as a multi-channel, blended business process interaction center to empower call centers to provide the highest level of customer service. It provides robust technology for contact center operations. It tightly integrates a highly customizable and full-featured front office with your back-office as well as your entire range of customer-centric processes. The Customer Interaction Center is the common state-of-the-art technology for any business transactions via phone, email, letter or face to face. It’s used in the following CRM Business Scenarios: Service Interaction Center, Telesales and Telemarketing. Highlights of CIC include: 

· Processing inbound and outbound telephone calls with customers and other business partners using Computer Telephony Integration (CTI) technology as middleware. 

· An Email Office system for processing incoming and outgoing emails. Also included are Planned Activities for the agent to execute. 

· A comprehensive Interaction History log to provide one view of a customer. This enables agents to view planned and historical activities along with sales and service orders. 

Customer Orders:

In CRM, customer orders can be created in different ways, for example by a telesales agent in the Call Center or by customers via the Internet. It is important to enter the customer orders in the line/application/module where they are closest to because this may have a great influence on sizing.

Customer Relationship Management (CRM):

Customer Relationship Management (CRM) is an information industry term for methodologies, software, and usually Internet capabilities that help an enterprise manage customer relationships in an organized way. For example, an enterprise might build database about its customers that described relationships in sufficient detail so that management, salespeople, people providing service, and perhaps the customer directly could access information, match customer needs with product plans and offerings, remind customers of service requirements, know what other products a customer had purchased, and so forth.

Enterprise Buyer Professional Edition (EBP)

· Create requirement coverage request 
Employees either search in a catalog for a suitable material or service, or enter the requirement directly on the entry screen and transfer this to the shopping cart. Employees can hold the requirements or order them.   

· Approve or reject requirement coverage request 
If one or more superiors need to approve the requirement coverage request, for example, because it exceeds a certain value, the system automatically submits it to the inbox of those responsible via the Web-compatible workflow. They then decide whether to approve or reject the document.  

· Process requirement coverage request and check status 
Employees can check the status of requirement coverage requests and, for example, see whether the request has already been approved. Provided the system has not created any follow-on documents for the requirement coverage requests, employees can process them further.  If the purchase order is created locally in the Enterprise Buyer system, it can then be sent to the vendor as a printout or by e-mail, fax, or XML. If the backend system creates a reservation, the requirement is covered by the company’s own stock and the process is complete. If the backend system creates a purchase requisition, the purchasing department converts it as before to a purchase order and transmits it to the vendor.  

· Confirm goods receipt or performance of service 
After the goods are delivered or the service is performed, employees can confirm this. 
· Approve invoice or service entry sheet 
Employees check the documents that the business partner created (invoice or confirmation) and release the document. 
As of SAP CRM 2.0C, EBP succeeds the standalone BBP solution


High load Phase: 

For the calculations of your CPU requirements, we need to know the volumes processed per day. Here, it is important to know the figures during a particularly active day or season in the year (such as Christmas) where the volumes processed are much higher than usual. 

In order to determine the peak load the system will have to handle, we ask you to fill in the number of objects that are created in the high load phase. A telesales company, for example, could enter the number of customer orders created in the peak phase of the day, for example between 3 pm and 9 pm. 

Internet Sales

This component allows electronic business activities to take place between companies and consumers as well as only between companies. Using SAP Internet Sales, manufacturers, shippers, wholesalers, and retailers can sell their products directly via the World Wide Web. The following components are contained in CRM Internet Sales: 

· Business-to-Consumer (B2C) Internet Sales 

· Business-to-Business (B2B) Internet Sales 

· Business-to-Reseller (B2R) Internet Sales



Index Management Server

The Index Management Server is used for indexing documents of all current file formats (such as doc,

htm, txt, and so on). The documents can be retrieved using different search strategies.

For sizing, we recommend the same hardware as SAP ITS.


Mobile Sales / Mobile Service

Mobile Sales allows sales teams to work offline and to synchronize their data with the R/3 System. In this way, it supplies all the information required for optimal customer interaction. Such information can include real-time updates on: 

· Business partners 

· Contact persons 

· Products and services 

· Opportunities 

· Activities 

This component contains functions allowing sales representatives to:

· Coordinate their activities, including marketing and advertising campaigns 

· Present product lines and compare them to competitive products 

· Create quotations and orders immediately on site 

· Ensure that orders are correct and confirmable, including configuration, pricing, and delivery data 

· Coordinate the transmission, retrieval, and storage of inbound and outbound information

Mobile Service allows field service representatives to review daily service visit agendas, prepare service jobs, report on time spent and materials used as well as reporting on malfunctions encountered. It also enables field personnel to enter information on actions performed to fulfill service obligations. 


Number of Products:

In general, you would enter the number of products you sell. However, this number can increase if you have the following additional products in the CRM System: Products that are 

· not produced any longer but are still on stock 

· currently not being produced or sold but still kept as master data for historical reasons 

· for your own requirements, if, for example, you have spare parts, office products, or merchandizing material


% of Object Changes and Display

Enter how often a newly created object is changed or displayed (in percent on average, without percentage sign). 

Example
An order is always changed or displayed after being created: 
100 
Every second order is changed or displayed after being created:
 50 
Every order is changedor displayed twice after being created: 
200

Opportunity Management:

The Opportunity describes the sales prospects, their requested products and services, the sales prospect’s budget, the potential sales volume and an estimated sales probability. This information becomes concrete in the course of the sales cycle, and can be displayed and evaluated in the system. 

Opportunity Management provides the framework for presenting sales projects from the very start, and tracking their progress. In this way, it provides the basis for an analysis and optimization of your enterprise. 

Users in Opportunity Management can use the following functions: 

· Presentation of the Sales Cycle 

· Reason for Status 

· Working With Products 

· Management of Attachments 

· Transferring Data for Sales Volume Forecast 

· Classification of Opportunities 

· Texts in Opportunities 

· Opportunities - Fast Change 


Organizational Layers:

Information about customers and prospects must be made available for different kinds of interested parties. For example, the same customer information is shared by a sales representative in the field who is in touch with the customer and his superior at the company. The top manager might want to have a look at the data as well. In this case you would enter three layers. If you have different organizations by products, product groups or customer groups with key account managers, the number of layers is higher. 


Sales Pricing Engine (SPE)

Component in the Mobile Sales application that helps sales employees to calculate prices at the point-of-sale for those offers and orders created in the mobile system.


Service Transactions

You can use the component Service transaction to represent business processes in the service area in your company. Service transactions can be entered in the following ways. 

· By an employee in the CRM System 

· By an employee in the Customer Interaction Center 

· By your customer via the Internet 

The service transaction can be either a service order or a service request.
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