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The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission of SAP. 

Except for your obligation to protect confidential information, this presentation is not subject to your license agreement or any other service 

or subscription agreement with SAP. SAP has no obligation to pursue any course of business outlined in this presentation or any related 

document, or to develop or release any functionality mentioned therein.

This presentation, or any related document and SAP's strategy and possible future developments, products and or platforms directions and 

functionality are all subject to change and may be changed by SAP at any time for any reason without notice. The information in this 

presentation is not a commitment, promise or legal obligation to deliver any material, code or functionality.  This presentation is provided 

without a warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a 

particular purpose, or non-infringement. This presentation is for informational purposes and may not be incorporated into a contract. SAP 

assumes no responsibility for errors or omissions in this presentation, except if such damages were caused by SAP’s intentional or gross 

negligence.

All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ materially from 

expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, which speak only as of their dates, 

and they should not be relied upon in making purchasing decisions.

Disclaimer
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1. The Customer Experience Momentum

2. SAP C/4HANA Suite Overview

▪ Think End-to-End Processes and Use Prepackaged Integrations

▪ Activate Embedded Intelligence & Analytics

▪ How Customers Move to the SAP C/4HANA Suite

3. Further Information

Agenda



Customer Experience Momentum
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Experience matters
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Experience matters
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of customers have chosen

to switch brands due to a

poor customer experience1

Impact of  yearly loss of trust due 

to abuse of data privacy and

brand loyalty2

Estimated market size for customer 

experience solutions, platform and 

integration to operational systems3

We live in an
Experience Economy

$2.5T80% $100B

1  Bain  2 Adweek 3 SAP CMI Model
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„I‘ve seen the Future of Enterprise Software … “

https://www.qualtrics.com/news/

https://cloudwars.co/x4-summit-sap-qualtrics-enterprise-software/

https://www.qualtrics.com/news/
https://cloudwars.co/x4-summit-sap-qualtrics-enterprise-software/
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Strategic Rationale of the Qualtrics Acquisition
Experience Data powering the Intelligent Enterprise

+
Experience Data – The WhyOperational Data – The What

77% OF THE WORLD‘S 
TRANSACTIONS RUN ON SAP

1.8 BILLION EXPERIENCE 
TOUCHPOINTS RUN ON QUALTRICS



SAP C/4HANA
The New Generation Customer Experience Suite
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Service 

Cloud

Sales 

Cloud

Marketing 

Cloud
SAP

C/4HANA

Customer Data Cloud

Commerce 

Cloud

5 Clouds and 7 Suite Attributes

Customer Data Cloud

Open EcosystemHarmonized

User Experience 

Platform 

Services 

Extensibility 

and Integration

End-to-End Processes Suite 

Intelligence and 

Analytics

Business and 

Master Data 

Services
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Portfolio & Solution View  – SAP C/4HANA

SAP C/4HANA

SAP Customer 

Data Cloud

SAP

Marketing 

Cloud

SAP 

Commerce 

Cloud

SAP 

Sales 

Cloud

SAP 

Service 

Cloud

• SAP Marketing 

Cloud

• SAP Marketing

• …  

• SAP Commerce 

Cloud

• SAP Commerce

• SAP Product 

Content Hub

• SAP Upscale

Commerce

• …

• SAP Sales Cloud

• SAP Cloud for 

Customer

• SAP Sales 

Automation

• SAP Subscription 

Billing

• SAP CPQ

• SAP Commissions

• SAP Intelligent 

Sales Execution

• …  

• SAP Service Cloud 

• SAP Cloud for 

Customer

• SAP Field Service 

Management

• SAP Customer 

Engagement 

Center

• SAP Customer 

Service 

Management

• …

• SAP Customer 

Data Cloud

• SAP Customer 

Identity

• SAP Customer 

Consent

• SAP Customer 

Profile

• …

LeadRocket
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CX Strategy

1
Be #1 or #2 

in each 

domain 2
Deliver one 

unified suite of 

cloud solutions 3
Integrate demand and 

supply chain & 

Experience Management
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Customer Experience Momentum with SAP C/4HANA

1.3b
SAP Customer Data Cloud

identities p.d.

SAP Commerce Cloud

3.3b
SAP Marketing Cloud

personalized interactions p.a.

7m
SAP Sales Cloud

sales people using

6.1m
SAP Service Cloud

AI service tickets p.a.

Qualtrics

500m
Sentiment predictions p.m.

$167B
Customers generate (2018)
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Quotes from Customers and CX Leaders

SAP Customer Data Cloud was the ‘silver bullet’ 

that resolved this issue and allowed us to build out 

our own mini-network, creating, in effect, a multisite

environment of shops and Web sites with a single

login and preference center.

Kristin Morrison, Head of Digital, DC Thomson 

Media

“ SAP Commerce really supported us to provide 

an integrated and cohesive customer experience 

no matter how or where a customer reaches out –

whether online, via mobile, or in stores.

Marc Worrall, General Manager Digital Services, 

Operations & Quality Digital – Distribution, TUI 

SAP Sales Cloud and CPQ will tell you about the 

benefits of increased efficiency, margins, deal size, 

order accuracy, and profit, but that’s just the tip of the 

iceberg. We’ve experienced numerous benefits, 

starting with the ability to sell extremely complex 

products across the globe. 

Louis De Jaegher, Senior Business Process Manager, 

Atlas Copco

Becoming consumer-centric really 

means you should start connecting 

with your consumer and not think for 

them.

Damian Bott, Global Online Manager, 

Swinkels Family Brewers 

SAP Service Cloud has helped us achieve a 

services profitability improvement of 6% and a 

60% increase in closed opportunities.

Jack Rijnenberg, Director, Online Services, 

Markem-Imaje

Following customers were among those

that chose C/4HANA in 2018: Colgate 

Palmolive, Coty, Deutsche Telekom, 

Döhler, Dubai Expo 2020, Dyson, Giorgio 

Armani, HP, McLaren Group, National 

Geographic, Prada, Rubbermaid

“

“

“

“

“

“

“

“
“
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Bringing the Suite to the next level with 

seven strategic initiatives

Open EcosystemHarmonized

User Experience 

Platform 

Services 

Extensibility 

and Integration

End-to-End Processes Suite 

Intelligence and 

Analytics

Business and 

Master Data 

Services

Early 

2019

Early 

2019

Late 

2019

Late 

2019

Late 

2019
Now Now

SAP

C/4HANA

+ Move Program Mid 

2019
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Harmonization of the user interface with SAP Fiori 3 
Role based, adaptive, simple, coherent, delightful
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Lead to Cash
Integrating the Front Office with the Digital Core

Unidentified 
to Identified 

Contact
Lead Opportunity Quote

Customer 
Order

Contract / 
Order 

Management
Fulfillment Invoicing*

SAP C/4 HANA + SAP S/4HANA + SAP Leonardo + SAP Analytics Cloud 

End to End Customer Experience
* Agile billing solution in C/4HANA
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Lead to Cash for DMI / Component Manufacturers
Products and Services of the Model Company

Services

Maintenance 

Service

SaaS

Subscription

Installation

Service

Pump

Multi Eco 33i

2990$

Screw

3-Set Screws

39$

Sensor

SmartSense 3

899$

Tube

Extension Tube

59$

• Bronze: 1990$ / 3yrs

• Silver: 2890$ / 3 yrs

• Gold: 3490$ / 3 yrs

1990$ / per pump • Standard: 19$ / user

• Professional: 29$ / user

• Enterprise: 49$ / user

Products
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Lead-to-Cash Integration Scenarios
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Sub-Process: From Unknown Visitors to Known Contacts

Replicate registrations from SAP Customer Data Cloud to Marketing Cloud

For registrations and logins Customer Data Cloud creates

- full contact profile with all available attributes, 

- Outbound permissions,

- and newsletter subscriptions

- all based on given consent

in SAP Marketing Cloud

Replication

Registration and login
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Sub-Process: From Unknown Visitors to Known Contacts

Ask your customers what they like or need…not just guess

…knows their history, 
likes and interests.

Consumers are more likely 

to buy from a retailer 

Progressive Profiling

Replication

Progressive profiling preferences can be

replicated as

- Contact extension fields or

- Marketing Attributes 

to SAP Marketing Cloud

All consented data including complete 

profile can be modified or withdrawn at 

any time.
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Sub-Process: From Unknown Visitors to Known Contacts

Profile Data Replication to Marketing Cloud

SAP Customer Identity

SAP Customer Consent

1

2

Contact Profile in SAP Marketing Cloud

Profile Data is replicated with SAP Customer Profile into SAP 

Marketing Cloud. Replication flow can check if consent is given (1), 

e.g. for GDPR countries. 

2
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Sub-Process: From Unknown Visitors to Known Contacts

Profile Data Replication to Marketing Cloud

SAP Customer Identity

SAP Customer Consent

1

Profile Permissions (3) are replicated with SAP Customer

Profile into SAP Marketing Cloud. Explicit permissions may be

created for explicit channels/ countries. (1). 

S
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3

3

Contact Profile in SAP Marketing Cloud
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Subscriptions (4) are replicated into SAP Marketing Cloud.

S
A

P
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4

4

Weekly Digest                       Politics Today                    Sports Today                    

Sub-Process: From Unknown Visitors to Known Contacts

Profile Data Replication to Marketing Cloud Contact Profile in SAP Marketing Cloud

SAP Customer

Identity

SAP Customer

Consent
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Sub-Processes: From Lead to Order

Transactional Integration with S/4HANA On-Premise (B2B Sales)

Marketing Cloud Commerce Cloud

Campaign

Sales

Lead

Opportunity

Shopping 

Basket

Request for 

Quote

CPQ

Quote

Sales

Order

Invoice

In-application process step

Available Prepackaged Integration

Planned Prepackaged Integration

Q2

2019*

Q2

2019* S/4HANA On-Premise

Customer

Interaction

Sales Cloud

*this roadmap only applies to CPQ-Quotes, for simple quotes

(without CPQ) the prepacked integration to S/4 is available

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided 

without a warranty of any kind, either express or implied, including but not limited to the implied warranties of merchantabi lity, fitness for a particular purpose, or noninfringement. 
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Sales Cloud

Master Data Integration 

Using SAP Cloud Platform Integration (CPI)

Marketing Cloud Commerce Cloud

Customer

and Contact

Customer

and Contact

Product

Customer 

and Contact

Product

Customer 

and Contact

ProductAvailable Prepackaged Integration

Planned Prepackaged Integration

C4C: Available

CPQ: Q2 2019

S/4HANA On-Premise

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided 

without a warranty of any kind, either express or implied, including but not limited to the implied warranties of merchantabi lity, fitness for a particular purpose, or noninfringement. 
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Master Data Integration 

Using Master Data Services on SAP Cloud Platform (SCP)

Marketing Cloud Commerce Cloud

Customer

and Contact

Customer

and Contact

Customer 

and Contact

Product

Customer 

and Contact

Product

Sales Cloud

Customer

and Contact

Product

S/4HANA On-Premise

Product

MDM Service

Q3 2019

Q3 2019

In-application process step

Available Prepackaged Integration

Planned Prepackaged Integration

Q2 2019

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided 

without a warranty of any kind, either express or implied, including but not limited to the implied warranties of merchantabi lity, fitness for a particular purpose, or noninfringement. 
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Process View

Omnichannel Commerce Quotation Management

Request for 
Quote

Check Quote

Prepare Quote
Get Quote 
Approval

Release Quote

Accept QuoteReject Quote Customer Order

(Sales) 
Order

Status Update

SAP Commerce 
Cloud

SAP CPQ
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Packaged Integrations using SAP Cloud Platform Integration

40+
Packages for C/4HANA

400+
Integration Flows,

Business APIs

4,000+
Integration Operations

40,000+
Field-Level Mappings

https://api.sap.com/themes/SAPC4HANA

https://api.sap.com/themes/SAPC4HANA
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Activate Intelligent Scenarios in SAP C/4HANA

» Track the Customer Pulse & Personalize Customer Engagement «

Customer 

Retention

Lead Conversion 

Propensity

Product 

Recommendations

Product Buying 

Propensity

Best Offer

Sentiment 

Analysis

Customer 

Attribution

Channel 

Affinity

Best Sending 

Time

…

» Deliver Personalized & Contextual Experiences «

Merchandising

in context
Context-

driven 

services

Conversational 

Commerce

Realtime 

micro-segmentation
…

» Always have your Sales Coach in your Pocket «

Up-sell & 

Cross-sell Offers

Prospecting 

Intelligence

Relationship 

Intelligence

Pipeline 

Management

Lead 

Intelligence

Price 

Optimization

Configuration

Recommendation

Incentive 

Optimization

Intelligent 

Coaching
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…

» The symbiosis of Virtual assistants and the Human Agents «

S
A

P
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e
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e
 C
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Ticket Intelligence Virtual Agent & 

Assistant

Similar Ticket 

Recommendations

Intelligent 

Negotiations
Sales 

Assistant

Q3 2019 Q3 2019 Q3 2019 Q4 2019

Solution

Intelligence

Field Service

Intelligence

Q3 2019 Q4 2019

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided without a warranty of any kind, either 

express or implied, including but not limited to the implied warranties of merchantability, fitness for a particular purpose, or noninfringement. 
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SAP C/4HANA Intelligence and Analytics
Building Blocks and Technologies

Unified User Experience

Embedded Intelligence — SAP Leonardo

SAP C/4HANA

Conversational 

Scenarios

For business users 

and end-customers

Business 

Analytics

Dashboards and 

Augmented Analytics

Machine 

Learning

Intelligent Scenarios, 

Deep Learning

Data Intelligence Platform (planned)

Combined data sets across multiple 

systems, applied with ML algorithms 

and predictive analytics

Internet of Things 

Scenarios

Connected 

Experiences

Early Technologies

e.g. Blockchain, AR, 

Intelligent Robotic 

Process Automation

SAP Data Intelligence

(planned)

SAP Customer Data Cloud

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

Extension Framework and Microservices Ecosystem

Master Data Management

Embedded ML, Predictive

Libraries (HANA)
SAP Analytics Cloud 

(SAC BI, Predictive)
APL

PAL

SAP Conversational 

AI, Intelligent RPA

SAP Leonardo Machine

Learning, IOT

Data Intelligence

Platform (planned)

Intelligent Technologies:
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BECOME AN

INTELLIGENT ENTERPRISE

ENABLE DATA-DRIVEN CUSTOMER JOURNEYS
sap-c4hana-intelligence-analytics@sap.com



How CX Leaders Move to SAP C/4HANA
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2020+ Corporate Strategy (Customer Example)

Business Strategy:

▪ Value creation through industry leadership and differentiation.

▪ Provide added value to customers with combined products, services & software solutions.

▪ Create enthusiastic customers for life.

Focus Areas:

• Drive continuous innovation in products, services and software solutions.

• Improve cooperation with professional customers through direct and partner channels.

• Operational excellence for higher productivity and process efficiency.

• Articulate and life the brand promise.

• High performing global team.
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Customer Transformation Path – Step 1 (2019)

▪ Rollout SAP Marketing Cloud and enable further processes

▪ Define SAP C/4HANA concept and identify pilots

▪ Move Field Sales to SAP Sales Cloud

▪ Starting with Pilot country

▪ Launch SAP Customer Data Cloud

▪ Activate S/4HANA for Customer Management (CM)

▪ Sales Order Entry in IC, Interaction Record

▪ Evaluate intelligent scenarios in SAP C/4HANA

Today Step 1

SAP CRM

SAP S/4

Marketing Cloud

Commerce OnPrem

Marketing Cloud

Service Cloud

Sales Cloud

Commerce Cloud

SAP CRM

SAP C/4HANA

Customer Data Cloud

Customer Management

SAP S/4HANA
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Customer Transformation Path – Step 2 (2020)

Today

Service Cloud

Sales Cloud

SAP CRM

SAP C/4HANA

Marketing Cloud

Customer Data Cloud

Commerce Cloud

Customer Management

SAP S/4HANA

Step 2

SAP CRM

SAP S/4

Marketing Cloud

Commerce OnPrem

Marketing Cloud

Service Cloud

Sales Cloud

Commerce Cloud

SAP CRM

SAP C/4HANA

Customer Data Cloud

Customer Management

SAP S/4HANA

Step 1

▪ Global rollout of SAP Sales Cloud

▪ Process coverage based on customer inputs

▪ Pilot further processes such as CPQ, SPM, 

Sales Enablement & Learning

▪ Rollout SAP Customer Data Cloud 

▪ Move SAP Commerce to SAP Commerce Cloud

▪ Move Customer Service to SAP Service Cloud 

and core service functions to S/4HANA for CM:

▪ Agent Desktop, Multi-Channel Ticketing, 

Service Motivate, Customer Feedback, IOT

▪ Activate intelligent scenarios in SAP C/4HANA

▪ Evaluate Subscription Business Model
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Customer Transformation Path – Step 3 (2021-2022)

▪ Full rollout SAP Sales Cloud 

with Sales Performance 

Management, CPQ, Sales 

Enablement & Learning

▪ Retire SAP CRM

▪ Leverage full set of intelligent 

scenarios in SAP C/4HANA

▪ Implement Subscription Business 

Model

SAP C/4HANA

Marketing Cloud

Customer Data Cloud

Commerce Cloud

Sales Cloud

Service Cloud

Customer Management

SAP S/4HANA

Step 3

Service Cloud

Sales Cloud

SAP CRM

SAP C/4HANA

Marketing Cloud

Customer Data Cloud

Commerce Cloud

Customer Management

SAP S/4HANA

Step 2

SAP CRM

SAP S/4

Marketing Cloud

Commerce OnPrem

Marketing Cloud

Service Cloud

Sales Cloud

Commerce Cloud

SAP CRM

SAP C/4HANA

Customer Data Cloud

Customer Management

SAP S/4HANA

Step 1Today
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Simplified Target Architecture

SAP S/4HANA (Enterprise)

SAP Marketing Cloud

Recommendation

Model

Know your 

customers

Customer Profile and Interactions

Target Groups and Campaigns

Offer 

Model

Segment

Model

Products

Customer
Product 

Catalog

Prices

Business

Partner

Product, 

Prices

–SAP Sales Cloud

SAP Service Cloud

Customer
Oppor-

tunity
Ticket Product

CPQ / 

Customer 

Order

System of 

Engagement

Personalized 

Recommendation

Personalized 

Offers

Personalized 

Storefront

“Click-

Stream”

S/4HANA for Customer Management

SAP Commerce Cloud

Personalized shopping experience

ASM Module

Core Enterprise Platform

Lead

Activity

Order incl.

Pricing

Cart

Quote

SAP Customer Data Cloud

Consent Identity Profile

Interaction Record
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SAP C/4HANA Move Program
Your Journey to the SAP Customer Experience Cloud

The world is changing at an unprecedented pace. Customers have much higher expectations and typically a lot of choice where to buy 

products and services. This is true for B2B, B2B2C and B2C. You need to build trusted relationships between brands and customers and 

create customers for life. Bringing your customer experience solutions to the cloud, enables you to move fast, connect moments, and build 

trust at every stage of the customer engagement so that you can re-think and re-imagine Customer Experience.

To help you realize these benefits quickly, we created the SAP C/4HANA Move Program, a comprehensive program that has all you need 

to move from your on-premise SAP CRM and Commerce solutions to the cloud. This program provides you with tools, assets, and 

services that can make your journey easier and as smooth as possible.

What does the SAP C/4HANA Move Program provide?

Knowledge and 

Expertise from SAP

We know you and what your 

SAP CRM and Commerce on-

premise solutions provide 

today. And with that 

knowledge and expertise, we 

can effectively advise you on 

the best way to transition to 

the cloud while optimizing your 

CX capabilities and 

investments in SAP 

technology.

The power of a strategic 

partnership

We will be on this journey together. 

The recognized expertise of the SAP 

ecosystem and partners can support 

you with a consistent methodology 

and set of tools that will guide you 

through every step.

A jumpstart to your 

journey

Moving to the cloud enables you 

to re-think and re-imagine your 

CX processes and we can make 

sure you don’t have to start from 

scratch. Leverage accelerators 

such as best practices, 

prescriptive solutions and 

advisory services to individualize 

your solution and help ensure a 

safe and complete migration of 

your on-premise data to the 

cloud.

Mid 2019

Internal



Summary & Further Information 
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The SAP Advantage

SAP C/4HANA + SAP 

S/4HANA integrated offering 

resulting in lower costs, end-

to-end processes 

connecting your demand 

chain (customers) with the 

supply chain (digital core)

SAP C/4HANA provides a 

single view of the customer 

based on consent-driven 

customer data

SAP C/4HANA + Qualtrics 

allow you to put the 

customer at the center of 

your business and engage 

consistently across all 

channels

Trust IntegrationExperience
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https://www.sap.com/cxworks

https://www.sap.com/cxworks/site-map

Start your Journey today:

https://enable.cx.sap.com

CX Works!

https://www.sap.com/cxworks
https://www.sap.com/cxworks/site-map
https://enable.cx.sap.com/
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• SAP Customer Experience: https://cx.sap.com

• openSAP course: https://open.sap.com/courses/c4h1

• Enablement Portal: https://enable.cx.sap.com/

• CX Works (Expert Knowledge): https://www.sap.com/cxworks/

• Knowledge for SAP User Groups: https://sap.com/K4U

• C/4HANA Webinars: https://webinars.sap.com/sap-user-groups-k4u/en/c4hana

• C/4HANA Guide: https://webinars.sap.com/sap-user-groups-k4u/en/guide_c4hana

• C/4HANA Flipbook: https://msmproda7afccce3.hana.ondemand.com/ebook/c4hana/index.html

• Intelligent Enterprise: https://www.sap.com/products/intelligent-enterprise.html

• Roadmaps: https://www.sap.com/roadmaps

Further Information 

https://cx.sap.com/
https://open.sap.com/courses/c4h1
https://enable.cx.sap.com/
https://www.sap.com/cxworks/
https://sap.com/K4U
https://webinars.sap.com/sap-user-groups-k4u/en/c4hana
https://webinars.sap.com/sap-user-groups-k4u/en/guide_c4hana
https://msmproda7afccce3.hana.ondemand.com/ebook/c4hana/index.html
https://www.sap.com/products/intelligent-enterprise.html
https://www.sap.com/roadmaps
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Get to know SAP C/4HANA – An Introduction

https://www.sap-press.com/sap-c4hana_4852/

Table of Content

Foreword by Alex Atzberger

Chapter 1: SAP C/4HANA at a Glance

Chapter 2: Marketing Cloud

Chapter 3: Commerce Cloud

Chapter 4: Sales Cloud

Chapter 5: Service Cloud

Chapter 6: Customer Data Cloud

Chapter 7: The Extension Factory

Chapter 8: The Intelligent Enterprise

Chapter 9: Intelligent Technologies

Chapter 10: First Steps to SAP C/4HANA

Abstract

• Dive into the new SAP C/4HANA suite! 

Understand how SAP C/4HANA handles 

marketing, commerce, sales, service, and 

customer data processes— and identify which 

solutions fit your organization’s CX needs. 

• Then explore integrations to SAP S/4HANA, 

extensions using SAP Cloud Platform, and 

applied artificial intelligence using SAP 

Leonardo. 

• Learn how you can serve your customers 

better—from the demand chain all the way 

down to the supply chain!

• Get to know SAP C/4HANA, the new SAP 

Customer Experience suite

• Explore functionality for marketing, commerce, 

sales, service, and customer data

• Discover how intelligent technologies like AI 

and machine learning benefit your customers
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