
 Service Agreements  

Purpose 

Service agreements are arrangements that are made to structure the service process more effectively. 
They are drawn up between the company that is performing the services and the customer who is 
requesting the services. 

Implementation Considerations 

The management of service agreements presents the following advantages: 

 Content and scope of the services and conditions for performing the services are defined in the 
form of a binding contract. 

 Warranties commit the service provider to certain services. 

 Service agreements protect both service provider and service recipient. 

 Service agreements can represent a competitive advantage for the service provider or a deciding 
factor for the customer. 

Features 

In Customer Service, you can make various agreements regarding the services you provide for a 
customer: 

 Long term service agreements in the form of service contracts, warranty agreements, and 
quantity contracts for spare part deliveries 

 Short term service agreements in the form of one-time service orders and spare part orders. 
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Service Products 

The services that a company provides are described as service products. From a technical perspective, the 
service product is a material master record (material type DIEN). The features of a service can vary 
immensely, meaning that it is advantageous to provide services as configurable products and to define the 
individual agreements specifically for each contract. 

The characteristics are available directly when the call is logged. Service and response times 
automatically determine the further processing of a service notification because the due dates of the 
service tasks are calculated on the basis of the response and service times. 

Typical characteristics that can be agreed here include: 

 Service times for the company 

For example, Monday to Friday from 8.00 to 17.00 

 Response times for service requests 

For example, return call within 2 hours at the latest 

 Service area agreements 

For example, costs charged outside a 100 km radius 

 Service location 

For example, at the customer’s 

Service Contracts  

Purpose 

You use service contracts to record the details of the service package that you have agreed to provide a 
service recipient with over a specified period of time. For example, you specify: 

 The routine service tasks which are to be performed on a piece of machinery you have sold or 
rented to a customer 

 The prices which are to apply for these routine tasks  

For more information, see  Standard Pricing in Service Contracts. 
 The prices which are to apply for additional service tasks and for any spare parts required 

For more information, see  Price Agreements in Service Contracts. 
 The terms under which the contract can be cancelled 

For more information, see  Cancellation Data in Service Contracts. 

  

During the validity period of the service contract, you use the service contract as follows: 
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 To initiate automatic billing of the routine service tasks at regular intervals 

 To determine whether a service request from the customer is covered by the service contract 

 To determine which price agreements apply for service tasks not covered by the service contract 

 To determine whether a cancellation request from the customer is valid 

 To initiate follow-up actions before the service contract becomes invalid 

Customer Interaction Center  

Purpose 

The R/3 Customer Interaction Center (CIC) application offers customer service organizations robust call 
center functionality and a highly customizable design. The CIC application enables agents to: 

 Process inbound, and simple outbound, telephone calls from customers and other business 
partners using Computer Telephony Integration (CTI) technology as middleware 

 Seamlessly process any business transaction 

The ability to view the state of any call participant and extensive call logging support inbound and 
outbound call processing. 

CIC supports business transaction processing with a full range of telephony features, such as screen pop, 
automatic number identification (ANI), and soft phone controls. 

Agent productivity is enhanced with CIC’s Action Box, Business Data Display, and the highly 
customizable design of CIC. The design allows personalization for agent skill and business processes. 

Implementation Considerations 

CIC requires CTI middleware to function as a call center. CIC supports a variety of CTI middleware 
products, as well as telephony servers and switches. CIC also supports interactive voice response (IVR) 
systems. 

Integration with other R/3 System components gives agents total access to customer information and 
customer business transactions. Business transactions that an agent has access to are defined through 
customizing. Examples include creating a service notification, updating a customer address, changing 
employee information, and checking the status of a delivery. 

Features 

Primary features of CIC include: 

 Telephony controls integrated with easy access to business transactions 
As an integrated call center application, CIC provides agents complete access to R/3 business 
transactions. CIC supports business transaction processing and a full range of telephony 
features. 

 Ability to view call state 
This feature allows the agent to view the state of any party participating in a call at the agent's 
extension, for example, whether a party is active, on hold, muted, or participating in a conference 
call. 
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 Extensive call logging 
CIC performs comprehensive call logging including activities performed by agents, events 
occurring in the background, and business transactions. 

 Total customer information access 
CIC provides agents complete access to customer information and related business transactions. 

 Integration with interactive voice response (IVR) 
CIC supports interactive voice response (IVR) systems, which capture call-attached data. Call-
attached data is not only the data collected through an IVR before a call reaches an agent but 
also data added by a previous agent during a call. 

 Increased agent productivity via Action Box and Business Data Display 
These two features work together to display customer-related information for the agent and to 
enable the agent to navigate to and perform any business transaction in the R/3 system. 

Companies can use CIC in a variety of business scenarios including sales, service, collections, or human 
resources. One company might use CIC in an inbound sales center, where agents enter sales orders, 
answer delivery inquiries, create return material authorizations, or update customer addresses. In this 
scenario, agents could take leads for salespeople to call. 

Another company might use CIC to register service requests for internal or external customers. In an 
integrated call center, all of these activities mentioned above might be occurring. 

Constraints 

This application offers a wide range of functions. However, it is not integrated with the Internet or email for 
this release. 

  



Service Notifications (CS-CM-SN)  

Purpose 

This application component enables you to: 

 Enter customer notifications 

 Recognize the condition of the service object 

 Request the necessary service tasks and thereby roughly plan further service processing 

 Track the progress of the tasks to be performed 

Integration 

You can only use this component in conjunction with the Maintenance Notifications component. 

Features 

From the service notification, you can initiate all the processes involved in problem solving: 

 Tasks for problem solving using the Help Desk or Hotline Support 

 Creation of a service order for sending service technicians to a customer site for a service within 
the service center 

 Delivery of spare parts 

The description of the problem can be written as text or in coded form. It is not absolutely necessary to 
enter the service object in the service notification. However, if it is entered, the system determines the 
following data based on the object definition or serial number whilst the problem is being entered: 

 Localization of the object 

 Warranty claims, existing contracts or contact people 

The system makes this data available to the processor immediately. The entry of the notification is 

fully integrated into contract and customer object management. 

If your system has been configured accordingly, the system provides the number of the service 
notification as soon as you call up the create function. This is particularly useful if you enter a notification 
over the phone, since you can immediately inform the caller of the notification number. 

If one or more service technicians are required to solve the problem, you can make a rough plan in the 
service notification for further processing using tasks. This can be calculated automatically based on 

certain settings (for example, priority, response times, and service times). Proposals for service activities to 

be performed using customer-specific interfaces, which are dependent on the problem screen, can also 
be included in task determination. 

Follow-up tasks can result from service notifications, for example, printing a certain paper, or initiating a 
workflow. 

A service order, in which you plan dates, technicians and materials in detail, can be created from a 
service notification. 
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During service processing, you can obtain an overview of all the service requests entered and the 
progress of service notifications at any time. 

In addition, the functions for incoming calls and service notifications in the Internet are available, which 
make it easier to enter service notifications. 

When a service notification is completed, its data is entered in the service history. 

Call Management  

Purpose 

This component comprises a whole range of processes from call logging to planning and processing, to 
completion and billing of the costs incurred. 

When a service is requested, you respond by using one of the following: 

 Service notification 

The service notification cannot carry costs or revenues, meaning that you can only record and 
process a requested service in a service notification if neither personnel costs nor material costs 
have to be documented. In this case you do not need to create a separate order. You can 
describe the condition of a technical object in the service notification. 

 Service order 

If a technician has to be sent to a customer’s, and material, utilities and personnel have to be 
planned in order to rectify a problem, you need to use a service order to perform service 
processing. A sales order can be created on the basis of a maintenance plan, a service 
notification, or a sales order. 

 Sales order 

If spare parts and other materials have to be sent to the customer’s, but no scheduling has to be 
performed, you use a sales order for service processing. 

You can find more information on sales orders in the documentation SD - Sales and Distribution 
Processing. 

Integration 

You can only use this component in conjunction with the following components: 

 Maintenance processing 

 Sales order processing 

 Materials Management, if you want to perform material planning 

Data is entered during processing, which can be evaluated according to different criteria. The Logistics 
Information System, which is part of the general information system, is available for performing analyses. 
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Features 

Call management can be divided into the following stages: 

 Call Logging 

During call logging, you request the necessary service tasks using a service notification, and can 
track the progress of the tasks to be performed. 

 Call processing 

The service order and the sales order are the most important instruments during call processing. 
A service order enables you to plan the execution of the individual activities in greater detail, to 
estimate the costs, and to monitor the work progress. You use the sales order to send the spare 
parts to the customer. 

 

A service notification can also be used at this stage if the nature of the service involved is 
purely consultational, for example, as in the case of a hotline service that is covered by 
contract specifications. 

 Call monitoring 

You can monitor the progress of your service notifications and orders to ensure that deadlines 
determined in the response profile are met. 

 Call closure 

At this stage, the actual costs that have arisen as a result of materials used, and activities 
performed, are recorded in detail in the service order. You describe the activities that were 
performed and the technical findings in the service notification. You can also record any 
configuration changes made to the service object and also measurement documents for the 
object in the completion confirmation. You can close a service order once it has been completely 
confirmed. Its data is then available in the order history for future planning and analyses. 

 Service Order Billing 

You can create both a billing request and a billing document for a service order. The actual 
expenses as well as the items that were not billed (for example, because they were covered by 
the warranty) are listed in both documents. 

The diagram below illustrates the main stages involved in call management: 

Main Stages of Call Management 



 

Maintenance Notifications (PM-WOC-MN)  

Purpose 

You use this application component in maintenance processing in the event of a malfunction or 
exceptional situation to: 

 Describe the exceptional technical condition at an object 

 Request the maintenance department to perform a necessary task 

 Document work that has been performed 

Maintenance notifications document maintenance tasks completely, and make them available for analysis 
in the long term. You can use them for preliminary planning and execution of tasks. 

Integration 

Maintenance processing for unplanned tasks can be divided into the following three major areas: 

 Description of the object condition 

The main element in this area is the maintenance notification. It is used to describe the 
condition of a technical object or to report a malfunction at a technical object and request that the 
damage be repaired. 

 Execution of the maintenance tasks 

The main element in this area is the maintenance order. It is used to plan in detail the execution 
of maintenance tasks, trace the progress of the work performed, and to settle the costs for the 
maintenance tasks. 

 Completion of the maintenance tasks 
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The main element in this area is the maintenance history. It is used to store the most important 
maintenance data on a long-term basis. You can call up this data at any time for evaluation 
purposes. 

You can use this instrument to process all the tasks that are executed within Plant Maintenance, and 
operations that do not belong directly to Plant Maintenance, such as investment, modifications, 
conversions, and so on. 

Features 

When you enter a notification for a maintenance object, the system automatically copies all the relevant 
object data (for example, installation location cost center). 

You can use maintenance notifications as the basis for creating maintenance orders, in order to: 

 Plan tasks in detail 

 Track work progress 

 Enter and settle costs for the maintenance tasks 

When planning concrete tasks in a maintenance order, you can make reference to several maintenance 
notifications. If one or more notifications already exist for a maintenance order, you can also enter the 
technical data for the assigned object retrospectively for these notifications. 

During processing or upon completion of a maintenance order, you can also create maintenance 
notifications as completion confirmations in the form of activity reports. 

Follow-up tasks can result from maintenance notifications, such as printing a certain paper, triggering an 
R/3 function, or initiating a workflow. 

When a maintenance notification is technically completed, its data is entered in the maintenance history. 

Maintenance Notification  

Definition 

Means with which company notifications are created and managed in the area of Plant Maintenance. The 
following notification types are predefined in the standard system: 

  Problem notification 

Notification of a malfunction or problem that has occurred 

  Maintenance request 

Request for tasks to be performed 

  Activity report 

Documentation of activities that have been performed 
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In addition to these standard notification types, you can also define your own user-specific notification 
types. 

You can configure the screens for the individual notification types in Customizing. 

Use 

You can enter all of the above notification types for the following reference objects: 

 Functional location 

 Equipment 

 Material and serial number 

If functional locations or equipment are further sub-divided into assemblies and material with the help of a 
maintenance BOM, these assemblies can also serve as reference objects for the notification. If you use 
object hierarchies, the system copies all data from the higher-level technical object to the respective 
reference object for the notification. 

However, you can also create maintenance notifications without entering an object number. This is the 
case, for example, when a problem notification refers to an object that is not managed under a number in 
the system, or when a maintenance request refers to an object that is to be set up within the framework of 
an investment. 

The data of the maintenance notification is transferred to the history, and is of great importance when 
performing evaluations and future planning. 

Structure 

A maintenance notification consists of a notification header and one or more items. 

Maintenance header data is information that is used to identify and manage the notification. It is valid for 
the whole maintenance notification. 

Depending on the notification type, the notification items contain data describing the problem or 
malfunction that occurred, or the activity that was performed in greater detail. 



 

 Service Agreements  

Purpose 

Service agreements are arrangements that are made to structure the service process more effectively. 
They are drawn up between the company that is performing the services and the customer who is 
requesting the services. 

Implementation Considerations 

The management of service agreements presents the following advantages: 

 Content and scope of the services and conditions for performing the services are defined in the 
form of a binding contract. 

 Warranties commit the service provider to certain services. 

 Service agreements protect both service provider and service recipient. 

 Service agreements can represent a competitive advantage for the service provider or a deciding 
factor for the customer. 

Features 

In Customer Service, you can make various agreements regarding the services you provide for a 
customer: 
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 Long term service agreements in the form of service contracts, warranty agreements, and 
quantity contracts for spare part deliveries 

 Short term service agreements in the form of one-time service orders and spare part orders. 

 

Service Products 

The services that a company provides are described as service products. From a technical perspective, the 
service product is a material master record (material type DIEN). The features of a service can vary 
immensely, meaning that it is advantageous to provide services as configurable products and to define the 
individual agreements specifically for each contract. 

The characteristics are available directly when the call is logged. Service and response times 
automatically determine the further processing of a service notification because the due dates of the 
service tasks are calculated on the basis of the response and service times. 

Typical characteristics that can be agreed here include: 

 Service times for the company 

For example, Monday to Friday from 8.00 to 17.00 

 Response times for service requests 

For example, return call within 2 hours at the latest 

 Service area agreements 

For example, costs charged outside a 100 km radius 
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 Service location 

For example, at the customer’s 

Service Contract  

Definition 

Long-term agreement concerning the content and scope of services that are to be performed for a 
customer. A service contract describes which services are to be performed for which objects, and under 
which conditions. 

Use 

You, as a service provider, would use service contracts in the following situations: 

 Checking a customer’s entitlement to services requested 

 Making price agreements in service orders 

 Performing periodic billing 

 Determining tasks automatically for a service notification 

Structure 

The service contract is a sales document in Sales and Distribution (SD) and consists of an order header 
and one or more order items. 

The order header contains the assignment to the sold-to party. Contract data, a billing plan, and price 
agreements can also be stored in the order header. These are valid for all items for which nothing else 
has been defined. 

The order items contain the services or products and the conditions. Contract data, a billing plan, and 
price agreements can also be stored at the level of the item. The technical objects, on which the services 
are performed, are also assigned at the level of the item. 
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Integration 

If an obligation exists to provide services periodically (for example, periodic inspections), a link is created 
between the service contract and service plan, whereby the service plan is responsible for the automatic 
generation of service orders. In this way, integration between contract agreements and processing is 
ensured. 

You can find more information in the application component Sales and Distribution (SD) under 

 Customer Contracts. 

Quantity Contract  

Definition 

Long-term agreement with a customer concerning the acceptance of a particular quantity of services. 

Use 

You agree with a customer that he has the right to a particular quantity of services at a set price, over a 
specified period of time. Once this quantity has been reached, the quantity contract has been fulfilled, and 
you must either make a new agreement regarding further services, or you perform and bill the customer 
for the services as and when required. 

You can find more information in the application component Purchasing (MM), under  Contract. 

Service Order  
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Definition 

Short-term agreement between service provider and service recipient, in which one-time services are 
ordered by the service recipient and resource-related billing performed upon completion. 

A service order contains the following data groups: 

 Header data 

 Location and account assignment data 

 Object data 

 Settlement data 

 Operation data 

 Component data 

Use 

The service order is used to document service and customer service work. In particular, you can use the 
service order to: 

 Plan services specifically with regard to usage of material, utilities and personnel 

 Monitor the execution of services 

 Enter and settle the costs which arise from the services 

The data for the service order is entered in the history and is important for evaluations and future 
planning. 

You can also create a one-time customer in the order and transfer the data, for example, to the sales 

order. For more information, see Transfer of One-Time Customer Data and  One-Time Customers and 

Vendors. 

Structure 

A service order contains operations that describe the individual work steps. An operation can be divided 
into sub-operations for greater detail. 

Spare materials and utilities, which are required for service work, can be planned in the operation. 

Integration 

If several similar service notifications exist, they can be grouped together into a service order and 
completed. 
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Services at several similar objects installed at the customer can also be processed using a service order. 

Spare Parts Order  

Definition 

Sales order used to process and supply required spare parts. 

Use 

When creating the notification, if you determine that only one spare part must be delivered and no 
technician is required, you can create a spare parts order immediately from the notification, which can be 
used for further processing. You can use the bill of material and configuration data for the object to 
determine the spare parts. 

Integration 

When you use spare parts orders, all the functions for shipping processing and transportation are also 
available. 

For more information, see Advance Shipment. 

Warranty  

Definition 

Commitment of the manufacturer, vendor, or retailer to guarantee services to a customer either free-of-
charge or only charged in part, over a certain period of time. In the majority of cases, the warranty relates 
to a technical object. This might be an object belonging to your company or to a customer. 

Use 

Many business transactions, such as buying, selling, and maintaining products, involve a warranty. When 
you purchase a new product, for instance, it is supplied with a manufacturer warranty for a certain period 
of time, or amount of use. When you sell or lease a product, you may be legally required to supply your 
customer with a warranty for this product. Similarly, if you are a provider of services, you may need to 
provide a warranty to define the extent of the services to be provided, in order to protect yourself, as well 
as your customer. 

Before you can issue warranties for individual objects, you need to define your basic conditions and 
requirements. These conditions and requirements may be specific to your company, your products, your 
customers, and your customer groups, and may well differ from one country or region to another. 

The Customer Service application component provides the following types of warranties: 

 Temporally valid warranties 

 Counter-dependent warranties 

 Warranties that are valid for periods of time and counter intervals 
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The warranty check can be performed automatically by the system when processing customer 
notifications and billing requests. 

Structure 

The structure of a warranty record corresponds to that of the master warranty record. You can extend and 
change the data that it contains for each individual object. 

Master Warranty  

Definition 

The master warranty comprises: 

 Warranty header (warranty type, description, classification) 

 Warranty service items (services included/excluded) 

 Warranty counters (counters, limits) 

Structure 

Warranty Header 

Header data is relevant to the whole data record. Some header data, such as the warranty number and 
type, is fixed for the validity of the warranty. 

You can maintain the following data at header level: 

 Warranty type 

In this field you define the type of warranty you require. For example, whether the warranty is to 
be used as a manufacturer or vendor warranty (inbound) or as a customer warranty (outbound). 

 Pass on warranty indicator 

This indicator specifies whether the master warranty of technical object should be passed on to 
the technical objects lower down in the hierarchy. When a warranty check is performed for 
technical objects lower down in the hierarchy, the warranty of the technical object of the higher 
hierarchy level is displayed. A maximum of two higher technical objects are displayed. 

 Warranty sort field 

The freely definable sort field serves mainly as a function for finding particular warranties. 

 Short text/long text 
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In the long text, you can list the general conditions that apply to the validity of the warranty (for 
example, "Warranty services apply only during normal conditions of use..."). You can create texts 
in different languages. 

 Classification 

If you need to manage a large number of different warranties, you can assign them to different 
classes (for example, for different suppliers, customer groups, and so on). This simplifies search 
processes, and evaluations based on particular aspects are supported. 

Warranty Service Items 

You can enter any number of service items in the master warranty record. You must describe each 
service item using one of the following options: 

 Service master record 

If you do not enter a service master record, you must enter a short text to describe the service 
item. 

 Short text/long text 

You can create texts in different languages. If you choose a service master record, the system 
displays automatically the text for that service or activity. 

 Checkboxes 

Depending on the type of service entered, the system displays whether the service is already 
configured or whether it is configurable in the checkboxes Configured and Service is configurable. 

 Inclusive/exclusive services 

You must enter an inclusive/exclusive indicator for each service item. You use this indicator to 
define whether the item should be included in the warranty, or whether it is excluded from it. 
Inclusive and exclusive items can be combined in a warranty. 

 

A warranty for a vehicle includes the following items: 

Items Incl./Excl. 

Engine Inclusive 

Bodywork Inclusive 

Corrosion protection Inclusive 

Damage to soft-top Exclusive 

Damage to wind- 

screen 

Exclusive 

  



Warranty Counters 

Each item has one or more counters which record the time or counter reading for the validity of the 
warranty. Generally, if you enter items that are to be excluded from the general warranty conditions, these 
do not require a counter. If you have assigned more than one counter to an item, you must define 
whether: 

 All the counters must be valid, in order for the warranty item to be valid 

 At least one counter must be valid 

To define the relationship between the different counters for an item, you must select one of the following 
radio buttons: 

 AND 

Specifies that all counter readings must be valid, in order for the warranty to be valid 

 OR 

Specifies that at least one of the counter readings must be valid, in order for the warranty to be 
valid 

If you have assigned several counter readings, you can assign a sort field to each counter which 
enables you to set priorities. 

 

Before you create a warranty, you should define all counters that you are using. Warranty 
counters are represented in the system using characteristics of the classification system. 
For more information, see Defining a Warranty Counter 

You must enter a measurement unit for each counter, for example: 

Warranty period 

Operating hours 

Counter reading 

1 year 

500 hours 

9999. 

The counter unit is represented in the system by a characteristic unit of measure. This 
unit of measure can form the link between the warranty record and the master record of 
the object for which the warranty was created. 

Integration 

The warranty can be assigned either to pieces of equipment, functional locations, or serial numbers. You 
can assign two warranty types (customer/vendor warranty) per object. Warranty data for the technical 
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object is now processed in the tab pages and can be used for functional locations, equipment and serial 
numbers. 

 

As of Release 4.5B, it is no longer possible to process warranty data in technical objects 

using the menu path Extras  Warranty. 

From Release 4.6B, warranty data will be processed using special settings in 

Customizing under Master Data  Technical Objects General Data  Set View 
Profiles for Technical Objects. 

Defining a Warranty Counter  

Prerequisites 

Warranty counters are normally defined by your system administrator at the time of setting up your 
system. If you have the necessary authorizations, you can create warranty counters using the 
Classification System. 

Procedure 

1. Create the warranty counter as a characteristic in the Classification System. 

To do this, choose Logistics  Central functions  Classification  Characteristic  Create. 

2. Enter the name of the characteristic and choose Create. 

The screen Create Characteristic is displayed. 

3. Enter a short text for the characteristic in the block Basic data. 

In the block Formatting, enter a numeric data type. 

4. Choose Continue. 
5. Enter the number of characters, decimal places and the unit of measure for the warranty counter 

(for example, the unit Year for the characteristic Warranty period). 

6. Save the characteristic. 

For more information, see the SAP documentation on Characteristics under CA-Classification. 

7. Define the warranty counter in Customizing. 

Plant Maintenance and Customer Service  Master Data in Plant Maintenance and Customer 

Service  Basic Settings  Warranties Define warranty counter. 
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Only warranty counters that are entered in Customizing are recognized as valid counter 
types by the system. 

Creating a Master Warranty  

1. Choose Logistics Customer Service  Service agreements  Warranties  Master 

warranty  Create. 

The initial screen Create master warranty is displayed, where you can enter the warranty number 
if your company uses external number assignment. 

2. Choose Continue . The initial master warranty screen is displayed. 

Enter the short text for the warranty header. If necessary, you can add a more detailed 
description using the long text function. 

3. Enter the warranty type. 

The warranty type specifies what sort of warranty is involved. For more information, see Warranty 
Management 

4. Enter a service in the block Service. Depending on the type of service entered, the system 
displays whether the service is already configured or whether it is configurable in the 
checkboxes Configured and Service is configurable. You can change the configuration of the 
service by choosing Configuration. You must enter an inclusive/exclusive indicator for each 
service item. You use this indicator to define whether the item should be included in the warranty, 
or whether it is excluded from it. Inclusive and exclusive items can be combined in a warranty. 

5. Select one of the following radio buttons to define the relationship between the different counters 
for an item: 

 AND specifies that all counter readings must be valid in order for the warranty to 

be valid 

 OR specifies that at least one of the counter readings must be valid, in order for 

the warranty to be valid 

6. Enter one or more warranty counters together with the appropriate value for each service item. 

The counters record the time or the counter readings for the validity of the warranty. The value 
entered, together with the unit of measure, equals the maximum amount (time or counter reading) 
for which the warranty is valid (for example, up to 1 year, or up to a reading of 9999). 

For more information, see Defining a Warranty Counter 

 

You can classify master warranties by choosing Classification. In order to do this, you 
must have already created the classes for the master warranties in the Classification 
System. The advantage of this is that you can then search for master warranties by class. 
For more information, see CA-Classification. 
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Warranty Management  

Use 

Before you create a warranty master, you must determine how the warranty is to be used. For this, you 
need to use a warranty type. 

The warranty type specifies what sort of warranty is involved, meaning how it is used. The warranty type 
is assigned to an internal warrant category, which indicates whether the system user’s company is the 
warrantee, or the guarantor. 

Prerequisites 

In the standard system, the following warranty types can be differentiated from the perspective of the 
system user: 

Warranty type Warranty category 

Manufacturer and vendor warranties Warrantee (inbound) 

Customer warranties Guarantor (outbound) 

You can define in Customizing the different types of warranty that are required by your company, and 
assign one of the two available warranty categories to each warranty type. When you, as a system 
user, create a master warranty, you must use one of the existing warranty types for this. 

Features 

Each warranty type is assigned internally to a warranty category. In the system, there are two warranty 
categories that define warranty from the user's perspective. The warranty categories are predefined in the 
system and cannot be changed. The warranty category has the following two characteristics: 

 Warrantee (inbound) 

The warranty comes from outside the company (for example, from a vendor or an manufacturer). 
It is defined from the perspective of the warrantee. 

 Guarantor (outbound) 

The warranty comes from your own company, and goes to a customer. It is defined from the 
perspective of the guarantor. 

 

The warranty category is set internally in the system, and cannot be changed on a 
company-specific basis. 
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A supplier of photocopiers sells you a machine. The supplier gives you a warranty for the 
machine. This warranty is indicated in the system as being an inbound warranty under 
the warranty category Warrantee. (The warranty type in this case is vendor warranty.) 

You then sell or rent out the machine to a customer, and give him a warranty for it. This 
warranty is indicated in the system as being anoutbound warranty under the warranty 
category Guarantor. (The warranty type in this case is customer warranty.) 

Warranty Check  

Use 

You can use the warranty check to determine whether a warranty still exists for an object. 

The warranty start can take place at different points in time. For example, a warranty can start at one of 
the following times: 

 Purchase date (for example, in the case of a machine) 

 Installment date (for example, in the case of a computer) 

 Operating start date and time 

 Combination of the above 

The validity period is calculated from that point in time, based on the time or counter readings specified. 

If, during the warranty check, you want the system to display the warranty data for the superior technical 
objects in addition to the warranty of the technical object being checked, you can set the following 
indicators: 

 Pass on warranty 

You can also set the indicator Pass on warranty when you create a master warranty. If the 
indicator is set in the master warranty, it is automatically copied when you enter the master 
warranty in the technical object. This indicator specifies whether the master warranty of the 
technical object should be passed on to the technical objects lower down in the hierarchy. If this 
indicator is set, both the warranties of the object being checked and those of the superior 
technical objects in the hierarchy are displayed in a list during the warranty check. The system 
searches for the next-highest equipment and the next-highest functional location for which the 
indicator Pass on warranty is set, and to which a master warranty or a warranty period is 
assigned. A maximum of two higher technical objects per warranty type are displayed. 

 Inherit warranty 

This indicator specifies whether the master warranty or the warranty period can or cannot be 
inherited from the next-highest technical object in the hierarchy level. If the indicator is set, both 
the warranties that have been passed on and the warranties for the technical object are displayed 
in a list for the warranty check. If the indicator is not set, only the warranties for the technical 
object are displayed. 

Activities 

http://help.sap.com/saphelp_46c/helpdata/EN/a4/5cf037f1d6b302e10000009b38f889/frameset.htm


You can set in Customizing whether a dialog box should be displayed automatically in the event of a 
positive warranty check when creating a notification or an order, or when performing flexible billing. 

Plant Maintenance and Customer Service  Master Data in Plant Maintenance and Customer 

Service  Basic Settings  Warranties  Define Warranty Types. 

When a claim is made for a warranty service, it must be checked for each counter whether the warranty is 
still valid. Depending on the counters involved, this check is either performed automatically by the system, 
or manually by the user. For example, if the warranty is valid for a certain period of time from the start 
date, the system can determine automatically whether the claim is being made within the validity period of 
the warranty. 

If, for example, the validity of the warranty depends on a counter reading, the system technician must 
take the counter reading and check it against the warranty conditions. 

 

A car dealer sells a car on 01/01/99 with a general warranty valid for up to 1 year or up to 
10,000 miles, and a corrosion guarantee valid for up to 5 years from date of purchase. 

Six months later, the owner brings his car back to the customer services department. The 
car dealer performs normal customer service as stipulated by the manufacturer, and 
checks the service items in the warranty, to establish whether the services that have 
been performed are covered by the warranty. 

He checks the validity period, or it is checked automatically on the basis of the current 
date. 

He checks the actual mileage of the car’s milometer. 

If the car displays any specific problems (for example, signs of rust), these must be 
inspected by a skilled employee, who then decides whether the repair work would be 
covered by the warranty or not. He also checks, for example, what external influences the 
car has been subjected to during the period of time in consideration. (Information 
regarding conditions or usage can be entered in long text form.) 

Customer Interaction Center  

Purpose 

The R/3 Customer Interaction Center (CIC) application offers customer service organizations robust call 
center functionality and a highly customizable design. The CIC application enables agents to: 

 Process inbound, and simple outbound, telephone calls from customers and other business 
partners using Computer Telephony Integration (CTI) technology as middleware 

 Seamlessly process any business transaction 

The ability to view the state of any call participant and extensive call logging support inbound and 
outbound call processing. 
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CIC supports business transaction processing with a full range of telephony features, such as screen pop, 
automatic number identification (ANI), and soft phone controls. 

Agent productivity is enhanced with CIC’s Action Box, Business Data Display, and the highly 
customizable design of CIC. The design allows personalization for agent skill and business processes. 

Implementation Considerations 

CIC requires CTI middleware to function as a call center. CIC supports a variety of CTI middleware 
products, as well as telephony servers and switches. CIC also supports interactive voice response (IVR) 
systems. 

Integration with other R/3 System components gives agents total access to customer information and 
customer business transactions. Business transactions that an agent has access to are defined through 
customizing. Examples include creating a service notification, updating a customer address, changing 
employee information, and checking the status of a delivery. 

Features 

Primary features of CIC include: 

 Telephony controls integrated with easy access to business transactions 
As an integrated call center application, CIC provides agents complete access to R/3 business 
transactions. CIC supports business transaction processing and a full range of telephony 
features. 

 Ability to view call state 
This feature allows the agent to view the state of any party participating in a call at the agent's 
extension, for example, whether a party is active, on hold, muted, or participating in a conference 
call. 

 Extensive call logging 
CIC performs comprehensive call logging including activities performed by agents, events 
occurring in the background, and business transactions. 

 Total customer information access 
CIC provides agents complete access to customer information and related business transactions. 

 Integration with interactive voice response (IVR) 
CIC supports interactive voice response (IVR) systems, which capture call-attached data. Call-
attached data is not only the data collected through an IVR before a call reaches an agent but 
also data added by a previous agent during a call. 

 Increased agent productivity via Action Box and Business Data Display 
These two features work together to display customer-related information for the agent and to 
enable the agent to navigate to and perform any business transaction in the R/3 system. 

Companies can use CIC in a variety of business scenarios including sales, service, collections, or human 
resources. One company might use CIC in an inbound sales center, where agents enter sales orders, 
answer delivery inquiries, create return material authorizations, or update customer addresses. In this 
scenario, agents could take leads for salespeople to call. 



Another company might use CIC to register service requests for internal or external customers. In an 
integrated call center, all of these activities mentioned above might be occurring. 

Constraints 

This application offers a wide range of functions. However, it is not integrated with the Internet or email for 
this release. 

Front Office  

Definition 

The Front Office is the desktop view from which the agent performs activities and transactions. 

Use 

Access to all CIC functionality is through this Front Office screen, which can be personalized to each 
agent’s or agent group’s skills and business process needs. Multiple front office views may exist within 
the same R/3 System. 

CIC Profile  

Definition 

With a CIC profile, you specify what the Front Office includes and looks like for an agent or group of 
agents. 

Use 

You create a CIC profile through the IMG. On two screens, you indicate the framework ID (which 
determines the components included in the Front Office screen) and the component profiles for each of 
these components. The CIC profile enables you to link all of this information to a specific position or an 
entire level in an organization. 

Integration 

A CIC profile links together a framework ID, a set of components, and their profiles. It can be linked to an 
organizational unit or position in an organizational structure. 

Front Office Framework  

Definition 

The Front Office framework is the foundation for any functional feature in the Front Office. Each feature is 
represented by a functional component, which is assigned to the framework, which has a framework ID. 

Use 
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The architecture of the Front Office framework allows any composition of components, as well as 
extension of functionality with custom-built components. 

The framework program determines the component profiles to build and process the screen. The 
framework program executes all component programs, both those related to visible and hidden 
components. 

Following is a list of all CIC components: 

Components Description Visible Hidden Function 

ACTION_BOX Action Box X   Calls R/3 transactions (tabstrip 
presentation) 

APPL_AREA Application Area X   Displays HTML pages started from 
the Action Box 

BD_DISPLAY Business Data 
Display 

X   Displays business objects and data 
(visual representation) 

CALL_STATE Call State X   Provides the state of calls at agent's 
telephone extension, required for 
telephony functionality 

CCONT Component 
Container 

X   Holds other visible components 
(tabstrip presentation) 

CSEARCH_DISP Look-up Functions X   Provides contact search and display 
functionality 

QUICK_KEYS Quick Keys X   Provides pushbuttons for telephony 
functions 

SCRIPT_DISP Display Script X   Displays reminder scripting 

SOL_SEARCH Solution Search X   Provides functionality to search the 
Solution Database 

CALLBACK Call Back Queue   X Creates and processes callbacks 
(screens not part of the framework) 

CALLCTR Call Center 
Component 

  X Call center policy component, 
required for telephony functionality 

CIC_TOOLBAR CIC Application 
Toolbar/Excls 

  X Identifies the GUI status to use and 
lists exclusions from the application 
toolbar, required 

CTI CTI   X Provides CTI functionality, required 
for telephony functionality 

HIDDEN SCRPT Script Text   X Reminder scripting engine, required 
for scripting functionality 



HIDDEN_ABOX Hidden Action Box   X Action Box engine, required for 
Action Box functionality. 

HLOG Logging   X Logs activities 

  

Structure 

The framework consists of the following: 

 Configuration tables 

 A main Front Office screen, which can be configured for up to seven visible components in the 
seven subscreen areas 

 A default empty subscreen, in case no subscreen is configured for one of the subscreen areas 

 Screen titles 

 Component processing 

The seven subscreens in the Front Office screen are each 20 rows x 80 characters. A visible component 
is assigned to one of the seven subscreen areas. 

 


