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THE SAP - WAY OF COMMUNICATIONS

The SAP BCM solution is not a matter of course. We asked Szabolcs Veres, SAP CRM expert
and project manager of maihiro GmbH.

Computerworld — Szamitastechnika: How did you come into contact with SAP BCM?

Szabolcs Veres: maihiro is a consultancy specialised in CRM. We help our clients from
compiling strategies through the reengineering of processes / organisations to system
implementation. We have offices in Munich and Vienna but work on the Hungarian and other CEE
markets in cooperation with the local SAP offices. Due to our CRM experiences, we worked as
SAP Hungary’s partners on the first local implementation in 2001. Over the past couple of years,
we experienced that the multi-channel client communications and its integration in the CRM
procedures is gaining importance. Simultaneously, SAP placed its new product into the CRM
family, so it was natural for maihiro, as one of the largest SAP CRM partners to follow the
development of the market and that of the product line, so we decided to build up the necessary
competences within our company.

CW- SZT: What is the role of SAP BCM?

SZ.V.: In short, SAP BCM is a flexible, multi-function IP-based contact centre. It is integrated into
the CRM solution by SAP in a way that depending on the complexity of the processes, the end
user sees nothing or almost nothing of it. Therefore the CRM contact centre integration that used
to account for the biggest chunk of the implementation project costs is already history with its
problems and difficulties. Classically, you need to provide two systems for the service agents:
telephone and other communications channels on the one hand with all of their extra skills, and
the CRM system on the other hand where the customer interactions are recorded and processed
for more information. SAP BCM merges all communications into one single channel and
integrates them into the CRM: there’s no need for phones or traditional phone centres, and the
service agents see and manage everything on one single interface. The BCM server receives the
calls, text messages and faxes sent through various channels.

CW-SZT: Is it only suitable for replacing call centres and customer service centres? It seems as if
the company phones and communications systems might be replaced by it as well.

Sz.V. Obviously, it is used where there is a bigger need for unified communication and for the
flexible handling of calls. But BCM was originally intended to be an integrated business
communications system and it is perfectly suitable for this purpose.
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