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How to operationalize 

experience management
Tor Haabrekke 

– Sr. Solution Advisor Retail – SAP Nordics



of consumers switch brands 

due to a poor experience

80%

1 in 5 consumers who expressed an 

interest in  personalized products or 

services are willing to  pay a 20% 

premium*

*Deloitte – Rise of mass personalization (2015)
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http://j.mp/1FY1IJG

Time

LEVEL OF 
PERFORMANCE 

REQUIRED BY 
AVERAGE USER

Guests and Staff want 
better technology 

performance

TRANSITION WHERE 
TECHNOLOGY MEETS 

BASIC NEED

Unmet Need

Technology
Performance

Guests and Staff will 
choose the best 

experience

Technology less relevant

Experience is key 
differentiator
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Strømleverandører
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Mobilabonnement
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Bank og forsikring
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Retailers spend large effort to differentiate

8

Customer X – DATA:

How easy was it to get the app 

installed and in use?

How did you like paying with the app?

What are you missing?

Employee X – DATA:

How was your workday from 1-10?

How did you like the training program on the new POS system?

How did it work to be responsible for opening the store for the first time?

Brand X – DATA:

What is the first running brand you think of?

Name 3 soccer shoe brand you 

Have you heard about New Balance soccer shoes used by ?

What is you 
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CPG brands can capture feedback from consumers on new products

Engage customers and collect 

product feedback:

QR code on product leads to 

web site for questionairre. 

Upload picture from cooking or 

POS receipt to get cash back or 

lottery to win a prize.
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What is Experience Management (XM)?

C-Level embracing and establishing a XM centric culture 

• CEO of South Koreas largest car brand decided to 

deploy employee experience management to 

understand why high percentage of millenials leave 

the company and take actions to make them stay.

• Under Armour is obsessed with the customer and 

works hard on new HOVR mid sole technology.
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XM is a discipline

Understand human beings when designing and 

deploying experiences

Understand how humans process experiences
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Assess XM Competency and Maturity 

of your company

20 XM skills
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Video of Under Armour.

https://player.vimeo.com/video/329197561

https://player.vimeo.com/video/329197561
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X-data is everywhere: Every organization, department and team collects feedback
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LISTEN 
Collect Experience data from stakeholders at every 

meaningful touchpoint

UNDERSTAND
Why things are happening and What do do about it 

ACT
Make continuous improvements that improve customer, employee, brand 

and product experiences 

Qualtrics Product Portfolio
Close Experience Gaps by listening, understanding and acting on X-data

With a platform that collects solicited and unsolicited feedback from all channels - emails, web, 

mobile, social media, chatbots, review sites, offline apps and more  

With Powerful analytics on both structured and unstructured data to uncover insights and spot trends

With reports, visualizations, notifications, alerts, integrations into your business workflows
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Manage GDPR Right to Erasure requests from one central location. 

✓ Exercise all GDPR record deletions from a single view

✓ Remove individuals, contacts, responses, entire projects, 

and all related data and associations – with a single click

✓ Search for and delete tickets, distribution lists, and individual 

user accounts

✓ Bulk delete via UI or APIs

GDPR managed X-data

By Standardizing on Qualtrics CoreXM, you can: 
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SAP Customer Data Cloud & Qualtrics XM Directory

▪ Out-of-box connection between Qualtrics 

XM Directory and SAP Customer Data 

Cloud

▪ Maintain customer master data in one 

place and always in sync

▪ Bring in customer profile data to run XM 

programs(CX, EX, PX, BX) and target 

specific users in Qualtrics XM to get 

feedbacks on important digital journeys 

▪ Engage and collect customer data and 

feedbacks with consents

▪ V2: publish XM-data back to SAP 

Customer Data to supercharge marketing, 

sales, commerce and service use cases

SAP 

Marketing 

Cloud

SAP 

Commerce 

Cloud

SAP 

Customer 

Data Cloud 

(Gigya)

SAP Sales 

Cloud

SAP 

Service 

Cloud

SAP C/4HANA

Qualtrics XM Directory

1.8B+ profiles

643M+ touchpoints

1.7B+ identities

2.1B+ consent records

V1. ETL Process

V2. Webhooks / Real-time
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SAP Cloud Platform 

Extension Factory

Qualtrics CX and C/4HANA integrations via Cloud Platform Extension Factory

Qualtrics APIs & Developer 

Platform

• Create transaction batch 

• Create mailing list 

• Create transaction & contact 

• Create distribution & link

• Collect XM responses

• Workflow through action 

platform

SAP Commerce Cloud

• Order created events

• Omni commerce cloud 

(OCC) APIs

• Execute campaign & 

discount

SAP Service Cloud

• Create service tickets

SAP Litmos

• Update training courses

SAP C/4HANA

Lambda Functions

• Initialize a survey based on 

order details

• Trigger campaign creation

• Trigger service ticket creation

• Trigger content update and 

course assignment
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“Today’s consumer is networked and on  the 

move. Great products alone are no  longer 

enough to earn their loyalty.

Businesses have to provide a next  generation 

customer experience,  tailored completely to 

the individual.  SAP is driven by a relentless 

passion to  help our customers innovate to 

win. We  deliver the solutions and the real-

time  platform for enterprises to run like 

never  before.”

Bill McDermott, CEO,SAP

Companies with highly 

engaged workforces  

outperform their peers by 

147% in earnings  per

share*

*Gallup – The Engaged Workplace (2018)
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AUTHENTIC VALUES LED CUSTOMER CULTURE

CONNECTING EMPLOYEES TO CUSTOMERS

IGNITE THE ORGANISATION THROUGH LEADERSHIP

employee
EXPERIENCE

customer
EXPERIENCE

VISUALISING  COMMON DATA SETS TOGETHER

COMMON ANALYTICS TO FIND DEEP INSIGHTS

SECURITY and DATA COMPLIANCE STANDARDS

CONNECTING EX AND CX TO FUEL GROWTH



1. Experience Points Along the Customer’s Journey
Link Customer’s X+O in Each ‘Moment that Matters’

1. Desire & Consideration

3. Fulfillment
Options: online,store-pickup

5. Repeat/Loyalty

6.Advocacy

Brand affinity/

promoters of the brand

X Customers feedback on brand

X Timeliness,convenience, 

accuracy of order, staff  

interaction

X Overall experience across 

multiple interactions

X

X+O Marketing promotions

X+O Delivery cycle time;  

optimized staffing levels

X+O Rewards program,new

product launches

X+O Social media, community  

engagement,  

acknowledgement

Feedback URL on  
cup label

2. Order

X Customer experience with ordering

– menu richness, quality, baristas

X+O In-store and online order process:  time 

required to pay, accuracy of  

transaction

Barista’s touchpoints
& feedback

What are the drivers for customer

engagement, in-store and mobile?

How do we act on customer satisfaction

at the local and store level?

How can we increase the number of  

Rewards customers?

Revenue Increase:
3X more transactions for  

each additional Starbucks  

Rewards members

Customer Satisfaction:  More 

visibility to customer  

satisfaction drivers with  

ability to act on them

4. Enjoy (Sit, Drink,Work  or

Study)

Customer experience with

in-store ambiance(music,

seating, temperature, space)

X

X+O Optimized store layout
(in store only)

Placards on tables

Feedback  capture 

pilots=

15
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The experience company powered by the intelligent enterprise

O
DATA

Product

Employee

Experience

Management
X

DATA

Customer

Brand

Intelligent 

Suite

Customer 

Experience

Manufacturing &

Supply Chain

Digital Core

People 

Engagement

Network & Spend 

Management

Merch. & 

Assortment  

Planning

Allocation 

Mgmnt.

Promotion 

Mgmnt.

Loss 

Prevention 

by Fujitsu

POS Data 

Transfer & Audit

SAP Customer Activity Repository

Store 

Repl.

Forecasting Omni Channel Article 

Availability

SAP S/4 HANA  

Finance (Record-to-Report)
Supply Chain Execution             

(EWM and TM)

Manufacturing Wholesale Retail

SAP Cloud Platform (PAAS)

Identity Management

Extend – Integrate - Innovate 

Mobile Service

Portal Service, Web IDE

Integration  

Data Mgmnt/Analytics/Intelligence

Machine Learning, IOT, Block 

Chain

SAP HANA 

SAP 

BW4HANA

SAP 

Analytics 

Cloud

SAP Data 

Intelligence

O
DATA

Commerc

e Cloud

Customer 

data  Cloud
Marketing 

Cloud

Sales 

Cloud

Service 

Cloud

SAP C/4 HANA Suite (CX)

Omnichannel 

POS by GK
Clientelling

by Keytree

Retail extensions

Ariba

Sucess Factors

Supply 
chain

Sourcing & Buying

Integrated 

Business Planning

Global Trade 

Services

Hire to 

Retire

Product Development.
SAP Intelligent  Product 

Design

Travel & 

Expense

Concur

F&R 

Replen-

ishment

SAP Experience Managment 
(XM)

X
DATA
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