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DIGITALLY 

CONNECTED 

Customer Experience Driven Revolution 
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Partner 
Network 

Partner 

Multi Channel Is Your Face To Your Customers,  

Inviting Them Into Your Existing Business Processes 

Multi Channel Foundation 

Web Mobile 

Online 

Communities,  
Blogs, etc. 

Social 
Media 

POS Kiosk 

Store 

Phone, E-Mail, 
Chat, Fax 

Contact 

Center 
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ñE-commerce Sales continue to grow. Sales of the top 500 North American retailers 

grew by 18% to $150 billion in 2010 ... the competition for customer attention and mind 

share demands strong online sales capabilities"      

               Gartner, Magic Quadrant for E-Commerce, Nov 2011 
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Executives Are Faced with New Realities and Must Be 

Responsive 

HANSENG  

DJIA  

VP of e-Commerce 

Immediately: 

Increase conversion rates to 

capture maximum revenue, 

make reliable commitments, 

and reduce cost of sales 

Long-term objective: 

Grow revenue and  

market share 

VP of Marketing 

Immediately: 

Engage customers with rich, 

personalized experiences and 

improve market spend via 

deep customer intimacy 

Long-term objective: 

Increase market share and 

mindshare 

VP of Service 

Immediately: 

Empower customers to easily 

solve problems, reduce cost 

of service, and retain high 

value customers 

Long-term objective: 

Transform from a cost to a 

profit center 

CEOôs mandate 

ÂMitigate revenue and profitability risk 

Â Rapidly reduce operating costs 

Â Survive and emerge as a leader in the long run 



SAP Web Channel Experience Management 



© 2013 SAP AG. All rights reserved. 8 

A Single E-Commerce, E-Marketing & E-Service Platform 

For Everyone 

Web Channel 

Managers  

Businesses 

(B2B)  

Consumers 

(B2C)  
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E-Service  

E-Commerce  

Paradigm Shift ï Single Web Channel 

To Sales, Service & Marketing  

E-Marketing  

From silosé. 

search  

product 

forum 

find 

product 

buy 

product 

online 

promotion 

register 

product 
service 
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Paradigm Shift ï Single Web Channel 

To Sales, Service & Marketing  

Web  

Channel  

search  

product 
forum 

find 

product 

buy 

product 

online 

promotion 
service 

éto integrated and consistent customer experience 

CRM  


