Utilise your business sof’rware to deliver
B &X€ellent customer experiences

Aiden



\Why focus on
customer experience?

In the digital age, it is no longer enough to sell a good
product or deliver a good service. Your customers expect
every step of their journey to run smoothly—from learning
about your business to initial purchase to renewals, and from
installation/delivery to customer support. And with growing
competition in every industry, the cost of ignoring the

customer experience can be high.

‘Up to 90%
of dissatisfied customers
will never complain and
simply decide to switch to
another supplier.’

— Esteban Kolsky

Aiden Technology made human.
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The challenges you face

In addition to increasing customer demands, there are a number of other common

challenges that companies face when addressing customer experience projects.

Incomplete customer profile

Many mid-size companies lack a complete and
unified picture of the customer, which means that a
lot of crucial information is missing to support the
customer in the most efficient way. When there is no
access to the same information by all employees and
communication between departments is not logged
centrally, teams waste time. First trying to identify
the problem, then aligning internally, and ultimately
it takes too long to resolve customer concerns and
things start to fall through the cracks.

Aiden Technology made human.

Silos of product knowledge

In order to best support your customers, you not only
need an overview of your customers’ interactions
with your brand, you also need marketing, sales and
support staff to have a solid understanding of your
product. This becomes a challenge when there is a
lack of an overall knowledge/product bank in which
all information can be found in one central place.
When done correctly, sharing additional product
knowledge during a customer interaction has an
86% probability of increasing wallet share. (Source:
Gartner Loyalty Through the Customer Service and
Support Survey 2020)

Complex technical landscape

Without a full integration with your SAP ERP, many
companies are unable to make the full connection
between the customers purchasing their products

and the process of developing that product. When
companies select best-of-breed solutions for customer
experience challenges, they face complex data
architectures and integration requirements that

ultimately fail to deliver on the promised results.



Omnichannel customer interactions

When a customer wants to express their

opinion about your company, they may decide

to write a review on Google or tweet their
frustration to your account, among many other
communication options. They only resort to calling
customer service for urgent and complex problems,
when they expect an expert to solve their issue
quickly. Businesses often struggle to stay on top of
the many ways that they need to communicate with

their customers.

Absence of reporting & business insights
Whether you are forecasting sales via an Excel
spreadsheet or handling support requests via
Outlook, you are not alone. One of the primary
challenges is getting a better grip on crucial business
processes—from tracking customer engagement with
marketing to forecasting sales, and from analysing
the most common customer support questions to
tracking the efficiency of field service requests. These
customer experience touchpoints are just as essential
to your business as product development—and
ensure you can enter new markets, identify business

opportunities, and innovate based on customer

feedback.

‘89% of companies expect
to compete mostly on
the basis of customer

experience.’

— Gartner

Employee enablement & retention

With the current employment landscape, it is
increasingly important to enable your team with the
right tools so they feel empowered to do their jobs
efficiently. Not only so they can be more productive,
but also so they continue to enjoy their job. The
biggest challenges to achieving this are related

to both a lack of technology as well as a lack of a

uniform work process.

Falling behind the competition

Your competition is constantly trying new things

with their products, their services, and their pricing
models. Maybe they are using Al or embracing other
new technologies. Maybe they are cutting prices

to create customer lock-in. For many companies, it

is difficult to compete solely on the basis of a high
quality product, which makes the need for excellent

customer experiences even higher.

Customer Experience



Customer Experience Solutions

- Aiden

Magento Portal
Magento Integration

Sales Cloud

Service Cloud

Emarsys Customer
Engagement

Field Service Management
Customer Data Cloud

Commerce Cloud = w

ERP

SAP’s software includes CX solutions such as CRM, marketing automation, webshops, and

CDP. Aiden adds a Proof of Value approach, best practices and proprietary solutions such as
customer portals built using Magento.

Aiden Technology made human.



Taking advantage of Al

SAP is leading the way in Artificial Intelligence, especially in

the customer experience product portfolio.

There are three main types of Al used within the SAP products:

1. Predictive: Transform customer 2. Generative: Accelerate

experiences with personalised processes and tasks by quickly

recommendations, predictions, generating text or summarising

and insights. data from across your SAP
systems.

For example, SAP Sales Cloud

includes functionality to predict For example, SAP Service

the best opportunities or to Cloud includes functionality

recommend products. fo translate and summarise

customer emails, including
identifying the sentiment of

these messages.

For a full overview of all Al functionality included with the SAP Customer
Experience solutions, reach out to us to discuss further.

. Conversational: Deliver a
better employee experience
while lowering personnel
costs with a natural language

processing Al copilot.

For example, allowing your
staff to ask about any kind of
document or profile related to

your sales process.

pr

4
Lo P}

by

\



The added value

The real benefit of implementing SAP solutions for customer
experience comes from building on top of your ERP, and having

one truly integrated system. Consider these scenarios...

Actively sharing “how to” emails after a
customer support case that was caused by a
lack of knowledge, allowing marketing to play

a role in reducing customer support cases.

Giving sales teams insight into the fact that a
customer has multiple unpaid invoices while asking 3
for a free give-away of the latest product, allowing

sales to support finance in collecting this revenue.

Briefly pausing marketing emails when
you know that a customer is in the final \
stages of signing a contract, allowing

sales to close the deal without distractions.

Aiden Technology made human.



Offering customer a portal where they can view all
data on orders, deliveries, and support requests.
Which allows the customer to get information from all

departments in one place.

Being able to grow the business without growing your team
because more repetitive tasks are automated, such as having
4 Al suggest the next follow up sales message or identifying the

right answer to a customer question.

Collecting and analysing customer
complaints from the service team as well
as feedback from marketing surveys, in
order to brief the product development
team on how to generate new business

and respond to market demands.

Customer Experience
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The SAP
solutions

The SAP Customer Experience portfolio gives you
the right IT solutions to effortlessly acquire and retain
your customers. It consist of six solutions that each

address a different step in your customer journey.

Customer Service

Aiden Technology made human.
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Customer Data

The SAP customer data platform (CDP) is
the living, breathing unified view of your
customers for use across the enterprise.
With this solution, you can gain insights
from (anonymous) customer data in real
time across the enterprise to deliver winning
engagements, boost revenue, and drive
growth.

Marketing

SAP offers a marketing automation system,
called Emarsys, that enables personalised
engagement with your customers across
email, web and other marketing channels.

The solution includes Al-powered insights to

understand customers and deliver relevant,
real-time engagement.
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Commerce

SAP Commerce Cloud offers online and
in-store experiences that are personalised,
frictionless and transparent. E-commerce
goes far beyond just an online store.
Customers expect an excellent shopping
experience on every device. SAP offers a
headless e-commerce platform that provides

independent components and enables

composable commerce.

Customer Experience
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Benefits per stakeholder

Your Customer

Your customers benefit from these solutions by having a smooth process from
initial contact to sales, to delivery and later support. Customers can contact
knowledgeable staff who are able to proactively and quickly provide personal

attention to customers and add value with every interaction across every channel.

Your Employee

Your employees can benefit by having accurate data on products, customer
interactions, and business planning in centralised systems. When these systems
are intuitive and guide employees to the right information quickly, this reduces

administrative work and increases productivity.

The Company

As a company, you will see the results in increased employee efficiency, lower
customer churn, higher win-rates, and more accurate reporting and increased
business insights. Due to a 360° customer view, you can make future forecasting
automated, digitalised, and predictable.

Aiden Technology made human.



Integrated solution versus
best-of-breed?

Without a full integration with your SAP ERP, many
companies are unable to make the full connection
between the customers purchasing their products and
the typical ERP processes of creating that product.
When companies select best-of-breed solutions for
customer experience challenges, they face complex
data architectures and integration requirements that

ultimately fail to deliver on the promised results.

SAP has an out-of-the box integration available
between SAP Cloud ERP and the Customer
Experience solutions meaning the integration only
needs to be activated and configured during the
implementation process. When you are using a
different SAP solution for your ERP, we can easily

integrate these systems.

Easy integration

The combination of SAP on the back-end and SAP

CX on the front-end creates a seamlessly integrated
SAP end-to-end process that can fully support existing
and future processes and enable a 360° customer
view. We generally see up to 80% lower cost of

implementation vs. competition.

User adoption

SAP CX is easy to adapt to the user’s needs without
third-party intervention. It is adaptive, quick to use
with a recognisable SAP user interface for an optimal
and unified user experience. As a result, we generally
see up to 70% improved productivity compared to

competitors.

Artificial Intelligence

SAP is dedicated to continuous development
regarding Al. The integrated Atrtificial Intelligence
functionalities and its continuous development within
SAP CX allow companies to create value in both the

short and long term.

Customer Experience
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CX optimisation
with Aiden

Aiden makes SAP’s customer experience solutions more efficient and flexible. Our proof

of value approach is characterised by a step-by-step approach. Prove the value at each

step, and plan follow-up steps on that basis.

Our secret is that we are not only SAP experts, but
also have a lot of practical business experience in
customer experience. We therefore do not have a
“you ask, we do” mentality, but instead we think along
with you. Our input is based on extensive practical
experience that we translate into effective IT solutions

with a hands-on mentality.

Aiden has been providing SAP
implementations for more than
25 years, is a member of the

SAP Premium Partner Council
and SAP Gold Partner.

Identifying pain points

We use Quickscans to identify and prioritise potential
implementation pain points. Quickscans provide clues
to determine the minimum requirements to implement
a solution that meets your business needs. We plan
the implementation of this optimal minimum and
determine what follow-up steps are needed to get

more out of the solution.

Aiden Technology made human.

Phased implementation

One of our core principles is using a phased
implementation approach. We quickly come up
with a minimum viable product that removes the
main challenges. This first version lets everyone
immediately experience the benefits of the
implementation. This leads to higher acceptance of

the system and accelerates further development.

After phase one, we move directly to phase two. In
it, we start optimising and building out the stable
environment. Our approach consists of small,
manageable steps. In this way, we develop a total
solution that fits your business, without disrupting
daily operations with major interventions during

implementation.

Quick scan Proof of Optimise and

Value expand



\Why Aiden®?

A people-oriented approach: We believe that technology serves

people, not the other way around. That rock-solid belief is reflected in our
personal project approach. We listen, think with you and challenge you. By
transcending technology together, we arrive at the best solutions for your

challenges.

An inspiring partner: Our proven way of working, fits exactly with the
development phase of your company. We drive your Digital Transformation
with inspiration, motivation and value creation. Together we build a modular

and flexible IT landscape that fits your specific needs and future plans.

A single point of contact for all your business software challenges: We
complement a wide range of SAP and Mendix solutions and services with
in-house developed, high-quality, industry-specific software. This
comprehensive portfolio — from consulting and hosting to analytics and

managed services — makes your business more efficient and future-proof.

A partner nearby: With 300 professionals in the Netherlands and Belgium,
we are always nearby. That's how we keep the lines of communication short

and the relationship personal.

Robust ERP expertise: We are an SAP Premium Partner with more than
25 years of experience and master the SAP portfolio to perfection. Take
advantage of that knowledge and experience to help your business grow

and prosper.

Mendix Gold partner: With our expertise in low-code solutions, we develop
new applications quickly and without coding. This drives your digital growth
and lets you take advantage of innovative technologies such as Al, Internet of

Things and Machine Learning.

We are Aiden. Technology made human.




For more information

contact Yanick Smits

from Aiden at +31 88 060 5111
or info.nl@aiden.eu.

/.\ I de n Technology made human.

We create IT solutions that perfectly match your needs and
expectations. We know that the success of any project isn't just
about the technology—it's about the people using it. That's why
you can count on us for a personal approach, every single day.

Aiden offers a wide range of software solutions and consultancy
services, specialising in both the SAP and Mendix portfolios.
Our experienced team is here to support you with extensive
expertise and deep, industry-specific knowledge.

When you work with Aiden, you can expect practical strategies,
innovative solutions, and tangible results. Our mission is fo
empower individuals to unlock their full potential and become
the best version of themselves. We're proud to achieve this
together with over 600 clients, day in and day out.

We are Aiden — Technology made human.

The Netherlands: Breda, ‘s-Hertogenbosch, Rijssen, Utrecht, Wijchen
aiden.eu
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