Beginners guide to CRM Interaction Center (IC)
Winclient setup
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Applies to:

SAP CRM 4.0 and higher

Summary

The Interaction Center forms the foundation for collaboration and Communication. This component of SAP
CRM solution provides an integrated and scaleable workplace for processing inbound and outbound
contacts.

During the installation and configuration of the Interaction Center, you need to determine the layout of the
agent, agent group, or entire call center.

In this tutorial we will discuss the steps to undertake necessary customization, configuration and tailoring
tasks to implement the CRM Interaction center (WinClient). SAP provides many standard profiles which can
be customized. In this tutorial we will copy and customize SAL_TELE profile.
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1 CRM Interaction Center

The Interaction Center forms the foundation for collaboration and Communication. This component of SAP
CRM solution provides an integrated and scaleable workplace for processing inbound and outbound
contacts. It is also the central instrument for opening up all customer communication channels.

1.1 Features of CRM Interaction Center
Multi channel access
- Telephony capabilities: Phone, email, Chat, Voice over IP, web browsing, fax
Primary business scenarios
- Telemarketing
- Telesales
- Customer Service
- Analytics
- Supporting Processes
Integration with logistics and financials

Leverage existing legacy systems (SAP & non-SAP) to check availability to promise and customer invoices
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1.2

Business Scenarios

Customer Service

Handle complaints
Schedule service calls
Answer technical questions
Assist with returns

Telesales

Provide product information
Provide quotes

Close deals

Selling of products & services
Create product proposals

Telemarketing

Call list creation and assignment
Campaign execution

Lead qualification

Outbound dialing integration
Prospect contact management

Supporting Processes

Workforce management

Alerts and messages

Workflow management
Knowledge management
Scripts and surveys

CTI (Call Telephony Integration)
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2 CRM IC Win client Architecture
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3 Layout: IC WinClient Components
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The layout of Win IC screen can contain up to 7 slots. These slots can be configured to place required
components as shown above. You can rearrange these components amongst the slots, and add/remove the
components.

There are 3 possible screen frameworks, in which you can arrange these slots,
- L-shaped with call state
- L-shaped without call state
- Vertical

The layout above is arranged in L-shaped with call state. L-shaped without call state is same as L-shaped
with call state except that the ‘Call State’ component will be moved to bottom of the screen layout.

Incase of Vertical, all the slots are arranged one after the other in one column.
The entire layout is managed with 2 main components - Framework and the Profile.

Framework allows us to design the layout by placing the slots in required manner and assigning the
components to these slots. Framework contains both Visible and Hidden Components.

There will one main Profile to which the Framework is attached. This main Profile will in turn contain Profile
Attributes/Profile Categories. All the Profile Categories in this list will appear as components (defined in the
Framework) in the IC WinClient with the profiles listed. So these Profile Categories gives us more
customization options to select various profiles for each of the components defined in the Framework.
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4 Launching IC Winclient

The logged in user can launch the Interaction center from transaction /nCICO from easy access menu
Interaction Center - Interaction Center WinClient >CICO - Interaction Center WinClient

In call center from Menu Agent > Frame Status, you can see all the visible and hidden components. It also
displays the Customer Interaction Center Profile attached to the Frame Work.

5 CIC front office Framework configuration

The Framework ID is the identifier of a Framework, the set of hidden and visible components to execute in
the Interaction Center (IC) WinClient Front Office.

The following steps will assist you in customizing the agents or agent groups Call center layout.

e This configuration is done from SPRO - Customer Relationship Management-> Interaction Center
Winclient> Definition of Front Office Framework - Define Framework ID and Parameters
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Definition of the Front Office Framewaork
[E &b Maintain Window Title

q
e

e Select suitable SAP delivered profile (Eg, ‘TELEPHONY’ ) and copy all the Visible and Hidden
Components to ‘ICWIN_Frmework’
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Edit

Selection Milities
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Change View "Framework ID and Parameters": Delails of Selected Set
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J

Dialog Structure
= SAFramework |0 and Parar
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[ Assignment of Hidde

Desctiption Telephony Enabled
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Framewark Scree
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You can copy the entry
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L-Shaped with Call State
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| only copy entry |

Cancel |

e You can go through the details of Visible and Hidden Components , the Column ‘Variant’ describes how
many lines each slot occupies on the screen (eg: 1line, 2 lines or 3 lines). Column ‘Comp. ID’ allows you

to position the components on the screen.

Edit

Selection  Utilities tem

Foto

Help

a0 @@ SHE DL BE @

Change View "Visible Components”: Overview
"2 MNewEntries [ B & EIE)

Dialog Structure Frarmewark 1D ICWIN_FRAMEWORK
& [(JFramework ID and Parar Description Telephony Enabled
 SWvisible Components Framework Screen L-ShapedWith Call State &
[ Component Cant
[(JAssignment of Hidde
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Position Comp.lD Wariant Upper Lowwer Component description
Slot 1 of m. & CSEARCH_DISP (= | [ |LOOK-UP FUMCTIONS [«]
S1ot 2 of m.. Z|CALL_STATE |DEOZ2 1 ] CALLER STATLIS E
Slot 2 of m.. E|5CRIPT_DISP 1 ] DISPLAY SCRIPT
S1ot 4 of m.. B |AEOX_SLIM 1 [ ACTION BOX L
Slot § of m..ZNAY_AREA 1 [ |mavigation Area
Slot & of m.. 2 AFPL_AREA 1 ] |Application Area
Slot 7 of m.. B QUICK_KEYS 1 ] QUICK KEYS
&l
El

e Save the Framework to a change request
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5.1 CIC Profile Definition

The IC WinClient profile is collective profiles where you group all the hidden and visible components you
want to use in the IC WinClient. For each of these components you can again select a profile.

This configuration is done from SPRO - Customer Relationship Management-> Interaction Center Winclient
- Define IC Win client Profile

== Interaction Center YWinClient
P @f Definition ofthe Front Office Framewark
2 &b Maintain Window Title
(= (& Define Framewark ID and Parameters
[=5 & Maintain Function Key Assignment
Component Configuration
Multichannel Interface
Call Lists
Application-Specific Settings
E Business Routing
Info System
= &b Define ICWinClient Prafile
(=% &b Install Broadcast Messaging Server

el v e v v

—

e Select Sales Telephony Profile — SAL_TEL rename it to ‘ICWINPRO’, change the profile
description as needed and copy all the components.

Change View "Profiie definition": Overview
%2 | MewEntries 3 B EE

Dialog Structure Profile definition _{
2 i Profile ':'Eﬂ”m'_:'” | |Profile  |Profile Description Frarmewark |0
(T Prafile attributes ISAM_PB2 |5-Autamotive Wide Ve, Loc. I5AM_FRME1 A =]
ISHT_F@1 15-High Tech Entitterment Loc. NON-TELEPHONY |4 |[*]

ISMBRET | 5-Media NON-TELEFHONY A

FR_MIEX |Default Profile with Ext.Inbox MOMW-TELEFHONY |8

SAL_NTEL |[Default Sales Mon-Telephony MOW-TELEPHONY  |&

SAL_TEL |Default Sales Telephory TELEPHONY A

SBLN_TELiSurvey Blended Telephony TELEPHONY h
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Change View "Profile definition”: Overview of Selected Set

Dialog Structure Prafile definition

= FILL‘IDﬂIE definition Frofle  |Profile Description Framewark |D
Profile attributes ICWINPRF Profile for IC Win - CRMGeri. TELEFHONY

: capy all
anly copy entry

e Save the Profile to a change request.

5.2 Linking CIC Profile to Framework

e Change the Profile you just copied in the above step.
e Link the CIC Framework you created earlier to this profile by replacing the ‘Framework ID’ to

‘ICWIN_FRMEWORK'".

Change View "Profile definition”: Overview

ARG I EE R
E Framework 1D

5| CICFRAMEWORK
E{ |CWIN_F RAMEWORK]
Sligan FRMOT

Dialog Structure Frofile definition
7 I Profile definition Profile  |Profile Description Framewark O
(3 Profile attfibutes Profile far IC Win - CRMGeni TELEPHONY A |[]

I o -]
I
T_ Restrictions |
1= 7
I

e Save the Profile changes.
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6 Organizational Management set up

The IC profile should be assigned to an agent, agent groups or organizations in the Organization Structure at
Organization Unit or Position level. By this you can group the agents by roles, skills or work area. Specifying
an IC profile on a higher organizational level is recommended as it saves you from assigning an IC profile to
each and every agent

e Change an Org unit/Position from transaction PPOMW or from Easy Access Path — Interaction Center >
Supporting Processes - IC Structure > Change Organization and Staffing

B ] E-Selling
= (A Interaction Center
> [ Interaction Center WinClient
[> [ Interaction Center WehClient
[ ] Interaction Center Waorkforce Management
v {3 Supporting Processes
[» [ Business Routing
[ 1 Call Lists
= {3 1C Structure
I‘E]?J PROCWY - Create Organization and Staffing
@ PP - Chande Qrganization and Staffing
Gﬁ PROSWYW - Display Organization and Staffing

e Select the desired position within the Organizational Model and then navigate to, Menu Goto - Detalil
object & Enhanced object description

arganization and Staffing Edit

Goto Settings Help
& zf < | & Detail ohject . Enhanced ohject description

Eole maintenance

S1Em

Organization and Staffing (Wo

Switch views. ..

Back F32
| = = | 1062572005 + 3 Months
Find by ' Gz ||| O | 0 o8 [C | @) - |« Il &2 S| 6=
7 8 Fosition E Task assignment
fHl search term [=ll|= [ company BF far CRM
Bl Structure search ] [» [ BF Marketing Qrganization
[ &g Joh [» [ BP Sales Organization
 [& User =2 [ BF Service Organization
[» =& workflow template [» [ BF Service
> 2 Standard task [» [ BF Service Technicians Group
I & Task ¢ [ BF Interaction Center Service
[» 33 Task Group I B ICService Manager
€, Rule > > & ICService Agent
E Ohject histarny =1 [»2 8 1z Complaint Agent

e Select the infotype corresponding to the WinClient Profile and then use the button to create the infotype
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v|< Hieae DHE DDLD BE @

Maintain object

P02 snBE|2 1

Current plan

Fosition

_5I]EII]21 a7

@ Petiod

From  05.05.2006 fo 31.12.0899

) Today

Al

) Fram eurr.date
() To current date

= et |

) Current week
) Current manth
O Lastweek

) Last month
) Current Year

e Select the WinClient Profile ICWINPRO’ you had created from the drop down list and then Save
Create IC WinClient Profile

| Fast data entry || Infotype documentatian |

Restnchions: l

ROOEERER

m_ Profile Description

Q0000001 Default Profile

BLHMD_TEL Default Blended Telephorny
BLK_MTEL Default Blended Mon-Telephaony
CICPROF  Default Sales Telephony

ElC Employee Interaction Center
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é Check the CIC Profile assignment to agent from transaction CRMM_CIC_APDISPLAY

7 Telephony Settings
e Do the Telephony Server setting from transaction SPHB

e Maintain the Agent Settings for Telephony from transaction SPHA

JH I Ca@ S HEE £
SAPphone: Administration

| Wark center || Lser settings |

[22s Sirmulate inbound call

e Assign agent to Telephone No., Telephone Server from ‘Work Center’ - Specific Settings

SAPphone: Work Center-Specific Settings

| Copy settings || Connection test |

Waork center-specific settings !

Work center 13 Ty . Workcenter-dependent
1. Telephone no. 32 Faor ACD functions @ Default
2. Telephone no. []Far ACD functions ) Default

Additional tel.nurmbers |

Telephony server [CIZSER] CIC Telephony Server E]@
Lser responsible CEMGEN

Current User CRMGEN

Host name

e Once the Telephone settings are done, you can also check the telephone connection by clicking the
‘Connection Test’ button.

¢ Now you can go back to main screen of SPHA transaction and do ‘User settings’ for the Call center
agent.
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IH I SCad S HER BT a8
SAFPphone: User-Specific Settings

| Availahle tasks {incoming and outgoing) |

CRMGEN
Display ofinbound calls
Mo display

& Dizplay inbound call
1 Btart task immediately

Task

[ ©nly start task if caller can be determined

Matification of call in absence
Message ifabsent for call
Mo expiration time

@ Expire after

Ciata areas for caller search for inbound calls
1

BHusiness Address Services

Mumber group far forwarding unanswered calls

zall center logon data

ser FPasswaord R EEEEEEENNEEEESEEEE LS

8 Activating the set up
Now to check your configuration, go to SPRO - Customer Relationship Management—> Interaction Center

Winclient > Component Configuration = Visible Components - Application Area > Agent Inbox Setting >
Activate Agent Inbox
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Display IMG

o @ | Existing BC Sets BC Sets for Activity Activated BC Sats for A
Structure
[ Internet Sales

[» Channel Management
[» Enterprise Intelligence
i @f Interaction Center Winclient
P Definition of the Front Office Framework
i Camponent Canfiguration
Yisible Components
[ Toolbars (GLI Status, Active Functions)
[Z5 £k Define Profiles for Search Strategies
[E (EF Define Reminder Scripting Profile
[E (&F Define Broadcast Messaging Profiles
[E &b Maintain HTML Configuration
[Z5 &k Define Configuration Profile far Transactions fram HTML
% @ Define Profile for Automatically Created Warkspaces
= B Application Area
5 Anent Inhox Settings
[E & Activate Agent Inbox
[E &F Define E-MailiFax Addresses
[E (EF Define Global Settings

Add your Profile ‘ICWINPRO’ by creating a new entry and select checkbox ‘Activate Agent Inbox’
New Entries: Detalls of Added Entries
v EE R

WSAP DEVELOPER NETWORK

Frofile [z WinClient Profile Rame (1) 19 Entries Found

R estnctions |

Activate Agent Inbox

| W
[ Use Inbax M[ﬁ]|[ﬁ|@| ==Y

Profile *
00000001
BLM_MTEL
BLMD_TEL
CICPROF
EIC
ICVWNPRFl
ISAM_PO1
ISAM_PO2
ISHT_PO1

(=] inlnliph

|[«][»]

Save changes to Transport Request.
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é Test your configuration from transaction CICO

9 Customizing Title

e You can also create a new title for the Framework, from SPRO - Customer Relationship Management->
Interaction Center Winclient - Definition of Front Office Framework - Maintain Window Title

= Interaction Center WinClient
P @f Definition of the Front Office Framework

..............................

(= &F Define Framewark ID and Parameters
[E & Maintain Function Key Assignment

[ Component Configuration

[ Multichannel Interface

e Create a New title ‘ZICWIN *

e This title needs to be attached to the Framework ID, from path - SPRO - Customer Relationship
Management-> Interaction Center Winclient - Definition of Front Office Framework - Define
Framework ID and Parameters. Select the Frame work ‘ICWIN_Frmework’ you created earlier and enter
the Title Code ‘ZICWIN'’ in the Title Number field.

Dialog Structura Frarmewark |0 and Parameters
s QFramework 1D and Parar ™ woinq[FramewarklD  [Test Title nurmber
7 [Jvisible Components |— > CICFRAMEWORE  |Cutom CIC TIT
[jA?sEﬂii?i?L?dodn; | /] IGWIN_FRAMEVORK Telephony Enabled IC Win ZICUIN
| W ISAM_FRMEA IS-Autamative (Mo Telephany) |IS.“.M_TEI1

e Save changes to Transport Request.

é Test your configuration from transaction CICO

10 Defining Custom Tool bar

A Toolbar contains the set of menu options and buttons that are available for the user. You can customize
the Toolbar by excluding function codes (buttons) by copying the SAP pre delivered GUI Status.

This is a 3 step process:

1. Create a new GUI Profile by copying the appropriate SAP’s pre delivered GUI Status
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This needs to be configured from path SPRO - Customer Relationship Management-> Interaction
Center Winclient >Component Configuration - Visible Components - Toolbars - Define Toolbars
and GUI Status

< = Interaction CenterWinClient
L= Definition of the Front Office Framework
w7 Component Configuration
4 Yisible Components
5 Toolbars (GLUI Status, Active Functions)

[E &F Deactivate Function Codes in Taolbars

I e T T TN SRR 3 TR

New Entries: Overview of Added Entries
=t = E

1 wWinZlient Application Toolbar

I_ Frofile Status
ICWINGUI FFSEQE E|
[ ory Info
[~
[~ Frogram Mame Report title
[~ Status Description
[~
= SOLPLCICE
PF5100 Interaction Center
[~ PF5101 Interaction Center
= FPF5110 Interaction Center
= PF5Z2E0 Framework Status
FFSZ2R0 Mon Telephony-Enabled PF Status
[~ PFS400 Call Manadement
= FPFSEE0 [ | Interaction Center Telephony-Enabled

2. Exclude the function codes from this profile. Eg; here in the image below we are excluding the ‘Blind
Transfer’ option from the tool bar.

Dialog Structure Toolbar Profile IGWINGUI
= [JToaolbar Profile

1 Excluded OKCode

Excluded OKCodes

| |E||D || (S]] ]
— [ Button Hame “|pescription

ml EALELLR Agent Login
N AGOT Agent Logout
— | ALTR Alternate

[ A S Answear
—PBTHMN B Transfer

The toolbar before excluding the function code
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IC WIN Client for CRMGEN

End Contact ﬁj‘ Ineeait | Answer | Hold | X Retrieve | Reconnect | Alternate | Endcall | Conference call || Blind transfer | \Warm transfer | Consult

The toolbar after excluding the function code

IC WIN Client for CRMGEN

End Contact §j| Imaeait || Answer | Hold | X Retrieve | Reconnect | Alternate | Endcall | Conference call | Wwarm transfer | Consult

3. Linking this GUI status to our IC Winclient main profile ICWINPRO’

Path in SPRO - SPRO - Customer Relationship Management-> Interaction Center Winclient = Define
IC Win client Profile

Change your IC WIN Client profile ‘ICWINPRO’ and attach your custom Toolbar GUI status ‘ICWINGUI’
Profile Attributes, Profile Category TBAR_PROF

Dialog Structure Profile
¢ [JProfile definition
=1 Profile attributes

ICWINPRO Profile for 1 Win - CRMGen
Framewark D ICWIN_FREMEWORE

Profile attributes

r Frofile Category Zomponent Prof. H
CONTEXT_MEWU_PROFILE CASETUP |
CTIADM_PROF CTISETUPY |
DEFAULT_WORKSPARCES SALES
TEAR_PROF TESETUP
Compaonent Profile (23 6 Entries Found

Restrichons |

[ i

v |E|H | B 2

Component Pr...

CICTOOLBAR

ICWINGL |

é - Test your configuration from transaction CICO

- If at a later point of time if you want the Deactivated function codes to be active again, repeat step 2
and remove the entry of the function code from ‘Excluded OKCodes’ table.
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11 Customizing the Frame work by adding / removing slots

Framework can contain up to 7 slots. These slots are containers that can be configured to place required
Visible components. You can rearrange these components amongst the slots, and add/remove the

components.
Adding new slots to Frame work

e To the Visible Components of the Frame work ‘ICWIN_FRAMEWORK'’ add a new slot (Slot 7 on main
screen)and pick up a Component ID(Eg: QUICK_KEYS) from the available list and save.

ICWIN_FRAMEWORK

Telephony Enahled
L-Shaped YWith Call State

Dialog Structure |
“# [Framework D and Parar
= S%isible Compaonents
CJComponent Cont
CJAssignment of Hidde

YWigible Components

Fositian Comp.lD Wariant  |(Upper Love
510t 7 of n.@|OUICK_KEYS (&) ] C
I~ = | 1 —

e Link this to IC Winclient main profile ICWINPRO'.

Path - SPRO - Customer Relationship Management-> Interaction Center Winclient - Define IC Win
client Profile

e Add the Profile Category QUICK_KEYS_ CONFIGURATION and Component Profile QKSETUP1 and
save.

New Entries: Overview of Added Entries
Dialog Structure | ICWINFRO Profile for IC Win - CRMGen

= [ Profile definition ICWIN_FRAMEWORK
=3 Profile attributes

Frofile attributes

HF‘rnﬂIe Category Component Prof. ﬁ
IDLIIEH_I{EYS_EDNFIEURHTIDN LKSETURY E
= ~ [+

é - Test your configuration from transaction CICO. You can find that the Quick Keys in Slot 7 of the
Framework.
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12 Customizing Workspaces in Application and Navigation areas
In both Navigation Area and Application Area you can add up to 9 tabs / Workspaces.
Navigation area workspaces can be configured only from the IMG.

Application area workspaces can be configured either from IMG or through Action box configuration.
Workspaces that are configured from IMG appear automatically when users open the IC WinClient.
Workspaces that are configured as action box workspaces only appear when users call them up from the
action box.

You can configure for both the navigation area and the application area:

- Which tab pages are displayed
- Inwhich order the tab pages are displayed
- Which tab page should first be displayed on top

Configuration from IMG —

e Path SPRO - Customer Relationship Management—> Interaction Center Winclient >Component
Configuration - Visible Components - Define Profile for Automatically created Workspaces
e Here Copy the default profile (Eg: SALES to ZICWINWRSP)

Change View "Profiles”: Overview of Selected Set

Cialog Structure Frofiles
= S Profiles Profile Tex

[ DefaultWorkspaces ZICWINWRSP Workspace for 1C Win client

. capy all |

anly capy entry
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Change View "Default Workspaces”: Overview

% & NewEnties [ & E S

Dialog Structure Prafile ZICWINWRSP

= [JProfiles

& DefaultWaorkspaces Dafault Workspaces
Area Tah Sequence Default  |Tab ID Tah Text |E
Spplication Area j2nd Tah B| [ [GP-SUCHE |BP Search [
Application Area Elf3rd Tab = SCRIPTING |Scripting |;
Spplication Area Z4th Tah B [ [5ALES Sales Order
fpplication Area EIf5th Tab & ] SUMHARY Sales Summary
Application Area Elf6th Tab El - EMAIL Inbox
Wayigation Area Elflst Tah i SUCHEN Interaction Info
MNavigation Area Elf2nd Tab El I KONTAKT BD Display
Navigation Area Z3rd Tah! B [ |AUSWAHL  |Resources
El E

¢ Now add the new workspace (from the available list) to Application and Navigation area by using

unallocated tabs.

Dialog Structure
2 [JPrafiles
=3 Default Warkspaces

Profile ZICWINWRSF

Application Area
Tth Tahb

Areg
Tah Sequence

Default Warkspaces

Tah ID PRD [ | Default Tak
Tab Text Product Search
Component Workspace

() Mo default workspace

Y HTMLOperation HTMLCanfig
@ CompWarkspace  Workspace
Profile

Process class OFPRODUCT_INFOD

PRODUCT_INFO

é If you want to create your own workspace, you can do it from IMG activity SPRO - Customer
Relationship Management-> Interaction Center Winclient>Customer Specific System Modifications for
IC >Define Customer Specific Workspaces.

e Link this to IC Winclient main profile 1ICWINPRO’.

Path - SPRO - Customer Relationship Management-> Interaction Center Winclient - Define IC Win

client Profile

e Profile Category - DEFAULT_WORKSPACES and change the Component Profile to ‘ZICWINWRSP’ that

you just created.
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UiEE Structure Profile IGWINPRO Profile for IC Win - CRMGen — =
i Profile definition e
RSN Framewark D ICWIN_FRAMEWORK o IEI] |
Component Pr...
BLEMDED
Profile attributes EIC:
rPrUﬂIe Category Component Prof. ﬂ I1SAM YR 0
LCTION_BOY_COMFIGURATION_SLIM [SALESACT | |5AM:WPDQ
AGTIYITY_LOGRING_PROFILE LOGSETUP lisHT wepo
GALL_CENTER_GOMP_CONFIGURATION|CCSETUPY =)
CONTAGT_SEARCH_GONFIGURATION [BPSEARCH BALES
CONTEXT_MENU_PROF ILE CASETLP SHP
CTIADM_PROF CTISETUP SBLEMNDED
DEFAULT_WORKSPAGES SALES SERYICE
OUIGK_KEYS_CONFIGURATION OKSETUPY ZBLENDED
TBAR_PROF ICWINGUI ZLICSALES
ZDFNEWS_01
ZICWINYRSP
DWE_01

é - Test your configuration from transaction CICO

- If the ‘Default Tab’ check box is selected for a workspace, this tab will appear on top in the
application area or navigation area when agents start the Interaction Center (IC) WinClient.

13 Configuring the Action Box

The Action Box enables agents to execute available transactions quickly and efficiently. The action box can
include up to eight groups. From the initial action box configuration screen, you can create, change, display,
copy, rename, or delete an action box configuration.

e Path SPRO - Customer Relationship Management-> Interaction Center Winclient > Component

Configuration - Visible Components - Action Box Settings - Define Configuration Profile for Action
Box
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Copy an existing Action box profile ‘SALESACT’ to ‘ZICWIACT".
Action Box Configuration: initial Screen

07 & @b a

Configuration Mame SALESACT  Default Action Box Sales

Configuration Mame EIEI.-.IIHI:T

Link this custom Action Box Profile to IC Win Client main profile ICWINPRO’.

Path SPRO - Customer Relationship Management-> Interaction Center Winclient->Define IC WinClient
Profile

Select Profile Category - ACTION_BOX_ CONFIGURATION_SLIM and change the Component Profile
to ‘ZICWIACT' that you just created.
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Dialog Structure Prafile ICWINFRO | Profile far I Win - CRMGen

7 [ Profile definition e e [T ICWIN_FRAMEWORK
=4 Profile attributes

Profile attributes

rPrnﬂIe Category Component Prof.
ACTIOW_BOX_ CONFIGURATIOW_SLIM |SRLESACT
ACTIWITY_LOGGING PROFILE LOGSETUP1

CALL CEMTER Component Profile (23 9 Entries Founi
CONTACT_SEAF Restrictions |
CONTEXT_MENL =
CTIADM_PROF WIHIMI%IEIQI
DEFAULT_WORK Component Pr...
QUICK_KEYS_Ck, - orr oy
TBAR_PROF | o cripacT

ISM_ABD1

SALESACT

SBLEMDAC

SERWACT

ZACT 01

ZCICACT

ZICWIACT |

e Now go back to the copied Action Box profile, to customize and add required transactions / Transaction
Groups

A transaction can be defined as: HTML, BOR, Workflow, and Workspace

13.1 Configuring the Action Box — HTML Method

There will be some default Transaction Groups with Transactions assigned when you have copy an existing
Action Box profile and changing it. You can either add your required transactions to one of this Transaction
Groups or create your own.

e Lets create a new Transaction Group ‘ICTG’
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& & B Dataflow [ Group [ Transaction Bk [0 & & P=| 3 Function keys

Lction box configuration ZICWIACT Default Action Box Sales

B Transaction group INEX @ Inhox

B Transaction dgroup INFO €5 Info

H Transaction group LCTY Botiwity
m =

Transaction groun SCET Sorint
Transzaction group
Trans. group ICTG
Description |CYin TG
lzan narne ICON_INFORMATION
w ¥ Cancel

e Create a transaction ‘ICHT’ - HTML Tr-MY SAP. You have to select the method as HTML from the list.

43 & (B Dataflow [ Group [ Transaction G 0] T = P51 & Function keys

Action hox configuration ZICWIACT Defal

Transaction ICHT

5 Transaction group INEX (=] Inhe

Transaction groupg ICTG ICW [ Brasentation
Transaction group INFO €5  Infr i
Transaction group BCTY seti| Trans. deserip. HTML Tr-MY SAR

Transaction group SCRI & Scri| Menu descrip. WY SAP . COMm
lcan name ICON_IWFORMATION

BER

Transaction definition

[]Inactive HTHL g
BOR Method
HTMLZanfig Y
Warkspace
Parameter dialog

@ Standard (generated)
() Method ObjectType
tethod

Runtime settings

[ M Wi d o Mot Modifiable
[IParameter Dialog [l close Warkspace
[]<lose with End Contact Tah D

e Once you select the method as ‘HTML’, the HTML Config field will be input enabled.In this field you need
to select the internet site you want to link it to this transaction and save it.
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lcon hame ICON_TNFORMATION

Transaction definition
[ Inactive

HTML Restriction: |

HTMLC onfig MYSAP . COM

LI R EEE

HTMLConfig Text

DYAHCD Display Yahoo

INTELLI COMMECT SAP Service Market Place
M SAF. C O Display MySAP

Farameter dialog
@ Standard (generated)
(I Method ObjectType

[ R T

é Test your configuration from transaction CIC0.The site mysap.com will be launched in a default tab
called ‘HTML’ of Application area.

|Clinbox @ |EICwin TG 121 2aino 12 IFsctiviv 12| Rsciot 2|
Transaction Group with transaction

CHT m
Crar wa s ooy g e OE PrnductSearih/HTM__ '

Transaction launched in

default tab "HTIL'

BF Search Scripting

SAP . com Horme

Industries

DOES SAP HELP BUSINESSE
PERFORM BETTER? FIND 0

Solutions

Services

WHAT OUR CUSTOMERS THI

When you consistently help customers improve results and deliver walue

PlakForm

Q The list of HTML configurations needs to be created by you. Path SPRO - Customer Relationship
Management-> Interaction Center Winclient > Component Configuration ->Maintain HTML Config

- Create a new entry as follows and save it. This then appears in the HTML Config list of the
‘Transaction Definition’.
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Dialog Structure
=2 TOHTML configuration
[JExternal parameters

HTMLConfiguration SON LINE

[ Internal parameters HTMIL conmguration
LIRL
Description Link to S0
External URL hitps:ifwaener. sdn.sap.caom!
LIEL Spillower

WWW Object ID

General Settings

Configuration
Stop Button
Mavig Button
Refresh Button

LIFL Separator 1
LIEL Separatar 2

13.2 Configuring the Action Box — Workspace Method
In this configuration we will add for demo transaction IIA — Solution Search.

Change your Action Box profile to ‘ZICWIACT' and create transaction ‘ICWS’ under transaction group ‘ICTG’.
You can assign the Workspace from the available list and save it.

dotion hox configuration ZICWIAL sikmieeikiaais

& Transaction group INBX @

i ICWS
—= Transaction group ICTG Transaction

Transaction ICHT

Fresentation

i 1= 30 Entries Found
8 [Faneactisnigraus INFo 5g | T1ans-descrip.  Workspace transe AERS IPTOUEIAY
&8 Transaction group ACTY Menu descrip. Wapace Restrictions |
L 2 =l —
& Transactionioroun SCRI = | 0o name 1CON_SELEGT_DE| y
v |E|i|iE] D)
Transaction definition Workspace |Text
[lInactive warkspace  |EFCRM_ISU_INDICATOR 15U - IBaseiComp Displa
EmAILT Inbox
Workspace BPSEARCH EmAIL_EDIT Email Editor
Prafile |B_DISPLAY Display for IBase ohjects
1B_MAY |Base Search and Mavigat
Paramneter dialog IES Solution Search
@ Standard fneneratedy et EuEmeies) e

é Test your configuration from transaction CICO. The Workspace IIA will be launched in a default tab
called ‘Workspace Transaction’ of Application area.
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(Clinbox @ |HIcwin TG 21| gainte 21| DBactiviy 2| Eseipt 2]

1CWS -iWSpace
-~ Sales Order h Sales SUF  \cHT -MYSAP com earch ' Workspace transactio k HTru1...| an
Search Criteria Search Results IE
Database El Language El |Title |Re|euancy|

Text Search | Aftribute Gearch

Show Results With. ..
Any of These

Terms

Additional Info : The lIIA — Solution Search can help you in finding the answers by typing the questions if
there are answers maintained in the Solution Database.

Tip: If you want to create your own workspace, you can do it through IMG activity SPRO - Customer

Relationship Management-> Interaction Center Winclient->Customer Specific System Modifications for IC
—>Define Customer Specific Workspaces.

14 Scripting
14.1 Reminder Scripting

We can schedule reminders for the call center agents which appear when certain actions/events occur. For
instance, you would like to keep a reminder on 25" December to wish your customer.

e Create a Reminder Script profile and assign an Action Code(Event )
This step is to be done from IMG path - Path SPRO - Customer Relationship Management->

Interaction Center Winclient > Component Configuration-> Visible Components-> Define Reminder
Scripting
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New Entries: Overview of Added Entries
4 EE

r Scripting profile Action Code
ICWIN_Rem [+
e

IC WinClient Action (1)

= Festrictions |

=
v |BE|D|EEE 2R
Il Act. “ Action Description

C DROFPFED_SELF DROFPPED SELF
G| EML_PICKED EMQIL PICKED
| |EMD_COMTACT EMD COMTACTICALL WRAPUP

ENMTERIMNG_IMNWAIT ~ EMNTERING IMNWAIT
EXIT_CALL MGMT EXIT CALL MANAGEMEMNT
IMVAIT_FAILED [RAAIT FAILED
IMWWAIT_RETURMED  IMWAIT RETURMED
QUIT_CALL_MGWMT  QUIT CALL MANAGEMENT

| FAT A1 Fs

—E RECOMMECT_CALL RECOMMECTED CALL

| SCRIPTING SCRIPTIMG ACTIITY

—E SEARCH_SELECT  SEARCH SELECTION

I START_CCM |5TART CALL MGMT SSTEM MEWS

11

e Assign Reminder Scripting Profile ICWIN_REM'’ to IC Profile ICWINPRO".

Path SPRO - Customer Relationship Management-> Interaction Center Winclient->Define IC WinClient
Profile

e Select Profile Category - SCRIPT_PROFILE and change the Component Profile to ‘ICWIN_REM” that
you just created.
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Dialog Structure Prafile ICWINPRO Profile for IC Win - CRMGen

=2 [OProfile definition | g0 oD ICWIN_FRAMEWORK
&1 Profile attrib

Frofile attributes

r Frofile Categorny Component Prof.
SCRIPT_PROFILE [+ |E|
[+ Compaonent Prafile (13 3 Entries Found
W
[~ Resztichions |
EI/ —

=
[+

I
= EALAG =T

= |Component Pr...
o [JICYWIN_REM
~ WSCRSETLIP1

e Add Hidden component ‘HIDDEN SCRPT’ to Frame work ID — ‘ICWIN_FRAMEWORK’ for the SCRIPT
Profile.

Path - SPRO > Customer Relationship Management-> Interaction Center Winclient-> Definition of the
Front Office Framework—> Define Frame Work ID and Parameters - Select ICWIN_FRAMEWORK’ >
Assignments of Hidden Components to Framework 1D

Dialog Structure
5 [JFramework |0 and Parar
= [Jvisible Components

CJComponent Sont
£ Assignment of Hidde Assinnment of Hidden Components to Framewark [Ds

Framewark 1D ICWIN_FRAMEWORK Telephony Enabled

rNumber Camp. D Yariant Caomponent Description
10 HIDDEW SCRPT

T [
Component Identification (13 15 Entries Found

Restrictions |

=
AL R =T

_{ Component ID ‘Cumpunerrt Description

| COMTACT _PROF COMTACT RELATED COMTEMT
| COMTEXTMEMNUS Context-Based Transactions
CTI CTI

| |HIDDEM SCRPT |SCRIPT TEXT

HIDDEM_ABOQX  HIDDEM ACTIONBON

e Maintaining Texts and Variables for Reminder scripts
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0 Goto SAP Easy Access Menu — Interaction Center - Administration—> Scripting - Transaction
CIC9
0 Create a Reminder script text — ‘ZICWIN_REM1’ with Text ID — ‘CICS’

Standard Text: Request

Standard Text
Text Mame FICWIN_REM1

Text 1D aT CIC: Scripting standard text
Language EN

R estrictions |

Text object: TEXT

D A|[:les[:riptiun |
CICE CIC E-Mail: Signature
CICS | SIS Scripting standard text

Change CIC: Scripting standard text: ZICWIN_REMT Languaqg
| | |-:SE¢ Formats ||t@ Character Formats | | | E

* Paragraph, left-sligned El

Merry Christmasls

0 You can create some Variables(System Variable fields) to add to this text form Transaction CIC2

e Assign the Reminder Text ‘ZWIN_REMZ1’ to Reminder script profile from Transaction CIC1

Select Scripting Profile — ‘ICWIN_REM’ and the other details as shown in the Pic
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New Entries: Details of Added Entries

ICWIM_REM

18.05. 2006

19.05. 2006

FICWIN_REM1

Q Test your configuration from transaction CICO.
IC WIN Client for CRMGEN

| End Contact | | | Imweait || Answer || Hold |E|| Retrieve || Reconnect || Alternate || End call || Confarence call || Wiarmm tr

Business Partner ! Call Processing !

Marme | Call Btate CTI Error: Mo connection to telephory |

Phone DMIS Translation ;

Partner ® hain Merry Christmas! | F{eminder Secript |

Mame

Partner O Main |Ciinbax |2 | EICwin 16 121 2aine |2 | Bactiviy (2| Bscipt @
Interaction Info Seripting

Find Business Activiti .. &

By Perind z

Valid Fram 258.04 2006

Walid Tr 18 A5 2ARR

14.2 Interactive Scripting

We can define Interactive Scripts and use for a scenario where in an Organization needs to conducts a
survey of their customers and get their feedback. An agent will be given a predefined set of questions they
can ask a customer to get the feedback or / Predefined set of answers/information they can give to a
customer while they deal with a particular product query.

e Creating Interactive Scripts

0 Goto SAP Easy Access Menu — Interaction Center - Administration—> Scripting > Transaction
CRMM_TM_SCRIPT — Maintain Interactive Script Structures

0 Create a script with an unique id eg: Script Id — 5, Description — IC Win Survey Script. Also enter
a validity period.

o0 Create the flow of interaction attaching required texts. The texts needs to be created initially from
transaction CIC9 with Text ID — ST

o Once the script is saved, change the status to Active, Active Root tree
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Bl H @& SEE B 0O EE D
interactive Scripting Editor

|{|': CheckScr\ptH@ Reassignment‘lﬁ Cnnnectll\ Adjust”&p Selection | Rel. posit

Script ID 5 Description 1C W¥In Survey Script

Valid Frorm Diate 17.05.2006 walid To Date 31.05.2006

Status HE) Category

00000100 00000011 Week oooooolz
» 4 Helia —tp WMhenl ’
- -
MO [ile] YES
00000013
{ [Ena INT
el H ILedle]
= =

Create a Interactive Script profile
O This step is to be done from IMG path - SPRO - Customer Relationship Management->
Interaction Center Winclient > Component Configuration-> Visible Components>
Application Area > Define Interactive Scripting Profile

Dialog Structure

= = Profile definition
(1 Profile values

Frofile definition

arofile Descript. L..
ICWIN_INT1 Survey Script

HED

o Double click the profile to link Interactive script you created in previous step.( Script Id — 5,
Description — IC Win Survey Script.)
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Dialog Structure
2 [JProfile definitian
CAProfile values

Path SPRO - Customer Relationship Management-> Interaction Center Winclient->Define IC WinClient

Profile

just created.

Dialog Structure
= [ Profile definition
= Profile attributes

=10

ript Profile

Frofile walues

ICWIN_INT1

I WinClient Script (23 4 Entrig

Restnchons

|_5|:ript —
5 [~
BN A EEAEE

Winscript | Description

P rofile
Frarmesark 1D

00000001 My_Script
00000002 exhibition
00000003 Script 2

00000004 {1C Win Suney Script

Assign Interactive Scripting Profile ‘ICWIN_INT1’ to IC Profile ICWINPRO'.

ICWINFPRO | Profile for IS Win - CRMGen

ICWIN_FRAMEWORK

Select Profile Category — WS_SCRIPTING and change the Component Profile to ICWIN_INT1” that you

Fro

file atiributes

=

Frofile Category

Carmponent Prof,

WS_SCRIPTING

ICWIN_IMNT1

[~

[

e To Assign the interactive Script to default Workspace

0 This step is to be done from IMG path - SPRO - Customer Relationship Management->

[=]
=

=

Interaction Center Winclient > Component Configuration-> Visible Components—>

0 Select our default Workspace Profile ‘ZICWINWRSP’ and double click on tab id ‘'SCRIPTING'.
0 Select the Profile under COMPWORKSPACE as Interactive Scripting Profile ICWIN_INT21’

which you just created.
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Dialog Structure |
= [JFrofiles
=3 DefaultWorkspaces

Tab D SCRIPTING

Default Tah
Tah Text Scripting

:Hestrictions
) Mo defaultworkspace = _—

: I —1
(O HTMLOperation HTMLC onfig

AL T
@ CompWorkspace YWarkspace SCRIPT HE" “ IF l"'“'
Profile ISCRIPTPROF1 Profile [Text |
Process class 1SN _IMTT

ISCRIPTPROF1 Default scripting
SSCRIPTPRCOF1 Survey scripting
ZPROFILE4 new profile
Z_PROFILE Profile for Intercat
Z_PROFILES Frofile 3
Z_PROF_11 profile 11

@ Test your configuration from transaction CICO.. You can start the Interactive script from the link on
the workspace or form Action Box

ons Tmsaen

 Seripting
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] =i H @@ CHE f00n | BEI@
1€ WIN Client for CRMGEN

' End Contact | ] | | Irwait || Answer || Hold || || Retrieve | Recornect || Altemate || End call | Gonfersncecall | Warm ransfer | Consit |

Business Partner Call Processing

MName Call State CTI Errar: Mo connection to telephony T
Phane DHIS Translation

Partner ® Main ] ‘ Werry Christrmas!

Narne

Pattner O Main [Glinbex [@|EicwinTe 8|2z |2 |Bactvy (8] Escipt 3]

Interaction Info | Scripting

Find Business Activiti.. B T|Shaw History
By Period ]
Yalid From 28.04. 2006
Walid To 18.05. 2006 Start INT Script1 B
Stat
Ll el n l:@ﬂ :_Forward " Em
-Hzﬂl []

15 Alert Modeler

Alert modeler can be used to expose CRM data to JavaScript or trigger actions inside CRM from JavaScript.
The Alert modeler is linked to a Meta model, Meta models may include a list of available IC WinClient events,
data objects (published by IC WinClient components), and functions providing access to IC WinClient
components (such as triggering an action box transaction).

You can use Alert Modeler to expose data in 2 ways,

0 Exposing data to the alert modeler
0 Exposing Methods to the alert modeler

In this exercise we will use the default Meta model event BP_STATUS DETERMINED.

We will write a JavaScript code that will display a message in the reminder scripting area informing the agent
that the current business partner has a Diamond status.

e Copy an Alert Modeler profile and customize it.

This step is to be done from IMG path - Path SPRO - Customer Relationship Management-> Interaction
Center Winclient > Component Configuration> Hidden Components - Alert Modeler - Define Alert
Modeler Profiles

Copy the default profile ‘DEFAULT’ to ‘ZICWIN_ALERTPR'.
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Alert Modeler Editor

o

|
|Alert Madeler Profi. |Description |
DEFALILT E_ SAP Default Profile

DEFRULT
SAP Default Profile

Zicwin_ATertpr
I Wln Alert Modeler Profile]

|f Copy ||K Cancel|

Display the copied profile, it will list all the events and data objects. You can find all the functions which can
be used under function library tab. You can also create your own function events, this should be done in the
Meta modeler profile - transaction CRMC_CIC_AM_META.

In the Global parameters you can define any global variables that can be used in functions.

e Select the event BP_STATUS_DETERMINED and enter rule - sap_scripting_message("Customer
Status : " + bp_status_determined.t1[0].txt04 + " -- " +
bp_status_determined.t1[0].txt30);

Save the changes.

Alert Modeler Editor
] |7

@ L ZICWIN_ALERTPR Rule Functions Glohal data Function Librany Properies

= 1 event

BP_MAIN_ATTF BP_STATUS_DETERMINED
BP_DEPEND_¢| M0d®name STATIE
END_CONTACT

= [l BP_STATUS_D M| |[|§,| @|@1| M|[;5 ||

= ;
NHMS:ISIT sap_scripting_message ("Customer Status : " + bp_status_determined.t1[0] txt@4 + " -- " + hp_status_determ
w30 £
IN P ST

e Assign Alert modeler Profile ‘ZICWIN_ALERTPR'’ to IC Profile ‘ICWINPRO’, to

Path SPRO - Customer Relationship Management-> Interaction Center Winclient->Define IC WinClient
Profile
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e Select Profile Category — ALRT_MODLRX and change the Component Profile to ‘ZICWIN_ALERTPR’

that you just created.

Dialog Structure || Profile ICWINPRO  Profile for IC Win - CRMGen

= [JProfile definiti
=1 Profile attr

Framework 1D ICWIN_FRAMEWORE

Frofile attributes

Frofile Categorny

Component Prof.

SCTIMITY_LOGGING_FROFILE LOGSETUR

SLRT_MODLRX

=]
=

ZICWIN LLERTFR

CALL CEMTER COMP CONFIG Component Profile (27 2 Entries Found

COMTACT SEARCH_CONFIGUR R estrictions |

CTIADM_PROF

DEFAULT_WORKSPACES

=
v |E|H 8 8=

Component Prof. |Descriptiun

NUICK_KEYS_COMFIGURATIO

DEFAULT SAP DEFALILT PROFILE

SCRIFT_PROFILE

TEAR_PROF

=
=
=
=
=
| CONTEXT_MEWU_PROFILE [
-
n
n
n
|

ZICWIN_ALERTF'RlIC Wi CLIEMT ALERT MODEL

e Add Alert modeler Component ID to your Frame work ID ‘ICWIN_FRAMEWORK’ Path SPRO >
Customer Relationship Management-> Interaction Center Winclient->Definition of Front Office
Framework - Define Framework ID and Parameters

Dialog Structure Framework D
= [JFramewnrk D and Parar
= [Ivisible Compaonents
I component Cont

ICWIN_FRAMEWORK Telephory E

&9 Assignment of Hidde || A$Signment of Hidden Components to Framework IDs

Murmber

Cormp. 1D Yariant Compor

12

[

Component [dentification (23 145 Entries Found

Restrictions |

Component ID = Component Description

TAMCTECHNCI MZMS Channel Interface

ALRT_MODLRK |Aler1 Modeler (A

AM_BFSTEXPSE Expose BP Status to A

R el e Wl Tl M arim mm IMNOT 4 nkA

e You need to also add Hidden component AM_BPSTEXPSE, Component ID AM_BPSTEXPSE to your

Frame work ID ‘ICWIN_FRAMEWORK’

Path SPRO - Customer Relationship Management-> Interaction Center Winclient->Definition of Front
Office Framework - Define Framework ID and Parameters

Note: Hidden component AM_BPSTEXPSE is used by ABAP class exposes the status code and the
status code description of a business partner to the alert modeler. This is associated with the Meta
model event BP_STATUS_DETERMINED.).
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Dialog Structure

= [(Jvisible Components
I component Cont

ICWIN_FRAMEWORK Telephony Enahbled

Assignment of Hidden Compaonents to Framewark: [Ds

S Assignment of Hidde

Humber Carmp. D wariant Caomponent Description

8 CIC_TOOLBAR CIC APPLICATION TOOLBARIE
] COMTEXTMENUS Context-Based Transactions
12 AM_BPSTEXPSE [ &) Expose BP Status to Al

é Test your configuration from transaction CICO. Search for a Business Partner with a status you can

see the ‘Customer Status: -------

IC WIN Client for CRMGEN

‘ being displayed in Reminder Script area.

End Contact | 65 | Inwait  Answer | Hold X Retrieve | Reconnect | Alternate | End call | Conference call || Warm transfer || Consult
Business Fartner Call Processing

Mame Banu JB Call State |

FPhane DHIS Translation

Fartner | 2000081333 [® wain D D Customer Status : 0009 -- Diamand

Marne Merry Christmas!

Partner —_— [Ciinbox @ | ICwin TG 121 gainto 12| Lesactivy 31| Seipt 13

Interaction Info k BD DisplayhI EE

Find Business Activiti.. B
By Category [ed]
Category p|
Walid Fram 23.05.2006
Walid To 23.05.2006
Status g

BP Search | Scripting | Sales Order | Sales Summary | Inbox | ProductSearch |

Business Partner 1

Functian

MNumber IEDDDDD1393

Mame {LastiFirst) |Elanu

Business Partner 2

T | I -

16 Disclaimer and Liability Notice

1B LR 5]

This document may discuss sample coding or other information that does not include SAP official interfaces
and therefore is not supported by SAP. Changes made based on this information are not supported and can
be overwritten during an upgrade.

SAP will not be held liable for any damages caused by using or misusing the information, code or methods
suggested in this document, and anyone using these methods does so at his/her own risk.

SAP offers no guarantees and assumes no responsibility or liability of any type with respect to the content of
this technical article or code sample, including any liability resulting from incompatibility between the content
within this document and the materials and services offered by SAP. You agree that you will not hold, or
seek to hold, SAP responsible or liable with respect to the content of this document.
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