Telephony or CRM?

Jan Ferjo, CEE Business Development

22.10.2009

THE BEST-RUN BUSINESSES RUN SAP™




1. Contact Center — Pain Points and Current Demand

2. Contact Center — SAP approach
3. SAP Business Communications Management
4. Wrap Up

© SAP 2009 / Page 2




1. Contact Center - Pain Points and Current Demand
Communication in the modern corporate world
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Intelligent Communication should provide companies with the following:
= Better business agility
= Improved customer satisfaction
» Faster problem solving
= Better bang for the buck
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1. Contact Center - Pain Points and Current Demand
Inefficient Operations and Poor Customer Service Drive Increased Costs

and Customer Churn w

Uncoordinated and inefficient contact center operations, complex systems with limited end-to-end

integration and low service levels with poor customer satisfaction drive costs and customer churn.

Limited visibility to performance
Inability to get the facts on performance
Low customer satisfaction No visibility to how corrective actions are paying off

Complex customer service request
leading to long response times and

low quality responses Contact Center ./0 Complex systems architecture
Inconsistent customer experience Management ClO's A Limited integration to back-end
across channels R Office systems
. .
Contact 5., — IaneX|_b|I|tyto scale up or down
Center g} p capacity
Site s v, o

Tedious system updates

Back-office
and Field
Contact
Center
Site

*’ Inefficient resource utilization

Distributed resources and know-how not used
for customer service

Unable to temporarily upscale or downscale
resources to respond with variationsin
customer demand over time
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1. Contact Center - Pain Points and Current Demand
Aligning Stakeholders to Achieve Superior Customer Service at Lower
Costs

CEO / COO

CIO
. . Communications
Customer Service Customer Service
Infrastructure and
Processes Contact Center -
Applications
How do | monitor, control How do | improve service How do | reduce system TCO
and develop our customer quality while reducing costs? while improving business
service operations? responsiveness?
m Cost m Cost per contact m System TCO
= Quality m Service levels m Flexibility, scalability and
= Customer satisfaction = Customer satisfaction reliability
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2. Contact Center — SAP approach
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2. Contact Center - SAP approach
SAP CRM Contact Center solutions overview

SAP BCM offers customers a range of contact channels and provides

unified routing and queuing with integration to SAP CRM Interaction Center

SAP BCM SAP CRM
S Interaction
= Center
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SAP CRM

SAP Business Suite

Reporting :
Integration SAP BW /Analytics
|
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3. SAP Business Communications Management
Transition from Isolation to Integration

Transition from Isolated Silos to Integrated Systems

Isolated Communication Silos Integrated Business Process Applications
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3. SAP Business Communications Management
Summary

Software based All-IP Contact Center and Telephony solution for inbound and outbound
Multi-channel (Phone, Fax, E-mail, Chat, SMS and Web)

Fully integrated in and with mobile phones

Integrated module of the SAP CRM Suite
No complex CTI-Middleware necessary
PopUp of customer data

Integrated with CRM telephony toolbar
Integrated reporting capabilities

Kontakdbistorie

BCM is running on standard IT hardware (PC's, Gateways, etc.)
Open standard interfaces to integrate with 3rd-party systems

SAP BCM seamlessly integrates communication technology with customer
facing business processes and systems to improve customer service and
business process performance
It does this by providing a flexible

out-of-the-box integrated with SAP CRM IC
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3. SAP Business Communications Management
SAP BCM dashboard
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3. SAP Business Communications Management
Business value breakdown

m Manage distributed cross-functional resources

m Leverage corporate knowledge
m Provide a seamless customer experience across channels

Faster response times, and improved contact quality
and first time resolution rates

Better service
to customers

Consistent service across contact channels

Proactive customer need analysis and fulfillment

Higher team and personal efficiency
Improved
internal Improved business process performance and quality

performance
Better visibility and control to customer facing operations

Minimal or no hardware and software investments

Lower system
TCO

Lower installation, integration and maintenance costs
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5. Wrap Up
Deliver Superior Customer Service at Lower Costs with SAP
Contact Center Solution

SAP enables efficient, consistent and superior delivery of customer service at lower costs.

Real-time view and control over operations

Improve customer satisfaction = Know exactly what needs to be improved and where
m Leverage expertise in the back-office and in the required savings can be found
the field to route customer contacts

immediately to the best available people = Take corrective actions with immediate effect

m Provide consistency and quality across Contact Center
multiple contact channels Management w\. Cost effective and simplified
ClO’s architecture

Office

= Monetize existing investments with
end-to-end integration

Contact
Center

Scale up and down in single user
increments

Short time-to-value with rapid
deployment

Flexibility in resource utilization

= Reduced time spent on each interaction with
intelligent routing to experts and automation of
routine tasks

m Flexibly increase or decrease capacity for
customer interactions without increasing
headcount by leveraging idle resources in the
back-office
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5. Wrap Up

SAP Contact Center Solution
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Decreased average call handling Saved over 60% on customer
time by ~20 seconds per call service labor costs by leveraging
With about 17 million incoming the existing back-office

calls on annual basis, achieved resources from remote locations
~10% savings in contact center Increased response rate from
operating costs 50% to 94%

SAP leads by providing high-volume, global deployment capabilities. SAP can
offer an end-to-end contact center solution and support communication-enabled
business processes with SAP CRM as the hub of customer interactions and with
SAP's Business Communication Management.

SAP CRM's strength lies in its ability to tie customer service to other back-office
processes, including manufacturing, distribution, finance, and marketing. The

product is designed to handle high-volume global requirements. ”
FORRESTER

The Forrester Wave: Customer Service Software Solutions, Q4 2008
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No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of SAP AG. The information contained herein may be changed
without prior notice.

Some software products marketed by SAP AG and its distributors contain proprietary software components of other software vendors.

SAP, R/3, mySAP, mySAP.com, xApps, XApp, SAP NetW eaver, Duet, Business ByDesign, ByDesign, PartnerEdge and other SAP products and services mentioned herein as well as their
respective logos are trademarks or registered trademarks of SAP AG in Germany and in several other countries all over the world. All other product and service names mentioned and
associated logos displayed are the trademarks of their respective companies. Data contained in this document serves informational purposes only. National product specifications may vary.

The information in this document is proprietary to SAP. This document is a preliminary version and not subject to your license agreement or any other agreement with SAP. This document
contains only intended strategies, developments, and functionalities of the SAP® product and is not intended to be binding upon SAP to any particular course of business, product strategy,
and/or development. SAP assumes no responsibility for errors or omissions in this document. SAP does not warrant the accuracy or completeness of the information, text, graphics, links, or
other items contained within this material. This document is provided without a warranty of any kind, either express or implied, including but not limited to the implied warranties of
merchantability, fithess for a particular purpose, or non-infringement.

SAP shall have no liability for damages of any kind including without limitation direct, special, indirect, or consequential damages that may result from the use of these materials. This limitation
shall not apply in cases of intent or gross negligence.

The statutory liability for personal injury and defective products is not affected. SAP has no control over the information that you may access through the use of hot links contained in these
materials and does not endorse your use of third-party Web pages nor provide any warranty whatsoever relating to third-party Web pages

Weitergabe und Vervielféltigung dieser Publikation oder von Teilen daraus sind, zu welchem Zweck und in welcher Form auch immer, ohne die ausdriickliche schriftiche Genehmigung durch
SAP AG nicht gestattet. In dieser Publikation enthaltene Informationen kénnen ohne vorherige Ankiindigung geéndert werden.

Einige von der SAP AG und deren Vertriebspartnern vertriebene Softwareprodukte kdnnen Softwarekomponenten umfassen, die Eigentum anderer Softwarehersteller sind.

SAP, R/3, mySAP, mySAP.com, xApps, XApp, SAP NetW eaver, Duet, Business ByDesign, ByDesign, PartnerEdge und andere in diesem Dokument erwahnte SAP-Produkte und Services
sowie die dazugehdrigen Logos sind Marken oder eingetragene Marken der SAP AG in Deutschland und in mehreren anderen Landern weltweit. Alle anderen in diesem Dokument erwéhnten
Namen von Produkten und Services sowie die damit verbundenen Firmenlogos sind Marken der jeweiligen Unternehmen. Die Angaben im Text sind unverbindlich und dienen lediglich zu
Informationszwecken. Produkte kénnen landerspezifische Unterschiede aufweisen.

Die in diesem Dokument enthaltenen Informationen sind Eigentum von SAP. Dieses Dokument ist eine Vorabversion und unterliegt nicht lhrer Lizenzvereinbarung oder einer anderen
Vereinbarung mit SAP. Dieses Dokument enthélt nur vorgesehene Strategien, Entwicklungen und Funktionen des SAP®-Produkts und ist fir SAP nicht bindend, einen bestimmten
Geschaftsweg, eine Produktstrategie bzw. -entwicklung einzuschlagen. SAP ubernimmt keine Verantwortung fiir Fehler oder Auslassungen in diesen Materialien. SAP garantiert nicht die
Richtigkeit oder Vollstandigkeit der Informationen, Texte, Grafiken, Links oder anderer in diesen Materialien enthaltenen Elemente. Diese Publikation wird ohne jegliche Gewéhr, weder
ausdricklich noch stillschweigend, bereitgestellt. Dies gilt u. a., aber nicht ausschlie3lich, hinsichtlich der Gewahrleistung der Marktgangigkeit und der Eignung fir einen bestimmten Zweck
sowie fur die Gewahrleistung der Nichtverletzung geltenden Rechts.

SAP ubernimmt keine Haftung fur Schaden jeglicher Art, einschlief3lich und ohne Einschrankung fur direkte, spezielle, indirekte oder Folgeschaden im Zusammenhang mit der Verwendung
dieser Unterlagen. Diese Einschrankung gilt nicht bei Vorsatz oder grober Fahrlassigkeit.

Die gesetzliche Haftung bei Personenschaden oder die Produkthaftung bleibt unberiihrt. Die Informationen, auf die Sie moglicherweise Uber die in diesem Material enthaltenen Hotlinks
zugreifen, unterliegen nicht dem Einfluss von SAP, und SAP unterstitzt nicht die Nutzung von Internetseiten Dritter durch Sie und gibt keinerlei Gewéhrleistungen oder Zusagen Uber
Internetseiten Dritter ab.

Alle Rechte vorbehalten.
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