
Creating More Contextual Customer Experiences with 
Intelligent, Multi-channel Engagements in the Digital Economy 

Rohit Tripathi, Global Vice President, GM SAP Mobile Services, @RohitTrips
May 11, 2016

Follow us!
@SAPMobileSrvcs 



© 2016 SAP SE or an SAP affiliate company. All rights reserved. 2Public

Introduction

SAP Mobile Services

Digital economy drivers and enablers

Connecting the “last mile”

Customer case studies

Key takeaways and Q&A

Follow us!
@SAPMobileSrvcs 



© 2016 SAP SE or an SAP affiliate company. All rights reserved. 3Public

SAP is a proven mobile ecosystem solution provider and partner

1000+ mobile 
operators connected

1.8 million messages 
processed daily

520+ IPX operators 
connected

93% of all mobile 
subscribers reached

230 countries 
reached

500+ enterprise 
customers

SAP 
Mobile 

Services
SAP 

$16 trillion of consumer 
purchases worldwide 

use SAP systems

98% of the top 100 
most valued brands in the 
world are SAP customers

More than 14,100 consumer 
products companies in 134 

countries use SAP solutions

87% of Forbes Global 
2,000 companies are 

SAP customers
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The digital economy and its characteristics

Digital business models are disruptive. 
Industry boundaries are blurring and embedded software 
is changing everything.

Early adopters are winning. 
Value creation is significant for companies that embrace 
the digital world and execute their digital strategy.

Customers expect a frictionless experience. 
Commerce is seamless and technology is invisible and 
makes lives easier.
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Mobile drives the digital economy

Connect the “last mile” with customers
• Secure cloud infrastructures
• Carrier-grade networks and connections
• Global reach and reliability
Utilize integrated solutions
• Multichannel campaigns
• Authentication
Improve customer engagement
• Transparent, seamless functionality
• Simplify lives

Reach

Execute

Deliver

Measure

Secured and reliable 
mobile engagements 
are essential

Must acknowledge 
customer preferences, 
choices, and needs

Support real-time, 
effective analysis and 
corrective actions

Global proliferation and 
acceptance across 
segments and industries
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Messaging is the core enabler in the digital economy

Personal 
yet 

mainstream

Simple 
yet 

24 x 7

Real-time 
yet 

replayable

Instant 
yet 

secure

Accessible 
yet 

global

Current 
yet 

evergreen

Mobile 
yet 

distributed

Asynchronous 
yet 

instant

Expressive 
yet 
fast

Engaging 
yet 

user-
controlled

Casual 
yet 

professional

Easy 
yet 

productive

Source: KPCB.com/Internet Trends 2015
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Digital economy messaging trends

Market 
drivers

Key
verticals

Use
cases

• Reach, low cost
• Reliability and 

accessibility
• Strong push from 

chat apps

• Financial services
• Retail
• Social media
• Travel and 

transportation
• Healthcare

• Notifications, 
authentication, 
promotions

• Fund transfers 
and payments

• Data privacy and 
security pressures

• SMS-based 2FA 
growing as a 
second line of 
defense

• Shift to 
multi-factor 
authentication 
with biometric 
enhancement
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Digital economy messaging threats

Cheap solutions not 
always the best value

Questionable routes
• Low-cost aggregators may often use dubious 

SMS delivery methods
• Operators not often paid for low-priced, bulk 

messages – no contract

Fraudulent activity
• Lower prices also attract fraudulent 

activity – spam, phishing

Poor customer engagements 
and experiences

Meet engagement expectations
• Support social messaging and chat 

app options

Illegitimate traffic
• Higher-quality SMS providers sign contracts
• Legitimate SMS often blocked or not delivered
• “Legal” routes, delivery receipts, better service 

may cost slightly more

Unreliable message routing
• Reduce non-delivery, spam, and fraud
• Accurate routing essential for time-critical and 

sensitive messages
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Improve experiences with multichannel mobile engagement

Orchestrate delivery across touch points
• Uncoordinated tactics ineffective
• Offer real-time, contextual content and offers
• Deliver consistent, connected experiences

Serve customers across time, location, and preferred channels
• Enable SMS, apps, email, social, voice
• Leverage global reach and connectivity
• Escalate and ensure delivery with intelligent channels

“There’s an app for that” not always the answer
• Low adoption and traffic
• High development and support costs
• Increasing customer acquisition and retention costs

Optimize mobile app interaction 
and enable personalized 
marketing programs 

Know your customers with 
better analytics and insight

Provide real-time relevancy 
using targeted engagements

Enable intelligent channels to 
engage and compel customer 
action
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Mobile ambient data is crucial for customer engagements

Who
� Anonymized ID, gender, age
� Zip code
� Device

� Home location
� Socio-demographic 

profile

What
� Calls and texts
� Data usage
� Web logs and clickstream

� Sites visited, apps used
� Marketing responses 
� Brand engagement

Where � Location � Home zones – regional, 
city, district, and local

When � Location updates
� From a place to a place 
� Browsing session start/finish
� Spent at a place 

Data available Insights gained

• Social media

• Omni-channel marketing

• Loyalty programs 
and redemption

• Competitive intelligence

• Consumer behavior 
and segmentation

• Media and programmatic 
planning and buying  

• Digital journey insight 
and analysis

Marketing processes enabled
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Connecting the “last mile” with customers is critical for success

59%
more concerned about security 
when using mobile phones 
when compared to using their 
laptops

66%
give more importance to secure 
transactions above ease of 
doing business or reputation

42%
identify failure to protect data as 
the biggest threat to a business 
reputation

Two-factor authentication 
becoming a key mobile enabler

Authentication enables more 
secure, confident experiences

SMS-based methods simplify 
and protect engagements

Source: SAP Mobile World Congress Survey 2016
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Improving engagements and experiences in the digital economy

Security and identity 
verification

Customer 
support

Marketing 
promotions, loyalty, 
and engagement

80%
of customer 

engagements 
driven by 

4 use case 
categories

Notifications, alerts, 
and activations

1

3

2

4
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Customer success: Global shipping provider

SMS notifications reduce call center 
volumes and improve customer 
satisfaction
• Fewer missed deliveries reduce costs and 

support expenses
• Decreased inbound call volumes improve call 

center productivity
• Single vendor with worldwide expertise 

simplifies complexity

81%
of consumers say SMS 
shipping communications 
improve their overall brand 
experience

15-20%
Percentage of customers 
adopting SMS shipment 
notifications when offered

x23
In the last 3 years the 
number of shipment SMS 
being sent by SAP Mobile 
Services’ customers
increased by more than 23 
times

The SMS Advantage Report
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77%
Say SMS communications
show that travel/transport
companies care about 
consumers and their 
orders/data

76%
Say SMS communications
show that travel/transport
companies make consumers 
feel in control

74%
say that they should 
uninstall a number of apps 
that they don’t use,

The SMS Advantage Report

Customer success: International travel company

Two-way messaging enhances 
confirmations, updates, travel alerts, 
and customer service
• Reduces cancellations with real-time booking 

and pre-trip info
• Delivers offers and campaigns that optimize 

revenue
• Complements personal service and improves 

experiences
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81%
Say sometimes I just need a 
simple process like SMS 
rather than complicated and 
varied apps

64%
Say that organizations 
should use SMS more than 
they currently do

68%
Check their smartphone at 
least hourly, and 20% check 
it every 10 minutes or more 
often

The SMS Advantage Report

Customer success: International retailer

Intelligent, multichannel reach 
improves campaigns and customer 
engagements
• Delivers automated campaigns and relevant 

content at the point of consumption
• Intelligent, multichannel engagement provides 

better click-through rates
• Complements other channels including social 

media
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82%
of consumers have used 
two-factor authentication

85%
prefer receiving
an authentication PIN on
their mobile phone to 
provide
additional security

75%
of respondents say SMS is 
their
preferred method for 
receiving
a PIN or verification code

SAP MWC 2016

Customer success: Digital retail banking

Secure and intelligent messaging 
enables mortgage loan origination 
workflows
• Delivers customer offers and rewards using 

preferred channels
• Provides additional security and protects 

customer personal information
• Validates customer information during payment 

account setup
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SAP Mobile Services enables intelligent, interconnected engagement

Simple, secure, and reliable cloud-based API delivery and consumption model

SAP Engagement 365 offers 
simple to configure and manage 
campaigns, promotions
SAP Authentication 365 provides 
two factor authentication capabilities
SAP Add-In for hybris, C4C, SFSF, 
and more enable easy messaging 
extensions for enterprise solutions

SAP Enterprise SMS 365 provides 
SMS based connectivity to consumers 
around the globe
SAP Intelligent Notifications 365 
brings choice of push notifications, 
emails, T2V along with SMS, rule 
based decision making

SAP Consumer Insight 365 delivers 
ready to consume insights based on 
aggregated, anonymized and enhanced 
mobile data

Leverage existing global IPX 
infrastructure from SAP Operator 
Services to direct and secure 
connections

Consumer
insights

Connectivity 
and reach

Internet 
of Things

Engagement 
and value-added

services
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Drive competitive advantage by leveraging 
new channels, new methods of engaging with 
your customers

REIMAGINE 
Customer engagement

REIMAGINE 
Business processes

Change fundamental business processes 
driven by insights based on mobile ambient 
data

REIMAGINE 
Work

Embrace new technologies and capabilities 
to enhance and perhaps disrupt existing 
business models

Key takeaways

Follow us!
@SAPMobileSrvcs 
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Questions and answers
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No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of SAP SE or an SAP affiliate company.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered trademarks of SAP SE (or an SAP affiliate 
company) in Germany and other countries. Please see http://global12.sap.com/corporate-en/legal/copyright/index.epx for additional trademark information and notices.

Some software products marketed by SAP SE and its distributors contain proprietary software components of other software vendors.

National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or warranty of any kind, and SAP SE or its 
affiliated companies shall not be liable for errors or omissions with respect to the materials. The only warranties for SAP SE or SAP affiliate company products and 
services are those that are set forth in the express warranty statements accompanying such products and services, if any. Nothing herein should be construed as 
constituting an additional warranty. 

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or any related presentation, or to develop 
or release any functionality mentioned therein. This document, or any related presentation, and SAP SE’s or its affiliated companies’ strategy and possible future 
developments, products, and/or platform directions and functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time 
for any reason without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or functionality. 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.
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© 2016 SAP SE oder ein SAP-Konzernunternehmen. 
Alle Rechte vorbehalten.

Weitergabe und Vervielfältigung dieser Publikation oder von Teilen daraus sind, zu welchem Zweck und in welcher Form auch immer, ohne die ausdrückliche schriftliche 
Genehmigung durch SAP SE oder ein SAP-Konzernunternehmen nicht gestattet.

SAP und andere in diesem Dokument erwähnte Produkte und Dienstleistungen von SAP sowie die dazugehörigen Logos sind Marken oder eingetragene Marken der 
SAP SE (oder von einem SAP-Konzernunternehmen) in Deutschland und verschiedenen anderen Ländern weltweit.
Weitere Hinweise und Informationen zum Markenrecht finden Sie unter http://global.sap.com/corporate-de/legal/copyright/index.epx.

Die von SAP SE oder deren Vertriebsfirmen angebotenen Softwareprodukte können Softwarekomponenten auch anderer Softwarehersteller enthalten.

Produkte können länderspezifische Unterschiede aufweisen.

Die vorliegenden Unterlagen werden von der SAP SE oder einem SAP-Konzernunternehmen bereitgestellt und dienen ausschließlich zu Informationszwecken. 
Die SAP SE oder ihre Konzernunternehmen übernehmen keinerlei Haftung oder Gewährleistung für Fehler oder Unvollständigkeiten in  dieser Publikation.
Die SAP SE oder ein SAP-Konzernunternehmen steht lediglich für Produkte und Dienstleistungen nach der Maßgabe ein, die in der Vereinbarung über die jeweiligen 
Produkte und Dienstleistungen ausdrücklich geregelt ist. Keine der hierin enthaltenen Informationen ist als zusätzliche Garantie zu interpretieren. 

Insbesondere sind die SAP SE oder ihre Konzernunternehmen in keiner Weise verpflichtet, in dieser Publikation oder einer zugehörigen Präsentation dargestellte 
Geschäftsabläufe zu verfolgen oder hierin wiedergegebene Funktionen zu entwickeln oder zu veröffentlichen. Diese Publikation oder eine zugehörige Präsentation, 
die Strategie und etwaige künftige Entwicklungen, Produkte und/oder Plattformen der SAP SE oder ihrer Konzernunternehmen können von der SAP SE oder ihren 
Konzernunternehmen jederzeit und ohne Angabe von Gründen unangekündigt geändert werden.
Die in dieser Publikation enthaltenen Informationen stellen keine Zusage, kein Versprechen und keine rechtliche Verpflichtung zur Lieferung von Material, Code oder 
Funktionen dar. Sämtliche vorausschauenden Aussagen unterliegen unterschiedlichen Risiken und Unsicherheiten, durch die die tatsächlichen Ergebnisse von den 
Erwartungen abweichen können. Die vorausschauenden Aussagen geben die Sicht zu dem Zeitpunkt wieder, zu dem sie getätigt wurden. Dem Leser wird empfohlen, 
diesen Aussagen kein übertriebenes Vertrauen zu schenken und sich bei Kaufentscheidungen nicht auf sie zu stützen.


