
[Live Webcast] Tuesday April 26th
3:00PM ï4.30 PM CET

Intelligent Commerce: 
Orchestrating End -to-End Digital 
Customer Experiences with IBM iX 
& SAP CX
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Some 
remarks 
before we 
really start

- All participants are muted, feel free to post your questions in the 

chat section 72 t>// M!1&/,676uk 

- The session will be recorded .

- All material used today will be posted here: https://ibm.biz/SAP_CX_Box

- In case you have further questions, contact us : ibmsapevents@ibm.com

https://ibm.biz/SAP_CX_Box
mailto:ibmsapevents@ibm.com
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Agenda

Å Opening and Practice Overview 

Rich Berkman, IBM & Peter Thurner, SAP

Å Accelerated time to market with Telco Utility Accelerator 

Lakshmi Nair, IBM

Å Digital Commerce Growth Strategy with SAP CX 

Å (Retail, Switzerland) 

Edwin Denk, IBM ecx.io

Å Meet your consumersô increasing demand for sustainable 

insights and personalized, transparent experiences

Jose Paredes Hernandez, IBM

Å Reinventing automotive customer experience through 

interactive guided selling

Russell Gowers, IBM

Å Questions & Answers / Wrap Up



The IBM and SAP strategic partnership represents one of the longest in the 

market, utilizing customer -centric approach making your business faster, 
smarter, more agile and more responsive

Awards 

#1
Global SAP CX 
Certifications

50
Years of 

partnership

Å 33 Pinnacle Awards (including 2022)

Å Platinum Partner since 2017

Å 2021 NA Partner Excellence for Service

Å 2021 APAC and Japan Partner Excellence for Experience 

Management

Å 2021 EMEA Partner Excellence for Competitive Win

Key 
Industries

15+ 17K

iX Business Design 
Professionals

38K

SAP 
professionals

#1 Ranked 
Digital Commerce 

Solutions

No other SAP partner has
more Global Partner 
Program Certifications

Global 
Partner

46
years

50
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Experience Orchestration

Data & Insight Driven Interactions

Ecosystem Evolution

Bringing intelligence to customer 

experiences by activating AI and analytics, 

enabling contextual personalization, and 

the fastest speed to value on the market 

leading with:

Å Modernization
Å Omnichannel Optimization
Å Personalization & Engagement
Å Intelligent Workflows & Automation
Å Order & Inventory Intelligence
Å Experience Intelligence
Å Business Model Expansion
Å Autonomous Commerce
Å ESG Activation

SAP CX & IBM iX Co -Innovation

Å Telco-Utility Subscription & Accelerator
Å Sustainable CX for SAP Retail
Å Automotive Accelerator 
Å e2e Personalized SAP CX
Å IoT Commerce solution with BRIM

IBM Consulting Services for SAP CX

IBM iX Growth Levers



Seamless and expedited buying journey 
giving B2B buyers insights into their own 

historical purchasing while providing 
reference and context for future buys.

40% 40 hrs 100%

Saved per 
week via 

automation

Faster 
invoice 

payments

Growth with 
trading 

partners

IBM Consulting andSAP CX:
¢ǊŀƴǎŦƻǊƳƛƴƎ {ƻǳǘƘǿƛǊŜΩǎB2BExperience
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SAP CUSTOMER EXPERIENCE
PORTFOLIO ςOUR DNA

Deliver commerce everywhere with 
personalized frictionless and 
transparent experiences

The living breathing unified view 
of the customerfor use across CX 
and beyond

Engage the customer on their 
terms across any channelat scale Provide great service experiences 

and enable fast resolutions across 
channels

Connected sales experiences that 
accelerate the buying process and turn 
customers into advocates.

COMMON COMPONENTS  |  BUSINESS TECHNOLOGY PLATFORM

Commerce

Customer Data Marketing
Service

Sales

Å SAP Commerce Cloud
Å SAP Upscale Commerce

Å SAP Service Cloud

Å SAP EmarsysÅ SAP Customer Data Cloud
Å SAP Customer Data Platform

Å SAP Sales Cloud
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Leader in 

Digital Commerce
for 7 years in a row
Gartner Magic Quadrant

August 2021

WE ARE 

LEADERS

Leader in

Sales Force Automation
for 3 years in a row
Gartner Magic Quadrant

August 2021

Leader in 

Personalization Engines
for 3 years in a row
Gartner Magic Quadrant

July 2021

Leader in

Customer Identity and
Access Management 
since 2017
Forrester Wave

October 2020

COMMERCE SALES

& SERVICE

MARKETINGCONSUMER

DATA

BTP

Leader in 

Enterprise Integration
Platform as a Service
Gartner Magic Quadrant

September 2021

Leader in 

Data
Integration Tools
Gartner Magic Quadrant

August 2021

Leader in 

Multiexperience 
Development Platforms
Gartner Magic Quadrant

July 2021

The right to be the #1 CX Cloud



Accelerated time to market with Telco Utility Accelerator 
Lakshmi Nair, IBM

Intelligent Commerce: 
Orchestrating End -to-End Digital 
Customer Experiences with IBM iX 
& SAP CX



SAP Telco, Media, Utilities Accelerator
SAP and IBM co-innovation with 100+ SAP Client Engagements

The SAP Commerce Cloud Telco, Media, and 

Utilities Accelerator Optimizes Customer 

Experiences

It activates a unified and seamless cross-channel 

experience for their customers ïfrom online and 

in store to mobile and beyond ïenabling 

customers to jump between their channels of 

choice, when they want to.

The heart of the solution enables delivery of 

exceptional subscriber onboarding and 

lifecycle experiences. This is an end to end 

experience as customers research contract 

bundles, products, services, subscriptions 

and optional service add -ons, buy the way 

they want to buy, utilize self -care features 

when they want, get their questions answered 

and their problems resolved.

IBM iXôs expertise 

in experience led 

digital commerce 

services along with 

IBMôs ingrained 

technology DNA

SAP Commerceôs 

powerful 

capabilities coupled 

with SAPôs proven 

Intelligent 

Enterprise 

capabilities
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Client Vision
What did Lycamobile want to achieve

Scope:

Å MVP - 23 
Markets

Å Pre-paid

Å Post-paid

Å Brand X 
initial launch

Achieve

Å Evolve to  
digitally focused 
business 

Å Standardise 
up to 80% -
speed to market

Å Drive bottom 
line growth 

New brand with Differentiated 

Experience

Unified CX, Globally 

Consolidated Product Offerings
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tThis investment is 
testament to our 
commitment to 
transform the 
business and take 
our services to a 
wider audience.ò

Navanit Narayan, 
LycaGroup CEO

Idea

Deploying SAP Commerce 
leveraging Telco 
Accelerator  integrated to 
their legacy application

Foundational platform to 
6833257 I<$!02#,/&s6 1&: 
digital platform globally

Delivering new services and 
a personalised customer 
experience.

Insight

Demand to meet new 
consumer mobile habits, 
with more varied,  
distinctive, and VAS

Existing digital 
infrastructure  prevented 
the client  from  
responding quickly and 
adopting innovative 
business models, 
products and services.

Impact

IT transformation combined 
with an exciting brand relaunch, 
repositioning the company for 
continued growth.

Transforming its predominantly 
pre-pay/non -digital service 
offering to a digital one

Ensuring sustainable, recurring 
revenue growth, superior 
customer satisfaction and 
increased customer lifetime 
value.
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Key Statistics for first MVP Launch

28
Discovery Workshops

178
Days from 0 to Live

8
Development Sprints

±30
APIs integrated

Ca. 375
Variations of Screens 

developed

Up to 76%

Reduction in page 
clicks per journey

5
Major Epics 

(incl. Selfcare or Portability)

~8
Commerce Developers

(80% focus on frontend)
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Here is how IBM and SAP can help

Leading Commerce platform and Subscription 
services  

Standardise your stack with TMForum 
compliance/conformance

Drive innovation through products like SD -WAN



Digital Commerce Growth Strategy with SAP CX 
(Retail, Switzerland) 
Edwin Denk, IBM ecx.io

Orchestrating End -to-End Digital 
Intelligent Customer Experiences 
with IBM iX & SAP CX



Interdiscount
Microspot

Digital Commerce Growth 
Strategy with SAP CX
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Digital Commerce 
Growth Strategy

To further attack the leaders for 
electronics retail in Switzerland, 
Interdiscount teams up with 
IBM iX to develop a growth 
strategy and select the right 
solutions for their Digital 
Experience Platform. 
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