
Client: HEMA

Region: The Netherlands

Industry: Retail

Client challenge:

HEMA wanted to offer a distinctive 
customer experience by becoming 
more customer-centric and focusing  
on loyalty

Solution:

Working with Capgemini, HEMA 
implemented the Salesforce Service 
Cloud and Social Studio, which enabled 
customer service agents to gain a 
comprehensive, 360-degree view of 
shoppers

Benefits:

• Improved the customer experience
• Empowered customer service 

agents with new tools and insights 
into customer expectations

• Enhanced the employee experience
• Reduced manual work

HEMA chooses Capgemini to elevate 
its customer experience to the next 
level with Salesforce Service Cloud 
and Social Studio
In an industry that sees such intense competition as retail, the customer 
experience represents a massive differentiating factor that can cause people 
to choose one brand over another. HEMA, a renowned Dutch retail company 
that operates close to 750 stores and sells more than 32,000 own-brand 
products and services with a focus on the Benelux and French markets, wanted 
to enhance the support provided to its customers. In order to support its 
vision of creating a better everyday life in a more beautiful world, the company 
envisioned a future in which it was more customer-centric and more focused on 
encouraging loyalty.

As part of this vision, HEMA launched an initiative to provide a top-notch 
omnichannel experience to its customers. By doing so, the company intended 
to become easier to connect with, lower the length of response times, 
and generate more cross-sales opportunities. This meant providing more 
accurate solutions to customer queries and empowering customer service 
representatives to provide expert advice on the company’s products.

HEMA CREATES 
EXCEPTIONAL SIMPLICITY 
FOR CUSTOMER SERVICE



HEMA and Capgemini worked shoulder to shoulder to 
take the next step in our omnichannel growth strategy. 
Capgemini was chosen as our implementation partner 
based on its strong experience in the retail sector and ability 
to create an advanced and attractive customer services 
workflow and workplace for our employees. I am pleased 
with the overall excellent customer experience capabilities 
demonstrated through the bid process and the project.”

Martjin Regterschot
Manager Customer Services,
HEMA

SALESFORCE-BASED CUSTOMER SERVICE
To accomplish all of this, HEMA selected Capgemini as its 
solution implementation partner. Together, the organizations 
launched a thorough review of the challenges and expected 
results to ensure that they shared a mutual understanding 
of the project. This led HEMA and Capgemini to select the 
Salesforce Service Cloud and Social Studio as the solution 
best fit to situation.

As a single, collaborative team, the partners employed Agile 
project methodology to ensure a fast, successful deployment 
of the Salesforce-based solution that was aligned with the 
original project goals. A combined team of experts drew 
upon a wide range of expertise while ensuring constant 
cooperation between HEMA and Capgemini to replace or 
integrate a large set of different technologies within five 
months. Whenever possible, the partners utilized out-of-
the-box solutions as well as Salesforce Service Cloud best 
practices to build a sustainable and future-proof platform.

The project team followed a parallel development of a new 
event-driven architecture, which was integrated order, 
customer, and product data objects with Salesforce using 
platform events. By doing so, HEMA and Capgemini enabled 
a variety of other key projects, which has resulted in more 
than 600 user stories being implemented as well as over 150 
customer support agents undergoing training. In addition, 
the team engaged in the redesign of internal processes, 
which resulted in a new way of working and streamlined 
operations at HEMA.

HEMA AND CAPGEMINI: CO-CREATION
With the Salesforce Service Cloud, HEMA employees now 
have a unified view of their customers through analytics 
and integrated telephony tools, ensuring that the entire 
customer support team has the right information and insight 
necessary to provide superior assistance. This in turn enables 
the company to differentiate itself from the competition 
by guaranteeing that shoppers have an engaging and 
distinctive experience.

Thanks to this more in-depth understanding of shopper 
needs and interests as well as improved responsiveness on 
the part of HEMA agents, the company has seen a marked 
improvement in customer satisfaction as measured by CSAT, 
CES, and NPS scores. This new approach has also opened the 
door to new cross-selling and upselling opportunities while 
targeted automation reduces the need for manual work. As 
the customer experience has improved, so has the employee 
journey, which helps HEMA to maintain and expand its 
talented pool of agents.

In a crowded industry, it is essential for companies to find 
ways to separate themselves from the pack. Through its 
Salesforce-based solution, HEMA has done just that while 
simultaneously preparing itself for the future.



About Capgemini

Capgemini is a global leader in partnering with companies to transform and manage their business by 
harnessing the power of technology. The Group is guided everyday by its purpose of unleashing human energy 
through technology for an inclusive and sustainable future. It is a responsible and diverse organization of over 
340,000 team members in more than 50 countries. With its strong 55-year heritage and deep industry expertise, 
Capgemini is trusted by its clients to address the entire breadth of their business needs, from strategy and 
design to operations, fueled by the fast evolving and innovative world of cloud, data, AI, connectivity, software, 
digital engineering and platforms. The Group reported in 2021 global revenues of €18 billion.

Get the Future You Want | www.capgemini.com
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