Beyond CRM: a new era for Customer Engagement

SAP hybris - Customer Engagement & Commerce
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Agenda

»  OurWorld
»  Addressing the change with Beyond CRM

Customer Engagement & Commerce Suite

»  Example of Customer Profiling, Marketing & Commerce

»  Conclusion and Q&A






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
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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

DON'T RUN CRM.
RUN SIMPLE.

SAP CUSTOMER
ENGAGEMENT
SOLUTIONS

A STEP AHEAD OF CRM

SAP Customer Engagement and Commerce solutions go far beyond
Customer Relationship Management (CRM). By fully integrating
Marketing, Commerce, Sales, and Service, they're able to provide

a seamless end-to-end customer experience. They're natively
designed for mobile. And with a consistent experience across all
solutions, SAP Customer Engagement solutions make it easy to
engage your customers when and where it counts — across all
channels and in ways that matter to them.




SAP CUSTOMER ENGAGEMENT & COMMERCE PLATFORM ()
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Deliver a consistent user experience
Inspite of backend complexity
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CROSS-INDUS  CROSS-INDUSTRY EXECUTIVE SUMMARY
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But while Western European companies collect a great deal of contexiual information,

much of it goes unused.

What contextual information do you routinely collect about your customers?
What do you not collect that would be useful? % of total respondents

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Their curent locafion | I 0 so%) I e
What they are currentty doing (excluding online behaviour] I S 5750 M M 265 sl

Their current online behaviour

How they are cumrenily feeling _T‘”ﬁ‘ |

What they are cumrently planning to do m
Current persondl inferests dm

Who their friends are / who they ore with IS 245G s S S s s 7% I

m Cumrently collect and use for marketing

® Cumrently collect but don’t use for marketing

® Don’t collect but would be useful for marketing 1 Don't collect and would not be useful for marketing

m Don't know / not applicable

Source: The Economist Inteligence Unit



THE "CUSTOMER DONUT™
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THE CUSTOMER DIGITAL JOURNEY

CONTEXT

THE
CUSTOMER

WHAT THEY
MAY DO

WHAT THEY
ARE DOING NOW

WHAT THEY
HAVE DONE



THE CUSTOMER DIGITAL JOURNEY

CONTEXT + REALTIME
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THE CUSTOMER DIGITAL JOURNEY ()

CONTEXT + REALTIME + OMNICHANNEL
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SAP hybris SOLUTIONS ()

TYPICAL DIGITALIZED PROCESS
Insight Agility Experience
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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

PERSPECTIVES FROM ANALYSTS

“What SAP has done here is “SAP’s vision for customer “SAP has continued to gain
reimagine CRM for a customer engagement is one of delivering validation of its Cloud for Sales
engagement technology ecosystem consistent and relevant omnichannel SaasS offering... improved its user
so that it aligns with users who experiences throughout the interface... one of the few vendors
service customers' needs. customer journey in real time. a that support offline mobile data...

vision that is aligned with Forrester’s supports specialized capabilities
Kudos to SAP, and the innovators age of the customer theme” across 16 industries”

they are.” _
Magic Quadrant for Sales Force

Paul Greenberg, President Forrester Wave: CRM Suites for Large Automation , 9 July 2015

The 56 Group, May 2015 Organizations, Q1 2015

@Tﬁ:r_ 56 GROUP - FORRESTER
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=N hybris Marketing
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https://www.youtube.com/watch?v=Iq2zGP7X80Q

SAP HYBRIS MARKETING — PRODUCT VIEW ()

SAP HYBRIS MARKETING webtrends
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3rd Party Applications

SAP Applications 1 (for data & execution)

SAP Sales

Email Engines
SAP Service Batch & Events Batch & Events Ad Providers
hybris Commerce € > € > Social providers

SAP ERP Mobile providers

GIGyA‘ Digitalié?i:ite

Customer Data Management sprinklr
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*Loyalty is only available in USA in 2015
w **Qrchestration (previously called out as a separate module)

is planned to be merged into Acquisition



1200+ Customers across 49 countries & 21 industries (Y)

Manufacturing & CPG & Life Retall & High Tech & Medla, Sports, Services & Public Sector
ENR Stlences Wholgsale Telco Entertalnment, Travel
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Feel free to connect with me at : ’
= enrico.manzi@sap.com

@enriprof @
THANK YOU
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http://it.linkedin.com/in/enricoamanzi/

