Intershop Cloud Commerce for SMEs
Digital customer portal for online sales and customer interaction

E-commerce as a cornerstone in the digitalization
of business strategies
As the digital transformation continues to accelerate,
there is no sector of the economy that can ignore this
trend and still remain competitive—mid-sized B2B
players included. In the near future, we will no longer
distinguish between traditional and digital channels
because digitalization impacts every aspect of every
business model. Companies will be customer-centric,
data-driven, fast, and connected. In addition to creating
and delivering new products and services, they will interact with business customers in totally new ways and
redefine their internal processes.
A B2B e-commerce platform can serve as the basis for
company-wide projects and play a decisive role in the
digital transformation. As well as being highly affordable, these platforms deliver a rapid return on your
investment. They support new revenue streams and
are easy to adapt to ever faster changes in customer
needs.

The digital customer portal as a strategic
building block
Many people are talking about the importance of digitalization and the opportunities it offers for SMEs in particular. But what does a successful digitalization strategy
actually involve? And, more importantly, where do you
begin?
Digitalization is not only a multi-component project but
also a process of continuous improvement. Implementing this process in an incremental manner reduces its
complexity. Companies embarking on a digitalization
project should therefore focus initially on particularly
important and critical scenarios. One crucial component in any project is a digital customer portal. A typical
portal offers user-friendly web-based content and shopping options with easy navigation features, extensive
product information, intuitive ordering functions, and a
modern checkout process.
To achieve maximum value, the concept of digital
customer interaction should be an integral part of
your overall corporate strategy and involve all
business units.

“Most SMEs know: If you want to improve
your competitiveness, you have to examine
your customer relationships, your internal
processes, and your business model—and
improve them all using digital technologies.”
From the techconsult report “Digitalisierungsindex
Mittelstand” (Digitalization Index for SMEs) commissioned by Deutsche Telekom, global digital business
online survey.
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Digital B2B customer portal in the cloud
The traditional B2B model has reached a critical turning point. Until recently, most B2B companies built
their sales and customer service around piles of printed
catalogs, an army of sales representatives, and heavily staffed call centers. Today, however, the typical B2B
customer does their product research and ordering
online—often via their smartphone. At the same time,
markets are becoming more competitive with the emergence of new domestic and international players. Faced
with these developments, it’s essential that SMEs establish a digital portal where customers can research and
order products. Thanks to the cloud, this digital transformation can be completed in a few days—rather than
the months or even years it once required. It’s no longer
necessary to hire additional IT staff, for example, or to
expand existing in-house infrastructure. Using cloudbased solutions, SMEs can now try out new ways of doing things without huge upfront investment. They can
start off small and grow their cloud solution to match
their business needs. In addition, the cloud offers greater transparency and flexibility when designing e-commerce projects. As a result, businesses can avoid major
investment with long return cycles and only pay for
what they actually need.

Digital orchestration of customer-facing
teams
A successful digital strategy connects all available information on customers, products, and past orders. Strong
involvement of e-commerce, sales, marketing, and customer service in the digitalization process—all contributing to the quality of the data and helping to develop
digital solutions for customer interaction—maximizes
the added value for your business clientele. You can
present your products in a digital customer portal with
highly informative content, such as technical features,
images, videos, and customer reviews. You can also recommend additional products, spare parts, and/or related services to both individual customers and customer
groups based on their known requirements and order

histories. When preparing for customer visits, your sales
staff can access a central database of customer, product,
and order information, thereby enabling them to configure appropriate products and provide personalized
advice. Marketing teams can create customized and
highly relevant campaigns, then roll them out across
multiple channels. Tailoring your communications in
this way boosts customer satisfaction and loyalty alike.
In addition, your customer service staff has continuous
access to customer accounts, order details, and product
information, which means they’re always ready to assist
with any questions or problems your customers may
have. With integrated chat, e-mail, and telephone options, customers can also choose their preferred method of contact.
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Many SMEs already rely on Intershop

Papier LIEBL, a mid-sized wholesaler specializing in office equipment,
office supplies, IT equipment, and packaging, has digitalized its sales
channels and expanded nationwide across Germany.
By implementing a digital order channel, Papier LIEBL has positioned itself within its
sector as an early adopter of new technologies. The company is actively responding
to changing expectations, especially those of emerging generations of “digital natives”
working in procurement. The company was eager to involve its staff in the process of
digitalizing its business model. By integrating its digital channel with traditional B2B
ordering formats, Papier LIEBL is using this opportunity to expand its customer base
and set itself apart from domestic and foreign competitors.

“After carefully reviewing all market players, we chose Intershop because
the functionalities are unique, especially in the B2B segment. What’s more,
we always had direct access to the Intershop specialists in Jena—from the
decision-making stage all the way through implementation.”
Wolf Sternberg, Head of E-Commerce at Papier LIEBL
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Zamro is an e-commerce spin-off within the ERIKS Group and a
leading international provider of machine components and services.
Together with Intershop, the company created and launched a
digital customer portal in just five months.
For Zamro, the main aim of the project was to simplify ordering—typically a complex
process in its industry. The focus was on a perfect understanding of customer expectations in order to create an exceptional customer experience with comprehensive product information and fast, reliable delivery. In contrast to current norms across the B2B
sector, the catalogs, products, and prices in Zamro’s new online store are all fully transparent. Potential customers can view this information without first having to register.
Thanks to Intershop’s fully integrated order management solution, Zamro also has the
tools it needs to orchestrate orders, payments, and invoices across multiple systems
and suppliers.

“As an innovative, fast-growing company, working with Intershop gives us
an experienced partner for our ambitious B2B e-commerce strategy. The
platform fulfils our need for an innovative yet cost-effective solution that
is flexible and scalable enough to help drive our future growth. We also
appreciate the incredibly short project timeframe, which helped to enable
our rapid market launch.”
Floris Jan Cuypers, founder and Managing Director of Zamro
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Leading analysts confirm Intershop’s success
Intershop has been recognized as a leading provider of B2B e-commerce
platforms by independent market research firms, such as Forrester.
The Forrester Wave™: B2B Commerce Suites, Q1 2017, Q2 2015, Q4 2013

According to analysts at Gartner, Intershop is a scalable solution with
strong B2B capabilities. It supports complex organizational hierarchies and
product portfolios as well as all conceivable channels, including mobile
devices.
Gartner: Magic Quadrant for Digital Commerce, March 2016

In 1994, Intershop presented the world’s first ever online store, radically changing the
way buyers and sellers interact. Today, Intershop is the world’s only independent provider of enterprise solutions for e-commerce. More than 300 major corporations and
mid-sized companies around the world currently benefit from Intershop’s innovative
technology, including HP, BMW, Zeiss, Würth, and Deutsche Telekom.
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Excelling with Intershop

300

More than 300 large and
mid-sized customers

2,500

What Intershop customers can achieve
Scalable, end-to-end solutions
including logistics
Just 4 minutes between order
receipt and shipment—with
up to 45,000 orders per day

Increased revenues
More than 330% increase
in revenue over 3 years

Over 2,500 websites worldwide

100

100% project success rate,
confirmed by customers

New sales potential

Better shopping experience

Development of new growth
segments through introduction
of digital ordering platform

13% higher conversion rate through
optimization of store design
for mobile devices

Faster page loading

Faster time to market

Homepage loads in
just 0.5 seconds

17 fully localized online stores
implemented in just 4 months

7

I

SP

IR

ED

Our solution for SMEs

[[

A future-proof, seamlessly integrated platform
Easily replicable store model, which can be rolled out
to new markets in weeks rather than months
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The typical SME has an international sales network with
multiple brands, segments, business models (B2C, B2B,
B2B2C, B2X), and dealers. Using the Intershop e-commerce platform, you can seamlessly integrate all of
them. Business customers can view dealer offerings as
well as information on branches and links to their stores
through a central customer portal. Here, they can switch
quickly and easily between the various e-stores, brands,
and dealers. Intershop’s store templates are available in
a range of languages and currencies, simplifying roll-out
to new markets. Modification of existing online stores is
likewise quick and easy. When creating new pages, you
can use ready-made components to implement tailored
campaigns for individual markets, regions, products, or
content and to personalize your offerings for specific
customer groups.
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A single platform—for multiple stores,
brands, segments, business models, and
partners
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Food manufacturer digitalizes multiple stores and
brands with Intershop

Home appliance manufacturer expands into 20
countries with Intershop’s e-commerce solution

German carmaker connects multiple stores and
dealerships with Intershop

One of the world’s leading coffee manufacturers has
combined Intershop e-commerce with other resources to serve its many customers around the world. The
established process landscape is now also being used
for the company’s other brands, giving them efficient
access to new target groups.

Intershop’s standardized platform enabled a home appliance manufacturer to digitalize a new national subsidiary in the space of four to six weeks. Today, the company has more than 20 such subsidiaries online. Its B2C
online stores and B2B portals can all be flexibly configured and adapted to local needs. The online range has
been expanded to include major appliances, and the
marketing teams now have the ability to implement
omni-channel campaigns.

A leading German car manufacturer is using Intershop
technology to create a digital customer portal with multiple online stores for the various markets, such as the
United States and Germany. The portal also includes
dedicated pages for 1,400 dealers, who can now leverage Intershop technology to develop digital sales channels for their businesses. Other company-owned brands
will use a similar set-up, including the Intershop platform, to cater to their respective customers.

17

17

online
stores

countries
worldwide
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more revenue
in 3 years
more than

20

countries

brands
over

1.2

million online
orders annually
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Our solution for SMEs
The digital customer portal
Ease of use, compelling content, and customer service are the three essential cornerstones of a digital customer portal. For business customers, the ordering process must
be as efficient and transparent as possible.
A digital customer portal makes it significantly easier to both acquire and manage customers. For example, you can allow business customers to manage their own order
processes and give them easy access to a wide range of product information, services,
and order fulfillment functionality. Intuitive search and navigation features, combined
with numerous ordering options and a modern checkout process, ensure maximum
customer satisfaction. Customers can set up their own order templates, add a product
to an order by entering a product number, or simply upload a CSV file and have the
contents automatically added to their shopping cart. An account dashboard provides
a convenient overview of all active orders. Customers are also notified automatically if
a product is not in stock. Purchasing managers can handle contracts, addresses, payments, cost centers, users, authorizations, and punchouts. Information on order quantities and budget usage is available for each cost center. Account managers can create
sales-based purchase contracts for their customers with a specific period of validity and
set volume. Customer-specific pricing can be assigned in the form of a price list. Finally,
purchasing managers can define roles and budget limits for individual staff members.

Mobile access to the digital customer portal
1. Mobile-optimized web app: appealing design of digital customer portal, optimized
for use on tablets and smartphones
2. User-oriented apps for download to mobile devices (developed by Intershop Professional Services or an Intershop partner)
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Benefits
[[

More efficient order processing
(including inventory notification, delivery
status, inventory shortages, and products
approaching sell-by date)

[[

Higher order values and volumes

[[

Enhanced customer loyalty

[[

Less cart abandonment

[[

More cross- and up-selling

Key features
[[
[[
[[
[[

[[

[[

[[
[[
[[

[[
[[
[[

[[
[[

Simple search and navigation
Sophisticated content, e.g., images and videos
User-generated content, e.g., rankings and ratings
Customer-specific recommendations based on
shopping cart contents and order history
Product recommendations based on browsing
activity, recently viewed products, and peer order
history
Recommendations based on search results and top
sellers in category
Special offers on checkout pages
Customer-specific catalogs and price lists
Intuitive ordering functions, e.g., priority reorder
and order templates
Modern checkout process
Offer management
Management of sales-based master purchase
contracts
User, cost center, and budget management
Integrated customer service with chat, e-mail, and
phone options
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Intershop and Microsoft
Intershop in the Microsoft Azure cloud

The benefits of cloud solutions

SMEs in Germany not only expect flexibility and productivity from cloud solutions, they also require a high
degree of data security. The Microsoft Azure cloud is the
obvious choice for Intershop because it meets all the
above requirements.

Fast
Create and expand your digital sales channel with maximum speed.

Microsoft was the first cloud provider to be recognized
by the EU’s privacy regulators for its implementation of
the EU Standard Contractual Clauses. With protection
against unauthorized access, full control over all content and authorization, and a transparent overview of all
processes, Microsoft delivers a cloud that customers can
trust. Having invested more than US$ 15 billion since
1989, the company now has over 100 data centers in 40
countries worldwide with over 1 million servers. The key
features of the Microsoft cloud are maximum availability, maximum security, comprehensive data protection,
transparency, and compliance.
With the launch of the Microsoft Cloud Germany, customers can now choose whether to have their data
stored in Germany—with its very high legal standards—or in a data center elsewhere.
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Flexible
Set up new projects and campaigns by simply increasing your data center capacity.
Scalable
Expand into new markets using the global data centers
that comprise the Microsoft Azure cloud.

Secure
Enjoy the availability, security, privacy,
transparency, and compliance of the
Microsoft Azure cloud.
Managed
Intershop and its partners manage
the applications and data centers.

Intershop Commerce and Microsoft
Dynamics 365
“The partnership between Intershop and Microsoft enables the integration
of Intershop Commerce with Microsoft Dynamics 365. This facilitates seamless integration of customer, product, service, and order data. Equipped with
user-friendly digital tools, SMEs can transform themselves quickly and easily
into customer-centric, data-driven, and highly networked digital businesses. The combination of the Azure cloud services, Intershop’s highly scalable
e-commerce software, and Microsoft Dynamics is a future-proof solution for
driving digital business strategies.”
Dominik Hartmann, Head of Strategic Cloud & App Partners, Microsoft Deutschland GmbH

Customer-centricity is paramount today. In order to
create value and strengthen customer loyalty, you have
to deliver relevant and personalized offerings, services,
and interaction through a range of online and offline
channels.
For this reason, Intershop has long incorporated Microsoft ERP and CRM applications in order to provide an
integrated view of customer, product, and order data.
Most of these systems are now available in the cloud,
which means they are also easily accessible and affordable for small and mid-sized enterprises. Now, Intershop
and Microsoft are working on the next stage in the digital transformation of SMEs. The standardized integration of Intershop Commerce with Microsoft’s new enterprise platform, Dynamics 365, means it will be possible
in the future to quickly and flexibly combine and scale
all the components of e-commerce, ERP, CRM, customer
service, business intelligence, and even the Internet of
Things.
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Mastering the digital transformation together
The digital transformation requires close collaboration between business and IT teams. As an SME, this is the only way you can reinvent your business from the customer’s perspective and offer real added value. This new way of thinking transcends the traditional
boundaries between departments and leads to a new, customer-driven organization.

Stay up to date.

Deploy quickly, expand easily, give better quality advice.

Digitalizing your sales channels and customer interactions makes it possible to analyze
transaction and customer data, thereby gaining insights into the performance of individual channels.

With Intershop, it’s possible to implement an e-commerce platform in the space of just
a few weeks. The standard software includes extensive functionality that will help you
increase conversion rates, revenues, and customer satisfaction and generally strengthen your digital sales channel. Using widgets and reports, you can monitor and analyze
performance as a basis for future action.

Intershop Commerce brings together a wide range of data and visualizes it as metrics
on a dashboard. The various widgets are all user-configurable. For example, it’s possible to view sales volumes, new customer numbers, or revenue trends over specific
periods of time. The quantity and value of orders (completed, abandoned, and unfulfillable) and returns can all be presented graphically. You can also analyze and visualize
the progress and results of cross-channel campaigns and product launches.

Intershop for management
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Customer service staff can view a customer’s cart and assist them in the event of a
problem. Abandoned carts can be used to trigger coupon offers as a means of reactivating the customer. It’s also possible to modify customer subscriptions and submit
price quotations. At every stage, the customer can choose whether to communicate by
chat, e-mail, or phone.

Intershop for e-commerce and customer service

Hosted in the cloud, mobile and data-driven.

Intershop for sales and marketing
Cross-channel, personalized campaigns. Sell easier, sell more.
Having an integrated view of customers, including profile, click, and order data, makes
it possible to create relevant messaging, customized content, and effective campaign
measures. These can be prepared in advance and rolled out at specific times for maximum impact. New landing pages are assembled from existing visual templates and
components, to which digital content is added. Text content is easy to edit and there’s
an optimized keyword search function. Search results can easily be configured to highlight products. Customers can be assigned to particular segments and receive personalized offers, recommendations, and content. You can also use A/B testing to fine-tune
your online campaigns.

While it’s been possible to connect with customers via multiple channels for a number
of years, it is now significantly easier to implement genuine omni-channel strategies.
The necessary technologies, such as Intershop Commerce, can be sourced directly
from the cloud. These cloud-based components are customer-centric, data-driven, secure, and fast. Intershop’s integration technologies, e.g., Synaptic Commerce APIs and
the microservices architecture, make it possible to access data quickly and easily and
build customer-centric applications. Such solutions can then be continuously developed without compromising performance. To cater to the growing popularity of smartphones and tablets, customer applications can be optimized for these devices using
responsive web design. You can also use personalization tools driven by the gathered
data to create more meaningful and relevant interactions with customers.

Intershop for IT

Sales staff has a range of digital tools with which to manage customers, negotiate prices, and create new contracts. Access to extensive customer and order information also
enables them to offer better advice. Product data and other content can be used to
configure complex solutions—either online or at the customer’s location.
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Build your digital customer portal with Intershop.
Together, we can implement your digitalization strategy.
Your personal contact:
Maja von Lewartow Lewartowski
Hendrik Rode
Phone: +49 3641 50-2062
insidesales@intershop.com

Intershop Communications AG
Intershop Tower
07740 Jena, Germany
Phone: +49 3641 50-0
Fax:
+49 3641 50-1111
www.intershop.com
info@intershop.com
© 2017 Intershop™ Communications AG. All rights reserved. All other trademarks are the property of their respective owners.

