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Objectives

Win new customers and forge better 
relationships
AcTXiring neZ cXstomers is important Ior EXsiness sXccess� EXt ma[imi]ing 
cXstomer loyalty is MXst as crXcial. :ith integrated cXstomer relationship 
management �&50� soItZare� the SAP %Xsiness 2neo application helps yoX 
tXrn prospects into cXstomers� groZ sales and proʦtaEility� and achieve high 
levels oI cXstomer satisIaction.

&50 tools are essential Ior engaging neZ 
prospects and driving opportXnities to maNe 
sales. 7he tools are MXst as critical Ior manag-
ing service operations� service contracts� and 
cXstomer sXpport. %eyond optimi]ing sales� 
marNeting� and sXpport processes� yoX can 
Xse them to analy]e cXstomers and pros-
pects� Xnderstand their needs� and Eetter 
meet those needs. 

%y integrating yoXr sales� marNeting� and 
sXpport processes Zith the rest oI yoXr  
EXsiness� the tools let yoX deliver orders as 

promised� correctly invoice yoXr cXstomers� 
and accXrately Iorecast yoXr revenXe. And 
Zith moEile access� yoXr team can tap into  
inIormation they need Irom Zherever they 
may Ee.

7he SAP %Xsiness 2ne application and its 
version poZered Ey SAP +A1Ao provide a  
reliaEle� integrated &50 solXtion to help opti-
mi]e yoXr cXstomer interactions and sXpport 
processes across yoXr entire EXsiness �see 
table�. 7he soItZare is availaEle on premise or 
in the cloXd ɩ the choice is yoXrs.

Win new customers and forge better 
relationships

%eneʦts Quick FactsSolution
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Win new customers and forge better 
Win new customers and forge better 
relationships

Solution %eneʦtsObjectives Quick Facts

Campaigns, Opportunities, 
and Sales

Customer Contacts Service

&reate� maintain� e[ecXte� and 
analy]e marNeting campaigns

0anage lead and cXstomer data 
Xsing a simple Xser interIace

Administer Zarranty and service 
information

7racN and manage sales opportXni-
ties throXghoXt the sales cycle� 
generate sales docXments Xsing a 
variety oI templates

Access cXstomer Ealances� credit 
lines� opportXnities� and open 
orders Irom a single screen 

PerIorm pXrchase planning Xsing 
the material reTXirements planning 
Zi]ard

&reate instant price TXotes� convert 
them to orders� and perIorm real�
time prodXct availaEility checNs

9ieZ and synchroni]e contacts 
Zith 0icrosoIt 2XtlooN

Search Ior solXtions to cXstomer 
proElems in a solXtions NnoZledge 
database

&reate dashEoards and interactive 
reports Ior Iorecasting and sales 
analysis

7ransIer data Irom master 
records to relevant transactions 
aXtomatically

0onitor service levels Zith alerts 
and reports

CUSTOMER RELATIONSHIP MANAGEMENT FEATURES OF SAP BUSINESS ONE®
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Manage marketing campaigns

SAP %Xsiness 2ne helps yoX rXn marNeting 
campaigns Zith greater ease Irom start to  
ʦnish� inclXding analy]ing the resXlts. 7o plan 
yoXr campaign� yoX can Xse the application to 
segment yoXr contacts into target groXps� Ior 
e[ample� prospects Ey geography or indXstry 
and cXrrent cXstomers Ey pXrchased prod-
Xct. An easy�to�Xse Zi]ard then gXides yoX 
throXgh the steps to create and e[ecXte yoXr 
marNeting campaign. 7hese inclXde import-
ing contact lists Irom 0icrosoIt E[cel and  
e[ecXting the campaign throXgh e�mail and 
other methods. :ith integrated reports� yoX 

can analy]e yoXr campaign perIormance�  
inclXding response rates and overall sXccess 
oI the campaign.

:ith help Irom the soItZare� yoX can readily 
convert a TXaliʦed lead Irom the campaign 
into a sales opportXnity and IolloZ Xp Zith a 
sales TXotation. Again� integrated reports let 
yoX optimi]e yoXr campaign IolloZ�Xp pro-
cess. )or e[ample� yoX can see the varioXs 
opportunities created and sales quotes sent 
as a resXlt oI the campaign.

 

Manage marketing campaigns

0anage opportXnities and sales   
activities

*o straight Irom a closed deal to the sales order

*ain insight Irom cXstomer   
master data

0anage services

,ntegrate 0icrosoIt 2XtlooN and   
moEile technology

PerIorm efficient reporting and   
analytics

Solution %eneʦtsObjectives Quick Facts

Create, execute, and analyze marketing campaigns 
with ease using SAP Business One.
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Manage opportunities and sales   
activities
:ith SAP %Xsiness 2ne� yoX can efficiently 
manage yoXr activities throXgh diʥerent stag-
es in the sales cycle. SchedXle and receive  
reminders Ior phone calls� meetings� and  
assigned tasNs. 5ecord any activity along Zith 
detailed notes and linN it to cXstomers� ven-
dors� and leads Irom yoXr desNtop or moEile 
device. /inN activities to a lead� and drill doZn 
into the details Zith one clicN. Synchroni]e 
yoXr activities in SAP %Xsiness 2ne Zith yoXr 
personal schedXle in 0icrosoIt 2XtlooN to 
manage yoXr tasNs Zith clarity. 

7he sales opportXnity IXnctionality lets yoX 
manage the entire sales process� as Zell as 
Iorecast revenXe potential� and analy]e sales 
oXtcomes. :hen yoX enter neZ opportXnities 
Zith inIormation aEoXt potential sales vol-
Xmes� cXstomers� speciʦc competitors�  
e[pected closing dates� and sales stages� the 
application immediately calcXlates proMected 
gross proʦt and revenXe. As the opportXnity 
progresses throXgh sales stages and neZ 
data is entered� the e[pected proʦt and reve-
nXe calcXlations are Xpdated dynamically.

%eneʦtsSolutionObjectives Quick Facts

0anage marNeting campaigns

Manage opportunities and sales   
activities

*o straight Irom a closed deal to the sales order

*ain insight Irom cXstomer   
master data

0anage services

,ntegrate 0icrosoIt 2XtlooN and   
moEile technology

PerIorm efficient reporting and   
analytics

Integrating Microsoft Outlook with the CRM 
functionality of SAP Business One makes it easy 
to manage your busy day.
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Go straight from a closed deal to 
the sales order
2nce a sales opportXnity has Eeen Zon�  
yoX can create a sales order Irom it directly 
ZithoXt having to reenter data. <oX can see 
the movement oI goods into and oXt oI yoXr 
EXsiness and checN the availaEility oI ordered 
prodXcts in real time� EecaXse the soItZare 
Xpdates accoXnting data and inventory levels 
aXtomatically. :hen necessary� the version  
oI the application poZered Ey SAP +A1A  
provides the ʧe[iEility to reschedXle orders 
dynamically. 7his enaEles yoX to deliver 

goods to yoXr cXstomers as promised  
and maintain high cXstomer satisIaction.

7he application provides a variety oI   
templates Ior EXsiness docXments� sXch as  
TXotations� order conʦrmations� and Eillings. 
7his means yoX can create EXsiness docX-
ments and send them to yoXr prospects and 
cXstomers Xsing standard P') or other  
commonly Xsed Iormats.

 

SAP Business One provides tight integration between 
CRM and inventory so you deliver what you promise when 
it’s promised.

%eneʦtsSolutionObjectives Quick Facts

0anage marNeting campaigns

0anage opportXnities and sales   
activities

Go straight from a closed deal to the sales 
order

*ain insight Irom cXstomer   
master data

0anage services

,ntegrate 0icrosoIt 2XtlooN and   
moEile technology

PerIorm efficient reporting and   
analytics
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Gain insight from customer   
master data
SAP %Xsiness 2ne eases the management oI 
master data Ior sales leads and cXstomers. 

A dedicated customer master record feature  
is used to create and maintain data in user-
Iriendly screens or Irom a moEile device ɩ sXch 
as name� address� phone and Ia[ nXmEers�  
e�mail addresses� contacts� and ta[ inIorma-
tion. ,n addition� yoX can manage important 
payment data sXch as terms� credit limits� and 
special discoXnts� as Zell as EanN and credit 
card inIormation. 'ata stored in a cXstomer 
master record is aXtomatically transIerred to 
relevant transactions� sXch as sales TXotations� 
orders� or deliveries. <oX are notiʦed iI credit 

limits have Eeen e[ceeded or iI a cXstomer is 
ɯon holdɰ dXe to delivery or payment issXes.

A dashEoard Ior the cXstomer master record 
gives yoX an overvieZ oI accoXnt Ealances� 
oXtstanding orders� and deliveries� as Zell as 
opportXnities in the pipeline. Also� EecaXse 
SAP %Xsiness 2ne provides visiEility into a  
cXstomerɭs complete pXrchase history and 
open pXrchase orders� yoX can e[pose trends 
and anticipate needs Eased on historical inIor-
mation. 7hat means yoX can oʥer Eoth the 
right prodXcts and services to cXstomers and 
align yoXr prodXction activities and inventory 
Zith sales.

%eneʦtsSolutionObjectives Quick Facts

0anage marNeting campaigns

0anage opportXnities and sales   
activities

*o straight Irom a closed deal to the sales order

Gain insight from customer   
master data

0anage services

,ntegrate 0icrosoIt 2XtlooN and   
moEile technology

PerIorm efficient reporting and   
analytics
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Manage services 
7he service management IXnctionality in  
SAP %Xsiness 2ne simpliʦes the manage-
ment oI cXstomer Zarranties� service  
contracts� and service calls. <oX can create  
service contracts Eased on Zarrantied prod-
Xcts yoX are selling or create them separately 
Ior sXpport services rendered Ior third�party 
prodXcts. 7he service contract contains inIor-
mation aEoXt items covered Xnder the agree-
ment� sXch as service� contact� and response 
time. :ith a variety oI predeʦned templates� 
yoX can Xse an aXtomated and standardi]ed 
approach to craIting all types oI contracts. 

SAP %Xsiness 2ne helps yoX docXment all 
cXstomer service calls. A service call record 

inclXdes inIormation aEoXt the cXstomer� the 
service item� the issXe reported� and activi-
ties perIormed in response to the call. Service 
reps can Xse moEile devices to vieZ service 
contracts and manage the service call liIe� 
cycle ɩ Irom vieZing and picNing Xp their  
service calls to closing a service call and 
tracNing solXtion details. 

7he application also maintains a solXtions 
NnoZledge Ease� Zhere IreTXently reTXested 
information and solutions to common issues 
are recorded. 7his NnoZledge Ease helps  
service representatives respond more TXicNly 
and eʥectively to cXstomer calls and report-
ed proElems.

%eneʦtsSolutionObjectives Quick Facts

0anage marNeting campaigns

0anage opportXnities and sales   
activities

*o straight Irom a closed deal to the sales order

*ain insight Irom cXstomer   
master data

Manage services

,ntegrate 0icrosoIt 2XtlooN and   
moEile technology

PerIorm efficient reporting and   
analytics
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Integrate Microsoft Outlook and   
mobile technology
%y taNing advantage oI the synchroni]ation 
EetZeen 0icrosoIt 2XtlooN and SAP %Xsiness 
2ne� yoX can access cXstomer and sales  
inIormation throXgh 0icrosoIt 2XtlooN even 
Zhen yoXɭre oʩine. 7his also lets yoX syn-
chroni]e calendars and activities and import 
customer data from SAP Business One into 
yoXr 0icrosoIt 2XtlooN contacts list. 

Another advantage is that yoX can sync  
e�mails and meetings Irom 0icrosoIt 2XtlooN 
to SAP %Xsiness 2ne. )or e[ample� iI SAP 
Business One sees an e-mail in Microsoft 
2XtlooN Irom *eorge at A%& &ompany� it Zill 
record it in the SAP %Xsiness 2ne application 
as an activity. 

7he TXotation IXnction enaEles yoX to  
display and edit e[isting TXotations directly  
in 0icrosoIt 2XtlooN. <oX can create neZ  
TXotations in 0icrosoIt 2XtlooN� store them 
in SAP %Xsiness 2ne� and send them as  
e�mails to yoXr prospect or cXstomer. E�mails 
sent and received in Microsoft Outlook  
can be saved and retrieved as activities in  
SAP %Xsiness 2ne. And� Zhen Xsing the  
SAP %Xsiness 2ne moEile app� yoX can  
synchroni]e this inIormation on yoXr device.

%eneʦtsSolutionObjectives Quick Facts

0anage marNeting campaigns

0anage opportXnities and sales   
activities

*o straight Irom a closed deal to the sales order

*ain insight Irom cXstomer   
master data

0anage services

Integrate Microsoft Outlook and   
mobile technology

PerIorm efficient reporting and   
analytics
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Perform efficient reporting and   
analytics
7he reporting IXnctionality oI SAP %Xsiness 
2ne� inclXding SAPo &rystal 5eportso soIt-
Zare� lets yoX create poZerIXl sales reports 
and dashEoards to stay on top oI sales  
opportXnities� condXct sales Iorecasts� and 
assess sales and service perIormance.

<oX can monitor sales across mXltiple dimen-
sions� sXch as cXstomer and sales stage� and 
create dashEoards shoZing the inIormation 
yoX need to see most in a single location. :ith 
report templates� yoX can create detailed 
sales reports� sXch as pipeline tracNing.

A real�time overvieZ oI yoXr service depart-
ment lets yoX analy]e call volXmes� dXrations� 
and response times. 7he service call monitor 
creates alerts Zhen preset limits Ior call  

dXration or volXmes are e[ceeded� helping  
to gXarantee timely response and resolXtion.

:hen poZered Ey the SAP +A1A platIorm� 
SAP %Xsiness 2ne can taNe yoXr EXsiness  
reporting to the ne[t level� enaEling employ-
ees to create and rXn ad hoc reports Zith� 
oXt reTXiring assistance Irom a consXltant  
or ,7 e[pert. 9isXal and conte[tXal reports  
can Ee emEedded in Iamiliar screens oI the  
SAP %Xsiness 2ne application. )or e[ample� 
Zhen a cXstomerɭs name is entered into a 
sales order screen� a side panel on the screen 
can open shoZing the prodXcts most oIten 
pXrchased Ey that cXstomer. 7his enaEles 
yoXr reps to maNe  inIormed recommenda-
tions at the point oI sale.

%eneʦtsSolutionObjectives Quick Facts

0anage marNeting campaigns

0anage opportXnities and sales   
activities

*o straight Irom a closed deal to the sales order

*ain insight Irom cXstomer   
master data

0anage services

,ntegrate 0icrosoIt 2XtlooN and   
moEile technology

Perform efficient reporting and   
analytics



11 / 12 © 2015 SAP SE or an SAP affiliate company. All rights reserved.

Profit from integrated CRM   
functionality
SAP %Xsiness 2ne inclXdes &50 soItZare 
that streamlines yoXr sales� marNeting� and 
sXpport processes and integrates them Zith 
ʦnance and inventory activities. 7he resXlting 
comprehensive vieZ oI yoXr cXstomers and 
prospects helps yoX Xnderstand their needs 
and Eetter meet them.

7he application helps yoX create eʥective 
marNeting campaigns. <oX can target yoXr 
prospects and cXstomers to identiIy highly 
TXaliʦed opportXnities. <oX can increase  
revenXe Ey managing yoXr activities and  
opportXnities throXgh diʥerent stages in  

the sales cycle. As soon as the opportXnity 
data is entered� the application gives yoX visi-
Eility into proMected gross proʦt and revenXe 
Irom a deal� so yoX can maNe Eetter EXsiness  
decisions. Postsale� the solXtion helps yoX  
increase cXstomer satisIaction Ey responding 
Iaster to service calls� increasing the efficien-
cy oI cXstomer Zarranty and service contract 
administration� and resolving proElems  
Eetter. 5ich analytics IXnctionality sXpports  
improved decision maNing Eased on timely� 
accXrate data on all aspects oI the campaign� 
sales� and service processes.

Profit from integrated CRM   
functionality

BenefitsSolutionObjectives Quick Facts

Optimize and integrate your CRM processes to get 
a 360-degree view of your customers, so you can 
understand and meet their needs better.
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Summary
AcTXiring neZ cXstomers is crXcial Ior  
EXsiness sXccess� EXt maintaining cXstomer 
relationships is MXst as important. 7he  
SAP %Xsiness 2neo application provides the 
tools to turn prospects into customers and 
groZ cXstomer proʦtaEility and cXstomer 
satisIaction. 'iscover hoZ SAP %Xsiness 2ne 
ɩ Zhether as an on�premise or cloXd deploy-
ment ɩ can help yoXr EXsiness streamline the 
sales process� Irom tracNing leads to adminis-
tering aItersales sXpport ɩ Irom yoXr desN-
top� taElet� or moEile device. 
 
Objectives

 • E[ecXte eʥective marNeting campaigns
 • Convert more opportunities to sales
 • 0anage sales�related contacts
 • Boost customer satisfaction
 • Access speciʦc sales data and reports 
Zhen and Zhere yoX need the

Solution
 • &reation and e[ecXtion oI marNeting  
campaigns

 • 7racNing oI sales opportXnities and   
activities Irom ʦrst contact to deal close

 • Single repository Ior all critical cXstomer 
data

 • Efficient management oI Zarranty and 
service contracts 

 • Synchroni]ation Zith 0icrosoIt 2XtlooN  
 • &omprehensive reporting and analytics
 • Support for mobile access

Benefits
 • Increased sales revenue 
 • *reater proʦts Irom Iaster sales conversion
 • Increased customer satisfaction from faster 
response to service calls and better prob-
lem resolution

Learn more
&ontact yoXr SAP partner� or visit Xs online at 
ZZZ.sap.com�EXsinessone.

www.sap.com Quick Facts%eneʦtsSolutionObjectives
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1o part oI this pXElication may Ee reprodXced or transmitted in any Iorm or Ior any pXrpose ZithoXt the e[press permission oI 
SAP SE or an SAP affi  liate company.

SAP and other SAP prodXcts and services mentioned herein as Zell as their respective logos are trademarNs or 
registered trademarNs oI SAP SE �or an SAP affi  liate company� in *ermany and other coXntries. Please see 
http���ZZZ.sap.com�corporate�en�legal�copyright�inde[.ep[�trademarN for additional trademark information and 
notices. Some soItZare prodXcts marNeted Ey SAP SE and its distriEXtors contain proprietary soItZare components oI 
other soItZare vendors.

1ational prodXct speciʦ cations may vary.

7hese materials are provided Ey SAP SE or an SAP affi  liate company Ior inIormational pXrposes only� ZithoXt representation or 
Zarranty oI any Nind� and SAP SE or its affi  liated companies shall not Ee liaEle Ior errors or omissions Zith respect to the materials. 
7he only Zarranties Ior SAP SE or SAP affi  liate company prodXcts and services are those that are set Iorth in the e[press Zarranty 
statements accompanying sXch prodXcts and services� iI any. 1othing herein shoXld Ee constrXed as constitXting an additional 
Zarranty. 

,n particXlar� SAP SE or its affi  liated companies have no oEligation to pXrsXe any coXrse oI EXsiness oXtlined in this docXment or 
any related presentation� or to develop or release any IXnctionality mentioned therein. 7his docXment� or any related presentation� 
and SAP SEɭs or its affi  liated companiesɭ strategy and possiEle IXtXre developments� prodXcts� and�or platIorm directions and 
IXnctionality are all sXEMect to change and may Ee changed Ey SAP SE or its affi  liated companies at any time Ior any reason 
ZithoXt notice. 7he inIormation in this docXment is not a commitment� promise� or legal oEligation to deliver any material� code� or 
IXnctionality. All IorZard�looNing statements are sXEMect to varioXs risNs and Xncertainties that coXld caXse actXal resXlts to diʥ er 
materially Irom e[pectations. 5eaders are caXtioned not to place XndXe reliance on these IorZard�looNing statements� Zhich speaN 
only as oI their dates� and they shoXld not Ee relied Xpon in maNing pXrchasing decisions.
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