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Abstract

This case-study manages customer relationship based on SAP Business One and Call
Center system for Y Company. Y Company is a Sub-company of KYB Company in Taiwan
which manufactures Shock-absorbers. We established equipment card and serial number for
every product, there are several customer related service information recorded on the
equipment card including product service contract period. We also record the process of every
customer service call to avoid argument with customers. Furthermore, for responding quickly
to customer’s questions and achieved better customer satisfaction, we build up a
service-solution knowledge database. at last Two customer service scenarios are used to
demonstrate how the system works.

Keywords: SAP Business One System ~ Call Center ~ Customer Relationship ~ Shock-absorber
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