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URSA Company
“Energy efficiency solutions, thermal insulation (Glass mineral wool and Extruded polystyrene”
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CRM 5.0 CX

URSA CRM Background
URSA Analysis: Strengths and Weaknesses
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Integration

URSA SAP CX Journey

Complex CRM 5.0
(Genesys, IPC,...)
Just few countries
Maintenance effort
Unfriendly
Not used by Sales Reps
VPN
W/o mobility solution
Out of support (2014)

C4C Romania C4C Austria
C4C France
C4C Russia
C4C Ukraine

New functionalities:
- Approval processes
- Sales Orders Net Value
- Quote forms via e-mail

Market analysis:
- CRM 7.0
- SAP C4C
- Sales Force
- Others

Business decision

C4S Russia and Ukraine

Global Integration model

C4C Benelux
C4S UK
C4S Poland

New functionalities:
- Virtual catalogue
- Voice facility
- Product list

2008

2013

2014

2015

2016 2018

Origin Pilot Roll outs

C4C Germany
C4C Slovenia
C4C Hungary
C4C Croatia
C4C Serbia

Mobility App

New functionalities:
- Google Maps
- Recent orders
- Action list
- Account plan
- Document flow
- Account receivable

2017

100% SAP Standard Implementation

2019
C4C Poland
C4C Spain

Fiori 3.0 layout

Campaigns
Surveys

2020

C4C Italy

Web Leads
Dashboards

2021

2022

C4C Czech Rep
C4C Slovakia

Improvements
Enhacements

Next:
- Social networks
- CTI
- ...

...
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Master Data Activities Opportunites Quotes Claims Campaigns Web 2 Lead Surveys Dashboards

Romania
8021 √ √ √ √ √ √ √ √

Austria
8009 √ √ √ √ √ √ √ √

Russia
8024 √ √ √ √ √ √ √ √

France
8025 √ √ √ √ √ √

Germany
8001 √ √ √ √ √ √ √ √

Slovenia
8010 √ √ √ √ √ √ √ √

Hungary
8007 √ √ √ √ √ √ √ √

Croatia
8011 √ √ √ √ √ √ √ √

Serbia
8011 √ √ √ √ √ √ √ √

Italy
8030 √ √ √ √ √ √ √ √

Benelux
8028 √ √ √ √ √ √ √ √

UK
8027 √ √ √ √ √ √

Poland
8008 √ √ √ √ √ √ √ √

Spain
8029 √ √ √ √ √ √ √ √ √

Czech Rep
8019 √ √ On going On going √ √ On going √ √

Slovakia
8020 √ √ On going On going √ √ On going √ √

URSA SAP CX functionalities

Fast implementation time

Minimum need of support

Easy training to users
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URSA CX Dashboards

Give Operational perspective for daily use

Different roles: Directors, Managers,  Sales reps

Basis to follow up internal activities

Better knowledge of our customers
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URSA CX Dashboards
Some examples from current dashboards

Focused into our Sales Representatives

Interatives and easy to use

Reduce workload to other departments
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SAP CX

IS&P 
centralize 

department

Project 
leaders

Users

Vendor

Global analysis
Common decision among all countries.

URSA Sales Effectiveness Program - SAP CX feedback

- WYSIWYG: Our slogan !!!

- Standard Solution: Be aware about releases

- CX Communitty: Common decision among all countries

- IS&P centralize department: One unique and strong headquarter (eduardo.tinaquero@ursa.com and 
alberto.olmos@ursa.com) to harmonize current processes, to implement improvements and to coordinate all 
business initiatives.

- Project leaders: Managing CX implementation into their countries

- Users: Change management

- Vendor: Reliably partner to share knowledge with our company

mailto:eduardo-.tinaquero@ursa.com
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Organizational

Technical

- WYSIWYG
- Design and implementation between business and IT
- Centralize IT Headquarter departments
- Strong project teams
- Agile collaboration and communication
- Business processes harmonization
- Master data management harmonization and understanding
- Simplify business processes focus into SAP CX
- Fast implementation due to internal resources
- Internal roll out implementation.
- Business change request managed by URSA CX Community
- Easy to learn, easy to use,…
- Partner selection

- Standard solution
- Data screen simplification
- Direct connectivity via Internet. No VPN
- Mobility (IOS, Android, Windows)
- Navigability: “Everything under one click”
- Offline functionalities
- SAP Portal
- SAP follow up releases
- SAP support: “We are sure it’s possible to improve it”
- Reporting: It needs time, knowledge and experience

URSA SAP CX - Lessons learnt
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URSA SAP CX – Community, Reference and Awards



Thanks for your attention

Merci de votre attention

Danke für Ihre Aufmerksamkeit

Спасибо за внимание

Dziękuję za uwagę

Gracias por su atención
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