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SAP C4C

About the Tutorial

In today’s competitive market, it is important to meet customer requirements and align
your sales, marketing and service business lines to provide higher customer satisfaction.
It is also important to design a cheap, integral solution that helps an organization to
achieve its objectives and meet customer needs in a flexible environment.

SAP Cloud for Customer (C4C) is a cloud solution to manage customer sales, customer
service and marketing activities efficiently and is one of the key SAP solutions to manage
customer relationship.

Audience

SAP Cloud for Customer (SAP C4C) is a software as a service (SaaS) platform for sales
and service. The platform is composed of SAP Cloud for Sales and SAP Cloud for Service,
which are marketed as separate entities by SAP.

Prerequisites

Before you start proceeding with this tutorial, we are assuming that you are already aware
of the basics of Supply Chain Management and Customer Relationship Management.

Copyright & Disclaimer

© Copyright 2018 by Tutorials Point (I) Pvt. Ltd.

All the content and graphics published in this e-book are the property of Tutorials Point (I)
Pvt. Ltd. The user of this e-book is prohibited to reuse, retain, copy, distribute or republish
any contents or a part of contents of this e-book in any manner without written consent
of the publisher.

We strive to update the contents of our website and tutorials as timely and as precisely as
possible, however, the contents may contain inaccuracies or errors. Tutorials Point (I) Pvt.
Ltd. provides no guarantee regarding the accuracy, timeliness or completeness of our
website or its contents including this tutorial. If you discover any errors on our website or
in this tutorial, please notify us at contact@tutorialspoint.com
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1. SAP C4C—Introduction

In today’s competitive market, it is important to meet customer requirements and align
your sales, marketing and service business lines to provide higher customer satisfaction.
It is also important to design a cheap, integral solution that helps an organization to
achieve its objectives and meet customer needs in a flexible environment.

SAP Cloud for customer (C4C) is a cloud solution to manage customer sales, customer
service and marketing activities efficiently and is one of the key SAP solution to manage
customer relationship.

SAP C4C is based on the following individual products-
e SAP Cloud for Sales

e SAP Cloud for Marketing
e SAP Cloud for Social Engagement

Following are the key objectives of SAP Cloud for Customer-

e Relationships
e Collaboration
e Insight

e Business Processes

Customer Collaboration Insight Business Processes
Relationship

SAP C4C Key Points

Following are some interesting facts about SAP C4C-

e SAP Cloud for Customer solution is available from June 20, 2011.

e SAP C4C is available in 19 languages as on May 2015.

@ tutorialspoint
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SAP C4C

You can easily integrate C4C solution to SAP ECC, CRM and Outlook using SAP NW
Process Integration or SAP HANA Cloud Integration HCI for standard scenarios.
SAP C4C is a new product of SAP based on SaaS (software as a service), PaaS
(Platform as a service) and IaaS (Infrastructure as a service).

SAP C4C connecters are available for popular middleware like Dell Boomi for cloud
integration, Informatica, MuleSoft for application integration etc.

Cloud for Customer

Web Browser, mobile App, Email Integration and Thin client

.

Software As a Service (SaaS)

CRM, Email, applications, games, communication etc.

Platform As a Service (Paas)
Database servers, Application servers, Run time tools

Infrastructure As a Service (laaS)
Load Balancing, Storage, Virtual Servers, Network Services

Advantages of SAP C4C

Following are the benefits of using C4C management-

One of the key benefits of using SAP C4C is its operation expenditure cost and
operation maintenance.

You can take licenses as per your requirement and it can be increased on demand.

SAP C4C solution is managed by vendor and all operational costs and maintenance
is the vendor’s responsibility.

SAP C4C solution allows you to manage customer needs from anywhere and with
seven-layer security from cloud service providers.

You can access all customer information regardless where they are stored or
available.

-
i
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e SAP C4C is based on cloud and use secure and fast communication using web,
mobile and supporting mobile platforms iOS, Android and Windows devices, in both
online and offline mode.

SAP C4C vs On-Premise

Given below are the key differences between Cloud for Customer and on-premise solution-

Feature

Cloud for Customer

On Premise Company
owned

Solution location

On Cloud. Off the premise

On Premise

Solution Ownership

SAP/subscription

Company owned

Business Model

Operational Expenditure

Capital Expenditure

Cost Less High
Licenses and Users As per demand Peak
Solution Management Vendor Company

Capital Expenditure

Only operational
expenditure like end-users
system and user creation

’

Cost of IT infrastructure is
very high. Example:
Servers and user licenses
etc.
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2. SAP CA4AC - Architecture

SAP C4C provides prepacked integration for SAP ECC, CRM and Outlook. It consists of
HTML5 UI, Silverlight UI, and mobile Apps for I0S, Android platform and HANA for HANA
Cloud integration HCI.

SAP C4C has multitenant architecture where solution and components is shared between
multiple customers. There is an option to go for single tenant by paying additional cost. In
a multiple tenant environment, all the updates and releases are built on C4C custom
solutions for multiple clients.

SAP Cloud For Customer

crcwanne [T i fr{ ]
| 347 s or s

SAP C4C solution can be easily integrated with SAP ERP and CRM on premise solution.
There are two ways of integration-

e SAP Process Integration PI/PO: This integration is recommended when you are
already using process integration for on premise systems.

e SAP HANA Cloud Integration HCI: This integration is recommended when you
have to perform cloud-to-cloud integration.

The CA4C integration to CRM on-premise could be on the basis of-

e Level of customization required
e Whether the functionality is required to be on the cloud/on the field
e The master data governance rules within the company

e Sales organization structure, etc.

@ tutorialspoint
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Example

The frontline sales team will generate opportunities on the move with minimal information.
The Top 5 - Customer, Product, Opportunity Phase, Value, Volume and the sales assistants
in the back-office will enhance the opportunities with more data that are replicated to the
on-premise solution.

The C4C integration to ERP could be on the basis of types of transactions needed to be
displayed to the front end sales like orders, quotations or contracts. It is based on the role
of the sales person whether they need pricing information, availability checks or even
customer credit information. The principle here could be that of only deploying a "Must
Have" integration with the ERP transactions.

tutorialspoint
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3. SAP C4C-—Public vs Private

When a customer goes for SAP C4C production tenant, there is a test tenant provided as
free to the customer. A separate unique URL is provided for each tenant. A customer can
also purchase permanent test tenant subscription.

Production Tenant
+
Test Tenant

Permanent Test ‘
Tenant Subscription /B

SAP C4C solution is hosted on cloud tenant that has many customers. This is called a
public tenant.

C4C customers can also go for private purchase edition, which allows them to subscribe
for a tenant with no other customer on it. SAP C4C production and test tenants are always
of separate system. A customer cannot purchase a permanent test tenant for temporary
basis. It is recommended only when SDK solution is in use.

SAP Cloud hosting cannot differentiate between a permanent and a temporary test tenant.
It only supports up to two test tenants irrespective of which a customer can consider as
temporary tenant and a permanent tenant.

@ tutorialspoint
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Using a test and production tenant, a project can be implemented in the following way as
demonstrated in the figure-

) PREPARE >> REALIZE >> VERIFY >> LAUNCH >

Cloud Production Tenant

SAP C4C administrator can manage the test and production tenants using Service Control
Center -> System View

rs. proouets. SERVICE CONTROL CE.... < )

OVERVIEW
jnformation, view system deta SAP STORE ORDERS ‘eral functions are only available when

USER SUBSCRIPTIONS

MAINTENANCE SCHEDULE 4
ofile CALENDAR ¥

LIST
Part...

ndicom SYSTEM AVAILABILITY Yes
o [SYSTEMS s Yes

CONTACT DETAILS

SYSTEMS: Active Systems (2)

This view gives you an overview of your productive and test systems and their current status. You can sort system information, view system details, and mana
you are logged on to your productive systems.

Show | Active Systems .

Group By | None .|| view ||| RequestCreation | Request Terminaion
St..  Status System ID System Type System URL

® Running 740148452  Reference e Y
@ Running 740157624 Reference linsiisiiiisamnnnsnansnn
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From the dropdown list, you can select Active systems, decommission system, or all
systems and click on Go.

SYSTEMS: Active Systems (2)

This view gives you an overview of vour productive and test systems and their current status. You can sort syste
you are logged on o your productive systems.

Show |A|:1i1..re Systems ‘| Go
Group | Active Systems [ Request Creation Request Termination Copy Solution

Decommissioned Systems
System Type System URL

All Systems

You can use request creation option to request a new system. Different options can be
selected for requesting a new system like-

e Copy of Source System
e Initial System (Copy Solution Profile)
e Copy of Source System

w Mtutorialspoint
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4. SAP C4AC—User Interface

In SAP C4C system we have two types of UIs. In this chapter, we will discuss in detail the
Uls of SAP C4C.

HTML 5

SAP C4C is used by end-users. This is considered as light version and provides fast and
easy access to different work centers suitable for the end-users in C4C environment.

The user interface framework for SAP C4C for end-users is based on HTML 5. All business
user features and functions are available in HTML 5. Most of the administrator
features and functions are still only available in Silverlight.

To access HTML 5-SAP C4C user interface, open Internet Explorer and type your tenant
URL-

SAP Cloud for Customer

Language English ~
Forgot your password?

Log On Change Password

m Copyright (<) 2015 SAP SE. All rights reserved.

Enter the user name and password and select the language. Click Log on.

You will land on HTML 5-C4C user interface.

@ tutorialspoint
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FEED MEW BUSINESS (OBSOLETE) SERVICE ENTITLEMENTS PRODUCTS (DBSOLETE) CUSTOMERS PEDPLY >
FEE
& @ Q

{_!_:I . ?
CEORGI | 2
B £ E pl |2
-.!-\ 5 mi‘ A U tabes - oy
{ [a] ]
& @ g 5= N 5
@me 57
= e * . L 1.FT" B
B E m .
0 HG §, Dppenenity tatng: Stahus spdted 18 Won by .4 @
& =l S
=
e LY -
m
3 Dipperienity 9ty Charcs of success and chass ate upciated by =
] g
]
- C1 Ry i

This C4C-Silverlight user interface is used by Administrator. For this, you need to install
Microsoft Silverlight in your local system.

Note: The default client is HTML5 but C4C administrators can launch the Silverlight Ul
from the Adaptation menu to access the configuration relevant work centers.

To open Silverlight Ul mode, go to the Adapt tab at the top and select Launch Microsoft
Silverlight.

| Perscnalize | Adapt |

Company Settings

(W F]

ITIES ANALYSIS COMPETITORS P

Company Branding Images

Edit Master Layout

Edit Smartphone Layout

is incomplete. Please contact your system administrator.
Mew Page Layout

Edit Page Layout
Assign Page Layout

Delete Page Layout

Export Layout

Impart Layout

Launch in Microsoft SilverlightE

A new window will open. This window is SAP C4C in Silverlight mode.
10
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SAP Hybris Cloud for Customer Personalize | Adapt | Go to SAPStore WB6wnloads g Help
FEED | APPLICATION AND USE... .| BUSINESS ANALYTICS . BUSINESS CONFIGURATION . BUSINESSPARINERS . NEW BUSINESS
Quick Links = n
# £
Q Incidents and Service Tasks: Incidents User and Access Management: Work User and Access Management: Business Users Business Data Consistency: Process Communi... S
) New Incidents (82) Open Tasks (70) Locked Business Users (9) Open Errors with Tasks (0) o
@ My Open Incidents (0) %
2
Incidents Where Provider Needs More Information (0) 3
| m
‘ 3‘\ Incidents with Solution Proposal from Provider (5) fwﬂ
Incidents in Process (5)
My Team's Open Incidents (87) g
Incidents in Process by Provider (0) E
N Incidents Requiring Action by Requester (0) 4
had|
Business Data Consistency: Business Docume... Business Data Consistency: Data Flow Verificat... Task Distribution: Business Task Input and Output Management: Web Service Me...
"@ Differences of last Week (0) Open Results with Differences (0) Unassigned Items (1000) Erroneous (594530) g
@ Open Incomplete Results (0) Automated Tasks with Errors (0) g
=
&4 Loading Data Loading Data x
&
gs
& G
(i
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5. SAP C4C—-Work Centers

When you open SAP Cloud for Customer in Silverlight mode, you can access multiple work
centers to perform various administrative and configuration tasks.

Feed

The Feed work center shows all the updates and events like create, assign of ticket, lead,
sales order etc.

Opportunty tesing Status updated 15 Won by A&

(YR

>+

" Oppounty testng Chance of SucCess and cose date wpdated by AA
-8

L S

Business Analytics

The Business Analytics work center is responsible to create custom report, design new
data source, design key figures, and design KPI.

FEED APPLICATION AND USER MANAGEMENT . BUSINESS ANALYTICS . BUSINESS CONFIGURA

You can't access SAP Jam because configuration of your user is incomplet _ Common Tasks
New Key Figure
DATA SOURCES
Upload / Download
DESIGN DATA SOURCES
Buffer Hierarchies
RELATIVE SELECTIONS
DESIGN KEY FIGURES
DESIGN KPI
BROADCASTS
12
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Application and User Management

The Application and User Management work center is responsible for performing tasks like

SAP C4C

creating business users, creating business roles, task distribution etc.

APPLICATION AND USER MANAGEMENT .

INCIDENTS AND SERVICE TASKS
INCIDENTS
SERVICE TASKS
USER AND ACCESS MANAGEMENT
WORK
BUSIMESS USERS
SUPPORT AND TECHNICAL USERS
BUSIMESS ROLES
USER REGISTRATIONS FOR OAUTH2 WE...
BUSINESS DATA CONSISTENCY
PROCESS COMMUNICATION ERRORS
BUSINESS DOCUMENT DIFFERENCES
DATA FLOW VERIFICATION RESULTS
DATA FLOW VERIFICATION RUNS

BUSINESS ANALYTICS .

TASK DISTRIBUTION
BUSINESS TASK MANAGEMENT
APPROVAL PROCESSES
WORKFLOW RULES
SUBSTITUTIONS
EMPLOYEE WORK DISTRIBUTION

INPUT AND OQUTPUT MANAGEMENT
PRINT QUEUES
E-MAIL AND FAX QUEUES
FILE INPUT
FORM TEMPLATE SELECTION
QUTPUT CHANMNEL SELECTION
WEB SERVICE MESSAGE MONITORING
COMMUNICATICN SYSTEMS
COMMUMNICATION ARRANGEMENTS
COMMUMNICATION CERTIFICATES
ID MAPPING FOR INTEGRATION
SERVICE EXPLORER

BUSINESS CONFIGURATION .

BACKGROUND JOBS
NEWS AUTHORING
COMPLIANCE
IT COMPLIANCE
SAP LIVE LINK
BUSINESS FLEXIBILITY
MASHUP WEB SERVICES
MASHUP AUTHORING
MASTER TEMPLATE MAINTENANCE
FORM TEMPLATE MAINTENANCE

MICROSOFT OFFICE® TEMPLATE MAINT.

FLEXIBILITY CHANGE LOG

DOWNLOAD CENTER
REPORTS

LsT

GALLERY

Business Configuration

The Business Configuration work center is responsible for Implementation Projects,

Download and Upload Code list, etc.

BUSINESS CONFIGURATION
L 3 \J "I

ONFlGURA... 2 BUSINESS PARTNERS .

OVERVIEW

REPORTS

UPLOAD CODE LIST

DOWNLOAD CODE LIST

IMPLEMENTATION PROJECTS

Business Partner

In the Business Partner work center, we can create and edit business partners like service

agents etc.

“

tutorialspoint

EIMPLYEAEYLEARNING

BUSINES SPARTNERS




SAP C4C

DS o

New Service Agent

BUSINESS PARTNERS
BUSINESS PARTNER CHANGES

Maintain Cross-Account Sales Data

Mass Change Account Data

Service Entitlement

In Service Entitlement work center, we can create and edit Service Levels (SLA) and
Service Categories.

OLETE) . LIBRARY SERVICE ENHTLEMENTS . ORGANIZ <

Common Tasks
New Service Level

SERVICE LEVELS
SERVICE CATEGORIES

REPORTS
LIST
GALLERY

Determine Service Level
New Service Category Catalog

Organizational Management

In Organizational Management work center, we can create and edit organizational
structure, job definitions, work distribution- organizational and employee work
distribution.

ENTS . ORGANIZATIONAL MANAGEMENT .5 FRODUCTS (OBSOLETE) . £

JOB DEFINITION

WORK DISTRIBUTION
ORGANIZATIONAL WORK DISTRIBUTION
EMPLOYEE WORK DISTRIBUTION —

LOCATIONS

£ Basic

Customer

14
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SAP C4C

In the Customer work center, we can see customers like account, contacts, and individual
customer, target group, sales intelligence etc.

IGEMENT . PRODUCTS (OBSOLETERS CUSTOMERS . PEOPL

CONTACTS 5

INDIVIDUAL CUSTOMERS

TARGET GROUPS %

SALES INTELLIGENCE f g
m
wn

People

In this work center, we can see employees, delegates, legacy group, group, etc.

SAP Cloud for Gustomer Rakesh Kumar |_Personslize | Adapt | Go to SABIStore PeE—TEY

ORGANIZATIONAL MANAGEMENT . PRODUCTS (OBSOLETE) «
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%) = 1000000050 o
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b ]
= » 1000000060 =
© o
» 1000000062
2 » 1000000070 Z

Marketing

In the Marketing work center, we can perform marketing activities like- create and edit
target groups, content, campaigns, leads, response options, marketing funds, campaign
file formats, lead scores, promotions.

SAP Cloud for Customer Rakesh Kumar | Personalize | Adapt | Go to SAPStore JliDGWnioads gHelp

ORGANIZATIONACMANAGEMENT . PRODUCTS (OBSOLETE) » CUSTOMERS . PEOPLE & MARKETING . SALES . ACTIMMIES . YANALYSIS . COMPETITOR (> =
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[ Edt | [ New .| | Export .|| | Locate | [ Actions .| (5] o
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» 1000000080 m
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» 1000000000 3
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L » 1000000021 g
PROMOTIONS
] » 1000000032 a3
1000000050
£9) . 2
= » 1000000054 m
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» 1000000060 =
(©) 2
» 1000000062
] [ =
& » 1000000070 2
= =
E Details: 1000000080 9
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Sales
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Under the Sales work center, we can perform sales activity like- Sales lead, lead, deal
registration, opportunities , sales quotes, sales orders, forecasts, forecasts administration,
pipeline simulation, territories, realignment run, sales target planning.

SAP Cloud for Custémer Rakesh Kumar | Personalize | Adapt | Go to SAPStore iliS6wnioads yuielp
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(BN ~
32
= S
as 2
5
]| a3
)
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£ =
= E
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=
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Activities

Here we can perform activities like appointments, e-mails, phone calls, tasks, E-mail
blasts, store events, time entry, in- store activities, messaging, etc.

4
ORGANIZATIONAL MANAGEMENT . PRODUCTS (OBSOLETE) . CUSTOMERS . PEOPLE . MARKETING . SALES . ACT'V'T'ES, ANALYSIS . C( { > =

APPOINTMENT!
* APPOINTMENTS: My Appointments (0) 0 s New &F E
Q E =@ =7, MyAppointments . EMALS O, g
2 Subject Status  Start Date/Time End Date/Time Account Primary Col PHONECALLS Actio... N
E
7 No records found TASKS 7
® E-MAIL BLASTS E
STORE EVENTS J
B TIME ENTRY 4
& IN-STORE ACTIVITIES g
[\ MESSAGING E
9 4
= r-
2 s

Analysis

Analysis is used to access all the reports.
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SAP Cloud for Customer Rakesh Kumar | Personalize | Adapt | Go to SAPStore liB8wnioads geHelp | O

CUSTOMERS : PEOPLE. MARKETING. SALES . ACTIVITIES . ANAL SIS, COMPETITORS . PRODUCTS .SEIBRARMSSERVICE CONTROL CEN
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Competitor

Under the Competitor work center, we can maintain information regarding competitors
and competitor products.

SAP Cloud for Customer Rakesh Kumar | Personalize | Adapt | Go to SAP Store WBownioads geHelp | &

CUSTOMERS . PEOPLE. MARKETING. SALES. ACTIVITIES . (ANALYSIS . COMPETITORS, PRODUGHSE™ LIBRARY SERVICE CONTRO! {>=

COMPETITORS
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Products

Here we can create, edit and view products, product administration, product categories,
product list, price list, discount list, registered products and warranties.
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Library

The Library work center is used to share any knowledge-based article that you think may
be useful for other user. You can share any useful article, document for reference.
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Service Control Center

Under the Service Control Center, we can see all the order that we have placed to SAP
and can place new order like buying of new user licenses etc.

We can also view the maintenance schedule of the system like down-time.
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ECC Search

Under ECC Search work center, we can search sales order in back end system SAP ECC.
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End of ebook preview
If you liked what you saw...

Buy it from our store @ https://store.tutorialspoint.com
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