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Speaker Background: John Burton

Involved in enterprise software industry in Silicon Valley since 1999
Product Management Director at SAP

Moderator and “Top Contributor” of various SAP web forums

Author of industry publications, wikis, blogs, and forthcoming book

Taught SAP and business computer classes at Central Michigan University
B.A. from University of Michigan, MBA from Central Michigan University
Consumed over 1,000 espresso-based coffee drinks last year

http://www.linkedin.com/in/sapjohnburton




Company Background: SAP

Third largest business software company in known universe...

Enterprise software provider of products such as
Enterprise Resource Planning (ERP)
Customer Relationship Management (CRM)
Business Intelligence and other software

Over 51,000 employees, 47,800 customers, € 10 Billion annual sales
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Next Slide Please!)

(Just Kidding,

What is Web 2.0?
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The Topic: Web 2.0

Web 2.0 is about enabling users to share information and collaborate

We will focus on Web 2.0 tools that can help you — as a product manager —
build better products and strengthen customer relationships

Public discussion forums
Online private communities
Blogs

Wikis



Web 2.0: In Scope Topics for Our Presentation

Focus on Simplicity
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The Challenge: Product Management “Lone Ranger
Style”

As product managers, we are ultimately responsible for our products and our
customers even though we might not technically own either

We collect customer/market requirements

We define new features and new products

We sign off on the product before it is released to customers

We often support the field

We are sometimes even the first person to receive customer complaints

Additionally, we have numerous daily distractions that keep us from focusing on our
real jobs — making sure our customers are successful

Answering emails
Attending meetings
Filling in random templates, forms, reports

How do we do it all — without any help?
Developers are churning away in their cubes, converting coffee into functions & subroutines
Sales people are busy selling (and calculating their commissions)
Quality management is obsessed with executing test scripts



The Answer: Relax (with a Nice Book and Latte) While Your
Customers Do the Heavy Lifting

Leverage Web 2.0 tools to make your products better, your customers happier, and
your job easier

Public discussion forums

Closed-door private online communities
Blogs

Wikis

Enable your customers take over your job responsibilities
Answering technical questions
Defining new product requirements
Creating product marketing collaterals
Generating documentation and roll-out materials
Coaching/training customers to represent your company like an employee



Web 2.0: The Internet Puts on a Jacket and Tie, Joins
the Corporate World

Dell IdeaStorm
Launched in February, 2007
Allows customers to suggest ideas, vote on which ideas are best

MyStarbucksldea
Launched in March, 2008
Allows customers/employees to suggest ideas, vote on which ideas are best

SAP Community Network
Launched in December, 2007
Discussion forums, blogs, wikis with points-based ranking system of ecosystem experts



Dell IdeaStorm Forum

“ideos Dizcussions

Home Blogs
StudioDell Forumz

Cammunity Direct2Del

About | Ter =torm Room

Moderatar Blog | Contact

IDEASTORM

WHERE YOUR IDEAS REIGN

ed 659635 times | 74468 comments

popularideas

How ldeaStorm Works:

POST... 4 PROMOTE... DISCUSS... = SEE...
wour idea for a new ruf intere=sting ideasz weith Dell and other what we are
Dell productizervice. wou veant o see. o Users. plarning to develop.

Mo more plastic wrap, please

In the last shiprment of compuoters | received lwas shocked by the amount of plastic wrap used for itemns like power
cards, USHE cables, VGADY| cables. Do these items really need to be individually wrapped in a plastic bag. | can
justimagine the tons of plastic used by Dell annually. .

Something to think about

Standardize Power Cables for Laptops

ubimitte /07 “UHDER: REVIEW"!
Mathing is more annoying than laptop power cahles that are not interchangeable fram one computer moadel to
anather or frorm one hrand of camputer to another. Power cahles have heen standardized on most electrical
applicances, including deskiop computers for decades.
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Addvertizing and Marketing
Broadband and Mokility

Cell

Dell Community

Dell veh Site

Deszktops

s

|4



Starbucks “MyStarbuckslidea” Forum

mx %ﬁﬂngs.
STARBUCKS IDEA %

Share Your Idea

Ideas In Action About This Site

Popular Ideas Recent Ideas Top All-Time

CGlot a great idea?

Wiew Category: | Al LI

ﬁiz;;ai.cl::s;___:Szaoi Next »

Organic/Vegan

Vote Fosted by zschmidl to Food , ¥/24/2008 5:33 AM
Welcome, Guest T
Sien 1 %123 £dd more vegan treats and pastries to your menu! 95% percent of the food you provide
e

e contains rmilk, eggs or animal flesh leaving little or no choice for AR advocates. Mot only

o shiate, W oes it keep money out of your pocket, it kind of grosses us vegans out to see dead pig on
to share, vote 4 keep v f your pocket, it kind of g o dead pig
& discuss vour countar...

m Furthermare, organic and fair-trade ingredients are of upmeost importance. Your
products are already pricey and considered high-quality, obviously people are willing to
pay more for better food... By switching over to a more compassionate and progressive
men, you have absolutely nothing to lose.

4, search 5
S I Comments [66]
CATEGORIES
E2 PRODUCTS
| A V4 Recycling Cold Cups - Bins and Education
4
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1) Public Online Discussion Forums

What is it?
An Internet discussion forum is a web applications for facilitating discussions between people

Goals

Entice experts in your ecosystem (customers, partners, consultants, etc.) to answer questions and help
trouble-shoot technical issues for other customers

Enable customers to find existing solutions or reach out to peers for real-time assistance
Provide information on how to resolve most common issues
Reach out to customers for new requirements and product feedback

Usage
Public collaboration between your company and your customers and partners

Benefits
Reduces workload on your organization (and on you personally)
Enables customers to connect with each other and share tips, tricks, experiences
Provides faster customer service from experts
Roll in customer requirements
Lowers cost of service/support and increases profit margin



Reduced Workload on Service Organization by Shifting
Support to Ecosystem

®

Forum f Category Yiews
Enterprise Resource Planning (ERP
Questions regarding ERP Qperations and ERP Corporate Services development and J5E 453
implementation are discussed here. {Questions regarding modules like SD, PP, MM, !
and LE are welcomed too, [Wiki FAG
ERP Financials
Questions regarding ERP Financials development and implementation are discussed | 1,759,033
here.{Questions to FI and CO modules are welcomed too.) [Wiki FAQ
ERP Financials - Controlling
Questions regarding Controlling module in ERP Financials developrment and 41 142
implementation
ERP Financials - Asset Accounting
GQuestions regarding Asset Accounting rmodule in ERP Financials development and 22 Ba7
implernentation
ERP HCM (HR}
Questions regarding ERP Hurnan Resource Managernent developrent and 307 F51
implermentation are discussed here. {Questions to the HR module are welcorned tono.) :
Wili FAG
ERP - Logistics Materials Management (MM}
ERP - Loqistics - Material Management (better know as MM) Forum for questions and {525 751

comments concerning inventory and producing ranagement in mySAP ERP [Wiki

FAQ]

ERP - Sales and Distribution (S0} General
Questions and comments regarding Enterprise Resource Planning Sales & Distribution 1,749 927
Collaboration are posted here, [Wwiki FAQ

ERP SD Billing

ERFP =0 Billing {all Billing related Topics like Invoice Creation, Accounting, Pricing; 26,327
Taxes, Rebate Processing ...}

ERP SD Sales

ERP S0 Sales (all Sales related Topics like Sales Order Creation, Scheduling 51 BEE
Agreements ...}

SAP ERP 6.0 Upgrade

Questions & discussions regarding upgrades to SAP ERFP 6.0 {including ERP Central

Component ECC 6,00 and ERP's underlying SAP Metweaver 20045 technology), Use 97 514
this forum to better understand your upgrade options, decide upan a technical

approach for your upgrade, and then prepare for your upgrade project. [Wiki FAQ

Enterprise Asset Management (EAM) 114 873
Discussions involving Enterprise Asset Management (EAM) [Wiki FAQ !
ERP Employee Self-Service

The ERP Employee Self-Service forum is a meeting point for Employee Self-Service BE 052
developers and consultants around the globe. Here you can consult and exchange d
ideas with other experts [Wilki FAQ

ERP SCM Logistics Execution

In this forum you can create and review discussions regarding the ERP SCM Logistics | 39,092

Execution (Shipping & Transportation, Warehouse Management, Handling Units).
ERP SCM Customer & Vendor Master

Threads f Messages

G529 / 25 854

47 2680/ 170,822

1,216 /4,054

783/ 2 879

22 066 /95 486

408737 171,758

37 B89 /164,017

B04 /2 321

1.420/5431

1,520/6,792

2286 /10,3582

205379281

996 /3,002

|ﬁj Cane

Last Post

fug 4, 2008 10:16 PM
Last Post By: anil Satya =

Aug 4, 2008 10:19 FM
Last Post By: Rupang Shah »

Aug 4, 2005 10:19 PM
Last Post By: SAP Student =

Aug 4, 2005 9:28 PM
Last Post By: SF Low =

Aug 4, 2008 10:19 PM
Last Post By pavana reddy @

fug 4, 2008 10:19 FM
Last Post By: Sundararm Maniku.., =

fug 4, 2008 10:14 FM
Last Post By Sandeep Bhowrick @

Aug 4, 2008 2:48 PM
Last Post By Kishore Kurnar =

Aug 4, 2008 10:18 FM
Last Post By: Dhananjay. *

fug 4, 2008 9:47 PM
Last Post By: Naveen Govindu =

fug 4, 2008 10:12 FM
Last Post By: Rarnesh bl »

Augd, 2008 9:21 PM
Last Post By Nico Tirtawidjaja #

fug 4, 2008 5:00 PM
Last Post By Mineet Kurnar
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Let Customers Provide ‘Customer Service’ to Each
Other

FPages: 1 - Last Post: Jul 30, 0S5 6:27 PM Last Post By Deepak Ahuja Threads: [ Previous | Mext ]

FHoger Gomez San... = PPOMA_CRM from IC Weh
Posted; Jul 29, 2008 &:44 AM

] Edit 8 \J' i @ fﬁ E-rnail author 'EQ E-mail this message & Reply

Posts: 1
Registered: 7/29/05
Forum Points: 0

Hi all,

Is there any menu option to manage Organizational Structure (tx PPOMA_CRM) from ICVWEB 77

Thanks
Frank Elton “ Re: PPOMA_CEM from IC Webh +* e ! " He
Pasted: Jul 30, 2008 6:42 AM o7 Edit & T % E-mnail author & T8 E-mail this message 'S Reply
Paosts: & 4 in response to: Roger Gomez San...

Reqgistered: 10/12/07

Forurm Points; 16 5o to Sales Operations--=Organizational Madel, you should be in familiar territary there.

Unassign

0

Solved prablem (10) %
Wery helpful anawer (5195

0

Helpful answer (215

Deepak Ahuja o Re: PPOMA_CRM from IC Web & B i ; e Y s =
Pasted: 1ul 30, 2008 6:27 PM Edit @ k3 "f:'ﬁ E-mail author "f‘:‘ﬁ E-mail this message 2 Reply
Pocts: 317 # in response to: Roger Gomez San...
Reqgistered: 11/12/07
Forur Points: 340 Hi
L Unassign
 Sohved problem c10) 4% fou can ga to
=8P Menu -> Internaction Center -= Supporting Processes
L Wery helpful anawer (5) %
& Helpful answer (2) 4 You will find option to change org model there.

Regards,




Enable Users to Search the Forum To Find Immediate
Answers

Expert Forums Welcome, John Burton
4% Your Control Panel
Forum Search 7 Your Reward Points

il 4 _ & Your Questions
Use the form below to search the forum content, vou can choose to search all content or restrict it to certain

forums or dates.

Search Forum Content

Search Terms: I"CTI configuration” | Search I Search Tips

Cateqory or Forum: I + CRM - Interaction Center _;I
Date Range: | Last 90 Days - 5/6/08 =

Results Per Page: 15 -

Search Results » Messages: 2 - Search Terms: “CTI configuration™ Sort by:

1. CTl Configuration
Posted an: May 7, 2008 8:23 PM, by user: Tarang Goel -- Relevance: 100% -- Show all results within this thread

Hi Can anyone help me out with CTl vendors? Also tell me the various steps that | need to take in order to configure CTI? Thanks Tarang ...

2. CTlfor IC Webclient
Posted aon: Jun 10, 2008 10:46 PM, by user; rajasekhar -- Relevance: 21% -- Show all results within this thread

currently warking on 1C Webclient. now my clinet needs telephony integration withCREM .Can we do CTI configuration for IC YWebclient, booz i know taht CTI
integration can be done for IC YWinclient If it is ...



Enable Users to Search the Forum To Find Immediate
Answers

MES$EIQ'E' Search IJump To a Meszage Board LI

BACK T2 Forum Home = Message Search

J Messages ” Users ]

IPu:uwer Edye 2500 add processar I |1|:| results per page _ﬂ l._,-l Advanced Mode
search terms results per page
SCORE —  SUBJECT P MESSAGE BOARD AUTHOR REFLEZ WIBWS DATETIME
FPower Edge 250 f PowerEdge Server - Upgrade Hardware
100% Hi , | have a Dell Power Edge Server 5Tag - ffxzn0l. Wie wanted to 20 an additonal 833 Zulfirg ] 105 5122003 10:28 AM
MHZ

Power Edge 2500 Upgrade § PES App - Win 2000
83%  |havea Power Edge 2500, Penntium 11l 1.4 rnjdebells 1 413 05242005 D122 PM
. L would like to 20fd 3 faster precessor and more B2

POWER EDGE 2500 SERVICE TAGES BRZEHT1 AND 9QZ8H11 1

770, PowverBdoe Server - Uparade Hardware LVOIGHT 1 ey 07-14.9004 0943 AN
PANT TO ADD AZHND PROCESSZOR TO THE ABOVE MACHIMES, HOW DO | ORDER
THEW

Fe: Should Del L REALLY support upgraded Yideo Cards? § Laptop -
Videa

... at 3 higher price. The 5150 has a desktop grocessor ...
. Okay o now the manufacturers are putting the same processors

6% Tombo? 77 0 367 02002004 04:29 PM

by computer buying tips for those who are thinking about buying a newer
% toyl The alternative view. § Laptop - General Hardware Tombo??7 | 12 587 | 01-31-2004 07:39 AM

... with 3 desktop grocessar. (See 5150 overheat shutdown threads ...
. Especially those who add 20-30% to the intitial cost

HPS WM1TO Gamer's Reviewl | Laptop - General Hardware

4% .. © Pentiumi® M Processor TE0 (2 GHz/#B Cache/5330Hz FSE .. dprimm 16 2424
(it redlly Fo'c's to the experence). | also tossed

05 11:42 A



Push FAQs and Corporate Content to Customers

Search Forum

| Sof

Top 3 Contributors, last 30 days: 1. rohit raturi (146); 2, Bruno Garcia (82); 3. Shankar Raj (48)

% Fost Mew Thread % wWatch Forum % Mark all Threads as Read %= Back to Forum List

Messages: 9,218 - Threads: 2 521 - Filter; | all Threads =l -Pages:51-[12 345 Next |
Thread Author ¥Yiews Replies Last Post
Y @& CRM 2007 Cookcook? John Burten M EF &850 u JLuathP?u::s%DEuDyra: ?D?‘l?‘l Aﬁhuqrtnn )
@ § Documentation for Interaction Center (IC1 WebClient John Burton M ET™ 1530 0 Taa;"; g;;fgg?iﬁf E,qurt,:,,-, »
@ & Welcome and Rules of Engagernent Gali Kling Schn... M EZ¥ 2013 0 E]:; ﬁ-i‘sfg?f (53:33|i8|<;|~ir:q Schr... »
@ %  custom fields in ICWC Raghu Devagir 533 4 (o3 Pust By: elder Da Costa s
w  difference between custom controller and component controller Shilpi Pasricha 44 3 f:s';,'c ‘;E?Eg_?r:ﬁﬁ?jjr;h st
@ % field in one component to be made available in another component Shilpi Pasricha 47 2 f:ftibffg_?r:ﬁﬁzdjr;h L
@ % howto create a domain in stand alone system padmarao mota g o E:SE igffg?f;ﬁﬂran mota »
® % howto create a domain in stand alone system padmaran mota 4 o f:sqc igffg_if;laﬂﬂrau mota »
® % Restriction of changes of master data in BP hased on BP number Bhanu Prakash Kar 4 o o0 e b on

L=ZH

Last Post Bv: Bhanu Prakash Kar =

T T[S @ rusted sites



Push FAQs and Corporate Content to Customers

Desktop - General Hardware | Jump To & Message Board |
BACK TO: Forum Home = Suppart = Desktops = General Hardware

B

Showe: All |'With Replies |Without Replies

THREAD REPLIES AUTHOR LATEST POST
&y Desktop General Hardware FAQ (Updated 7/10:2008) 0 DELL-FAC LyDEDfI?i:S
i Eg;:.:;}_ Dimension 5150/E510 Blinking Amber LED {No power oI 0 DELL-Chris_M vaELL E?.:.i ir::
4 Dimension 3100 graphics problem with goodle earth and sims2 1 ahbduljj o b‘f Sif:t;ﬂ
23 Dell XPS 200 Hardware Upgrades 1 Matthew Wiebel... Wshesggﬂg?{';ﬂ
‘d  T3400 4 monitors 0 Cldrummond : hyCJdrurr?rs’n1nznPdT
= Dell Precision 490 Dual Xenon Temps 0 prchnano ..}E;.:;th’lri*lnaazh;
4 Configure hotkey to open iTunes instead of RealPlayer 1 ipodyeenie sk Ejlﬁ.im
] Diagnostic Lights - Dell Dimension 8250 1 alowry S Ejgﬁ;ﬂ
=3 Dell DI 2350 - NIC Driver for Windows 2003 Server Enterprise 1 alpamht h ymm?ﬁ} ?fﬂ Eﬁ

Edition
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2) Closed-Door Private Online Communities

What is it?

A private online community is a collection of web resources (such as discussion forums,
articles, downloads, etc.) only made available to select users (e.g., your best customers)

Goal

Provide secure collaboration area for select partners and customers to share ideas in a safe
secure business network with built in governance

Usage

Private collaboration between your company and select customers and partners for
Intellectual Property (IP) relevant topics or other confidential discussions

Benefits
Confidential information is protected from competitors
IP relevant documents are protected by mutual non-disclosure agreements

Customers feel comfortable sharing semi-private information that they might not want
released to “the street” or to competitors



Example of Private Online Community

Owerview

CRM Elite Council Members Only

£ All Content (14) 4 Discussions (B) | Documents (6]

Fecent Discussions

Re: business workflow within CRM
1 week ago

SAP CEM 2007 business case
2 weeks ago

Fe: Further discussion on Account & Contact Management
2 weeks ago

Fe: CRM 7.0 Credit Card soltion??
3 weeks ago

Fe: Rule Modeler Ul Requirements Gathering - PM needs Feedback!
3 weeks ago

Fecent Documents

Fun with CEM Video - Suitable to forward internally within your organization
4 days ago

Account & Contact Management - Data Momt Std Functionality Slides
5 days ago

Customer Profile Survey {if you haven't filled this out yet)
1 week ago

Improving Performance with PCUI Advanced Search
1 month ago

i Blog Posts (21 | et as detauk tab

by
Linda “an de Wiele

by
Prasoon Kejrivwal

by
Thomas Youndg Jr

by
Jack Mehmer

by
Kimberly Davis

by

Thomas Youndg Jr

by
Thomas Youndg Jr

by
James Goldfinger

by
willliam Pritchett

Welcome

Welcome ta the private collaboration
workspace for CRM Elite Council.

Based on popular demand, this
wiorkspace is specifically targeted for
our mostvaluable and collaborative
custormers. We are confident your
padicipation in this community with
provide significant value to all,
including SAF as we learn more
aboutyour experiences with SAF
CRN.

Of course, you are alsowelcome o
share personal experiences as par
ofthe intimate nature of this
organization.

Cigick Links:
CREM BFX Site

Topics

£ 3 Mobility

{ § Palo Alto June 18-20

(£ 3 June 2007 - Chicago Event



Additional Recommendations for Using Private Closed-
Door Online Communities

Web 2.0 is about using the unique strengths of
the Internet and Web based tools (i.e., easy
information sharing and collaboration) to
change the way your business operates.

Yet, you also have to recognize the limitations
of the Internet and Web 2.0. For example, it’s

very hard to buy someone a drink and connect
on a deep personal level via e.g., a Wiki page.

Recommendation:

If you regularly use private online communities
for your best customers, supplement them with
real face-to-face meetings once or twice a
year.
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3) Blogs

What is it?
Blogs are regularly updated, journal-style web sites, sorted in reverse chronological order

Goals

Entice experts in your ecosystem (customers, partners, consultants, etc.) to share their
knowledge, success stories and experiences (even painful ones) of your products

Push information and marketing messages to customers
Collaboratively drive thought leadership and brand value together with ecosystem

Usage
Public sharing of information with the world (or anyone who will listen)

Benefits
Customers create marketing and sales-related collaterals on your behalf
Customers “sell” your products (often more effectively than paid internal sales force)
Customers create online documentation and how-to guides on your behalf

You can deliver marketing messages and other important information is a reader-friendly,
informative, casual style



Encourage Customer Blog Entries:
Live Customer Affidavits

Blogs
Eclipse Aviation goes live with SAP CRM 2007 B subscribe

tike Buriansk X Print
Business Card

Company: Eclipse Aviation

Posted on Apr. 17, 2008 01:25 PM in CRM, Aerospace and Defense

|;| Permalink,

Our CRM History

Eclipse has been live on one version or another of SAP CRM 3.0 - CRM 4.0, since 2003, We rolled out the SAP GUI based Interaction Center for Sales, and Customer Service inorder to track,
prospects and customers and all associated activities. We also rolled out Campaign management garly on in order to send out email blasts to our account base and to replace a less than reliable
BT sysktem,

all of the SAP CRM system releases have been functional, but never well accepted or particularly liked, Out of the 50+ users we have in the syskem, there were only about 10 users that could
comfartably navigate within - it basically had become "shelfware”,

It is and was always about the User Interface...

In late 2007, the sales management team asking For a better "sales" solution tool, They had seen and proposed going to a Salesforce, com solution because it was instantly understood and
management could better view what leads they were actively pursuing,

The ROI was simple, if we could increase usability to help sell just one more aircraft -it would pay for itself!

Reviewing Salesforce.com it was apparent that the usability would be high, but the inteqration already established with SAP (HR. arg skructure, material masker, customer masker, equipment
recards, Adobe Forms integration) would have to be developed or dropped. Moving away from S&P did not make sense from a data or integration perspective,

The Eclipse Aviation internal SAP team had seen the 3AP on-demand product and instantly saw usability improvements, e asked our SAP account representative about what version supported
the new User Interface (L), We were kold that it was an inkerim release version that was currently in Ramp-up: CRM 20065, We applied Far ramp up immediately, (We have participated in Ramp-
up projects in the past and are comfortable with the process and the risks associated.

In January 2008, CRM 2007 came into ramp-up and we switched our request bo that wersion. e finally received the software in mid January and had a Sandbox loaded For testing lake in
Jaruary,

The Project

We called it a Technical Upgrade +:

Functionality the users had in the CRM 4.0 would remain the same with almost no dewviation,

The UL and the way the data is accessed would be different,

This was gaing ko be a shaort implementation, the sales beam was driving hard For a better interface ASAP and the budget was not unlimited.

Our system was ideal For a short implementation: very Few custom developments, \We had a small but strong Functional and Technical team in place and were enthused about the upgrade.

The Rollout and reactions

€

[»

[ [ |5 [@ Trusted sites



Encourage Customer Blog Entries:
Product Reviews

Blogs
SAP CRM 2007 Test Drive at Mayo Clinic B subscribe
Erian Brost &L print
Business Card e 2 i
Company: Mayo Clinic {Mava Collaborative Service, Inc.) o T

Posted on Aug. 04, 2003 01:55 PM in CEM

Mayo Clinic - who we are - how we currently use SAP CRM

Mayo Clinic's DLMP delivers high-quality laboratory testing services to the skaff of Mawvo Clinic and thousands of health care organizations around the world. The deparkment performs more than 17
million laboratory tests annually and touches mare than 4 milion patients warldwide through its labaratory sites in Rochester, Minnesota, Jacksonville, Florida, and Wilmingtan, Massachusetts,

We are using SAP CRM to support sales and services within Mavo Clinic's Department of Laboratory Medicine and Pathology (DLMP). Cur current implementation of SAP CRM 5.0 is primarily
providing SFA functionality to our sales departments and call tracking and escalation For a portion of our call center, ©Our long-term wision for CRM is to Fully support the 247 call center which
handles cver a million calls per vear in addition ko serving as the source of all our client information and inkeractions For our external laboratory business.,

Our Goal...Improve User Adoption

Ip to this point in time, we have experienced challenges in user adoption mainly due to the usability of our current wersion of CRM, While we realize usability is not the only gap that we hawve vet
ko tackle before realizing additional value For CRM, it's been the most "visible" and highly communicated to date, Cur leadership group also recognized the dependency that usability has on
adoption and, subsequently, business value when dealing with CRM, This was our catalyst to seek out solutions For usability,

Positive User More User Increased

Experience Adoption Business Value

Maturally we were excited ko see SAP's new CRM 2007 and its Focus on improving the user experience. Howewver, there was some warranted hesitation by our leadership group ko simply Fund an
upgrade, They wanted assurance that this would truly resolve the issues they were hearing about in terms of usability- despite the demos that were previoushy seen. Therefore, when our
planned implermentation partner For CRM 2007 proposed a hosted CRM 2007 sandbox, we Figured this could be the "proof of concept” that we need.

Our decision was to let our business users "test drive” it for themselves using Infrastructure as a Service {Iaas) and determine if the new interface would resolve the
current pain points.

Hosted SAP CRM 2007 Sandbox Frvironment



Encourage Customer Blog Entries:
Configuration Guides

Blogs
CRM: Contact Center Simulator Setup EY subscribe
Stephen Johannes £ print
Business Card = -
Company: Bunge Morth America |_] Bermalink

Posted on May. 21, 2008 06:40 AM in CEM

Introduction

¥ou hawe just been asked to give a demo of the CRM IC webclient and need ko setup the contack center simulator with wour CRM syskem, You have looked at the standard documentation and
realized there are some "gaps". WWe will go through this process ko eliminate those qaps. \We will Focus more on how bo puk the configuration skeps together, rather than how b perfarm each
skep.

Prerequisites

Your CRM 522007 system should be a dual-stack installation.  This means vou have a SAP Java installation available, ou will also need Full 12EE admin rights on waur CRM java stack and access
to 5M59 plus the IC webclient customizing steps, we assume you understand basic CRM IC webclient configuration,

Reference Materials

The following SAP standard help documentation will give you a betker understanding of some of the steps we perform below:
11 - Dwerview SAP Help -

http:ffhelp. sap.comisaphelp nwi4sibelpdatalent46/0aaadqabb314doe10000000a155369)fr ameset. htm

Security Guide BCE/TCI SAP Help -

http:ffhelp sap.comisaphelp nw?0fhelpdata/EM 9 /3688408bc0bb4de 1000000021 55000/ frameset . hkm

Configuration Procedure

Step 1: Turn on the nodes in SICF on the CRM ABAP stack

1 mention this skep First as it is not in the standard documentation and was the root of my pain during my initial sekup, In arder for the CCS simulator ko work the Follawing ICF nodes must be
activated:

w  fdefault_hostfsap/bcsoap/ici
w  fdefault_hostfsapibofsoap/TCI_CCS

Step 2: Define the Simulator destination in SM59

¥ou will create a new HTTP destination type G that has the Following properties:
# Target Host: java stack app server FQDN

[»

|&] Dore [ o !_é_ |8 Trusted sites
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John Burton &7
Company: SAF

John Burton is a simple man with a computer kevboard and a desire to change the way CRM software is developed, deploved and used. John was born on an Indian reservation in Michigan's Upper
Peninsula, He was educated in the streets and public school system of Lansing, Michigan where he received acclaim as a writer, personally receiving an award from the Mavwar of Lansing, He
attended the University of Michigan (Ann Arbor) on a full scholarship, where he studied contemporary American poetry, After quickly realizing that very Few "poet wanted" job ads appeared in the
newspapet, he went back to school and received an MEA From Central Michigan University where he taught businesss computer classes to undergraduate students, John joined SAP Labs in 1999 and
has worked with the CRM Interaction Center team For over 8 wears. In his free time, when not Elogging, John enjoys reading and writing poetry. John is currently writing a book, about the SAP CRM
Interackion Center For SAP-Press that he hopes will become an inkernational best seller. John's Firsk book, "4 Detailed Study of the Underground Mating Habits of Moles," Failed ko sell many copies
outside of academic circles!

Spell Check Integration with CRM and IC WebClient?

Update; Apply SAF note 1169540 to enable right-click context menus, required For certain third-party spell-check tools, End-of-update. Explore the different options For integrating third-party and
browser-based spell checking tools into the IC WebClient and CRM WebClient, 4or. 74, 2008

Comments: 0 Rank: 7090 Page Yiews: 716 (3tats updated nightly)

SAP Insider - CRM 2008 Post Presentation Q8 - The Fundamentals of SAF CRM Interaction Center

This is one in a series of postings by the presenters of the SAP Insider Conference "CRM 2008" held in Las Wegas, March 2-5. The commenttalkback Feature below provides an opportunity For
attendees ko interact directly with the presenters and comment or ask questions about their respective CRM presentations, Mar. 3 S008

Comments: & Rank: 6923 Page Yiews: 789 (3tats updated nightly)

SAP Insider - CRM 2008 Posk Presentation Q&8 - What's new in the SAP CRM Interackion Center For SAP CRM 20065 and SAP CRM 2007

This is one in a series of posktings by the presenters of the SAP Insider Conference "CRM 2008" held in Las Wegas, March 2-5, The commenttalkback Feature below provides an opportunity For
attendees ko interact directly with the presenters and comment or ask questions about their respective CRM presentations, Mar. 3 S008

Comments: 3 Rank: 6319 Page Yiews: 730 (3tats updated nightly)

Does Automaked Outbound Dialing Fit in Your CRM § Call Center Skrategy?

Learn how automated outbound dialing modes such as preview dialing, power/progressive dialing, and predictive dialing can be leveraged in wour call center as part of wour Customer Relationship
Management (CRM) strategy, Jan. 15 008

Comments: 1 Rank: 6442 Page Yiews: 936 (3tats updated nightly)

What is Computer Telephony Inkegration (and Why Do I Meed 1673

Learn about Computer Telephony Integration (CTI) and Mulbi-Channel Integration for the SAP CRM Interaction Center, Add telephony, e-mail, and chat ko your call center, contact center,
interaction center, ar customer care center, Scf. 28 2007

Comments: 1 Rank: 4179 Page Yiews: 2285 (3tats updated nightly)

SAPphone versus ICT (Inkegrated Communication Interface)

Learn about bwio opkions For enabling computer kelephony inkegration (CTI and mult-media integration inta the CRM Inkeraction Center: SAPphone and ICT (Inteqgrated Communication
Interface) Ot 25 S007

Comments: 2 Rank: 4763 Page Yiews: 1937 (3tats updated nightly)
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elect Systems Now

Iuddd, Product Group St

Available with Ubuntu 8.04 Fri. Jul. 13, 2003

After manths oftesting and development we are ready to release Ubuntu 8.04 (Hardy Heron) on select Dell consumer systems.
For consumers in the United States, France, Germany, Spain, Canada, United Kingdom and many Latin American countries (like
Mexico and Colombia) Ubuntu 8.04 will he offered on the =FPES M1 3300 and Inspiron 15258 notebooks and the Inspiron 5300
Click on any of the country links above or go to wasy. dell comfubuntu to place your order. 2

In early August, we will also add the ¥PS M1530n and Studio 148n to the line-up: This is just in time far LinusYorld where we will
patticipate in a numhber ofthe conference sessions. That will he your chance to hear directly about what's been accomplished
over the lastyear and where we see it gaing in 2009,

In her post, Anne Camden mentions some ofthe new features the Ubuntu 8.04 brings. Beyond that, we took steps to make aur
Linux images more accessible to a alobal audience by including the ability to select vour languadge during the first boot process.
VWhile this does not mean we're shipping in every country {yet) it's a step inthe right direction. Stay tuned for a technical details
post from John Hullwill provide a good overview of the worko we did an the new release. Similar post from him on Uhanty 7.04
and 710 releases have proved to he pretty popular with the Linux community.

digi l.del.icin.us email this A2 comment{s)

Wal-Mart to Test Solution Station Concept with Support from Mon. Jul. 14, 2003
Dell

by Dowenis Deering, Director—Retail Services

You may recall that in April, Lionel blogged about our intent to develop premium services and services in retail. Well, today we
have a little mare infarmation to share—specifically a concept Wal-Mart will beagin testing in select stores called Salution Statian
by Drell.

These senices are designed to make it easier and more affordable for people to set up and use digital lifestyle technology.
Beginning this manth, Wal-Mart will be testing Solution Statian by Dell services in about a dozen Dallas-area Wal-Mart stores.

These services will bhe available on Dell and other branded systems and include things like home television installation, PC set-
up, wireless network set-up, computer upgrades, services designed to protect computers and in-home training. Wal-Mart
customers in the test locations can also sign up for basic computer support and repair for their laptops and deskiops.

Wie'll keep you posted aswe explore different ways to support aur retail partners inthe marketplace.
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4) Wikis

What is it?
A wiki is a collection of web pages that people can edit or contribute to collaboratively

Goal

Provide your ecosystem (customers, partners, etc.) with collaborative Web tools that allow
users to edit documents, share ideas, or monitor the status of a project

Usage
Public/private, collaborative creation and maintenance of information, documents or projects

Benefits

Reduces workload on your company’s product management and information development
organization

Increases timeliness, relevancy, and accuracy of information about your products and their
usage by customers

Allowing various experts to collaborate on documents and projects



Enable Collaborative Creation and Maintenance of
Information with Wikis

My Home = Wiki Sandbow > Home = Usage of Shared buffer concept in JIT (Industry specific Aukarnative) | Search |
Usage of Shared buffer concept in JIT (Industry specific Automotive) welcame: John Burkon | Histary | My Prefererces | &

| View || Edit || Comments (0) || Attachments {0) || Notify Moderator || Info || Request Points H Points | @) Additional Features 2% Add Page [ Add Mews

|#% Add Diagram

Added by YIIAYESH ¥.% |, last edited by MIIAYESH Y. on Aug 05, 2005 (view change)
Labels: (Mone) EDIT

Introduction

In T, the basic data is Fetched and stored in the shared buffers to avoid
frequent access ko the database kables, This concept of shared buffers is

mainly to reduce database access, The master data is accessed once and stored in this temporary storage and any Further access is o the buffer and not the database, The key reason is
performance improvement and reduce load on database,

Function

In JIT whenever the master data is changed[ JIT customer daka , JIT Material data , JIT component group data ] the changes are updated in the database and nok in the shared buffer, Hence
the reorganization of the buffers needs ko be trigogered manually

through the transaction JITR { report - RIITMRECOL)

Dptions in JITR

1)Recreate basic data in shared buffer

The First option refreshes the shared buffers,
JIT customer data - Data in Table JITCU is present in the buffer table JITSE (CU)
JIT material data - Data in Table JITMA is present in the buffer kable JITSE (MA)

JIT part group - Data in Table JITPG is present in the buffer kable JITSE(PG)

ZiReorganize JIT material master data




Introduction

Public discussion forums

Closed-door private online communities
Blogs

Wikis

Conclusion



To Blog or Wiki?

Open discussions or closed doors?

Blog
Written by an individual
Published once and not ever changed/updated
Short, journal-style entries
Sorted by entries in reverse chronological order

Public Online Discussion Group
Open to the world
Appropriate for most general topics
Anonymous (guest) users or registered users
Limited IP protection and confidentiality

Wiki
Worked on by teams or groups
Regularly modified/updated
Larger articles or projects
Organized logically by topic

Private, Closed-Door Online Community
Invitation only, closed-door format
Ideal for IP relevant or confidential topics
Only registered, password-protected users
Fully supported by non-disclosure agreements



Summary: Use Web 2.0 to Drive Communication,
Collaboration, Adoption, and Co-Innovation

Communication Channel -
Reach out to customers and users “in context”
News channel
Support product launch

Interaction Channel -
Enable customer-to-customer interaction
Enable company-to-customer interaction
Virtual networking

Support Channel -

Implementation support
Problem solving
Sharing best practices and experiences

Feedback Channel -

Discuss ideas
Get feedback
Build better products



Timeline for Engaging Your Customers to Collaboratively
Define and Build Products

A

Deep Ocean of
Engagement

Market
aguiremen
CO-INNOVATE

blogs INTERACT &
COLLABORATE

news podcasts

COMMUNICATE
& CONNECT

USER GENERATED CONTENT

information videos

Wet Toes =P Knee Deep =P Neck High



Example of Success That Can Be Achieved with Web
2.0 Tools

Example of success that can be achieved with Web 2.0 tools. SAP launched
a new online forum (for one product area) in December 2007

140 blogs since launch

2,500 views of one customer go-live blog
7,000 homepage hits in one month
35,000 views of video clips

85,000 forum contributions/postings
800,000 forum visits (views)



Web 2.0 Risks, and Ways to Deal Risks

While there are many advantages to using Web 2.0 tools to allow your ecosystem to
assist you with your job, there are also risks.

Disgruntled employees, customers or competitors may abuse the system
Users may not be aware of the rules of engagement
People might have the motivation to get involved, but not the required skills

Things you can do
Clearly state and enforce the rules of engagement

Enforce proper etiquette and behavior using moderators — trusted expert users (from within
your organization or outside)

Utilize a peer-awarded point system to identify top experts versus “trolls”

Implement a mentor program where top experts coach new bloggers on proper techniques
and etiquette



(Properly) Motivate Your Ecosystem to Participate

There are a number of simple and inexpensive ways
to encourage individuals to participate

Provide useful content, resources, and networking
opportunities that help people do their jobs

Points-based incentive systems with rewards (even just
inexpensive token gestures) can be a highly powerful

Personal recognition of top contributors (e.g., monthly top
3) can foster friendly competition

Featuring top contributors prominently in articles,
presentations and real-life events also encourages further
participation and motivates individuals who are looking for
new career opportunities, promotions, or just some (well-
deserved) recognition




Questions?



