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THE BEST RUN

Nov 2022 1.12 Enhancements

1. New mapping added to replicate service item status
from SAP Customer Relationship Management to
activity in SAP Field Service Management

2. New mapping added to replicate business partner
and contact person to equipment in SAP Field
Service Management

3. Mapping enhanced to replicate installed base
components based on object categories maintained
in value mapping during creation and update of
installed base

4. New functionality added for deletion of serial
numbers in “Replicate Stock Level using CODERINT
to SAP Field Service Management”

New IFlows Added

1. Replicate Equipment from SAP ECC to SAP Field
Service Management

2. Replicate Object Category to SAP Field Service
Management

Feb 2023 1.13 Enhancements:

1. Added Support for replication of service product from
an activity in SAP FSM to Service item on Service
order in SAP CRM and vice-versa

Note: Service item will be available on service call and
activity with the new MODAL UI in FSM.

May 2023 1.14 Enhancements:

1. Modified the attachment content fetch endpoint URL
on flows Replicate Service Call and Activity
Attachments to SAP Customer Relationship
Management and Replicate Attachment on Activity
Checkout to SAP Customer Relationship
Management.
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2. Introduced a delay before service assignment
creation step in flow Replicate Service Order to SAP
Field Service Management.
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1.0 Introduction

SAP customers can integrate SAP Field Service Management with SAP CRM to optimize the field
service processes. The integration ensures a seamless, fast, and flexible delivery of field services, and
therefore helps you to provide more efficient customer services. This document describes the
configuration steps for the integration of SAP CRM and SAP Field Service Management via SAP
Business Technology Platform.

1.1 About SAP Field Service Management

SAP Field Service Management supports field service technicians with real-time, automated
workforce scheduling, planning, and dispatching for employees and provides self-service options for
field service needs. With SAP Field Service Management, you can support your technicians with mobile
tools and enable them to excel at their work. You can also increase customer satisfaction by providing
proactive customer service with machine learning and Internet of Things (IoT) technology.

1.2 Basic Processes

The following figure shows an overview of the basic service processes between SAP CRM and SAP
Field Service Management:

1.3 Architecture

Main components of the CRM – FSM Integration architecture are
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¶ SAP CRM 7.0 EHP04
¶ SAP ECC 6.0
¶ SAP FSM
¶ SAP Business Technology Platform Integration.
¶ SAP Cloud Connector for SAP Cloud Integration to CRM inbound.

https://help.sap.com/viewer/cca91383641e40ffbe03bdc78f00f681/Cloud/en-US/e6c7616abb5710148cfcf3e75d96d596.html


11 PUBLIC SAP CRM Integration with SAP Field Service Management

1.4 Integration Scenarios

The solution supports the following integration scenarios:

¶ Immediately after a service order is released in SAP CRM, a Service Call and the corresponding
Activities, Reserved Materials are automatically created in SAP Field Service Management.

¶ Immediately after any item of the time efforts, expenses, mileages, or materials is approved in
SAP Field Service Management, a Service Confirmation is created in SAP CRM.

¶ Immediately after a service order is completed in SAP CRM, the status of the corresponding
service call is automatically changed to Technically Complete in SAP Field Service
Management.

1.5 Mapping of Data of SAP CRM to Data of SAP Field Service
Management

1.5.1 Mapping of Replicate Service Order to SAP Field Service Management
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SAP CRM SAP Field Service Management
Service Order.Object ID Service Call.External ID

Service Order.Guid Service Call.id

Service Order.Description Service Call.Subject

Service Order.Priority Service Call.Priority

Service Order.Equipment Service Call.Equipment

Service Order.Requested Start Service Call.dueDateTime

Service Order.Requested End Service Call.earliestStartDateTime

Service Order.Employee Responsible Service Call.Responsibles

Service Order.Sold-To-Party Service Call.Customer

Service Order.Category Service Call.Origin

Service Order.Sales Organization ServiceCall.UdfValues.Value,udfMeta.external

Id=salesOrg

Service Order.Sales Office ServiceCall.UdfValues.Value,udfMeta.external

Id=salesOffice

Service Order.Sales Group ServiceCall.UdfValues.Value,udfMeta.external

Id=salesGroup

Service Order.Sales Organization Unit Service

Call.UdfValues.Value,udfMeta.externalId

=salesOrgUnit

Service Order.Service Organization Service

Call.UdfValues.Value,udfMeta.externalId

=serviceOrg

Service Order.Service Organization

Unit

Service

Call.UdfValues.Value,udfMeta.externalId

=serviceOrgUnit
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1.5.2 Mapping of Service Order Line Item to FSM Activity

SAP CRM SAP Field Service Management

Service Order ObjectID concatenated

with Service Product_ID,separated by

Delimiter/

Activity.ExternalID

Service Product Line Item.Description Activity.Subject

Employee Responsible Activity.Responsible

Service Part/Spare Part Service Call. Reserved Material

Service Order ObjectID concatenated

With Material Product_ID,separated by

Delimiter/

Reserved Material.External ID

Service Part/Spare Part Quantity Reserved Material.Quantity

Externalised available warehouse in

FSM e.g R001

Warehouse

RequestedEnd Activity.dueDateTime

RequestedStart Activity.earliestStartDateTime

Service order.Distribution Channel Service

Call.UdfValues.Value,udfMeta.externalId

=DisChannel

Service order.Note Service call.remarks

OBJECT_TYPE, ITEM_TYPE activities

OBJECT_TYPE, ITEM_TYPE reservedMaterials

earliestStartDateTime POSTING_DATE
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Line Item Quantity in Minutes durationInMinutes

Service Item.Note Activity.remarks

1.5.3 Mapping of CRM Business Partner to FSM Business Partner

SAP CRM SAP Field Service Management

PARTNER_NO external ID

NAME1, FIRSTNAME name

City city

ROLECATEGORY (Value mapping) type

COUNTRY country

E_MAIL emailAddress

FAX_NO fax

LANGUISO language

TEXT_ID, TDLINE remarks

R_3_USER, TEL_NO mobilePhone

R_3_USER, TEL_NO officePhone

TEL_NO otherPhone

URI website

CENTRALBLOCK inactive

1.5.4 Mapping of CRM iBase to FSM Equipment

SAP CRM SAP Field Service Management

Equipment ID External ID

Equipment Description Name
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Serial Number Serial No

Manufacturer Serial ID Manufacturer serial number

Parent Installed Base Parent

Material/Reference Product Item name

Parent Ibase/Parties Involved/Sold To

Party

Business Partner

Parent    Ibase/PartiesInvolved/Contact Contact

PARENT parentId

PARTNER_NO businessPartner

PARTNER_NO contact

1.5.5 Mapping of CRM Product to FSM Item

SAP CRM SAP Field Service Management

CATEGORY_ID groupCode

PRODUCT_ID External ID

Product Description Name

BASE_UOM unitOfMeasure

Product Type groupName

VALUE (CRMT_ITEM_CAT_GROUP) typeName

1.5.6 Mapping of CRM Material to FSM Item

SAP CRM SAP Field Service Management

CATEGORY_ID groupCode

PRODUCT_ID External ID
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Material Description Name

BASE_UOM unitOfMeasure

Product Type groupName

Constant (True/false) tool

VALUE (CRMT_ITEM_CAT_GROUP) typeName

1.5.6 Mapping of Business Partner Employee to FSM People

SAP CRM SAP Field Service Management

PARTNER_NO externalID

FIRSTNAME firstName

LASTNAME lastName

FIRSTNAME + LASTNAME userName (mandatory on FSM API)

EMPLOYEE (Constant) types

Partner_GUID refId

R_3_USER, TEL_NO officePhone

R_3_USER, TEL_NO mobilePhone

E_MAIL emailAddress

TEL_NO otherPhone

FAX_NO fax

TEXT_ID, TDLINE remarks

1.5.7 Mapping of Business Partner Addresses to FSM Business Partner Addresses

SAP CRM SAP Field Service Management
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BUILDING building

CITY city

COUNTRY country

BUSINESSPARTNER / UNIFIEDPERSON ObjectType

GUID externalID

false (Constant) inactive

FLOOR floor

FIRSTNAME / NAME1 name

LASTNAME / NAME2 name2

MIDDLENAME / NAME3 name3

PO_BOX postOfficeBox

ADR_NOTES remarks

ROOM_NO room

REGION state

STREET street

HOUSE_NO streetNo

POSTL_COD1 zipcode

ADDRESSTYPE defaultAddress

PARTNER_NO object/objectId/externalId

1.5.8 Mapping of Business Partner – Contacts to FSM Business Partner Contacts

SAP CRM SAP Field Service Management

PARTNER_NO externalId

FIRSTNAME firstName

LASTNAME lastName

SEX (Value mapping) gender
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BIRTHDATE birthdate

TEXT_ID, TDLINE remarks

TITLELETTER title

CENTRALBLOCK inactive

1.5.9 Mapping of Business Partner Relationship to SAP Field Service Management

SAP CRM SAP Field Service Management

PARTNER_NO externalId

FAX_NO fax

TEL_NO mobilePhone

TEL_NO officePhone

PARTNER_NO object/objectId/externalId

BUSINESSPARTNER object/objectType

E_MAIL emailAddress

FUNCTION positionName

DEPARTMENT profession

1.5.10 Mapping of Service Confirmations – Activity Checkout process.

SAP CRM SAP Field Service Management
Service Confirmation. Description Activity.Subject

Service Confirmation.ProcessType SRVC

Service Confirmation.Object Type BUS2000117

Service Confirmation.Sold To Party Service Call.businessPartner

Service Confirmation.Ship To Party Service Call.businessPartner

Service Confirmation.Bill To Party Service Call.businessPartner

Service Confirmation.Payer Service Call.businessPartner
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Service Confirmation.EmployeeResponsible Service Call.Responsibles

Service Confirmation.SalesOrganization Service

Call.UdfValues.Value,udfMeta.externalId =

salesOrg

Service Confirmation.SalesOffice Service

Call.UdfValues.Value,udfMeta.externalId =

salesOffice

Service Confirmation.SalesGroup Service

Call.UdfValues.Value,udfMeta.externalId =

salesGroup

Service Confirmation.Sales

Organization Unit

Service

Call.UdfValues.Value,udfMeta.externalId =

salesOrgUnit

Service Confirmation. Service

Organization

Service

Call.UdfValues.Value,udfMeta.externalId =

serviceOrg

Service Confirmation.Service

Organization Unit

Service

Call.UdfValues.Value,udfMeta.externalId =

serviceOrgUnit

Service Confirmation.Distribution

Channel

Service

Call.UdfValues.Value,udfMeta.externalId =

DisChannel

Service Confirmation.Transaction

History.ObjectId

Service Call.externalId

Service Confirmation.Product Activities. External ID
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ID(Service Confirmation Item)

Service Confirmation.Product

Description(Service Confirmation Item)

Activities.subject

Service Confirmation.Product Quantity

(Service Confirmation Item)

Activities.timeEfforts(Calculate actual time
effort)

Service Confirmation.Actual duration

(Service Confirmation Item)

Activities.timeEfforts(Calculate actual time
effort)

Service Confirmation.Unit (Service

Confirmation Item)

Hours

Service Confirmation.Material ID Activities.materials.item.externalId

Service Confirmation.Material quantity Activities.materials.quantity

Service Confirmation.Material

Description is populated based on

product configuration

None

Service Confirmation.Expense product

Id

Activities.expenses.type.code

Expense Product is determined based on the
value mapping for expense Type

Service Confirmation.Expense product

quantity

Expense Amount

Service Confirmation.Expense product

Unit is populated based on product

configuration

None

Service Confirmation.Mileage product Product is hardcoded in SAP FSM

Service Confirmation.Mileage product

quantity

Activities.mileages.distance

Service Confirmation.Mileage product

Unit is populated based on product

None
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configuration

E101CRMXIF_BUSTRANS_ITEM.TEXT_LINE efforts.remarks

E101CRMXIF_BUSTRANS_ITEM[1].TEXT_LINE materials.remarks

E101CRMXIF_BUSTRANS_ITEM[2].TEXT_LINE mileages.remarks

E101CRMXIF_BUSTRANS_ITEM
[3].TEXT_LINE

expenses.remarks

E101CRMXIF_PARTNER_I CreatePerson(Time Effort)

E101CRMXIF_PARTNER_I CreatePerson(Expenses)

E101CRMXIF_PARTNER_I CreatePerson(Mileage)

E101CRMXIF_PARTNER_I CreatePerson(Materials)
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1.5.11 Mapping of Stock Level from ECC to FSM

SAP ERP SAP Field Service Management

WERKS/LGORT externalId

WERKS/LGORT name

False (Constant) reservedMaterialWarehouse

SAP ERP SAP Field Service Management

MATNR/WERKS/LGORT ItemWarehouseLevel-externalId

0(constant) committed

LABST InStock

0(constant) ordered

WERKS/LGORT Warehouse-externalId

                    SAP CRM SAP Field Service Management

FLOOR floor

BUILDING building

CITY city

COUNTRY country

STREET Street

ADDRESS_GUID externalID

STREET_NO streetNo

EQUIPMENT(constant) ObjectType

POSTL_COD1 zipCode

NAME name

ROOM_NO room

externalId(Install base) externalId(ObjectId)

                    SAP CRM SAP Field Service Management

FLOOR floor

BUILDING building

CITY city

COUNTRY country

STREET Street

ADDRESS_GUID externalID

STREET_NO streetNo

EQUIPMENT(constant) ObjectType

POSTL_COD1 zipCode

NAME name

ROOM_NO room

externalId(Install base) externalId(ObjectId)
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MATNR Item-externalId

1.5.12 Mapping of Replicate Service Contract to SAP Field Service Management

SAP CRM SAP Field Service Management

Service contract Item GUID Service contract code

Service contract number concatenated

with Service contract Item number Service contract external id

Service contract description Service contract description

Service contract Item start date Service contract start date

Service contract Item end date Service contract end date

Service contract Item note Service contract remarks

Service contract Item status Service contract status

Service contract Item SoldTo party Service contract business partner

Service contract Item Contact party Service contract contact

1.5.13 Mapping of Replicate Service Contract linkage with Equipment to SAP Field
Service Management

The IDs of the Service Contract and Equipment are queried from FSM based on the Service contract
item GUID and service contract item linked installed base or component number from the CRM
payload respectively. These two IDs are then sent to FSM as ‘serviceContract’ and ‘equipment’ in the
ServiceContractEquipment DTO to link them.

1.5.14 Mapping of Replicate Service Call to SAP Customer Relationship Management
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1.5.15 Mapping of Confirm Service Call Replication to SAP Field Service Management

SAP Field Service Management SAP CRM
Service Call.Object ID Service Order.External ID

Service Call.id Service Order.Guid

Service Call.Subject Service Order.Description

Service Call.Priority Service Order.Priority

Service Call.Type Service Order.Process Type

Service Call.Status Service Order.Status

Service Call.Origin Service Order.Origin

Service Call.Notes Service Order.Notes

Service Call.Equipment Service Order.Installed Base

Service Call.dueDateTime Service Order.Requested Start

Service Call.earliestStartDateTime Service Order.Requested End

Service Call.Responsibles Service Order.Employee Responsible

Service Call.Customer Service Order.Sold-To-Party

Service Call.Contact Service Order.Contact Person

Service Call.Reserved Material Service Order.Material

Service Call.Reserved Material.Quantity Service Order.Material.Quantity

Activity.id Service Order.Item Guid

Configured Quantity on Externalized

Parameter

Service Order.Item.Quantity

Configured Product on Externalized

Parameter

Service Order.Product Id

SAP CRM SAP Field Service Management
Service Order.Object_id Service Call.External ID

Service Order.Object_Guid Service Call.Id

Service Order.Item.GUID Activity.Id

Service Order Object_id/Item No Activity.External Id
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1.5.17 Mapping of Address of installed base and it’s components to FSM

SAP Field Service Management SAP CRM

IBASE_NUMBER /Address/Address1/externalId

HOUSE_NO Building

CITY City

COUNTRY Country

FLOOR Floor

ROOM_NO Room

STREET Street

STREET_NO StreetNo

POSTL_COD1 Zipcode

NAME Name

IBASE_NUMBER /Address/Address1/object/objectId/externalId

EQUIPMENT (CONSTANT) ObjectType

INSTANCE /Address/Address2/externalId

HOUSE_NO Building

CITY City

COUNTRY Country

FLOOR Floor

ROOM_NO Room

STREET Street

STREET_NO StreetNo

POSTL_COD1 Zipcode

NAME Name

EQUIPMENT ObjectType

INSTANCE externalID
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1.5.18 Mapping of Replicate Attachment on Activity Checkout to SAP Customer
Relationship Management

SAP Field Service Management SAP CRM

externalId ID

Value Mapping ProcessingTypeCode

SAP Field Service Management SAP CRM

eventID Message Header.ID,

BasicMessageHeader.ID,

BasicMessageHeader,UUID,

SystemAdministrativeData.CreationIdentityUUID,

AttachmentFolder.UUID

eventTime  MessageHeader. CreationDateTime,

 SystemAdministrativeData. CreationDateTime

Recipient_Business_System_ID
(externalized)

RecipientBusinessSystemID

Recipient_Business_System_ID
(externalized)

RecipientParty.InternalID

SchemaID (externalized) RecipientParty.InternalID.@schemeID

Schema_AgencyID (externalized) RecipientParty.InternalID.@schemeAgencyID

04 (constant) AttachmentFolder.@actionCode

false (constant) AttachmentFolder.@documentListCompleteTransmission
Indicator

Object_Type_Code_Service_Confirm
ation (externalized)

HostObjectReference.ObjectTypeCode

id HostObjectReference.ObjectId

ConfirmationID (constant) HostObjectReference.ReceiverObjectID
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Value Mapping Document.MIMECode,

Document.FileContentBinaryObject.@mimeCode

./(constant)

fileName

Document.PathName

fileName Document.Name

false (constant) Document.LinkInternalIndicator

true (constant) Document.VisibleIndicator

false (constant) Document.Versioning EnabledIndicator

2 (constant) Document.CategoryCode

10001 (constant) Document.TypeCode

Attachment Content (Base64 file) Document.FileContentBinaryObject

1.5.19 Mapping of Replicate Service Call and Activity Attachments to SAP Customer
Relationship Management

SAP Field Service Management SAP CRM

eventID ID(Message Header),

BasicMessageHeader,UUID,

CreationIdentityUUID

eventTime CreationDateTime(MessageHeader),

CreationDateTime(SystemAdministrativeData)

type MIMECode,@mimeCode

117(constant) ObjectTypeCode

id(attachment) ObjectID

externalId(Servicecall) ReceiverObjectID
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./(constant) PathName

Id(attachment) Name

Attachment Content(Base64 file) FileContentBinaryObject

fileName fileName

false(constant) documentListCompleteTransmissionIndicator

constant actionCode

1.5.20 Mapping of Replicate Attachment to SAP Field Service Management

SAP CRM SAP Field Service Management

filename fileName

Description description

VersionID externalId

MIMECode type

FileContentBinaryObject fileContent

ObjectID object/objectId/externalId

ObjectTypeCode object/objectType

1.5.21 Confirm Business Partner Replication to SAP Customer Relationship
Management

SAP Field Service Management SAP CRM

businessPartner/externalId PARTNER_NO

CRMPCD (constant) IDENTIFICATIONCATEGORY

businessPartner/code

businessPartner/externalId

IDENTIFICATIONNUMBER
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1.5.22 Mapping of Replicate CRMPCD Employee to SAP Field Service Management

SAP CRM SAP Field Service Management

BP_ID externalId

GIVEN_NAME firstName

SALES_ORG_ID code

FAMILY_NAME lastName

ID userName

EMAIL_URI emailAddress

MOBILE_NUM mobilePhone

TEL_NO officePhone

EMPLOYEE (Constant) types

REMOTE_SALES_ORG_ID refId

REMOTE_SALES_ORG_ID id

1.5.23 Replicate Stock Level using CODERINT to SAP Field Service Management

SAP ERP SAP Field Service Management

PLANT/STORAGE_LOC (concat) Warehouse.externalId,

Warehouse.name

false (constant) Warehouse.reservedMaterialWarehouse

SERVICE_TECH owners

SAP ERP SAP Field Service Management

MATNR/PLANT/STORAGE_LOC (concat) ItemWarehouseLevel.externalId

LABST ItemWarehouseLevel.inStock

PLANT/STORAGE_LOC (concat) ItemWarehouseLevel.warehouse.externalId

MATNR ItemWarehouseLevel.item.externalId
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SAP ERP SAP Field Service Management

externalId (ItemWarehouseLevel) Delete_Bulk.externalId

1.5.24 Mapping of Replicate Product Category as Item Group to SAP Field Service
Management

SAP CRM SAP Field Service Management

CATEGORY_ID code

CATEGORY_ID externalId

DESCRIPTION

DESCRIPTION_LANGUAGE_ISO

name

1.5.25 Mapping of Replicate Contact Person to SAP Customer Relationship
Management

SAP Field Service Management SAP CRM

externalId ContactPerson/RelationshipBusinessPartnerID

defaultContact ContactPerson/DefaultIndicator

lastName ContactPerson/BusinessPartner/common/Person/Name/Fa
milyName

gender ContactPerson/BusinessPartner/common/Person/GenderC
ode

emailAddress ContactPerson/
WorkplaceAddressInformation/Email/Address

birthdate ContactPerson/BusinessPartner/common/Person/BirthDate

firstName ContactPerson/BusinessPartner/common/Person/Name/Gi
venName

defaultContact ContactPerson

mobilePhone ContactPerson/
WorkplaceAddressInformation/Telephone/Number/Subscrib
erID

remarks ContactPerson/ContactPersonNote
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1.5.26 Mapping of Replicate Equipment from SAP ECC to SAP Field Service
Management

SAP ERP SAP Field Service Management

MANSERNO manufacturerSerialNumber

SPRAS_ISO
EQKTX

name

EQUIPMENT_NUMBER externalId

SERIALNO serialNumber

EQKTX nameTranslations

SPARS_ISO
EQKTX

nameTranslations/ar
nameTranslations/en & other languages

MATERIAL item/externalId

2.0 General Information

2.1 Prerequisites

The system prerequisites for the integration are as follows:

2.1.1 SAP CRM 7.0 EHP04

¶ Outbound IDOCS are configured for business partners, products, ibase and service orders in

SAP CRM. IDOCs should automatically get triggered, whenever a business partner, products,

ibase and service order is created or changed.

¶ Inbound IDOC is configured to support creation of Service Confirmation in SAP CRM.

¶ RFC destination have been set up correctly. Use SM59 T-Code.

¶ The master data has been synchronized from SAP CRM 7.0 EHP04 to SAP Field Service

Management.

¶ Expense products have been created in SAP CRM.

¶ Time effort products have been created in SAP CRM.

¶ CRMPCD01 add-on is installed to perform initial data load using report programs.

¶ Optional: In order to implement the iflow Replicate Business Partner Employee CRMPCD to

SAP Field Service Management, Personal number BAdI should be implemented. This will copy
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the ERP Personal Number field to SAP FSM, which is required during Stock replication. [Refer

SAP Note 2918346

¶ IBase Address inheritance BAdI must be installed by the customers if they would like to have

the iBases to have individual addresses in FSM Equipment according to the component address

hierarchy. If this BAdI is not implemented, the iBase header address is copied to all the

components through Cloud Integration Iflow to each FSM Equipment.  [Refer SAP Note -

2918247]

¶ For the Vehicle stock feature to work successfully, SAP ECC – SAP CRM standard connection

must be maintained using the CRM – ERP middleware solution. The Materials from SAP ECC

must be replicated to SAP CRM using middleware, then from SAP CRM to SAP FSM using the

Cloud Integration IFlows.

¶ CRM Business Partner Address Deletes are not propagated to FSM via CRM IDOCs. In order

to enable the CRM BP Address Deletes via IDOCs and corresponding FSM BP Address to be

deleted, customers need to implement a BAdI in SAP CRM. [Refer SAP Note – 2982217]

¶ During service call creation from FSM to CRM, externalized Product should be available in

CRM.

¶ Below prerequisites are required for the replication of service checkout report using Replicate

Attachment on Activity Checkout to SAP Customer Relationship Management .

1. This iflow uses two webservices to send soap requests to SAP CRM, Service

Definition CRM_ORDER_SRVCORDID_QR to get Service Order information from

SAP CRM and Service Definition ATTACHMENTFOLDERREPLICATIONREQ to

replicate attachment to SAP CRM. Both require service bindings to be created for

them. Steps are demonstrated below to create binding for one of them.

a. Call transaction SOAMANAGER and login with your credentials if asked for.

b. Choose Web Service Configuration under the tab Service Administration.

https://i7p.wdf.sap.corp/sap/support/notes/2918346
https://i7p.wdf.sap.corp/sap/support/notes/2918247
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c. Choose Object Type as All and enter Object Name as
ATTACHMENTFOLDERREPLICATIONREQ and choose Search.
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d. Open the Object by selecting the hyperlink.

e. In Configurations tab, choose Create Service.

f. Enter Service Name and Description and New Binding Name. Choose Next.

g. Select SSL(https) under Transport Level Security and Transport Channel
Authentication as User ID/Password and X.509 SSL Client Certificate.
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h. Click Next button twice and then choose Finish.
i. Choose Display Binding to View the Calculated Access URL which should

match with the SAP Cloud Integration flow receiver URL for SAP CRM
system.

2. This ECH configuration of the webservice

ATTACHMENTFOLDERREPLICATIONREQ should be properly maintained. For

more information please refer SAP Note 1979289.

3. The webservice ATTACHMENTFOLDERREPLICATIONREQ supports many CRM

Objects for attachment replication. Service Confirmation should also be supported

for successful replication of attachment to a Service Confirmation. For more

information please refer 2968974 (Enabling attachment replication for Service

confirmation to CRM)
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¶ Replicate Service Call and Activity Attachments to SAP Customer Relationship Management

requires attachment support to be enabled in CRM on Service Order. For more information

please refer SAP Note 3055878 . Also refer SAP Note 3071685 to enable support for attachment

deletion on service order in CRM.

¶ Replicate Service Call and Activity Attachments to SAP Customer Relationship Management

uses the webservice ATTACHMENTFOLDERREPLICATIONREQ. So, a binding needs to be

created for it in SOAMANAGER similar to as it is done in the previous steps.

¶ To enable replication of Service Order Attachments (Replicate Attachment to SAP Field

Service Management) from SAP Customer Relationship Management to SAP Field Service

Management, customers need to implement SAP Note – 3098676.

¶ SOAMANAGER configuration for attachment replication from CRM (Replicate Attachment to

SAP Field Service Management):

a. Call transaction SOAMANAGER and login with your credentials if asked for.
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b. Choose Web Service Configuration under the tab Service Administration.

c. Choose Object Type as Consumer Proxy and enter Object Name as

CO_CRMPCD_ATTACHMENT_FOLDER_RE and choose Search.

d. Open the Consumer Proxy by selecting the hyperlink.
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e. In Configurations tab, choose Create Manual Configuration.

f. Enter Logical Port Name and Description and check field Logical Port is Default.

Choose Next.

g. Select Authentication Setting as User ID/Password and choose Next.
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h. Under URL access path, paste the URL for deployed integration flow from Cloud

Integration. Choose Next.

i. Under SOAP protocol, choose RM Protocol as SAP RM, Message ID Protocol as

SAP Message ID and Data Transfer scope as Basic Data Transfer. Choose Next.
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j. Under Identifiable Business Context, check field Suppress sending of IBC

Identifier. Choose Next.

k. Choose Finish. The logical port is created and set as Default.

l. Any update on Business Partner Attachments when executed via CRM web UI

will get automatically triggered only if Identification Category and Number are

available for a  Business Partner in CRM which is done through Confirm

Business Partner Replication to SAP Customer Relationship Management

integration flow.

¶ It is possible to have only one product hierarchy modelled in the CRM-FSM Integration. For

this reason, we recommend transferring only the hierarchy that is assigned to the Sales

application in SAP CRM. You can check which hierarchy is assigned to the Sales application

under:

SAP Customizing Implementation Guide >> Cross-Application Components >> SAP Product

>> Product Category >> Assign Category Hierarchies to Applications

By default, only the hierarchy that is assigned to the application Sales is replicated from SAP

CRM to FSM. This is the fallback implementation for the Business Add-In (BAdI)

CRMPCD_PCH_FILTER of enhancement spot CRMPCD_PCH_REPLICATION. If you want to

change this behaviour, you have to create a BAdI implementation for the mentioned BAdI.

¶ To replicate Product Category from CRM use report program

CRMPCD_PROD_HIERARCHY_TEST.
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¶ SOAMANAGER configuration for Contact replication from FSM to CRM should be done by

following similar steps as mentioned in service confirmation attachment using object name

CRMXI_BPCONTACTPERSONCRTRC .

2.1.2 SAP Field Service Management

¶ Before creating Transactional data like Service Call, Activity, Service Contract, master data

like Business Partner, Contact, Items, Person, Equipment must be replicated.

¶ Service API v2 is functioning correctly.
For more information about Service API v2, see

https://docs.coresystems.net/api/service-api.html

¶ The FSM connector is properly configured. All the Cloud Integration IFlows should point to the
FSM Connector end point for a given FSM API.

¶ From the FSM connector configuration screen integration type should be chosen as CRM.

¶ Replicate Service Confirmation Attachments from Field Service Management requires
attachment to be enabled in the FSM Connector Configuration. This enables attachment
coming from SAP FSM on checkout of an activity in SAP Field Service Management
Application to flow through Cloud Integration. In the depicted image for Integration Type CRM
maintain following information

https://docs.coresystems.net/api/service-api.html
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¶ Replicate Contact Person to SAP Customer Relationship Management requires Contact to be
enabled in the FSM Connector Configuration. This enables contact replicationfrom SAP FSM
viacloud integration. In the depicted image for Integration Type CRM maintain following
information

¶ Replicate Workflow Steps from FSM Activity to Service Order Line Item requires configuration
of change events based on fields

1. Navigate to Edit exclude triggering of change events based on fields section on FSM
connector. By default, workflow Step is excluded.

2. Click on the Object Types dropdown to select Activity.
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3. Click on the workflow Step to enable the field.
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1.1.3 Others

1. Default mapping between expense types has been defined between SAP CRM and SAP Field
Service Management. For details about the mapping relationship, see Value Mapping.

2. Optional: Implement Note 3270535 to copy the serial number and product from child
equipment to IObject in Installed Base hierarchy replicated from SAP Customer Relationship
Management to SAP Field Service Management.

2.2 Limitations

The system limitations for the integration are as follows:

2.2.1 SAP CRM 7.0 EHP04

¶ For service items in CRM Service Confirmation of the Service Product category, the default time

unit is hours and minutes, that can be changed using the externalized parameters named

Actual_Duration_Unit in iflow .

¶ Bulk API Support from FSM is currently not there in the Integration flows.

¶ The actual working hour in Service Confirmation line item is equivalent to the value of Quantity

for service confirmation products.
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¶ Service Order line item with OBJECT_TYPE = ‘BUS2000140’ is replicated as Activity in SAP

FSM.

¶ If the Item category (Item_Type) exist in value mapping, service order line item with

OBJECT_TYPE not equal to ‘BUS2000140’ is replicated as Reserved Materials in SAP FSM.

¶ The process types for service order and service confirmation are externalized in respective

integration flows, so customer can configure according to customization. E.g. SRVO

¶ For expense product, the price of the product should be maintained as 1 each, as quantity

cannot be passed from SAP FSM, so the quantity of the product is equal to the expense amount.

¶ For mileage product, the unit of measure is defaulted from the material base unit of measure

maintained in product master configuration.

¶ Unit of measure for activities can be externalized and all activities support only that externalized

unit of measure. Default value for activities unit of measure is HUR (hour).

¶ Unit of measure for reserved material can be externalized and all reserved materials support

only that externalized unit of measure. Default value for reserved materials unit of measure is

ST.

¶ Value mapping in the integration flow package has below mapping. So below products should
be available in SAP CRM to allow replication of expense product from SAP FSM to SAP CRM.

Below is example of Expense product of type accommodation created in SAP CRM
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¶ PRODUCT_ID has been externalized for mileage, as product is not available in SAP FSM. We
need to ensure that the same mileage product exist in SAP CRM.

¶ Value mapping in the iFlow package has below mapping. So below products should be available
in SAP CRM to allow replication of time effort product from SAP FSM to SAP CRM

¶ For all attachments replication from FSM to CRM the file name should be less than 70
characters. If the number of characters are not in this range it might lead to the following error 'Error
with fileName of attachment: Value is longer than the maximum permitted length 70: '

2.2.2 Installed Base Partners and Address Inheritance

¶ In SAP CRM there is a standard procedure for activating Installed Base Partners and Address

inheritance. SPRO->Customer Relationship Management->Master Data->Installed Base->

Activate Partner and Address Inheritance. Even after enabling Partner Inheritance and Address

Inheritance upto certain level of IBase hierarchy, it will NOT get reflected in the IBase IDOC. i.e:

Only the Ibase Header Address is displayed in the IDOC. To inherit the Ibase partner and

Address Inheritance you need to refer to SAP Note - 2918247.

https://i7p.wdf.sap.corp/sap/support/notes/2918247
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2.2.3 Installed Base Structural Gap for Components

In SAP CRM there is a way to set a Product component or an IObject component inside an IBase as a

structure GAP component. Another way to add a component as structure GAP component is by

dismantling them. This information is missing in Ibase standard IDOC. To get this information in the

IDOC we have used a field called TECHNICAL_STATE_FROM present inside a component data. To

know more about adding the information to IBase IDOC please refer to SAP Note – 2965173.

2.2.4 Installed Base Component and Contact Person Deletion

In SAP CRM we have a functionality to delete any component inside an IBase. Also the contact person

inside a component or the main IBase itself can be deleted. In the standard IBase IDOC the information

about deletion is lost. We used the field OBJECT_TASK to carry this information. When component or

any partner function is deleted this OBJECT_TASK field is set to ‘U’ else it’s ‘C’.To know about how to

add this functionality to IBase IDOC, kindly refer SAP Note- 2918247.

In the other case, when you reassign an activity (which had not been released in the Dispatching Board)

to another technician, the same activity gets reassigned.
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2.2.5 Replicate Attachment to SAP Field Service Management

Creation and deletion of business partner attachments from CRM to FSM using the report program
CRMPCD_BUPA_ATTACH_EXTRACT works only if there is at least one attachment present at the
business partner level.

Any update on Business Partner Attachments when executed via CRM web UI will get automatically
triggered.

2.2.6 SAP Field Service Management

¶ In service confirmation requests from SAP Field Service Management, the prices of involved
time efforts and spare parts are ignored by SAP CRM.

¶ An activity that has been assigned to a technician can be reassigned to some other technician
even after the activity has been released in the Dispatching Board. The behaviour in that case
is just that the existing activity gets cancelled in the service call and a new activity is created in
place of it.

¶ In the other case, when you reassign an activity (which had not been released in the Dispatching
Board) to another technician, the same activity gets reassigned.

¶ For contact replication from FSM to CRM only creation scenario is supported. Any update made

on the contact (new or existing) will not be subsequently propagated to CRM.

2.3 Others

¶ The service checkout report for an activity gets attached to the latest confirmation of that activity.
¶ All other attachments on activity apart from the service checkout report gets attached to

corresponding Service Order in CRM.
¶ The integration flow "Replicate Service Call and Activity Attachments to SAP Customer

Relationship Management" uses same endpoint as "Replicate Service Confirmation
Attachments to SAP Customer Relationship Management" which is DEPRECATED. So, both
the integration flows should not be deployed together to avoid failure.

¶ The service checkout report filename is mapped to Service Confirmation Attachment name. If
the filename exceeds 70 characters, id of the checkout report gets mapped to Service
Confirmation Attachment name.

¶ It is recommended to use Replicate Business Partner Employee to SAP Field Service
Management integration flow for initial load of people in SAP Field Relationship Management.
In order to update personnel number and username for people you must use Replicate
Business Partner Employee CRMPCD to SAP Field Service Management integration flow.
This is done to overcome the unavailability of address data on CRMPCD_EMPLOYEE_SAVE.

¶ New value mapping ‘CRMBPRole/ RoleCode – FSMPartner/ PartnerType’ has been added.
Only Business Partner/Employee/Contacts whose role code maintained in the value mapping
will be sent to FSM.

¶ Customer Type can be maintained on a Business Partner in FSM using value mapping
‘CRMBPRole/ RoleCode – FSMPartner/ TypeName’
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3.0 Configure SAP CRM

3.1 Configure SAP Cloud Integration user in CRM using SM59

Technical user created in Cloud Integration to be configured on CRM RFC destination in Logon &
Security tab if basic authentication is selected.

3.2 IDOCS configuration

SAP Cloud Integration / SAP Business Technology Platform – Integration Services provides an IDoc
adapter that enables integration of back end SAP CRM system with SAP Field Service Management
using IDoc Adapters.
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