Applies to:

SAP CRM 2007. For more information, visit the Customer Relationship Management homepage.

Summary

This article explains client-based groupware integration that is used to synchronize tasks, appointments, and
contacts between Microsoft Outlook and SAP CRM, and vice versa so that we can access from groupware
client all the data that have been created in an SAP CRM application. This also explains how to trouble
shoot incase of errors during synchronization.
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Client-Based Groupware Integration

Client-Based Groupware Integration

This function is used to synchronize tasks, appointments, and contacts between Microsoft Outlook or IBM
Lotus Notes, and SAP CRM, and vice versa so that we can access from groupware client all the data that
have been created in an SAP CRM application.

In client-based groupware integration, the synchronization process has to be triggered by the user.

Configuration Steps

Step 1: Do necessary settings in Customizing for SAP Customer Relationship Management, by
choosing: SPRO-> CRM Middleware and Related Components —Settings for Client-based Synchronization.

e In this Customizing activity we can define, for example, which transaction type can be used for the
synchronization of appointments and tasks. We can assign and use only one transaction type for
appointments and one transaction type for tasks. In the default Customizing, transaction type 0000
(appointment) is allocated for appointments and transaction type 1003 (task) for tasks.

i SAP Implementation Guide
SAR Web Application Server
Cross-Application Components
Integration with Other mySAF Components
Collaboration Projects
Customer Relationship Management
= %- CRM Middleware and Related Components
I%,- Generating Industr-Specific Ohjects and Services
= Cormmunication Setup
= Queue Setup
Message Flow Setup
Mohile Scenario Setup
Internal SyncFoint

[ v v

v v R v v

> Groupware Integration
> Exchanging Data With External Components
= Check IS0 Codes
I = Rearganizatian
[ Multiple Exchange FProjects (MEP)
=
Table Wiew Edit Goto Selection  Milities{My Systern  Help
& B A H @@ 8 HE Bhan | EE @D

Change View "Settings for client-based groupware integration”: Overvie

Settings for client-based groupware integration 4{
FPropery Mame |F'r0pem-'\falue lﬁ‘
EFAULT _WFPPT_FPROC_TYFE: 0060 | [=]
| |DEFAULT_APPT_TEXTTYPE ABAZ =]
| |DEFAULT_COMT_TEXTTYPE a6t
| |DEFALLT_TASK_CANGCELLED EQRRT -
| |DEFALLT_TASK_COMPLETED EQRR3
| |DEFRULT_TASK_INPROCESS EQRR2
| |DEFALLT_TASK_OPEN EBBET
DEFAULT_TASK_PROC_TYPE 1003
DEFAULT_TASK_TEXTTYPE 081
| |REL_MAME_MY_ACCOUNTS CxXPOE1
| |REL_MAME_MY_CONTAGTS BURE11
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Client-Based Groupware Integration

Step 2: Installation of Synchronization Software:
e Click on the “PERSONALIZE" option on the UL.

e Select the “Install Synchronization software” under Groupware Integration.

<3 SAP CRM - [Home] - Microsoft Internet Explorer

JF\'E Edit “iew Faworites Tools Help
b,
[

J Back - O - @ @ {h | pSaarch *Favnrites @ =]
|

Address IE http:/faZst 10000 At com:2000/5ap(bD 1biZjP T AwMSZkPW 1 phg==){bc /bsp/sapfcrm_ui_Frame/defaulk, htm
J Links

Personalize |Help Center

Saved Searches

| Home

Home

4
Ealenday Workflow Tasks My Appointments Today
E-Mail Inbox

B Mo result found 14:00 1500  Important meeting
Account Management 3
ST b Search
Sales Cycle ) Hﬁﬂ\ Favorite Reports

zDivya_sales cycle
1

Create

Activit\es, Cpport. and Orders
B ncarming Orders

Guotations
Sales Cantracts
Sales Crders
Wisit Plans

Appointment
Interaction Log

Task
£ wai % My Open Tasks

Contact B Mo result found

[

Personalization

Home

Calendar .
Settings
E-Mail Inbox

Account Management [ Fersaonalize your general seftings and enahble screen reader made
i Personalize Settings

Activities 4

Sales Cycle 3

zDivya_sales cycle Groupware Integration

Create Set up your e-mail transfer in Microsoft Outlook
Set Up E-Mail Transfer

Appointment

Interaction Log Edit the settings for synchronizing your personal calender, tasks,

Task and contacts with SAP CRM
E-tail Edit Synchronization Settings
Contact
Install news version of groupware synchronization software onyaur
Lead P
Oppartunity Install Synchronization Software

Guotation
Synchronize
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Step 3: Settings for Client based Groupware Integration (for Microsoft Outlook):

Client-Based Groupware Integration

There are two ways by which these settings could be done- settings from Microsoft Outlook or through SAP
CRM Web client.

Settings from Microsoft Outlook:
Path- Tools —Options =SAP CRM Calendar Properties ->choose the Options pushbutton.

SAP COMMUNITY NETWORK

=}

Tools i Actions  Help

| Send/Receive » !
Ir Instant Search ]
. cf
E [} Address Book... Ctrl=Shift=B
<0 = hi
| % Organize
. it 2
(£ [ Rules and Alerts... e
a Out of Office Assistant... ish;
1 Mailbox Cleanup...
m LIE
1l Empty "Deleted Items” Folder hel

fal

@ Recover Deleted Items...

L Forms 3
Macro »

Account Settings...

Trust Center...

Customize...

Options...
B ra———— -

Select “"SAP CRM calendar Properties” in the Options window.

Other ] | SAP CRM Calendar Properties | ] Delegates
Preferences [ b ail 5 etup [ Mail Forrnat | Spelling

E-rnail
; Change the appearance of messages and the way they are handled.

Junk E-mail. .., | E-mail Cptions... |

E Cuskomize the appearance of the Calendar.

v Defaulk reminder: 15 minutes j Calendar Options...

Calendar

Tasks

=, Change the appearance of tasks,
Rerminder time: 500 AM j Task Options. ..

Contacts and Motes

8 | “hange default settings For conkacts, journal, and notes.

Contack Opkions. .. | Journal Cptions. .. | Moke Oplions... |

Search
@ _hange the settings For indexing and search,

Mobile

Search Options...
]

= Change the settings For mobile notification and messaging.
_n_L'_J Motifications. .. | Mobile Oplions. .. |

Choose options.
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Options
Preferences ] kail Setup ] I ail Formnat ]
Other SAP CRM Calendar Properties

Sunchronize On

[ Start Up of SAP CRM

[ Shut Down of SAF CRM

Optionz. .. | Start |

Microsoft Office Outlook EE

Y ) A program is trying ko access e-mail address information
= storedin Outlook, IF this is unexpected, click Derny and werify
wour anktivirus software is up-to-date,

For more information about e-mail safetw and how wou might
be able to awoid getting this warning, click Help.

[ allow access Far

Allowy || | Deny | Help |

Delegates

Settings from CRM Web Client:

Client-Based Groupware Integration

Spelling ]

l

Click on Personalize in the top right corner of the CRM WebClient Ul home page and then click on
the link Edit Synchronization Settings in the Groupware Integration content block.

Saved Searches vl

Personalization

Home

Calendar .
Settings

E-Mail Inbox

Ee

Shortcuts

Account Management » Personalize your genetal setings and enable screen reader mode

Personalize Settings

Activities »
Sales Cycle 3
zDivya_sales cycle Groupware Integration
|
Create Set upyour e-mail transfer in Microsoft Outlook

Appointment Set Lp E-Mail Transfer

Interaction Log Editthe setings for synchronizing your personal calender, tasks,

Task and contacts with SAP CRM
E-Mail | Edit Synehronization Settings |
Contact
Install new version of groupware synchronization softeware an your
Lead PC
Cpportunity Install Synchronization Software
Guotation

Synchronize

Personalize your keyboard shortcuts for focus sefting and fol
havigation
Fersonalize Shortcuts
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The following client side settings need to be done under various tab pages:

a. General

S
':HL'I

SAP CRM Calendar Synchronization Settings

Sync Prnper‘ties] Conflict Resulutiu:un] hizcelane:

CRM Client
=

~

SAP CRM Logon Infa

Server XY com:443 |
Client 001 Save Passward [
Uszer D |mi008877 |
Pazzward " |
Synchronization Yerzian 3045

Client-Based Groupware Integration

System Credentials are defined in the general tab page. To get information about the system use the

=

Peak & Maximum )
Peak /! Maximum }
Peak & Maximum )

tcode SMICM.
=
List Edit Goto  Administration  Settings  Systerm Help
|G Trace File e DHRER Do EE @0
Trace Lewvel LA |
ICM Mo g :
—_— | Parameters J Display
€ R[®[[f statistics » Change
Memaory Pipes r
ICM Status Host hlame Buffer 3 oC@
Restart ATl genices Shift+F1
Trace Leve = .
Created Wor Display Connections / BB [ Current !/
Connectiond Raease Motes Fg Eaalele] { Current /
fueue Entri—— { BE@ { Current f
HTTF Serer Cache r
HTTF Log 4
Mo. Thr - Procesged Reguest
HTTF Server v
i 1 287
Back F3
] P c
] 3 1128 84 fvailable
] 4 37916 21 Available
] 5 7064 71 Bvailable
] 6 40654 80  Running Administration
] f 27816 77 bvailable
] 8 33288 71 Bvailable
] 9 G7484 80 Available
] 10 41444 74 Bvailable

SAP COMMUNITY NETWORK
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Client-Based Groupware Integration

ICH Parameter

Services

icmiserver_port_B
ﬁcm!server_purt_1

PROT=HTTP ,FORT=2000
PRDT=HTTPS,PDRT=443|

Hard 1imits EE
icmimax_services = 3B
icmélisten_gueue_Ten = 512
jcmireq_gquele_len = HEQ
icmimax_conn = HEQ
icmdmax_sockets = 2B48
Memary Pipe settings

mpiftotal_size_MB = BB
mpi fhutffer_size = G5h36
JZ2EE settings

rdispij2ee_start =1
is/HTTR/deTault_root_hdl = JZ2EE
Content Filter settings

csifenable TRUE

csifshPYcsa_l11ihb E:vusrhsap\CYIVDYEEBMGSDRYexehsapcsa . dll

Misc

fcm/fhost_name Tull
icmicancel_stratedgy

s 1 DU . e Com|

cancel redguests without session (stateless)

rdisp/plugin_auto_Togout 1800
is/HTTP/wirt_host_0 oE
is/SMTP ! wirt_host_0 oE

Enter the values for icm/host_full_name and HTTPS port together and separate the two values with
a colon. Using the examples above, the value for the server would be a2sr10000.XYZ.com:443.

b. _Sync Properties:
Synchronize Appointments: Specify the time period in which appointments or tasks should be
synchronized.

Synchronize:

e Select the objects (appointments, tasks, contacts) that we want to synchronize.

e Specify the required groupware folder.

e Specify the direction of synchronization: Both directions - groupware client (For e.g., Microsoft
Outlook) to CRM server, and CRM server to groupware client. If you have specified the default folder
for customer-specific forms on the General tab page, set the Use Form indicator. Select Include
Attachment if attachments should be taken into account during synchronization.
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Client-Based Groupware Integration

"sx SAP CRM Calendar Synchronization Settings

General | Sync Properties | Conflict Resolution ] hizcellansous ] Series.lErivate]

Synchronize Appointments Contact Person Sync Settings
. Dowenload v owned contacts
Allin the last 10 Cavs - from CRh:
In the next 2 Wesks -
= Delete account on contact deletions when no ather
contact exists
Default Country [Incli=
Synchronize
v Appointments |Defaurt Falder - |Eljﬂ"| Directions w ||[[v Use Farm v Include Atachment
v Tasks |Defaurt Folder - |Eluth Directions w ||I¥ Use Form v Include Attachment
v Contacts |Defaurt Folder - v Use Form v Include Attachment

(8], | Cancel

c. Conflict Resolution: Here we can determine how activities or contacts are to be processed in the
event of a conflict. A conflict is an activity or contact that has not yet been synchronized

"5 SAP CRM Calendar Synchronization Settings EE
General ] Sync Properties E Conflict Resolution | Miscelaneous ] Series.l'P_rivate]
Ask for confirmation when Conflict Handling

{

—
=

[
"

[

v any conflict occurs

LelLs Cancel
d. Miscellaneous:
Select the options as per your requirements
e Send updates to attendees
e Color codes
e Path for error log
SAP COMMUNITY NETWORK SDN - sdn.sap.com | BPX - bpx.sap.com | BOC - boc.sap.com
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Client-Based Groupware Integration

"eo SAP CRM Calendar Synchronization Settings

Seneral ] Svnc Pru:uper‘ties] Conflict Resolution | Series.l'P_rivate]

Send Updsate to Attendees Colar
Tao Be Added Creen ~ | To Be Updated BHiue -
~ )
Atomatic Ta Be Deleted R - | Ta Da MNathing [E— -

" Azk for Confirmation To Recreate Magenta -
(" Do Mot Send
v Use Color information from CRi

Advanced Settings
ID:'IDcn:uments and Settingsyn1 003377 Wy DocumertsMyErrorsterror log | |

Error Log Path

r [ Temporarily Include Exception List Entries

Ok Cancel | |

Handling of new private appointments/tasks: You can select the option of either ignoring or
synchronizing new private appointments/tasks created in groupware client or SAP CRM.

"o» SAP CRM Calendar Synchronization Settings

Genetal ] Sync Pru:uper‘ties] Conflict Resu:ulutiu:un] Mizcelansous

Synchronization of recurrences Handling of new: private appointmentstasks
Created in Groupware Created in SAP CRM
~
" Ignore 7 lgnore
i+ (* Swnchronize f* Synchronize
~

Ok | Cancel
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Client-Based Groupware Integration

Trigger synchronization
From SAP CRM:

e Click on Personalize in the top right corner of the CRM WebClient Ul home page and then the
Synchronize pushbutton in the Groupware Integration content block.

Personalization

Home
Calendar .
Settings Shortcuts
E-Mail Inbox
Account Management 3 FPersanalize vour general settings and enable screen reader maode Fersonalize your keyboard s
—— FPerzanalize Settings navigation
Activities . Personalize Shorcuts
Sales Cycle »
zDiwya_sales cycle Groupware Integration
|
Create Set up yvour e-mail transfer in Microsoft Qutlook

i SetUp E-Mail Transfar

Interaction Log Editthe settings for synchronizing your personal calender, tasks,

Task and contacts with SAP CRM
E-tdail Edit Synchronization Settings
Caontact
Install new wersion of groupware synchronization software on your
Lead PC
Oppotunity Install Synchronization Software
Guotation

Synchronize

Click on the Synchronize Activities and Contacts with Groupware icon in the Calendar page.

Saved Se
Calendar Divya Gupta
Dazy Week Month Today Select Colleague
Hiome |Svnchronize Activities and Contacks with Groupware|
Calendar 1 February 2002
= Hdo Tu e Th (Fr §a 8y
E-Mail Inbox 4 Monday, 09.02.2009 p 28 27|28 |20 |=0(31] 1 |
Account Management  » ga:oo z|3a|5]8)7 8]
g (1011 12|12 |19]15 ]
Activities k 16 (17|18 [1a]z20(21 |22
sales Cycle . 0g:00 23 24|25 26|27 28] 1 |
2 (3|a4|s5|a]|7]8]
zDivwa_sales cycle
I | 1000 My Open Tasks
Cue Diescription
Create - -
B Mo result found
Appointrment 11:00
Interaction Log
Task
E-Mail 1200
Contact
Lead e
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Client-Based Groupware Integration

From the groupware client:

e Click on the Start Synchronization with SAP CRM icon

w Inbsox - Microsoft Outlook

 Ble Edt Wew Go  Jook  Adions  Help

Sibew = | g 0] X ChLBeply CEReplyto Al () Forward | BS W Ll SendReceve - 0% Q) - EL
P D D AL T ) Messages - 884

e Click on Start from ¥ Tools —Options —+*SAP CRM Calendar Properties

Freferences ] kail Setup ] b ail Farmat ] Spelling ]
Other SAF CHM Calendar Properties l Delegates ]

Sunchronize On

[ Start Up of SAP CRM

[ Shut Down of SAP CRM

Options... Start

During the synchronization process, a popup displays the progress.

SAP CRM Calendar Synchronization

% Calendar synchronization in progress...

Reading Microsoft Cutlook data
]

Every time we try to synchronize, a pop appears that says that “A program is trying to access e-
mail address information stored in Outlook.” It gives options for Allow, Deny and Help.

After clicking on the allow button, the process is completed.

SAP CRM Calendar Synchronization H

\y Synchronization process completed successully

SAP COMMUNITY NETWORK SDN - sdn.sap.com | BPX - bpx.sap.com | BOC - boc.sap.com
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Client-Based Groupware Integration

Best Practices for SAP CRM 2007 and MS Outlook Integration

Notes

If you create an activity (appointments and tasks) or a contact from the Groupware that you
want to synchronize with SAP CRM, you have to manually enter SAP CRM in the Categories
field in the activity or contact page; otherwise, synchronization does not take place. Only
tasks, appointments, and contacts of category SAP CRM are taken into account for
synchronization.

You can install the synchronization software only through the CRM WebClient UI.
Synchronization of recurrences: You cannot synchronize appointment series with SAP CRM.
Make sure that the Time zones in both the systems are the same. Otherwise different
timings will be displayed in both the systems for the same task or appointment. For outlook
we define the Time zone in the General tab page under Detail settings in Options-> CRM
Calendar properties->options.

The SMTP port setting should be correctly done for the CRM system. This is done by a
Basis consultant. The Tcode for this is SCOT. The Mail host IP address and the port number
and appropriate filter settings need to be maintained here.

Certain restrictions apply for client-based groupware synchronization. For example, meeting
requests can only be partially synchronized: only the organizer of the meeting has
information about who the participants are. Organizers can find this information in the
appointment details in the CRM WebClient Ul in the Notes group. All attendees invited to the
groupware appointment are listed here.

Transfer Contacts from CRM to Outlook (Groupware Client): The contact in CRM needs to
have a relation to the employee responsible you are logged on with. The relation is BUR011
by default.

Make sure that the Account for which you are creating a contact, must have the relationship
“has employee responsible” with BP who has the same User with which you have logged in
to the system.

When synchronizing from Outlook the system throws the error message
SAP CRM Calendar Synchronization E

-
;!J‘) Synchronization could not be executed due to error during data retriewal From CRM

Requesting Client information (Outlook) from the CRM server doesn't require secure
authentication. But requesting CRM Server information from the client needs a secure
protocol.

To rectify this error please check the following:

For this purpose it's normal that if you haven't activated HTTPS protocol you cannot
synchronize from Outlook. In this case you should be able to synchronize from the CRM
system.

You need to activate HTTPS protocol , open a port for this, and add a profile parameter for
this. finally you should be able to see it in SMICM > Go To > Parameters > Display.

icm/server_port_1 = PROT=HTTPS,PORT=ABC , TIMEOUT=900

ABC is the port number that you have opened for this purpose. (e.g. 443)

SAP COMMUNITY NETWORK SDN - sdn.sap.com | BPX - bpx.sap.com | BOC - boc.sap.com
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Client-Based Groupware Integration

Finally you can customize your outlook CRM calendar options, there you have to fill the host
name like this:
a2sr10000.XYZ.com:443
Integration of Outlook with SAP Email Inbox: Error message “SAP CRM solution cannot
access Microsoft outlook application was stopped” To rectify the problem follow these steps:
o0 First check if you have CDO components for Outlook installed.
o For e-mailing, the most important setting is "Initial and script ActiveX controls not marked
as safe" needs to be set to "enable”.
0 Also check if all necessary services are active(tcode sicf, press F8):
/sap/bc/bsp/sap/crm_gw_integ
/sap/bc/bsp/sap/crm_send_screen
/sap/bc/bsp/sap/crm_email_bo
/sap/crm/crm_addr_inp
/sap/crm/crm_src_provide
/sap/crm/crm_att_provide
3.  While making changes to existing contacts, make sure that you don’t change the business
address. If Business address is changed then the system creates a new account for the
contact deleting the “has contact person” relationship between the existing contact and
existing account.
The “has contact person” relationship is established with the newly created account.

SAP COMMUNITY NETWORK SDN - sdn.sap.com | BPX - bpx.sap.com | BOC - boc.sap.com
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Related Contents
http://help.sap.com/saphelp crm70/helpdata/EN/44/559f3699d908fae10000000a422035/frameset.htm

https://sapmats-de.sap-
ag.de/download/download.cqi?id=USDAO502BOM51XYGWWG55XFXG3DLIWKAS0QODSJQ6EBIELFGW13
(@)

For more information, visit the Customer Relationship Management homepage.

SAP COMMUNITY NETWORK SDN - sdn.sap.com | BPX - bpx.sap.com | BOC - boc.sap.com
© 2009 SAP AG 15


http://help.sap.com/saphelp_crm70/helpdata/EN/44/559f3699d908fae10000000a422035/frameset.htm
https://sapmats-de.sap-ag.de/download/download.cgi?id=USDAO5Q2BQM51XYGWWG55XFXG3DLIWKA5QDSJQ6EBIELFGW13O
https://sapmats-de.sap-ag.de/download/download.cgi?id=USDAO5Q2BQM51XYGWWG55XFXG3DLIWKA5QDSJQ6EBIELFGW13O
https://sapmats-de.sap-ag.de/download/download.cgi?id=USDAO5Q2BQM51XYGWWG55XFXG3DLIWKA5QDSJQ6EBIELFGW13O
https://www.sdn.sap.com/irj/sdn/bpx-crm

Client-Based Groupware Integration

Disclaimer and Liability Notice

This document may discuss sample coding or other information that does not include SAP official interfaces and therefore is not
supported by SAP. Changes made based on this information are not supported and can be overwritten during an upgrade.

SAP will not be held liable for any damages caused by using or misusing the information, code or methods suggested in this document,
and anyone using these methods does so at his/her own risk.

SAP offers no guarantees and assumes no responsibility or liability of any type with respect to the content of this technical article or
code sample, including any liability resulting from incompatibility between the content within this document and the materials and
services offered by SAP. You agree that you will not hold, or seek to hold, SAP responsible or liable with respect to the content of this

document.
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