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SAP Real -Time Offer Management (RTOM)  

RTOM enables organizations to conduct intelligent 

and relevant customer interactions 

 

RTOM recommends the best customer treatments in 

real-time to build profitable customer relationships. 

Â Turn inbound interactions into revenue opportunities 

Â Fight customer churn and boost loyalty 

Â Accelerate customer acquisitions 

Â Empower agents and interaction over all touch points 

Â Improve customer experience and satisfaction 
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Bottom line: Need for real time decision support during inetarctions 

The Business Environment  

Customer and Product Perspectives  

Facilitate 

Offering 

Personalize 

Interactions 

Growing PRODUCT complexity  

Consolidation, collaboration and virtualization result 

in rich and complex product portfolios over 
frequently fragmented business supporting systems  

High CUSTOMER expectations  

Demand for relevant information and consistent 

experience across the enterprise and its channels 



Market Attractiveness  

Analysts View  

< Strategic Planning Assumption: By 2011, the two most significant changes in 

the contact center will be agent access to real-time decision support and a 

view into the customer's activity, including Twitter, on the organization's website 

and beyond". Gartner, Predicts 2010: Customer Service Meets Social CRM (Dec 2009) 

< During 2010, real-time decisioning will be the most adopted category of 

analytic applications.ò  Gartner Predicts 2010: The Top Five Concerns in the Analytic 

Applications Space for the Coming Year (Dec 2009) 

< Real-Time Offer Management can improve your customer response rates as 

much as 10 times than what you typically achieve with direct marketing.   Gartner, 

Five Business Benefits to Be Gained From CRM Multichannel Campaign Management 

Inbound/Outbound Integration (Nov 2008) 

< ñ... the desire to enrich the experience of each interaction, a captive and 

attentive audience, and the opportunity to reinforce the brand, all make inbound 

marketing a compelling solution. Forrester,  How technology enables inbound marketing 

2008 

 



CRM Marketing Hype Cycle 2009  

Market Attractiveness  

Real Time Decisioning - a key technology!  

Analytic Applications Hype Cycle 2009       Context Aware Computing Hype Cycle 2009  

CRM Service Hype Cycle 2009 



< RTOM recommends in real-time products and next best actions 

< RTOM learns from response and improves its recommendations 

SAP Real -Time Offer Management (RTOM)  

RTOM is a real-time recommendation technology that enables 

organizations to conduct intelligent customer relationship 
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Real-Time 
Decisioning Engine 

Offer Management 
Environment 

Self-Learning 
and Analytics 

Solution Foundations 

      Recommend 
optimal offers  

   Create & manage 
offers portfolio  

Learn and adapt 
Measure and  

provide insights 
RTOM 

Process  



Key Capabilities  

< Multi-channel recommendation engine supporting closed-loop Marketing 

< Real-time data access and calculation available for decision support 

< Recommendations provided with personalized reasoning to improve acceptance 

< Offer are prioritized by response rates and/or business value 

< Holistic out-of-the-box business analytics, reporting and dashboards 

< Out-of-the-box integration with SAP landscape 

< Openness for third-party / legacy integration 

< High performance and scalability 



Why Clients Use RTOM?  

Sample Use Cases  
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Sample Use Case Expected Benefits 

Enhance cross-/up-sell and retention during 

inbound and outbound interactions 

Increase revenues while keeping service 

productivity; Increase customerôs lifetime value 

Guide interactions and recommend next best 

actions 

Empower customer facing personnel;  

Streamline self-service channels; Increase 

customer and agent satisfaction; Reduce 

handling time; Strengthen branding  

Synchronize and improve offering across all 

interaction channels 

Increase customer satisfaction; Boost online 

sales; Decrease costs;  

Enable Marketers and other business users to test 

ideas and deploy them in short-time-to-market 

Decrease Marketing spending ;  

Shorten time-to-market 
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One of the top ten largest financial 

services holding companies in the 

United States 

 

Business challenges 

Â Complex offering ï the bank manages a comprehensive offering 
environment: banking, brokerage, insurance, investment, mortgage, trust 
and payment services 

Â Wish to create and manage a multitude of cross line of business offers  
(e.g. mortgage + insurance)  

Â All product should be available over all channels 

CRM strategy & objectives 

Â We are always here for you ï Service available 24 hours a day, 7 days a 
week; 24-Hour Bankers are available 24 hours a day, 7 days a week; etc. 

Â We have the product you need and if not we will create it 

Â Immediate and accurate execution guaranteed 

Results with SAP RTOM 

Â Introduced in a month 35 different cross/up sell and retention offers 

Â Agents are doing 50-60% better and improving month to month 

Â 18% positive response to RTOM offers; additional 12% requested follow up 

Â 3 hours to train new agents 

Â Up and running in call center within 3 months 

Â ROI within 6 months 

A Top Ten U.S. Bank  

Increased Inbound Sales by 60%  

52% 

57% 

60% 

48%

50%

52%

54%

56%

58%

60%

62%

Jan Feb Mar

Booked Accounts 
vs. control group 
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Optimal 
recommendation  

ÂCross-/up-sell offers 

ÂRetention offers 

ÂMarketing messages 

ÂNext best action é 

Real -Time Decisioning  

RTOM Offer information 

ÂOffers and their values 

Â Target population 

Â Channels 

Â Triggers and events 

Real-time customer information  

ÂReal time customer profile 

ÂPrevious customerôs responses 

Real-time session information  

ÂNature of the interaction 

ÂAgent skills 

ÂLevel of service 



Insights for business users 
on offers, agents, channels 
and responders 

      Recommend 
optimal offers  

   Create & manage 
offers portfolio  

Learn and adapt 
Measure and  

provide insights 
RTOM 

Process  

Simulation and Administration (part of RTOM Applications Toolkit) 

Intuitive offer definition 
and management 
environment 

Prioritized real-time 
recommendations 

RTOM Process and Landscape  

Automatic learning to 
improve subsequent 
recommendations 

Offer Designer Recommendation Engine 
 
 
 
 

BW / DWH 

Interaction Channels CRM & other data sources 

Integration Manager (part of RTOM Applications Toolkit) 

Design Interaction Analysis 

RTOM Analytics 
and Dashboards 
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Offer Definition  

Eligibility 

Rules 
Prerequisites 

Validity Time Frame 

Re-offer Policy 

Targeting 

Criteria 
Specific Target Profiles 

 

Profiling Hypothesis 

 

Personalized  Reasoning 

 

 

Description Short Description 

Business Priority 

Links to Products & Actions 

 

Offer 



6. Feedback 

Other Data 
Sources 

BW / 3rd party 
DWH 

5. Recommendations 

 
Recommendation Engine 

 

Customer Interaction Channels 

CRM Master 
Data 

4 

2. Events 

Data Integration Services 

Recommendation Services 

The RTOM Landscape  

Offer 
Designer  

7. Experience 
1 

Product Catalog 

3. Data retrieval 

Web IC é 

Web Services 

# Step 

1 
Offers are defined in BLS and 

saved in the RTOM engine  

2 
Interaction application event 

triggers RTOM  

3 
RTOM retrieves data from 

data sources   

4 
The engine detects the 

optimal offers  

5 
Recommended offers are 

provided to the application  

6 
Recommendation result is 

sent back to the engine 

7 
Experience is extracted and 

exported for Analytics  

Experience Offers 
RTOM Analytics 

Info 

Providers 


