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TODAY’S CUSTOMERS ARE DIGITALLY CONNECTED,
SOCIALLY NETWORKED, BETTER INFORMED, AND THEY

INTERACT WITH YOU IN EVERY CHANNEL
CUSTOMERS ARE IN CONTROL



MAPPING DIGITAL TRANSFORMATION



LACK OF END-TO-END INTEGRATION, OMNI-CHANNEL REACH
AND REAL-TIME ACCESS TO INFORMATION IS A BARRIER TO

CREATING LASTING CUSTOMER RELATIONSHIPS

TRADITIONAL CRM WAS NOT BUILT FOR THE ERA OF
CUSTOMER ENGAGEMENT



Beyond CRM



SAP CUSTOMER ENGAGEMENT & COMMERCE PLATFORM
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Deliver a consistent user experience
inspite of backend complexity

Omni-Channel





THE “CUSTOMER DONUT“

REAL TIME
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THE CUSTOMER DIGITAL JOURNEY
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THE CUSTOMER DIGITAL JOURNEY
CONTEXT + REALTIME + OMNICHANNEL
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SAP hybris SOLUTIONS
TYPICAL DIGITALIZED PROCESS
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Nespresso  engages
with customers and
club members
worldwide to deliver
the ultimate coffee
experience.



World's largest leisure
and tourism company
engages customers –
from dreaming and
planning to booking
and enjoying –
anywhere, anytime, on
any device.

https://www.youtube.com/watch?v=BXlwfTNAkek&annotation_id=55e86e85-0000-2c25-8b8b-94eb2c0890ba&src_vid=Iq2zGP7X80Q&feature=iv


“What SAP has done here is
reimagine CRM for a customer
engagement technology ecosystem
so that it aligns with users who
service customers' needs.

Kudos to SAP, and the innovators
they are.”

Paul Greenberg, President
The 56 Group, May 2015

“SAP’s vision for customer
engagement is one of delivering
consistent and relevant omnichannel
experiences throughout the
customer journey in real time. a
vision that is aligned with Forrester’s
age of the customer theme”

Forrester Wave: CRM Suites for Large
Organizations, Q1 2015

“SAP has continued to gain
validation of its Cloud for Sales
SaaS offering… improved its user
interface… one of the few vendors
that support offline mobile data…
supports specialized capabilities
across 16 industries”

Magic Quadrant for Sales Force
Automation , 9 July 2015
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https://www.youtube.com/watch?v=Iq2zGP7X80Q


SAP HYBRIS MARKETING – PRODUCT VIEW

3rd Party Applications
(for data & execution)

SAP HYBRIS MARKETING

SAP Applications

*Loyalty is only available in USA in 2015

**Orchestration (previously called out as a separate module)
is planned to be merged into Acquisition

Acquisition Convert Loyalty*
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hybris Commerce

SAP ERP

SAP Sales

SAP Service

Customer Data Management

Batch &  Events



1200+ Customers across 49 countries & 21 industries

SAP hybris Commerce: 700+

SAP hybris Marketing: 50+

SAP Cloud for Customer: 600+



THANK YOU

Feel free to connect with me at :
enrico.manzi@sap.com
@enriprof
it.linkedin.com/in/enricoamanzi/

http://it.linkedin.com/in/enricoamanzi/

