Customer Dictates the Rules: SAP Innovations for Metals
and Mining

Vladimir Gal
Business Development Director, SAP Customer Engagement & Commerce, SAP CIS
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TeKkywme BbI30BbI pblHKa U cTpaTernsa ousHeca

* Increase market share

* Develop new solutions for specific industry segments

* Precise pipeline management, order planning & fulfilment
* New customer, partner and dealer channels development
* Retail segment development

* Raise sales excellence

* Focus on customer satisfaction
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Single platform for
sales, marketing,

service and commerce
for better customer
experience

1.Customer
Engagement &
Commerce

10.2«

Next 3 Months

2.Sales

3.Service

Faster order
processing and
fulfilment

4.Commerce

5.Marketing

Worth

43 4

10.2«

Lube Systems Fam farm, Result QTD

27 \ nglls

Decrease
billing and
payment
cycles

Faster
revenue
recognition

Precise sales and
demand planning
to optimize
production and
stocks costs

Better ROMI
with predictive
targeting

Corporate
pricing and
margin
management

2 updates today

Field services
optimization

Optimization of
sales and
service costs

Better sales
convertion



LEGACY APPLICATIONS,
INTEGRATION CHALLENGES,
AND DATA SILOS

TODAY.

CRM. WEB CMS. MOBILE. MARKETING. OMS.
STORES. CONTACT CENTERS. ETC.
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ONE CUSTOMER.
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Real-time Customer Insight  End-to-End Business Process Execution

(Ct + bpE

| = +APC
EX P(dlgﬂahij) Growth in Profitable Customers

P

Harmonized Digital and Physical Experiences
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Evolution from CRM to Customer Engagement

1st Generation 2nd Generation _
MARKETING MARKETING
SALES 0
SALES & S
SERVICE 3
COMMERCE Z
m
P
Py
SERVICE E_"l)
COMMERCE %
O
CUSTOMER RECORD
Department/Channel ‘Multi’-channel CRM Omni-channel Customer

Engagement
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[MopTdponmo SAP Customer Engagement & Commerce
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digital ~ market- MHTEPHET oocig)  gMS  Momck UMPOBaA E-mail

goods place Belleir

neyatToe MapTHeEPLbI
Pernama

Kommepuumsa MapkeTuHr

Cepsuc Mpoaaxw
hybris marketing SAP Cloud for Service & Social SAP Cloud for Sales
[ oud for Service ocia
hybris commerce SAP CRM Marketing fppeevice & SAFS)EPRE/'PS'\:‘IGS

MacTtep-gaHHble Customer Engagement & Commerce (NpoayKTbl, KNUEHTLI, 3aKasbl)

SAP HANA, MHdpacTpykTypa, lNnatdpopma, MHTerpaumns

Customer Engagement & Commerce

PRIVATE CLOUD

PUBLIC CLOUD ON-PREMISE



Customer Engagement & Commerce solutions market

CRM Quadrant Digital commerce Quadrant
Risky Strong Figure 1. Magic Quadrant for Digital Commerce
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OUTPERFORM THE

LAGGARD
>
closes.

SOURCE: Watermark Consulting & Forrester Research

-46.3%
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THE NEW RULES
SALES MUST GET BACK IN THE
CUSTOMER VALUE CHAIN

OVER B2B
SALES REPS WILL BE EMPLOYED
IN 2020 AS COMPARED TO TODAY.

SOURCE: FORRESTER 2015

4,

HAVE INTO
CUSTOMER JOURNEY FROM START TO
END, BE BETTER INFORMED AND

~ ENGAGE AT THE RIGHT POINT.

AND HAVE
COMPLETE VISIBILITY FORM ANYWHERE,

- ANYTIME ON ANY DEVICE.

THE CUSTOMER

- JOURNEY AS A TRUSTED ADVISOR
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YOUR SALES TOOLS

OF CRM DEPLOYMENTS

FOR SALES HAVE
USER ADOPTION.

SOURCE: CHIEF SALES OFFICER INSIGHTS
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Simple sales tool

S EfA'Ml'!"f "

Mobile anywhere Use you mail agents with Powerful customer analytics
standard integration based on HANA
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Predict you customer

Deal finder

|dentify new leads in you
customer base

Influence map

Define key deal influencers
and involve them into the
sales team

Dynamic assistant

Recommend best product
for each specific customer
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P

ArcelorMittal Dofasco

ArcelorMittal Dofasco is Canada’s
leading steel producer and a hallmark
of advanced manufacturing in North
America. tons of high guality steel
every year. Mobilize their salesforce
with SAP Cloud for Sales to manage
customer visit information and route
activities and surveys.

ThyssenKrupp

leveraged process-automation
capabilities of SAP CRM to increase
productivity through simplification
and standardization of customer-
facing processes

SAPd

BOHLER UDDEHOLM

Leading international specialty steel
and materials company improved
efficiency in all sales processes and
increased sales and sales profitability

SALZGITTER
MANNESMANN
LINE PIPE

Global provider of worldwide partner for
HFI (high frequency induction)
longitudinally welded steel pipe at the
forefront of technology. Operations in
countries all over the world. Sales
pipeline management with leads and
Opportunity management, integration
with ERP, Mobile Access, Integration of

Outlook m@j [\r] AEC



anIMepbl dBTOMaAaTU3auuuum npoaax B Metanyprmm ﬂ

CeBepcranb

«[JaHHbIN NPOEKT gan HaMm BO3MOXXHOCTb cobpaTb B O4HOM MeCTe AaHHble U3 pasfiMyHbIX
NT-cuctem n npegoctaBuUTb MeEHeLKepy BCHO HeobXOoOMMYH MH@OPMAaUUK O KIWEHTE:
KOHTaKTHble [JaHHble, WUCTOPUIO B3aMMOLEWCTBUSA, OaHHble O B3aumopacyeTtax, —
otmetun HOpwun Lexosuos, WT-aupektop OAO «Ceepcranb». — B pesynbTarte
ynydwunacb MHopmMauMoHHasA noaaepXKkKka npouecca npoaax, a MeHegxXepbl
cTanu TpaTUTb MeHblUue BpeMeHU Ha cOop nHopmMauumy.

«B pesynbraTte peanusauyum 3TOro NpPOeEKTa Mbl CMOIMMW BHEOPUTb HOBbIE MPOLECChl B
paboTe, KakKk C [OeuUCTBYWOLWMMW, TakK U MOTEeHUManbHbIMW KIMeHTaMn, YRy4YWwuTb
nraHupoBaHMe npopgax, - nosegan Lmutpun [[OpOLLKOB, OUPEKTOP MO MapKETUHTY W
npogaxam gumeBuanoHa «Cesepcrtanb Poccunckasa cranb». — Kpome Toro, Mmbl CcMornu
aBTOMaTU3NpoOBaTb BeAeHMe MapPKeTUHroBbIX MEpPONPUATUN, YTO OOSMKHO YBENMUYUTL
YyAOBNETBOPEHHOCTb KIIMEHTOB W BbISBUTb HOBblIE BO3MOXHOCTU ONS YNyYLWeHUn B
Hawen pabote Cc HumKU. [llpoekT passuTna CRM nNOMOXET HaM YKpenuTb no3vuuu
KOMMNaHW1, Kak ogHOro n3 nuaepos B cpepe passutua UT-texHonornm cpeam poCCUNUCKUX
MeTanypros».
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MIGRATION FROM )/

AkzoNobel
TO SAP HANA CLOUD
PLATFORM AND CLOUD
FOR SALE
% OBJECTIVE @ SOLUTION

Easily identify sales opportunities SAP Cloud for Sales
and have the insight into all (migration from salesforce)
customer activity in order for sales to
be relevant and responsive.

BENEFITS

Int ted sal latf ith Of users in

ntegrated sales platform wi . .
backoffice integration provides Decoratlve Pamts
complete customer and wins master in application

transparency and easy to use,
mobile interface provides everything for 2 days
sales needs on the road.
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IT'S REALLY ABOUT & z
TRANSPARENCY -

UNDERSTANDING WHERE WE WIN, %
WHERE WE LOSE, AND WHY. WITH

SAP CLOUD FOR SALES WE CAN 7' R
GATHER THAT INFORMATION AND

UNDERSTAND THE MARKETS

EVEN BETTER,

BAS VAN AMEROM,
GLOBAL INFO MGR FOR
SALES, AKZONOBEL

@ﬁ@ (9 CEC



SAP Price and Margin Management give you the power to know and act

Regional, country, channel, price
control and segment adjustments.

Distributor discounts, end-
customer discounts, etc.

Cash discount,
volume rebate, etc.

COGS,
Cost to
Serve

e

List Price Market Price Invoice Price Pocket Price Pocket Margin

SAPd D@ [ CEC



OMNICHANNEL COMMERCE MADE EASY WITH

Web Content Management

Responsive Storefront Pages

Advanced Personalization

Merchandising

Reviews and Comments

Cross- and Up-selling (

Faceted Search

Guided Selling

Punchout Service

SAPd ﬁ@ (9 CEC



3agayum ynpaBrieHnst aNeKTPOHHONW KOMMEpPLMM B rOPHO-

MeTansypruyecKkou otpacnu

Reduce experience

Faster, more accurate
order placement,
fulfilment and
payment

Improve revenue
generation

Streamline business
processes

Elevate market
leadership

T
|11

L/ Greater value delivery
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B2B — ato oxuaaHusa B2C + cneunanbHasa (pyHKUMOHANIbHOCTb

YOo6CcTBO U NEerkocTtb paboThbl, KakK € NMOObLIM NpunoXxeHunem!
Jlerkoe BeageHMe HenpepbIBHOIO Ananora Mexay KoOMnaHuasmm

B2B pyHKUMOHANbHOCTb

NHanBuayanbHble KaTanorn npoaykToB (AN pbIHKOB, CEFMEHTOB,
OTAENbHbIX KNNEHTOB)

NHomBmnayanbHble Npanc-rnvcTbl U NPeanoXxeHns

MnopT cnncka 3akasa, bbicTpoe nobasneHne rno apTukynam
CosgaHue wabnoHoB 3akasa / coxpaHeHune 3akasa
ABTOMaTM4YECKOE MNOMNOSIHEHNE 3anacoB

HacTpanBaembie Nnpouecchl 3aKynkn ANst KaXXAoro KnneHTta (ovepenb
3akasoB, 0bpaboTka 1 noaTBepXXaeHne, HaCTPOWKN)

[MoBTOpHaA 3aKyrnka Ha OCHOBE UCTOPUU

Nepapxma KNMEHTCKNX opraHn3aumn (KOCT LEHTPLI, AenapTaMeHTbl, ponu u
NnpaBa nosib3oBaTenemn)

SAP4 Q@ [ CEC



The second largest steel producer in Europe:
tatasteeleurope.com

Goals and Challenges &
) . . ATA STEEL TATA
Deliver a highly stable, reliable, well Bl s e R T e T s T 5
managed and flexible e-Sales service to all [ -
users

Deliver a common company-wide e-Sales
service that enables customers to easily
search, view and buy material

Deliver a flexible and fast method of offering [iaaiai s s mue i DL R S Gl

Our diverse and high quality product portfolio 15 Innovated for you, developed in partnership with

materials to selected customers e
N ERELV: 3 LS

Achieve transparency of operational -M:;;"* MVl . cocn 201

decisions and effects on sales and value to X7 (-
the customer 'y

Achieve lower stock levels and an overall
pricing uplift through delivery of a high quality®*=====
e-Sales service

Solution

hybris onDemand B2B Commerce,
Customer Services, Mobile, and WCMS

Won against IBM, Magento, self-build
solution

SADd @"ﬁ@ (9 CEC



Leman Adopted an Effective E-Commerce and Tele-Sales Channel

E-Commerce Capabilities:
Product catalogues
Services catalogues
Product inquiries

Support for auction-based sales as
indicated below:

- For sale of downgraded steel
products

- For sale of excess material

l E ,
coMMMnél;ﬂﬁf Q]obal Steel Solutions

. ]

Home  AboulUs  Mills  Products  Slalistics  MNews  Global Offices  Inquiries

Leman Commodities SA's Products

Leman Commodities 54 supplies an extensive range of products and specifications with the abilty to deliver volume as required . We dedicate

ourzelves to following trends in the steel industry by each strategic market and adapt our product ranges accordingly . Tel e_SaI es Su p p O rt Cap ab | I |t| eS

Fiar mare information on our individual products plesse click onthe product name below, please note these statistics do not include our complete H | g h usab|l|ty for
product specifications and f or our complete range of products, for futhre information pleaze =end Uz aninguiry by clicking here
- Order taking and fulfillment

- Complaints handling

o Cails Computer and telephone integration
0 Flates
for:

Leman Product Range

Raw Products Flat Products

' 0 lron Ore Concentrate
i 0 |ron Ore Pellets
Sy o Fig Iron

Customer history and context
Up-selling/ cross-selling

Semi-Finished Products Long Products .
oire Rods - Analytlcs
|l oRebars . .
% 0 Beams - Guided selhng
e - Automated e-mail handling

o Structurals

@ﬁ@ (9 CEC



KnueHTbl hybris commerce B cermeHTe B2B

& neweysonline I ;1 Bohcal C %
KAISER+KRAFT m ERICSSON

e
m E EGGER
GERDAU RIDGESTONE NISBETS

PHONAK .ﬂMetrohm _— DEMAG

SCA for everyday life"

s
Cranes & Components

TI\TI\ ' ARAMARK

TATA STEEL NOK
KISTLER - 6 HAGEMEYER 4
measure. analyze. innovate. ﬂ) NORGREN Armz

[1Schneider .
CJNMD 11 BERNER @

KENDHICJM

GSYSTRAH Your Daily Mirror
R ELEKTRONIK. TECHNIK. DURCHBLICK.

chemfidence o ieceercer

[EFE 4T PR

@"@@ (9 CEC


http://www.vzug.ch/v-zug/internet.nsf/vPageID/home_d
http://www2.coca-cola.com/presscenter/img/imagebrands/downloads/lg_cokscript_red.jpg
http://www.kaiserkraft.com/index.htm
http://www.wschneider.com/welcome.do
http://images.google.com/imgres?imgurl=http://files.anycom.com/images/logos/logo_komsa.jpg&imgrefurl=http://www.anycom.com/kaufen/distributoren/?id=110&h=100&w=205&sz=6&hl=de&start=1&usg=__kwPWlFxst39BiX1s8RWxbta7X7I=&tbnid=IELXRlFiV8XwoM:&tbnh=51&tbnw=105&prev=/images?q=komsa&gbv=2&hl=de
http://images.google.com/imgres?imgurl=http://www.aces-co.com/new/images/clients/ericsson_logo_darkblue.gif&imgrefurl=http://www.aces-co.com/new/sc.php&usg=__7_7jyxKJmWdCM1u3nyeP310qCHA=&h=658&w=3208&sz=29&hl=de&start=2&um=1&tbnid=J0BCxskKEjC_vM:&tbnh=31&tbnw=150&prev=/images?q=reicsson+logo&um=1&hl=de&rls=com.microsoft:de-ch:IE-SearchBox&rlz=1I7SNYK_en-US

SAP Cloud for service overview

2 = I O % .
CALL EMAIL MOBILE WEB loT CHAT
CENTER

&b

SOCIAL

OMNICHANNEL PREDICTIVE SERVICE ORDER RESOURCE
SUPPORT Sialrsianiiios SERVICE MANAGEMENT SCHEDULING 1A01=1 03

CUSTOMER SERVICE FIELD SERVICE

KNOWLEDGE

PREDICTIVE ANALYTICS

@
@
@
e

SAP HANA CLOUD PLATFORM

) =) A

TALENT PARTS RETURNS FINANCE
UNIFY THE CUSTOMER CLOSED LOOP
VIEW - ENTERPRISE
- PROCESSES
Develop a holistic customer ¢ End-to-end integrated

view and enable complete . process automation
context f

SAd

B

TIMESHEET

OPEN FRAMEWORK

Leverage existing
solutions, partners, or
build your own

@"ﬁ@ (9 CEC



YIMNPABJIEHVNE KOMIJT1IEKCHBIM OBCJTY XMBAHVMEM HA MECTAX

'NSE'E-'f’ SERVICE FIELD SERVICE RESOURCE FIELD SERVICE BILLING.
SERVICE REQUEST ORDER SCHEDULING & EXECUTION & FINANCE &
HANDLING PLANNING DISPATCHING CONFIRMATION LOGISTICS
CONTRACT
Voo ommchanne| ______________________ Managep|amed ________________ Opt|m|zegerv|ce ok remorting - né ______________________________
customer customer service and unplanned order schedule by field service .
_ : _ - Cost allocation
installations . service orders and resources technicians
Service request assignment and revenue
Manage service handling Planning of g Confirmation of recognition
contracts, and services and labor and parts .
: Knowledge Parts logistics
maintenance parts
management
plans
C e ] . . “'-" —— -
om= 1R 5 - — e ———
- = = =
0 7 e - IR
[ | '- [ | = — [ |
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ASM £

INCREASED CUSTOMER
ENGAGEMENT BY
OPTIMIZING CUSTOMER
SERVICE ACROSS MULTIPLE
CHANNELS AND IMPROVING
THE EFFECTIVENESS OF ITS
FIELD SALES & SERVICE
ORGANIZATION.

SAP Cloud for Service, SAP Cloud for Sales & SAP
Jam will enable more than 1,000 ASM service
operations and field technicians to perform field
service scenarios around service, maintenance and
installations of their equipment

D@ (9 CEC



Linhas aéreas inteligentes

REDUCED AVERAGE
HANDLING TIME, LOWER
TCO, INCREASED
CUSTOMER SATISFACTION
BY IMPLEMENTING AN
INTEGRATED MULTI
CHANNEL SOLUTION
(PHONE, EMAIL, WEB, CHAT,
SOCIAL MEDIA)

SAP Cloud for Service, SAP Cloud for Social
Engagement, SAP Social Media Analytics and
SAP HANA Cloud Portal will enable 1,600 GOL
customer engagement agents to support their
]E)as_lse_:ngers in their contact centers and travel
acilities

D@ (9 CEC



JAGUAR

T TA MOTORS

Jaguar Land Rover HR selected SAP Cloud for Service
and SAP HANA Cloud Portal to help evolve their
organization into a larger and more complex global
company through automation of key business processes
with lower TCO both to operate.
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SAP CRM Helps Tinplate Maker Increase Sales
and Service Efficiency

Challenges and Opportunities Why SAP

= Increase the efficiency of sales u Strategic partnership

and service = Straightforward integration with

» Process complaints in a portal- existing infrastructure
based solution

» Provide standardized customer

= Future-proof solution

information throughout the Benefits
company = Shortened response and lead
N times in processing complaints
Objective P g P

= Gained greater transparency
thanks to a 360-degree view of
the customer

Replace legacy systems for customer
relationship management with a

modern platform o
= Increased productivity through

Implementation Highlights simplifying and standardizing
“SAP CRM has not only accelerated " Implemented the project in several customer—facferg processes
and optimized our market-facing stages ) !rr:provfddeﬁ|0|ency th.rough .
processes; it has also raised trans- = Focused on complaints manage- S oo asos I serviee”

ment in stage 1 and sales-related task areas
parency to a new level by giving us

a 360-degree view of the customer.” = Implemented quickly and effectively,

on time and within budget

Martin Denker
Head of SAP Application Development
Rasselstein GmbH

Rasselstein @



Altos Hornos de Mexico Adopted SAP CRM to
Transform Customer Experience

QUICK FACTS

Company
Name: Altos Hornos de México S.A. de C.V.
Location: Monclova, Mexico
Industry: Mill products — metal products
Products and services: Steel manufacturing
Employees: 7,700
Web site: www.ahmsa.com

SAP® solutions and services: SAP Customer

Relationship Management application,
SAP Project Management and consulting
services, and SAP Ramp-Up program

“We still have work to do, but we
know that SAP CRM will help us to
achieve our goals. By transforming
the customer experience, we will
improve our service quality, increase
customer satisfaction, and drive
sales growth as a result.”

Cresencio Fuentes,

Competence Center Manager,
Altos Hornos de México S.A. de C.V.

Challenges and Opportunities

Improving customer service as
a competitive differentiator

Customer data in multiple locations
Poor visibility of customer data

Objectives

Establish a unified platform to store
and access customer data

Integrate sales and customer
service processes company-wide

Increase insight into customer data

Provide improved support for
management decision making

| AHMSA |

ALTOS HORNOS DE MEXICO

Implementation Highlights
Rollout to 127 users at 5 locations

Close teamwork between SAP
and AHMSA staff and consultants

Support from SAP® Ramp-Up
Swift issue resolution by SAP
project manager

Why SAP

Previous positive experience with
SAP software and SAP Consulting

Specialist industry and software
expertise

Benefits
Improved company-wide visibility of
customer data

Ability to forecast future customer
requirements

More efficient sales and customer
service processes

Strong foundation for future service
improvements
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NMpuHunn pabotbl SAP hybris Marketing

BROWSE
CLICK
OPEN
CLOSE
IGNORE
WALK-BY
HOVER

MO &=

ENGAGEMENT

RELEVANCE

/'

CR’OFLE

\

NORMALIZATION

IMPLICIT
1I0IMdX4

LISTENING

b3

BUY
REGISTER
SUBSCRIBE
RETURN
COMPLETE
SEND

SHARE

AP OO e &=

i

b3

ﬁ@ (9 CEC



SAP HYBRIS MARKETING — CTpyKTypa npoaykra

SAP HYBRIS MARKETING

Orchestration*
Coyalty™ 3rd Party

: : Applications

SAP Applications 1 execution)

SAP Sales Email Engines
SAP Service Batch & Events W Batch & Events Ad Providers
m <> \/ <> Social providers

SAP ERP Mobile providers

Viarketing Data
Management
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