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Are you playing by the new rules
of customer engagement?
Are you playing by the new rules
of customer engagement?

Today’s customers have changed the rules. They’re more empowered and
better informed than ever. They’re digitally connected and use social media
to share their opinions in real time. And they expect greater reliability,
convenience, relevance, and responsiveness when interacting with your
employees. So how can you keep up with your customers and get ahead
of your competition?
In the age of the digital customer, your competitive advantage depends on your ability to react
quickly to customer and market insight and
execute on it at the “speed of thought.” The key
is to engage with your customers when it really
matters to them and consistently create an
exceptional customer experience by:
•• Making life easier for your customers with
every interaction
•• Providing relevant offers and real-time
responses to help them solve issues
•• Consistently delivering on promises

The SAP® 360 Customer solution powered by
the SAP HANA® platform can help you achieve
all this and more. This solution enables true
360-degree customer insight by combining
customer data from your transactional systems with data from external sources. You’ll
gain insights to predict needs and drive realtime execution as you engage in more impactful interactions through traditional, social, and
mobile channels – anytime, anywhere, and on
any device.
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Sell better
Sell better
Service better
Market better

To help your salespeople sell more effectively,
you need to unlock valuable insights hidden
within your customer and product data. When
you deploy SAP 360 Customer for use by
your sales team, you can empower your
salespeople to “sell better” by:
•• Giving them a true 360-degree view of customers – Combine and analyze data from
inside and outside your organization in real
time so salespeople understand customer
needs and can respond in real time with
relevant, timely product recommendations.
•• Fostering greater collaboration – Leverage
next-generation social collaboration functions that harness the collective smarts of
your sales network with easy-to-use, mobile
collaboration tools.

•• Providing the information they need
anywhere, anytime, and on any device –
Enable salespeople to be more responsive
to customers, reduce administrative time,
and spend more time actually selling.
•• Supporting the leap from tactical to
strategic selling – Develop a deeper
understanding of customer needs, source
the best experts and content to close deals,
and tap into “Big Data” to anticipate trends
ahead of the competition.

Make every sales conversation count. SAP 360
Customer fuels sales with smarter strategy,
insights, and decision making.
3/8

© 2013 SAP AG or an SAP affiliate company. All rights reserved.

Objectives

Solution

Benefits

Quick Facts

Service better
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Because customers share their product and
service experiences through social networks
and Web sites, customer service is fast becoming the “new marketing.” Great customer service turns your strongest customers into brand
advocates. But it’s up to you to make their
experiences exceptional so word of mouth
works for you – not against you. To do this, your
service reps need a 360-degree view of all customer activity across all channels. They also
need collaboration tools enabling them to work
together to solve complex cases, avoid negative feedback by proactively identifying and
fixing issues, and drive revenue opportunities.

With SAP 360 Customer, you can inspire and
empower your service reps to “service better”
by giving them the tools and insights to:
•• Solve customer issues faster and smarter
– Enable service reps to interact across
each customer’s current channel or device
of choice to solve issues.
•• Streamline service operations – Analyze
operational status in real time and use
new innovation in analytics and enterprise
mobility to increase productivity.
•• Increase service profitability – Leverage
customer interactions to drive additional
sales for service and products.
•• Make sense of Big Data – Process a vast
amount of data from customer equipment
sensors as well as social media to provide
predictive service.
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To market successfully to modern consumers,
marketing professionals have to turn real-time
insight into real-time action. This means swiftly
responding to changing customer demand and
needs in real time. With SAP 360 Customer,
marketers can “market better” because they
have access to real-time insights, increased
process transparency and organizational collaboration, and cross-channel orchestration.
Together, these resources and tools allow
marketers to:
•• Increase offer conversions by making
offers that are relevant to that customer
and that specific time

•• Improve customer reach by delivering realtime, location-based offers
•• Gain unprecedented insights by discovering hidden market trends and getting
access to granular customer insights
•• Make confident marketing decisions by
quickly crowd sourcing and collaborating
with stakeholders
•• Increase customer engagements by
making every interaction relevant and
personalized
As a result, modern marketers are empowered
to convert target audiences into loyal customer
advocates.

Market to customers in highly personalized, relevant
ways based on real-time customer insights.
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Optimize customer experiences
at every step
Optimize customer experiences
at every step
Run better, faster with SAP Rapid
Deployment solutions

The SAP 360 Customer solution helps you
keep pace with the rising expectations of modern consumers. SAP 360 Customer enables a
dimensional shift in the way you access and
execute upon enterprise information and use
it to optimize customer experiences. At the
same time, you gain a complete view of your
customers in real time – a view that can be
accessed anywhere, anytime, and on any
device – to drive benefits across your lines
of business, including:
Sales
•• Move from tactical to strategic selling for
increased profitability
•• Close more deals faster with a deeper
understanding of customer needs
•• Make timely, fact-based decisions with
real-time customer insights
•• Positively impact pipeline, revenue, and
demand management

Service
•• Provide service reps with fast access to a
360-degree view across all channels
•• Enable ad hoc collaboration to solve complex cases and drive revenue opportunities
•• Analyze a vast amount of equipment status
data to predict breakdowns and provide
just-in-time service maintenance
•• Enrich the customer experience through
mobile and social media interaction
Marketing
•• React quickly to changing market dynamics
•• Deliver contextually relevant campaigns
and programs to a targeted audience
•• Build “sticky” customer loyalty
•• Engage customers with in-context, personalized offers
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Run better, faster with SAP Rapid
Deployment solutions
Optimize customer experiences
at every step
Run better, faster with SAP Rapid
Deployment solutions

Get fast time to value with easy-to-deploy
and integrated SAP Rapid Deployment
solutions, including preconfigured software,
implementation services, content, and
end-user enablement.
The SAP CRM rapid-deployment solution
powered by SAP HANA offers essential marketing, sales, and service functionality along
with real-time data access. The solution delivers a range of preconfigured software and
provides a flexible foundation to meet basic
as well as advanced customer relationship
management (CRM) needs. And as a rapiddeployment solution, it can be implemented
within the organization in eight weeks or less.

Customer relationship management functionality enhanced by the power of SAP HANA
is just one element in SAP 360 Customer. A
full portfolio of SAP Rapid Deployment solutions is available across industries and lines
of business, including analytics based on
SAP HANA along with mobile, cloud, social,
and database and technology software.

Rapid-deployment solutions are delivered at the
speed of your business to solve immediate needs,
while providing a path to future innovations.
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Summary
The SAP® 360 Customer solution takes customer relationship management to an entirely
new dimension. Powered by the SAP HANA®
platform, the solution leverages in-memory
computing to enable real-time insight and
action. Gain better insight on more customer
data. Interact with customers one-to-one
through social channels and mobile devices.
Plan and execute with greater speed and precision – in the cloud or on premise – to attract
and retain customers while driving profitability
and growth.
Objectives
•• Keep pace with today’s speed-driven
culture
•• Give customers positive experiences to
share via social media
•• Create personalized customer insights
•• Respond quickly to customer needs
•• React faster to market changes

Quick Facts

Solution
•• Real-time insight based on a 360-degree
view of customer data with embedded,
predictive analytics
•• Real-time interactions for context-relevant
customer engagement through social
media and on any device
•• Real-time execution so you can plan and
execute effectively and efficiently in the
cloud or on premise
Benefits
•• Improved customer engagement with fast,
context-relevant interactions
•• Accelerated operations and faster decisions
based on accurate and real-time insight
•• More strategic selling that drives revenue
•• Effective word-of-mouth promotion through
social media
Learn more
To find out more, call your SAP representative
or visit www.sap.com/sap360customer.
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