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ObjectiveObjective  

To send emails to a customer using the Actions. The scenario which I have taken up for this POC is theTo send emails to a customer using the Actions. The scenario which I have taken up for this POC is the
consumer creates a complaint (Transaction = CRMC) and once the complaint is created an email shouldconsumer creates a complaint (Transaction = CRMC) and once the complaint is created an email should
be triggered to the customer saying that the complaint has been registered. In this be triggered to the customer saying that the complaint has been registered. In this case we are triggeringcase we are triggering
an email to the Biz Partner only if they have a partner function role of “Customer”. Hence we arean email to the Biz Partner only if they have a partner function role of “Customer”. Hence we are
achieving this using anachieving this using an Ac Actitionon  attached to our attached to our transaction type CRMC (Complaint)transaction type CRMC (Complaint)..

PrePrerequisites – requisites – SmaSmartform rtform creation.creation.

Though not a required step for this Though not a required step for this POC as you can use POC as you can use the existing smartform. I leave this up to the existing smartform. I leave this up to the user tothe user to
choose.choose.

1. 1. Go Go to to the the transaction transaction SMARTFORMS.SMARTFORMS.
2. 2. Click Click on on the the Button Button Copy Copy As.As.
3. 3. Enter Source and Enter Source and Destination as given in Destination as given in the figure. (Note: the figure. (Note: I chose this I chose this form as in form as in some of thesome of the

examples, I came across this being examples, I came across this being used in their examples. Need to used in their examples. Need to explore more on this. But thisexplore more on this. But this
will surely work for your needs)will surely work for your needs)

4. 4. Expand the Expand the left hand left hand tree sttree structure ructure Pages and Pages and WindowsWindowsFirstFirstMainMainMailContentMailContent
5. 5. Define Define your your template template here.here.
6. 6. Save the Save the Template and Template and DO NOT DO NOT FORGET TO FORGET TO ACTIVATE IT.ACTIVATE IT.

ProcedureProcedure

1. 1. Go Go to to the the Transaction Transaction SPRO and SPRO and choose choose IMGIMGCustomer Relationship ManagementCustomer Relationship ManagementBasicBasic
FunctionFunction Actions Actions Actions in Transactions Actions in TransactionsChange Actions and ConditionsChange Actions and ConditionsDefine ActionsDefine Actions
Profiles and Actions.Profiles and Actions.

2. 2. Click on Click on Change/Display Button Change/Display Button and click and click on New on New Entries. Enter Entries. Enter the following the following Data.Data.
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Note:Note:  I got the Object Type Name and Context Class from the SAP provided Action Profile called  I got the Object Type Name and Context Class from the SAP provided Action Profile called
“Complaint”“Complaint”

3. 3. Click on Click on Action Definition. Action Definition. Click on Click on New Entries New Entries and enter and enter the following the following data.data.

Note 1Note 1: If the indicator “: If the indicator “Changeable is DialogChangeable is Dialog” is not set, actions of this action definition can no” is not set, actions of this action definition can no
longer be manually changed after longer be manually changed after automatic determination.automatic determination.
Note 2:Note 2: If the indicator “ If the indicator “Executable is DialogExecutable is Dialog” is not set, actions of this action definition can only be” is not set, actions of this action definition can only be
executed automatically, either immediately after scheduling or later uexecuted automatically, either immediately after scheduling or later using a selection report.sing a selection report.
Note 3:Note 3: Partner Function as “Customer” when you w Partner Function as “Customer” when you want partner determination to happen and to sendant partner determination to happen and to send
emails to all the partner functions who satisfy this function “Customer”.emails to all the partner functions who satisfy this function “Customer”. Click on this link as how did IClick on this link as how did I
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come to the conclusion that Partner Function = 0000037come to the conclusion that Partner Function = 0000037 especially when there are so many with the especially when there are so many with the
same description Customer.same description Customer.

4. 4. Click on Click on Action Description Action Description and give and give an appropran appropriate Description.iate Description.
5. 5. Click on Click on Processing Types. Processing Types. Enter the Enter the following Details following Details as shown as shown in the in the figure.figure.

Note: If you Do NOT have a Smart Form configured then use the one provided by SAP and its calledNote: If you Do NOT have a Smart Form configured then use the one provided by SAP and its called
CRM_Reminder_Mail_01. For Smart Form Creation click on this linkCRM_Reminder_Mail_01. For Smart Form Creation click on this link How to Create a Smart FormHow to Create a Smart Form
  
6. 6. Now let Now let us define us define the Actions the Actions and the and the Conditions. Enter Conditions. Enter the transactthe transaction codeion code sppfcadm.sppfcadm.  

••  Choose  Choose CRM_ORDERCRM_ORDER. Click on Condition Configuration . Click on Condition Configuration (Transportable Conditions).(Transportable Conditions).
••   Click Click on on Technical Technical Names.Names.
••   Choose Choose the the Action Action Profile which Profile which we crwe created eated in the in the above above steps steps called Z09_Comcalled Z09_Complaint.plaint.

Double on the Z09_Complaint. Click on Display/Change Button.Double on the Z09_Complaint. Click on Display/Change Button.
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••   Click on Click on Start Start Conditions Tab. Conditions Tab. Click on Click on Edit Conditions Edit Conditions Button and Button and follow the follow the steps steps inin
Figure.Figure.

••   Now Expand Now Expand the CRM the CRM Complaint trComplaint tree as ee as shown in shown in the figure the figure and dand double click ouble click UserUser
Status. Click on Operator Button “=”.Status. Click on Operator Button “=”.

••   Now in Now in the Constant, the Constant, when you when you click on click on F4, you F4, you will get will get a list a list of Status of Status Profile to Profile to ChooseChoose
From. In our example we are From. In our example we are choosing the Status Profile = YIMCOMPL. (Note: Thechoosing the Status Profile = YIMCOMPL. (Note: The
Status profile would come from the Transaction. In Status profile would come from the Transaction. In our example this happens to beour example this happens to be
YIMC.). Choose the Status E0001 which YIMC.). Choose the Status E0001 which is nothing else but “Open”.is nothing else but “Open”.
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••   The The rule rule would would look look something something like like thisthis

7. 7. Now go Now go to tto the Transacthe Transaction IMG ion IMG Customer Customer Relationship ManagemRelationship ManagemententTransactionsTransactionsBasicBasic
SettingsSettingsDefine Transaction Types. Search you transaction and Define Transaction Types. Search you transaction and go ahead and change the Actiongo ahead and change the Action

Profile = Z09_Complaint. (In our example we are using the transaction CRMC. You of course needProfile = Z09_Complaint. (In our example we are using the transaction CRMC. You of course need
to take a copy of it and work on it.)to take a copy of it and work on it.)

Trouble STrouble Shooting hooting Points:Points:

1.1. Ensure that the email address is maintained in your Biz Partner. IN our example it has to beEnsure that the email address is maintained in your Biz Partner. IN our example it has to be
maintained for the partner function “Customer”maintained for the partner function “Customer”  

2.2. Follow the steps carefully as documented in the screen shots.Follow the steps carefully as documented in the screen shots.  
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TeTesting sting SteSteps fops for Email Acknr Email Acknowledgement.owledgement.
1. 1. SAP SAP MenuMenuServiceServiceMaintain Complaints and In-house repairs. Click on BusinessMaintain Complaints and In-house repairs. Click on Business

TransactionTransactionCreateCreate Complaints Complaints<Your Transaction >. Enter the necessary information and <Your Transaction >. Enter the necessary information and clickclick
onon SaveSave. Note By default when a complaint is raised the status is = Open and hence this satisfies. Note By default when a complaint is raised the status is = Open and hence this satisfies
the condition for the email the condition for the email to be triggered.to be triggered.

2. 2. Go to the Go to the Transaction Data. Choose Transaction Data. Choose Tab Actions and see Tab Actions and see your email has beyour email has been listed as shown en listed as shown in thein the
fig below.fig below.

3. 3. Go to the Go to the Transaction SCOT. Press Transaction SCOT. Press Ctrl + F7. Ctrl + F7. Click on Start ButtClick on Start Button and you shall on and you shall see your complaintsee your complaint
acknowledgement being finally triggered to the user’s inbox . Click on the Enter Button.acknowledgement being finally triggered to the user’s inbox . Click on the Enter Button.

4. 4. Now go Now go back to back to your inbox your inbox and see and see if the if the mail arrived.mail arrived.
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ResultResult

Email gets triggered to the customer using the Email gets triggered to the customer using the actions.actions.

ReRelated Contentlated Content

http://help.sap.com/saphelp_crm50/helpdata/en/25/d734397ac95467e10000000a11402f/frameset.htmhttp://help.sap.com/saphelp_crm50/helpdata/en/25/d734397ac95467e10000000a11402f/frameset.htm
http://help.sap.com/saphelp_crm50/helpdata/en/3e/c4308945ca4953bb100b9661eab3c2/frameset.htmhttp://help.sap.com/saphelp_crm50/helpdata/en/3e/c4308945ca4953bb100b9661eab3c2/frameset.htm
http://help.sap.com/saphelp_crm50/helpdata/en/83/287b6d3da748c2be1d46ccdaebca88/frameset.htmhttp://help.sap.com/saphelp_crm50/helpdata/en/83/287b6d3da748c2be1d46ccdaebca88/frameset.htm
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Disclaimer aDisclaimer and Liabilind Liabili ty Noticety Notice

This document may discuss sample coding or other information that does not include SAP official interfacesThis 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 canand therefore is not supported by SAP. Changes made based on this information are not supported and can
be overwritten during an upgrade.be overwritten during an upgrade.
SAP will not be held liable for any damages caused by using or misusing the information, code or methodsSAP will not be held liable for any damages caused by using or misusing the information, code or methods
suggested in this document, and anyone usisuggested in this document, and anyone using these methods does so at his/her owng these methods does so at his/her own risk.n risk.
SAP offers no guarantees and assumes no responsibility or liability of any type with respect to the content ofSAP 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 contentthis 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, orwithin this document and the materials and services offered by SAP. You agree that you will not hold, or
seek to hold, SAP responsible seek to hold, SAP responsible or liable with respect or liable with respect to the content of this document.to the content of this document.


