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Modernizing Customer Service
with SAP Service Cloud V2

A future Marionnaud Service Center on SAP BTP — built as a template for multiple 
Business Units.

Omar El Ferachi ·  Group Senior Manager, Marionnaud   ·   in partnership with KPS
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C O M P A N Y  I N T R O D U C T I O N

An omnichannel health & beauty retailer

85% buy across online AND

offline channels (O+O)

71% of the customer base

is female

~50 average age · strong in

fragrance & skincare

K E Y  CU S T O M E R  S E GM E N T S

VIP Highest value, ~76% contactable, loyal since 2012–16

Loyal Regular, engaged online & offline

Regular Largest tier (~41%), steady purchasers

One-off Single-purchase, to be retained

New Recently acquired, to be grown

THE  MAR KET I S SH IFTING O NLINE  — O MNICH ANNE L SE RV ICE  IS NO LO NGER  O PTIO NAL

2017

22% online

2024

51% online

2029e

62% online

Market

~$69bn beauty-tech (2024)



A B O U T  K P S

Europe’s leading partner for digital transformation

K P S  A T  A  G L A N C E

400+
successful projects in CX & ERP

1000
consultants across Europe

25+ yrs
of customer & partner relationships

90+
awards & recognitions

14
locations in Europe

2000
year founded

T R U S T E D  B Y  L E A D I N G  B R A N D S

Marc O’Polo    ·    Harrods    ·    GLOBUS    ·    CHRIST    ·    s.Oliver    ·    Coca-Cola    ·    Elkjøp
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C U S T O M E R  J O U R N E Y

Multiple touchpoints, one expectation

The journey is no longer linear — it moves across store, digital and service channels, and the customer expects us to know them 
instantly.

Customer

Omnichannel shopper

Channels

Store · Phone · Email · Chat · Social · Web

Service agent

Unified SSC workspace

Resolution

Case closed + email

TYPICAL SERVICE INTERACTION  (SAP Servi ce Cloud + S inch Contact Pro)

1

Receive call / email / 
chat

2

Identify or create 
customer

3

Open case + auto-
carried notes

4

Follow guided 
workflow

5

Resolve

6

Send closing email

For identified customers, the agent instantly sees customer data, loyalty information and past interactions (sorted by media) .
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B U S I N E S S  C H A L L E N G E S

From 5–6 tools to one 360° workspace

The issue was not a lack of data — it was fragmented data, fragmented tools and a manual process stitched across systems.

BEFORE — manual, across 5–6 tools

Customer calls Avaya

Call interaction created Call-center CRM

Ticket created · loyalty lookup CRM · Siebel

Inbound email IEM

Web order info / refund Hybris · Service Cockpit

Cross-team request copy/paste ticket → email

Logistics ticket & follow-up Jiminy (ex-Excel)

AFTER — one platform

SAP Service Cloud v2  +  Sinch Contact Pro

✓ One workspace, one case flow

✓ One customer 360° view

✓ Shared visibility across Customer Care

✓ Ticketing internalized in-house

NOW A LS O HA NDLED IN ONE TOO L

Cosmetovigilance cases · stock by store · mass 
emailing
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S A P  T E C H N O L O G Y

Why SAP Service Cloud V2 on SAP BTP

Not just a ticketing tool — the core platform to unify customer visibility and orchestrate service actions on a clean, flexible core.

C H A N N E L S

Phone · Email · Chat · Store · Social

SAP B USINESS TECHNOLOGY PLATFORM

SAP SERVICE CLOUD V2

Unified dashboard · 360° overview of customer contacts

Sinch · Contact Pro KONG / backends SAP Cloud Integration Custom microservices

W HY  A  CL E A N  C O RE

Process complexity

New technologies

Constant business change

→ a flexible core we can adapt fast, without heavy replication.

DESIGN PRINCIPLES & WHY

✓ Standard SAP where possible

✓ Load real-time data on demand, minimal replication

✓ Unique customer profile & O+O view

✓ Internalize Service-Client ticketing
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R E S U L T S

How we delivered — and the value

Live in production since May 2025. Here is the value we target — and the approach that got us there, built standard-first with KPS.

ESTIMATED BUSINESS VALUE  (i nterna l targets )

2–3 min
saved per call

~2 staff
potential savings

1.5%
upsell on calls

2.1 yr
estimated payback

HOW WE  PROCEED ED

1

Specify
Service-Client needs

2

Build standard-first
(clean core) + KPS

3

Integrate
Sinch & Outsourcia

4

Test
end-to-end

5

Train agents &
change management

✓

Go-live
May 2025

IN PRODUCTION SINCE MAY 2025

Running and iterating with the Service-Client team

PROJECT TEA M

PM Chloé Lefur · Business N. Vittori & F. Djabeur · Integrator 
KPS



6
L E A R N I N G S

What we learned — and our advice to you

Start from the business journey, not the tool

Begin with the service process and customer pain points before 
the technology.

Keep a clean core, integrate smartly

Standard SAP, real-time on-demand data and minimal replication 
preserve performance and agility.

Change management matters as much as build

Onboarding Outsourcia agents and business teams is an explicit, 
planned step.

Think template and reuse from day one

Start with France; design microservices and integrations the 
other BUs can reuse.

O U R A D V I CE  T O  T H E A U D I E N C E

Start with a clear business 
problem

Simplify the agent experience Avoid a new layer of 
complexity

Design for reuse and rollout
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F U T U R E  P L A N S

A phased capability roadmap

Not a local implementation — a scalable service model with reuse potential, broader rollout and future automation.

P HA S E  1

Core service (go-live)

– Customer, order & loyalty info

– Interaction, ticket & task creation

– Receive calls / emails / chat

– Outbound calling & emailing

– Ticket, supply-chain & back-office 
mgmt

P HA S E  2

Extended capabilities

– Insider: promotion & marketing data

– Refund / return handling

– BI integration with EDP

– Case rejection · two-way customer 
updates

– RTS 2.0 integration

F U T U RE

Scale & automate

– Rollout to MIT / MCH / MAT

– AI capabilities & automation

– Unify the customer 360 vision

– Accelerate service with SAP SSC V2
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F U T U R E  P L A N S

Template approach & guidelines

Six principles that guide how we build once in France and scale the core across every Business Unit.

Start with France

France gets a new solution and a new way of 
working first.

BUs keep their systems

Other business units keep their current 
implementation until the basics are developed.

Involve every BU early

Other Business Units are involved from the 
beginning to share the progress.

Parallel, aligned rollout

The rollout runs in parallel with the Marionnaud 
project, aligned with Asia / Benelux.

Reusable building blocks

Microservices and integrations can be reused by 
the other business units.

Build only what is new

Only new or special microservices are built by the 
further business units.
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F U T U R E  P L A N S

A template built for reuse across Business Units

The Marionnaud Service Center is designed as a template: build once in France, reuse the core elsewhere.

Start with France

New solution, new way of working

Align Asia / Benelux

Rollout plan set up in parallel

Roll out to BUs

MIT · MCH · MAT reuse the core

Scale with AI

Automation & new capabilities

HOW THE TEMPL AT E WORK S

Reusable building blocks

Microservices and integrations are built once and 
reused; only new or special ones are built per BU.

Involve every BU early

Other Business Units are involved from the start 
and keep their current systems until the basics 
are ready.

Parallel, aligned rollout

The rollout plan runs in parallel with the France 
project and in alignment with Asia / Benelux.



THANK YOU !

O u r  a m b i t i o n

Unify the 360° customer view, simplify the agent 

experience, and build a scalable service template for the 

future.

Omar El Ferachi · Marionnaud Digital / IT · oelferachi@marionnaud.com

David Hendricks · Associate Partner KPS · david.hendricks@kps.com 
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Program after break: 

Plenary Room The Green Room The Expert Room 

15:15 Biobest Agrifirm SAP Expert Session
Sponsored by: Donna Sponsored by: Elision

Frictionless Voice AI for Field Sales: How Biofirst Increases 
Frontline Productivity and Elevates SAP Sales Cloud Adoption

Agrifirm from Sales for Marketing Driven   Organization 
– SAP Emarsys (B2B) 

Unified Commerce and Loyalty: The New Growth 
Engine for Customer Experience 
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