Help for SAP Customer Relationship Management
User based sizing 

	Low
 
Occasional User
	Definition
An occasional user is logged on and consumes system resources. We assume that the occasional user accesses the system from time to time, fitting the work profile of an information user or an executive.
From a technical viewpoint, this user type typically performs around 400 dialog steps (equivalent to approximately 400 screen changes) per week. Assuming a working week of 40 hours, this amounts to ten dialog steps per hour or one every six minutes. In this column you enter the number of users who are logged on and use it every once in a while during the day.

Comment
For calculating the optimum memory consumption we assume that these users typically work during peak hours. For minimum requirements they are omitted. Also, they have no influence on disk sizing.



	Medium
 
Accountant / Clerk
	Definition
We assume that this user definition represents the work profile of accountants, clerks or office personnel.
From a technical viewpoint, this user type typically performs around 4,800 dialog steps per week. Assuming a working week of 40 hours, this amounts to 120 dialog steps per hour or one every 30 seconds. In this column you enter the number of users who are logged on and use it regularly during the day.



	High
 
Data entry user, Telesales User, Power User
	Definition
We assume that this user definition represents the work profile of users in the telesales environment, data entry users or power users such as application developers.
From a technical viewpoint, this user type typically performs an average of around 14,400 dialog steps (screen changes) per week. Assuming a working week of 40 hours, this amounts to 360 dialog steps an hour or on every 10 seconds. In this column you enter the number of users who are logged on and use it intensively during the day.




	CRM InternetSales Users

Catalog browsing / Filling Shopping Cart & Ordering
	Definition

In Internet Sales, users can be split into roughly two groups:

· The vast majority of users will browse through the catalog offerings to gather information about products. They will not fill the shopping basket or order products. Enter the number of users who will only navigate through offerings. They will incur load on the Web Server, but rather little load on the CRM Server because there will be less order processing.
· A smaller number of Internet Sales users will actually fill the shopping cart and proceed to purchase the goods. How many users these will actually be depends strongly on the scenario used (B2B or B2C). In a B2B scenario, more users will belong to this group than in a BeC scenario.
 Note, that we ask for absolute numbers, not percentages.




CRM 

	Customer orders
	Definition
In CRM, customer orders can be created in different ways, for example by a telesales agent in the Call Center or by customers via the Internet. Directly created orders in CRM Online are included here as well.  

It is important to enter the customer orders in the line/application/module where they are closest to because this may have a great influence on sizing.



	Service Transactions
	Definition
You can use the component Service transaction to represent business processes in the service area in your company. Service transactions can be entered in the following ways. 

· By an employee in the CRM System 

· By an employee in the Customer Interaction Center 

· By your customer via the Internet 

The service transaction can be either a service order or a service request.  

Definition of service order

A short-term agreement between a service provider and a service recipient, in which the service recipiet orders one-off services which are billed when completed using resource-related billing. The line for service orders includes the following:

· Service

· Spare parts

· Products

· Prices

· Billig data




	Opportunity Management
	Definition
The Opportunity describes the sales prospects, their requested products and services, the sales prospect’s budget, the potential sales volume and an estimated sales probability. This information becomes concrete in the course of the sales cycle, and can be displayed and evaluated in the system. 

Opportunity Management provides the framework for presenting sales projects from the very start, and tracking their progress. In this way, it provides the basis for an analysis and optimization of your Enterprise. 

Users in Opportunity Management can use the following functions: 

· Presentation of the Sales Cycle 

· Reason for Status 

· Working With Products 

· Management of Attachments 

· Transferring Data for Sales Volume Forecast 

· Classification of Opportunities 

· Texts in Opportunities 
· Opportunities - Fast Change

Comment 

· Make sure you (determine and) enter the number of times the opportunities are displayed or changed (in percent). This is important for the sizing because the typical lifecycle of an opportunity includes several changes (for example the status or phase) as well as several display actions (for example, to check the ongoing status or the final success). 
· Note that attached documents (typically PC type documents such as text files, presentations, or documents in print format) which are uploaded into CRM are not considered in this approach


	Activity Management
	Definition
Within Activity Management, your employees can: 

· Create business activities to document any interaction they have with customers 

· Create tasks to manage their own workload 

· Manage their work in the Application Workplace 

· View appointments and activities in the calendar 

· Access the Business Workplace for using workflow items 

The two main elements in Activity Management are the application workplace and the calendar. Each provides a different view of your workload and you can switch between them. 

The calendar displays all your appointments in a daily, weekly, or monthly overview. The inbox, on the other hand, provides you with a personal workplace or file manager, where all your activities, whether they have been given fixed appointments or not, are clearly sorted into different folders. 

Activities often are some kind of follow-on actions, for example a follow-up call after an initial sales conversation with a customer. 

Changes to an acitivity are regular. Make sure you include this information in the sizing.

Comments 

· Users are very rarely entered in this component because they are usually more involved in order processing or opportunity processing. Therefore, you should attribute users to these components rather than to Activity Management. 

Note that attached documents (typically PC type documents such as text files, presentations, or documents in print format) which are uploaded into CRM are not considered in this approach.




	Customer Interaction Center
	Definition
The Customer Interaction Center (CIC) is a key technology of Customer Relationship Management with mySAP. It is designed as a multi-channel, blended business process interaction center to empower call centers to provide the highest level of customer service. It provides robust technology for contact center operations. It tightly integrates a highly customizable and full-featured front office with your back-office as well as your entire range of customer-centric processes. The Customer Interaction Center is the common state-of-the-art technology for any business transactions via phone, email, letter or face to face. It’s used in the following CRM Business Scenarios: Service Interaction Center, Telesales and Telemarketing. Highlights of CIC include: 

· Processing inbound and outbound telephone calls with customers and other business partners using Computer Telephony Integration (CTI) technology as middleware. 

· An Email Office system for processing incoming and outgoing emails. Also included are Planned Activities for the agent to execute. 

· A comprehensive Interaction History log to provide one view of a customer. This enables agents to view planned and historical activities along with sales and service orders. 

Comment 

For user-based sizing we assume that the CIC creates additional load. Basic load is created by the business transactions called through CIC, such as Opportunity Management, Activity Management, Customer Order, and Service Transaction. Therefore we recommend you enter a CIC user in the line for CIC as well as in the line of the respective business transaction.

To reflekt CIC orders in the Quick Sizer use the line for customer orders and add the number of calls.

Example
Altogether, 100,000 customer orders are being created, 50,000 of them through CIC. To reflect this, you enter 100,000 under customer orders and 50,000 under calls. 


	Internet Sales
	Definition
This component allows electronic business activities to take place between companies and consumers as well as only between companies. Using SAP Internet Sales, manufacturers, shippers, wholesalers, and retailers can sell their products directly via the World Wide Web. The following components are contained in CRM Internet Sales: 

· Business-to-Consumer (B2C) Internet Sales 

· Business-to-Business (B2B) Internet Sales 
· Business-to-Reseller (B2R) Internet Sales
Comment

For user-based sizing we assume that there are two different user types. Some users will browse through the product catalog and eventually create orders, the others will only browse through catalog. The browsing users mainly create load on the J2EE Server. Those that create orders will create additional load on the CRM Server. Enter the number of different user types per hour.


	CRM Mobile Sales
 
Parallel Logons


	Definition
In general, the Mobile Sales users will upload their data to the CRM system in a time frame of a few hours in the evening. Enter the highest number of users you expect to login within one hour. 


	Mobile Sales and Service
	Definition
Mobile Sales allows sales teams to work offline and to synchronize their data with the R/3 System. In this way, it supplies all the information required for optimal customer interaction. Such information can include real-time updates on: 

 

· Business partners 

· Contact persons 

· Products and services 

· Opportunities 

· Activities 

This component contains functions allowing sales representatives to:

· Coordinate their activities, including marketing and advertising campaigns 

· Present product lines and compare them to competitive products 

· Create quotations and orders immediately on site 

· Ensure that orders are correct and confirmable, including configuration, pricing, and delivery data 

· Coordinate the transmission, retrieval, and storage of inbound and outbound information 

Mobile Service allows field service representatives to review daily service visit agendas, prepare service jobs, report on time spent and materials used as well as reporting on malfunctions encountered. It also enables field personnel to enter information on actions performed to fulfill service obligations.

Note
Here you can also enter users who use Handheld Sales and Handheld Service.




	Component & object
	Definition
Component or object of the system corresponding to the component hierarchy. A component can be a production order or a Financial document.

Comment
The Quick Sizer calculates with the number of respective objects created per year.
Calculations are based on the following assumptions: 

· Number of working days per year in Europe: 200 days 

· Number of working days per year in USA: 250 days 

· Number of working days per year in Asia: 300 days

8 hour working day from 8:00 am - 4:00 pm.


	Retention period (months)
	Definition
The time in months that the object remains in the system before it gets archived and deleted in the database. The time objects remain in the system influences the disk size to a great extent. We therefore recommend you consider data archiving at a very early stage in your project.



	Highloadphase
	Definition
For the calculations of your CPU requirements, we need to know the volumes processed per day. Here, it is important to know the figures during a particularly active day or season in the year (such as Christmas) where the volumes processed are much higher than usual. 

In order to determine the peak load the system will have to handle, we ask you to fill in the number of objects that are created in the highload phase. A telesales company, for example, could enter the number of customer orders created in the peak phase of the day, for example between 3 pm and 9 pm.

Comment
The highload time is selected in clock time (e.g. 15 - 21).
You can also use the highload phase for entering background processes, for example the number of billings created between 9 pm and 12 pm



	% of Object changes
and display
	Comment
Enter how often a newly created object is changed or displayed (in percent on average, without percentage sign). 

Example
An order is always changed or displayed after being created: 100
Every second order is changed or displayed after being created: 50
Every order is changedor displayed twice after being created: 200



	CIC calls
	Definition
Enter the number of incoming and outgoing calls. Note that business objects created during a call, such as a customer order or a service order must be entered separately. This equally applies to business objects that are displayed or changed during that call. Make sure you specify this in the columns for display and changes for the respective objects. 

Note that only objects created or changed in CRM need to be considered. Because of the flexible design of the CIC and the mySAP Workplace, other systems (such as non-SAP or legacy systems) can be incorporated in the process as well. But consecutive load in systems other than mySAP CRM are not in the scope of this sizing. Therefore, activities may very well produce load in systems other than mySAP CRM. For example, if a call center agent opens a customer order in a legacy system to display the delivery status, this has no influence on CRM sizing.



	Customers and prospects
	Definition
This field refers to the number of 

· individual customers or companies 

· prospects your organization is in touch with. This number is usually much higher than the number of customers alone 

· contact persons at customers 



	Number of 

products
	Definition
In general, you would enter the number of products you sell. However, this number can increase if you have the following additional products in the CRM System: Products that are 

· not produced any longer but are still on stock 

· currently not being produced or sold but still kept as master data for historical reasons 

for your own requirements, if, for example, you have spare parts, office products, or merchandizing material



	Organization layers
	Definition
Information about customers and prospects must be made available for different kinds of interested parties. For example, the same customer information is shared by a sales representative in the field who is in touch with the customer and his superior at the company. The top manager might want to have a look at the data as well. In this case you would enter three layers. If you have different organizations by products, product groups or customer groups with key account managers, the number of layers is higher.



	Service objects
	Definition
If you use your CRM System within a Mobile Service Scenario, you should enter the number of machines or objects that you plan to administrate with your system on a long run. This can be photocopiers, printing machines as well as any other installation of your products.




