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CHANGE IS HAPPENING FASTER THAN EVER ...
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Customers want better
experience

63%

of customers are more willing to
engage with companies that
deliver better customer
experiences.

Source: Forrester Consulting, 2017.

© 2017 SAP SE or an SAP affiliate company. All rights reserved.

Only experience
matters

By 2020

Customer experience will
overtake price and product as
key brand differentiator.

Source: Walker Info, Customers 2020 Study.

Customers have
high expectations

91%

of customers will buy from
competitors if they do not have
satisfactory experience.

Source: Forrester Consulting, 2017.



Great customer experience means

More Revenue for Brands

Customer experience leader
can almost double their
revenue in a 3 year period.*

*SOURCE: TEMKIN GROUP 2016
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THE MAJORITY OF 0 |
BUSINESSES CAN'T ”
SUPPORT AN OMNI- Hj=
CHANNEL CUSTOMER
JOURNEY. _
d
E0 2

JUST CAN PROVIDE
A SEAMLESS HAND-OFF
BETWEEN CHANNELS.

SOURCE: Forrester Wave Customer Service Solutions 2014

5;




Tapy obivityTrumnia
OXYGEN EIVERVE TARMDROVER o O velti @tenji

1§l) Bidsopt ot
&uomr\:’laﬁm #ADCOLONYZAIUS

ol
olphicanISTAR
@ NRArFIKSUS=
sessxon"rﬁo APPLAUSE

shophick
R s ometis
@ PUSHSPRING
a0 e grpnMADS L TAPSENSE
¥ GEaIfLﬂmMaks L—hgouneysr i
% O TRADEMOB cons tox
AERSEkV Qv vonm START App O " tex!
] Q) unity ros,

la Q) cbichuse
drawbridie hyprMXJincoming
(EigRAvITa1” deeplink APP smadex|

srecthawk ; .m,. @ twillo 1
teclest O dgialtubine - YieldmoQUixEY YOOSE MobFox Button® Bbyyd

S

VIETGRAVITY 4 [amo-bee] trueffect

Ciomantic  BEESWAXE) lem ns|

A1 serocket] !

ortable §3.Liveintent MAGNE+IC
marilyn okukuten mn(dn u

C)
I chocestream.*+ 41+ ¢ ey
]Armﬁ!zmd( o )4'UR£
s pbiuecavaad:
@ulmuulmRUN) Mquantcastwﬁ.
HOUSE = B netmining Cril€O “gum O theTradeDesk SCIEN
| AdSwerve i Torminus CIPIG Clppler /= 1, ukea Traamus &, contro
rubicon advertise.-orm DataXU Sempihc
‘medicocean ™ ADIANT @) myThings (). meo
mmvwﬁ'fowlechoozlewnbl TruSignal kwinz00
(5 Relur: uuuo[)ICILAﬂT ExactDrive (7! CAPPTURE 7
‘o’i AHOO! ¢ ¥ Adcrowd@ nextoonVizu Funwey
Sitee *Pmula W FORAGER Simplisd |
tomkpee [ l.v::‘""::%s ‘
11 . ADARA .m.d.mma.
a.m....,vp®°'°
OSOJERNNﬂSe«ADCADE
periumabch wenstigowikia stxinmymﬂ:
“DouBLERECALL SKYLADS D pesi

7 T TR L
i lis a
gow Marin ETRIIE S Pays OAL
it
“w'sm',w.t ‘Adthena GO‘gie
AR ccporor, Sin S0 Wird
LT U Spgror nmrmmms
SDvonaquhcbgyadluLemBﬂ
nigans toittes w ADSUIF
PACFIC 10Ok o
snapchatp
- mylikes @ s«vlbosnx‘mnnu(c:bmh'lmh

PubMatic ~atve <
(QBidtellect Crushpath BUZZSTARTER. G4 Native¥plista &y brain
oo osnanvetripleliftff: buzzoola R
hl'ﬂ‘?-ﬂeStack/-\dapl {ZJ REACTOR MEDIA A Il Ie) ) sharethrough|
GiN spot uyboll&conm‘nxrm VTENT NE
SXUH\McUpon P eond [/ Shareaholic &
Hooklogic mmve/ ni contentlad|
A ZUMOBI - () manta’ brand
5 reddi 22 0 Chameieotad

Buzztala /L INNOVLO)
UNRULY, hmlnkm:mcnseue cne SPOT .

Optimatic Undertc
ML&. inForm @visibleworld LogpMe:
comvortnediol liquidus tvsquared
Vungle $ virool '* .m-xpommon
1R, i adRise Sightly
SNAPSTUDIO

ki1 P TRENDKITE —&4
Business Wi
o newenir (04 j R  Buen @ -
istaprint’ PR News) )
VO [ (8 D
Vuelio 2edepth SIGNAL
3 o * Burrelles.
mpressa U
criticat ol"‘.(u & ReleaseWire
@Mmention <O>Meltwater & MICKRAK

0P
SRy e o

PP ROSCAPETAPSTREAR@ vOZI0T) TAPLYTICS
ADiCrdgeapp INFORMION MOBILE

[ THUNKABLE built.iof

%‘un |uA:'un¢lu|’deeplmkMomLF LAa

4,
bright o [
| - Freedom Asumuqu gle*(
Parse vesseL 28 ony 3
Neunsﬁpumwv ? Siberiang ataet K
Tlpporee M ) XCarmUpteligert IppS!

vgxzmo&rem m!

zest(we =
kS

oy 52 Campayn,
ot~
ct ‘rach Customer.i
‘m" m%..’ﬁ.‘él.?n“c nmcmgf‘@"',
Honkey # rapidmail
a.o sHmAL g U
lext Kicobox Doppler 7}

B AddThi Dieheaciroh
* SAstvolv\/

Y
..,.. ,T’ e v ooy

VENNGAGE 7 M expert i B oOlapic;
Q cleuawom:
Ochit

Brond:, ”’xnmm

/ (‘ m,drapl«g t»xcnonsb\lﬂ
(L0l  CONTENTRUNNE cup: noment &) Start AFire

(1?‘0 ?lgy:f‘v;m"‘l’:"“ ertopic EngageScenc lnkln‘

Pitochr! es
'MﬂTechSrdm km«!\w. o Lxsta?mrakoonuﬂmlglg&yuvohk xvro/‘ «oo:com

Content
TR by Zomants!

rr < Contentlooss youzign 2013 e PARSE 1

EMANDE A S £ (18 EXPERMENT (]
hhomrem:hUSEn!nAm WicsEencentricBaynot
W CTarow/iHaIANT webtrends il eyequant ™Y
\awnchrock T} Usabitty Tooks €
Whatusersdo|

SELL@ Dinstapage’

anscto nnsonvu
iy 2 o ﬂm Fmonet
i Secrint T STHMFTONTENT ) Vot e Slosknote V1 bbbesdiiue
PE““’O] Lander ] A7Exs€0 knak TBAPT 2] Taenoemon
@ “wwra_n ezoic Qeactful,
e O

Engagenn.
3 Shteimprove g "® Usaviltytiob pvovely’)mo ) SparkPay
st [ oy o A Cavary v Sornolc  Plreet ST gyt @ ears Us

SBMIUSH MO ol GinzaMetrics nouu

POSITIONLY

BRIGHTEDGE % tlogl® Cage-ocur,

bSpit/ Vel |- AGILONE A N
S @ () mautic kitewheel iblueshift!

AR man ONTRASOR? S e
RIGHTON %ﬂmanmmmmm”rmw
Automational

36000 integrate [ Srgecupland (1interakt

©Kohungws o
: R'“"“"’““-u
RedE LEADL.ND(R\edabs.ICnfm SIGNPO! Swrve
A buzzbuilder Command1Q ERKLEevpanmm« “force envoke RAgillic G.manu
—(avnpd\glldn(k llluMadle VARKITUDE GAMOOGAGRBTR e 2w =
. e mm' inatul 7
Shar @
Branbrcge /RTRIA
2eXiem Geoorfiops
Trachor

03 leadliaison
ptavi

"‘MDUIGORACLEI'SD 9‘H'LS’)1;"E;)‘T ﬁ‘

P sion webflow'
“""\'llmsl-lut:Sp;‘&lOslte(ofe'c Telerik -1 Biuetrain o BRIDGELINE Am.
B Microsoft 5001117+ (3 PANTHEON @ O ""‘“W\“ﬂlmhl-m

Tseny’ ©moonfuly SFIGHT

&> cLoue ams Fagal G = contentful
o %x&:ﬂs&re@ Plone \Aa%)?JAD

; IMPRESSPAGES pagemt'ALIFERAY

/> M Medium3? dotCH5
Ty ety Dahggerdoxnmcmm

MOVABLE MEDIAVIsrantDOZovrssin
= 0 qrerCMM

vls: prlnt confen|@ Bissuy
mo ouncxsopom
M

fcadence LALTLY RN :onomelo'

() OPTKIT Hushly £ VALIDATE!

v
aseconds

RY
,?j,,,,,,k..rszw
Nos‘rolwt innakr |

xec

ion M metricK I X1 E
mzednlmlechF(\s ETH|oyoxinteract @"ﬁtwé".ﬁ CALLINEZE
mcalllm(ksem INVOCA™ /i uMaTelSoCaIIMv\DﬂAC o
05 ~ADDSOURCE
"Torminus.. Kwanz00?.

o _MARCH x°callBox
et Bcommoss tlkciosk WO 23
& Kaptainfer Linked [

ENVE Lo ¢ PTG

"‘gmdm t';Altendm':; ";]':;l uevem.sdm c) gvzz%

-num..unq-

W HootsuiteQsoco0o OﬁACLE\
'(1 SOCIOTA }‘aip‘redfas‘t’é"s"
1o foktopos! s
ithium., c mpsy. -, :ﬂ:‘c{ BRANDLE MAVSOCIAL,
EYH® ’“SNWMWR‘

reach @, ) croms: soci
Jfrackur 1 L€xaLYT1c sl dataran
pmsers. Y lﬂm'b"t-sbm'd agonpulse

 Social
tiv<O> Meltwater Meshfire Meds h,o“myw
TEWNESIS] COMMAND: ws‘bewoye‘,sm, Pb?,, e '°

Sociood 2 t NETWORKED
"uul‘m‘es" Wﬁ” P | lin uem.eOsnIpIylnnd: afs
B
<AppAction QuintlyCISION': ssmmsm
‘(a,wmd°n|an1|0n> CrowdRiff T 1 © £ Y3 BIRDEYI 5 AYTEV'
m ~inga’®) Crowdive Gy inst

agress|
SN
MGHTYBELL ‘haughtBuzz
W vymngy oggrm “ﬁ"“ iod B, od sitevitiee 2@ soctally

@antavoy spring| | .|
Ciroiiovemt.
NEXIONS session (m)

Telerson'sy vewavdm

gobal Bloyatty(¥8 Thanx
4 FIVESTARS stvoeth nqcvl-
«iBee A

w Talkabl
Z!beﬂnr.e
T

DmAmcSncmChu‘ e flok citygro [

|VEDISGUSN|NGIGLOOBQ)NEX aill
i VISIONCRITICALMUUTVICO Hlnhl:‘"(; b ’
(R) 2 - SaryiceTick (@) chatra
Y surveyme ¥

com
@dvize @ rcnri o
o MIOOK

ilvochmf-\ H‘q X ﬁ
y D tawk. (eAskNerIy° ualtrics
e & Foshiii:

rantarove
6 my,,mm sn...»....m
N

TOTANGOZUOIQ 1/ success @CLARABRIDGEKANA.
W BLUENOSE Ufjseiocs” usermindF R/ MEDPopleMetricy
JStefia fuse n inSight’ & rimary Intefligence

lengagement logic user Dng(al Genius &) aooun lpcmey
Q@mindtouch| ¥ Swm

Help Seout Eﬂﬂd Pre; act
’%:m;:masr:;a'f""r‘www N e

Source|
Confirmit atero ‘ “,’j;""(unu NTERCOM. =
Brep AL I L R 2 it Y ke " em@mwn Sonptob B s
ORACLE KORAX c-lu-u. S S iding.io| 22 Reachs... wskilljar

w suGarcam methed:cam SELLSYndumeloLmsolve
hy £ M»crosoftms Ot ¢ Nimbie-[E] Salesformics ® tchbuck CT
’ ._nnsunes;anm»a =X "C"ug" ~/ maxmizen 9
— accelo ""C"Mmm, d'ms-'w Vordlies
infor| \ lo BULLHORN'
pmonllmvefvg nCIVICRII
omposity @o 1o9izbon
0gicbox /K e
M Agilec AR~ [LEAD]PRIME 47
) Stk e20 snﬂ"‘v"s‘écw Omur WoRKit) o blo Ceoe ope)
3 i lgclfr ANGLE salesnexus
[hoghe LEAR —c J" X 5 PipelineDeals ) GptO
recdanz Worki Worsbookn tor g m—f@ (urehbmo armaCRM

v £
Crid GoldMine™ @‘ RorseW"Mu« p-aeau as«APFoRceQ Relenta

Commerce & Sales

e \“""“ oﬁsm:m

EagZock
') Placeanie (enle
LeacMaximizerCallidusCloud (8

InsideViews SEISHII’: R e -

, cloze ol smns(mkr
ngorm Aead?:

un brads >m|,'

C)Lynkosmmnlslts Seze0
oreleadsCOMPGUN toofr: ©
Grawlearymw,‘“

"“@ [orce o m-.-fw‘m

AbgmStar /\hgmhﬂmms “m 'Ta
| Commissions .. Qavidia -

medafyPe
S satesons.
incom d r ¢ ERUSCOUT (®MalLin

DA DG bra B :
%u fesbox Dp’“'”&&"‘"“" Km‘rﬁegst
w J BuyerDeck = ptridl P4 charlj

feamgoten U u (iTiboard ks AP DATA| ‘qulubuddyﬂyﬂw

[ Jotlore T3
QBarlI:lance eimiAltocly
aggstar o bo
Podionﬂé;"lﬁ’oﬂiuﬁ""g hm )
g dViey
%mnappm“
cloudiam_ 1)

g(s"LIf\'(‘IHN I—'
% tango Rail
§ sell |te Lawu UPSIWL‘W

flekti
oktign &

eommo eus \cpath
" wgf‘ﬂ—e 00' jit zoovv\,x ym Orckestra
g m conmerce 3 pgosgmm tx.nocomm.«.y,o,u,m
shopware e
d ewwdoelkulrrecan\’“"’o‘ ]

lemonSmndAC UIgWebs; ,
eba(/ACA uulu
enterprise$,

Pinnuclo(’,‘art ?4 nnected
@ SCUARESPACE yanda bacn 2
POWAVER - Nu

¢ Infusion DN,

Sources: CabinetM (http://cabinetm.com), Capterra, G2 Crowd, Google, Growthverse, LUMA Partners, Siftery, TrustRadius, VBProfiles — see http://chiefmartec. com/2016/03/marketlng-technology supergraphic-2016/ for detalls

MAKE THINGS
WORSE.
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CRM. WEB CMS. MOBILE. MARKETING. OMS.
STORES. CONTACT CENTERS. ETC.

COMPLEXITY
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Different tools for different tasks,
complex integration limits possibilities

Inconsistent behavior on systems
with different logic

Data is often out of date, siloed,
or ignored/unutilized

Businesses have more and more tasks
across different systems

()
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Single Channel O 0 Omni Channel
O

Boston Retail Partners, https://bostonretailpartners.com/unified-commerce-is-the-goal/, March 23, 2016

Nirvana

Multi Channel Unified Commerce

© 2017 SAP SE or an SAP affiliate company. All rights reserved. | 13



https://bostonretailpartners.com/unified-commerce-is-the-goal/

EXPERIENCE MANAGEMENT
I

COMMERCE BILLING MARKETING SERVICE SALES

Omnichannel commerce for B2B and B2C industries

BN 5 20
wre) Lo g 7Y 805

Deliver Exceptional Be Consistent Serve Relevant Empower React to Market
Experiences Across Channels Content in Real-Time Buyers Change with Agility

DATA & PROCESS MANAGEMENT

© 2017 SAP SE or an SAP affiliate company. All rights reserved. | 14



Become an omni-channel business

B2C, B2B, B2B2C, or
global marketplace

Omni-channel commerce
platform that supports all
digital and physical
touchpoints like web, mobile,
chat, in-store, etc.

(9 hybris software

An SAP Company

Comprehensive
capabilities for order
management and
fulfillment

Easy-to-use tools and
cockpits to manage and s -

promote your products 4 SCH/_\LELLEN
" ..PRAZISEN

Agile, flexible, and extensible architecture

© 2017 SAP SE or an SAP affiliate company. All rights reserved.
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Deliver contextual customer experiences

Dandridge Jacket Womi 'n

.....
— o o e s e o e e e e o NG e ~ — o —

Gain customer
intelligence by
combining multiple
data sources and
using machine
learning

Deliver relevant content,
offers, recommendations
at the right time using
digital platform powered I
by machine learning

Design the customer
experience with
easy-to-use tools

Use loyalty program
to power customer
advocacy

Effective and impactful remarketing to
increase conversion

© 2017 SAP SE or an SAP affiliate company. All rights reserved.
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Attain go-to-market agility

Easy-to-use tools to manage
and promote your products

- o i Comprehensive
capabilities to support
all your commerce
requirements

(9 hybris software

An SAP Company

Pre-packaged and configured
core capabilities for easy
deployment and quick start

Built to scale as your
business grows

4 SCHNELLEN
[ . .PRAZISEN

Flexible cloud platform

© 2017 SAP SE or an SAP affiliate company. All rights reserved.
20






