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This article was created by SAP C4C (1702) Version

Brief Description

On Field Service is very often Reps working in an offline mode. Adding new prospects,
creating leads, service orders and so on. The SAP C4C can be accessed by mobile easily,
and you can download it right now on Apple Store or Play Store.

That’s it, the subject of this article, is talk about the possibilities of accessing C4C using
mobile in an online and offline mode.

Author

Claudio Goulart is CRM Consultant since 1999, expert on plenty of CRM Suites as Vantive, PeopleSoft, Siebel, SAP CRM and SAP
Hybris C4C and SAP Hybris Marketing.
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1. Customization

1.1. Description

In an offline mode, data synchronization process is essential. So, the next sections below, we will talk about how to customize SAP
C4C and mobile to synchronize data and use it on offline mode in IPAD device.

1.2. Synchronization considering Business Role

On this section, we will configure the C4C offline mode to filter data using business role.

So, click on link Administrator, and Offline Settings.

/SAP_Ul/Runtime/StartPe © ~ @& & @ Administrator - SAP Hybris ... % SRkt ]

p/public/ap/ui/repositor

e @ https://my312019.crm.onder

ISPAGEIS | (@) ACCESS
SECURE ‘© VAULT

SAP Hybris Cloud for Customer
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SALES . BUSINESS ANALYTICS . FEED ANALYSIS . BUSINESS COI

Custom Object Builder
Incidents Odata Feed Notification

Web Service Message Monitoring

a3ad

(Beta) Solution Diagnostics Offline Settings
Create and maintain data synchronization settings for offline

Integration apps by role.
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Set up and maintain communication with external systems Offline Settings

Communication Systems

Communication Arrangements Groupware AddHn Settings

L . Maintain server-side default settings for groupware clients
Communication Scenario
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Adapt Integration Content for New Tenant Microsoft Outlook®

Attributes
Work Distribution
Maintain attributes and attribute sets
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Establish message and escalation routing
Maintain Attributes
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Interactive Dashboards

ADMINISTRATOR

SAP Hybris Cloud for Cu...

Below, are listed all synchronization rules created before. And to create others rules, just click on “Add” button below.

SAP Hybris Cloud for Customer Eddie Smoke | Personalize | Adapt | Go to SAP Store | Downloads | Help | €

OFFLIN
Of...

DATA DOWNLOAD RULES RELATED DATADOWNLOAD GENERAL
DOWNLOAD RULES

'
:E@ @ Your entries have been saved.

ADMINISTRATOR Offline Settings
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&5 Enable queries with granted authorization: |/ ﬁ
o
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T
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m
a Business Role ID Business Role Name Workcenter View Query Maximum ... «
@ Appointments My Appointments 500 g
o
. Employees All 500 g
(2]
L’j\ Products All 1.000 )
Accounts All 500
& 2
Price Master Data (grant aut... Dependent on data downloa... 500 =
=
@ ADMIN Products Active Products 5.000 g
= Pl
&= ADMIN Sales Orders All 5.000
[} SALES_MANAGER Sales Manager Sales Orders My Orders 500 c
m
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On field “Enable queries with granted authorization”, controls the synchronization based on end user’s authorizations.

Click on “Add” Button to create our rule to the business role “ZSALESPRO”.

SAP Hybris Cloud for Customer Eddie Smoke | Personalize | Adapt | Go to SAP Store | Downloads | Help | ©

OFFLIN DATA DOWNLOAD RULES RELATED DATA DOWNLOAD ~GENERAL
Of... NOWNI OAD RIITFS
&5 Enable queries with granted authorization: |/ ﬁ
Q E
— [i]| Data download is based on the authorization granted i
G? Changed By: ADI| to the end user. However, for some queries, like price Add Remove Quick Adc E
. master data or activity routing rules, this authorization =
Changed On: 02- =T cannot be maintained in the business roles as a o
a = corresponding work center view does not exist. So, if é
= you use these queries in Offline Settings, the = m
Business Role ID corresponding authorization is automatically assigned Query Maximum ... 2
™ to the user. )
2 My Appointments 500 ;
. Emplovees All 500 g
(2]
L;‘\ Products All 1.000 7
Q Accounts All 500
o
Price Master Data (grant aut... Dependent on data downloa... 500 E
=
© ADMIN Products Active Products 5.000 )U,
= Pl
= ADMIN Sales Orders All 5.000
SALES_MANAGER Sales Manager Sales Orders My Orders 500 E
m
SALES_MANAGER Sales Manager Sales Quotes All 500 g
=
ZGREGMCNITT Sales Role for Greg McNitt Accounts My Accounts 50 §|
=
ZGREGMCNITT Sales Role for Greg McNitt Products 100
ZGREGMCNITT Sales Role for Greg McNitt Sales Orders My Orders 10 %
ZGREGMCNITT Sales Role for Greg McNitt Promotions All Ongoing Promotions 10 -
v
o Your entries have been saved. —
ADMINISTRATOR Offline Settings v | SAP Hybris Cloud for Cu...

On field “Business Role”, type “ZSALESPRO” business role created before.

SAP Hybris Cloud for Customer W Eddie Smoke | Personalize | Adapt | Go to SAP Store | Downloads | Help |

OFFLIN DATA DOWNLOAD RULES RELATED DATA DOWNLOAD GENERAL
& Of... DOWNLOAD RULES =
m
O Enable queries with granted authorization: =
.
m
oy -
Changed By: ADI - Add Remove Quick Adc 5
F =<
= Changed On: 02- ¥ ess Role: | ZSALESPRO - ZSALESPRO| ) \ e
A o
ater View: v
@ Business Role IC Maximum ...

< *Query: v ; =
(=}
() num Hits: 500 @ gitmerits 200 <.
" 500 9
[N @

1.000
¢ OK Cancel o
500 E
@ Price Master Data (grant aut... Dependent on data downloa... 500 %
>
&= ADMIN Products Active Products 5.000 &
- ADMIN Sales Orders All 5.000 E
m
SALES_MANAGER Sales Manager Sales Orders My Orders 500 >
o
SALES_MANAGER Sales Manager Sales Quotes All 500 g
5 3

ZGREGMCNITT Sales Role for Greg McNitt Accounts My Accounts 50
ZGREGMCNITT Sales Role for Greg McNitt Products 100 =
(2}
ﬂ ZGREGMCNITT Sales Role for Greg McNitt Sales Orders My Orders 10 Lo
E ZGREGMCNITT Sales Role for Greg McNitt Promotions All Ongoing Promotions 10 ~
:E?ﬁ ZGREGMCNITT Sales Role for Greg McNitt Visits My Open Visits 20 v
HO _

ADMINISTRATOR Offline Settings < SAP Hybris Cloud for Cu...
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On field “Work center view”, is defined what business object will be synchronize to the mobile. | will use the “7 - Contacts” option.

3 Assignments
SAP Hybris Clout Eddie Smoke | Personalize | Adapt | Go to SAP Store | Downloads | Help | ©
4  Attribute Sets
5  Campaigns
6  Competitor Products
OF TED DATA DOWNLOAD GENERAL
of 8  Contracts -
® T 9 E-Mails i+
o
10 Empls
O~ mployees
G? 11 Individuals E
Change 12 Installation Point _Add | Remove | Quick Adc g
ch 13 Installed Base E f =
= e [ - 2RO - ZSALESPRO m
A4 _loucione — [
*Workcenter View: | -
@ Business Role IC Maximum ...
< *Query: v - =
o
o Maximum Hits: 500 plments °00 g
500 9
2
1.
OK Cancel 000 &)
500 ')2
m
Price Master Data (grant aut... Dependent on data downloa... 500 %
>
ADMIN Products Active Products 5.000 el
ADMIN Sales Orders All 5.000 E
SALES_MANAGER Sales Manager Sales Orders My Orders 500 g
SALES_MANAGER Sales Manager Sales Quotes All 500 g
=1
ZGREGMCNITT Sales Role for Greg McNitt Accounts My Accounts 50 =
ZGREGMCNITT Sales Role for Greg McNitt Products 100 =
(o]
ZGREGMCNITT Sales Role for Greg McNitt Sales Orders My Orders 10 «
ZGREGMCNITT Sales Role for Greg McNitt Promotions All Ongoing Promotions 10 N\
ZGREGMCNITT Sales Role for Greg McNitt Visits My Open Visits 20 v
ADMINISTRATOR Offline Settings | SAP Hybris Cloud for Cu...
H 13 3y H H H .
On field “Query”, is possible to choose the options below:
> Favorites
» My contacts
» My Team’s Contacts
> Search All Contacts
SAP Hybris Cloud for Customer Eddie Smoke | Personalize | Adapt | Go to SAP Store | Downloads | Help | ©

OFFLIN DATA DOWNLOAD RULES RELATED DATA DOWNLOAD GENERAL
'S Of... DOWNLOAD RULES =
m
Enable queries with granted authorization: o
Q, —3
m
Favorites X 137
Changed By: ADI Add Remove Quick Adc [y
My Contacts 5 “ 9
a Changediou 0y =% , My Team's Contacts | ) E
5 Search All Contacts hd BT
us: 1o - aximum ...
@ : * Quew:} | -~ £ =
o
o num Hits: 500 plments °00 g
500 9
2
1.000
¢ OK Cancel &)
500 ')3
m
@ Price Master Data (grant aut... Dependent on data downloa... 500 %
>
L= ADMIN Products Active Products 5.000 2
nl ADMIN Sales Orders All 5.000 E
m
SALES_MANAGER Sales Manager Sales Orders My Orders 500 >
o
SALES_MANAGER Sales Manager Sales Quotes All 500 g
3
ZGREGMCNITT Sales Role for Greg McNitt Accounts My Accounts 50 =
ZGREGMCNITT Sales Role for Greg McNitt Products 100 B
@
ZGREGMCNITT Sales Role for Greg McNitt Sales Orders My Orders 10 @«
ZGREGMCNITT Sales Role for Greg McNitt Promotions All Ongoing Promotions 10
ZGREGMCNITT Sales Role for Greg McNitt Visits My Open Visits 20 v
ADMINISTRATOR Offline Settings SAP Hybris Cloud for Cu...
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On field “Maximum Hits” is defined how many records will be synchronize to mobile. | typed 500 records.

SAP Hybris Cloud for Customer Eddie Smoke | Personalize | Adapt | Go to SAP Store | Downloads | Help | ©

OFFLIN DATA DOWNLOAD RULES RELATED DATA DOWNLOAD GENERAL
Of... DOWNLOAD RULES

Enable queries with granted authorization: v

a3ad

Changed By: ADI Remove Quick Adc

S33A0TdINT

Changed On: 02- 7 Business Role:  ZSALESPRO - ZSALESPRO

2% 4

*Workcenter View: | 7 - Contacts

““Query:‘ A
Maximum Hits:

Business Role IC Maximum ...

ntments 500

OOh GP»

500

$10naoyd

OK Cancel

Price Master Data (grant aut... Dependent on data downloa...

JVAN3Tvo

ADMIN Products Active Products
ADMIN Sales Orders All

SALES_MANAGER Sales Manager Sales Orders My Orders

SALES_MANAGER Sales Manager Sales Quotes All

ALIAILOY 3AIT

ZGREGMCNITT Sales Role for Greg McNitt Accounts My Accounts

ZGREGMCNITT Sales Role for Greg McNitt Products

SOVL

ZGREGMCNITT Sales Role for Greg McNitt Sales Orders My Orders
ZGREGMCNITT Sales Role for Greg McNitt Promotions All Ongoing Promotions

ZGREGMCNITT Sales Role for Greg McNitt Visits My Open Visits

ADMINISTRATOR Offline Settings u SAP Hybris Cloud for Cu...

That’s it!! We finished the configuration based on Business Role.

1.3. Creating Data Customer

On this section, | will create a new customer, and then set a user IPADUSER to be the owner of this client.

On Customers, click on “New” Button.

— X
e @ https://my312019.crm.ondemand.com/sap/public/ap/ui/repository/SAP_UI/Runtime/StartPs O ~ @& & || @ Customers - SAP Hybris Clo... > { 3 @
x B
= Norton W™ o e e
SAP Hybris Cloud for Customer SAP IPAD User Sync Offline | Personalize | Adapt | Go to SAP Store | Downloads | Help | ©

BUSINESS PARTNERS . ORGANIZATIONAL MANAGEMENT . CUSTOMERS . PEOPLE . MARKETING .

ACCOUNTS: My Accounts (0)

S NEW ACCOUNT P
m
= o
a 7. [ MyAccounts Jme , )
'~ *Name: ||
m
@ Name City State Coun...  Main Conte Prospect: ) SAHER 3
=
No re *Role: Prospect -~ [}
m
a Parent Account: [ m
K @
@ Web Site:
- ABC Classification: v g
. Country: v =
- ) 2
B\ City: »
State: v
o e
Owner: [ =
m
@ Campo Lista: v =
>
A= Active Markets: v -
Type of Work: ~
=
Customer Type: v
Check for Duplicates Save |, Cancel
v
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Type some data as below, save and open the customer.

s x
e = | @ https;//my312019.crm.ondemand.com/sap/public/ap/ui/repository/SAP_Ul/Runtime/StartPe O ~ & € ‘ @ Customers - SAP Hybris Clo... * i Y @
x @~
Norton (F THISPAGEIS | ACCESS ‘ Al SHARE VIA
* @ ~ SECURE @ VAULT [_'_i_. FACEBOOK
SAP Hybris Cloud for Customer SAP IPAD User Sync Offline | Personalize | Adapt | Go to SAP Store | Downloads | Help | ©

BUSINESS PARTNERS . ORGANIZATIONAL MANAGEMENT . CUSTOMERS . PEOPLE . MARKETING .

. ~
PY ACCOUNTS: My Accounts (0) . NEW ACCOUNT _ [New ¥st - ﬁ
C e — ] o
Q E ] @ &% 4 ‘ My Accounts 4‘ III @ “Name:  IpadUser’s Customer A o«
i t: m
@ Name City State Coun...  Main Cot 4 fospee & SALE... %
| *Role: Customer v [y
= Nc fe e
=
a Parent Account: m
Web Site: L @
@ ABC Classification: v ;
. Country: - <
5
— —~ City: S
== [ 7}
L"\ State: v
o Owner: F g
@ Campo Lista: - %
Active Markets: v >
&= =
Type of Work: -
Customer Type: -
-.:s) Check for Duplicates Save Cancel
® >
rs -
=
. “ ] “ H ”
On field “Owner”, set the user “IPAD User Sync Offline
—s X
e )| @ https://my312019.crm.ondemand.com/sap/public/ap/ui/repository/SAP_Ul/Runtime/StartPa O ~ @& & ‘ © IpadUser’s Customer - SAP ... %
x [ g
v AGH ACCESS 3l SHARE VIA
* OMoron @ ol |© T & oo |
SAP Hybris Cloud for Customer SAP IPAD User Sync Offline | Personalize | Adapt | Go to SAP Store | Downloads | Help |
‘ Actions “ ‘ Summary ‘ ‘ Guided Move In (Beta) ‘ ‘ Guided Move Out (Beta) ‘ ‘ Guided Transfer (Beta) ‘ ‘ Configurable Object Hierarchy (Beta) | ! |- *
CUSTOMER OVERVIEW FEED RECENT ORDERS CHARTS =
= = ! IpadUser’s Customer =
& = H LATEST UPDATES ACCOUNT TEAM & m
T 1 You can’t access SAP Jam because . B =)
Q configuration of your user is incomplete. Please Name Part... Phone  E-Mail = Main
(D contact your system administrator. & . ow... v E
E-Mail: =
— o
Parent Account: =
m
p--4 Web Site. REVENUE (As of ) &
AA_t A~ Revenue to Date:
- 3
‘ | Owner: IPAD User Sync Offline Accounts Recelvable 8
= e L 30 Days: §
N Industry: 60 Days: @
& Active Pipeline: 0,00 USD 90 Days: o
® YTD Revenue: 0,00 USD 0+ Dayes: i
Account ID: 1004944 s
= e
&= External System: ADDRESSES o‘
‘I External ID: Address Phone Fax Main Bill-To Ship-To
Created On: 02/24/2017 3:03 PM Wm o eslne. R Gre-
Created By: IPAD User Sync Offline
":s) Changed On: 02/24/2017 3:03 PM ITEMS SUMMARY i
v
@ Open Opportunities: 0,00 USD
® + =
S Onen Orders-
i=! IpadUser’s Customer xI
And then save the record.
e = )| @ https://my312019.crm.ondemand.com/sap/public/ap/ui/repository/SAP_Ul/Runtime/StartPz O ~ @ € || @ IpadUser’s Customer - SAP ... X ‘ ‘
x  E~
v S PAG ACCES! /g SHARE VIA
* @Norton & penes O G55 |8

Confirmation Dialog 0O X

@ Do you want to save the changes?

| Yes H No H Cancel
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So, on Account Search “C4C Online”, “My Accounts” filter. Only one record is listed. And it will be our goal to be listed on IPAD in
offline mode.

/SAP_Ul/Runtime/StartPz © ~ @& & | @ Customers - SAP Hybris Clo... > n D

p/public/ap/ui/rep:

e @ https://my312019.crm
x

V' Norton ; ® =« i
SECURE Q VAULT 'i FACEBOOK

SAP Hybris Cloud for Customer IPAD User Sync Offline | Personalize | Adapt | Go to SAP Store | Downloads | Help | &

BUSINESS PARTNERS .

ORGANIZATIONAL MANAGEMENT .

- ACCOUNTS: My Accounts (1) New | &% o
m
Q E=a& -7. [MyAccouns Jme Find... o) 5
'~
m
@ Name City State Coun... Main Contact Owner Status ﬁjcco... External ID SALE... %
=2
:=! IpadUser’s... IPAD User Sync... Active 1004... 100 2
-4 i
(]
@ -
2
« S
o
S
[1 =3
= [ .
o o
>
B
m
® 2
s
a= =
1
o
bt
=
D
v
£ _

1.4. Customizing the SAP C4C - Mobile

On this sections, | will customize the mobile to filter SAP C4C Objects. Logon with the IPAD’s user as demonstrated.

SAP Hybris Cloud for Customer

ipaduser

|

Options

Change password

1 2 3 4a 5 [S] 7 s =] o =)
SAEEEE N E DT
= Desfazer . . 2 ! ] X frr .
ABC ABC
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Choose the synchronize options below.

Click on “Offline Setup”

MMy Contacts - Contacts = == = &
< Fird. : o B (=1

MNo records found

Offline Setup

Are listed all objects, and options to be synchronized. Now, | choose 3 objects as example.

e Account
e Contact
e Individual Customer

And then, click on “Done” button.

Offline Setup

Account

Appointment

el weeaks) back and 1 (weaelk/vweaks) ahaad

Campaign

Contact

E-Mail

ko weraskos)

Individual Customer

Lead

Opportunity
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On offline mode, it’s necessary a second password.

The offline password must
be 8 characters, or longer,
and must contain at least
one uppercase character,
one lowercase character,
and one number.

Cancel

Type the password again to confirm it.

Please confirm your offline
password

..........I

Cancel
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Done, finished the task.

Offline setup complete.
Please remember your

offline password.

Done

1.5. Synchronizing C4C Data

To start the synchronization, just click on Sync Now.

TS50 AnMm

My Contacts - Contacts = - = &

=N Q. Find... T3 =
]

MNo records found

* Offline Setup

e ' r Syvnc Now

View Log
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My Contacts -

Contacts

L Firmd.

1.6. Switch the mobile to offline mode

3 =

Mo records found

On IPAD, I will switch to offline. And only one Account (Owned to IPADUSER) will be listed.

Al -

Contacts

2 Find.

Beckerman, Kyle

Department
Purchasing Dept

Function
Purchasing Manager
Lesjak, Catherine

Department
Purchasing Dept

Function
Purchasing Manager

Pryor, Mike

Department

Function

Fergosun, Sean

Department
Purchasinag Dept

Function
Purchasing Manager

Palmer., Achim

Departreent

Function

Offline Setup
Sync MNow

View Log

: = =

Account
Milers Corp

Mobile
+1 404-8765-2125

Account
Hamiltons

MMobile
+1 850-857-3425

Account
People Croft - Folsom

Mobile
+1 9@7F2-444-1021

Account
Ruder

Mobile
+1 (441 4y 382-2007

Account
HP

Mobilae
+1 408-233-4267

Account
Tampers

Mobile
+1 (B12) 304-68079

Switch to Offline

Blog - M6dulo CRM
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Phorne
+1 404-676-2122

E-Mail
kyie. beckerman@thecoca-colacor

Phone
+1 650-857-5534

E-MAail
c. lesjak@hp_.cormnm

Phone

+1 972-444-1010

E-Mail
s.pryorfi@@ondemand _.corm

Phorne
+1 (414) 3IF2-2002

E-hAail
sean fergosun@rockweliautomatic

Phorne
+1 408-765-8070

E-Mail
DPaerlimutter@intel .cormnm

Phone
+1 {(612) 3I04-&071

E-MAail
casey. carl@targetcorp.cc

Phone

E-Mhiail
sapcdconlinetrainings@yahoc
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It requested an Offline password settled before

Offline Password

Enter your offline password to
access offline data

12:09 P

My Accounts - [

L]

— IpadUser's Customer
City

i

Coumritey

Stebe Main Contact
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A

Ny Accounts

Account

Customization Guide - SAP C4C

— 0 =
I IpadUser’s Customer

i

Contacts
Addresses

Marketing Attributes

Account ID

1004944
Ipadllser’s Customer

Active

Custormer

English

Guys, that's it!l It’s the same process with every business objects mentioned before.
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