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Aplica-se a versao
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Descricao Breve

Este documento tem como objetivo demonstrar a configuracdo de uma Reclamagao no
SAP CRM.

Autor do Artigo

Anderson Balieiro é consultor CRM especialista em SAP Sales, Services, Interaction Center, Middleware, URA/CTI e integragdes
com solugdes non SAP.
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Artigo

1. Configuragcéo
1.1 Criacdo do documento de cabecalho
No IMG abaixo sdao descritos os passos para a criagao de um documento de reclamag¢ao no SAP CRM.

Customizing -> Customer Relationship Management -> Transactions -> Basic Settings -> Define Transaction Types

I IR

Change View "Definition of transaction types": Details
Y Newenies TR @ B E
Disog e rnsacionTips 41

= 3 Definition of transacton
% [JAssignment of Busin
(I Customizing hea Mﬂﬁhﬂ Complaint- BAP
ggjﬁ:jm“g Hed Leading Transaction Categary BUS2000120 Complaints &
mgmﬁeéw
Contract Determ F Search Auth. Partner
Inactive 4
‘Commitment Date ~ Commitment Date is Not Calculater@
(o Change Documents Posprocess. from
L] Creation with Ref. Possible Part Process Permited [
ATP Type

(] Enter Partner Product
Profile for Attern. dentf.
ProcucSubton rocad

[ I [Mi ronet procedure Conpagos

E importante o preenchimento do campo “Leading Transaction Category” e na area “Profiles” os campo “Text Det.
Procedure”, “Partner Determ.Proc.”, “Status Profile”, “Org. Data Prof.”, “Date Profile” e “Action Profile”

Apds ter criado o tipo de operacao (Transaction), deve ser atribuido a uma categoria de negocio (Business categories).

Change View "Assignment of Business Transaction Categories™: Overview
P newnties (BB 2 B B B

Dialog Structure
= (] Definition of transaction types
' &Y Assignment of Business Transaction Categories
[ Customizing header
[ Assign Blocking Reasons
I Channel

Obs: Cada categoria de negocio deve ser configurada em detalhes
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Selecionando a categoria Sales
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Change View "Assignment of Business Transaction Categories”: Overview

Dialog Structure
7 [ Definition of transaction types
% & Assignment of Business Transaction Categaries
(] Customizing header
[ 1 Assign Blocking Reasons
(I Channel

Change View "Sales - Customizing header level": Details
P Newtniies DR E R E

Dialog Structure
= [ Definition of transaclion types -
= Gﬁ_tssignmen{ of Business Transaction Categories

:.. "

[ Customizing header ——" o
(7 Assign Blocking Reasons [Check PO number Wg.?mﬁ.f_n, : I
(1 Channel [IPropose Order D [ Credit Check
Tedt Type Dupl. Check Active

Doc PricProc. R Complaint Document®
Candition tjpe

PaymtPlanType
Checking Group
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Selecionando a Categoria de Servigos
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Change View "Assignment of Business Transaction Categories”: Overview

Dialog Structure
% (] Definition of transaction types

* ] Assignment of Business Transaction Categories
g (] Egusmrniﬂng neader : Assignment of Business Transaction Categories
(] 4ssign Blocking Reasons - [Transaction Category i
(Y Chamne - [pus20a0115 Sales Y4

BUS2000120 Complaints

Sao exibidos os detalhes desta categoria.

P vewenmes [0 5 @ B &
[Paogsare |l 21 Compinta

< [(JDefinition of transaction tipes
= DAssignmeht of Business Transaction Categories
(J customizing header =i
(1 Assign Blocking Reasons Subject Profile
[(IChannel Trans. Type Confirm.
Questionnaire
SLA Prof. Det. Proc.
Warranty Check STANDARD Standard Profile Service

= .-} = B 1 Ei ;h eader leve ?
CONPLAINT ()P Standard Complaint
SRV

Activate Counter

Int Logi. Trans.Type
Remanuf. Trans. Type

@ one enty chosen 1[50 (1830 P2 MADAPEOTD | INS
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Selecionando a categoria de Reclamacao
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Change View "Assignment of Business Transaction Categories”: Overview

Dialog Structure J

< [ Definiion of ransaction types
% i Assignment of Business Transaction Categories
of Business Transaction
(7 Customizing header Assmlml Categories
[ Assign Blocking Reasons =|ﬁ
(I Channel BUS2008115 sales
[BU52000116 Service Process)

RIEZAAA PR Ruginess Artiwviftw

E é exibido detalhes e valida¢des deste tipo de categoria

]
Change View "CRMV_COMPL_HEAD": Details

D newenwes DR 8 B

Dialog Structure
¥ [(Definition of transaction ypes -
b C:Iﬁ_t_ss'\gnmentofBusiness Transaction Categories Ty
(7 Customizing header
(1 Assign Blocking Reasons
(I Channel

[Senice Contract

Ao gerar uma nova operag¢ao devemos atribuir um canal especifico sendo ele o ICW. Também pode ser acessada pela

tabela CRMV_CHANNEL_AS.
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Change View "Channel"; Overview
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Sichannel

1.2 Definicdo de Perfil de Transacgfes

Depois que foi gerado o tipo de operacao (transaction), devemos atribui-lo a um perfil de transa¢des

Customizing -> Customer Relationship Management -> Interaction Center WebClient -> Business Transaction -> Define
Business Transaction Profiles
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Change View "Dependent Business Transactions": Overview

OESEEE

[JAssign Price Types af-
(] Content Managemen
[(1Business Transactio f|_

Change View "Assign Price Types and Price List Types": Overview

DE4BEBE

Net Price @

£ Assign Price Types a
(I Content Mianagemen
(JBusiness Transactio

5T 7 e

I ' B
(DL T—))

Determina se sera listado em lista de selecao
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Change View "Business Transaction Dialog Boxes": Overview
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1.3. Definicdo de Categorias de Iltem

Devemos apos as etapas citadas acima criar uma categoria de item para as operagdes que geramos

Customizing -> Customer Relationship Management -> Transactions -> Basic Settings -> Define Item Categories

Change View

vl

"Definition of [tem Categories”: Details

» E B E

fCoranaints ltemn Categories
- BUSZ2000180 CRM Customer Complaints Item
8 '

0 ltem Contains Product, But NotIndi@

(COMPEE3T  Complaint item

(00003813 Complainttem
CRMCOM_T
Mo Availability Check z

DE0098005007  Standard Org. Data Prafile (tem) Sales
COMPLAINT Standard Dates far Carg
COMPLAINT_ITEM SAP Standard CLEl

Do nat explade material structure
Do not Create Delivery Groups

“ariant matching not allowed
Mo replacement

Process Standard Configuration on User Interface
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Change View "Assignment of Business Transaction Categories”: Overview

DE»EBE
Dialog Siructure

¥ [lDefinfion of ftem Categories
> ﬁﬁ_gs‘qgnment of Business Transaction Categories
(I Customizing Item

Change View "Complaints Customizing at Item Level": Details

7 OIDefinifon of fem Categories
v [:jAsmgnmeni of Business Transaction Categories
(I Customizing tem

|increase Exceeding Proposed Value is Allowed

C'J'niy Ré{urnaﬁle F‘rodhdé ﬁiiowed

Corﬁplaint Cuantity

Item Praduct Must Be the Same as Reference Product

PR TR R L

‘E’iih.o th 'I;o cat'i'bn ijpe

1.4. Determinacao de Categoria de Iltem

Apds a criacdo da categoria de item devemos atribui-la ao tipo de operacao gerada anteriormente

Customizing -> Customer Relationship Management -> Transactions -> Basic Settings -> Define Item Category
Determination
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Change View "ltem Category Determination”: Overview

BHEEBE

Change View "ltem Category Determination™: Details

1.5. Definicdo de Controle de Copia

Apods ter atribuido o tipo de operacao a categoria juntamente com os itens, o préximo passo é configurar o controle de
copia. Customizing -> Customer Relationship Management -> Transactions -> Basic Settings -> Copying Control for
Business Transactions -> Define Copying Control for Transaction Types
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Change View "Copy Transaction Types - General Control Data": Overview
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1.6. Criacdo do documento de cabecalho

Apods realizar as configuracdes acima vocé deve atriur os tipos de operacdes Z para um perfil de transacées comerciais

Customizing -> Customer Relationship Management -> Interaction Center WebClient -> Transa¢ao comercial -> Definir
perfis de transagdes comerciais
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Modificar visao "Perfil da transagdo comercial”: sintese

P e DBHE B0
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Na pasta “Transacdes comerciais dependentes” deve contem todas as operacdes que serao disponibilizadas para selecao
de uma janela

Modificar visdo "Transagdes comercials dependentes”: sintese

P Emswe DRDE B0

ol ) el

k] (] ()

=
-

Apds criar o perfil de transagdes comerciais é preciso atribui-las na fungao de usudrio na pasta Atribuir perfis de funcao
utilizando o ID IC_BT (para transa¢des comerciais)

Customizing -> Customer Relationship Management -> Interaction Center WebClient -> Definir funcdo do usudrio
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Modificar visdo "Atribuir perfis de fung¢ao”: sintese

 CaDetnirtuncies e usuay
A uir perfis de nq-ﬁé
[ Ajustar paginas de frabalho inicial
(CJAjustar links de grupo de paginas trabalho inicial
= [JAjustar grupos de links diretos
I Ajustar links diretos ' Campanha
[T Definir comandas de teclada ] 50
(JAjustar abjstos da pesquisa central i Categorizacio
- IChat
Comm.Management Software
\Content Management
lArea de contexto
Ferfil de cliphoard
E-mail
Ferfil da ordem de cliente ERP
Eventos para registro em log
Instalacdo

Lista de chamadas

\Caixa de enfrada do agen
Contato crientado por regras
Hist atvd.contato
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