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In the consumer market, things are moving faster than ever. Today’s empowered customers expect 

access to real-time, accurate data on product details and stock availability both online and in store.  

The entire shopping experience needs to be much more intuitive and personal. This not only means 

a company must ensure a unified brand image across all platforms, but also that all processes 

work harmoniously to offer an outstanding customer experience.

Gone are the days of mass marketing strategies with a “one size fits all” approach. Sales has turned 

omnichannel, with customers switching between mobile and desktop or using smartphones as 

sales assistants. And in commerce, if search functions or transactions take too long, a customer will 

quickly give up. With market competition as fierce as it is, companies must tailor each and every 

process with the customer in mind to secure strong, long-term relationships.

Customer centricity is now everything, but it can be difficult to achieve. For businesses struggling to 

create personal customer experiences, implementing new solutions could be of great benefit. 

These will enable your managers in customer-facing lines of business to better target prospects and 

secure them as loyal returning customers. There is a wealth of solutions now available to help 

your company provide a customer experience that is as individual as your customers. SAP’s answer 

to this: the SAP C/4HANA suite.

New Challenges in the Age of Information

1 Source: Gartner Marketing Analytics Survey 2018
2 Source: https://www.gartner.com/smarterwithgartner/7-key-takeaways-from-gartner-digital-marketing-conference-2018/

46 of their time 
preparing data for 
analysis – rather 
than actually 
analyzing it.1

Company data 
scientists spend

% 74 of marketers 
rate customer 
insights as very 
important.2

%
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Previously called SAP Hybris®, SAP Customer Experience offers the SAP C/4HANA suite to assist 

enterprises in improving the customer experience they offer. The suite enables leaders in sales, 

commerce, marketing, customer service, and IT to better understand customers and keep their interest. 

Cloud-based solutions specifically designed for each department help you capture and consolidate 

customer data centrally to allow all customer-facing departments to work more closely together. 

This increases the effectiveness of marketing campaigns, sales activities, and service tasks. Additional 

capabilities such as machine learning, SAP Leonardo cloud technology, and Gigya customer data 

solutions further enhance efficiency and the overall customer experience. The suite not only offers 

initial business value due to being cost effective and improving overall efficiency, but helps create a 

quality experience that will keep customers returning in the future. 

In the course of this guide, we will evaluate in detail the core solutions in the SAP C/4HANA 

suite to help you understand how it can transform every stage of the customer experience.

When choosing solutions for a modern customer experience, you need to consider which capabilities 

are relevant to you and your customers. For example, can the solutions provide autonomous data 

collection processes and support omnichannel commerce? Or do you need more focus on service 

support, such as making sure assistance is available at any time, even via social media or mobile apps?

A service provider can advise you on solutions and whether you have the correct prerequisites and 

systems already in place. But you need to be sure you are choosing one with experience in the relevant 

areas. International companies will benefit by choosing a provider with local experts in multiple 

locations around the world. Each business has individual needs, and your service partner needs to be 

able to accommodate these and know exactly which solutions would be of advantage to you.

SAP Customer Experience: What’s New?

Considerations: Finding the Right  
Solutions to Transform Your Business

itelligence is one of the leading international full-service providers of SAP solutions, 
receiving recognitions such as the SAP Hybris Gold Partner status. Employing 
around 7,800 highly qualified employees in 25 countries, we offer local support, 
global reach, and a methodology that addresses your unique industry, processes, and 
customer needs. We guide businesses through the entire end-to-end process of 
implementing SAP solutions such as SAP C/4HANA. itelligence experts support 
you all the way from initial consultation and application strategy, to implementation 
and managed services. Offering advice on the best option for your company, we 
provide application management, managed cloud services or public cloud services 
from AWS to make sure you have time to concentrate on your core business.



A personal customer experience is no longer an advantage, it is a must. But it takes a wealth of data 

and advanced tools to create successful strategies. As part of SAP C/4HANA, SAP Marketing Cloud 

provides a basis for personalized marketing campaigns and ensures company branding and messaging 

is uniform across all channels. Using the solution and the help of advanced analysis methods and 

machine learning, conclusions can be drawn about customer preferences and intent. In turn, this allows 

marketing leaders to estimate what the customer will need in the future and develop communication 

strategies to reach them and other customers in similar target groups. With a strong database of customer-

related information, marketing budgets can be planned with more precision and wasted resources are 

minimized. 

SAP Marketing Cloud has many features and functions that can help you understand 

your customers and tailor your campaigns to suit them. Our itelligence experts have 

highlighted the features we consider key to achieving success in today’s market. 

SAP Marketing Cloud: Know What 
Customers Want Before They Do 

Consumer and 
Customer Profiling

Marketing profile

Real-time prediction and scoring

Social listening and sentiment analysis

Marketing Planning Planning and program management

Marketing Assets 
and Collaboration

Digital asset management

Marketing collaboration

Marketing Automation Audience targeting

Customer segmentation

Campaign management

Campaign optimization

Cross-channel engagement

Marketing recommendations

Remarketing

Marketing lead management

Social campaigns and engagement

Marketing Measurement 
and Optimization

Insights and performance management

Customer attribution

Loyalty Management Loyalty management

Social listening and sentiment analysis integrates 
social media channels such as Twitter and Facebook 
to gain an impression of your customers. This will 
help you tailor marketing campaigns to specific target 
groups and increase success.

Customer segmentation helps you define and organize 
customer details such as country of origin, interests, 
and industry. You can use these to identify and select 
customers that are suitable for certain target groups. 
This helps you then direct certain marketing assets to 
these groups.

Marketing recommendations offers suggestions at 
certain points of a customer’s journey, for example, 
on a product page or during checkout, which link 
them to related products and services. This opens 
up opportunities for cross-selling and upselling based 
on a variety of data sources and the customer’s 
interests.

Insights and performance management helps 
you review the success of your campaigns. You can 
identify successful and less successful areas of 
marketing, analyze click rates and KPIs, and adapt 
future campaigns accordingly.
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Features of SAP Marketing Cloud



In an increasingly connected world, a huge amount of information is available to consumers about your 

company, your products, and your competitors. Enterprises can no longer direct customers through 

traditional sales funnels but instead need to offer a seamless customer experience that combines multiple 

channels into one consistent, easy-to-use platform. SAP Sales Cloud includes many features that guide 

your customer from first contact to product selection to payment and aftersales. Front-office and back-

office processes, as well as physical and digital engagements, align to make sure you fulfill any customer 

demand – and collate valuable customer insights in one place. The solution provides dashboards based 

on intelligent algorithms to produce analytics that decision-makers can use to make more precise sales 

forecasts and instantly evaluate performance. 

Take a look at the feature list for SAP Sales Cloud to learn how to keep track of new 

leads and opportunities, optimize sales management processes such as pricing and 

incentives, and enhance sales analytics for better forecasting.

SAP Sales Cloud: Transforming  
Your Sales Channels 
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Lead Lead management

Lead intelligence

Opportunity and 

Sales Force Support
Activity management

Visit planning

Opportunity and pipeline management

Opportunity scoring

Sales forecasting

Retail execution

Mobile sales

Sales analytics

Sales content

Sales collaboration

Customer insights

Productivity and personalization management

Opportunity and pipeline management helps you 
maintain an overview of all leads, lead conversions, 
and the sales pipeline to ensure you never miss an 
opportunity. You can then turn these prospects into 
loyal customers.

Sales forecasting based on cross-departmental  
data in one central system supports sales managers  
with forecasts and reports. Transparency over 
existing sales figures and lead opportunities helps 
you forecast sales more accurately.

Mobile sales supports sales assistants with mobile 
end devices at the point of sale (POS). Complete a 
sale no matter where you are, such as at a trade 
fair, with a simple front-end customer experience  
and streamlined back-end processes. 

Customer insights allows simple and flexible access 
to all customer-relevant data. Use insights into revenue, 
purchases, surveys, and offers to tailor your offering 
and improve your sales rate. 

Features of SAP Sales Cloud
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Configure, Price 

and Quote
Quotation management

Product configuration

Package and solution offering

Solution sales configuration

Price management

Sales agreement lifecycle management

Signature management

Order and 

Contract Management
Sales order management and processing

Subscription order management

Sales contract management

Taxes and rebates

Billing and 

Invoicing
Sales billing

Subscription billing

Entitlements management

Sales Planning 

and Performance 

Management

Territory management

Quota planning

Sales planning and monitoring

Sales monitoring and analytics

Strategic account planning

Incentive and commission management

Sales learning

Partner Channel 

Sales
Partner management

Channel sales

Channel analytics

Partner compensation

Customer Master 

Data Management
Account and contact management

Account intelligence

Sales master data management

Product configuration is particularly useful in B2B, 
allowing easier CPQ (configure, price, quote). This 
feature allows you to configure end products during 
sales meetings and accurately quote the customer. 
This is an important feature in view of the increasing 
demand for personalized products.

Price management ensures all pricing and quotes, 
whether promotion based or tailored to an individual 
customer, are accurate and easy to manage. With 
this, you maintain consistency for customers in the 
front office and your team in the back office.

Sales order management and processing supports 
employees with pricing, creating quotes and 
contracts, and managing sales reductions. This 
is important in establishing consistency across all 
platforms to promote customer satisfaction.  

Sales monitoring and analytics gives your managers 
and their teams more opportunities for reporting, 
as well as helping them create much more accurate 
forecasts – improving overall sales performance.

Account and contact management supports you with 
managing accounts and contact details. The central 
database can be synchronized with applications such as 
Microsoft Outlook to ensure all the information you want 
is visible in one place.



It is now standard practice that a customer is able to research products and availability online before 

entering your store, or order items online to pick up at their local branch. This requires a high level of 

interaction between front-office and back-office processes. SAP Commerce Cloud consolidates all data, 

on all channels, for all customers. Personalized discounts, delivery addresses, preferred payment methods 

– these are all stored to ensure a seamless customer journey. No matter where an employee accesses an 

account, they receive a clear overview of real-time data in user-friendly dashboards. As SAP Commerce 

Cloud is a scalable solution, companies are able to select which intuitive tools will best help them access 

and analyze data to create accurate strategies for commerce.

Find out in the feature list below how the SAP Commerce Cloud solution helps you 

ensure consistency in brand style and pricing on all channels and optimizes  

functions such as search and navigation.

SAP Commerce Cloud: Stay  
Consistent across All Channels

Omnichannel customer experience ensures 
consistent portrayal of your brand and products 
across all channels, as well as usability on all devices. 
A consistent company image is vital in gaining the trust 
of your customers and increasing customer retention.

Search and navigation allows your customers to 
easily find what they are looking for with flexible search 
functions that include autosuggest, synonyms, and stop 
words. This is key to maintaining customer interest and 
not losing potential leads due to frustrations with your 
online store.

Pricing and promotions makes sure that pricing 
appears correctly in each country and currency, for each 
customer. If a promotion is running or bulk ordering 
quotes apply, these are consistently reflected in pricing 
across all channels and countries. If a customer is subject 
to personal discounts, these are clearly presented.

Product content and catalog management enables 
easy control over product and static website content 
using back-end solutions tailored to specific purposes. 
Multiple catalogs are easily sorted by to brand, 
country, area of application, etc. in various languages 
and can be expanded to meet individual requirements.

Localization and internationalization helps you keep 
track of all content and information, despite country 
or currency differences. This allows companies with 
an international customer base to offer a quality 
experience no matter where the customer accesses 
their store.
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Customer Experience 
Channels

Omnichannel customer experience

Omnichannel touch points

Digital merchandizing

Commerce 
Management

Search and navigation

Bundling and subscription management

Cart

Pricing and promotions

Checkout and payment

Product Content 

Management
Data aggregation and validation

Product content and catalog management

Digital asset management

Workflow and collaboration

Localization and internationalization

Order Management Order orchestration and management



Features of SAP Commerce Cloud



42% of in-store shoppers  
search for information online  

while in-store. For the most part,  
they’re using search engines (64%). 
Source: Think with Google: “New Research Shows  
How Digital Connects Shoppers to Local Stores”



Service today starts long before the customer makes a purchase, and customers expect to reach you 

on any channel – around the clock. Self-service forums, social media chatbots, in-app customer 

support – there are many more ways for customers to interact with you than traditional call centers. 

What’s more, in B2B business, field service management needs to be as efficient as possible for your 

field engineers to provide the best service when at your customer’s site. SAP Service Cloud helps you 

shift CRM processes into the cloud to increase flexibility. User-friendly service portals on desktop 

and mobile devices make it easy for service technicians to obtain or upload information about 

customers and assignments – even when visiting a company’s location. Service engineers have direct 

access to everything they need to know about a customer’s facility, maintenance history, and parts 

needed. If your technician does not have the right parts on hand, they can be ordered quickly via a 

mobile device. 

Overall, SAP Service Cloud facilitates better communication between technicians and managers 

and collaboration across all customer-facing departments i.e., marketing, sales, commerce, and 

service.

The following feature list for SAP Service Cloud shows how it can help you streamline 

customer service through optimized ticketing, an in-depth and accurate knowledge 

base, and improved interdepartmental communication. 

SAP Service Cloud: A Smart  
Customer-Centric Approach
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Self-Service Self-service support portal

Communities

Chat bots

Omnichannel 

Engagement
Multichannel customer engagement

Knowledge management

Inbound/outbound contact centers

Social customer engagement

Service ticket management

Service agent scripting

Service agent motivation

Service 

Management
Service request and order management

Mobile service execution

Channel service

Knowledge management acts as a central, 
company-wide knowledge base for service employees 
and improves knowledge sharing. This ensures your 
entire team has the information it needs to best 
serve the customer. 

Service ticket management centralizes ticket 
handling and gives access to the right employees – 
whether in house, on site, or on the go. It creates 
a centralized communication platform between you, 
your installed base, and the customer to improve 
customer service and satisfaction. 

Service request and order management provides a 
central system for service that monitors and assigns 
customer requests so that you can fulfill them more 
efficiently. Plan, monitor, and review service orders 
on an integrated platform and manage your engineers 
centrally.



Features of SAP Service Cloud
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Field Service Scheduling and dispatch

Customer-centric field service

Service network

Service Operations Claims, returns, and refund management 

Complaints management 

In-house repair management

Service contract management

Service billing

Warranty management

Installed base management

Customer Feedback Customer feedback management

Analytics Service management analytics

Claims, returns, and refund management ensures 
you offer the service demanded by customers today. 
Connect your back-end systems and manage returns 
and refunds quickly and simply, while answering 
complaints in a way that still maintains customer 
retention. 

Service contract management allows you to keep 
control of maintenance contracts. Companies that 
offer field services will benefit from improved 
management over maintenance orders and invoicing. 

Installed base management creates a visual 
representation of objects installed at your customer’s 
site (e.g., devices, machines, and software). This  
complete overview, with details like production dates 
and maintenance history, allows you to resolve 
issues quickly, suggest other areas for enhancement, 
and predict what a customer might need in the 
future.

Scheduling and dispatch is of particular use to 
field service companies, helping you manage your 
engineers and the routes they take efficiently.



In establishing a more personal experience for customers, real-time insights help you tailor strategies 

to reach customers more effectively. SAP Customer Data Cloud allows you to centrally govern customer  

data and provides consolidated customer profiles, complete with consent management for each 

customer-facing line of business. This helps all departments enhance performance and improve 

security, personalization, and trust.

But implementing new cloud solutions has become a complex task, with private, public, and hybrid 

landscapes to consider. Managing such environments can be time and resource heavy, leaving little 

time to innovate and become more competitive. A managed services partner relieves IT staff of 

menial tasks, freeing up time for innovation. itelligence has years of experience with SAP solutions 

and provides global managed services that include application support, maintenance, monitoring, 

and optimization. In addition, opting to use a hyperscaler like Amazon Web Services (AWS) for 

solutions such as SAP Commerce Cloud offers a possible production environment and additional 

technical features. Along with disaster recovery measures, the ability to respond to web application 

load requirements, and maximum scalability, companies can take advantage of the AWS relational 

database engine to improve time and cost efficiency. 

Where AWS provides infrastructure, itelligence advises companies on finding the right cloud strategy, 

whether private, public, or hybrid cloud, while ensuring all systems run efficiently even at peak. From 

strategy and implementation to management and enhancement, with managed services from a 

single provider, you gain more time to focus on future-proofing your customer-facing departments.

In this feature list you will learn how SAP Customer Data Cloud can accelerate the 

customer experience with self-service processes and enhance customer identity 

management with functions such as social media log-in.  

IT & Data: Managing Complex Environments 
and Providing a Basis for Customer Centricity

Registration management is central and 
independent of front-end processes, helping you with 
customer identification and managing registrations, 
as well as providing data to downstream systems. It 
can also provide workflows for both traditional and 
social customer authentication.

Self-service preference management is key to 
satisfying today’s customer. To support this you 
need self-service processes, such as sign-up or 
registration, and all data entered by the user to be 
stored centrally and accurately. The ability to adjust 
communication settings allows you to communicate 
with customers more efficiently. 

Customer insights, a tool for analyzing customer 
statistics, ensures you have detailed information 
on customers, such as purchase history, location, 
possible memberships, and social behavior to 
best serve them. This helps you boost customer 
satisfaction and retention.
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Customer Identity 
Management

Registration management

Social login

Federation and SSO

Enterprise Preference and 

Consent Management
Communications preferences and opt-in

management

Self-service preference management

Consent management

Customer Profile

Management
Data transformation and unification

Automated profile, preference and consent 

management

Orchestration and governance

Customer insights 



Features of SAP Customer Data Cloud



“We are moving to a 
world where data is 

probably the most valuable 
asset, but trust is the 
ultimate currency in this 
new data economy.”  

Patrick Salyer, CEO of Gigya, 
recently acquired by SAP



Ready to take the next steps in creating a modern customer experience – or are some of your 

questions still unanswered? Take a look at the most common queries below to find answers quickly 

and learn more on how SAP C/4HANA brings customer-facing departments up to date. If you  

still cannot find the information you are looking for, let us know. We will gladly get in touch  

with you. 

FAQ: Your Questions Answered
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What’s the difference between SAP Customer Experience and SAP C/4HANA,  

and where does SAP Hybris come into play? 

SAP Customer Experience, previously called SAP Hybris, is a brand of SAP. SAP C/4HANA 

is the complete software suite offered by SAP Customer Experience, which consists of 

different modules for commerce, sales, customer service, marketing, and customer profile 

management.

How does SAP C/4HANA fit into the SAP strategy? 

SAP C/4HANA can be seen as the front-office counterpart to SAP S/4HANA, which 

deals with back-office processes. Both seamlessly integrate with each other into your IT 

landscape using standard interfaces provided by SAP, thereby fitting perfectly into the 

existing SAP world.

I barely have enough IT resources to maintain my current landscape. 

How could I switch to SAP C/4HANA? 

SAP C/4HANA is available on-premise and in the cloud, with a variety of hosting options, 

allowing customers to continue to maintain their existing landscape with ease. Furthermore, 

specialist partners like itelligence are available to implement different modules for you.

What licensing options are available for SAP Customer Experience? 

Is it only subscription based or is there an on-premise option? 

Some modules from the SAP C/4HANA suite are only available as subscription-based 

cloud solutions, such as SAP Sales Cloud, SAP Service Cloud, SAP Marketing Cloud and 

SAP Customer Data Cloud. The commerce solution can also be deployed on-premise.

I use legacy CRM solutions from SAP. Do I need to transition to this new suite? 

You can continue to use existing solutions and integrate them with the new suite.

I already have Salesforce and/or other third-party solutions.  

How do SAP Customer Experience applications work together with them? 

It is possible to integrate other third-party solutions when you use SAP Cloud Platform 

Integration (SCPI). You need only define which information is to be exchanged during the 

project.



Do I need the whole suite or can I implement just one or two solutions? 

How dependent are the LoB solutions on SAP Customer Data Cloud? 

Each module can be implemented on its own, so there is no need to implement the whole 

suite at once. However, companies will see the best results if they implement the entire suite.

Is this suite relevant for my industry? 

The SAP C/4HANA suite is completely industry independent and already used in a variety 

of sectors. In addition, accelerators are available for further enhancement in specific 

industries, such as finance and travel.

How future-proof is SAP C/4HANA?  

SAP C/4HANA is the new SAP front-office suite, based in the cloud and created with the 

future in mind. The suite integrates well within an SAP environment and with back-end 

solutions such as SAP S/4HANA. In this way, customers invest in a solution that will grow 

and change as they do.

How do I collect vast and insightful customer data yet remain compliant with  

the EU GDPR? Is the regulation even compatible with cloud implementation? 

All modules of the SAP C/4HANA suite are GDPR compliant. Customers looking for 

additional support with GDPR compliance should consider SAP Customer Data Cloud. 

The solution supports you with customer consent management and much more.

My customers are B2B clients – is this suite relevant to me? 

SAP C/4HANA supports both B2C and B2B businesses, with benefits that can transform 

processes in both. An additional B2B accelerator is available with the SAP Cloud for 

Commerce solution.

What about compatibility with mobile devices? 

All solutions are supported by mobile devices with responsive  

designs and apps.
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Get in touch with us 
today to see how we 
can transform the 
customer experience 
you offer.

To find out more, visit:
» www.itelligencegroup.com


