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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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Retail Customer Experience Reference Architecture Architecture

INTELLIGENCE & ANALYTICS

SAP COMMERCE CLOUDSAP MARKETING CLOUD SAP CUSTOMER DATA CLOUD SAP SALES CLOUD SAP SERVICE CLOUD

SAP C/4HANA 

CONTEXTUAL INTELLIGENCE
TRUSTED RELATIONSHIPSOMNICHANNEL COMMERCE HIGH TOUCH EXPERIENCE CUSTOMER FOR LIFE

Dynamic Customer Profiling

Segmentation, Campaigns, Journeys

Commerce Marketing

Lead Management

Marketing Planning & Performance B2C & B2B Commerce

Retail Industry Commerce

EXPERIENCE Customer, Employee, Product, Brand Experience

Retail Master Data

Store processes 
Sales Audit

S/4HANA for Retail and Fashion

Customer Activity Repository & applications
POS

Loyalty

Clienteling
Offers & OPP OAA AvailabilityTransactions

Core retail & fashion 

processes

Experience & Operational Data Embedded  Intelligence & Analytics

SAP CLOUD PLATFORM
(C/4HANA FOUNDATION)

Partner 

Solutions

Platform Services Extensibility & Integration Open EcosystemBusiness & Master Data Services End-to-End Processes

Customer Identity Management

Enterprise Consent Management

Customer Profile Management

Marketing Analytics

Omnichannel service engagement

Customer Service & Support

Self Service

Field Service Management

Experience Management

Product content & data management

Context driven services

Omnichannel commerce management

Sales planning, performance & forecast

Sales content & learning

Sales force automation

Partner relationship management

Sales quotation management

Sales contract management

Subscription Billing & Revenue

Business partner/Employee/Asset/Products …; Pricing&Promotions/Customer Order Sourcing/Consumer Sales Intelligence/MDM* …

Merchandise 

Planning

Promotion 

Planning

Assortment 

Planning

Allocation 

Management 
Omnichannel 

Pricing/Promo

Digital Supply     

Chain

EWM/TM

TM

IBP
Forecast
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SAP Leonardo                    (AI, ML, IoT, Analytics)

SAP S/4 Hana   

SAP Commerce 

Cloud

Experience Management

Product Content Management

Digital Content Management

Order Management

Payment

Customer Service 

Platform and Extensions

Context - Driven Services

SAP Customer Data Cloud    ( CIAM, Profile, Consent )

SAP Service 

Cloud

Digital Store

Cloud by SAP Partner

SAP CAR

SAP Sales

Cloud

Sales force automation

Sales performance 

management

Intelligent sales with 

machine learning

Config, price, quote

Subscription billing

Comprehensive self 

service

Omnichannel contact 

center

AI chatbot

Knowledge management

Intelligent 

recommendations

Insights 
Planning 

Orchestration    
Acquisition
Conversion   
Retention    

Segmentation   
Recommendation

SAP Omnichannel POS
by GK
Peripheral Device Management
Mobile Merchandise Management
Store and Master data Management
Scale Management 

MCA by GK

KIT Product Suite by Keytree

SAP  

Marketing Cloud

SAP Cloud Platform 

(Integration, Services, Extension factory) 

C
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SAP Data Management
(Orchestration, Governance, Enrichment)
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From On Prem to Native Cloud Applications
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Search and Browse

Availability

Basket Checkout Place Order

Omnichannel Availability Check

Sourcing

Store

Stock

Distribution 

Center Stock

Vendor

Stock

ATP Time Series 

Determination

Aggregated Stock

& Rough Stock 

Indicator

Temporary

Reservations

Store Inventory 

Visibility

Omnichannel

Sourcing

SAP Retail & SAP S/4HANA 

SAP CAR

SAP Commerce

Cloud

Omnichannel Article Availability and Sourcing 

Vendor Stock
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Omnichannel Promotion Pricing 

SAP ERP Other systems 

SAP Central Price and Promotion Repository

Outbound

POSSAP PMR

SAP ERP

Dashboard agent 

tools
Web

Data Exchange

Call API 

Legend:

“Central deployment” “Local deployment”

* same JAVA classes everywhere

POS
Local Price Repository

(extract from central pricing 

repository)

Promotion Pricing 

Service*
Promotion Pricing 

Service*

Web
Local Price Repository

(extract from central pricing 

repository)

SCP
Local Price Repository

(extract from central pricing 

repository)

Promotion Pricing 

Service*Promotion Pricing 

Service*

SAP ERP

SAP PMR

S
A

P
 C

A
R

Manage 

Promotional 

Offers 

(new Offer UI)

Base Sales Prices and Offers (DDF)

Map Offers to ARTS like format
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SAP C/4 HANA Order Management
Cloud Native Micro Service Orchestration 

Omnichannel 

Promotion Pricing (OPPS)

Order and Customer 

Order Sourcing (COS)

Comsumer sales 

Intelligence (CSI)

Master Data Services
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Solution Architecture – Integration Strategy

Roadmap Item

SAP Commerce Cloud

SAP Marketing Cloud

SAP Sales Cloud

SAP Service Cloud

SAP C/4HANA

Services

SDK

SAP Customer Data Cloud

SAP Cloud Platform Integration 

E
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n
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a
c
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P

I

Ecosystem

3rd Party

Examples

• Solution Extensions

• Addons

• Industry Accelerators

• Custom Developments

SAP Graph

F
O

U
N

D
A

T
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SAP Retail CX Reference Architecture
Roadmap

SAP Cloud Platform Integration

(SCPI) ARTMAS content

SAP C/4HANA Suite

S/4HANA 

and CAR

SAP Cloud 

Platform

Article 

Master

Order to 

Cash
Customer

SAP S/4HANA for Retail/Fashion

Partner 

Solutions
POS

OPP

Loyalty

OPP OAA Availability 

& Sourcing ***

Sales 

Audit

OPP Cloud Service 

COS Cloud Service 

Purchase 

History
PMR

CSI Cloud POS and order history

SAP Customer Activity Repository CAR

Mass Offers & Target Groups Offers 

Odata

P
o

in
t 
to

 P
o

in
t

Price Inventory
Purchase 

History
OrderProduct

SAP Commerce Cloud SAP Service Cloud

Customer

SAP Sales Cloud

APIs

Leads & 

Opportunities

CPQ

APIs

Offers/Coupons

Interactions

Target Groups

APIs

SAP Marketing Cloud

APIs

Engagement

Tickets

Experience Management

Service Orders

SAP Analytics Cloud, Master Data services, …

SAP Customer Data Cloud

Single & generic retail article via Idoc*

SCP Extension 

Factory

A
P

I 
C

a
ll

Harmonized API for material/article 

from S/4HANA 1909

API Calls
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Consumer Sales Data Architecture

S/4HANA

SAP Commerce CloudSAP Customer Data 

Cloud

SAP Marketing Cloud SAP Sales Cloud

SAP C/4HANA

Sales Order

FOUNDATION

Quote

Transactional Data

Subscription 

Order

Transactional Data

Subscription

Marketing Data

Campaign Data

Order Orchestration

Customer ID
Customer 

Consent

Identity & Consent Data

Service Order Invoice

Profile

Interactions

Contact Profile

Product 

Shared Data

Price

Master Data

Subscription 

product

Master Data

Basket

User

Delivery Billing Document

Sourcing
Omni-Channel 

Promotion PricingRate Plan

Business Partner

Customer

Customer Product

Rate Plan

Material Master

Product Price

C/4HANA Order ManagementC/4HANA Product Master
C/4 Customer 

Master
Bundle

Roadmap

Data ObjectAvailable 

Partner Integration Grouped Objects

SAP Service Cloud

Service 

Ticket

Transactional Data

Price

Master Data

Customer Product

Rate Plan
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B2C Customer Solution Overview

SAP Commerce 

Cloud

SAP Cloud  

Platform

SAP Customer 

Data Cloud

Lookup 

Customer

SAP Marketing 

Cloud

SAP Sales 

Cloud

SAP Service 

Cloud

Personalize 

Experience

Foundation

Lookup 

Customer 

Identity

Create Customer View all Consumer 

Interactions

Lookup Business 

partner ID

CustomerLookup 

Customer

Create 

Customer ID & 

Consent 

Individual 

Customer

Individual 

Customer

Create/Update 

and Distribute 

Customer 

Master

Customer 

C/4 Master

S/4HANA

Customer 

Engagement 

Data

Omni Purchase 

History

Browsing & 

Transaction 

Data

Omnichannel 

engagement

Provide an omnichannel personalized experience

Profile. Clickstream, 

Interactions & 

Master Data

Create 

Campaigns & 

Personalization

Recommendations

Roadmap

ProcessAvailable

Partner Integration
Transactional DataCustomer Interaction

Master Data

Interaction 

Contact

Business 

Partner

Business 

Partner
Orders

Experience

Core Operational Processes & Data

Conversion AdvocacyRetentionAwareness & Consideration
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The API based CX solution

Customer attributes Product attributes Operational data Experience data

▪ The functionality of the cloud 

solutions is available as 

single building block

▪ There is no overlap between 

the building blocks

▪ Each building block is
▪ connected to the SAC

▪ exposed with it´s own APIs

▪ With own UI and / or headless

▪ The functionality can be 

extended easily

▪ Consumption based pricing

API / UI 

Building 

Blocks

Commerce

Cloud

SAP
S/4 HANA

Master data  

Services

Master data  

Services

SAP
S/4 HANA

Commerce

Cloud

Partner
Apps

Sales

Cloud

Partner

Apps

Master data  

Services

Marketing

Cloud

Service

Cloud

Partner

Apps

SAP
S/4 HANA

Master data  

Services

Service

Cloud

Sales

Cloud

Master data  

Services

SAP
S/4 HANA

Commerce

Cloud

Price 

Optimization Pricing Commissions
Process 

Intelligence

Webshop Chat CPQ Catalog

Pricing Segmentation

Ticket 

Processing

Logistic 

processing

Invoice Customer master 

Services

Mobile Customer 

Engagement
Delivery

Product master Customer order Shopping Cart Service order

Types of building blocks

C/4HANA

Master data 
services

S/4HANA

Partner 
Apps

Consumption Layer

Application Layer built by SAP or partner
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SAP C/4 HANA Order Management
Cloud Native Micro Service Orchestration 

Omnichannel 

Promotion Pricing (OPPS)

Order and Customer 

Order Sourcing (COS)

Comsumer Sales 

Intelligence (CSI)

Master Data Services
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One place for all Transactions and 

Inventory all accessible real-time from 

anywhere 

Designed for SAP and Non- SAP back 

ends

Separation of data for front office 

consumption

Interfaces Based on Rest APIs

→ Ecosystem that facilitates creativity

SAP Consumer Sales Intelligence – Uniqueness 
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SAP Consumer Sales Intelligence is for front office scenarios 

Back Office Front Office 

Sales Audit* 
Outbound Tasks* 

Forecasting 

Planning 

Replenishment 

Product 

Availability* 

API for Consumer 

Sales History/ Receipt 

Supplier Data 

Exchange*  

Partner Scenarios* 

Instore Mobility 

Scenarios*

Analytics* 

On Shelf 

Availability 
Pricing 

SAP Consumer Sales Intelligence 

Store Inventory 

* Planned Future Roadmap for SAP Consumer Sales Intelligence 

Non-SAP Consumer Sales Intelligence topics in black
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Future Planning
Bundling with Customer Order Sourcing 

Tlog

Receiver

Microservice

Tlog

Collector

Microservice

Store 

Avail-

ability

Microservice

Master 

Data

Microservice

DC 

Avail-

ability

Microservice

Supplier 

Avail-

ability

Microservice

Customer

Order 

Sourcing

Microservice

SAP PI - Process Integration

Cloud Platform

SAP CAR
SAP ERP, S/4, or  

3rd Party ERP

SAP Cloud Platform

Integration

Backoffice and Consumer Applications

HANA

NEW to COME
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SAP Consumer Sales Intelligence
New Services – Professional Edition

Sales Audit Manager

FIORI application allowing for the 

viewing of retail POS data such as sales, 

goods movement, totals and financial 

transactions

Outbound Processing

Orchestrates the aggregation and 

synchronization of data between SAP Consumer 

Sales Intelligence and follow-on systems such 

as SAP ECC, SAP S/4HANA, or third-party 

ERP. 

TLOG Receiver

Collects sales transaction data from a 

defined data source and makes it 

available to other services in the SAP 

Consumer Sales Intelligence.

Store Inventory

Provides near real-time inventory 

information on a product in a store or 
other storage location

TLOG Collector

Collects sales transactional data 

from retail operations and stores it 

to an optimized SAP HANA 

database for consumption.

Product

Intended to enrich scenarios with 

meaningful product information such as 

category, unit of measure, and detailed 
description from a master data source

Site

Intended to enrich scenarios 

with meaningful site information 

such as name, address, and 

contact information from a 
master data sourceSAP CLOUD PLATFORM

Consumer Sales Intelligence

IntegratePersonalize

Simplify

Consumer Sales Intelligence
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SAP C/4 HANA Order Management
Cloud Native Micro Service Orchestration 

Omnichannel 

Promotion Pricing (OPPS)

Order and Customer 

Order Sourcing (COS)

Comsumer Sales 

Intelligence (CSI)

Master Data Services
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SAP C/4HANA Order Management – Overview

What is C/4 Order Management?

▪ One central order for the C/4 HANA suite, in the cloud, accessible from all clouds

▪ Integrating each cloud will provide the workflow from quote to fulfillment and after sales service

▪ Orchestration for combined orders of physical, digital and subscription goods

▪ Starting with a streamlined order process, focused on component manufacturing from Callidus Quote to 
S/4

Expected Benefits

▪ Simplified integration within the suite – all integration can happen with reference to a shared C/4 Order ID

▪ Simplified integration between the suite and the ecosystem – ability to use the same ID across the 
enterprise as a whole

▪ Offer an end to end order process, visible to all clouds

▪ Integrating new services can close gaps in existing offers without major rewrites

▪ Open design allows to plug in partner or acquisitions for faster delivery of value
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SAP C/4HANA Order Management – Overview

HOME 

DELIVERY

ORDER FROM 

ANYWHERE

Order Core

Availability 

and Sourcing

Pricing/Promotions/

Payment/Tax

API

Subscription/

Billing Digital 

Fulfillment

OP & CE

One central order 

available across all 

clouds

Orchestrating for 

multiple back ends
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Consumer Sales Solution Overview

Offer Placement Fulfillment Customer Service
Offer Uptake and 

Contracting

Browse, add-to-

Basket

Personalized offers 

and content
Checkout

Order/Quote
Order         

Status

SAP Commerce 

Cloud

Core Operational 

Processes & Data

SAP Marketing 

Cloud

Subscription 

Order
SAP Sales 

Cloud

Service 

order

SAP Service 

Cloud

Invoicing

Subscription 

Self-Service

Subscription Change 

processes

Personalized Engagement

Field 

Service

Support

Ticket

Service 

Ticket
Engagement 

Center

Assisted Service

Engagement 

Center

Usage & Comparison

Outage / Notifications

Bills/Payment
Retarget

Billing Documents

Dropped Basket

Installation

Chatbot Assist

Ticket 

Intelligence

Roadmap

ProcessAvailable

Partner Integration
Transactional DataCustomer Interaction

Master Data

Customer Profile

Targeted 

Campaign

Sales order

Order Split

Delivery

Experience

SAP Customer 

Data Cloud

Contact 

Profile
Registration & 

Consent

Preference 

Self-Service

Order Dispatch

SAP S/4HANAFOUNDATION

Post-Call 

Survey

Order split project solution

If not covered by warranty
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First Reuse Services Released Q1 2019 C/4HANA Foundation Order 2020

SAP C/4HANA Order Management timeline

Data Provisioning Data Consumption

3rd Party Application

SAP Commerce Cloud

SAP Sales Cloud

SAP Service Cloud

SAP Customer Order Sourcing (COS) 

stand-alone
SAP Consumer Sales 

Intelligence

Store Availability 
Data

Distribution Center 
Availability Data

3rd Party Logistics 
Provider

Transportation Data

3rd Party Application

COS

C/4 HANA 
Order Management

Subscription 
BillingOP & CE

Omnichannel Promotion Pricing Customer Order Sourcing Central Order Orchestration Fulfillment

SAP CAR

Calculation 

Service

SAP Omnichannel Promotion Pricing (based on SAP Cloud Platform) 

…

Sales Channel Application 

(e.g. POS, Web, S/4 Sales Order, …)

Data Upload Service

Regular Sales 
Prices

Promotional 
Rules

Data Access 

Service

Administration 

Service

Call Calculation Service
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COS & OPP with C/4 Order Management 

Data Provisioning Data Consumption

3rd Party

Application

SAP

Commerce Cloud

SAP

Sales Cloud

SAP

Service Cloud

Packaged delivery

SAP Consumer 

Sales Intelligence

Store Availability Data

Distribution Center 

Availability Data

3rd Party Logistics 

Provider

Transportation Data

3rd Party

Application

Master 

Data

COS

OPP

…
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Sourcing rules configuration based on pre-defined building blocks
Drag and drop enabled user interface

Drop zones for 

eligible sources

Pre-defined 

building blocks

Drop zones for 

building blocks

Pre-defined 

eligible sources
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Retail Reference Architecture : Inventory Availability
SAP Customer Order Sourcing (CSO) Service Architecture

Store POS

Product Catalog
Cart Checkout Order

SAP Commerce Cloud Integration

SAP Commerce Cloud

POS
Omni-Channel 

Purchase History

Available

Partner Integration

Roadmap  Q4 2019-Q1 2020

SAP Customer Order Sourcing Service

Inventory Availability & Sourcing Integration to SAP Commerce Cloud

SAP Consumer Sales Intelligence

DC Inventory Store Inventory

SAP S/4HANA Retail & Fashion

SAP C/4HANA Suite Business Service
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SAP C/4 HANA Order Management
Cloud Native Micro Service Orchestration 

Omnichannel 

Promotion Pricing (OPPS)

Order and Customer 

Order Sourcing (COS)

Comsumer sales 

Intelligence (CSI)

Master Data Services
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Why?

• Customer pain points of the omnichannel business: need 

consistent pricing across all sales channels

• Each system (e.g. POS, Web, ERP…) has its own price and 

promotion repository and its own price calculation logic, 

which makes it impossible to have consistent pricing across 

all sales channels.

Solution Overview:

• Calculation service to provide consistent price and 

promotion information by using the same calculation logic 

and the same price and promotion data

• Data Upload service to upload regular sales prices and 

promotional rules to the cloud environment

• Data Access service (OData service) to read sales prices 

and promotional rules 

• Administration service to delete obsolete sales prices and 

promotional rules in the cloud environment

SAP Omnichannel Promotion Pricing in the Cloud

Our Approach

SAP CAR

Calculation 

Service

SAP Omnichannel Promotion Pricing (based on SAP Cloud Platform) 

…

Sales Channel Application 

(e.g. POS, Web, S/4 Sales Order, …)

Data Upload Service

Regular Sales 

Prices
Promotional 

Rules

Data Access 

Service

Administration 

Service

Call Calculation Service
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SAP Omnichannel Promotion Pricing 

On-premise and Cloud-based solutions Compared

Calculation Service

Data Upload Service

Regular Sales 

Prices

Promotional 

Rules

Data Access 

Service

Administration 

Service

SAP Customer Activity Repository, Omnichannel Price and 

Promotion Service (on-premise)
SAP Omnichannel Promotion Pricing (cloud-based)

Promotion Pricing 

Service

Central Price and 

Promotion 

Repository

Regular Sales 

Prices

Promotional 

Rules

Outbound Service

Please note: 

• The calculation functionality of SAP Omnichannel Promotion Pricing (OPP) is called in the on-premise version “Promotion Pricing Service” and in 

the cloud version “Calculation Service”. There is no difference in the functionality. 

• The code base for the on-premise version and cloud version of OPP is the same. 
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Retail Reference Architecture: Omnichannel Pricing
Omnichannel Pricing & Promotion Service OPPS  & CAR Architecture OPP

Promotion 

Execution

SAP S/4HANA Retail & Fashion 

Retail Sales 

Price Calculation

SAP Commerce Cloud Integration

OPPS integration with SAP Commerce Cloud

Omni-Channel Promotion Pricing

SAP Customer Activity Repository on Premise

SAP Commerce Cloud

Promotions Management for Retail

POS

OPP

Omni-Channel Promotion Pricing Service (OPPS)

SAP C/4HANA Suite Business Service

OPP Extract of prices and promotions

Available

Partner Integration

Roadmap  Q4 2019-Q1 2020
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SAP Variant Configuration and Pricing on SAP Cloud Platform
Microservice APIs for easy Consumption in SAP, Partner, & Customer Applications 

SAP Cloud Platform (Cloud Foundry)

Configuration 
Service

Pricing
Service

SAP Variant Configuration and Pricing

Variant Configuration (VC/AVC) / SD Pricing 

S/4HANA
ERP

SAP API Business Hub

Manufacturing Billing Service

Engineering Order Mgmt. Procurement

Seamless Integration One Configuration/Pricing Model

SAP C/4HANA

SAP Commerce 
Cloud

SAP Sales Cloud 

(Callidus CPQ) Customer 
Application

Partner 
Application

Microservices on SAP Cloud Platform for

consistent omni-channel configuration and

pricing

Expand backend functionality to the cloud – SD 

pricing and Variant Configuration

Relevant master data and customizing are

replicated

Services are integrated to SAP solutions and 

available on SAP API Business Hub for custom

solutions

H

A

N

A

* Planned

*
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Annex Cloud Loyalty / Marketing Platform 
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Annex Cloud - Customer Marketing Platform 

Retail

• In-Store Loyalty

• In-App Loyalty

• POS integration

• eCommerce integration

• Call Center integration

• Marketing integration

Retail B2C, Consumer B2C/B2B, Manufacturing, Telecommunications
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Annex Cloud - Customer Marketing Platform 
How Annex Cloud 6-Step Customer Loyalty Programs Work

1 
Loyalty

Program
Recruitment

2
Customer

Loyalty

Registration

3
Comprehensive

Loyalty

Actions

4
Flexible Loyalty

Rewards

Redemption

5
Loyalty

Program

Marketing

6
Measure

and

Optimize
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Loyalty Offers – Product-centric, Behavioral, Social Offers

• PMR creates “Product Centric” Loyalty Offers

• Annex Cloud creates Loyalty “Behavioral and Social” Offers

• Annex Cloud Manages the Loyalty Programs for both

How does PMR and Annex Cloud collaborate with Loyalty Offer construction?
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• PMR has access to the 

Target Groups results of SAP 

Marketing Cloud’s Customer 
Segmentation.

• One or more Target Groups 
can be associated to an 
Offer.

• When completed and in 
“Released” status, the Offer’s 

parameters and content 
attributes are made available 
to SAP Marketing Cloud 

where the Offer can be 
distributed to the Target 
Group members.

• PMR also makes available 

via S4 or OPP, the Offer’s 
Buy, Get, Reward information 
to POS, Web and other 

Purchase channels.

PMR (Fiori) Offer UI
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• In the PMR Term 
Construction section the 

Offer has a configurable 

• BUY and GET “Term Area 

construction”

• Each BUY and GET can 

have one or more Terms.

• In this example a BUY from a 

Group of Coffee Products 
has been configured

• In the GET or Reward 
construction there are two 

rewards provided:

• 10% Discount and an 

Incentive reward

PMR (Fiori) Offer UI
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• One possible option for the 
Incentive is Loyalty Points.

• This example (in this demo 
system) has three possible 
options.

• In the Incentive framework 
multiple options can be 
configured.

• For example: her you see 
“Double points” as an option.

• Typical options are:

• Double or 2x

• 3x

• 4x, or

• Specific number of points.

• In this example, “Double 
points will be selected. 

• This will reward Double 
points on the final discount 

amount of the Coffee 
Product(s) purchased.

PMR (Fiori) Offer UI
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Loyalty Offers - Product-centric, Behavioral & Social Offers [Promotions]

Behavioral Loyalty Offers 
• Writing Reviews
• Answering Fellow Customers’ Questions
• Creating an Account
• Signing Up for Your Newsletter
• Filling out Account Profile Data
• Attending Events
• Customer Behaviors Tailored to Your 

Business

Social Loyalty Offers 
• Referring Friends
• Sharing Your Brand or Products with 

Friends
• Mentioning Your Brand on Social 

Media with Hashtags or @tags
• Signing in Through Your Social Login
• Connecting via Social Media

Product-centric Loyalty Offers
• Promotional Discount on specific Products
• Allows consumer to earn “extra-points” 
• Can be combined with multiple Incentives
• Can be for Mass or Targeted Consumers
• Can “give points” or allow “Pay with points”
• Geographical and/or demographical
• Enables Offer conditions and restrictions
• Typically omni-channel in nature

Created in CAR/PMR Created in Annex Cloud Created in Annex Cloud
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Annex Cloud Full Customer Engagement - Live retailer UI example
Volcom | Skate, Swimwear, Snowboarding Clothes & More

Behavioral Loyalty Offers for Actions
• Writing Reviews
• Answering Fellow Customers’ Questions
• Creating an Account
• Signing Up for Your Newsletter
• Filling out Account Profile Data
• Attending Events
• Customer Behaviors Tailored to Your 

Business

Social Loyalty Offers for Actions
• Referring Friends
• Sharing Your Brand or Products with 

Friends
• Mentioning Your Brand on Social 

Media with Hashtags or @tags
• Signing in Through Your Social Login
• Connecting via Social Media



CUSTOMER

SAP Product Content Hub
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Marketplaces are driving the “Fourth 

Wave” of Ecommerce with projected 

global sales of $4 trillion by 2020

Source: eMarketer
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Trends driving the Product Experience Management opportunity

CHANNEL EXPLOSION

Selling in own and 3rd party sales 

channels like Amazon, ebay etc. 

requires syndication of consistent 

product data in the right target format, 

with the required attributes. 

CENTRALIZATION OF 

PRODUCT DATA

Seamless customer journeys require 

consistent high quality product data 

that can be syndicated into regional or 

LoB specific commerce catalogs.

SKU EXPANSION

Introduction of more product

variations, more niche offerings, 

more personalized products that 

require efficient management tooling.
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With SAP Product Content Hub 

we enable organizations to create 

and deliver a consistent and high 

quality product data set 

that is optimized to the 

relevant channels.
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SAP Product Content Hub | Positioning and Use Cases 

COMMERCE CLOUD (Geo 1)

COMMERCE CLOUD (Geo 2)

OWN CHANNELS

OTHER CHANNELS

INPUT CHANNELS

Other 

Retailer

ERP Excel

Other Apps

(1) SAP Product Content Hub as a central Enterprise PIM (SaaS) that distributes product information

to local or LoB-specific Commerce Cloud catalogs and 3rd party retail channels (over 1500+ channels)

(2) SAP Product Content Hub as a stepping stone to move any on-premise PIM into the cloud 

(first step PIM, then commerce) – Complementary to SAP Commerce Cloud or other eCommerce solutions

PRODUCT 
CONTENT

HUB
Central

Enterprise PIM
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SAP Product Content Hub 

Business View and Benefits

PRODUCT DATA SYNDICATION 

CHALLENGE SOLVED

• Fully automated syndication to every 

channel, reseller or marketplace 

• Ability to combine multiple data sources 

into a single, easily manageable data 

feed.

• Business user tooling that eliminates the 

need for IT Department involvement

• OEM Partner                        solution 

capabilities are fully embedded into SAP 

Product Content Hub

PRODUCT 
CONTENT

HUB
Central

Enterprise PIM
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All functional areas of a next generation Product Experience Management 

solution are covered by SAP Product Content Hub and our Ecosystem

SUPPLIER DATA 

ONBOARDING
(via partner solution)

DATA

ONBOARDING

CONTENT MGT & 

ENRICHMENT

DATA QUALITY & 

WORKFLOWS

DIGITAL ASSET 

MANAGEMENT

SYNDICATION
(COMMERCE & 3rd PARTY)

A
I -
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(ADD’L SOLUTION EXTENSION)
PRODUCT 
CONTENT

HUB
Central

Enterprise PIM
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Product Content Hub | Architectural View

SAP Cloud Platform Integration

SAP Cloud Platform Integration

SAP Marketing
Cloud

SAP Commerce
Cloud

SAP Sales
Cloud

SAP Customer
Data Cloud

SAP Service
Cloud

SAP Cloud Platform 
Extension Factory

Product feed

Load

Data 

import

Product feed

Publish

Data 

export

Non-SAP software

PRODUCT

CONTENT

HUB
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Product Data Management: Retail Process View 

Product Enrichment Product Syndication
Product Availability 

Channels
Product Creation

Article Master

Product

Product

Product

Create/

Update 

Product 

Create/

Update 

Product

Supplier & Data Onboarding

Content Management & 

Enrichment

Maintain Product 

Content

Data Quality & Distribution across 

all channels (C/4 suite and 

external marketplaces/sites)

Roadmap

ProcessAvailable

Partner Integration
Transactional DataCustomer Interaction

Master Data

SAP Commerce 

Cloud

SAP Customer 

Cloud

SAP Marketing 

Cloud

SAP Sales Cloud

SAP Service Cloud

C/4HANA Suite 

Foundation

Product Content 

Hub

S/4HANA

Product 

Content Hub

Update 

Product

ProductUpdate 

Product

Update 

Product

Product 

Catalog with 

Rich Content



CUSTOMER

Customer Experience Powered Customer Journey
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Mobile App

Website

Store Pickup

Email

In-Store

Returns

Social Media

Call Center

Customer Experience Powered Customer Journey

O Propensity Revenue Consumption Resolution Status

MotivationX Value Enjoyment Impact Loyalty

RepurchaseSupportUsePurchaseAwareness
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Business View and Benefits 

Roadmap Update: SAP Experience Management (Qualtrics)

Collect experience data along 

the business process flow to 

get new insights.

Combine new data with 

existing data and take your 

customer-centricity to the next 

level.

Benefit from a harmonized 

User Experience across

SAP C/4HANA along the end-

to-end Process.

Combine experience data and 

operational data to gain new 

business insights and reach a 

new level of customer 

satisfaction

Leverage industry-specific 

reference processes to better 

reflect your industry business 

process.
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Intelligent End-to-End 

Industry Processes

Experience 

Management

Training and 

Collaboration

Core Re-Use 

Services 

Open and Agile 

Innovation Platform

SAP C/4HANA
The modular

Customer Experience Suite

Experience Management with SAP & Qualtrics

▪ Engage customers on their terms 

Get straight to the issues with personal conversations

Engage across any channel: email, sms, web, mobile app, wearables

▪ Predict what your customers will do next

Intervene with at-risk customers before they churn

Find insights hidden in structured and unstructured data

▪ Activate the entire organization

Resolve customer concerns faster

Increase conversion rates & adoption
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ENGAGE CUSTOMERS

ON THEIR OWN TERMS

▪ Omni-channel, Digital, Voice 

▪ Natural language, responsive

▪ Online reviews

▪ Messaging apps

▪ Frontline feedback

Qualtrics Customer Experience Management

1.
REMOVE ROADBLOCKS

TO INSIGHTS

▪ Insights in a predictive way

▪ Tailored Focus Areas

▪ Smart notifications

▪ Text, Stats, Voice analytics

▪ Competitive Benchmarking

2.
ACTIVATE YOUR 

ORGANIZATION

▪ Smart Routing

▪ Action Planning

▪ Automated Workflows

▪ Closed Loop Ticketing 

▪ Escalations

3.

CONTACT 

CENTER

LOCATION-

BASED

ACCOUNT 

MANAGEMENT

DIGITAL CX INTERNAL IT CSAT, NPS, CESONLINE 

REPUTATION 

MANAGEMENT
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EXPERIENCE MANAGEMENT with SAP CX & Qualtrics 

Connecting the X’s and O’s

Listen

Understand

Act

+

Hear directly from your 

customers from multiple sources

Define the experience gap

Delight customers by predicting 

their needs

Insights gained from 

operational metrics

Find operational root causes

Transform your business 

from reactive to proactive
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Valora Store of the Future: Avec Box

▪ Shop at any time

▪ Avec App:  

1. Access the store by scanning a QR code 

2. Scan products and add them to a shopping cart

3. Pay for the goods using the app. 

▪ Regular customers’ purchase history used to suggest 

shopping preferences, with vending machines making 

personal product suggestions

▪ SAP C/4HANA

Marketing cloud, commerce cloud, and data cloud modules

▪ SAP Cloud Platform integrates mobile app, SAP and non-

SAP systems, and physical devices such as coffee 

machines, price tags, and the store’s entrance door

Innovation in the Store with C/4HANA


