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of CEOs believe
they deliver a 
superior
experience

of their customers
agree

80%

8%

The Experience Gap

The Experience GAP
Sometimes the realty is quite different from our beliefs 
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[American Customer Satisfaction Index, 2020]
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https://www.theacsi.org/index.php?option=com_content&view=article&id=147&catid=&Itemid=212&i=Internet+Retail


“In 2019, 68% of customers gave us a score of 7 or
higher. This means that a large majority of customers
are satisfied or highly satisfied with SAP. Because the
percentage of customers that rated us 9 or 10 is
slightly smaller than the percentage of customers who
rated us 6 or below, our Customer NPS for 2019 is –6 
(2018: –5). We did not reach our target of +1 in 2019. 

While we have reported Customer Net Promoter Score 
since 2012, we revamped our program in 2018 with
2019 as the first full year of results. […] 

With our Experience Management (XM) innovations
from Qualtrics, we have more information from our
customers than ever and can react to it faster, helping
us make changes that customers can see and feel in 
their interactions with SAP and our software.“
SAP Integrated Report, 2019

[SAP Integrated Report, 2019]
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https://www.sap.com/docs/download/investors/2019/sap-2019-integrated-report.pdf
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Qualtrics 
and C/4 
HANA
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Experience Data is everywhere
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Repurchasing

Invoicing

Fulfillment

Contract / Order
Management

Customer Order

Quote

Opportunity

Lead

Unidentified to 
Identified Contact

SAP Marketing 
Cloud 
Build brand 
awareness and equity 
by uncovering what 
matters most to your 
customers

Proactively identify unhappy 
customers at risk of non-
renewal and identify 
whitespace for upsell 
opportunities to add value 
and delight customers.

SAP Sales 
Cloud

SAP Customer 
Data Cloud
Connect feedback with 
consent driven profile to 
build trust by giving 
customers transparency 
and control. 

SAP Commerce 
Cloud
Optimize customer 
acquisition by knowing 
which variables best 
explain satisfaction and 
customer behavior.

SAP Service 
Cloud
Reduce the cost to service 
by identifying and resolving 
common themes your 
customers are raising. Gain 
Immediate feedback after 
service.

Qualtrics
Business Operations in the C/4 Portfolio



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

Returns

Call center

Store pickup

Mobile App

Website
In-store

Banner
Email

Event

RepurchaseSupportUsePurchaseAwareness

Propensity Revenue Consumption Resolution Status

Motivation Value Enjoyment Impact Loyalty

O
X

O OO O
X X X X 

How do customers
feel about your

brand?

What is the reason for
a purchase? 

How satisfied are
customers with your

products?

How satisfied are
customers with

the support?

How loyal are your
customers?

Commerce Cloud
Marketing Cloud

Commerce Cloud
Sales Cloud

Service Cloud
Sales Cloud

Service Cloud
Marketing Cloud

Marketing Cloud
Sales Cloud



SAP Roadmap
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ONLINE 
Retail



Retail: Customer Experience
Customer loyalty and retention impacts
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„ROI of Customer Experience, 2020“, Qualtrics
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OFFLINE 
Retail



Retail: In-Store experience
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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

Operator Nr Gender, Work Experience, Sales trainings

Purchase Item Category, Brand, Supplier, Stock, Manager

Sum

Payment 
Method

Payment ID



Retail: In-Store experience
29

/1
0/

20
20

KP
S 

AG
 | 

SB
N

 S
AP

 C
on

fe
re

nc
e 

20
20

18

In-Store Feedback Channels

>> Targeting on qualtrics

QR Code (Kvittering)

Happy or not (connected to Kasse)

Self-Checkout

App



Retail: Store Management Dashboard
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KPS References
6 Qualtrics projects delivered.
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Integrations to
SAP Marketing Cloud, SAP BW,

SAP Analytics Cloud, SAP intelligent RPA
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Qualtrics @ HUGO BOSS

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

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


Q&A



Founded 2000
Headquarters Munich
Offices 15 (Europe and US)
Revenue €181M
Consultants 1.100+

Headquarter
Digital Centres of Excellence
Office Location

200+
Successful digital
Transformations

#1
Trade & Consumer

Goods Industry

End2End
Resources 

Projects
Services

55%
Growth in the
last 4 years

Agile
Value adding
methodology

Security
Fixed price 
components

Local presence & global reach
About KPS –



FASHION

KPS References
We are where digital customer interaction takes place.



KPS References
We are where digital customer interaction takes place.
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Let's get in touch and have a 
personalized demo!

KPS digital GmbH
Dirk Brambring
Principal

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


