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SAP® CRM APPLICATION BIG NEWS FOR
TIMES OF INDIA
QUICK FACTS
Industry
Media – newspaper publishing
Revenue
US$1 billion
Employees
8,500
Headquarters
Mumbai, India
Web Site
www.timesofindia.com
SAP® Solutions and Services
SAP® Customer Relationship Management (SAP CRM) application, SAP
Business Communications Management
software
Implementation Partner
ecenta AG plus internal team

The Times of India, the country’s largest media conglomerate, emphasizes
customer service and satisfaction.
To improve customer service levels,
the group chose the SAP® Customer
Relationship Management application. The company’s cumbersome
manual system has been transformed,
with employees connecting with
customers via a single contact point.
Since implementation, customer
retention, renewal rates, and crossselling opportunities have all surged.

SAP Business Transformation Study
Media – Newspaper Publishing

Key Challenges
• Streamline outdated, manual customer
relationship management processes
• Reduce customer complaints
• Develop a single point of contact for customers to register queries and problems
• Start a professional call center system
• Improve declining subscription rates
• Improve subscription renewals and increase
sales targets and cross-selling opportunities

Why SAP Was Selected
• Platform that can smoothly integrate with
existing processes supported by SAP®
software
• Functionality that enables one point of
contact and one single source for all types
of customer interactions
• Software that can deliver faster ROI and
lower total cost of ownership
• Market leadership in enterprise software

Implementation Best Practices
• Combination of internal resources and
consultants for efficient implementation
• Eventual full ownership of software implementation by internal team
• Extensive study of business processes
followed by creation of contact centers
• Well-defined project structure with clear
roles and responsibilities
• Fast and effective 90-day rollout

Low Total Cost of Ownership
• Streamlined a manual procedure into a
completely automated customer relationship management process
• Smoothly integrated with existing SAP
software landscape, making maintenance
and upgrades very cost-effective
• Utilized available IT infrastructure from
existing data center

Financial and Strategic Beneﬁts
• Transformation to a professional contact
center setup
• Evolution to a single point of contact for
customers
• Significantly higher customer service levels
and customer satisfaction
• Surge in customer retention, renewal
rates, and cross-selling opportunities
• Higher sales targets successfully met
• Increased knowledge of customer base

Operational Beneﬁts
Key Performance Indicator

Impact

Revenue due to cross-selling
brands

+100%

Renewal rate of subscription
orders

+24%

Time resolving customer
complaints

-50%

Number of customer
complaints

-30%

Time taken to recover
project cost

12 months

“Our subscribers are happier, as their problems are being resolved faster. Our
marketing teams are more effective, with better access to data. Now, focusing on
targeted subscriber information adds value for our advertisers.”

www.sap.com /contactsap

Times of India

Streamline Customer Care to Stay
Competitive

integrate with legacy IT architecture. Times
of India IT employees also concluded that
SAP CRM could meet the requirements of
Bennett, Coleman & Company (known
the job. They appreciated the application’s
as the Times of India) is the largest media ease of scale and upgrade, wide variety of
conglomerate in India. With sales of more features and functionality, scalability for a
than US$1 billion, this multimedia giant long-term strategy of customer self-service
owns 15 magazines, 32 radio stations,
options, and fast implementation.
6 of the largest newspapers in country,
and 6 television channels.
Strong Implementation Partnership
With such a breadth and depth of product
and customers, Times of India faced two
major challenges to staying competitive.
In the short term, it needed to better
maintain its customers, thereby increasing repeat subscription rates. In the longer term, it wanted to better know its
customers, thereby delivering more
effective marketing strategies and sales
support.

Times of India chose partner ecenta AG for
implementation. Working closely together,
the two teams – ecenta and the in-house
team – ensured that key business objectives were embedded within the project
and that the rollout was carefully planned.

Hence, Times of India decided to create
a single integrated customer relationship
management platform. After evaluating
multiple systems, it chose the SAP®
Customer Relationship Management
(SAP CRM) application and SAP Business Communications Management
software. The company already had a
significant SAP software footprint in
place so new tools could smoothly

Transforming Customer Service and
the Bottom Line

Taking Ownership of Implementation

From the start, Times of India staff took
ownership of the project. They ensured
In the past, Times of India employees
that all their business needs were well
dealt with all customer relations manually, articulated and documented from the very
contending with inefficient, nonintegrated beginning. Those business objectives
systems. Equally important, there was
formed the framework of the blueprint and
no available mechanism for individuals
dictated the whole process moving forto register complaints, for the company ward. Timing was also a project highlight,
had not developed a customer contact
with implementation completed in just
center for complaint resolution. As a
three months. Preparation of the scope
result, service levels were falling and
document took 10 days; configuration,
subscription renewals were on the
development, and testing, 60 days; and
decline.
training and rollout just 15 days.

Times of India now boasts just one point
of contact for its customers – a single
data source spanning Web, phone, and
text. The company has one integrated
CRM system, which increases the speed
and accuracy of dealing with customers,
data capture, and report generation.
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Since implementation, campaign management is faster and more effective,
while cross-selling has boomed.
With the new SAP software, the company’s cycle time to handle queries has
improved by over 200% and its customer
retention rate has increased by over 100%.
Revenue due to cross-selling has doubled.
ROI was also swift: implementation costs
were recouped in just 12 months.

New Revenue Opportunities for a
Great Future
Future possibilities include integrating
sales and analytics platforms, further
driving cost savings and revenue growth.
With SAP CRM, Times of India is
improving its relations with its many
customers. The company is getting to
know them better, serving them better,
and creating new and improved revenue
opportunities. That’s the future of any
great business.

Implementation Partner
ecenta AG is a products and consulting
firm specializing in complex implementation projects in the SAP Business Suite
software product range. The company
strives to provide consulting in SAP
products and business processes at the
highest level.

