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SAP S/4HANA for Customer Management
PRODUCT STRATEGY & DIRECTIONS



Road Ahead for SAP CRM Installed Base
Help SAP CRM customers to transform to a new C/4HANA front office and consolidate with S/4HANA
– but: “every customer journey is unique“

C/4HANA
Front Office+

S/4HANA
Digital Core  + C/4HANA

Front Officeconsolidate

transform

evolve

TODAY

S/4HANA
Digital Core  

S/4HANA
Digital Core  

Unified Back Office

SAP CRM 7.0 EhP4
+ continuous improvements

through customer connection link

SAP CRM
Back Office

SAP CRM

SAP ERP

Product Direction

S/4HANA Sales 
& Service

https://influence.sap.com/sap/ino/


A CRM fully Harmonized with S/4HANA
Elimination of Functional Redundancies and Data Replication

• “Best of both worlds”: identify functional redundancies and select most suitable object / engine / process
• Unify CRM and S/4HANA objects à unified objects share the same database representation, thus require no middleware

CRMS/4HANA

Business Partner *

Material

Functional Location

Maintenance Plan

Task List

CRMS/4HANA

Service Contract

Service Quote

Service Request

Service Order

Service Confirmation

Interaction Center

CRMS/4HANA

Activity

Lead

Opportunity

Product Bundle

Solution Quotation

Solution Portfolio

CRMS/4HANA

Org Model *

Sales Quote

Sales Contract

Sales Order

Equipment

Pricing

Billing

Service Management Sales & Order Management

Product Direction

* Enhancements of CRM now available in S/4HANA



• General
§ WebClient UI
§ Master Data (as required)
§ Basic Functions (as required)
§ Analytics (now based on CDS technology)
§ Data Exchange (now with oData / SOA)
• Channels
§ Interaction Center
§ Field Service C/4HANA Field Service Management
§ CRM Web Channel C/4HANA Commerce
• Industry Processes
§ Utilities
§ BRIM
§ (selected) Public Sector

• Service
• Full service scope (with variations & new scope)
• Sales
§ Activity Management
§ Opportunity Management
§ Pipeline Perf. Mgmt. C/4HANA Sales Cloud
§ Sales Quotation and Order Mgmt S/4HANA SD
§ Outline Agreements in Sales S/4HANA SD
§ Taxes & Rebates S/4HANA SD
§ Availability Check S/4HANA ATP
• Marketing à C/4HANA Marketing

• Details in Simplification Item Catalog 
https://launchpad.support.sap.com/#/sic/overview
(filter for “: CRM” to see all items for S/4HANA CM)

Readiness Check: SAP S/4HANA  Sales & Service vs. 
SAP CRM
High level scope view based on SAP Help Portal L1 level, further details need to be considered

Product Direction

https://launchpad.support.sap.com/


CUSTOMER

• Annex Cloud Loyalty / Marketing Platform 



Annex Cloud - Customer Marketing Platform 

Retail
• In-Store Loyalty
• In-App Loyalty
• POS integration

• eCommerce integration
• Call Center integration
• 3rd Party integration

Retail B2C, Consumer B2C/B2B, Manufacturing, Telecommunications



Annex Cloud - Customer Marketing Platform 
How Annex Cloud 6-Step Customer Loyalty Programs Work

1 
Loyalty

Program
Recruitment

2
Customer

Loyalty
Registration

3
Comprehensive

Loyalty
Actions

4
Flexible Loyalty

Rewards
Redemption

5
Loyalty

Program
Marketing

6
Measure

and
Optimize



Loyalty Offers – Product-centric, Behavioral, Social Offers
• PMR creates “Product Centric” Loyalty Offers

• Annex Cloud creates Loyalty “Behavioral and Social” Offers
• Annex Cloud Manages the Loyalty Programs for both

How does PMR and Annex Cloud collaborate with Loyalty Offer construction?
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Loyalty Offers - Product-centric, Behavioral & Social Offers [Promotions]

Behavioral Loyalty Offers 
• Writing Reviews
• Answering Fellow Customers’ Questions
• Creating an Account
• Signing Up for Your Newsletter
• Filling out Account Profile Data
• Attending Events
• Customer Behaviors Tailored to Your 

Business

Social Loyalty Offers 
• Referring Friends
• Sharing Your Brand or Products with 

Friends
• Mentioning Your Brand on Social 

Media with Hashtags or @tags
• Signing in Through Your Social Login
• Connecting via Social Media

Product-centric Loyalty Offers
• Promotional Discount on specific Products
• Allows consumer to earn “extra-points” 
• Can be combined with multiple Incentives
• Can be for Mass or Targeted Consumers
• Can “give points” or allow “Pay with points”
• Geographical and/or demographical
• Enables Offer conditions and restrictions
• Typically omni-channel in nature

Created in CAR/PMR Created in Annex Cloud Created in Annex Cloud
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• PMR has access to the 
Target Groups results of SAP 
Marketing Cloud’s Customer 
Segmentation.

• One or more Target Groups 
can be associated to an 
Offer.

• When completed and in 
“Released” status, the Offer’s 
parameters and content 
attributes are made available 
to SAP Marketing Cloud 
where the Offer can be 
distributed to the Target 
Group members.

• PMR also makes available 
via S4 or OPP, the Offer’s 
Buy, Get, Reward information 
to POS, Web and other 
Purchase channels.

PMR (Fiori) Offer UI
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• In the PMR Term 
Construction section the 
Offer has a configurable 

• BUY and GET “Term Area 
construction”

• Each BUY and GET can 
have one or more Terms.

• In this example a BUY from a 
Group of Coffee Products 
has been configured

• In the GET or Reward 
construction there are two 
rewards provided:

• 10% Discount and an 
Incentive reward

PMR (Fiori) Offer UI
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• One possible option for the 
Incentive is Loyalty Points.

• This example (in this demo 
system) has three possible 
options.

• In the Incentive framework 
multiple options can be 
configured.

• For example: her you see 
“Double points” as an option.

• Typical options are:

• Double or 2x

• 3x

• 4x, or

• Specific number of points.

• In this example, “Double 
points will be selected. 

• This will reward Double 
points on the final discount 
amount of the Coffee 
Product(s) purchased.

PMR (Fiori) Offer UI
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Annex Cloud Full Customer Engagement - Live retailer UI example
Volcom | Skate, Swimwear, Snowboarding Clothes & More

Behavioral Loyalty Offers for Actions
• Writing Reviews
• Answering Fellow Customers’ Questions
• Creating an Account
• Signing Up for Your Newsletter
• Filling out Account Profile Data
• Attending Events
• Customer Behaviors Tailored to Your 

Business

Social Loyalty Offers for Actions
• Referring Friends
• Sharing Your Brand or Products with 

Friends
• Mentioning Your Brand on Social 

Media with Hashtags or @tags
• Signing in Through Your Social Login
• Connecting via Social Media


