“SAP CRM has not only accelerated
and optimized our market-facing
processes; it has also raised trans-
parency to a new level by giving us
a 360-degree view of the customer.”

Martin Denker
Head of SAP Application Development
Rasselstein GmbH
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QUICK FACTS

Company

= Name: Rasselstein GmbH

= Location: Andernach, Germany

Industry: Mill products - primary metals
Products and services: Tinplate
Revenue: €1.21 billion

Employees: 2,400

Web site: www.rasselstein.com

= Implementation partner: SAP® Consulting

Challenges and Opportunities

= Increase the efficiency of sales and
service

= Process complaints in a portal-based
solution

= Provide standardized customer
information throughout the company

Why SAP

= Strategic partnership

= Straightforward integration with existing
infrastructure

= Future-proof solution

Benefits

= Shortened response and lead times in
processing complaints

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

= Increased productivity through simplifying
and standardizing customer-facing
processes

= Improved efficiency through integrated
processes in service- and sales-related
task areas

Objective

Replace legacy systems for customer
relationship management with a modern
platform

SAP Solution and Services
SAP Customer Relationship Management
(SAP CRM) application

Implementation Highlights

= Implemented the project in several stages

= Focused on complaints management in
stage 1

= Implemented quickly and effectively, on
time and within budget

Existing Environment

= SAP ERP application

= SAP NetWeaver® technology platform
including the SAP NetWeaver Portal
component and the SAP NetWeaver
Business Intelligence component

Third-Party Integration
= Database: Oracle

= Hardware: IBM

= Operating system: AIX



Consumers all over the world are familiar with tinplate in the form

of beverage cans and food packaging. But tinplate, which derives

its name from the white layer of tin that is applied to sheet steel

during an electrolytic process, is also an important material for the

chemical, automobile, and construction industries. Rasselstein GmbH

manufactured 1.5 million tons of tinplate in the fiscal year 2006-2007

and generated revenues of €1.21 billion, making the ThyssenKrupp

Steel AG subsidiary the third-largest tinplate producer in Europe. The

company, based in Andernach near Koblenz in western Germany,

has customers all over the world, exporting 70% of its products to

more than 80 countries.

Primary Focus: Manage Customer
Relationships Effectively

For Rasselstein, maximum product
quality is the key to gaining and keep-
ing the trust of its customers all over
the world. These high quality standards
are reflected in the way in which the
company manages its customer rela-
tionships. Between the autumn of 2006
and the summer of 2007, Rasselstein
worked through a multistage project

to move IT support for its customer
relationship management (CRM) onto
a new platform.

The software for the project was deliv-
ered by SAP, a strategic IT partner of
Rasselstein since 1997 and thus the
first choice for the optimization project.
Martin Denker, head of SAP application
development at Rasselstein, described
the project objectives as follows: “We

wanted to use modern IT technologies
to make further productivity gains and
to optimize our customer relationships
at the same time.”

In the autumn of 2006, Rasselstein
began adding the SAP® Customer
Relationship Management (SAP CRM)
application to its already extensive SAP
landscape, replacing outdated legacy
systems. The chief drawback of the
legacy systems was that they consisted
of stand-alone applications for sales
and service, which prevented the com-
pany from obtaining a standardized data
view of its customers.

The integration of SAP CRM with the
SAP NetWeaver® technology platform
provides the desired consistent view

of customer information across the
business. SAP NetWeaver unifies tech-
nology components into a single plat-

form, allowing organizations to reduce
IT complexity and obtain more business
value from their IT investments. It
provides the best way to integrate all
systems running SAP or non-SAP
software.

SAP NetWeaver also helps organiza-
tions align IT with their business. With
SAP NetWeaver, organizations can com-
pose and enhance business applications
rapidly using enterprise services. As
the foundation for enterprise service-
oriented architecture (enterprise SOA),
SAP NetWeaver allows organizations
to evolve their current IT landscapes
into a strategic environment that drives
business change.

The business change Rasselstein
focused on in its CRM project was
optimizing complaints processing as
well as achieving integrated IT support
for sales and service. Denker and his
team completed the first stage of the
project in March 2007, when Rasselstein
went live with a portal-based solution
for managing complaints.

Portal-Based Complaints
Processing

“Effective complaints management
gives you a chance to keep your cus-
tomers happy by responding quickly
and efficiently to their complaints, and
it enables you to cut your process
costs at the same time,” explains
Denker. Rasselstein is ensuring that

it does both by using an SAP-based
complaints management system based
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on the SAP NetWeaver Portal com-
ponent. The system enables all the
departments and employees involved
in complaints processing to access
complaints-relevant data and processes
whenever they need to.

A workflow tailored to Rasselstein's
requirements ensures a seamless flow
of information and also controls and
monitors the functional interaction of all
the people involved in processing com-

—

The Next Stage: Boosting Sales
Efficiency

The second stage of the CRM optimi-
zation initiative at Rasselstein began in
March 2007. The focus of the second
stage was on boosting the company’s
sales efficiency and increasing integra-
tion in service and sales to improve
customer service and support and cut
process costs. A structured visit-report
system replaced handwritten notes.

“Effective COHlPI&iI’ltS I'l'lElI’lﬂgCHlCIl[ gl\CS you a chance to l(t‘(ip your customers

happy by responding quickly and efficiently to their complaints, and it enables

you to cut your process costs at the same time.”

Martin Denker, Head of SAP Application Development, Rasselstein GmbH

plaints. And that includes the customer,
who receives a workflow-triggered
complaint confirmation and is thus
reassured that “Rasselstein is doing
something about it.” Because doing
something about it always requires
effort and expense, Rasselstein is
delighted that SAP CRM provides sig-
nificantly greater transparency in this
area. “We now have a better overview
and more precise figures to work with:
the direct link with other SAP applica-
tions also contributes to that,” says
Denker. This applies both to the con-
nection to the SAP ERP application

for the processing of credit notes and
returns and to the direct flow of CRM
data into business intelligence solutions
for evaluation and analysis.

Standardized quotations took the place
of individually designed Microsoft Word
documents. The objectives were clear,
and they matched the company’s over-
all drive toward greater efficiency and
economy.

Goals Achieved with Expert
Assistance

SAP Consulting provided expert support
in both stages of the project. According
to Denker, the main reasons for
Rasselstein's choice of SAP Consulting
as an implementation partner were its
“SAP-oriented expertise and its many
years of experience.” The SAP consul-
tants demonstrated this experience at
a workshop held during the decision

“We now have a better overview
and more precise figures to
work with: the direct link with
other SAP applications also

contributes to that.”

Martin Denker
Head of SAP Application Development
Rasselstein GmbH

phase of the project. They showed,
as Denker reports, “a good ability

to identify with our processes.” And
the results of their joint efforts with
Rasselstein's own experts are impres-
sive, as the project was completed on
time and within the budget.

SAP: Delivering IT-Powered
Business Innovation

As the world's leading provider of busi-
ness software, SAP delivers products
and services that help accelerate
business innovation for our customers.
We believe that doing so will unleash
growth and create significant new value
- for our customers, SAP, and ultimately,
entire industries and the economy at
large. Today, more than 46,100 cus-
tomers in more than 120 countries run
SAP applications - from distinct solu-
tions addressing the needs of small
businesses and midsize companies to
suite offerings for global organizations.
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