
 

  

SAP Customer 

Experience – 101 
Take a few minutes to understand 

the biggest development priority at 

SAP – because you are part of it. 
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What is SAP Customer Experience? 

It is the name of our organizational unit at SAP that comprises SAP Hybris and our recently 

acquired companies – CallidusCloud, Gigya, and Coresystems. 

 

What is SAP C/4HANA? 

It is the name of the unified suite of line-of-business (LoB) customer experience solutions 

offered by the SAP Customer Experience organizational unit at SAP. The “C” is for 

customer and “4” stands for fourth-generation CRM. This suite connects data, processes, 

and customer experience across marketing, sales, service, commerce, and customer data 

to deliver a connected customer journey. 

 

Why SAP C/4HANA? 

SAP C/4HANA captures our customer experience promise through four primary drivers: 

• Customer: The customer must become the heart of digital business. SAP C/4HANA 

empowers employees across all LoBs to better connect with and serve customers in a 

simple, personal, helpful, and trusted way. With SAP C/4HANA, we are putting the focus 

back on the customer. 

• CRM: From early client-server architectures in the late 1990s, to Web-based sales force 

automation (SFA), and most recently, mobile-ready, cloud-native solutions, SAP 

C/4HANA represents a step change in the evolution of the CRM market, a fourth-

generation platform that unites all of the critical technologies needed to better engage, 

sell, and service a customer. 

• Cloud: SAP C/4HANA represents a step change in our evolution to the cloud, a fourth-

generation architecture that aggregates data models, data, insights, services, and user 

experience (UX) across all LoBs into a single foundation on which IT users can build, 

extend, and delivery new customer-led innovation on a continuous basis. 

• Connected: SAP C/4HANA means connected: connecting data silos, connecting 

functional silos, connect brands with their customers, and connecting the real-time, 1:1 

brand experience to real-time back-office automation and fulfillment against new, ever-

changing customer demands. Furthermore SAP C/4HANA unites the front-office to 

back-office digital transformation to reinvent entire businesses and industries. 

 

What defines a good experience for customers? 

• To be treated like a person – Customers don’t want to feel like a sales opportunity or a 

record in the system. 

• To protect their data – Know what data is collected about them and understand how it 

is being used. Customers aren’t contacted if they have not provided their consent. 

• To deliver on our promise – Customers want a consistent and personalized experience 

before, during, and after purchasing. 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 



  

SAP is the first company to provide a suite that 
connects the supply chain to the demand chain. 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 

Why is this such a big priority for SAP? 

SAP is the first company to provide a suite (SAP C/4HANA) that connects the supply chain 

(the technology behind the scenes that customers don’t see, such as an order system) to 

the demand chain (what customers see and engage with, for example, a Web site). 

 

How do Customers benefit from SAP C/4HANA? 

Take a look at this success story: https://cx.sap.com/en/customers 

 

Where can I learn more about the biggest development priority at 

SAP and get engaged? 

Visit the SAP Customer Experience page on https://cx.sap.com for the most up-to-date 

content, coverage, and success stories. Become familiar with Customer Experience 

Enablement Portal https://enable.cx.sap.com. Discover SAP C/4HANA with our learning 

journeys for User Groups: https://webinars.sap.com/sap-user-groups-

k4u/en/guide_c4hana.  

Look through the above content repositories for a better understanding of the power of 

SAP C/4HANA. Engage with other Customer Experience enthusiasts using our SAP 

Customer Experience social channels and spread your word via @SAP_CX. 

https://cx.sap.com/en/customers


   

 

  

Portfolio Description Included products* 

SAP Sales 
Cloud 

Targets: Chief Revenue Officer; Sales 
Professionals 

How: Supports sales professionals, giving 
them the ability to personalize what the 
customer is looking for and price in the 
moment – all with an attractive user 
experience 

• SAP Sales Automation 

• SAP Subscription Billing 

• SAP CPQ 

• SAP Commissions 

• And more 

SAP 
Commerce 
Cloud 

Targets: Chief Operating Officer; Chief 
Digital Officer 

How: Helps them deliver a personalized 
buying experience through any channel on 
any device 

• SAP Commerce Cloud 

• SAP Commerce 

• SAP Product Content 
Management 

• And more 

SAP Marketing 
Cloud 

Targets: Chief Marketing Officer 

How: Helps personalize marketing 
campaigns so they can deliver what the 
customer is looking for and what they have 
provided consent for – in the moment 

• SAP Marketing Cloud 

• SAP Marketing 

• SAP Customer 
Attribution 

• SAP Loyalty Marketing 

• And more 

SAP Service 
Cloud 

Targets: Chief Customer Officer; Chief 
Operating Officer 

How: Helps predict issues so companies 
can retain their customers and create 
returning customers and customer loyalty. 
By predicting issues and solving them in 
advance, it also can help lower the cost of 
serving customers and create happier 
customers. 

• SAP Customer Service 
Management 

• SAP Customer 
Engagement Center 

• SAP Field Service 
Management 

• And more 

SAP Customer 
Data Cloud 
(solutions from 
Gigya) 

Targets: Chief Digital Officer; Chief 
Information Security Officer 

How: Helps them protect customers’ data 
while also securely feeding the data to 
sales, service, marketing, and commerce to 
ensure a consistent, personalized 
experience for customers 

• SAP Customer Consent 

• SAP Customer Identity 

• SAP Customer Profile 

SAP Customer Experience At a Glance 

Below is an overview of the five solution categories in SAP Customer Experience and  

a little insight into how each cloud solution is used. 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 

* Selected offerings only; see the products overview https://cx.sap.com/en/products for a complete list. 



 

 

 

 

 

 

 

 

 

 

  

Foundation for the Me2B World: SAP C/4HANA 

BUILDING TRUSTED RELATIONSHIPS 

Alex Atzberger 

President, SAP Customer Experience 

 

Despite different products, business models, 
and motivations, at the top of every 
boardroom agenda is the customer 
experience. Leading companies are 
prioritizing the ability to give people what they 
want when they want it and using their 
preferred methods of interaction. In doing so, 
these companies are reshaping the entire 
end-to-end customer experience and 
reframing their business approach. 

 

Think of it: a domestic appliance giant that 
now sells better taste to its customers; the 
department store that starts the personal 
shopping experience at the parking space; 
and the airline that is reimagining its entire 
business model to put customers at the center 
of the booking process. 

 

These might seem like simple shifts in 
perspective. Yet executing them requires a 
revolution in end-to-end business processes 
– one that focuses on building customer 
trust. To achieve this goal, you must do three 
things:  

 

• Develop a single view of each customer 

• Connect your processes to the customer 
journey 

• Deliver on your brand promises to the 
customer 

 

SAP C/4HANA brings together customer data 
management, machine learning (ML), and 
microservices to power real-time, intelligent 
customer engagements across sales, 
customer service, marketing, and commerce. 
With five cloud portfolios that work individually 
and together, SAP C/4HANA helps you 
manage and transform relationships with your 
customers. 

 

Now, your customers can enjoy dealing with 
just one entity in a single process – from 
awareness and consideration right through 
payment, receipt, and nurture. Your 
business processes can be linked in the 
same way – from lead, opportunity, and 
quote to fulfillment, customer service, and 
invoicing. 

 

And SAP C/4HANA integrates with SAP 
S/4HANA®, simplifying the links and 
smoothing the path from the back end to the 
front end in one simple process chain. By 
combining SAP S/4HANA with SAP 
C/4HANA, you can treat each customer as 
an individual rather than as a mere sales 
opportunity. 

 

To unify demand with the supply chain, your 
enterprise must deliver intelligence that 
combines information across your customer 
experience suite with the ERP digital core. 
Imagine if your order management process 
could be enhanced with artificial intelligence 
(AI), for example. Using information such as 
customer preferences, shopping history, 
available inventory, and logistics information 
from SAP C/4HANA and SAP S/4HANA, 
you automatically know the right products to 
recommend, their availability, and the best 
way to ship them to your customer.  

 

SAP Customer Experience solutions unlock 
a world of digital innovation, customer value, 
and growth that builds trusted relationships 
between brands and customers. Delivered 
through the SAP C/4HANA suite, these 
cloud solutions empower businesses to 
manage the complete customer experience. 

 

 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 



 

 

 

 

 

 

  

The new 

customer 

experience 

Protected 

Personalized 

Built on trust 

ARCHITECTING AN INTELLIGENT ENTERPRISE 

 

Delivering a holistic customer experience that intelligently 
connects all enterprise processes, information, and 
transactions is essential to creating the interactions expected 
by the Me2B generation. Responding to individual customer 
needs, engaging talent in new ways, and creating disruptive 
business models are critical business imperatives. 

 

Intelligent enterprises effectively use their data assets to 
achieve their desired outcomes faster – and with less risk. 
SAP has helped more than 404,000 business and public 
sector customers of all sizes and industries run better. From 
back office to boardroom, warehouse to storefront, and 
desktop to mobile device, SAP empowers people and 
organizations to work together more efficiently and use 
business insight more effectively to stay ahead of the 
competition. 

 

By using emerging technologies such as AI, ML, the Internet 
of Things (IoT), and advanced analytics, our solutions help 
you eliminate repetitive tasks, so employees can work more 
productively and focus on higher-value activities. With these 
tools, employees can engage more effectively with your 
customers and create an unforgettable, next-generation 
customer experience. 

 

The Intelligent Enterprise features three key components  

• Intelligent suite – Helps you automate day-to-day 
business processes and improve interactions with 
customers, suppliers, and employees using applications 
with embedded intelligence 

• Digital platform – Facilitates the collection, connection, 
and orchestration of data as well as the integration and 
extension of processes in integrated applications  

• Intelligent technologies – Enable the use of data to detect 
patterns, predict outcomes, and suggest next-best 
actions 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 



 

 

 

 

 

 

 

 

 

  

SAP C/4HANA is the embodiment of the Intelligent Enterprise. By helping build long-term 

competitive differentiation and loyalty through experiences that are trusted, simple, 

personal, and connected, SAP C/4HANA can help you achieve your business goals. And 

it delivers the next-generation CRM technology suite to help you build and connect your 

intelligent enterprise – from finance to HR, from operations to the customer experience. 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 



 

 

 

 

 

 

 

 

  

CREATING A UNIFIED CUSTOMER EXPERIENCE WITH SAP C/4HANA 

SAP C/4HANA helps you deliver the personalized experiences that customers want with 

the privacy they demand. The suite includes cloud solutions for customer data 

management, marketing, commerce, sales, and service. These solutions help you build 

stronger relationships with customers while you earn and keep their trust. 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 



 

 

 

 

 

 

 

 

 

  

CONNECTING THE DEMAND  

AND SUPPLY CHAINS  

To deliver a holistic customer experience 

requires end-to-end integration across the total 

value chain of your customers. Customers want 

their processes to run end to end while 

connecting the demand chain with the supply 

chain. They also need to connect customer 

experience solutions with the digital core of their 

business, including operational and supply 

chain solutions.  

With SAP C/4HANA, we embed and infuse 

intelligence across the portfolio to automate 

processes and help you focus on the right 

activities at the right time. You’ll know when to 

optimize target groups and campaigns, when to 

recommend next-best actions such as up-

selling or crossselling products or services, and 

when to help your sales team focus on the most 

promising leads and opportunities. 

 

Optimizing the Lead-to-Cash Process 

When we consider the customer experience, no 

process offers as much improvement potential 

as the lead-to-cash process. Spanning the 

complete value chain of a company, this 

process can begin with an unidentified contact 

and end with 

collecting payment or inspiring a 
customer to recommend the business to 
someone else. It connects a prospect’s 
interest in buying to the company’s 
realization of revenue, bringing together 
front-office and back-office systems. 
Lead to cash is typically one of the most 
important business processes – and 
because of its inherent complexity, one 
of the most difficult to streamline and 
optimize. 

 

SAP C/4HANA optimizes the customer 
experience by pulling together the 
demand chain and the supply chain in a 
holistic manner. The suite puts your 
customer at the center of everything, 
offering an end-to-end customer master 
data strategy. You can coherently track 
and manage everything from the first 
digital contact by a prospect to late-stage 
customer communications. The 
solutions help you create personalized, 
transparent experiences that boost 
engagement and build trust in your 
brands. And with its connection to our 
digital core solutions such as SAP 
S/4HANA and SAP S/4HANA Cloud, 
SAP C/4HANA helps deliver the insight 
and information you need to go from 
prospect to customer to fulfillment to 
invoicing and billing. 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 



 

 

 

 

 

 

 

 

  

Complete Services for Your  

Digital Transformation Journey 

REALIZING MAXIMUM VALUE F ROM 

SAP C/4HANA 

 

The SAP Customer Experience organization 
offers a full suite of services that address the 
entire lifecycle of solution planning, activation, 
and delivery (see Figure 4). Our services also 
help ensure that your implementation of SAP 
C/4HANA aligns with your most important 
business objectives. In this way, we act as a 
trusted partner in your digital transformation 
journey while helping you gain maximum 
value from SAP C/4HANA. 

Our team provides four types of expert 
services: 

• Align – Drive opportunities aligned to 
your desired business outcomes using 
all elements of the SAP C/4HANA suite 

• Plan – Create a path to success, 
prioritizing the solutions and features for 
implementation and deployment 

• Activate – Use best practices to plan, 
activate, and enable the right resources 
from our organization and your team 

• Deliver – Deploy modular solutions, 
create minimum viable products, and 
employ the best of the SAP C/4HANA 
cloud solutions to meet your business 
needs 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 



 

 

 

  

The Promise of 

SAP® C/4HANA 

One cloud platform 

for the Intelligent Enterprise to deliver customer-

centric processes and better outcomes 

 

Unified customer profile 

to manage consent, privacy, security, and 

compliance 

 

Unified customer data 

across front office and back office for AI- or 

MLassisted, individualized experiences at scale 

 

Open, modular, and extensible 

microservices-based architecture for the 

continuous delivery of new business services and 

extensions 

 

Unified front office 

to orchestrate customer journeys and create better 

customer outcomes 

© 2018 SAP SE or an SAP affiliate company. All rights reserved 



 

  

Roadmap for SAP C/4HANA 

PLANNING AND DEPLOYING SOLUTION ENHANCEMENTS 

To deliver engaging, satisfying experiences, you need a set of solutions that works 

together seamlessly and is regularly enhanced to meet changing customer expectations. 

This is exactly where SAP Customer Experience can help you excel.  

 

WHAT’S NEW, WHAT’S NEXT, WHAT’S IN THE WORKS? 

The road map for SAP C/4HANA includes a wide variety of new features and functionality 

that will help you meet your customer experience goals. Following are only a few of the 

main enhancements that we recently incorporated into SAP C/4HANA and have planned 

for upcoming solution releases. 

1) This is the current state of planning and may be changed by SAP at any time without notice. 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 



 

 

  
Sample Conversational User Interface 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 



 

 

 

  

The consumer-driven growth revolution 

will require all businesses to change their 

thinking. SAP’s completeness of vision is 

built to deliver what your CEO needs: 

a single view of their consumer. Only SAP 

can provide fourth-generation CRM that 

seamlessly connects demand chain to 

supply chain for a customer experience 

suite unlike anyone else in the market. 

– Bill McDermott, CEO, SAP SE 

“ 
“ 

© 2019 SAP SE or an SAP affiliate company. All rights reserved 
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No part of this publication may be reproduced or transmitted in any form or for any purpose without the 
express permission of SAP SE or an SAP affiliate company. 

The information contained herein may be changed without prior notice. Some software products marketed 
by SAP SE and its distributors contain proprietary software components of other software vendors. 
National product specifications may vary. 

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, 
without representation or warranty of any kind, and SAP or its affiliated companies shall not be liable for 
errors or omissions with respect to the materials. The only warranties for SAP or SAP affiliate company 
products and services are those that are set forth in the express warranty statements accompanying such 
products and services, if any. Nothing herein should be construed as constituting an additional warranty.  

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business 
outlined in this document or any related presentation, or to develop or release any functionality mentioned 
therein. This document, or any related presentation, and SAP SE’s or its affiliated companies’ strategy 
and possible future developments, products, and/or platforms, directions, and functionality are all subject 
to change and may be changed by SAP SE or its affiliated companies at any time for any reason without 
notice. The information in this document is not a commitment, promise, or legal obligation to deliver any 
material, code, or functionality. All forward-looking statements are subject to various risks and 
uncertainties that could cause actual results to differ materially from expectations. Readers are cautioned 
not to place undue reliance on these forward-looking statements, and they should not be relied upon in 
making purchasing decisions. 

SAP and other SAP products and services mentioned herein as well as their respective logos are 
trademarks or registered trademarks of SAP SE (or an SAP affiliate company) in Germany and other 
countries. All other product and service names mentioned are the trademarks of their respective 
companies.  

See  https://www.sap.com/copyright for additional trademark information and notices. 

www.sap.com/contactsap 

LEGAL DISCLAIMER 

The information in this presentation is 

confidential and proprietary to SAP and may not 

be disclosed without the permission of SAP. 

This presentation is not subject to your license 

agreement or any other service or subscription 

agreement with SAP. SAP has no obligation to 

pursue any course of business outlined in this 

document or any related presentation, or to 

develop or release any functionality mentioned 

therein. This document, or any related 

presentation and SAP's strategy and possible 

future developments, products and or platforms 

directions and functionality are all subject to 

change and may be changed by SAP at any 

time for any reason without notice. The 

information in this document is not a 

commitment, promise or legal obligation to 

deliver any material, code or functionality.  

 

This document is provided without a warranty of 

any kind, either express or implied, including but 

not limited to, the implied warranties of 

merchantability, fitness for a particular purpose, 

or non-infringement.  This document is for 

informational purposes and may not be 

incorporated into a contract. SAP assumes no 

responsibility for errors or omissions in this 

document, except if such damages were caused 

by SAP´s willful misconduct or gross negligence. 

All forward-looking statements are subject to 

various risks and uncertainties that could cause 

actual results to differ materially from 

expectations. Readers are cautioned not to 

place undue reliance on these forward-looking 

statements, which speak only as of their dates, 

and they should not be relied upon in making 

purchasing decisions. 
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