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• Increase market share 

• Develop new solutions for specific industry segments 

• Precise pipeline management, order planning & fulfilment 

• New customer, partner and dealer channels development 

• Retail segment development 

• Raise sales excellence  

• Focus on customer satisfaction 

 

Текущие вызовы рынка и стратегия бизнеса 



Faster order 

processing and 

fulfilment 

Decrease 

billing and 

payment 

cycles 

Better sales 

convertion 

Optimization of 

sales and 

service costs 

Better ROMI 

with predictive 

targeting 

Field services 

optimization  
Precise sales and 

demand planning 

to optimize 

production and 

stocks costs  

Faster 

revenue 

recognition 

Corporate 

pricing and 

margin 

management 

 

Single platform for 

sales, marketing, 

service and commerce 

for better customer 

experience  

 

 

1.Customer 

Engagement & 

Commerce 

2.Sales 

3.Service 

4.Commerce 

5.Marketing 

 



LEGACY APPLICATIONS, 

INTEGRATION CHALLENGES, 

AND DATA SILOS MAKE LIFE 

COMPLEXTODAY. 

4 

CRM. WEB CMS. MOBILE. MARKETING. OMS. 

STORES. CONTACT CENTERS. ETC. 
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FRIENDS 

MANY JOURNEYS. 
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Real-time Customer Insight  End-to-End Business Process Execution 

Harmonized Digital and Physical Experiences 

Growth in Profitable Customers 



Evolution from CRM to Customer Engagement 

1st Generation 

CUSTOMER RECORD 

Department/Channel 

SERVICE 

SALES 

MARKETING 

COMMERCE 
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‘Multi’-channel CRM 
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SALES &  
SERVICE 

MARKETING 

COMMERCE 

3rd Generation 

Omni-channel Customer 
Engagement 

CONTEXTUAL 
MARKETING & 
SERVICE 

SALES & COMMERCE 

CUSTOMER 
ANALYTICS 

ANALOG & DIGITAL 
EXPERIENCE 



Портфолио  SAP Customer Engagement & Commerce 

hybris commerce 
hybris marketing 

SAP CRM Marketing 
SAP Cloud for Service & Social 

SAP CRM Service 

Продажи 
SAP Cloud for Sales 

SAP CRM Sales 

SAP PPM 

PRIVATE CLOUD PUBLIC CLOUD ON-PREMISE 



Customer Engagement & Commerce solutions market 

CRM Quadrant 

Source: Forrester Wave Q1 2015 Source: Gartner (Sep 2014) 

Digital commerce Quadrant 



SOURCE: Watermark Consulting  & Forrester Research 

+22.5% 

-1.3% 
S&P 500 

-46.3% 

CUSTOMER EXPERIENCE LEADERS 

OUTPERFORM THE 

LAGGARDS 



THE NEW RULES 
SALES MUST GET BACK IN THE 
CUSTOMER VALUE CHAIN 

SOURCE: FORRESTER 2015 

OVER 1 MILLION FEWER B2B 
SALES REPS WILL BE EMPLOYED  
IN 2020 AS COMPARED TO TODAY.  

HAVE COMPLETE INSIGHT INTO 

CUSTOMER JOURNEY FROM START TO 

END, BE BETTER INFORMED AND 

ENGAGE AT THE RIGHT POINT. 

 

ACCESS INFORMATION AND HAVE 

COMPLETE VISIBILITY FORM ANYWHERE, 

ANYTIME ON ANY DEVICE. 

INFLUENCE AND GUIDE THE CUSTOMER 

JOURNEY AS A TRUSTED ADVISOR 



 YOUR SALES TOOLS  
DON’T DO WHAT YOU NEED 

OF CRM DEPLOYMENTS 
FOR SALES HAVE POOR 
USER ADOPTION. 
 
SOURCE: CHIEF SALES OFFICER INSIGHTS  

74% 



Mobile anywhere Use you mail agents  with 
standard integration 

Simple sales tool 

Powerful customer analytics 
based on HANA 



Dynamic assistant 

Recommend best product 
for each specific customer 

Influence map 

Define key deal influencers 
and involve them into the 
sales team 

Deal finder 

Identify new leads in you 
customer base 

Predict you customer 



 

leveraged process-automation 

capabilities of SAP CRM to increase 

productivity through simplification 

and standardization of customer-

facing processes 

Leading international specialty steel 

and materials company improved 

efficiency in all sales processes and 

increased sales and sales profitability 

ArcelorMittal Dofasco is Canada’s 

leading steel producer and a hallmark 

of advanced manufacturing in North 

America. tons of high quality steel 

every year. Mobilize their salesforce 

with SAP Cloud for Sales to manage 

customer visit information and route 

activities and surveys.  

 
Global provider of worldwide partner for 

HFI (high frequency induction) 

longitudinally welded steel pipe at the 

forefront of technology. Operations in 

countries all over the world. Sales 

pipeline management with leads and  

Opportunity management, integration 

with ERP, Mobile Access, Integration of 

Outlook 

Примеры автоматизации продаж в металургии 



Примеры автоматизации продаж в металургии 

«Данный проект дал нам возможность собрать в одном месте данные из различных 

ИТ-систем и предоставить менеджеру всю необходимую информацию о клиенте: 

контактные данные, историю взаимодействия, данные о взаиморасчетах, – 

отметил Юрий Шеховцов, ИТ-директор ОАО «Северсталь». – В результате 

улучшилась информационная поддержка процесса продаж, а менеджеры 

стали тратить меньше времени на сбор информации». 

«В результате реализации этого проекта мы смогли внедрить новые процессы в 

работе, как с действующими, так и потенциальными клиентами, улучшить 

планирование продаж, - поведал Дмитрий Горошков, директор по маркетингу и 

продажам дивизиона «Северсталь Российская сталь». – Кроме того, мы смогли 

автоматизировать ведение маркетинговых мероприятий, что должно увеличить 

удовлетворенность клиентов и выявить новые возможности для улучшений в 

нашей работе с ними. Проект развития CRM поможет нам укрепить позиции 

компании, как одного из лидеров в сфере развития ИТ-технологий среди российских 

металлургов». 

http://www.tadviser.ru/index.php/%D0%9F%D0%B5%D1%80%D1%81%D0%BE%D0%BD%D0%B0:%D0%A8%D0%B5%D1%85%D0%BE%D0%B2%D1%86%D0%BE%D0%B2_%D0%AE%D1%80%D0%B8%D0%B9
http://www.tadviser.ru/index.php/%D0%9F%D0%B5%D1%80%D1%81%D0%BE%D0%BD%D0%B0:%D0%A8%D0%B5%D1%85%D0%BE%D0%B2%D1%86%D0%BE%D0%B2_%D0%AE%D1%80%D0%B8%D0%B9
http://www.tadviser.ru/index.php/%D0%9F%D0%B5%D1%80%D1%81%D0%BE%D0%BD%D0%B0:%D0%A8%D0%B5%D1%85%D0%BE%D0%B2%D1%86%D0%BE%D0%B2_%D0%AE%D1%80%D0%B8%D0%B9
http://www.tadviser.ru/index.php/%D0%9A%D0%BE%D0%BC%D0%BF%D0%B0%D0%BD%D0%B8%D1%8F:%D0%A1%D0%B5%D0%B2%D0%B5%D1%80%D1%81%D1%82%D0%B0%D0%BB%D1%8C
http://www.tadviser.ru/index.php/%D0%9F%D0%B5%D1%80%D1%81%D0%BE%D0%BD%D0%B0:%D0%93%D0%BE%D1%80%D0%BE%D1%88%D0%BA%D0%BE%D0%B2_%D0%94%D0%BC%D0%B8%D1%82%D1%80%D0%B8%D0%B9_%D0%AE%D1%80%D1%8C%D0%B5%D0%B2%D0%B8%D1%87
http://www.tadviser.ru/index.php/%D0%9F%D0%B5%D1%80%D1%81%D0%BE%D0%BD%D0%B0:%D0%93%D0%BE%D1%80%D0%BE%D1%88%D0%BA%D0%BE%D0%B2_%D0%94%D0%BC%D0%B8%D1%82%D1%80%D0%B8%D0%B9_%D0%AE%D1%80%D1%8C%D0%B5%D0%B2%D0%B8%D1%87
http://www.tadviser.ru/index.php/%D0%9F%D0%B5%D1%80%D1%81%D0%BE%D0%BD%D0%B0:%D0%93%D0%BE%D1%80%D0%BE%D1%88%D0%BA%D0%BE%D0%B2_%D0%94%D0%BC%D0%B8%D1%82%D1%80%D0%B8%D0%B9_%D0%AE%D1%80%D1%8C%D0%B5%D0%B2%D0%B8%D1%87
http://www.tadviser.ru/index.php/%D0%9A%D0%BE%D0%BC%D0%BF%D0%B0%D0%BD%D0%B8%D1%8F:%D0%A1%D0%B5%D0%B2%D0%B5%D1%80%D1%81%D1%82%D0%B0%D0%BB%D1%8C_%D0%A0%D0%BE%D1%81%D1%81%D0%B8%D0%B9%D1%81%D0%BA%D0%B0%D1%8F_%D0%A1%D1%82%D0%B0%D0%BB%D1%8C
http://www.tadviser.ru/index.php/%D0%9A%D0%BE%D0%BC%D0%BF%D0%B0%D0%BD%D0%B8%D1%8F:%D0%A1%D0%B5%D0%B2%D0%B5%D1%80%D1%81%D1%82%D0%B0%D0%BB%D1%8C_%D0%A0%D0%BE%D1%81%D1%81%D0%B8%D0%B9%D1%81%D0%BA%D0%B0%D1%8F_%D0%A1%D1%82%D0%B0%D0%BB%D1%8C
http://www.tadviser.ru/index.php/%D0%9A%D0%BE%D0%BC%D0%BF%D0%B0%D0%BD%D0%B8%D1%8F:%D0%A1%D0%B5%D0%B2%D0%B5%D1%80%D1%81%D1%82%D0%B0%D0%BB%D1%8C_%D0%A0%D0%BE%D1%81%D1%81%D0%B8%D0%B9%D1%81%D0%BA%D0%B0%D1%8F_%D0%A1%D1%82%D0%B0%D0%BB%D1%8C
http://www.tadviser.ru/index.php/%D0%9A%D0%BE%D0%BC%D0%BF%D0%B0%D0%BD%D0%B8%D1%8F:%D0%A1%D0%B5%D0%B2%D0%B5%D1%80%D1%81%D1%82%D0%B0%D0%BB%D1%8C_%D0%A0%D0%BE%D1%81%D1%81%D0%B8%D0%B9%D1%81%D0%BA%D0%B0%D1%8F_%D0%A1%D1%82%D0%B0%D0%BB%D1%8C
http://www.tadviser.ru/index.php/%D0%9A%D0%BE%D0%BC%D0%BF%D0%B0%D0%BD%D0%B8%D1%8F:%D0%A1%D0%B5%D0%B2%D0%B5%D1%80%D1%81%D1%82%D0%B0%D0%BB%D1%8C_%D0%A0%D0%BE%D1%81%D1%81%D0%B8%D0%B9%D1%81%D0%BA%D0%B0%D1%8F_%D0%A1%D1%82%D0%B0%D0%BB%D1%8C
http://www.tadviser.ru/index.php/CRM


OBJECTIVE SOLUTION 

BENEFITS 

MIGRATION FROM 

SALEFORCE.COM 
TO SAP HANA CLOUD 
PLATFORM AND CLOUD 
FOR SALE  

SAP Cloud for Sales 

(migration from salesforce) 

Easily identify sales opportunities 

and have the insight into all 

customer activity in order for sales to  

be relevant and responsive. 

Integrated sales platform with 

backoffice integration provides 

complete customer and wins 

transparency and easy to use, 

mobile interface provides everything 

sales needs on the road. 

83 %  of users in 
Decorative Paints 
master in application 
for 2 days 



IT'S REALLY ABOUT 
TRANSPARENCY  – 
UNDERSTANDING WHERE WE WIN, 
WHERE WE LOSE, AND WHY. WITH 
SAP CLOUD FOR SALES WE CAN 
GATHER THAT INFORMATION AND 
UNDERSTAND THE MARKETS 
EVEN BETTER, SO WE CAN BE 
MORE INNOVATIVE, ENGAGING, 
AND RESPONSIVE TO OUR 
CUSTOMERS' NEEDS. 

BAS VAN AMEROM, 
GLOBAL INFO MGR FOR 
SALES, AKZONOBEL 



List Price Market Price 

Regional, country, channel, price 

control and segment adjustments. 

Invoice Price 

Distributor discounts, end-

customer discounts, etc. 

Pocket Price 

Cash discount, 

volume rebate, etc.  

Pocket Margin 

COGS, 

Cost to 

Serve 

SAP Price and Margin Management give you the power to know and act 



OMNICHANNEL COMMERCE MADE EASY WITH 

SAP hybris COMMERCE SUITE 

Web Content Management 

Responsive Storefront Pages 

Advanced Personalization 

Merchandising 

Reviews and Comments 

Cross- and Up-selling 

Faceted Search 

Guided Selling 

Punchout Service 



Задачи управления электронной коммерции в горно-
металлургической отрасли 

Reduce experience 

Faster, more accurate 

order placement, 

fulfilment and 

payment  

Improve revenue 

generation 

Streamline business 

processes 

Greater value delivery 

Elevate market 

leadership 



B2B – это ожидания B2C + специальная функциональность 

• Удобство и легкость работы, как с любым приложением! 

• Легкое ведение непрерывного диалога между компаниями 

• B2B функциональность 

• Индивидуальные каталоги продуктов (для рынков, сегментов, 

отдельных клиентов)  

• Индивидуальные прайс-листы и предложения 

• Импорт списка заказа, быстрое добавление по артикулам 

• Создание шаблонов заказа / сохранение заказа  

• Автоматическое пополнение запасов 

• Настраиваемые процессы закупки для каждого клиента (очередь 

заказов, обработка и подтверждение, настройки) 

• Повторная закупка на основе истории  

• Иерархия клиентских организаций (кост центры, департаменты, роли и 

права пользователей) 

 



Goals and Challenges 
 Deliver a highly stable, reliable, well 

managed and flexible e-Sales service to all 

users 

 Deliver a common company-wide e-Sales 

service that enables customers to easily 

search, view and buy material 

 Deliver a flexible and fast method of offering 

materials to selected customers 

 Achieve transparency of operational 

decisions and effects on sales and value to 

the customer  

 Achieve lower stock levels and an overall 

pricing uplift through delivery of a high quality 

e-Sales service 

Solution 
 hybris onDemand B2B Commerce, 

Customer Services, Mobile, and WCMS 

 Won against IBM, Magento, self-build 

solution 

The second largest steel producer in Europe: 
tatasteeleurope.com  



Leman Adopted an Effective E-Commerce and Tele-Sales Channel 

E-Commerce Capabilities: 

■ Product catalogues  

■ Services catalogues 

■ Product inquiries 

■ Support for auction-based sales as 

indicated below: 

- For sale of downgraded steel 

products  

- For sale of excess material 

 

Tele-Sales Support Capabilities: 

■ High usability for: 

- Order taking and fulfillment  

- Complaints handling  

■ Computer and telephone integration 

for: 

- Customer history and context 

- Up-selling/ cross-selling 

- Analytics 

- Guided selling 

- Automated e-mail handling 



Клиенты hybris commerce в сегменте B2B 

http://www.vzug.ch/v-zug/internet.nsf/vPageID/home_d
http://www2.coca-cola.com/presscenter/img/imagebrands/downloads/lg_cokscript_red.jpg
http://www.kaiserkraft.com/index.htm
http://www.wschneider.com/welcome.do
http://images.google.com/imgres?imgurl=http://files.anycom.com/images/logos/logo_komsa.jpg&imgrefurl=http://www.anycom.com/kaufen/distributoren/?id=110&h=100&w=205&sz=6&hl=de&start=1&usg=__kwPWlFxst39BiX1s8RWxbta7X7I=&tbnid=IELXRlFiV8XwoM:&tbnh=51&tbnw=105&prev=/images?q=komsa&gbv=2&hl=de
http://images.google.com/imgres?imgurl=http://www.aces-co.com/new/images/clients/ericsson_logo_darkblue.gif&imgrefurl=http://www.aces-co.com/new/sc.php&usg=__7_7jyxKJmWdCM1u3nyeP310qCHA=&h=658&w=3208&sz=29&hl=de&start=2&um=1&tbnid=J0BCxskKEjC_vM:&tbnh=31&tbnw=150&prev=/images?q=reicsson+logo&um=1&hl=de&rls=com.microsoft:de-ch:IE-SearchBox&rlz=1I7SNYK_en-US


CLOSED LOOP 
ENTERPRISE 
PROCESSES 
End-to-end integrated 
process automation 

OPEN FRAMEWORK 
 
Leverage existing 
solutions, partners, or 
build your own 

UNIFY THE CUSTOMER 
VIEW 
 
Develop a holistic customer 
view and enable complete 
context 

TALENT RETURNS FINANCE TIMESHEET 

SAP HANA CLOUD PLATFORM 

OMNICHANNEL 
SUPPORT 

PREDICTIVE 
SERVICE 

CUSTOMER SERVICE FIELD SERVICE 

SELF-SERVICE 
SERVICE ORDER 
MANAGEMENT 

MOBILE 
RESOURCE 

SCHEDULING 

KNOWLEDGE 

PREDICTIVE ANALYTICS 

WEB MOBILE CALL 
CENTER 

EMAIL SOCIAL CHAT IoT 

PARTS 

SOCIAL 
COLLABORATION 

SALES 

SAP Cloud for service overview 



УПРАВЛЕНИЕ КОМПЛЕКСНЫМ ОБСЛУЖИВАНИЕМ НА МЕСТАХ 



INCREASED CUSTOMER 
ENGAGEMENT BY 
OPTIMIZING CUSTOMER 
SERVICE ACROSS MULTIPLE 
CHANNELS AND IMPROVING 
THE EFFECTIVENESS OF ITS 
FIELD SALES & SERVICE 
ORGANIZATION. 
 
SAP Cloud for Service, SAP Cloud for Sales & SAP 
Jam will enable more than 1,000 ASM service 
operations and field technicians to perform field 
service scenarios around service, maintenance and 
installations of their equipment 

 



REDUCED AVERAGE 
HANDLING TIME, LOWER 
TCO, INCREASED 
CUSTOMER SATISFACTION 
BY IMPLEMENTING AN 
INTEGRATED MULTI 
CHANNEL SOLUTION 
(PHONE, EMAIL, WEB, CHAT, 
SOCIAL MEDIA) 
 
SAP Cloud for Service, SAP Cloud for Social 
Engagement, SAP Social Media Analytics and 
SAP HANA Cloud Portal will enable 1,600 GOL 
customer engagement agents to support their 
passengers in their contact centers and travel 
facilities 

 



JAGUAR LAND ROVER UK 
CHOSE CLOUD FOR SERVICE  
TO SUPPORT THEIR HR 
TRANSFORMATION AND DRIVE 
THE EMPLOYEE SATISFACTION 
REQUIRED TO MEET THEIR 
BUSINESS GOALS OF DOUBLE 
DIGIT REVENUE GROWTH 
 
Jaguar Land Rover HR selected SAP Cloud for Service 
and SAP HANA Cloud Portal to help evolve their 
organization into a larger and more complex global 
company through automation of key business processes 
with lower TCO both to operate. 
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SAP CRM Helps Tinplate Maker Increase Sales 

and Service Efficiency 
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Altos Hornos de Mexico Adopted SAP CRM to 

Transform Customer Experience  



WHAT THEY 

HAVE DONE 

WHAT THEY 

MAY DO 

WHAT THEY 

ARE DOING NOW 

REAL-TIME 

INDIVIDUALIZATION 
PRESENTATION 

OF RELEVANT 

CONTENT 

THE 

CUSTOME

R 

TOUCHPOINTS 

Принцип работы SAP hybris Marketing 



Принцип работы SAP hybris Marketing 
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RELEVANCE 

NORMALIZATION 

ENGAGEMENT 

LISTENING 

BROWSE 

CLICK 

OPEN 

CLOSE 

IGNORE 

WALK-BY 

HOVER 

BUY 

REGISTER 

SUBSCRIBE 

RETURN 

COMPLETE 

SEND 

SHARE 

EVENTS FROM 

TRIGGERS TO 



SAP HYBRIS MARKETING – Структура продукта 

 3rd Party 

Applications 

(for data & 

execution) 

SAP HYBRIS MARKETING 

SAP Applications 

     Acquisition Conversion Loyalty**    

Insights 

Segmentation 

Planning 

Recommendation 

Orchestration* 

Batch &  Events 

Social providers 

Mobile providers 

Email Engines 

Ad Providers 

hybris 

Commerce 

SAP ERP 

SAP Sales  

SAP Service 

Marketing Data 
Management 

Batch &  Events 



Run Simple 


