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How To Extend Your 
Online Platform to 
a Full-Service 
Digital Solution

Improve CX by Giving Customers 
Greater Online Access and Control
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The more technology evolves, the more customers demand 
that it help them increase control in their relationships with 
companies. This trend is especially true for B2B customers, 
who need convenience to gain flexibility in how they spend 
their valuable time.
 

B2B customers want a portal that allows them not just to make 
purchases but also to view their purchase history, check the status 
of orders, reorder, establish support tickets and pay invoices. 
Companies that don’t deliver this level of online service risk watching 
competitors overtake them in profitability and other measures of 
success. 

On the other hand, companies that embrace digital transformation 
extend the customer experience (CX) to all touchpoints of the 
organization, including customer service, sales, marketing and 
finance. Given this potential for success, it’s no wonder that 70% of 
customer service and support leaders plan to dedicate the bulk of 
their budgets to digital channels and capabilities in 2021. 

In this playbook, we explore how companies can improve their 
operations and give their B2B customers greater flexibility with a 
complete digital platform. By the end of the playbook, readers will:

 • Know why B2B customers appreciate a digital platform.

 • Learn what a digital platform is and what it entails.

 • Discover the benefits of implementing a digital platform.

 • Understand how this approach has affected real-life companies.

 • See how NTT DATA Business Solutions can assist companies in 
pivoting to a digital platform.

https://www.gartner.com/en/newsroom/press-releases/2021-02-11-gartner-says-customer-service-and-support-leaders-pla
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Customers have many ways to tell companies what they want. 
They may say it directly to a sales representative or write about it 
in reviews. But their communication may also be more subtle. For 
example, they may test the limits of an online system rather than 
initiate a call they feel they shouldn’t have to make. They may argue 
with customer service. Or they may defect to a competitor.  

Savvy companies know how to read even the subtlest of messages 
from customers. Often those messages tell a similar story: 
Customers, especially business customers, want more automation, 
convenience and time savings. An article published by knowledge-
management resource KMWorld states, “The self-service user 
experience has slowly become a must-have for both B2C and 
even B2B businesses with 41% of B2B buyers stating self-service 
functionality is the top feature they want from sellers.”

What Customers 
Really Want

https://www.kmworld.com/Articles/Editorial/ViewPoints/Best-practices-for-becoming-a-self-service-business%25C2%25A0-142682.aspx
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Digital Platforms Offer Big Benefits

RISE ABOVE COMPETITION

Companies that understand the value of an expanded customer 
portal featuring a range of functions offer a benefit beyond the 
quality and price of their products or services. They recognize that 
their customers want to do business with companies that value 
their need to focus on critical tasks — not doing things like spending 
hours on the phone just to check the status of an order. 

INCREASE SALES

When you implement a far-reaching portal with a wide 
variety of features, customers visit your site more often 
and spend more when there because you’ve made it easy 
for them to do business with you. 

Additionally, salespeople gain a wealth of data at their fingertips with 
which they can be armed during sales calls and customer visits. “For 
example,” explained Bob Meyer, vice president, customer experience 
solutions at NTT DATA Business Solutions, “does the customer 
have an open order? If so, the salesperson should know this and 
understand if there are any delays before their visit. Anything to 
make the customer buying or reordering decision shorter and easier. 
Having that information available is the key.” 

Companies that invest in this type of platform reap significant benefits. KMWorld noted that those benefits include better 
customer experience, lower costs, time savings and increased loyalty. Let’s explore in greater detail. 
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REDUCE OPERATIONAL COSTS

When you give more control to customers, you can save costs on 
representatives whom you would otherwise need to employ to 
answer even the smallest of questions, such as:

 • What is the status of my order?

 • How can I get help?

 • Which products did I order in the past?

 • How can I easily pay my invoice?  

The representatives you hire now have a more important task: 
helping customers with larger problems, adding greater benefit and 
enriching your company’s CX. 

STRENGTHEN MARKETING

The more you automate customer care and bring self-service to 
customers, the more data you gather about them and the more 
targeted you can be in your marketing. For example, imagine a 
customer who has a problem with a specific product that has not 
yet been resolved. Sending an email promoting that product will 
be unwelcome at best. Fine-tuning the marketing can make a huge 
difference in customer response. 

IMPROVE CUSTOMER CX

All the above factors lead to an improved CX, one of the key factors 
likely to drive new customer acquisition and ongoing loyalty for years 
to come. 
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Real-Life Examples

INVOLVING CUSTOMERS IN CUSTOM DESIGN

Leaders at a big machine-tool manufacturer worked with NTT DATA 
Business Solutions to provide an e-commerce solution that would 
enable customers to easily order parts and replacements for their 
tools, allowing them to be more self-sufficient. 

As the project progressed, the leaders wondered if they could take 
the process a step further and enable customers to upload drawings 
of elaborate dies into the e-commerce channel. Company staff 
would review the drawings and follow up with customers, giving 
them opportunities to be involved not only in purchasing but also in 
custom design. 

NTT DATA Business Solutions confirmed this solution was absolutely 
possible and added it to the service delivery. Both of these digital-
platform components greatly enhanced the CX the manufacturer 
was able to offer.

STREAMLINING CUSTOMER SERVICE 

Another company was using a manual ticketing system to manage 
customer maintenance requests, mailing thousands of tickets 
each month. When the company switched to a digital process, 
technicians gained ready access to all customer information. The 
overall process sped up, resulting in improved time to resolution, 
less manual rework and the ability to order products. This in turn 
improved inventory needs. 

As a result, the company’s ability to service customers and its 
inventory process significantly improved. Meyer stated, “The 
improvements caused a trickle-down effect that sped up other 
processes to improve the company’s service even more.” 

The following examples demonstrate the variety of benefits a robust digital platform can offer. 
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Challenges to 
Digital-Platform 
Adoption
Companies that want to implement a robust digital platform may face 
some challenges in doing so. But they can be overcome. 

Internal acceptance. For the best outcomes, company personnel, 
including C-level leaders, don’t always recognize the value of a digital 
platform. This challenge can be overcome by deploying incremental 
changes that demonstrate how small steps can make a big difference. 

Companies believing they know what customers want. Sure, 
sometimes team members do know what customers want, but 
sometimes they don’t, and acting on guesses or false information is 
worse than doing nothing at all. Meyer said, “Companies can overcome 
this challenge by examining data, such as net promoter scores, that 
show what customers are saying directly and indirectly. They use that 
information to determine what things customers really want to see or 
do on their own.” 

Not knowing who is responsible for CX. Is CX an operational concern 
or more of an IT issue? Ideally, CX is an organization-wide initiative that 
permeates every level of company processes and culture. The key is 
for companies to know who is responsible for what and ensure team 
members from each group are equally involved in decision-making.
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How NTT DATA Business 
Solutions Can Help
We help our clients start small with manageable changes and build on them to 
create big improvements. For example, companies that know their B2B customers 
really want self-service and the ability to look up orders could implement that 
type of solution first. Later deployments could build on the initial one by including 
customer service, sales team capability and contract solutions. We work with 
each client to determine and address its needs and the needs of its customers. 
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Conclusion
 

B2B companies that provide customers with an 
e-commerce solution and perhaps some online self-
service tools are in an excellent position to take their 
CX to a new level. By adding self-service features and 
adopting a complete digital platform, businesses can 
not only improve customer convenience but also help 
themselves by providing sought-after features that 
attract new business, lead to increased revenues and 
contribute to improved marketing. 

Companies that want to implement a digital platform 
are fortunate in the many solutions available. NTT 
DATA Business Solutions matches the right solution 
with each company’s business needs, ensuring that 
customers can quickly find what they want, perform 
specific actions and get on with their busy day. 

A TRUE PLATFORM FOR THE DIGITAL AGE

Besides providing insight and activity related to the data managed 
by your company, a digital platform can be used to track information 
within your customers’ operations. For example, consider the 
machine-tool manufacturer from our previous example. Its 
customer, ABC Machine Manufacturer, runs 10 presses from the 
manufacturer. 

Connected Internet of Things sensors can determine how many 
cycles each machine is running and when new parts or accessories 
might be needed from the manufacturer. Rather than a manual 
procedure someone at ABC has to handle, this process becomes 
automatically managed from the manufacturer’s digital platform, 
making working with the manufacturer easy and seamless and 
greatly improving its CX. 

Other examples of highly digitized processes that are possible with 
a digital platform include:

 • Enabling customers to submit exploded-view pictures of 
machines and having the system help them find the right 
replacement part.

 • Monitoring a water supply in a life science lab to know in 
advance when new filters are needed.

Meyer said, “Some of these processes aren’t yet typical, 
but companies need to be engaged in ‘futurizing’ — having 
conversations about whether this technology will be important for 
them in the next five to 10 years.”  



ABOUT NTT DATA BUSINESS SOLUTIONS

At NTT DATA Business Solutions, we design, implement, manage 
and continuously enhance SAP solutions to make them work for 
companies — and for their people. As a passionate partner, we 
connect business opportunities with the latest technologies — and 
offer a unique approach to get the job done as smoothly as possible. 
Our close ties to SAP and other partners provide access to innovative 
solutions and developments. Being part of the global NTT DATA 
group enables us to master any scope of project. With operations in 
more than 30 countries, we have enabled thousands of companies 
to become more efficient and effective since the 1990s. Our 10,000 
experts around the world accompany our customers on their journey 
toward a truly intelligent enterprise — wherever they want to start.

LEARN MORE

https://nttdata-solutions.com/us/
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