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Legal disclaimer

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of SAP SE or an
SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its distributors
contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation orwarranty of any
kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials. The only warranties for SAP or
SAP affiliate company products and services are those that are set forth in the express warranty statements accompanying such products and
services, if any. Nothing herein should be construed as constituting an additional warranty.

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or any related
presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation, and SAP SE’s or its
affiliated companies’ strategy and possible future developments, products, and/or platform directions and functionality are all subject to change
and may be changed by SAP SE or its affiliated companies at any time for any reason without notice. The information in this document is not a
commitment, promise, or legal obligation todeliver any material, code, or functionality. All forward-looking statements are subject to various risks
and uncertainties that could cause actual results to differ materially from expectations. Readers are cautioned not to place undue reliance on
these forward-looking statements, and they should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered trademarks of SAP
SE (or an SAP affiliate company) in Germany and other countries. All other product and service names mentioned are the trademarks of their
respective companies. See https://www.sap.com/about/legal/trademark.html for additional trademark information and notices

This presentation and SAP's strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is 2
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Agenda

Al Approach in SAP Customer Experience
Al and Machine Learning in SAP Customer Experience Applications
Future Innovations

Roadmap
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Al Investments dominated by Marketing, Sales & Service

Top five objectives organizations want to achieve
by investing in Al-driven initiatives

1 ﬁﬂ' Drive revenue

2 &/ Better serve existing customers

.
3 Remain competitive
N

4 :@: Meet rising customer expectations

5 & Improve / strengthen brand

Source: Forrester’s Top Emerging Technologies For Future Of Marketing, 2017; Forrester's Building Trust And Confidence: Al Maketing Readiness In Retail And eCommerce, 2017
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AI Approach
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Al Platforms are for data scientists Al Solutions are for business users



Continuous ensemble machine learning delivering fast time to business value

Connected to CX Automatic, Dynamic Easily consumed by CX Continuously

data sources Model assessment, applications and No measuring and

training and scoring Codien{el_r(f);\(/:é:ode improving Al outcomes
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Effective selling with Product and Pricing Recommendations

Administrators spend less time updating
prices and discounts

Sales spend less time quoting

Deliver the products and services at a
eeeeeeee price customers will want

| 3 Onboard sales reps faster
Increase deal sizes

Increase win rates
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Product Pricing Al benefits without data scientists or IT

5o

Automatically evaluates the
products, services and their
price in the shopping cart

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Models use historical
customer and sales data,
automatically learning daily
from won deals

Al delivers embedded cross-sell
and price recommendations,
which sales can accept or
decline
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Product and Pricing Al - Customer Case Study

Company Overview

\ | Y
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$4.3B Financial Services company
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ML Summary

Trained on dataset of 4,972 customers, 307
products in 15,339 carts for 2 business units

Revenue uplift increase of 4.65%, $4,485 867

Cross-sell recommendation accuracy of 85.8%

Price recommendation accuracy of 91.3%
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Improve Sales Planning with Augmented Intelligence

© 2020 SAP SE or an SAP affiliate co

mpany. All rights rese

—

rved. | PUBLIC

Plan Effectiveness with
prescriptive Al recommendations

Incentive Rule changes
Quota Recommendation
Capacity Planning

Better Sales Behavior with
personalized Al insights

Increase personal commission and
enterprise’s sales
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Commission Plan Al - Customer Case Study

Company Overview

$300M High Tech Software company

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Key Value Drivers

Compensation plan design reduced from

Reduced Compensation Spend

Increased Quota Achievement

Year of Year SaaS Revenue Growth
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Future Innovations & Roadmap
SAP Customer Experience




SAP CX Al 2020/21 Themes

Boost Performance

» Even better scale-out of ML processes
» Hyperscaler deployment

@ ®® o
Alibaba Cloud

A Azure  ofEmazn )Tt

Z)

Expand

Grow Al/ML use cases across Customer Experience

Increase value Al/ML use cases delivered
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CX Al 2020 Architecture

Microservices
Master Data Gateway Al Services /
Services Services App
Tenant Integration Metadata
Services Services Services
Training Scoring
Services Services

@ Kubernetes Cluster

SAP

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

SAP Datacenter

©

Cloud Native
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Hyper-relevant, intelligent experiences across channels

Hyper-relevant that is and
intelligently meets competing objectives

(//é?@s

v

A

Hyper-Personalization Merchandising

What is she interested in?
Real time context
Where is she on her journey?

What do we need to push?
Inventory position
Profit and revenue goals

How do we get the customer to the product, or the
product to the customer, quickly and profitably?
Time to ship inventory given locations
Cost of fulfilment

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 18




Roadmap Highlights for Intelligence & Innovation

l -
_\©/_ Planned Innovations
= H1’ 2020

Y

Future Innovations
H2’ 2020

Future Outlook
2021

Commerce
v Intelligent Product Recommendations

Cloud for Customer

v Services ML readiness check

v Enterprise Chatbot for Utilities

v Enterprise Chatbot for Insurance

Field Service Management
v' Drive Time Prediction

Product/ Price Recommender

v" Whitespace analysis in SAP Analytics Cloud (SAC)

v Product/Price history analysis in SAP Analytics
Cloud

Sales Performance Management
v Enhanced usability of Commissions Optimizer
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)\

Al Cloud Automation
» Hyperscaler ready for CX application Al workloads

Cloud for Customer
» Product Recommendations BETA

Field Service Management
» Spare Parts Recommendation

Sales Performance Management
» Plan Optimizer SAC available for legacy
Commissions

Commerce
» Al-driven Hyper-recommendation Lab Preview

Y

Al Cloud Automation
» Move customer ML workloads to Hyperscaler

Commerce Customer Data Platform
» Al for Hyper-Personalization

Customer Data Platform
» Unauthorized Instrusion detection and prevention

Cloud for Customer

» Product Recommendations General Availability (GA)
» Voice Assistant for Sales

» Service Ticket Topic Tagging and Entity Extraction

Sales Performance Management
» Commissions Al Scorecard
» Territory Quota Optimization

Field Service Management
» Time to job completion prediction
» Continuous Optimization of Technician Routes

Configure Price Quote (CPQ)

» Al Scorecard for Business ROI analysis
» Analytic extract API for Al contextual data
» Configuration recommendations
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SAP Customer Experience

Contact information:

F name L name
Title

Address

Phone number

THE BEST RUN w



Intelligent Territory balancing and alignment

T T — Assign constraints based on business
- ; priorities

Assign weights to match the business
strategies

sssss

Optimize and assign Territories and
Accounts.

Adopt intelligent recommendations

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 21



Intelligent Sales Execution — Opportunity Scoring in action

Email

JUL 12

JUL 4

MAY 20

Meeting

(¥

4:12PM  Meeting between

=) 3:12PM  Meeting between

12:00 AM

12:00 AM

Email from ks

Email from

52

Peter Gray

Deal Score History
100
75
50
25
o

Top Contacts at Opportunity

HugRank Name
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Role

Decision Ma...

EconomicB...

Activity
and
and g
to i
to g
Jan1 Feb 1 Mar 1 Apri
A Latest Activity
Last Interaction Next Meeting
340 days ago Last Outbound
370 days ago Last Inbound

Business User

No Recent Inbound Communication

May 1

Jul 4,2018 at 3:12 pm
May 20,2018 Peter Gray

Apr 20,2018

GotoDate

Engagement and relationships
are automatically tracked across
contacts, accounts and
opportunities. Contacts that reach
a specific score but are not in
CRM can be automatically added.

Integrate directly into Gmail and
Outlook email and calendar’s to
identify who is connected to
whom. Machine learning
examines the frequency and type
of communications, including
those that aren’t logged into CRM

Recommend next best actions to
opportunity owners to get deals
back on track.

Opportunity Scores and other
measures calculated using
machine learning identify where
strong engagement and velocity
exists and where you may be
falling short.
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Lead Scoring

|

)
Lead
ID
[# 30658
22
[7 30748
49 [2 25861
[? 30746
N
[7 30749
[7 30743
- [? 30747
]
[# 30739
&1 [# 30731
[7 30659
®
[? 30652
[? 30656
[7 30655
[Z 30653
[# 30654
[# 30651
@ MW 1 Selected

#8 ML Score Leads (59)

Name

PC Launch Event

Lead for New Pump Series

New product Launch - Multi Eco 33i
Eco Friendly Pump Launch

Eco Friendly Pump Launch

Eco Friendly Pump Launch Lead 4.0
Eco Friendly Pump launch

Eco Friendly Pump Launch lead 4.0
Q1 top Lead

Lead Bike World

Bikes Lead10.01.

Bikes Lead DE

Bikes Lead CA

Bikes Lead AR

Bikes BR Lead

Bikes Lead8.1v

v
]
S
o

pe8oEEREBEBBEOEEB

a T G

Primary Contact
wills, Joe
Wills, Joe
Wills, Joe
Wills, Joe
Wills, Joe
Wills, Joe
Wills, Joe
Wills, Joe

Crespo, Bart...
Crespo, Bart...
Crespo, Bart...
Crespo, Bart...
Crespo, Bart...
Crespo, Bart...
Crespo, Bart...

v 2 + O

Status
Converted
Converted
Converted
Converted
Converted
Converted
Converted
Converted
Open
Converted
Converted
Open
Open
Open
Converted

Converted

Company/Customer

E Delbont Indu
B Delbont Indu

E Delbont Indu
E Delbont Indu
E Delbont Indu
B petvont Indu;
E Delbont Indus
E Delbont Indus

B3 PumP sk
B3 PuMP SKNN
B3 Pump sk
B3 PumP SKNN
& Pumpe sk
B3 PuvP sk

B PumP skNN

102y

Q®®D32@

45 Lead Score

Lead Type: C
Key Factors

1" Lead Source is Roadshow

1 Lead Qualification Level is Warm

. Lead Priority is Immediate

{ Distribution Channel is Indirect sales

Activity Engagement

=0 %0 Eo EJ0 o}

Received 0
Sent 0

Last Activity

180 Days in Hot Status

,L Status Downgraded

Qualified —» Open

Last updated 01/17/2019

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

The score indicates the
likelihood of conversion of
lead to opportunity.

Rank prospects against a
scale that represents the
perceived value

0-50 Less Likely
Likely
75-99 Very Likely

Activity engagement and key
factors provide additional
details while assessing lead

23



Deal Intelligence

|

m
L0

b3

@1

®

f ML Scored Opportunities (59) - a TN & Vv Z 4+ Moe
ID =) Score Account Name Close Date
[ 47119 g Delbont Industries DMR- Oppty from Small Target Group New Lead Camp 08/08/203
(7 47106 a | E Delbont Industries Opportunity for sales Q2-091 12/29/20
[# 47101 E Road Runner102 Inc sdcorp 12/25/20
(7 46972 a PUMP SKNN MOUNTAIN BIKE PRODUCT 03/13/201
[7 46971 B Pump sknN Bike Corp 01/30/20
(2 46969 @ g PUMP SKNN New Bike Launch Jan 01/30/201
[? 46968 m E PUMP SKNN ASD Bikers Delhi Div 01/29/20
[# 46966 g PUMP SKNN New Bike Model 02/20/201%
[Z 46963 E Delbont Industries Q3 Oppty for water lifting pumps 08/14/20!
[7 46962 & PumP sknN ASD Bikers NGP 07/05/20:
[ 46961 B Pump sknN New Bike Launch 01/31/20
[7 46959 E PUMP SKNN ASD Bikers Jaipur Div. 01/29/20
[7 46958 B Pump sk Oppo Bike World 07/03/20:
[# 46957 E PUMP SKNN ASD Bikers Vadodara Div 01/26/20:
[? 46955 g PUMP SKNN Bikes Oppo1 07/03/20
[» 46954 €Y E PUMP SKNN Bikes Opportunity 01/29/20:
B 1 Selected 172 > )
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Q@EJ@@D-I@

20 Opportunity Score

Key Factors

1 Days Since Last Update is 3
T Days Openis 45

J Number of Times Close Date
Pushed is 6

J Sales Owner Win Rate is 76%

Activity Engagement

=m0 %0 [0 [Ho ™o

Received 0
Sent 0
Last Activity

24 Days to Close
0 Times Closing Date Pushed

3 Days in Develop value proposition
Status

\l, Amount Changed

$15K — $5.6K

|dentify and prioritize hot
deals. Predict the likelihood
of closure

Understand what are the key
factors influencing the deal

Avert deal disasters -
Managers can get visibility
into their team’s pipelines
without asking individual
sales reps

Key Insights - such as
activity engagements, since
how long the deal is in a
status etc.

24



Ticket Intelligence — Ticket Categorization (1/2)
For Automated Service Ticket Category Mapping

=] Received damaged product

Priority: High Status: Open Assigned to; Jenr

OVERVIEW SOLUTION FINDER

ACTIVITIES

INTERACTION

CATEGORY ®
Service Category O Incident €

Recommended Category Iy

Product Help s &

Confidence

®
Keywords
Accounts, Microsoft, Discovered
Product 1D Serial ID
10000317
Installed Base Installation Point
WORK DESCRIPTION ®

Need to respond back to customer

ITEMS

scalation Status: Not Escalated

SURVEYS

ATTACHMEN

CUSTOMER ®

Customer Contact
Taylor Jones -

taylorjones@mail.yaas.io 650.545.1000

TIMELINE ®
Initial Review Due Initial Review Completed

16.05.2017 18:21 -

Completion Due Requested Start

19.05.2017 15:21 18.05.2017 00:00

Reported Or D

16.05.2017 15:21 -

Arrived On-Site Resolution Due

Resolved On Reported By

INTERACTIONS ®
Matt Damon «

I'm happy to share this story with you for one other reason — | only
found out about this situation by seeing a comment Mike left on one
of my older articles. It's nice to see great service happening for the...

James Park N

As a new customer, George was distraught to find that his Odessey
putter, a brand owned by Callaway, had begun to lose its grip. The
model he owned was discontinued, so he contacted Callawav's.

Matt Damon “\

Many might tell you that email is too impersonal to deliver the kind of
excellent customer service that people remember — but is that really
the case? In order to answer that guestion, | ventured out to see if |...

v Similar Tickets

Damaged product

ustomer Elaine Walsh
hanged ¢ 04.11.2017
Statu Completed

Product is defected

er Jack Mason
: 04.11.2017
Open

Received damaged product
uste Michael Brown
hanged 04.11.2017
- In Progress

“ Responses

The cagegory has been set.

The category has been se

to product help
and someone from our team ¥

tact you

CSAT 90 10 611 ) a8

What is it?
Categorize incoming tickets based on applying

deep learning neural network techniques to past
ticket examples

Key benefits
Increase in agent productivity
Better prioritization of incoming tickets

P —— Automatic classification based on model

Thank you for contacing us. As VIP customer
we are committed to your satisfaction. We will
get back to you shortly about our product

CSAT 88 iy 514 124
Apologies for the inconvenience | ®
s for the inconvenience. Someone
e service department will reach out lo
CSAT 85 iy 435 145
See more
v Attachments
Care Instructions. pdf ®
Returns/Exchange_Form.pdf "\:_,"
)
m PurchaseOrder.doc (O]
See more

accuracy

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Ticket Intelligence — Ticket Categorization (2/2)
Issue & Intent Identification of Incoming Inquiries

Tickets 94346 - Missed appointment by your se. 94342 - Fridge door does not close prop... ) Key Cap ab I I I tl es

94342 - Fridge door does not close properly

Overview Interactions Solution Center Surveys Activities Attachments Notes Services Parts Involved Part > v Support for hlerarchlcal Catalog Structure up
Additional Information ® Customer ® to 3 Ievels

Roquies ok Set Prediction Threshold to automate only
Yes E-Mail Taylor Jones . . . .

o high accuracy predictions in the Ul

Monarch Consumer Service SLA_WORK_TICKET taylor.jones| mail.com . -

R s Displays confidence and keywords for every

English : 1002755 p I’ed |Ct| on

Confidence

B roduct ® Supports categorization of tickets in multiple
Service Category Incident Category froduct Description I an g u ag eS

Product Support Machine Reported Keywords imart Fridge Electronics
Monarch,send,our

Category

1stalled Base Installation Point
Description )

Serial ID Warranty
Hello, c P

. igr overage arran o]

My name is Taylor Jones and | am writing to you because | am ¢ v
concerned
about our Monarch Smart Fridge (10003380). We bought it Product I
four weeks ago and
P S N A S U T S AU S U ST RO P 10003380

+

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC



Ticket Intelligence — Ticket Priority Detection

Automated Priority Classification of Incoming Tickets

94342 - Fridge door does no!

94342 - Fridge door does not close properly

Overview nteractions Solution Center Surveys Activities
Additional Information ®

quires W Source
Yes E-Mail

rvice Leve

Channel
Monarch Consumer Service SLA_WORK_TICKET

Docume Classificatior
English

()]

Category
Machine Reported Issue

Product Support

Description

Hello,

My name is Taylor Jones and | am writing to you because | am
concerned

about our Monarch Smart Fridge (10003380). We bought it
four weeks ago and

+

Customer

Taylor Jones

E-Mail

taylor.jonesh@gmail.com

Customer ID
1002755

Product

Product ID

10003380

Taylor Jones

Subject
Fridge door does not close properly

Q

2a

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

What is it?

Predict Ticket Priority based on applying ML
model on incoming inquiry description

Key Capabilities

Select confidence threshold to filter out low
accuracy predictions

Works on custom priority values

Priority Classification can be used for
downstream activities such as Team Routing

27



Ticket Intelligence — NLP Classification — Product ID Entity Extraction

Automatically Identifies Product ID’s from Incoming Inquiries

94342 - Fridge door does not close properly

Overview Interactions

Additional Information

Requires Work
Yes

Channel
Monarch Consumer Service

Document Language
English

Category

Service Category

Product Support

Description

Hello,

Solution Center Surveys Activities
Source
E-Mail

Service Level
SLA_WORK_TICKET

Classification

Incident Category

Machine Reported Issue

My name is Taylor Jones and | am writing to you because | am

concerned

about our Monarch Smart Fridge (10003380). We bought it

four weeks ago and

-

JRR PR S P IR

A odlem Eldm e ol m A e

Attachments Notes

Customer

Customer
Taylor Jones

E-Mail
taylor.jonesh@gmail.com

Customer ID
1002755

Services Parts

Involved Part >

®

Product

Product

Smart Fridge

Installed Base

Serial 1D

Coverage

Product ID
10003380

Description
Electronics

Installation Point
Warranty

Warranty To

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

What is it?

Categorize incoming tickets based on applying
deep learning neural network techniques to past
ticket examples

Key Capabilities

Improve productivity of the agent by pre-filling
the product ID’s

28



Ticket Intelligence — Sentiment Analysis of Incoming Tickets

Tickets from Last 7 Days (36)
————

Priority D Sentiment Subject Status Customer Channel Reported On = . . ?
Mormal E 4995, @ Weak Positive My fridge door is not working prop... In Process - W... Taylor Jones ] Monarch Consumer Service  10/21/2019 5:3... W h at I S I t .
Mormal E 995... (:_} MNeutral Green product is not working prop... Open Taylor Jones ] Monarch Consumer Service  10/21/2019 5:2... Extract Senti ent Of |nco |n |nteract|0n
Mormal E 995... @ Weak Positive Fridge is not working properly Open Taylor Jones <] Monarch Consumer Service  10/21/2019 5:2... l I I I I I g
Mormal E 995, @ Weak Positive Fridge door does not close properly In Process - W... Taylor Jones [ Monarch Consumer Service  10/21/2019 5:1...
Mormal E 495, @I Weak Negative Missed appointment by your servi... Open {Epaylur Jones ] Monarch Consumer Service  10/21/2019 5:1...
Mormal E 995... (:_} MNeutral Green product is not working prop... Open Taylor Jones ] Monarch Consumer Service  10/21/2019 5:1... K ey Cap ab | I | t | eS
Mormal E 995... @ MNeutral Fridge door does not close properly Open Taylor Jones ] Monarch Consumer Service  10/21/2019 4:5...
Mormal E 995, @ Weak Negative Missed appointment by your servi... Open Taylor Jones ] Monarch Consumer Service  10/21/2019 4:4... KnOW the I l lOOd Of the CUStOI I Ier
Mormal E 4995, O Meutral Problems with fridge app Open Ralf Kammerer ] Monarch Consumer Service  10/21/2019 3:2_.. . - . .
Mormal E 995... @ Weak Positive Fridge app OS version Open Taylor Jones ] Monarch Consumer Service  10/21/2019 12:... Prlorltlze the proceSSIng Of the TICket
Mormal E 995... @ Weak Positive Fridge door does not close properly Open Taylor Jones ] Monarch Consumer Service  10/21/2019 12:... S t t I . I d
Mormal E 995, @ Weak Negative Missed appointment by your servi... Open Taylor Jones [ Monarch Consumer Service  10/21/2019 12:... en I l I Ien Va ueS InC u eS
Mormal E 4995, @ Weak Positive Fridge door does not close properly Open Taylor Jones ] Monarch Consumer Service  10/18/2019 11:3... OO N Ot Aval I able
Mormal E 995, . (Z) Weak Negative Missed appointment by your servi... Open Taylor Jones [ Monarch Consumer Service  10/18/2019 11:1... O 1 Stro n g POSItIVE
Normal ([ e90... Issue with my product Open = Manual 10/18/2019 4:4... -~
02 Weak Positive
Normal ([ 990... Issue with Fridge Open 9 Manual 10/18/2019 4:3...
Mormal E 4995, @ Weak Positive Fridge app OS version Open Taylor Jones ] Monarch Consumer Service  10/17/2019 12:... 03 N e Utral
Mormal E 495, O Meutral Fridge door does not close properly Open Taylor Jones 9 Monarch Consumer Service 10/17/2019 12:... 04 Weak N eg a.tlve
Mormal E 995... () Weak Negative Missed appointment by your servi... Open Taylar Jones [ Monarch Consumer Service  10/17/2019 12.... 05 Stro n g N eg a‘“ve
Mormal E 995, @ Weak Negative Missed appointment by your servi... Open Taylor Jones [ Monarch Consumer Service  10/16/2019 11:0...
Mormal E 4995, (=) Weak Negative Missed Appointment Open Taylor Jones ] Monarch Consumer Service  10/16/2019 5:2...
Mormal E 495, (=) Weak Negative Missed appointment by your servi... Open Taylor Jones 9 Monarch Consumer Service 10/16/2019 4:2...

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 29



Ticket Intelligence — Language Detection

94342 - Fridge door does not close properly

Overview Interactions Solution Center Surveys Activities Attachments Notes Services Parts Involved Part > . .
What is it?
Additional Information Customer H H H H
@ ® Extract Language of incoming interaction
Requires Work Source Customer
Yes E-Mail Taylor Jones
Channel Service Level E-Mail iliti
Monarch Consumer Service SLA_WORK_TICKET taylor.jonesh@gmail.com Key Cap ab I I Itl es
Document Language Classification Customer 1D
English - 1002755
Multilingual support for language detection
Category ® Product ® ] )
B Routing of the ticket can be based on
Service Category Incident Category Product Description

Product Support Machine Reported Issue Smart Fridge Electronics docu m ent Iang uage .

Installed Base Installation Point

Description ® : : Email Template recommendation can be
warany made based on the document language.

Hello,

My name is Taylor Jones and | am writing to you because | am Coverage Haranty 1o OUtpUt sum mary can be based on Ianguage
concerned detected

about our Monarch Smart Fridge (10003380). We bought it

four weeks ago and
P PR S DRI RPN (R WY SRR U USRE SRPET | R 10003380

+

Product ID

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC



Ticket Intelligence — Time-To-Completion

Predict on when the ticket will be closed

Tickets

Ticket

99547 - My fridge door is not wor... o

=] 99547 - My fridge door is not working properly

Subject
My fridge door is not working
properly

Time to Completion
1-2 days

O Interactions

Additional Information

Requires Work
Yes

Channel
Monarch Consumer Service

Document Language o

English

Category

Service Category O

Product Support

Cause Category

Description

Hello,

Priority

Assigned to
Juliane Beyer

Solution Center Surveys

Source

E-Mail

Service Level

SLA_WORK_TICKET

Incident Category

Moiseibration

Resolution Category

®

My name is Taylor Jones and | am writing to you because | am

concerned

about our Monarch Smart Fridge (10003380).

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Activities

Taylor Jones

Escalation Status Status
Not Escalated

In Process - ...

Service and Support Team
Product Queue- Electronics

Attachments Motes

Customer

Customer
Taylor Jones

Contact
E-Mail
taylorjonesh@gmail.com

Category
A-Account

Sentiment

Happy

Product

Product C Description
Smart Fridge Electronics
Serial ID Warranty
Coverage Product ID ©

10003380

Involved Parties

Min >

Owerview

Interactions

Solution Center

Surveys

Activities

Attachments

Motes

Involved Parties

Mind Touch

Document Flow

What is it?

Estimated time to complete & resolve tickets
based on analysing past time to completion
examples

Key Capabilities

Ensure customer tickets are handled in time
and in compliance with SLA.

Give customer service manager a reference
of overall workload needed and conduct
proper resource planning required.
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Ticket Intelligence — Machine Translation e

fo]

10

Calendar

Service

Tickets
Work Tickets

Soclal Media Messages
Templates

Unassociated E-Mails

Business Analytics

Business Configuration

Customers

Products

People

Sales Campaign

Sales

Activities

Analysis

Competitors.

Tickets Machine Learning @ 89547 - My fridge door Is not working pr. ]
99547 - My fridge door is not working properly
Priority Escalation Status Wark Progress
Normal Not Escalated Open
Assigned to Service and Support Team Service Technician
Juliane Beyer Product Queue- Electronics
Overview Mind Touch Interactions emall response Solution Finder Surveys Activities Attachments Notes tems
Happy Installed Base Instaliation Point
Category @ Serial ID Warranty
Service incident Category Coverage Warranty To
Product Support Noise/Vibration R .
Cause Category Resolution Category Product ID
B 10003380
Cbject Category
Timeline

Description

Initial Review Due

10/21/2019 6:39 AM

Completion Due

Hello, 10/22/2019 1:39 AM
My name is Taylor Jones and | am writing to you because | am concerned
about our Monarch Smart Fridge (10003380). Reported On
We bought it four weeks ago and the door is not closing properly. As the 10/21/2018 5:39 AM

fridge is still under warranty, can you please send a technician to take a

look and adjust it. on-she
Thank you very much, -
Taylor Jones
Resolved On
I Transiated Text I -
& Time with Agent

5 Minute(s) 6 Second(s)

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Initial Re
10/21/2019 5:42 AM

Completed

Requested Start
10/22/2019 5:00 PM

Due On-Site
Resolution Due
Reported By

Taylor Jones

Time with Customer

Sub-Tickets

Taylor Jones

Status

In Process - Waiting f...

Similar Tickets (3)

93235 - i hate fridges

Customer Taylor Jones

Confidence

7692 - Issue with fridge door

Customer Taylor Jones
Confidence:

93374 - car door does not close properly

Custormer Taylor Jones
Confidence:

J Qs+
)
&

Show More =
Ky
8
g
3
3
S
5
2
2
2
@

Vi C  Actions

What is it?

Leverage ML/AI to auto-translate
incoming ticket description from source
language to target/logged in language

Key Capabilities

Helps agents in processing tickets
even from other languages.

Managers can look at the text and
send it to the correct team.
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Solution Intelligence — Similar Tickets

® = 10002785 - Stay Weir- SAPC X+

cC O @ https://my306768.vlab.sapbydesign.com/sap/af

/ui/clogin?sam|2=disabled&supressAutoLogon=true#Nav/1/eyJ0aGluZ3BhcmFtcyl6eyJLZXki.. ©r & ® O a : Wh at IS It’)

® Recommends Tickets that are related
10002785 - Stay Weir + 2 ¢ = tothe same Issue category by looking

Overview nteractions Solution Finder Surveys Activities Attachments Notes ltems Pricing Sub-Tickets Document Flow > Similar Tickets =
S sane ~ B— - at past exan lples
_ &
Product Description nitial Review Due Initial Review Completed 89888 - Ice formation in the refrigerator
Tickets 30.05.2019 04:30 - Customer Elaine Walsh
accuracy 2
Work Tickets B R Completion Due Requested Start 8
stalled Bas nstallation Point 30.05.2019 04:30 31,05.2019 00:00 i g
Social Media Messages - - 92489 - Over cooling of lower compart... 2
2
o Reported On Due On-Site c Jack Mason g g,
Templates Serial ID Warranty . Ao ES
: ey Capabilities
@
Unassociated E-Mails Anived On-Site Resolution Due
Coverage Warranty To rived Gn-sie A 72344 - Problem with compressor
Territories : - Michael Brown
Live Activity Center Product 1D VIN Ressliea Ripense Sy - H H H H
Dorf Change MY DATA Show the similar Tickets which based
e - Recommended Articles
me with Agent Time with Customer

Step-by-step Troubleshooting (]

Activities v 'W\“ j o ) ) to fix coffee machine ' - On the SUbjeCt and Description Of the

N ; ® 88 | 13 Mar, 2019
Service Location Z)

& customers hd Utilities - Exception Management @ Author: Matilda Burton i n CO m i n g Ti C kets .

Street
8 People v Case Categouy . . Issue with new product range ¢ ...
- of xzy coffee maker

® 88 | 13 Mar, 2019

- - Agents can use this as a reference to
v solve the issues

[

Service Category O ncident Category Work Description D) Microwave issue with heating )

TECHINCAL SUPPORT @ 88 | 13 Mar, 2019

&l

ECC Sales Orders

Resolution Category Author: Henk Fortuin

Enabling quick view of these Similar
Tickets can help the agents to quickly
looks in those issues.

]

Team Calendar

®
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Solution Intelligence — E-Mail Template Recommendation

Vorlage auswahlen Wh at |S |t?

— Recommends email templates based
TR - product issue reply On an Incomlng |nteract|0n

ML - Broken Fridge

f Empfohlene Vorlagen (3)

ML - Fridge App

B Meine Vorlagen (0)

Key Capabilities

Recommend top 3 E-Mail templates to
assist in agent productivity

Each Recommendation includes
N confidence score to make the quality of
et e prediction transparent

Hi #MainContactName=,

Thank you for your message! We can offer you the following slots:
1. Next Tuesday between 8am and 12pm.
2. Next Wednesday between 1pm and Spm.
3. Next Thursday between 8am and 12pm.

Please write us back with your preferred slot. ~

Abbrechen Auswahlen
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Track Customer >
Behavior

AVAILABLE

Intelligent Scores — Building up a real-time Customer Profile

CONTACT PROFILE < Personal Data  Interactions Scores Commerce  Account Team  Leads %
o
. -
Alexander Ackermann & Select Scores
=
m
Aufdem Bachfeld 108.000000 A
w
8 Schnellmannshausen * * ﬁ % .
Germany
| | y o ﬁ . = | Scores created using a
Sentiment Score Activity Score Email Affinity CustomerSatisfactionScore ~

- - ) =~ ® ScoreBuilder App within SAP
e Soctesn ‘o Valuation “ . 0 Marketing Cloud

Activity Score Best Sending Time
e & A
30 Evening: 6 pm-1...

Response Aciviy Score Best Sending Time Response Activity Score Latest Activity Proflle Can be Customlzed by
£ ®© selecting relevant scores

Very high response ) .
Evening: 6 pm - 10 pm Very high response Recent

Select Scores

Sentimant Score

i Activity Score

v Contact Level

v Latest Activity

¥l Lead Propensity Personalization of tiles flag those
vl Profile Goore tiles, which shall be visible on the

i Recent Interactions screen.

i

4

Testof helksiit Score AGE
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Track Customer >
Behavior

Intelligent Scores — Using Scores in Segmentation

& Segmentation Model: CH_PredictiveDemo_SM  |D: 440, Profile: All Consumers (B2C) I
m
v, - - o
Search O, B C B 100% & G
=
= . ) .
Product Category Name & Al Consumers P Score appears in the defined attribute
Product Category ID (B2C) Q group. When both segment and score are
s e D = selected the scores are calculated and
S @ the distribution of the score values is
= shown as histogram in the preview area.
Interest (o]
. . Y ContentTitle = =
~ Interaction Rating Predictive Demo ..
Activity Score 30.474 ‘
Email Affinity .
) I Score name and owner is shown. If the
Sentiment Score . . .
o | score is persisted the date and time of
hanne . . .

- ) Y Country = score calculation is displayed as well.
Communication Medium @ DE (Germany) Otherwise the score is calculated in real
[EREIEE pLes A time; in this case no data/time information
Product Category ID is given.

Count of Interactions
« Sales Data
Total Amount i
Amount L
Quantity Preview for Segment: Country = DE (Germany) = Histogram for Scores , ™ Histogram shows the distribution of
» . = o score values for the selected segment.
~ Loyalty Data [¥ Keep [f Exclude = Separate Selected: 1784

Loyalty Program Mame

w Scores 4
Buying Propensity
Channel Affinity Score

Score Model: Response Activity: Gt

Owner:Dr. Carsten Heuer

Marked Area which selects the share of

S top scoring members of the segment.
S e I 2 Press Keep-button, if these should
USEORE o 2 become the next sub-segment.
MP_HISTOGRAMM_290416 2
(¥,
Response Activity Score
demoactivityscore
= Contacts and Related Interacti.. D. )
) 8 16 24 32 40 48 56 64 72 80 a8 96
Function
Email Response Activity Score

MY CUSTOM ATTRIEUTTE
Activity End Date

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Track Customer >
Behavior

Consumer Buying Propensity Model - Using Prediction scores in Segmentation

/
]
Create Profile with

Buying Propensity
Score

© 2020 SAP SE or an SAP affil

Select consumers in

Germany

— o,

—

AVAILABLE
Select consumers
with high Buying
Propensity

& Segmentation Model: CH_PredictiveDemo_SM

Search

4

1

i mmmms mmem gt

Product Category ID
Has Products
Position

Interest

Interaction Rating
Activity Score
Email Affinity
Sentiment Score

Sales Data
Total Amount
Amount
Quantity

Loyalty Data

Loyalty Program Name

Scores
Buying Propensity
Channel Affinity Score
CustomerSatisfactionScore
MP_HISTOGRAMM_290416

Contacts and Related Interacti...

Function

Email

MY CUSTCM ATTRIBUTTE
Activity End Date

Product-related Interactions
PRODUCT_ORIGIN_DESC
Marketing Aftributes

Company Key

Possible Customer

Possible Customer

Z C B

Preview for Segment: Country = DE (Germany)
[ Keep

Target Product > Comifort Giro Account

Top-Ranked Customers 16 | %
Selected Customers 1450

Coverage of Potential Buyers: 85 | %
Predicted Potential Buyers: 1)
Propensity: 0,0309

Predictive Model ID: 417
Predictive Model Name: CH_Test_1608_1
Owner: Dr. Carsten Heuer

Score Calculated: Yesterday

ID: 440, Profile: All Consumers (B2C)

[é': All Consumers
(B2C)
3.607.269
- A
Y Content Title =

Predictive Demo ...
30.000

- y
Y Country =

@ DE (Germany)
8.933

100%

Coverage of Potential Buyers

0%

Too100% &

NOILYZITYNOSHId d13H

Create target group
for special offers

= GainChart , ™

100%

F
16%

Share of Top-Ranked Customers
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SAP Commissions Plan Optimization

» 3 Filters

095
050
085
0.80
075
070
0865
060
055
050
045
0.40
035
030
025
0.20
0.15
010
0.05

Bookings Correlation

Plan Optimizer

A

Rule Name: Direct Cross-Sell ACV Commission
Recommendation Text: Payout is high and participation is low. Recommend increasing quota and reducing rate.
Rule Type: Credit
7 End Period Name: December 2017
Unit Name: USD
Plan Name: AE Plan
Booking Correlation (color): 0.571
Payees (size): 31
Deposits Correlation: 0.707
Bookings Correlation: 0.571
Double-click to see payees using rule

0.00
-0.05
-0.10

-0.15
-0.20
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02

03

0.4 05 06 0 08 09 10
Deposits Correlation

Correlate every compensation
plan component to bookings
(revenue) and deposits
(incentives paid) with patent
pending machine learning

Visualize each compensation
plan component and how they
correlate to deposits and
bookings. The size of the bubble
reflects the number of payees
paid under the component. The
color indicates the strength of the
correlation to bookings.

Optimize plans with Al
recommendations for each
individual plan component
including increasing/lowering
quotas, payout rates or
eliminating components. Drill into
each component for more detalils.

Determine quickly with the trend
line whether a component is
driving the appropriate business
goal — revenue — or acting as a
loss leader.
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How do you analyze your Performance Matrix?

Top 10 most impacting rules for payee

Payee’s rank w.r.t. peers shown for each

rule

Used as a motivating/coaching tool

Example:

Annie Stone is above median with her ACV
Commercial Annual Quota

But she’s lagging behind with her ACV
Commercial Commission

© 2020 SAP SE or an SAP affiliate company. All rights rese

rved. | PUBLIC

Most
impactful
rule

Top Impacting Commission Rules for

Peer
median

Npact Rank Commission Rule Team Distribution
1 ACV Commercial Annual 4 Payee

2

10

Quota SM

ACV Combined Annual
Quota SM

CR Adjustment

ACV Commercial
Commission

ACV Commercial YTD

YTD ACV Combined
Attainment

Team ACV Commission CR

Direct New ACV
Commerical Commission
SE

ACV Combined YTD

USD to Local Currency
Rate IR

Median Team Distribution

Payee Value

position

Team
distribution
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Cross-sell & Pricing Recommendations embedded in CPQ

Quote #01200406 / MASTER

=]

Quotation Additional Info Customer Info Payment schedule

T
[N

Status: Preparing Market: 1710 Pricebook: P1710

Products ¥
Item
1 v 10005929
see Mountain Bike M525
10005927
sse 1.1 Mountain bike helmet
10 items per page
Product Types
Description
Product Type Product
Total

© 2020 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Discount Percent

l Recommendations x

Documents
Add Items
Discount
Quantit List Price
Q Y Percent
e $1,587.00
A 1 s . 0.00
- $ 69.95
i 1 . 0.00
Discount Amount Extended
0.00 % $0.00
0.00 % $0.00

Customers with similar cart content also purchased:
Protective Gear Set

with quantity of 1 and discount of 0.00%

Consider adding it to your quote.

Add Product Decline

Recommended price based on historical data is:

with discount of 10.00%

Consider applying that discount.

Change Discount Decline

Recommendations alerts are
delivered to Sales after products
and services have been added to
the shopping cart. Al evaluates
each unique cart and provides
recommendations. When
additional line items are added or
prices changed, the Al engine re-
evaluates the cart and provides
new recommendations
immediately.

Cross-sell and Price
recommendations for each line
item are provided directly within
the shopping cart for Sales to
take immediate action.

Recommendation details
provides feedback for the end-
user why a particular
recommendation is being made

Augmented Intelligence offer
recommendations to Sales who
then rely on their knowledge and
that of the customer to accept or
decline recommendations.
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Pricing Insights

Pricing Insights

Sales Cloud Analytics

Pricing Insights

®
Win Count Net Price per Date Modified Opp, Oppurtunity Status PRODUCT NAME
@ ink ‘ @
Y Al
®- Lost ®- Won
1H 1D im
1,000
~UEHE Demand Management
— 545:417__7_ o ~| Financial Planning
Loss Count __7___’——*———7___,___7_. ¥| Incident Management
® +| Performance Analylics
2.85 .19-5 . e
- - .
v
Jul15,2019  Jul 22, 2019 Jul 29, 2019 Aug 5, 2019 Aug 12, 2019 Aug 19, 2019 Aug 26, 2019 Sep 2, 2019 Sep 9, 2019 P W
Region
I I vl Al
Jul 15, 2019 Jul 29, 2019 Aug 12, 2019 Aug 26, 2019 Sep 9, 2019
] v| APAC
% Wins
® Discount Percent, LostNetPrice and others per Date Modified Opp v| EMEA
nk- | @ <] North America
- WonNetPrice - LostNetPrice -8 Discount Percent v UK&l
77811 ==
545.41 752.01
204.25 Industry
285 7.03 i _ 60.10 7] Al
-230.28 v| (Nul)

Jul 14, 2019 9:47:11 AM
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Aug 13, 2019 9:47:11 AM Sep 12, 2019 9:47:11 AM

Track sales KPlIs: define custom
metrics such as win rate to track
any metric of your choice.

Visualize: build charts to assess
your pricing strategy over time.

Filters on deal and opportunity
attributes help you focus on
things that matter to you most.

Analytics platform allows you to
build any custom analytics of your
choice.




Whitespace Analysis

USER ID TYPE (3) TIER1 CUSTOMER NA... PRODUCT NAME

BIS Manager, Automotive Manag. dambase, Yearin, Y-corporation, ... (AlL)

White Space Analysis

Sales Cloud Analytics
w White Space Analysis

Purchased/ Recommended score per PRODUCT NAME, TIER1 CUSTOMER NAME

Mathtouch

Ron-tech

dambase

Rantouch

Yearin

Opentech

Treequote

Nam-zim

Openlane

Sumace

Warephase

‘Y-corporation

Change Management Incident Management
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Request Management

Resource Management

Vulnerability Response

Purchased/ Recommended score

0.67

TIER1 CUSTOMER NAME

Quantity
is purchased_tooltip

Resource Management

Treequote
1.00
Recommended

Plan your sales strategy with
whitespace analysis.

Walk-Up Experience

Cross-sell and Price
recommended products for all
customers with quantity and price
in one single view.

Filters to focus on subsets of
customer, products, salesperson
or other attributes.

Know what customers have
purchased and what'’s being
recommended.




OUuTube, Twitter, Facebod ‘j)

START YOUR JOURNEY TO ‘CUSTOMER FREEDOM’ WITH SAP CUSTOMER EXPERIENCE

P s o



https://www.sap.com/products/crm.html
https://www.sap.com/products/crm/customer-data-management.html
https://www.sap.com/products/crm/marketing.html
https://www.sap.com/products/crm/e-commerce-platforms.html
https://www.sap.com/products/crm/sales.html
https://www.sap.com/products/crm/customer-service.html
https://enable.cx.sap.com/
https://cxwiki.sap.com/display/custwebinvideo/Webinars+-+Registration+and+Recordings
https://help.sap.com/doc/221f8f84afef43d29ad37ef2af0c4adf/HP_2.0/en-US/317030086f83418a94dfe94173b46584.html?featured=Customer%20Experience
https://cxwiki.sap.com/pages/viewpage.action?pageId=237243127
https://www.youtube.com/channel/UCJ-J9ws028X7ASicv0-r8dQ
https://twitter.com/SAP_CX
https://www.facebook.com/sapcx
https://www.linkedin.com/company/sapcx/
https://www.instagram.com/sapcx
https://community.sap.com/topics/customer-data-cloud
https://community.sap.com/topics/marketing-cloud
https://community.sap.com/topics/commerce-cloud
https://community.sap.com/topics/sales-cloud
https://community.sap.com/topics/cloud-for-customer
https://community.sap.com/topics/service-cloud
https://www.sap.com/cxworks
https://www.sap.com/services/cloud/customer-experience.html

