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Todd Schutte
* Global Director of eLearning, Bona AB (Sweden)

e 28 years @ Bona US (customer service, sales, sales
management, product management, senior management,
training, legal mitigation, new initiatives, eLearning)

* Part of very large U.S. Schutte clan — over 300 extended
relatives in CO, WY and WI!!!




How does Bona’s business environment relate to
your own?

Understand direct vs. indirect customer data; and
the exponential power of utilizing both!

Bona SAP system history: BC, Early, Now, Future
Communication, Communication, Communication
Analytics: Are you tracking the right things?
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Bona

BRINGING OUT
THE BEAUTY IN FLOORS
SINCE 1919
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Evolution: From CRM to Customer Engagement

3rd Generation

CONTEXTUAL
SERVICE
MARKETING S
COMMERCE
SALES
PHYSICAL &
COMMERCE DIGITAL EXPERIENCE
CUSTOMER
PERVICE INTELLIGENCE
CUSTOMER RECORD

“Multi"-Channel Omni-channel
Engagement

Platform

Departmental/Channel
Silos CRM Suites



Omni-Channel Customer Engagement & Commerce

O 0 M & & & ST

WEB MOBILE SOCIAL EMAIL CALL MARKET DIGITAL INTERNET CONTACT POS MARKETING
CENTER PLACE GOODS OF THINGS CENTER CHANNELS

EVERY TOUCHPOINT. EVERY CHANNEL. GLOBAL. FLEXIBLE.

INDUSTRIES

MARKETING SALES SERVICE COMMERCE

CUSTOMER ENGAGEMENT & COMMERCE PLATFORM

Specific to your
INDUSTRY

ASUG




Bona Sales & Service Channels

Territory National Acct Field Sales
Managers Managers Force

ASUG




The Bona “Loop”

Contractor Consumer

Pro Distributors



Service and Data Challenges

X E

—

Inability to Update
Records from Field

Inefficient Manual
Processes v
Lack of Consistent Support

Info & Materials for Questions

No Historical Caller Views No Reporting to Track Ticket

Resolution or Source

il

No Trending/Forecasting

Data for Capital Intensive Bona CCP Osm




The Ultimate Sales & Service Environment

»
rF . YAy S
Fully Integrated Call

Center, Service, and Sales
Processes

Best of Breed,
Multi-Channel

Standardized Communication Tools
Knowledge Base

Real Time Analytics Mobile Ready

& Enabled Gsm




WINNING
EXPERIENCE

PROSPECT CUSTOMER ‘ PROMOTER

o,

SOCIAL
DATA
AWARENESS OPPORTUNITY REQUEST TO
TO LEAD TO CASH RESOLUTION
MARKETING SALES ENTERPRISE SERVICE

DATA DATA DATA DATA 0 Sl E




Backbone: SAP Hybris (Call Center, Service, Sales

= E-Mail
= Phone (CTI) =

Multi-channel service Productivity

= E-mail response management
Routing and escalation rules =

= Web self-service portal

= Chat

= Branded communities

SAP Customer OrDemand

R\SERVICE . ADMINISTRATOR. CUSTOMERS. ACTIMITIES. RNALYSIS.

QUEUE: Team Queut\[67)

. . E= . msmaee L ma
" Social Media* N e ——
(Twitter, Facebook) - o
alett o

Nomal

PEOPLE . PRODUCTS.

Solution Finder

Integration with existing knowledge
base

= Context-sensitive
recommendations

LIBRARY FEED. MARKETING. SALES

(51 -] . .
] = Easily share content with customers
Changed On T Assigned To Team Escalated
ficers 06.05 2013 2050 10, Rei Kasai Level 1 Suppoet

D || Ao, | Escate | | sotas inoman

TICKET

Elﬂzz

OVERVIEW COLLABORATION ACTIVITIES ATTACHMENTS

Warsnty Trveshokd

uuuuu

CUSTOMER

COIRNFTORILEIUSD GOL

9 = M e, Fullevsion
"= L
6503275565 Depanment 1T Dept

Analytics

= Real-time service l

performance with pre-built
dashboards

INTERACTIONS

Aghghy  Ecde Smob
— | Need some beipin area of verwlng machines

REPLY

CALL SCRIPTS  MINDTOUCH KNOWY

COIEFRORIEIOSN Do

E-Man ©
= Embedded reports response D e -
times, handle times, priority and T
+ B I U meck @

escalation trends

1193 Responss DU... DR05.2013 153090

Compietion Dua Date: 08.05.2013 180000

Contextual social collaboration
with integrated feed

JGE—SEARCH ORDERS  ORDER STATUS  ORDER CREATE = & L]

ADDITIONAL INFORMATION
s VIPSLA

Tarmpe sture Abavs Liit a

(Cause Catsgoey: INGQMSEE Tamparaturs LIt Seft. Resaion Cawgory: EXNangs andior Adjust Contre

SOLUTION FINDER -

4 SAP Customer Insight for Service

Mobility

= Manage service requests

Integration

= Native integration with SAP ERP and SAP CRM
= QOpen APl

*Social Media channels with SAP Cloud for Social Engagement

on iPad — anytime,
anywhere




Outlook Integration for Email Response Management
and Tracking

A1
Subject: Issue with Peeli >
TICKET ! " A
B | it iechoalci
Status: Open
146 SAP Cloud for Customer Gabriele Bodda | Personalze | Adapt | Goto SAPStore | Downlad | Help | 1 | @&
Team: Bona U

Custormy Subject Original Bianchi seat L 27
Legal TICKET et L
45T1 Status: Open Priority: 3 Initial Review Due: 04/21/2014 05:52:44 PM
OVERVIEW INTERACTIONS FEED El 'S S TRAIZ014 02:52:44 P
A REY U+ = Re: [ Ticket: 4571 ] Original Bianchi seat - Message (HTML) =8| % | N
Message Insert Options Format Text Review & 0 g
-
CUSTOMER HEsion 4 TimesNewRoman » 12+ A" A7 ] Attach File ¥ Follow Up ~ Q
- ]
Pavan Sunkara Q OVERVIEW . Encrypt - Ly B I U A =Ad o check 0 sttachtem ~ ¥ High Importance Z S DOCUMENT FLOW ( L > s %
Y avs ¢ ar. A | e & Signature ~ § LowImportance oom -~ [
5] | = Book MNames | | m
. . PGP Clipboard Basic Text [ Names Indude Tags G| Zoom Created By: Technical User
E-Mail: Pavan.Sunkara@kpi... (D Jack L - - g - %
Mobile: 13 N Dear| | monarchbikes@outlook.com izl Review Completed ;
i 1]
To.. ‘]adq)eperona@gma\l.oom | Last Agent Interaction -
@ L | Completion Dat 2
Categ dignif | | Cc... | ‘g.hudda@gmail.mm | ompletion Date g
ory:
b4 scele] Subjectt | Re: [Ticket: 4571 ] Original Bianchi seat | = N
ultric{. =13 ul
[= BRI AR I Ticket ID 146 Created with Bona Support - m
® = || search | Reset o
Kl e kindl a3
Mot SIS T T ﬁ Jack| ords extracted by the system m
COD Notifcations <uscalicenterdev@bona com> s %
= ms:::""ﬁ B [- From: jackpeperone@gmail.com 5
Jose| | Sent: April 21 2014 02:52:45 PM 5 .
Pt Miages B fctiin e . in Bike {3) How to Change the Back Tire of a m
need || To: monarchbikes@outlook.com o
D . untain Biks (1) GT Marenga Women's Mountain Bike
Bona Support April CC: g.bodda@gmail.com | - )
Service Ticket: 146 - Notification Subjact: Original Bianchi seat len's Mountain Bike How ta Change the Back Tire of p
ject: Urig ke GT Marengo Women's Mountain Bike Recently -1
intain Bike (May 9, 2013) How to Change the Back E
REPLY Dear Monarch, beino. 1]
1 Changed On 05/09/2013 b
E-MAIL Lorem ipsum dolor sit amet, consectetur adipiscing elit. Praesent et [+ -
- - T = =
4 Reply or Compose New Email E Faor no mare than what you'd pay at a discount store for a cheaply made bike, you can own a quality g
GT Mendocine mountain biks thats specifically made to fita woman. Like a Suntour suspension E‘
fork with 63mm travel, 21-speed drivetrain, Shimano Rapid Fire shifters, and a comfortable, 3
Wehave recened your about lssue with Pecling” on 17. | Use Microsoft Outlook® women's-specific saddle with waterproof cover. Its all you need to get started (besides a halmat N
v

L?::Et 146 has been created and you should receive an iniial res and mavhe aloves nf ronrest sn net readv tn find aot for vanrself whe monntain kikinn is sn

D‘ Refresh H AssignTo ‘H Escalate || Die-escalate || Set as Irrelevant Follow Up ,

Please have a look at our knowiedgebase here as another source! N
provide a response Thank you

Best regards,
Bona Customer Support




I nteg rate d Kn OW I e d ge B a Se INVOLVED PARTIES ~ SURVEYS ~ ATTACHMENTS  CHANGES < > ...

Completion Due: 02/19/2015 08:52:15

Completion Date:
SOLUTION FINDER - AM

Search: |m| Reset Escalation Status: Not Escalated Escalated On:

Recommendations are based on product and other keywords extracted by the system

SOLUTION FINDER. -

Bona Hardwood Floor Mop Motion® _ -
E Step 4 If you are going over a large room or several small rooms you will want to take cleaning pad off of the mop and rinse out in your sink with warm water Search: | Adhesives | | Search | Reset
occasienally to release captured dirt and prepare it to pick up more dirt. Step 2: Aftach Mop base to part B by placing pole info base then tuming it info place so the

silver bution atfaches to the smaller hole in the base.

Author Jennifer Changed On 03/08/2015

Recommendations are based on product and other keywords extracted by the system

Bona Hardwood Floor Mop Motion
E Guide Centents How-To (1) How-To Articles Assembly Add a Reference article to your User Guide Reference pages list essential facts about a feature or system. To
add a new Reference arficle, follow these steps: Select a Topic you want to add the Reference under Click on New Page at the top of the page Select Reference Page
Bona Floor Mop Product i

Author Betty Jo Changed On 03/06/2015

RAa51 and Radiant Heat
@ Will R&51 stick to or soften the PEX-a tubing if it gets on it?

Author Administrator

SIMILAR. TICKETS

@ Bona Motion Mop Express

. . ; . . Search: | Mop| ‘ | Search | Reset
Overview Explains what the feature is or what its benefits are to the user or customer. Feature This feature does ... What are the benefits of this feature? When you i — - - T i
use this feature, you gain ... When to use this feature? Use this feature to . Default recommendations are based on name. are based on name, product id, ticket subject, or ticket incident description.
Author Administrator Changed On 03032015
El 212:Mop Assembly
Customer Barmnett Carpets Inc Created On 03/23/2015 6:48 AM Status Open
El 193:Mop Assembly
Customer Bamett Carpets Inc Created On 03/18/2015 12.54 AM Status Cpen
El 171:Peeling
Customer Kerstin Lind=ll Created On 02/24/2015 4:23 PM Status Open
Dorothy can keyword search the integrated Knowledge Base for =] toaviopiome
o a . . Customer Pavan Sunkars Created On 02/23/2015 12:03 PM Status Open
pertinent articles and generate automated emails to Linda and
EI 165:Mop issue
a ISO : Customer Pavan Sunkars Created On 02/23/2015 11:45 AM Status Open
H:z 3 cavess: S B S AT
[ e

Improve customer intimacy by sharing correct support
knowledge

- Improve her efficiency and increase call quality

- Deliver a Continuous Cycle of Optimization

W have roceivesd your request about ‘ssue wih Peeing” cn 17.02 2016 07.19 UTC

Ticket 170220151700
uTC

o o source of help
provide a response Thank you

Bt rogards
Bona Customer Sugoon




Packaged Integration for SAP ERP Integration

Recent
Orders ------- v Quotation @ rrrrrrnnnnn i n s s s an Ticket L EECTTETTTTET TP TTTY .
4+ x :
Opportunity 4 . H
5 :
SAP ERP :
.........E l v ; E Sa|es‘(':)rder R E \ 4 h 4 J'
: Quote Sales Order : : Request : Internal Goods Billing
- Request Request : : Pricin Order Movement Request
Pricing ‘ * : : g
@. : :
» - \4
Quote »  Sales Order |l Sales Order .
; Invoice
- Real-time integration of transactional data
(opportunity real-time pricing, quote and sales
order requests, quote to sales order request). TICKET GENERALDATA FEED SERVICESANDPARTS TASKS SURVEYS INVOLVED PARTIES NOTES ATTACHMENTS =
Confirmations of ERP documents available in 1705
: — SERVICES AND PARTS
Opportunlty. ] Superquinn o8
= Refresh
- PDF display of ERP sales documents in C4C e | Start Work
Opportunity and quote. PDFS are generated on- T Type Description Product Work Progress Planned Quantity  ERP Rel. Status No..  Action Firish Work
' Part - Technician ... MDECC-DS01 MDECC-DS01 Finished 1 Each Not Released [| ﬁ {
the_fly. Contact:  Mike Quinn ) N - Undo Work Progress
) ] ) ] . v Senvice AMD105201408... 10000271 Finished 1 Each Not Released [| T . Not Work Relevant
- Real-time integration of work ticket to billing - ' -
Phaone: Release fo ERP
request Mobile: Not ERP Relevant

ERP Relevant

- Pricing: Real-time call to ERP SD pricing
supporting the full pricing flexibility of ERP SD.




Enhanced Analytics

Pad =
Ticket Score

82

average
ticket score

4

outliers

Tickets Created
This Week

22 W27 w28

+144% compared to last week

My Work Tickets

5

2 due today

Tickets Created
This Month

< 2= SR

-82.4% compared 1o last month

Average Response
Time

25 wmin

-3 mins compared 1o yesterday

5:01 PM

Volume escalation
expected in
one (1) week

Recommender

67%

offers accepted

——  prediced
—_— ot

Most Popular offer

REWARDS CREDIT CARD
78% offers accepted

My Queue

6

3 assigned today

Average Handle
Time

122 un

-10 mins compared to yesterday

Tickets Escalated
To Me

1

5 escalations this week

Social Media Sentiment
Positive and Negative QTD

o8 e
S
W2E W23 W3C w3l
My Tasks

Contact warehouse to
confirm shipment of par...
1 day overdus

My High Priority
Tickets

2

1 ticket due today

Posiuve 20%

Negative 20%




Efficiency Gains = Buy In =

Sales overview YTD - US - Retail

YTD Net Sales vs Budget vs LY (Sales
le Employee) [—-@

15M 40M 10M

B YD Nets... B YD Nets...
20M
5M
0
0

B YTD Nets... B YTD NetS...
US Dollar
%_ YTD Prodh2 Percent of Sales (=

YTD Total ul . MTD US Total =

222

B MTD Net ...
B MTD Net ...

1
s Il MTD Fore...

Il YD Forec... Il YTD Forec...

5M

(USD / US Dollar)
(USD / US Dollar)

(USD /7 US Dollar)

@
‘\0& «\)é;\?f\ 6\& (&30 c)\ $\ *-\ ")(’ 96
$ S 4800 (Bona US)

RO R A /\‘c\x\%« &23

{f_  Customer Total (Sales Employee) (= fH_  YTD Net Sales vs LY vs Budget (material) (=

W ocoo

B Mops, Kits...
B cleaner
B Polish

Material = YTD Net €

[ |
9001-01 9001-01

Customer MTD Net !

Polish (8.11%)

18957 Kroger Regiona... 252,0

18958
18961
18964
18966

18968
e

The Home Dep...
Safeway Inc. At...
Unified Wester...

Smart & Final
H E B Grocery

1,428,
101,€
1.8
53,3
49,3

AT0002424
AT0002424-A
AT0002429
AX0003053
AX0003053-A

Applicator Pad

MF Appl Pad, E...
Applicator Pad ...

Cleaning Pad

MF Clning Pad ...
e

B Remover
B others Flo...
B Not assign...
B Refresher
B costitems




Closing the Loop

Customer + Retailer + Certified + Distributor + Service Center + Sales

Sales & Service

Distributors Retail

COMMUNICATION: Efficient + Consistent + Accountability + Customer Satisfaction

ASUG
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Mobility
Collaboration
Time

Good Info
Timely Info
Ease of Info
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Harmonized Information = SAP Hybris Cloud




Take the Session Survey.

We want to hear from
you! Be sure to complete
the session evaluation on
the SAPPHIRE NOW and
ASUG Annual Conference
mobile app.




Presentation Materials

Access the slides from 2019 ASUG Annual Conference here:
http://info.asug.com/2019-ac-slides



http://info.asug.com/2019-ac-slides

Q&A

For questions after this session, contact me at
todd.schutte@bona.com




Let’s Be Social.

Stay connected. Share your SAP experiences anytime, anywhere.
Join the ASUG conversation on social media: @ASUG365 #ASUG

You




