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Consumers Have
High Expectations
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THE

MEANS CUSTOMERS ARE IN CONTROL

Companies need to...

Unlock customer understanding through UNDERSTAND
hyper-personalization

Accelerate brands’ customer engagement ENGAGE
with precision to maximize impact

True transparency by connecting
the entire end to end process:
Enabling brands to deliver the promise

DELIVER

Customer centricity outcomes: Human + Digital become companions
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BUSINESS PROCESS

Customer engagement and relationships powering the Intelligent Enterprise
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Experience management

COMMERCE MARKETING SALES SERVICE Network & spend management

Human experience management

APPLICATION
Customer identity
Customer consent

Supply chain management

CUSTOMER DATA PLATFORM

ERP & finance

BUSINESS TECHNOLOGY PLATFORM

TECHNOLOGY
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ST 1 ™ DATABASE & DATA MANAGEMENT ~ANALYTICS ~ APPLICATION DEVELOPMENT & INTEGRATION ~ INTELLIGENT TECHNOLOGIES CT [
| ||

© 2021 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 6




Customers Demand More, Win On Experience

Enterprises need
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&/ Experience is the

battleground. to... e
Know and Get datariah
understand me | et data right | Too many
| | data silos
Be ready when ! Understand !
I’'m ready your customer
Inconsistent data-
_ collection practices
Deliver on Activate across
the promise all channels
_ _ Inability to manage
I’'m in control privacy regulations

Of customers feel they
have little or no control
of their data?

Of organizations fail to
connect insight in real
time across channels?®

Of customers value
experience over products?

1., 2., 3. “Exceeding Customer Expectations with the Next-Generation Customer Data Platform,” 451 Research, a part of S&P Global Market Intelligence, commissioned by SAP, 2020.
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The Challenge: Customer Data is Everywhere
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The Customer Data Challenge Goes Beyond Identity Management

3RD PARTY

Call TO EXCEED CUSTOMER EXPECTATIONS,
COMPANIES NEED TO...

STRUCTURED

Point of
Sale

UNSTRIUCTURED

15T PARTY
PROFILE

Orders &
Purchases

Service
Tickets

REAL-TIME

Move at real-time to meet the customers expectation of
relevance in those moments of engagement

Offline/
In Person

STREAMING

App
Interactions

Loyalty

Status
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SAP CUSTOMER DATA SOLUTIONS— FOUNDATION FOR FUTURE

Differentiated
SAP IDENTITY Intelligence & Insight

SAP CONSENT
Build Trusted Customer Relationships

Data Unification UTIIfIEd
omnichannel
v personalization
Data Privacy &
Consent
Management
Digital Customer
Identity (CIAM)
II I SAP Customer Data Platform >
Fragmented Unified Customer Profile

experiences
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The SAP Customer Data Solutions
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Rise Above The Challenges

Data ingestion
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Consent and purpose

Identity resolution Insight Engagement

SAP
Salesforce
Adobe
Microsoft
Google
Marketo
Emarsys
Monetate
Acquia
Sailthru
Cheetah Digital
Optimizely
Mailchimp
S3

and others...
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allow Events are brought together into
real-time collection of both a

such as purchases, loyalty
actions, warranty registration
across touch points, and systems.

, providing both
deterministic and probabilistic
views to be established.
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and
advanced analytics allow
insights to be gained, allowing

dynamic journeys to be realized.

allow the audience

and journey information
to be sent downstream
to provide

»
>

12



Truly Know Your Customer

Across any system of
CIAM ECPM OTHER... engagement at the right time
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1st PARTY DATA

Online Offline

IQ % R Marketing
34 PARTY DATA @
—
ANONYMOUS AR Ve v-.e
; o . -
— S - .. XM
: Service . s
ACTIVITIES & EVENTS

ORDERS & PURCHASES

DATA PRIVACY
CORE

FEEDBACK, TICKETS, CHAT BOT

Loyalty
MANY MORE...
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SAP Customer Data Solutions —

Data ingestion Identity resolution Insight Engagement

Consent and purpose >
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The SAP Customer Data Platform Brings it All Together
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CUSTOMER DATA PLATFORM
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See It In Action






IVIPORTANCE OF FIRST-PARTY DATA




3 times conversion rate

by targeting your customers
in @ more personalized way
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2 times increase in
purchase rate

by offering better
recommendations

Refetéfic& Hittps: MR pirestitiite.org/ "™

can deliver immediate business impact

30% revenue increase

by knowing customers online
and offline

®O

100% increase in customer
reactivation rate

by proactively reaching out
after a bad experience

o
ke

Quicker time to value

by leveraging pre-defined
integrations

20% reduction in incoming
call center contacts

by offering a customer facing 360
view of all interactions & self-
service options
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SAP Customer Data Platform

Customer insight foundation ready for when the
customer chooses to engage

Customer profiles built the right way and on the
customers’ terms

Hyperpersonalized, omnichannel experiences for
the enterprise

Ability to connect SAP and non-SAP platforms
in real time
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What’s coming next?
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Intelligent customer Business2Everyone Native integration Secure customer engagement Global

lifecycle management into SAP ecosystem expansion




CIAM 2021 Roadmap
= B2B & B2C

L=

SAP Customer Data Portfolio
Capabilities Roadmap

m ECPM 2021 Roadmap

=

m CDP 2021 Roadmap

=3

Additional Data Centers— additional hosting
environment on MS Azure in EU, support B2B in
Russian data center.

Secure Customer Engagement — Protect brand
reputation by defending against malicious

traffic leveraging relevant collected metrics and account
take over.

User Experience Enhancements — Continue to reduce
friction during onboarding by offering additional
password-less authentication options and A/B testing
capabilities.

Integration Enhancements — native integration with
SAP Commerce(Upscale), Emarsys, and MDI.

Administration Enhancements — Console and
dashboards redesign for flexibility and

transparency. Faster time to market with Mobile Native
screen editor.

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Consent Management—Make SAP Consent Solution a
central consent repository with the enterprise by
managing the entire life-cycle of localized consent
versions at enterprise scale and supporting import of
historical consent.

Compliance Enhancements— Support flexibility in
defining different retention periods for the consent
transactions for the entire vault and per purpose for
global, regional, industry specific compliances.

Enterprise Scale — Support larger number of consent
statements & Subscription definitions

Cookie Consent — consent based on IAB TCF version
2, supporting publishers registered on GVL

(Global vendor list, that declare all the processing
purposes they might use consumer data for.

Additional Data Centers- Offer additional data center
in North America.

System Administration— single authentication from
your CIAM / ECPM User Interface and the CDP and
offer non-production and production workspace
environment configuration to verify changes before
being made in production

Connectivity Enhancement — support integration to
all CX portfolio and S/4 HANA based on defined by
Industry Cloud(s) use cases.

Product Enhancement — support marketing and
operational use cases by managing two views in one
platform: contextual Profile (deterministic) and Unified
Customer Profile (opportunistic) for every customer.
Extending platform to support general B2B use case.
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SAP Customer Experience

Sergey Krayniy
Head Of Product, SAP Customer Data Solutions
sergey.krayniy@sap.com
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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 or
warranty 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 platforms, 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 to deliver 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 www.sap.com/trademark for additional trademark information and notices.
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