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Integration of hybris 
Omni-Commerce with 
SAP means you can 
now meet today’s all-
powerful customers 
on equal terms.

With increased customer empowerment, 
can your company cope?

Today’s customers are firmly in control. They can research 
products, switch between retailers and channels to find the 
best deal, and use wish lists to wait for and grab discounts – all 
without moving from their sofa. 

In addition, customers now talk to each other as never 
before, which gives them power over your reputation. They 
expect instant rewards and information, and can share any 
dissatisfaction with thousands of others in moments. You can’t 
rely on loyalty to prevent this behaviour, because customers 
today are not loyal. 

The B2B world is seeing comparable trends, influenced by 
employees’ experiences as private consumers. When placing 
orders, they expect intuitive user interfaces, rapid data entry 
and responses, correct pricing and delivery promises that are 
kept. And if they don’t get what they expect, they can quickly 
change suppliers.

The twin challenge for companies
Powerful customers present particular challenges for two areas 
of the business: marketing and the supply chain. 

To build control, CMOs need to understand who the 
customer really is, then use that insight to create a compelling 
experience, with well-targeted offers that elicit the desired 
actions from the consumer. In the B2B world, CMOs must 
achieve reliable account-based management driven by 
comprehensive, accurate information. 

To ensure the supply chain can meet customer expectations, 
businesses need to optimise the supply chain with respect to 
products, price, order management and the delivery and billing 
process. They must also remove latency between order and 
supply, mitigating any stock-outs, so that fulfilment reliably 
matches promises. And they must do all this in the light of 
accurate information about customer demand.
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Why use hybris with SAP?
Until recently, improving customer experience and improving 
the supply chain seemed like two separate issues in 
technology terms. SAP’s recent acquisition of hybris means 
you can now tackle both issues with a single customer-
centric solution. 

We believe hybris Omni-Commerce is the best multi-channel 
commerce platform there is (see panel) – but its real power 
arises from integrating it with SAP. By doing so, you can drive 
the whole relationship with the customer in an integrated way, 
including not just the actual transaction but also the back 
office processes that support it. 

That way, you ensure your stock levels and pricing are all in 
synch between front and back office. Customers never see 
out-of-date information, or find their order can’t be fulfilled 
because an item shown as available is actually out of stock. 
Insights from the system help you cross-sell or up-sell in a 
way that addresses real customer demand. 

Why work with Capgemini?
We have been working with SAP to develop an accelerator for 
integrating Omni-Commerce with SAP ERP, and can show you a 
working solution now. 

Our knowledge of SAP and skill at system and service integration 
means we are ideally placed to help you integrate Omni-
Commerce with your existing SAP system, or to implement a 
combined SAP ERP/Omni-Commerce solution. Integration can 
be real-time or batch-based, depending on your requirements. 
We can help you review all the options and map the most 
suitable path for your business. 

The winning combination of SAP ERP, hybris Omni-Commerce 
and Capgemini can be a key weapon in your digital transformation, 
helping you exploit technology to improve customer engagement, 
internal operations and your whole business model. 

Contact us today to find out how you can turn customer power 
to your advantage. 

Streamlined customer 
experience: allow access 
via any device and provide 
seamless support across 
channels, with offers tailored 
to known individual or 
company interests.

Powerful product 
management:  
define products in terms 
of attributes and use the 
information to manage 
online stores or B2B 
portals, and generate print 
or electronic catalogue.

Total control via integrated  
analytics and monitoring:  
see how well products are selling or promotions 
working; understand how channels are being used.
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hybris Omni-Commerce features
Although Omni-Commerce is much 
more than an e-commerce solution, 
it provides outstanding e-commerce 
capabilities to address both B2C  
and B2B needs:


