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Download the app from 
iPhone App Store or Google Play.

Take the session survey.
We want to hear from you! 

Complete the session evaluation for this session 
iENT205 on the SAP TechEd mobile app.
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The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission of SAP. 
Except for your obligation to protect confidential information, 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 presentation or any related 
document, or to develop or release any functionality mentioned therein.
This presentation, or any related document 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 
presentation is not a commitment, promise or legal obligation to deliver any material, code or functionality.  This presentation 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 presentation is for informational purposes and may not be incorporated into a contract. SAP 
assumes no responsibility for errors or omissions in this presentation, except if such damages were caused by SAP’s intentional 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.

Disclaimer
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The experience gap and XM

XM integration use cases
 Customer Experience
 Employee Experience
 Product Experience

Cross analytics integration with 
SAP Analytics Cloud

XM integration patterns

XM integration architecture

Agenda
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The Experience Gap

80%
of CEOs believe

they are delivering a superior 
experience…

of customers
agree

8%

Bain & Company via Craig McVoy, CCXP: https://medium.com/@CMcVoy/80-of-ceos-believe-they-deliver-superior-customer-experience-661efabd16b0 

https://medium.com/@CMcVoy/80-of-ceos-believe-they-deliver-superior-customer-experience-661efabd16b0
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*Innosight Exec Briefing 
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Fusing X and O to power and transform the Experience Economy
- Partners play a VITAL role in bringing this vision to the market.

77% of the world’s 
transactions across 25 
industries touch SAP systems

1.8B experience 
touchpoints run on Qualtrics
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We enable a world-class partner Ecosystem 
that brings Experience Management 
innovation to our shared customers.

Mission
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QDP Core Tech Tenets
• Power Users, System Integrators, Partner Developers, IT 

Developers, Independent Software Vendors and more.Target All Developers

• Enable Developers to build and extend the Qualtrics platform. 
We build our products on top of our APIs leveraging our 
platform and accelerating developer time to value.

API First

• “Meet the Client where they are.”Open Means Open

• We win when our partners and customers win. Engrain the 
ecosystem value throughout the client life cycle.

Empower Partners and 
Enable the Ecosystem
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What is the Qualtrics Developer Platform?

XM EXTEND
-Independent Software Vendors

SDKs to extend the capabilities of the XM Platform through 
integration plugins and reusable components 

XM CREATE
-IT Developers, Partner Developers

APIs to create Experience Management Applications, 
allowing you to address unique customer requirements

XM BUILD
-Power Users, System Integrators

Out-of-the-box configuration to deploy standard XM 
Platform offerings to meet customer needs

XM EXTEND

XM CREATE

XM BUILD
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The XM connecting the X’s and O’s

What’s happening
Insights from day-to-day 
operations, like sales, finance, 
win rates, time to close. 

O-data helps you run your 
business and take action.  

Why things are 
happening
The human factor: beliefs, 
emotions, and sentiments. 

X-data helps to uncover what 
matters most to customers, 
employees, products and brands.
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Agenda

The experience gap and XM

XM integration use cases
 Customer Experience
 Employee Experience
 Product Experience

Cross analytics integration with 
SAP Analytics Cloud

XM integration patterns and architecture
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SAP Customer Data Cloud & Qualtrics XM Directory

 Out-of-box connection between Qualtrics 
XM Directory and SAP Customer Data 
Cloud

 Maintain customer master data in one 
place and always in sync

 Bring in customer profile data to run XM 
programs(CX, EX, PX, BX) and target 
specific users in Qualtrics XM to get 
feedbacks on important digital journeys 

 Engage and collect customer data and 
feedbacks with consents

 V2: publish XM-data back to SAP 
Customer Data to supercharge marketing, 
sales, commerce and service use cases

SAP 
Marketing 

Cloud

SAP 
Commerce 

Cloud

SAP 
Customer 

Data Cloud 
(Gigya)

SAP Sales 
Cloud

SAP 
Service 
Cloud

SAP C/4HANA

Qualtrics XM Directory

1.8B+ profiles
643M+ touchpoints

1.7B+ identities
2.1B+ consent records

V1. ETL Process

V2. Webhooks / Real-time
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Qualtrics CX and C/4HANA integrations via Cloud Platform Extension Factory

Qualtrics APIs & Developer 
Platform

• Create transaction batch 

• Create mailing list 

• Create transaction & contact 

• Create distribution & link

• Collect XM responses

• Workflow through action 
platform

SAP Commence Cloud
• Order created events

• Omni commerce cloud 
(OCC) APIs

• Execute campaign & 
discount

SAP Service Cloud
• Create service tickets

SAP Litmos
• Update training courses

SAP C/4HANA

Lambda Functions

• Initialize a survey based on 
order details

• Trigger campaign creation

• Trigger service ticket creation

• Trigger content update and 
course assignment

SAP Cloud Platform 
Extension Factory



Demo
Shopping experience improved with 
SAP Commerce Cloud and Qualtrics CX
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Unidentified 
to Identified 

Contact

Lead

Opportunity

Quote
Order

Contract

Fulfillment

Invoicing

*(simplified view, not all 10 shown)

• Qualtrics XM Directory
• SAP Customer Data Cloud

Engage and collect customer data and 
feedback with consent 

• Qualtrics CX Marketing
• SAP Marketing Cloud

Personalized in-the-moment 
marketing

• Qualtrics CX Commerce
• SAP Commerce Cloud

Best in class personalized e-commerce 
experience
Consistent high quality product records

• Qualtrics CX Sales
• SAP Sales Cloud

Deal score, Cross-sell/upsell analysis
Sales Automation Web to Lead 

• Qualtrics CX Customer Service
• SAP Service Cloud

Post support feedback & closed Loop
Field service feedback

Customer Experience Use Cases

Business process extensions 
through Cloud Platform 
Integration and Extension Factory

Root cause analysis using X+O 
data and integration with 
SAP Analytics Cloud
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Agenda

The experience gap and XM

XM integration use cases
 Customer Experience
 Employee Experience
 Product Experience

Cross analytics integration with 
SAP Analytics Cloud

XM integration patterns and architecture
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 $11 Billion is lost annually due to employee turnover (Source: Bureau of National Affairs)

 56% of not engaged and 73% of actively disengaged employees are looking for jobs or watching for 
opportunities (Source: Gallup)

 47% of people actively looking for new positions say company culture is the main reason (Source: Hays)

 76% of employees who do not feel valued are looking for other job opportunities (Source: Lifeworks)

 90% of executives said keeping new hires is an issue in their organizations (Source: Korn Ferry)

Employee Experience matters
Why you can’t afford to ignore employee engagement?

https://www.forbes.com/sites/victorlipman/2013/01/18/why-are-so-many-employees-disengaged/#54d9f18b1e22
http://news.gallup.com/businessjournal/204248/star-employees-slipping-away.aspx
https://www.hays.com/press-releases/us-workers-willing-to-compromise-on-salary-for-the-right-benefits-company-culture-and-career-growth-opportunities-2030744
https://join.lifeworks.com/supporting-todays-employees/
https://www.kornferry.com/futurestep/futurestep
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Experience Management for Employees

Challenges Outcomes

 Disengaged workforce holds the organization 
back from achieving business goals

 Lack of visibility into operational and experience 
data limits effective decision making

 Insufficient performance and career progression 
feedback to employees from their managers

 Inability to create conversations with employees in 
relevant ways

 Improved employee engagement, experience, and 
increased employee productivity

 Reduced attrition, higher revenue and increased 
customer satisfaction

 Performance goals aligned to business objectives to 
drive results and increase profitability

 Retain valuable employees by providing continuous 
performance feedback
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 Research
– Digital intercept in Career Site Builder

▫ Where in your process are you?
▫ Are you finding what you need?
▫ Intercept Metadata

 Apply
– Digital intercept after application is complete

▫ How did the application go?
▫ Did you have the information needed?

 Interview
– E-mail Survey at the completion of interview

▫ Did you feel welcome?
▫ How excited are you about opportunity?
▫ Feedback on interviewers

 Decide
– E-mail Survey at job offer acceptance

▫ What influenced your decision
▫ What else were you considering?
▫ Did the process meet your expectations?

Recruiting candidate experience touchpoints
Module specific use cases
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Planning

Recruiting

Onboarding

Compensation

Benefits 

Learning Performance

Job Change 
or Exit

Employee Experience Use Cases

• Qualtrics Core XM
• SuccessFactors Recruiting

Candidate Experience

• Qualtrics EX Engagement
• SuccessFactors Onboarding

New Hire Engagement

• Qualtrics Core XM & 360
• SuccessFactors Learning

Training Program Evaluation
• Qualtrics EX Engagement
• SuccessFactors Talent

Action Planning and Goal 
Assignment

• Qualtrics EX Benefit Optimizer
• SuccessFactors Compensation & 

Benefits

My Total Rewards

• X+O Insights in Analytics
• Conversational flows

Employee Lifecycle Changes 
and Updates
• Qualtrics EX Employee 

Lifecycle
• SuccessFactors

• Employee Master Data Integration
• Integrated Administration

• Employee Pulse Survey
• Deep Integration of Qualtrics 360
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Agenda

The experience gap and XM

XM integration use cases
 Customer Experience
 Employee Experience
 Product Experience

Cross analytics integration with 
SAP Analytics Cloud

XM integration patterns and architecture
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Product Experience Use Cases
SAP S/4HANA Cloud for Intelligent Product Design (IPD) with Qualtrics PX

By combing the insights from X-Data and O-Data, Product Managers can act to incorporate requirements 
into development lifecycle and improve product market fit: 

 Feedbacks collections into requirement acquisition of SAP S/4HANA IPD  through Qualtrics XM

 Consolidated and categorized feedbacks transfer to Enterprise Architecture Designer (EAD) requirement model

 Impact analysis for the consolidated feedback in IPD and subsequently add to the product Bill of Material (BOM)

SAP IPDSAP IPDSAP IPDQualtrics PX

Consolidate Feedback into 
Engineering Requirements

Collect Customer 
Feedback via Qualtrics 

Import  Feedback into 
Intelligent Product Design

Manage products with model-
based systems engineering



Demo
SAP S/4HANA Cloud for Intelligent Product Design with Qualtrics PX
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Requirements Acquisition with SAP Intelligent Product Design and Qualtrics PX 
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Recorded Demo & Click through Demo

Design to Operate(D2O) Demo

https://vimeo.com/333288765
https://d2oteched.d381q0swnwj9ex.amplifyapp.com/
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XM integration use cases
 Customer Experience
 Employee Experience
 Product Experience

Cross analytics integration with 
SAP Analytics Cloud

XM integration patterns and architecture
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 Account Based Marketing – plan and refine marketing campaigns launched for specific target 
groups, analyse the impact of marketing spends on spotlight accounts

Qualtrics & SAP Analytics Cloud Integration
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Account Based Marketing (ABM) Demo flow

Qualtrics:
Create Net Promoter Score 
CXM program

Qualtrics:
Enable tracking on account 
level as URL parameter

Qualtrics:
Publish and distribute 
survey via URL

Marketing Cloud: Design 
email content, add URL link 
and bind account ID

Marketing Cloud: Run email 
campaign to invite key 
contacts of ABM account

Analytics Cloud: Use SAC 
to analyze success of ABM 
programs based on 
X and O data 

Analytics Cloud: NPS 
comparison, SAC to auto 
detect similar accounts 
(smart grouping capability)

Analytics Cloud: Natural 
language based ad-hoc 
analysis (search to insight 
capability)
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Qualtrics CX SAP Marketing Cloud

Expert-designed 
XM Program

Get XM program up and 
running faster with ready-to-use 
content

Design personal mails, landing 
pages, messages Content Studio

X-Data Collecting
Mail, Web, SMS, Social, In-
App, Offline, QR-Code + 
intelligent triggers

Multi-channel journey 
management

Marketing 
Automation

Domain Templates
NPS, digital CX, customer 
analytics, market segmentation, 
brand tracking 

Enrich customer 360° profile 
with experience data

360° Profile + 
Segmentation

iQ Platform Text analysis, sentiments, 
churn predictions, propensities

Lead scoring and insights in 
SAP Analytics Cloud Scoring and Analytics

SAP Marketing Cloud & Qualtrics CX 

Behavioral and Sentiment 
Analysis

Segmentable Attributes PersonalizationProfile Enrichment



Demo
Account Based Marketing (ABM) with SAP Marketing Cloud, Qualtrics 
CX and SAP Analytics Cloud
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Integration Patterns

UI Integration Data Integration Process Integration Master Data & Identity 
Integration

• SuccessFactors 
enhances the employee 
experience to incorporate 
feedback & sentiment at 
every moment that 
matters through the 
whole employment 
lifecycle

• S/4HANA users can give 
feedbacks directly in Fiori 
shell bar by embedding 
Qualtrics applications

• SAP Customer Data 
Cloud(Gigya) integrates 
with Qualtrics XM Directory 
to exchange customer 
profile data with consents 
and enable new business 
opportunities in 2019

• SAC Connector and pre-
defined analytical contents 
enable cross analytics use 
cases with immediate 
business values for joint 
customers

• SAP Commerce Cloud 
integrates with Qualtrics 
CX leveraging Cloud 
Platform Extension 
Factory(XF) for event-
driven business process 
extensions

• SAP Marketing Cloud 
integrates with Qualtrics 
through Cloud Platform 
Integration(CPI) and 
leverage XM insights from 
Qualtrics for segmentations  

• Qualtrics integrates the 
employee master data 
through the Master Data 
Service for Workforce 
(MDW)

• Qualtrics integrates 
with Cloud Platform Identity 
Authentication Service 
(IAS) for identity 
authentication and Single 
Sign-on for joint customers
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 Access SAP TechEd Learning Journeys
 Discover related learning content

 Watch webinars of SAP TechEd lectures

 Learn about SAP’s latest innovations with openSAP
 Collaborate with SAP experts
 Self-test your knowledge

 Earn a SAP TechEd knowledge badge

Continue your SAP TechEd 2019 Learning Experience 
Join the digital SAP TechEd Learning Room 2019 in SAP Learning Hub

http://learninghub.sap.com/teched
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Access replays
 Keynotes
 Live interviews
 Select lecture sessions
http://sapteched.com/online

Continue the conversation
 Read and reply to blog posts
 Ask questions
 Join discussions
sap.com/community

Check out the latest blogs
 See all SAP TechEd blog posts
 Learn from peers and experts

SAP TechEd blog posts

Engage with the SAP TechEd Community 
Access replays and continue your SAP TechEd discussion after the event 
within the SAP Community

http://sapteched.com/online
https://www.sap.com/community.html
https://blogs.sap.com/?s=SAP+TechEd
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More information

Related SAP TechEd Learning Journeys
 iENT1 - Deliver the Intelligent Enterprise along key end-to-end processes
 iENT2 - Innovate and transform your business processes with cloud solutions from SAP

Related SAP TechEd sessions
 iENT204 - Experience Management Solutions from SAP for Developers
 iENT104 - Achieve Product Market Fit with Experience Management Solutions from SAP
 iENT105 - AI for Experience Management Solutions from SAP
 87 - Qualtrics (XM) Integration with SAP C/4HANA Extensibility

Public SAP Web sites
 SAP Experience Management: https://www.sap.com/products/experience-management-xm.html

https://www.sap.com/products/experience-management-xm.html


Feedback Contact for further topic inquiries
Please complete your session evaluation 
for iENT205

Thanks for attending this session. 

Vernon Hui
Head of Engineering Services (ES) and Developer Platforms 
& Ecosystems Engineering (DPEE), Qualtrics
vernon.hui@sap.com

Eric Du
Enterprise Architect of Intelligence Enterprise and X+O, 
Cloud Business Group
eric.du@sap.com

mailto:vernon.hui@sap.com
mailto:eric.du@sap.com
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www.sap.com/contactsap

Follow us

https://www.sap.com/copyright
https://www.sap.com/registration/contact.html
https://www.linkedin.com/company/sap
https://www.youtube.com/user/SAP
https://twitter.com/sap
https://www.facebook.com/SAP


53PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

 Online Store Performance – Events like Cart Abandonment or Checkout in your online store can 
be used as signals to understand user sentiment and correlate this to Revenue Growth. Analyse 
additional influencers in Analytics to make informed decisions

 Service Optimisation – Receive feedback on service interactions, analyse key drivers and 
suggest corrective measures

Additional Qualtrics & SAP Analytics Cloud use cases
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Online Store Performance
Back to use cases
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Service Optimisation
Back to use cases
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