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Context & Challenges of 

the CRM project



 ENGIE INEO 

— A leading player in electrical engineering, information and communication systems and associated services

— €2.4 bn in sales in 2014, 300 establishments in France and abroad, 15,600 employees

— 40,000 projects per year (ITER, Tours-Bordeaux high-speed line, 1,000 cameras in Paris, Lucciana 

photovoltaic power plant, Sidi Bel Abbes tram, etc.)

 INEO ENGINEERING & SYSTEMS

— Critical telecommunications and information systems integrator

— Aerospace, oil and gas, sensitive industrial facilities, transport

— €55 M of turnover in 2014, of which 80% on export markets (Africa, Middle East, South America, Europe), 250 

people

CONTEXT & CHALLENGES OF THE CRM PROJECT
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 This project is part of an initiative to transform the sales function:

— Creation of a cross-functional sales division between the departments 

— Integration of the sales cycle in projects with long and complex pre-sales cycles.

— Introduction of a product-oriented sales approach

 Goals of the initiative: 

— To make sales actions more proactive by adopting an approach to identify and qualify opportunities

— Give the sales department tools that facilitate the tracking of actions, collaboration between the departments 

involved and control of commercial performance.

— Integrate the existing customers/prospects reference database on SAP ERP Central Component (SAP ECC).

— Give the sales teams tools they can use when mobile abroad.

WHY A CRM SOLUTION AT INEO E&S?
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Choice of the Solution



 The background:

— Another subsidiary of COFELY INEO already uses the on-premise version of the SAP Customer Relationship 

Management (SAP CRM) application

— The two SAP solutions were compared, in addition to the match against competing solutions

 The reasons for the choice:

— User-friendly interface

— Mobility is possible and included in the subscription

— Predefined integration with the SAP ERP application

— Price positioning 

— Methodological approach of our partner Extensi

WHY SAP Cloud for Customer?
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 SAP Cloud for Sales solution for 60 users

— Account and contact management

— Lead and opportunity management (tracking of sales cycles, tracking of sales proposals)

— Map of influential parties, Buying Center

— Collaborative with the SAP Jam™ social software platform

— Reporting / Indicators (KPI): targeted, tracking of sales activity, "Form A" for the Engagement Committee

— Mobile solution for tablets with offline mode

— Integration with SAP ERP: exchange customer accounts in both directions

— Integration with Outlook and Excel

SCOPE OF THE INEO E&S SOLUTION
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Project Feedback



Project
FEEDBACK
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 Short cycle: 5-month project

 Iterative

 Involvement and immersion of the 

key users

 Native integration with SAP ECC

 IS Dept. objective: to control project 

costs and reduce the in-service 

support costs (automatic SAP 

release every 3 months) 

— 0% specific development

 Being pragmatic is the key: a 

project "driven by standards"

Definition

Deployment

Startup

• Configuration
• Data load
• User tests

• Immersion in the 
solution

• Configuration
• Configuration 

workshops

• Training
• Switch to production



 6 workshops in 8 weeks

 Working principles: Extensi method on Cloud solution

— One-day workshop

• Presentation of the standard and possibilities for configuration or customization

• Decision-making and report on the same day

• Immersion in the solution right from the first workshop

— Validation of the workshop (internal INEO E&S + IS Dept.): D+2 

— Configuration of the solution (Extensi) 

— Two global review sessions of the configured solution to confirm the choices made

PHASE 1
Methodology – Workshop Focus
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SCHEDULE
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BUDGET / WORKLOAD
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Key figures

Global budget for 3 years (build + run) < €300 k

Extensi share (including SAP ERP integration) < ¼ of the global 

budget

IS Dept. + INEO E&S workload (excluding the 

integrator)

250 days

Number of project operatives 16 people

Full-time equivalents 2.5 FTEs



FEEDBACK
Points requiring attention
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Points requiring attention Actions

Numerous key users • Key users with a mission who feel involved

Delayed needs on the indicators and 
dashboards

• Bring management together in a workshop 

SAP Cloud for Customer – SAP PI – SAP ECC 
integration

• Encourage contact between teams

Consideration of the existing sales process: 
change management

• Do not underestimate the workload required 

to implement this change

• Communicate
• Involvement of the Top Management



FEEDBACK
Positive points
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Positive points Actions

Support from the publisher • A dedicated SAP contact for support

• Close-up support, pre-go live meeting 

(handover), free systems audit

"Commando mission" • Aim for quick success

• Visible progress right from the first week of 

the project

• Cohesion of the team (restricted)

• "Partnership" between the IS Dept. and 

Extensi (2013: CRM On Premise project)

The project is visible in terms of technology • Cloud, multi-device mobility (included)

• Outlook integration that is easy to use and 

install (an add-on that works on several 

OSs)

A user-friendly solution, key users get started 
in just one morning

• Simplified training, ease of adoption, limits 

resistance to change



QUESTIONS & ANSWERS


