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Cookbook: Individual Objects in the Interaction
Center

1 Overview

1.1 Purpose of this Document

This document uses a short example to outline the most important steps that you need to befopéey®u
can create and maintain your individual objects in the Intera@emter(IC SAP GUI).

1.2 Overall Scenario

The Company Boats International Inc. wants to use the Interaction Center (IC) to improve customer support for
their sailing boats and motboats.
Therefore they need to be able to:
- Quickly create boats in the IC when a customer calls
- Find customers boats by boat ID and partner function
- Maintain relationships between business partners and boats
- View the boat history
0 Business transaction docemts (such as activities and service orders)
0 Attributes
- Maintain a simple configuration with the IBASE
- Manage documents for each boat
- Create business transactions with reference to a certain boat (activities and complaints, for example)

Figure 1 — Preview of what the "boat" IC will look like
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1.3 Required Steps

1. Modelling of boats:
a. Create a new object family for boats
b. Create attributes
c. Create set type, assign attributes to set types
d. Create a boat-specific category
2. Create screens specific to your attributes
3. IC Customizing:
a. IC profile
b. Individual object workspace
c. BAdI implementation
d. IC organization structure

2 Modeling of the Individual Object “Boat”

Boats International Inc. has motor boats and sailing boats. Some of the attributisthéte a certain boat are
specific to its type (motor vs. sailing boat), and other attributes are general. Therefore the attributes are grouped
into set types:

The generic set type for boats contains the attributes that are valid for all types of boat:
- Color

- Length

- Boat identifier

The sailing boat specific set type contains the attributes that are specific to sailing boats:
- Number of mast
- Size of the salil

The motor boat specific set type contains the attributes that are specific to motor boats:

- Engineperformance
- Fuel consumption
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2.1 Object Family

You need to define a new object family for boats.

In the Implementation Guide, chooSeoss-Application Components -> SAP Product -> Individual Objects ->
Define Object Families.

Figure 2 - Define Object Families

2.2 Creating Attributes

In the SAP Easy Access menu, choos#laster Data -> Products -> Maintain Set Types and Attributes
(transaction code: COMM_ATTRSET)

The screenshots show you how to set up the attribute ZBOAT_COLOR.

Figure 3 - Creating attributes (trx: COMM_ATTRSET)
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Figure 4 - Creating attributes (trx: COMM_ATTRSET)

2.3 Creating Set Types

1. Inthe SAP Easy Access menu, choos#laster Data -> Products -> Maintain Set Types and Attributes
(transaction code: COMM_ATTRSET).

The screenshots show you how the attributes that are valid for all boats are assigned to the set type
ZBOAT_GENERAL.

Figure 5 - Creating set types (COMM_ATTRSET)

2. Select the producype as material.
3. Leave theObject Family field empty.
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4. Do not selecMultiple Usage if you want to use the set type for individual objects in the Interaction
Center (IC) WinClientMultiple usageis currently not supported by the IC. Do not set the Multiple
Usage indicator .

Figure 6 - Creating set types (COMM_ATTRSET)
Certain programs, screens, and data dictionary objects are created when you save or regenerate the set types.

You also need to transport the set types so thatghegppended to the product API structure:
1. Inthe menu, choos®et Types/Attributes / Transport/ Set Type.

© SAP AG English — April 2003 Page 8



Best Practices for mySAP CRM Cookbook: Individual Objects in the IC

2. You can use transaction SE11 to check if your set types were successfully appended to the structure
COMT_PROD_MAT_MAINTAIN_API:

Figure 7 — Transaction SE11: Structure COMT_PROD_MAT_MAINTAIN_API

2.4 Creation of categories

In the SAP Easy menu, chodskaster Data -> Products -> Maintain Categories and Hierarchies (transaction
code: COMM_HIERARCHY).

Three categories are credt

- ZBOAT

- ZBOAT_MOTOR

- ZBOAT_SAIL

They are linked as follows:

- ZBOAT
0 ZBOAT_MOTOR
0 ZBOAT_SAIL

And they are set up as follows:

Parameter Category
ZBOAT ZBOAT_MOTOR ZBOAT_SAIL
Product Type Material Inherited Inherited
- Object Family Z 00 Inherited Inherited
’g Documents Maintainable X Inherited Inherited
Q Conditions Maintainable| X Inherited Inherited
8 Partner Determination | - 00000035 00000035
Procedure
Alternative ID Type - - -
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Set types ZBOAT_GENERAL Inherited Inherited
(if you want otherset ZBOAT_MOTOR ZBOAT_SAIL
types like COMM_PR_*)

Set types

Relship
types

Figure 8 - Category "ZBOAT" in hierarchy R3PRODSTYP [trx: comm_hierarchy]

Go to the hierarchy for which you want to enter your netegary. Choose the hierarchy according to which set
types you want to inherit.
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Figure 9 - Category "ZBOAT_MOTOR"
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2.5 Maintain Number Schemas for Categories

You need to set up nhumber schemas for your new categories. New intinfijiects for these categories are
then automatically assigned an individual object ID.

In the Implementation Guide (IMG), choo€eoss-Application Components -> SAP Product -> Settings for
Product Type -> Number Assignment -> Define Number Ranges for Material.

Figure 10 - Number Range Assignment

You need to create a number range group (define groups). Select your group on the above screen, select your
category, and choog&ssign Element Group.

3 Create Screens Specific tot he Individual Object
(Boat)

You must create new subscreens for your individual objects. The subscreens are used to display the individual
object data in the Interaction Center (Ségurel).

1. Start the ABAP Workbench (transactionde SE80).
2. Create a new function group, for example, ZBOAT_COOKBOOK.
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Figure 11 - Screen for sailing boats

3. Use the data elements from the table <Your Set Type Name>_DYNP. In the example this is
ZBOAT_GENERAL_DYNP. Note that <YauSet Type Name>_DYNP is created by the system when
you save <Your Set Type Name>.

Figure 12 - Screen Painter
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Figure 13 - Group Functions

4. Create the program code for the PBO and PAI:

Figure 14 - Flow Logic

3.1 Get _ui_data

Il Asof SAP CRM 4.0 Support Package 02, use the same PBO and PAI logic asin screen 201 of function
module CRM_IOBJECT_CIC_IOBA. Cut and pasteit from there. You only need to exchange the | SAM
set typeswith your set typesin theforms GET_UI_DATA and SET_UI_DATA.
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3.2 Modify_Screen

3.3 Set_ui_Data

© SAP AG English — April 2003 Page 15



Best Practices for mySAP CRM Cookbook: Individual Objects in the IC

3.4 Top Include

3.5 Extend Ul structure
Use transaoon SE11 to append your set types to the structure CRMT_IOBJ_CIC_UI_2.

Figure 15 - Maintain Append Structure

Figure 16 - Append to CRMT_IOBJ_CIC_UI_2
© SAP AG English — April 2003 Page 16
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4 1C Customizing

1. Inthe Implementation Guide (IMGchoosdnteraction Center -> Component Configuration -> Define
Profile for Automatically Created Workspaces.
2. Create a new profile by copying an existing one (for example, ISAM_WPO01).

Figure 17 - Define Profile for Automatical |y Created Workspace

Note:
The workspace ISAM_IOBJECT_APP is responsible for displaying and maintaining the individual object (for

example, boat).
The workspace ISAM_IOBJECT_NAV is responsible for finding the individual object.

3. Inthe IMG, choosénteraction Center -> Define IC Profile.
4. Create a new IC profile by copying an existing one (for example, ISAM_P01).

Figure 18 - Define IC Profile

4.1 Maintain Application Area of Individual Objects

You need to maintain the applicatiorearfor each category and Interaction Center profile:

1. Inthe Implementation Guide (IMG), chooSestomer Relationship Management -> Interaction Center
-> Component Configuration -> Visible Components ->Maintain Application Area of Individual Object.

2. Copy me of the existing IC profile/category combinations (for example,
ISAM_P01/ISAM_OWN_MANUALLY).
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Figure 19 - Maintain Application Area of Individual Object

3. Enter the name of the function group and the screen that you createapiers.
4. Add SAPL before the function group name.

The Tab ID1 reflects the header screen in the individual object workspace:

Figure 20 - Effect of Tab ID

4.2 Create IC Organization and Assign IC Profile

1. Inthe SAP Easy Access menu, choosenteraction Center -> Supporting Processes -> |C Sructure ->
Create/Change Organization and Staffing.
2. Create a new organization or use an existing one.
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3. To create a new position (for exampBaat Testing), select the organization with a right mouse click.

4. To assign employees or users to the position, select the position with a right mouse click.

5. To assign the IC profile to the position of the IC users, dealté the organization you want to assign
to yournew profile.

6. ChooseGoto -> Detail object -> Enhanced object description.

7. Select the fieldCIC Profile and choos€reate.

8. In the following screen, enter the name of the new profile in@herofile field.
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Figure 21 - Assign IC profile (1)

Figure 22 - Assign IC profile (2)

5. BAdI Implementation

To be able to create individual objects for your categories (see cl2afjter the IC, you need to implement the
Badl CRM_ISAM_CQVMIMON.

Create a new implementation and enter the following program code for the method
DETERMINE_DEFUALT_SETUP. Exchange the category IDs with your specific category IDs.
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6. Defining an Alternative ID Type for Your
Individual Object

You defined the attribute ZBOAT _ID in chaptérror! Reference source not found.. In this chapter you make
the necessary settings so that this attribute can be used as an alternative identiiar foats.

6.1 Define ID Types

1. Inthe Implementation Guide (IMG), choo€eoss-Application Components -> SAP Product ->
Alternative Product IDs -> Define ID Types.
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Figure 23 - Define ID Types (1)
2. ChooseCreate.

Figure 24 - Define ID Types (2)

3. Enter a description and a class name, and séinlwie indicator if you want the ID to be unique.
4. Specify the table and the attribute name. The table name is the same as the set type in which the
attributeoccurs (chapte2.3).

6.2 Define ID Profiles

In the IMG, choos&€ross-Application Components -> SAP Product -> Alternative Product IDs -> Define
Profiles.

Figure 25 - Define ID Profiles (1)
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Figur e 26 - Define ID Profiles (2)

6.3 Assign ID Profile to Object Family
In the IMG, choos&€ross-Application Components -> SAP Product -> Individual Object -> Assign ID Profileto
Object Family.

Figure 27 - Assign ID Profile to Object Family

6.4 Using the Alternative ID in the IC

Figure 28 - Search for boats with alternative 1D
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7. Customizing for Event History

7.1 History Overview

The history overview is already set up forhie Interaction Center by default. The same structure of histories is
displayed for all object families, therefore the individual object “Boat” has the histories listed by default.

7.2 Event History

To add a history object type to the event history, proeesfollows:

In the Implementation Guide (IMG), choose Cross-Application Components -> SAP Product -> Individual
Object -> History -> Event History -> Define Object Types.

For example, add the history object type AZ_00 derived from the Z_00 objecyfamil

Figure 29 - Adding History Object Type AZ_00

Note: The letter “A” before the object family forms the history object type.

7.2.1 Manual maintenance

If you also want to maintain events manually in the event history, you mustefine a manually maintainable
event:

In the IMG, choose Cross-Application Components -> SAP Product -> Individual Object -> History -> Event
History -> Define Event Types.

For example, you can add event ZBOAT_MANUAL_NOTE as a manually maintainablé &beelow:

Figure 30 - Adding a manually maintainable event

* Note 1: Set thd&lanual Maintainable indicator.

* Note 2: See the sectidrink Interpretation and Extract Handling for setting up the events as relevant to
a history obgct type.

* Note3: If you want to store extracts in a special format, see the sedtiokInterpretation and Extract
Handling to set up the required functiondn the pre-delivered functionality, the extracts are edited in
text mode and displayed as textTML, or XML based on the syntax used (if it starts with <HTML> it
is displayed as HTML, if it starts with <XML> it is displayed as XML). The extract is displayed in an
HTML container.

* Note 4: If you want the extract as an XML document, the extract musti@-formed XML.
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7.3 Integration With Business Transactions

Prerequisite 1: Make sure your business transactions are defined properly and contain the profile for alternative
identifier data (defined for your object family) in their details, and an etfj reference profile for the individual
object.

In the Implementation Guide (IMG), choose Customer Relationship Management -> Transactions -> Basic
Settings -> Define Transaction Types.

See screenshot:

Figure 31 - Definition of transaction type

Prerequisite 2: Since business transactions are integrated through the Individual Object Integration Framework
(IOITF), all the defined events (including the events that you define) must also exist in the IOITF Customizing
and other orresponding Customizing. To set this up, proceed as follows:

In the IMG, chooseCross-Application Components -> SAP Product -> Individual Object -> Individual Object
Integration Framework (I0ITF) -> Events -> Define/Register Event Types.

See screenshot:
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Figure 32 - IOTF Event Customizing

To assign them to the Object Family, proceed as follows:

In the IMG, chooseCross-Application Components -> SAP Product -> Individual Object -> Individual Object
Integration Framework (101 TF) -> Events -> Assign Event Type to Object Family.

See screenshot:

Figure 33 - Assign Event Type to Object Family

To define a behavior profile, proceed as follows:

In the IMG, chooseCross-Application Components -> SAP Product -> Individual Object -> Individual Object
Integration Framework (101 TF) -> Configuration of Status Manager -> Define Behavior Profile.

See screenshots:
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Figure 34 - Behavior Profile

Figure 35 - States

Transitions (include all events):

Figure 36 - Transitions

To assign a behavior profile to the Object family, proceed as follows:

In the IMG, chooseCross-Application Components -> SAP Product -> Individual Object -> Individual Object
Integration Framework (IOITF) -> Configuration of Satus Manager -> Assign Behavior Profile to Object
Family.

See screenshot:
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Figure 37 - Settings for the Object Family

Prerequisite 3: There must be a BAdl methoshplementation CRM_10_IOBJECT_EH
EH_DETERMINE_EVENT. There is a default implementation. If you need to rebuild it, follow the default
implementation example.

Events for the integration with business transactions are already defined in the history:

In the IMG, choose Cross-Application Components -> SAP Product -> Individual Object -> History -> Event
History -> Define Event Types.

See screenshot:

Figure 38 - Define Event Types

Note: See the sectiohink Interpretation and Extract Handling for setting up the events as relevant to a history
object type.

7.4 Link Interpretation and Extract Handling

You must add a history object type to the Customizing for link interpretation.
Caution
This Customizing also sets the relevance o thistory events within a history object type, therefore all
events that should be recorded for an object type must be set up in this Customizing.

In the IMG, choose Cross-Application Components -> SAP Product -> Individual Object -> History -> Event
History -> Define Interpretation of Links and Extracts.

For example, you can add the history object type AZ_00:

Figure 39 - Add Object Type

© SAP AG English — April 2003 Page 28



Best Practices for mySAP CRM Cookbook: Individual Objects in the IC

If you chooseEvents and Data Interpretation in the left frame, the system displays tkéevant history events for

the given history object type. It should include the events used for the business transaction integration and the
events that can be maintained manually. External documents that are linked should also be listed here. For more
detils see the sectidexternal Links.

See screenshot:

Figure 40 - Event and Data Interpretation

The following sections provide an explanation of the columns in this table.

7.4.1 History Event Type

This column contains the evenypes that are already defined and are required for the respective history object
type. All events should go in here, including manually maintainable events, business transaction integration, and
external events.

7.4.2 Function Module for Link Interpretati  on

Enter the name of a selflefined function module. The function module must be able to perform an action that
jumps to the linked document. It has the following interface (example from the business transaction integration):

All data is passed on tbis function module when it is called.

7.4.3 Structure for Link Interpretation

This structure is defined as a type of “template” for the link string in the history record. The structure name is
passed on to the interpretation function module, and the liglparsed into this structure. It is useful for easier
interpretation of the link. The structure used for business transaction integration looks as follows:
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6.4.4 XSLT Name

XSLT is the technology used for transforming an extract before display. The extreah be modeled in XML
format, for instance, and be displayed as HTML content. The transformation from XML to HTML can be made
through the defined XSLT. If none is used in Customizing, the default can be used, and a 1:1 transformation is
performed. The defalt XSLT that can be used as a starting point is shown below. The XSLT transformation
must be called from within the extract function module display if transformation is required.

COM_EH_DEFAULTXSLT

7.4.5 Function Module for Extract Display

The extract must bedisplayed using a function module. A default function module is part of the standard:
COM_EH_DEFAULTXML_UIL. This is used if no information exists in Customizing. The function module must
have a fixed interface as in the default example below. At runtiméyet XML extract is provided as the string
together with the corresponding XSLT name.
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7.5 External Links

To build external links, you must develop the proper function modules that perform an external call. If you want
a link to another SAP R/3 system, you must create an RFC connection. For more information, see the
documentation fothe following transactions:

Transaction SM59 Create RFC target

Transaction BD54 Create logical system

Transaction BD97 Map logical system to RFC Target

7.6 Building Extracts: Example of Business Transaction Integration

Building an extract is gegrally up to the person who uses it. It should be provided when the record is created in
the proper field. For business transaction integration, a BAdI is already defined to allow history record changes.
Within the history record, the extract field cancalse updated at this point.

You must implement the BAdl method CRM_10_IOBJECT_i8H#_UPDATE_EVHIST. A simple example is
shown below:
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