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Locations 
Global access,
local connections

San Francisco
New York 
Berlin
Munich
Paris  
Tel Aviv
Singapore
Tokyo

8  S A P . i O F o u n d r i e s  W o r l d w i d e



15
Selection Day

Finalists

15
Tech Sessions

8
Major Events

21
Product 
Sessions

124
Applicants

23
Intro Sessions

30
Interviews

752
Direct 

Contacts

S p r i n g  C o h o r t … B y  t h e  N u m b e r s

66
Sales/Marketing

Sessions

6
Cohort

Participants

9
Finance 

Sessions



SAP PartnerEdge
Build Certification

SAP C/4HANA 
Integrations

Listings on 
SAP App Center

D e f i n i n g  G o a l s
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H e a d  o f  S A P . i O  F o u n d r y  M u n i c h

PHILIPPE SOUIDI



Enabling brands
to control their end-to-end customer journey 
Closing the CX gap for consistent brand experience, proactive customer 

care and maximized cross-selling.



2015
Start-up

2020
500+ Brands

Enterprise customers in EU, UK & US

90 Domain experts for Operations Experience

45 Countries and 32 languages

Munich
parcelLab GmbH

Paris
parcelLab SAS

London
parcelLab Ltd. 

Los Angeles
parcelLab Inc.

We are the unique #1
in Operations Experience Management



500+ trusted industry leaders globally



References in B2B



. . .
Sales & Marketing Fulfillment Services

OX
post-sales CX

CXpre-
sales

Sourcing Warehouse Delivery Returns Repairs

Creating a truly end-to-end CX
with Operations Experience Management



THE

CUSTOMER
EXPERIENCE
IS BROKEN





No Control
No Experience

No Branding
No Content



Managing
the entire
customer 
experience.



Create customer centricity
Upselling & 

content placement
Pro-active 

engagement
Personalized & 

branded experience



Keep your customers



Engage your customers

Controlled customer
journey

Branded pre-checkout
experience

Support & Engage

85% 
re-engagement rate

New touchpoints / channel



Support & Engage

Return your customers

Controlled customer
journey

Branded pre-checkout
experience

New sales

Bring back 3/4

Customers 
return



90%
Re-purchasing

rate

Return happy customers

55%
Customer 

satisfaction
Customer 
inquiries

25%



TECH



Operations Experience Management: Turning data complexity into customer simplicity

Complex
SC data

validation

Pro-active push

Warehouse

Operations data

Communications hub

ERP / WMS

Service 
provider

Carrier 
(in/outbound)

Data hub

Data 
enrichment

Customer data

CRM

Services

Content

CUSTOMER
engagement
analysis

CX TRIGGERS
less friction & more engagement

OPERATIONS
real-time
monitoring

Untracked

Outbound

Returns

Split / drop

Click & collect

Dummy/ timed

Multi-carrier

Channels

Email

App/ PWA push

Messenger / text

Chat-bot

Order status page

Integrations hub

Returns portal

In-flight options

Delivery prediction

Web shop

Segmentation

Opt-in mgmt

Live Tracking

NPS

Content

Performance

Insights & analytics hub

Issues

Communication

Customer feedback

Insights

Order overview

Service desk

Alerts

Configuration

Analytics



Post-sales touchpoints with parcelLab



Alerting Center Logis>cs Analy>cs Communication Overview

Full transparency about first & last mile.



Use-Cases



Delivery CX @IKEA
Consolidating parcel and freight orders with broad carrier setup 

CHALLENGE
§ Complexity of regional freight carriers & split shipments

§ Order backlog management

SOLUTION
§ Plug&play carrier integration

§ Order-aggregated comms (also pre-ship)

RESULTS
§ 25% less customer inquiries

§ CS efficiency increase (SSO, embed)

Emails
sample 1
sample 2

https://demoemails.parcellab.com/en/ikea-dispatch.html
https://demoemails.parcellab.com/en/ikea-delivered.html


Delivery CX @H&M
Digitalizing the returns management

CHALLENGE
§ Non-digital, manual returns experience

§ No multi-channel ability for purchase & return

SOLUTION
§ Returns portal w/ rule enforcement

§ Pro-active returns comms 

RESULTS
§ Early & comprehensive data insights

§ Revenue recovery (3-5%)

Powered by parcelLabPowered by parcelLab

Thank you for your return

DRAFT



Delivery CX @LIDL
Reducing customer inquiries and driving upsells

CHALLENGE
§ High call center volume

§ Low customer retention

SOLUTION
§ Pro-active comms

§ FAQ & chatbot integration

RESULTS
§ 85% retention rate

§ 1% upsell rate (w/o sales content)



Service CX @ALSO Holding
Setting up relevant customer comms

CHALLENGE
§ Multi-order replenishment shipments

§ Additional fulfillment model (white-labelled)

SOLUTION
§ Order aggregation dashboard

§ Digital documents distribution

RESULTS
§ State-of-the-art email comms 

§ Consolidated customer view



Service CX @Fricke Group 
Involving 3rd party service providers in the process

CHALLENGE
§ High-value overnight express shipments for repairs

§ High operations setup cost at partners due to delays

SOLUTION
§ Alerting for account manager

§ Pro-active comms for repair sites

RESULTS
§ 15/20% less inquiries via email/phone

§ Reduction of operations cost



SAP Integrations
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Creating a truly end-to-end CX
with Operations Experience Management



The revolution of personalized 
post-checkout experience.

parcelLab Germany
Munich

parcelLab France
Paris

parcelLab UK
London

parcelLab USA
Los Angeles


