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Current Solution for Interaction Center Win- &
WebClient re/ource

Softphone/Telephony — SAPphone Interface
Email, Letter, Fax — Agent’s universal inbox based on SAPConnect with contact pull

WebClient
Softphone/Telephony, Email, Web Chat with active contact push to agent’s desktop
Leverage existing investment in contact center technology

Softphone/Telephony, Email, Web Chat, Paging with active contact push to agent’s desktop
Leverage existing investment in contact center technology

Softphone/Telephony, Email, Web Chat, VolP, Outbound Dialing
Embedded Genesys desktop controls within mySAP CRM Interaction Center
Blended routing & universal queuing of all interaction types
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Integration Options for Interaction Center
WinClient refource

SAPphone + SAPconnect Multichannel Interface Genesys Gplus Adapter
SAPphone = SAPconnect Multichannel Interface Gplus Adapter
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Integration Options for IC WebClient

Contact Pull
Contact Push (Agent‘s universal inbox)

Integrated
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Integration with Telephone Gateway /
Connector refource

SAPPhone Interface Gateway oder CTl Connector

SAPphone Server *
Daronto Connector
Cycos Connector
AMC Connector
CT Connector

* Connector von SAP AG ist kostenlos auf der SAPgui CD verfigbar und setzt immer einen
Tapi Service Provider Server oder Tapi Client Treiber voraus.
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Integration with Telephone Gateway

|
Broadcast Messaging Server
p— Agent

Workplace

@rrrssEssssEssEEEsEEEEEEEEEEEEEEEEEEEEEEEEEEs > Web Server/ Java

' Servlet Runtime 1.3
= ..0...... .

Windows NT/2000
; '~...... H g BW
CRM Server Host
CTl '

Telephone Telephony SAP

SR » Telephony ...

System PBX Gateway Phone
Calls Server R/3 OLTP
i A
T ; . Plug-In
E E-Mai Qrrrnnnnnas > SAP
: Server ..¥ Connect
v ‘¢“’
Internet Pricing
Fax » .
and Configurator
Server

© resource group ag 2009 — page 6



Integration with Telephone Gateway

I"EDUF“CE
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Integrated Communication Interface (ICl)

Interaction Center Landscape with IC Interface

IC Wehb Client Dashboard
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Integration with Multichannel Interface
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Integration with Multichannel Interface
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Integration with Genesys GPlus Adapter
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Integration with GPlusAdapter
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Weitere Information

SAP Public Web:

www.sap.com/solutions/crm/keycapabilities/interactioncenter.asp

Integration & Certification: www.sap.com/partners/icc

ICC Integration Guide: www.sap.com/icc/scenarios/technology

SAP Marketplace :
SAP Marketplace :

SAP Marketplace :
SAP Marketplace :
SAP Marketplace :

http://service.sap.com/crm-ic

http://service.sap.com/mcis

http://service.sap.com/instquides

http://service.sap.com/patches

http://service.sap.com/notes
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CTI Glossar
I"EDLJI“CE

ACDAutomatic Call Distribution

ANI Automatic Number Identification

APl Application Programming Interface

CADCall Attached Data

CIC Customer Interaction Center

CTl Computer Telephony Integration

DNIS Dialed Number Identification Service
IVR Integrated Voice Response

PBX Private Branch Exchange

RFC Remote Function Call

TAPITelephony Application Programming Interface
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