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Mega trends driving the need to build 

trusted customer relationships

Transparency 

& Control

Personalized 

Omni-Channel 

Experience 

Consumer 

Privacy

Trusted Customer 

Relationship
Customer Data
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4th Generation of establishing customer relationships

Offline Relationships
Digital Relationships

Personalized

Relationships

Trusted

Relationships

TODAY



Then Now

Customer Data Enterprise-owned Customer-granted

Channels Web Web, Mobile, Bots, IOT

Identification Probabilistic Deterministic

Privacy Compliance Limited Comprehensive

Business Model Product Sales Lifetime Service

Building Customer Relationships have become complex
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Consumers now own and control their data

Data Collected

VS.

Social DataConnections

Device 

Data

Likes &

Interests

Registration

Data

Behavioral 

Data

Location 

Data

Profile Data

Individual Rights

The right to

restrict processing

The right to 

rectification

The right to 

object

The right of 

access

Rights in relation to automated 

decision making and profiling

The right to

be informed

The right to

data portability

The right to

erasure
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Need: Building trust into the customer journey  

Consideration Conversion Retention AdvocacyAwareness
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Need: Building trust into the customer journey  

CONVERTCOLLECTCONNECT
users to brands consent and preferences users into brand advocates

Consideration Conversion Retention AdvocacyAwareness
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Introducing:  SAP Customer Data Cloud

CONVERTCOLLECTCONNECT
users to brands consent and preferences users into brand advocates

Consideration Conversion Retention AdvocacyAwareness

Customer 
Profile

Customer 
Identity

Customer 
Consent
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SAP Customer Identity:  Identify customers across channels & devices
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SAP Customer Consent:  Build trusted relationships with transparency 
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SAP Customer Profile:  Orchestrate profile, preferences and consent

Email 

Marketing
Data Management 

& Ad Serving

Ecommerce 

& CMS

Recommendation 

& Personalization
Web 

Analytics

Master Data 

Management

Marketing

Automation

SYSTEM

DATA

CONSENT

DATA

CUSTOM

DATA
1ST PARTY 

DATA

50+ pre-built integrations ~4M Integration jobs in Q1 2018



Service

Cloud

Sales

Cloud

Marketing 

Cloud
SAP 

C/4HANA

Customer Data Cloud

Open EcosystemHarmonized

User Experience 

Platform 

Services 
Extensibility 

and Integration

Commerce 

Cloud

End-to-End         

Processes

Suite Intelligence 

and Analytics

Business and Master 

Data Services

5 Clouds and 7 Suite Attributes



A Year in Review
SAP Customer Data Cloud
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SAP Customer Data Cloud

Recent areas of investment

Investing in the leading Customer 

Identity Management (CIAM) solution

Building the framework for the  

customer view

Building trusted customer 

relationships through transparency 

and control
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Preference and consent capture

SAP Customer Data Cloud

SAP Customer Consent for managing preferences and consent

Present and collect 

consent from the 

customer in a transparent 

and compliant way

Configure

Present
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SAP Customer Data Cloud

SAP Customer Consent for managing preferences and consent

Automate reconsent to 

keep the customers 

consented to the latest 

policies

Update

Reconsent

request

Version control 
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SAP Customer Data Cloud

SAP Customer Consent for managing preferences and consent

Store the consent actions 

within the consent vault for 

7 years

Version control 
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SAP Customer Data Cloud

SAP Customer Consent for managing preferences and consent

Orchestrate changes in 

consent and preferences to 

downstream systems

Accurate and governed records

Preference

changes

SAP Marketing Cloud

Orchestrate
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SAP Customer Data Cloud

SAP Customer Consent for managing preferences and consent

Put control back in the 

customers’ hands with the 

enhanced preference 

centers

Self-service preference center
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SAP Customer Data Cloud

Updates to the customer view in our identity, consent, and profile solutions

▪ Recent investment in 

improving the customer 

management and view of the 

customer

▪ View the current state of 

consent and preference and 

manage them within the portal

▪ View the complete history of 

consent and profile changes
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SAP Customer Data Cloud

SAP Customer Identity enhancements

▪ Bring-your-own-identity (BYOID) 

enhancements

▪ Support for:

 WeChat (Web, iOS, Android)

 Naver

 Kakao

 DocCheck
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SAP Customer Data Cloud

SAP Customer Identity enhancements

reCAPTCHA

▪ Invisible reCAPTCHA and v2

▪ FunCaptcha for use in 

China*

Connector updates

▪ Updates to Magento, 

AEM, WordPress, Drupal, 

and more connectors

OpenID Connect

▪ Enhancements to OpenID 

Connect with customer 

scopes and claims
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Deliver transparency and control with 

SAP Customer Consent

Enable trusted B2B engagements with 

SAP Customer Data Cloud

Extend the value of customer data 

Open Data Initiative  Front to 

Back Office

3 Big Things



SAP Customer Consent
The Present
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Trust is a currency 

earned through 

transparency and 

control

Trust

Risk
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1.3 BILLION
Global Consent Transactions

Since the Launch 

in Q4 2017…
7 year consent vault
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SAP Customer Consent for managing preferences and consent

SAP

Consent Vault

Self-Service 

Preference Center

Accurate and 

Governed Records

Preference & 

Consent Capture

Version Control
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And it doesn’t stop there!

LAUNCH

• Capture

• Reconsent

• Consent Vault

UPDATE

• Multi-Lingual Purpose

• Tags

UPDATE

• Legal Document

• Consent Status Page

UPDATE

• Entitlements

• Privacy History Page

UPDATE

• Lite Account 

Preference Centre

PLANNED

• Legal Document 

Management

Beyond…

2018
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Let’s see it in action…



SAP Customer Data Cloud for B2B
The Future
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Business users expect 

organizations to understanding 

their unique needs

Expectations are high

100%

0%

B2B B2C

89%

72%



Understanding the Differences

VS.

Buyer

Transactions

Personalization

Privacy Compliance

Business Model

Moderately Informed

High Volume; Low Value

Me-focused

Limited

Sell To

Highly informed 

High Value; Low Volume

Business-focused

Comprehensive

Sell Thru

B2C B2B
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With distributed 

organizations, securing 

resources is critical

Consent and 

preferences still apply, 

businesses are at risk

Organizations can’t 

afford to underdeliver

!
?

Challenges Facing Businesses

!

!

!
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SAP Customer Data Cloud  for B2B

First Party, Consent and Preference Drive Profiles

ORGANISATIONAL

STRUCTURE

IDENTITY

FEDERATION

ATTRIBUTE BASED 

ROLE MANAGER

DELEGATION & 

PROVISIONING

Foundational



Connecting the End-to-End Customer Journey
Research in Progress
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The Customer Data Challenge

Customers often have a 

disjointed experience 

across the entire journey

The average business has 16 

silos of customer data

With 5,300+ marketing 

technology solutions, the 

problems aren’t getting easier
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Open Data Initiative – Reimaging Customer Experience

One Data Model

Customer ownership and control

AI-driven business outcomes

Open and extensible
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Customer Data Cloud - Creating the Unified Customer View

Resolve customer data Highest levels of data 

quality possible

Gather the 360 view of 

the customer

Source of truth for 

trusted, unified persons 

profile for the front and 

back office

Connect both SAP and 

3rd party solutions
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Connecting the Front to Back Office for the Entire Customer Journey

SAP Customer Data Cloud

SAP Marketing Cloud SAP Commerce Cloud SAP Sales Cloud SAP Service Cloud

SAP Cloud Platform Master Data Services

S/4HANA MDG 3rd Party …

Transformation

Company Owned Data

Customer Owned Data
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Adrian Nash
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