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The Experience GAP

Sometimes the realty is quite different from our beliefs

80%

of CEOs believe
they deliver a
superior
experience

The Experience Gap

O

8%
of their customers |
agree

KPS
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American
Customer
Satisfaction
Index

Benchmarks By Industry

Internet Retail
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line
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Etsy
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Internet Retail
Nike
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[American Customer Satisfaction Index, 2020]
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SAP
Integrated
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[SAP Integrated Report, 2019]

Detractors Passives Promoters

00000000000

Not At All Likely Extremely Likely

To Recommend To Recommend
— —
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https://www.sap.com/docs/download/investors/2019/sap-2019-integrated-report.pdf




.
qualtrics™

The System of Action

that turns

customers into fanatics
products into obsessions
employees into ambassadors
and brands into a religion

KPS
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Experience Data is everywhere

Annual employee engagement
Employee pulse

Employee 360

Exitinterviews

Confidential reporting

Training feedback
Onbearding feedback

Curriculum planning —

BENEFITS

EMPLOYEE RELATIONS

LEARNING & DEVELOPMENT

RECRUITING

BRAND TRACKING

BRAND DIAGNOSTIC

BRAND LIFT STUDY

Application forms —

Post interview feedback

Onboarding survey

Ad testing —

Feature prioritization —
Beta user feedback —
Feature awareness —
Kano analysis —

Conjoint testing —

User experience research ——

Usability testing —

CREATIVE & AD TESTING

ATTITUDE & USAGE STUDIES

MARKET SIZING

COMPETITIVE ANALYSIS

PRODUCT MANAGEMENT

r DESIGN & INNOVATION

Concept testing —

HR

Brand ©

} Strategy ©

} Product

o Marketing

o Admin —+

experience

IT / Facilities —

—

Everyone —

oCX{

PRODUCT MARKETING

CUSTOMER & FIELD MARKETING

DIGITAL MARKETING

EVENT PLANNING

ACTIVITY PLANNING

PROJECT MANAGEMENT

SUPPORT REQUEST FORMS

POST-SERVICE FEEDBACK

LANDING PAGES

POLLS

QUIZZES

SIGN-UP FORMS

QUESTIONNAIRE

CONSUMER / SHOPPER INSIGHTS

r— Product naming

— Market segmentation
+— Pricing analysis

—— Packaging optimization

“— Competitive benchmarking

— Event registrations
Event feedback

“— Launch feedback

r— Website feedback
— App feedback

~— Social feedback
— Contact forms

— Landing pages

~— Order forms

— Relational & transactional NPS
— Customer satisfaction & loyalty
— Consumer behavior

— Product satisfaction

— Voice of customer

“— Social listening

Customer service feedback
CONTACT CENTERS 4‘
Customer effort scoring

KPS
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Qualtrics

Business Operations in the C/4 Portfolio

SAP Marketing SAP Customer SAP Commerce

Cloud Data Cloud Cloud

Build brand Proactively identify unhappy Connect feedback with Optimize customer Reduce the cost to service

awareness and equity customers at risk of non- consent driven profile to  acquisition by knowing by identifying and resolving

by uncovering what renewal and identify build trust by giving which variables best common themes your

matters most to your  whitespace for upsell customers transparency explain satisfaction and  customers are raising. Gain

customers opportunities to add value and control. customer behavior. Immediate feedback after
and delight customers. service.

Customer Order

Repurchasing

Opportunity Invoicing

Fulfillment

Unidentified to Contract / Order
Identified Contact Management

KPS




KPS AG | SBN SAP Conference 2020

29/10/2020

Customer Journey
Experience Data (X-Data) reveal the Why-Questions behind the Operational Data (O-Data)

..........
. ®e
. .,
.* .

What is the reason for
a purchase?

Call center

oo
oooooo
. .
o* ®e
. .

) Store pickup

How satisfied are

customers with
the support?

Social Media

How do customers
feel about your
brand?

O
X

. Mobile App

. «
., .
. .

. .
.....

ooooo

X O

How satisfied are
customers with your
products?

O
X

...
.
.
000000000000

Returns

O
X

How loyal are your

customers?

O
X

Commerce Cloud
Marketing Cloud

Commerce Cloud
Sales Cloud

Service Cloud
Sales Cloud

Service Cloud
Marketing Cloud

Marketing Cloud
Sales Cloud
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SAP Roadmap

SAP CX and Qualtrics
Roadmap Highlights

|
N\

_©/_ Recent Innovations

SAP CX and Qualtrics

B2B Quotation Experience with Qualtrics, SAP Commerce
Cloud, SAP Cloud for Customer and SAP CPQ

SAP Cloud for Customer and Qualtrics
Post-ticket feedback trigger with Qualtrics

Connector on Qualtrics Action Platform: create a service
ticket after customer feedback (phase 1)

SAP Analytics Cloud and Qualtrics *

SAC dashboards for Sales Performance, Service
Performance and CSAT across X+0 data

Touchpoint NPS in Sales and Service

SAP Commerce Cloud and Qualtrics
Qualtrics PX integration: user feedback
SAP Commerce Cloud and Qualtrics Labs Prototypes
Qualtrics for B2C and B2B Accelerators
Spartacus library for Qualtrics survey integration

SAP Marketing Cloud and Qualtrics
Campaigns based on any customer feedback
Account based reports to identify detractors and promoters

SCP Extension Factory and Qualtrics
Preview connector with Qualtrics

D 2020 SAP SE or an SAP affiiale compary. All rights reserved. | PUBLIC

i
| &2 I Planned Innovations

SAP Customer Data Cloud and Qualtrics
Qualtrics XM Directory integration for sharing first
party, consent driven data into your XM campaigns

SAP Cloud for Customer and Qualtrics
Enhanced connector on Qualtrics Action Platform
with more objects like lead or opportunity (phase 2)

Feedback microservice

SAP Marketing Cloud and Qualtrics

SAP Marketing Cloud connector on Qualtrics
Action Platform: export feedback data for
marketing campaigns

SAP Field Service Management and Qualtrics

Qualtrics PX integration: technician feedback for
Field Service Management

N \ v .
“@’ Future Innovations

SAP Customer Data Platform (CDP) and Qualtrics

Direct integration between SAP CDP and Qualtrics XM
Directory

SAP CX and Qualtrics
Qualtrics widgets across SAP CX

SAP Cloud for Customer and Qualtrics

Act to retain your customer using Qualtrics and SAP
Cloud for Customer data insights

SCP Extension Factory and Qualtrics
Productized integration for Qualtrics

SAP Commerce Cloud and Qualtrics
Emotional UX personalization with Dotaki

*: Requires an SAP Analytics Cloud license 32

KPS
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Retail: Customer Experience

Customer loyalty and retention impacts

Likelihood to Purchase More Based on
Customer Experience

Likelihood to Recommend Based on
Customer Experience

Likelihood to Forgive Based on
Customer Experience

Likelihood to Trust
Based on Customer Experience

Consumers Who Are Very Likely to Purchase More Products or Services

Consumers Who Are Very Likely to Recommend a Company to a Friend

Consumers Who Are Very Likely to Forgive a Company for Delivering a

Consumers Who Are Very Likely to Trust a Company to Take Care of

fromaC d by Their Ci Experience Ratings or Relative, S: ted by Their Cust Experience Rating Bad Experience, Segmented by Their Customer Experience Ratings Their Needs, S ted by Their Cust Experience Ratings
—-mmm EERSEFIFIRES EEEEFEREEEE | NS EETs
cX cx CcX CX cX CX CX
Airline Airline Airline Airline
Automotive 20% 57% 77% 86% 94% Automotive 15% 49% 77% 85% 95% Automotive 16% 39% 56% 64% 80% Automotive 18% 52% 74% 81% 93%
Banking 19% 46% 67% 79% 93% Banking 12% 44% 63% 82% 94% Banking 15% 28% 42% 55% 75% Banking 16% 44% 63% 79% 92%
Car Rental 17% 50% 76% 83% 93% Car Rental 9% 44% 70% 83% 94% Car Rental 13% 34% 54% 56% 75% Car Rental 15% 37% 60% 70% 88%
Computer Makers 23% 54% 75% 88% 93% Computer Makers 15% 50% 74% 86% 94% Computer Makers 18% 37% 54% 61% 79% Computer Makers 20% 43% 68% 77% 89%
Consumer Payments 16% 34% 39% 72% 87% Consumer Payments 13% 31% 38% 74% 90% Consumer Payments 15% 30% 45% 57% 73% Consumer Payments 17% 44% 66% 78% 89%
Electronics 22% 51% 71% 83% 92% Electronics 15% 49% 71% 83% 95% Electronics 18% 33% 55% 64% 78% Electronics 19% 47% 67% 75% 89%
Fast Food 22% 52% 72% 87% 96% Fast Food 14% 37% 64% 77% 94% Fast Food 17% 28% 41% 51% 72% Fast Food 14% 33% 58% 65% 86%
Grocery 25% 61% 79% 90% 96% Grocery 14% 47% 63% 81% 94% Grocery 16% 34% 47% 60% 78% Grocery 18% 40% 63% 76% 90%
Health Insurance 21% 51% 74% 84% 94% Health Insurance 13% 45% 66% 85% 94% Health Insurance 16% 33% 46% 61% 77% Health Insurance 18% 43% 66% 79% 90%
Hotel 20% 52% 76% 82% 95% Hotel 13% 46% 68% 82% 95% Hotel 16% 39% 55% 61% 80% Hotel 17% 44% 63% 73% 90%
Insurance 18% 49% 72% 84% 94% Insurance 14% 43% 69% 83% 95% Insurance 16% 32% 44% 61% 78% Insurance 18% 43% 65% 78% 93%
Investment Firms 21% 49% 76% 84% 95% Investment Firms 13% 44% 76% 85% 95% Investment Firms 16% 36% 50% 60% 80% Investment Firms 18% 42% 70% 80% 93%
Parcel Delivery Services 19% 52% 71% 86% 94% Parcel Delivery Services 14% 4% 62% 81% 93% Parcel Delivery Services 14% 29% 43% 56% 72% Parcel Delivery Services 17% 36% 55% 73% 87%
| Retail 25% 58% 78% 90% 95% Retail 16% 5% &7% 3% 54% Retail 9% 17% 21% 40% 74% Retail 10% 21% 28% 52% 88%
Software Firms 20% 49% 73% 84% 94% Software Firms 16% 45% 74% 85% 96% Software Firms 19% 32% 52% 62% 79% Software Firms 17% 40% 63% 71% 90%
Streaming Media 21% 45% 70% 81% 92% Streaming Media 16% 44% 71% 84% 94% Streaming Media 15% 29% 45% 54% 74% Streaming Media 17% 35% 58% 66% 86%
TV/Internet Service 14% 39% 64% 79% 90% /internet Service 11% 36% 59% 76% 92% V/Internet Service 11% 24% 40% 52% 76% Trinternet Service 12% 3% 50% 63% 86%
Utilities 18% 46% 68% 83% 94% Utilities 12% 40% 60% 79% 92% Utilities 15% 31% 47% 63% 78% Utilities 16% 40% 61% 75% 88%
Wireless 16% 48% 74% 84% 93% Wireless 14% 42% 66% 83% 94% Wireless 13% 28% 43% 57% 77% Wireless 14% 37% 59% 74% 89%
Average 20% 50% 72% 84% 94% Average  13% 44% 66% 82% 94% Average  15% 32% 47% 58% 77% Average 16% 40% 61% 73% 89%
Base: 10,000 U.S. Consumers, 20 industries Qualtrics Base: 10,000 U.S. Consumers, 20 industries Qualtrics i . Base: 10,000 U.S. Consumers, 20 industries Qualtrics Base: 10,000 U.S. Consumers, 20 industries Qualtrics )
Source: Qualtrics XM Institute Q2 2020 Consumer Benchmark Study XM institute'“ Source: Qualtrics XM Institute Q2 2020 Consumer Benchmark Study XM institute Source: Qualtrics XM Institute Q2 2020 Consumer Benchmark Study M inSt |tUte Source: Qualtrics XM Institute Q2 2020 Consurmer Benchmark Study XM institute g

Copyright © 2020 Qualtrics®. All rights reserved.

Copyright ® 2020 Qualtrics®. All rights reserved.

Copyright © 2020 Qualtrics®. All rights reserved.

Copyright ® 2020 Qualtrics®. All rights reserved.

,ROI of Customer Experience, 2020, Qualtrics
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Retail: In-Store experience

Kvittering data | Metadata

Store Nr Company, Manager, Square meters

Adress City, Region, Country, Population

Date Weekday, Month, Season, Year, Weather

Kvitt Nr
Cash Nr Traditional, Self-Service

REMA 1000

Salgskvi ttering

REMA 1000 Hoffsvajen
MARIUS GRANLY As
ORG NR 920 392 547 MVA
Foretaksregisteret
TLF:22 52 50 45

| 13.04.18 13:10 :
~ Kvitt:1036363 oy Payment
- Serienr.:1434 ¢ Method

______ o e ;
15% %&' =7 ‘@ < Payment ID

Operator Nr Gender, Work Experience, Sales trainings

Purchase Item Category, Brand, Supplier, Stock, Manager

Sum

KPS
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Retail: In-Store experience

KIWI 587 Vogt

sgate

ORG.NR. 917 846 231 MVA

Foretaksregis
Vogtsgate 529
TLF: XX XX X

14.02.17 09:40
Kvitt:14038
KYLLINGFILET 1,25KG
SUKKER 1KG ELDORADO
MEIERISMZR 500G TINE
NORVEGIA SKORPEFRI CA1K
1,006kg % kr 96,90
REVET 0ST ORIGINAL 300G
LETTMELK 1,2% 1L TINE
GRILLPBLSE 600G GILDE
TOMATKETCHUP 540G IDUN
PIZZA GRANDIOSA
LETTR@MME 300G TINE
STJERNEBACON SKIVET 140
LAKSEFILET 4X125G F.P
MELKESJOKOLADE 200G FRE
COoCA COLA 1,5L FL

+ Pant

EGG S/M/L 12STK FP
LEVERPOSTEI 100G STABB.

STABBUR-MAKRELL 170G
BRREPOSE KIWI
BRREPOSE KIWI

Sum 19 varer

BANK

Mva% Grunnlag

0,00 2,50 0
15,00 509,02 6
25,00 1,58

SUM 513,10 6

Bax: 13399018-452466

MasterCard

*x k%X XX ¥%%4581-0
AID: AC000000041010
TVR: 0000008000

TSI: E800

Sted: 2465706
14/02/2017 09:40

Ref.: 329647 170677 IB1
Resp.: 00

KJgP
NOK 589,85
GODKJENT

teret
Oslo
X XX

il
15%
15%
15%
15%

15%
156%
15%
16%
156%
15%
15%
15%
15%
15%

0%
15%
15%
15%

Kasse: 001

perNr: 007
115,09
17,90
26,80
97,48

36,90
16,90
36,90

9,90
30,40
14,90
21,40
49,10
32,80
30,90

2,50
25,60

.

589,85
Totalt
,50
585,37
98

AR R
9890100140383

VELKOMMEN TILBAKE TIL
EN HYGGELIG HANDEL

In-Store Feedback Channels

QR Code (Kvittering)

Happy or not (connected to Kasse)
Self-Checkout
App

>> Targeting on qualtrics

qualtrics™

On a scale from 0-10, how likely are you to recommend Qualtrics
to a friend or colleague?

Not at all likely Extremely likely

CICEIEIEEEE ] )

KPS




KPS AG | SBN SAP Conference 2020

29/10/2020

Retail: Store Management Dashboard

Store Mana... Ticket Man...

Regional P...

@ Executive L... E] Customer ... Text Insights

Y Filters v Store Name: Store 485 v | Hide Filters
My Store Satisfaction 4 Store Rank 1
Week
Mar 13-19, 2017
Mar 20-26, 2017
Apr 3-9, 2017
4 Apr 10-16, 2017
; [
0 Goal: 7.0 10 My Store Region Company May 1-7, 2017
Areas of Focus
Greeting 471 Cleanliness 17 Impression of Cashier
10 10 10
9.5 9.9
9 0 9.8
’ oo 06
8 9.5
7 75 9.4
6 7 9.3
9.2
L - 6.5 o~ _ o

5 V\/. :
5.5
4

5

-@ Closed Loo...

Shift Performance

E] Action Plan... < Q & @Y

L% PageOptions v # Edit Page

|
-

10am - 2pm 2pm - 6pm 6am - 10am 6pm -12 pm

[¢=

10

9.5

9

8.5

8

\A Checkout Experience

[¢=
-

T~ K
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KPS References

6 Qualtrics projects delivered.

BOSS

HUGO BOS S

SAP4

infrent

Integrations to

SAP Marketing Cloud, SAP BW,
SAP Analytics Cloud, SAP intelligent RPA

KPS
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Qualtrics @ HUGO BOSS

As a premium brand, customers expect us to deliver an
exceptional experience every time they interact with our
brand. By partnering with Qualtrics and using the XM
Platform, we've been able to deliver breakthrough
experiences across our in-store and online channels.

TIMO EBERT, HEAD OF BRAND STRATEGY & CUSTOMER EXPERIENCE AT HUGO BOSS

KPS


https://www.qualtrics.com/uk/customers/hugo-boss/
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Headquarter

About KPS —

Local presence & global reach

() Digital Centres of Excellence

Founded 2000 @ Office Location 4
Headquarters Munich

Offices 15 (Europe and US)

Revenue €181M

Consultants 1.100+

~ S =

B (77 AN

55% Slple4=igle 200+ #1 Agile Security

Growth in the Resources Successful digital Trade & Consumer Value adding Fixed price

last 4 years Projects Transformations Goods Industry methodology components
Services
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We are where digital customer interaction takes place.

4 GROCERY

FASHION
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—

ELECTRONICS

/
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TRANSPOR- =N

TATION )|

> V)
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SPORTING @ e FOOD &
GOODS & : BEVERAGE
wa FURNITURE
& —
CONSUMER L F )\ ok e ENERGY &
PRODUCTS 1t | UTILITY

PROCESS
INDUSTRY

—
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INDUSTRY

s

KPS



KPS References

We are where digital customer interaction takes place.

OFFICE

sOliwer

HUGO B OSS

EICHMANN

S)brakes Dansk
Supermarked

SportScheck SniDGS'

= “Ride

num\\/

BRAX [14
Veepee ) kik — OCHSNER SPORT
D= ELKJOP ) 3
EP.. sonepar < \ ¥
! ElectronicPartner 4
MEDION' & E —
— &«
< Hermes Gond)
a:tren E] Electrolux
Transports M ~Subte_
@ de Barcelona S VELUX %ﬁ
o

CHOICE

,,,,,,

DELVAUX

CHPIST swadbvsi

RICHEMONT

P

0';;“,

-

Dreams

home @

sofa:com

,’—-.: - LB

Q@ il
- N_stle

"HEINEKEN

o
0 ENERGINET
innogy

* MAERSK
oL

Schneider

REVLON
Y4aHENRY SCHEIN®

Genomics

{S URSAPHARM

ELECTRIC

7N FREUDENBERG

INNOVATING TOGETHER

H& CELSA’

SAINT GOBAIN GROUP

KPS




Let's get in touch and have a
personalized demo!

KPS digital GmbH

Dirk Brambring
Principal

+49 (160) 96739427
dirk.brambring@kps.com




