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Adapting to changing consumer tastes for prepared and ready-to-eat foods 
amid intensifying competition in the food service arena, Casey’s General 
Stores Inc. embedded new levels of convenience into its customer experience. 
Using the SAP® Customer Experience portfolio, Casey’s streamlined its online 
ordering platform, introduced a mobile app, and created a new loyalty 
program. Now, Casey’s can truly focus on guests, better understand their 
needs, and deliver experiences that exceed those needs. 

Casey’s: Building True Customer 
Loyalty Over Pizza

Picture Credit | Casey's General Stores Inc. Ankeny, Iowa. Used with permission.



Before: Challenges and Opportunities
• Boost e-commerce capabilities and create a mobile food ordering app, replacing legacy software 
• Increase customer retention and brand loyalty by providing a transparent, fluid, and secure digital 

experience
• Enable flexibility to respond faster to market changes

Why SAP and Deloitte LLP
• Ongoing digitalization strategy supported by multiple SAP® solutions
• Reduced complexity, integrating all digital and physical customer touch points onto a single, robust 

platform 
• Deloitte’s proven expertise and end-to-end capabilities that support business innovation using 

SAP solutions

After: Value-Driven Results
• Enhanced experience for customers ordering and paying online 
• Gained a better understanding of customers, serving them better with highly targeted promotions 
• Enabled cross-sell capability across Web, mobile app, and phone order management systems –

increasing average order value

Making Customer Experience a Competitive Advantage with 
SAP® Solutions

“Collaboration was critical to making this project a 
success. We were able to leverage our partners’ unique 
expertise to create a modern e-commerce platform that 
makes customer experience our competitive 
advantage.”
Art Sebastian, VP Digital Experience, Casey’s General Stores Inc.

Casey's General Stores Inc. 
Ankeny, Iowa
www.caseys.com

Industry
Retail

Employees
36,841

Revenue
US$9.3 billion

Products and Services
Operates convenience stores offering 
self-service gasoline, grocery items, 
and freshly prepared foods

Featured Solutions
SAP Commerce Cloud
SAP Customer Data Cloud
SAP Customer Experience Services

65%
Of digital revenue generated 
from mobile app

3 million
Mobile app downloads
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Reinventing the Guest Experience Through 
Digital Commerce Transformation

Among the leading convenience store and fuel 
retailers in the United States, Casey's General Stores 
Inc. (Casey’s) has a presence in 2,123 locations in 
16 states. Organized as self-service gas stations 
attached to convenience stores, Casey’s offers 
prepared foods such as pizza and sandwiches as 
well as grocery items.

Serving the people of the American Midwest since 
1968, its food service business now sells more than 
19 million pizzas annually, making it America’s 
fifth-largest pizza chain.

With over half of its stores located in communities 
with fewer than 5,000 people, Casey’s is committed 
to making life better in these places, supporting 
worthy causes, and celebrating local heroes. At the 
heart of every community it serves, its stores offer 
around-the-clock convenience, opening for guests 
as they start their days and serving them through 
the day to dinner and late into the evening.
.

Prioritizing customer experience
On a journey to evolve its brand, as a first priority, 
Casey’s focused on using intelligent technologies 
to enhance the customer experience. With the 
company’s digital ordering and delivery technology 
built on legacy software, it was failing to keep pace 
with customer expectations for their favorite food 
and beverages on the go. 

Intent on boosting its e-commerce capabilities, the 
company sought to create a food ordering app to 
better meet the needs of its 2,000-plus stores and 
create a customer-centric loyalty program. The 
organization also wanted to build in flexibility to 
help it to respond faster to market demands. 
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Picture Credit | Casey's General Stores Inc. Ankeny, Iowa. Used with permission.



Scaling Up Digital Commerce Capabilities for 
New Levels of Convenience

As part of its enterprise-wide digital transformation, 
Casey’s worked with Deloitte LLP and the 
SAP Customer Experience Services organization 
to rollout a new e-commerce platform, mobile app, 
and customer loyalty program.

Implementing the SAP® Commerce Cloud and 
SAP Customer Data Cloud solutions from the 
SAP Customer Experience portfolio, Casey’s 
streamlined the ordering and checkout process, 
allowing customers to pay online. The system 
automatically engages cross-sell opportunities 
during every order.

In addition, customer-facing experiences are fully 
integrated with its kitchen order management 
system, creating a fluid experience for customers 
and in-store teams alike.

Creating a fluid customer experience 
With guest identity management core to its strategy, 
the team launched Casey’s Rewards, the chain’s 
first digital loyalty program, to heighten customer 
relationship management and marketing automation 
capabilities. Using SAP Customer Data Cloud, 
Casey’s is able to organize customer data, consent, 
and preferences and link them directly with 
SAP Commerce Cloud where guests engage with 
the brand. Combining these systems provides a 
fluid customer experience.
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“Delivering a new era of convenience, we architected a relevant and contemporary 
customer experience. Our mobile app lets customers place pickup or delivery orders, set 
a default credit card for payment, customize pizza orders, find a store, browse the menu, 
track orders, reorder favorites, and check fuel prices.”
Art Sebastian, VP Digital Experience, Casey’s General Stores Inc.



Joining Forces with Deloitte to Accelerate 
Time to Value 

Working with digital transformation partner 
Deloitte LLP, in tandem with the SAP Customer 
Experience Services organization, Casey’s 
created new e-commerce and mobile commerce 
platforms and a new custom-centric loyalty 
program. Implementing the SAP Commerce Cloud 
solution helped the business streamline ordering 
and checkout processes and allows customers to 
pay online. Rolling out SAP Customer Data Cloud 
allows the organization to centrally capture, 
manage, and synchronize customer preferences 
and consent. 

Proven experience
Collaborating with a truly global team, Casey’s 
tapped deep industry knowledge and proven 
expertise in SAP solutions, integrating all digital 
and physical customer touch points onto a 
single, robust platform. Deloitte delivered project 
strategy and execution, while SAP Customer 
Experience Services safeguarded system, code 
performance, and architecture blueprints.
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Moving to Mobile First to Put Customers First 

Integrating its new digital platforms has created a 
fluid customer experience online, on mobile 
devices, and in stores, enhancing Casey’s digital 
capabilities and facilitating personalized marketing 
and rewards.

Mobile first
Within five months of launching its new mobile app, 
Casey’s was generating approximately 65% of the 
organization’s digital revenue from the app with 
another 30% coming from the mobile Web.

The digital platform is helping the organization gain 
a better understanding of its customers and better 
serve them by providing value and the use of highly 
targeted promotions is driving additional customer 
visits.

With cross-sell capability across Web, mobile app, 
and phone order management systems, Casey’s 
average basket ring has increased.

Game-changing innovation
Casey’s has also leveraged SAP Commerce Cloud 
to move faster than ever to face the new realities of 
business during the time of COVID-19. Casey’s 
investment in SAP technologies allowed its stores 
to remain open and pivot with the rapidly 
changing consumer demand. Its innovations 
included prioritizing no-contact deliveries, 
partnering with a third-party delivery service, 
expanding the range of general merchandise 
products that are available online, and launching a 
curb-side pickup service.

“During the pandemic, we’ve had the ability to think about guests, their wants 
and needs, and build solutions to meet and exceed those wants and needs. 
This in turn has helped increase average order value.”
Art Sebastian, VP Digital Experience, Casey’s General Stores Inc.
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Using Artificial Intelligence to Customize Offers

With its new e-commerce platform boosting average 
order value, Casey’s is currently fine-tuning its 
ordering and delivery app and is working on further 
expanding its range of general merchandise available 
through mobile ordering and delivery. This requires 
the business to modernize its inventory management 
capabilities.

Using data insights and intelligence
Casey’s also has plans to leverage artificial 
intelligence to generate faster, more customized 
offers that resonate strongly with its customers. 
To get there, the business is beginning to work on 
leveraging data and analytics to drive the cross-
sell experience and is planning to use historical 
guest data and affinity insights to suggest the best 
cross-sell items to each individual guest.
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