
We felt that it was time to share our experiences and those of our 
customers with you and encourage you—if  you are not doing so 
already—to rethink the experience of your employees who work in, 
or service, your Retail Channel.

Beyond CRM  

Even if the Retail Industry was not a first mover in the CRM space,  CRM 
is well and trully being embraced in a mass manner in the sector today.  
The importance of digital communication and fierce competition for the 
customer’s share of wallet has meant that the development of customer 
databases whether from a B2B perspective or a B2C perspective is well and 
trully underway.

In B2C retail CRM generally means collecting Customer data at point of 
purchase—both in store or online—for Marketing and Communication 
purposes.  In B2B the process aligns more towards the traditional sales 
model of B2B industries elsewhere, where information is utilized to plan 
production capacity, inventory planning and sales pipeline.

According to a recent study by Merkle Group, 63% of CRM initiatives fail.1 
And...you know what...they are a pain to use and even the more advanced 
CRMs leave you wanting more.  Of course the information contained within 
them is essential for management and planning purposes, but they can 
distract from the really important job of empowering sales.  In fact, a recent 
study in The Sales Execution Trends report shows that the average sales guy 
is spending less than 41% of their time actually selling.2  

There is a quiet revolution happening in Retail today.  Whether you are in B2C or B2B, or 
whether you are selling glasses, luxury fashion or cars, we are seeing many of the same 
challenges and trends with our customers—advanced CRMs leave you wanting more.
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1Merkle Group Customer-Centric Transformation: Five Keys to Leading Successful Change Survey 2013 
2Qvidian: State of Sales Execution 2015 Trends
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It’s About Integrated Processes Not Just 
Sales Information

Retail employees generally have more than the standard sales 
process to manage and the information they need often goes 
beyond the standard features of a CRM. Think B2B Retail.

The B2B Retail Sales Rep is often responsible for a large territory 
and measured and compensated on the orders their Client’s 
make.  And, the orders the Clients make are usually directly 
related to how successful the Client is at selling the merchandise 
purchased to the end customer.  Depending on whether the 
model is Sell-in or Sell-out, multi-brand, franchise or wholly 
owned Retail outlets, the emphasis of roles and activities can vary 
slightly but the Sales Reps job usually covers these key areas:

• Regularly visiting the stores and  
understanding the business of their Client

• Understanding the history of orders,  
what has worked well, what hasn’t

• Understanding the buying preferences  
of not only the Client but their customers

• Understanding which Merchandise the Client  
is entitled to buy depending on their positioning

• Taking reorders of merchandise  
(depending on the type of retailer)

• Understanding stock and inventory levels

• Understanding how long it will take to  
deliver certain items

• Presenting new collections

• Taking new orders

• Suggesting new products or sales approaches

• Working with the Visual Merchandisers to  
provide suggestions on display effectiveness  
and POS Merchandising Strategies

• Sharing best practices with the Clients

 

As you will probably have gathered from this long list of 
activities, we are talking about integrated information from a 
number of different systems not just a single CRM.  We are seeing 
our Customers increasingly requiring their Sales Reps to have 
visibility of Inventory Management and Supply Chain Systems, 
ERP Systems, Procurement Systems, Cross LOB Collaboration 
Systems and even Manufacturing Systems.

Mobility Offers More

With the integrated functionality offered by mobile devices 
there is an added opportunity to empower your internal teams; 
Geolocalization, Bar-code scanning, Camera technology are 
just some of the functionalities we are seeing our customers 
integrating into their Retail Employee Productivity Tools.

Simplicity is Key For Productivity to Work 

Integrated functionality and processes aren’t enough. In our 
experience the key to great user adoption and employee 
satisfaction is to extensively map out the tasks your employee 
needs to complete. From there you need to accept that full 
completion of every single field in a potential CRM or any other 
system is not the priority, but it’s rather the speed and simplicity 
of the process and its completion that is essential.

Design Thinking and Customer Journey Mapping can help, and 
we see these techniques being frequently used by our Partners 
and our Customers, as they seek to deepen their employees 
ability to access more systems whilst keeping only the critical 
steps in each process to create a simple experience that needs 
no training manual.

Let’s Make an App for That

One of our key customer’s, a leading manufacturer of luxury 
eyewear, was considering how to improve the productivity of 
their sales force.  The standard response from the business was 
“we need a mobile CRM”.  Our customer had made a corporate 
commitment to standardize on SAP and had an on premise 
version which had been developed over a number of years.   



We are seeing similar experiences replicated again and again as 
our Customers and Partners leverage our UX Platform to simplify 
tasks, increase Sales Productivity, and combine different back 
end systems and native mobile functionality to turbo-charge 
their Reps.

The future of productivity improvement 
for the Retail industry does not reside in 
a new enterprise application but rather 
in the ability to truly understand your 
users, leverage the capability of all your 
enterprise systems, and understanding 
the new functionality that digital 
technology offers you in order to provide 
a unique and tailored User Experiences  
for your business.

Several solutions were evaluated, but one of the key influencing 
factors for the eventual solution design was the fact that the 
Reps needed much more functionality than any standard CRM 
was going to provide.  Eventually the Reps, who were accessing 
multiple systems to fulfill their tasks, decided they needed a 

single end-to-end experience.  So, that’s what they did. 

Instead of purchasing a new CRM with mobile functionality for 
the partial fulfilment of Sales Rep tasks, our Customer worked 
with our Partners to develop an end-to-end Sales Experience for 
the Rep. The result was the integration of two seperate systems 
into one simple set of Apps, which could run in both an offline 
and online state.

They used Neptune Software’s simple and fast development 
platform—the Neptune UX Platform—to empower their ABAP 
Development teams, creating a ‘customer centric’ Sales 
Experience for their Reps that leveraged a number of SAP back 
end systems to deliver a Consumer like User Experience on their 
Mobile Devices.

About Neptune Software

Neptune Software brings you a cost-efficient way to make the most of your SAP 
investment…and gain a competitive edge. To learn more about how you can take 
advantage of our powerful development platform to bring secure, user-friendly SAP 
application strategies to life quickly and cost effectively, visit our website at:

www.neptune-software.com


