
PUBLIC

SAP Connect Day for Customer Experience
May 12th | Quartier Papier, Brussels

Soufian Hadouch
Digital & Integration Director

at Orange

&



2 Orange Restricted

Orange Restricted

Orange Belgium

 “How we transformed a fragmented customer 

journey into a seamless, scalable, and business “ 
value-driven digital experience.”
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Agenda

01

02

03

04

Building the first digital foundation-Zuny case

From fragmented journeys to unified digital 

experience - VOO case

Scaling and reusing the digital assets - Orange 

case

Reasons of success & conclusions
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Zuny case | Context

Launch a B-brand to target millennials

Go-live within less than one year

100% digital offering

▪ Online acquisition and payment 

▪ Self-service 

▪ Chat 

▪ Mobile-first website 
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Zuny case | Building the first digital foundation - Zuny case

Website
CMS

Sales funnel Selfcare

VOO BSS/OSS Stack
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Zuny case | The results
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VOO case | Context

BUSINESS OBJECTIVES

DIGITALIZE THE CUSTOMER 

RELATIONSHIP

INCREASE AUTONOMY 

(SELF-SERVICE)
ACCELERATE 

TIME-TO-MARKET

Customer journey

Historically complex and 

siloed customer journey

Low autonomy Scaling offerings

Low customer autonomy 

(dependent on call centers)

Difficulty scaling offerings 

(multi-product, multi-channel)
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VOO case | From fragmented journeys to unified digital experience
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VOO case | The results

First in Belgium

SAP Customer Data Cloud SAP MarketingSAP Commerce Cloud
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Build a high-performing and flexible 

digital platform.

Integrate innovative solutions such as:

Mastery of Technologies and Applications 

In-House

Digital framework to be used for more 

than Digital (Unified Front-Office, agent 

channels…)
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▪ Competitive market with agile digital 

players.

▪ Need for convergence and an 

omnichannel experience for customers.

▪ Need for a digital but highly personalized 

service.

I
N

T
E

R
N

A
L

C
O

N
T

E
X

T
 

▪ Reorganized Structure: VOO acquisition 

redefined IT, with emphasis on the digital 

team.

▪ Team Expansion: New roles enhance in-

house development to support systems.

▪ Multi-Brand Collaboration: IT aligns to 

meet diverse business and brand needs.

Orange case | Context
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Hybrid Model 

Digital Transformation 

eShop

▪ Develop a complete and 

seamless shopping 

experience. 

▪ Automate orders with 

SAP

▪ Advanced KYC solution

▪ A robust customer 

identity and access 

management tool

▪ Enhance My Orange/ My 

Hey! Web/App interfaces. 

▪ Reduce resolution times 

through advanced digital 

services.

Customer 

Identification
eCare

Buy Make

Orange case | Scaling and reusing the digital assets
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Alt channel –

ressellers

Hey e-shop Orange eshop B2B e-shop

Identity 

Management 

B2B/B2C

Orange case | An ambitious Roadmap 2024-2027

Delivered In progress
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We did not only digitize customer journeys..
We progressively built the Digital Backbone enabling Orange Belgium to operates as a modern Omnichannel company.

Conclusion | The reasons of success

Very skilled 

team 

Focus on the 

what & how

Business 

challenge

Transparent & 

trusted partners 

relationship 
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