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with customers in real time
Making personalized connections with
customers in real time

Constantly connected to laptops, tablets, and mobile devices, today’s
customers are always a click away from product reviews and information
on the pricing of your competitors. Empowered by this information, they
live in the moment and expect real-time, personalized connections with
the companies they patronize – from anywhere, on any device.

You can meet these expectations by strengthening relationships with customers through
targeted marketing campaigns and customized offerings. Focusing on high-return customers, products, and channels can further
enhance your bottom line. To achieve these
goals, you need:
•• Real-time customer insights for intelligent sales recommendations and decision
making
•• Personalized customer engagements
for a more individualized sales approach

•• Strategic and effective selling to close the
gap between go-to-market strategies and
field sales execution
SAP® Customer Engagement Intelligence is a
fully integrated software suite that consists
of three applications: The SAP Customer Value
Intelligence and SAP Audience Discovery and
Targeting analytic applications and the SAP
Account Intelligence mobile app. Powered by
the SAP HANA® platform, the suite enables
real-time insight, interaction, and execution
for excellence in sales, marketing, and service.
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intelligent decision making
Personalized customer engagements
Strategic and effective selling

To make fact-based sales and marketing
decisions, you must analyze customer
information in real time across multiple
dimensions such as revenue, margin, cost
of service, and predicted lifetime value.

Powered by SAP HANA, SAP Customer Value
Intelligence helps you consolidate frontand back-end customer data across various
channels and sources for a comprehensive
and integrated view of your customers. Powerful analytics embedded in the software help
you process large amounts of real-time information at different levels of granularity using
key business-value metrics and performance
indicators.

Build an enterprise-wide 360-degree
view of your customers.
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Real-time customer insights for
intelligent decision making
Personalized customer engagements
Strategic and effective selling

SAP Customer Value Intelligence leverages
the powerful predictive engine in the SAP
HANA platform to run advanced statistical algorithms. These are used to detect correlations in customer behaviors that can help you
anticipate customer needs and offer highly
targeted promotions and selling recommendations to your sales force.
These include tactical product-affinity
recommendations based on buying patterns
of peer customers within the same group and
white-space analysis recommendations
based on target revenue-mix comparisons

with peer customer segments. The recommendations are accompanied by reports on
expected revenues and margins, buying
probability, and churn probability that put
the recommendations in context for your
account executives and sales force in the
field.
Through basic waterfall visuals, SAP Customer
Value Intelligence shows how various customer segments, products, and channels
impact your profit-margin drivers – from
gross revenue, invoice value, and revenue to
gross margin and pocket.

Continued on next page
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A meaningful, personalized conversation with
customers requires segmentation and targeting tools that can analyze large amounts of
real-time information and detect outliers and
hidden patterns. SAP Customer Value Intelligence includes an array of segmentation
tools to help you better understand your
customers.

Quick Facts

You can identify trends and patterns in customer behavior and quickly target groups of
customers for specific sales and marketing
initiatives. By plotting customers against
historic and predictive aspects of the relationship (such as revenue, margin, discounts,
and likelihood to churn), the software’s tools
for relationship analysis can help you target
the right groups of customers for sales and
marketing campaigns.
Continued on next page

Avoid gaps in your sales and marketing
strategies that competitors can use to
their advantage.
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SAP Customer Value Intelligence can also
stratify customers relative to each other in
real time, so you can focus your energy where
it can have the biggest impact. The pillars
of stratification include buying power, loyalty,
profitability, and cost to serve based on a
balanced weighting of measures, such as
number of products and product lines purchased, order frequency, profit margins, and
trends over time. You can readily configure
the software with the categories, metrics, and
weights to meet your needs.

Quick Facts

SAP Audience Discovery and Targeting offers
hierarchical, decision-tree segmentation for
rapid targeting of large customer populations
using SAP or non-SAP data. You can trigger
initiatives (such as customized offers) for
each segment and channel, manage target
groups for quick insight to action, and leverage statistical algorithms and models from
SAP HANA for predictive analytics.

Stratify your customers to understand their
true value both today and in the future.
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Strategic and effective selling
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Salespeople in the field need ready access
to customer analytics and predictive sales
advice. SAP Account Intelligence delivers
360-degree customer views to mobile devices
that can foster conversations between your
sales force and customers and are specifically
relevant to their accounts.
A geographic account-prospecting tool helps
sales executives plan visit routes that minimize
travel times and maximize customer-facing
time and effectiveness. District managers and
account executives can receive target groups
and initiatives created with SAP Customer

Value Intelligence on their mobile devices or
build new target groups on the fly. The application includes a tool for relationship analysis
and classification that shows the relative value
of customers in a group and quickly identifies
outliers.
Sales personnel can see how customer outcomes, engagement, and satisfaction are
evolving using the time-travel function. With
insight into the evolution of customer relationships, they can better understand how to
serve customers and fine-tune sales calls and
account plans.

Give account managers mobile access to selling
recommendations and routing tools that can increase
their effectiveness and minimize travel time.
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Use personalized customer
engagements for profitable growth
Use personalized customer
engagements for profitable growth

SAP Audience Discovery and Targeting
helps you run real-time segmentations for
large customer populations, leverage predictive analytics from SAP HANA, and create
target groups and initiatives for closed-loop
execution. The application can be delivered
as a stand-alone solution or as part of SAP
Customer Value Intelligence.

SAP Customer Engagement Intelligence
offers a deeper understanding of customers
to help you strategically grow revenue and
margin. You can use this understanding to
maximize purchase opportunities and sales
conversion rates, identify cross-selling and
up-selling opportunities, reduce customer
attrition, and make your sales force more
strategic and effective.
SAP Customer Value Intelligence provides a
single view of customer value to target specific
segments, offer selling recommendations,
and help sales and marketing teams invest
the right resources in the right customers,
products, and channels.

SAP Account Intelligence is a mobile app
for iPad deployed on top of SAP Customer
Value Intelligence. It delivers interactive and
geosensitive customer analytics to mobile
devices and can help your sales teams make
more effective and strategic decisions,
prioritize sales visits, and maximize customer
engagements.
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Summary
SAP® Customer Engagement Intelligence
enables real-time insight, interaction, and
execution for excellence in sales, marketing,
and service. By fostering a deeper understanding of your customer base, the suite
of applications helps you strategically grow
revenue and margin.
Objectives
•• Develop a deeper, more personal understanding of your customers
•• Build different sales and go-to-market strategies for different customer segments
•• Reduce sales and marketing costs by investing the right resources at the right time
and place

Quick Facts

Solution
•• Real-time customer insights for intelligent
sales recommendations and decision
making
•• Personalized customer engagements for a
more individualized sales approach
•• Strategic and effective selling to close the
gap between go-to-market strategies and
sales execution
Benefits
•• Invest the right resources in the right customers, products, and channels
•• Maximize purchase opportunities and sales
conversion
•• Identify cross-selling and up-selling
opportunities
•• Provide more time for selling
•• Actively manage customer engagements to
reduce attrition
Learn more
To find out more, call your SAP representative
today or visit us online at www.sap.com.
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