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STAYING COMPETITIVE, SET TING NEW TRENDS, AND LEADING MARKETS

Omni-Channel Services Toolset

Complex, Centralized Systems Are a Barrier to Agility and 
Personalization

Staying competitive, setting new trends, defi ning and leading markets—
these are the ever-increasing challenges in the world of digital business. 
To meet them successfully, companies must embrace two essential 
preconditions: software development needs to be fast, and the resulting 
applications must be readily adaptable. Adaptability in this context 
means more than just the ability to respond quickly to market changes 
or integrate external systems and services, it also means accommodating 
specifi c user profi les and application scenarios.

Enterprise software is usually conceived and developed at the central 
level. As such, it often struggles to meet the above requirements. 
Components, modules, and services are all closely interlinked; they 
access the same databases and third-party systems and also share a 
common infrastructure. Any change to this structure requires major 
administrative input and can undermine system stability. Only by 
committing very signifi cant technical and fi nancial resources is it possible 
to refl ect new business needs and implement technological changes. 
This increases time-to-market, while also reducing the benefi t of new 
developments. The problem is exacerbated by the complex system 
landscapes typically encountered in e-commerce. Changes must be 
implemented and synchronized both within the system and beyond.

The complexity of these systems not only limits the development of 
applications, it also has an impact on updating, performance, and 
usability. User requirements can vary enormously and it is not always 
necessary to provide full access to all commerce functionality, product 
data, and content. E-commerce managers, for example, need key 

business data at their fi ngertips; fi eld sales employees require powerful 
and content-rich product presentations they can show on mobile 
devices; while contact center agents primarily need to process customer 
inquiries at any time and on any device. To provide these capabilities, 
companies need separate business apps that are individually tailored to 
the various user profi les, application scenarios, and devices.

Intershop‘s  Omni- Channel  S er vices Toolset  enables fast ,  standardized development of  business apps and 
includes a dedicated application for  customer ser vice staff—the new Contact Center.
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Omni-Channel Services Toolset

THE INTERSHOP SOLUTION

A number of deployment options are available depending on user 
requirements and resources. OCST-based applications can be hosted on 
all popular cloud service platforms, e.g., AWS Elastic Beanstalk, Microsoft 
Azure, Heroku, and Google App Engine. There are no additional costs for 
setting up and adapting IT structures. Automatic scalability guarantees 
optimum performance, regardless of user numbers and load.

Intershop’s Omni-Channel Services Toolset (OCST) is a compelling 
solution that meets all these di� erent challenges. Partners and 
customers bene� t from a set of tools and services that not only 
make it signi� cantly easier to develop tailored business apps, but 
also much more e�  cient in terms of e� ort.

The OCST is decoupled from Intershop’s core platform and uses the 
Synaptic Commerce API to access data and commerce functionality. The 
use of an advanced RESTful API makes it possible to develop clients 
independently of the core platform. Features, release cycles, and 
upgrades can all be freely defi ned for each application and implemented 
at minimal cost.

The OCST is based on the latest open-source technologies, which are 
supported and continuously developed by a worldwide community of 
programmers. Bootstrap and jQuery UI provide the user interface, with 
Ember.js and RequireJS used for the JavaScript frameworks. Combined 
with selected third-party libraries, they form a web application framework 
that off ers unlimited scope for design. The resulting applications can be 
used “out of the box” across all types of user devices, thanks to responsive 
design. They can also be controlled via touchpad, keyboard shortcuts, 
and/or mouse and feature intuitive functions, such as drag and drop. The 
client technology ensures maximum effi  ciency for users across all devices 
and application scenarios.

The OCST web application framework is  based on the latest  open-source technologies.

Intershops Omni-Channel Services Toolset

Libraries 

Open Source Technologies

JavaScript Frameworks
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INTERSHOP CONTACT CENTER

The Omni-Channel Services Toolset ships with a ready-made 
business application. The new Intershop Contact Center is 
designed speci� cally for use in the area of customer service. 
Catering to the needs of contact center agents, its standard 
features enable fast and accurate processing of customer inquiries.

Intershop Contact Center has an easy-to-use single-fi eld search that 
agents can use to locate any customer in their database. Available search 
criteria include customer name, customer number, and e-mail address. 
The advanced search function off ers additional criteria and restricts the 
search to individual channels. Contact center agents can view the order 
history and order details for each individual customer and provide advice 
on current orders. They can also place fast-track orders by entering the 
relevant SKU, or take temporary control of the shopping cart and add 
more items. With the co-browsing function, agents can view the 
storefront exactly as the customer sees it. This enables them to access 
customer-specifi c catalogs and off ers, complete the entire checkout 
process on behalf of the customer, and edit customer information, 
including shipping and payment details. In addition, agents can issue 
customer-specifi c coupon codes and thus provide a personalized range 
of services.
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INTERSHOP CONTACT CENTER

Intershop’s  new Contact Center  offers  a range of  customer ser vice features.  Fast-track ordering,  shopping car t  control, 
and co -browsing functionalit y  enable fast  and eff icient customer suppor t .
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Key Features

 [ Advanced RESTful API with access to commerce 
functionality of core platform

 [ Web application framework based on open-source 
technologies

 [ Apps operable via keyboard shortcuts, touchpad, 
and mouse

 [  Optimized UI for all devices

 [  Wide range of deployment options, including 
hosting on all major cloud platforms

 [  Contact Center application with standard features 
for personalized customer advice

 [ Comprehensive search for customer data

 [ Fast-track ordering via SKUs

 [ Ability to take over the shopping cart, edit it, 
and return it

 [ Co-browsing

 [ Personalized coupon code issue

Omni-Channel Services Toolset

KEY FEATURES

Key Benefits

 [ Reduced admin costs and development risk due to 
decoupling from core platform

 [ Lower development costs through support for open-
source technologies and diverse programming 
languages

 [  Rapid response to market and user requirements 
through independent release cycle

 [  Maximum user-friendliness on all devices with state-
of-the-art UI and responsive design

 [  Low operational costs thanks to cloud-based hosting

 [  Greater customer loyalty through additional service 
touchpoint

 [  Support for omni-channel customer journeys

KEY BENEFITS



Intershop solutions unleash your business by inspiring concepts, cutting-
edge technology and the expertise grown over 20 years in e-commerce.

Since 1992, Intershop has supported the international growth of 
e-commerce. Our flexible and scalable e-commerce solutions enable 
companies worldwide to consolidate their multi-touchpoint operations 
on a single platform. 

Intershop provides a variety of services beyond software and consulting 
that enable its clients to leverage the full potential of multi-touchpoint 
commerce. 

For more information visit www.intershop.com.

Intershop is the leading independent provider of  
omni-channel commerce solutions.

Intershop  Communications 
Jena, Germany
Hong Kong, China 
Melbourne, Australia 
San Francisco, USA

Furthermore Intershop is represented in 
Austria, Belgium, China, Denmark, Finland, 
India, Italy, Norway, Russian Federation, 
Spain, Sweden, Switzerland, and Turkey.
For a full overview, as well as for contact 
details please consult our website: 
intershop.com/offices-and-subsidiaries
 
info@intershop.com 
www.intershop.com
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