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EXPERIENCE
MANAGEMENT

Customer. Employees.
Product. Brand.







EVERYTHING
AS A SERVICE

From selling Products
to Services to create
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INTELLIGENT
TECHNOLOGIES }

Machine Learning,
Voice, |oT, Blockchain,
Robotic Process Automation
(RPA),++
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THE NEW
NORMAL

Convergence




THE NEW
NORMAL

Value Chain Innovation




RADICAL COLLABORATION

of Learning & Engagement, Gamification




WHAT WILL YOUR
BUSINESS OF
TOMORROW BE?

Unlock the Intelligent Enterprise




SAP

The modular
Customer Experience Suite

/\ T\ Cloud )

Listen — Understand — Act
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Deeper Customers Insight and Personalization
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Improvements in Email Conversion
Rate

Increase in Average Order Value

ROI. <1 year payback

Decrease in Marketing System Costs
from consolidation.
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CUSTOMER PROFILES
MANAGED

ADOPTION THANKS
TO SAP EARLY
ADOPTER CARE

“ helped us enhance our consumer journey through
that is driven by insight. Expert guidance from SAP gave us the confidence

so we could benefit from the solutions before our peak season.”

Waldemar Breitling
Head of Digital Marketing, Ravensburger AG
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Omni-Channel Success
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Increased Digital Channel Revenue

3 year ROI. Payback < 1 Year

Productivity Improvements

Increase in Average order Value

Decrease in Order Processing Costs
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“Our goal was to have a
important to us... SAP Commerce Cloud was a natural fit.”

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

ON THE SAME
PLATFORM

LIVE IN

PERFORMANCE AND
SCALABILITY

was

Lorenz Gan,
ClO, New Era Cap Company, Inc
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ldentify, access and consent customers across channels and devices

Protect and Extend Electronics Battery Life” 24pA Fuel Gauge ICs with Highest
lor

Level of SOC Accuracy and Integrated Protects
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Value per registered user

Increase registration rates

Decrease IT infrastructure costs

Over 50% of clients implement
within 3 months

Average Development time saved
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48%

INCREASE IN
AVERAGE NEW
REGISTRATIONS

120%

INCREASE IN
AVERAGE DAILY

DANONE i 3 LOGINS
NUTRICIA = —

Early Life Nutrition

“Putting [SAP Customer Data Cloud] at the ccnier of our customer experience has been a success.
Not only can we identity and understand our customers, but we can take this data to drive
relationships, retention and ultimately revenue across channels”

Max Goijarts, Technology Manager
at Nutricia-Danone
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Service Success
3 Year ROI

More leads generated in field
service Vvisits

Increased Upsell success rate

Of customer's reported improved
customer experience

Increase in Service team productivity

$0.16

$9.21

How can ! reduce my asage?

—— Reduction in customer Equipment

_ Il downtime
= Reduction of average handling
L | time (AHT) of service tickets

Increase in Net Promoter Score
In one year
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QUL N '
markem-imaje | | | 20%

a JIIE) company
- - | FASTER SERVICE
. - ; ‘ (s EXECUTION

INCREASE IN LEADS
THROUGH

- TECHNICIAN
RECOMMENDATION

@ 650%
RN TRUST

‘ _ ~ IN THE BRAND
B INCREASED

“With SAP Service Cloud we have automated a wide range of ficid service processes, which has
resulted in a more efficient field service operation and, perhaps more importantly, a better customer
experience.”

Jack Rijnenberg, Director of Global Customer Service
at Markem-Imaje
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SAP C/ZAHANA Suite Architecture: Capabilities View

Experience Management

Intelligent Industry End-to-End Processes

Marketing Cloud Commerce Cloud

Customer Data Cloud

Sales Cloud

Service Cloud

Contextual Intelligence Omnichannel Commerce Trusted Relationships High Touch Experience Customer For Life

* Dynamic Customer Profiling Experience Management

+ Segmentation, Campaigns, » Product content & data
Journeys management

+ Commerce Marketing » Context driven services

* Lead Management *  Omnichannel commerce

+ Marketing Planning & management
Performance » B2C & B2B Commerce

» Marketing Analytics * Retail Industry Commerce

Customer Identity Management

» Enterprise Consent
Management

» Customer Profile Management

Core Re-Use Services
Training & Collaboration

Open & Agile Innovation

Sales planning, performance &
forecast

Sales content & learning
Sales force automation

Partner relationship
management

Sales quotation management
Sales contract management
Subscription Billing & Revenue

Self Service
Customer Service & Support
Field Service Management

SAP Cloud Platform

SAP S/4AHANA
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Frontend
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Business

IT

Customer Experience First

01

SINGLE VIEW OF
THE BUSINESS

Customer, Inventory,
Product, X+0O data

06

ENGAGED
WORKFORCE

Responsible, Empowered
and Motivated People to
focus on Customer
Success

02 @A

TRUSTED DATA

Dle)

Consent, Identity and
Privacy baked-in

07 S

MAKE THE PROMISE,
KEEP THE PROMISE

Vertically Integrated
Intelligent Enterprise
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AUDIENCE OF ONE,
CONTEXTUAL MICRO-
PERSONALIZATION

In the Moment
Experiences based on
Trust & Transparency

08 ghln

DEMOCRATIZED
INSIGHTS

Predictive Analytics /
Embedded Intelligence,
Intelligent Boardroom

& >\
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04

SUPERIOR
EXPERIENCES ANY-
WHERE, ANY DEVICE

Focus on complete
Customer Journey,
Emotional connections

09

FASTER(ER)
EVERYTHING

Optimizing
Micro-processes at
scale, rapid innovation,
time-market, Agility

05

NEW AND RE-
INVENTION OF

¢

BUSINESS MODELS

E2E Intelligent process

innovation, Customer
for life mindset

10

OPENESS
Modular, APIs

everywhere, Open Data
Initiative, Extensibility,

Ecosystem
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SAP

The modular
. Customer Experience Suite

Listen — Understand — Act 3
‘e o) N\
O‘V) X
+ v © NS
O‘,):? ., . _\_Qv
. Cloud Cloud .
O DA, Cloud = oo~™ " .
.. XDATA : @ eoeo! %DP\TP\ "
Bringing the Suite to the next level with 5 key differentiators

Experience » Intelligent End-to-End $ Open and Agile Core Re-Use
Management Industry Processes O’O Innovation Platform Services
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Training and
Collaboration
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Forrester Wave for B2C
Commerce Suites

P P

Gértner Magic Quadrant for
Sales Performance Mgmt

SAP

The modular

Customer Experience Suite

Forrester Wave for B2B
Commerce Suites

Field Service Mgmt

’ +
Cloud /\ ot/
Listen — Understand — Act
... O
Recogn%gd product leadership
U . — +<> D .. o . sttt crmems cemenden e i
‘ Cloud ‘
o A oo 7 loud .
artner Magic, Quad . « Fotrestér Wave for Digital

Experience Platforms

Forrester Wave for

Gartner Magic Quadrant for
Configure, Price, Quote

Gartner Magic Quadrant for
Sales Force Automation

Customer Identity Mgmt

Gartner Magic Quadrant for
Multichannel Marketing
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Ovum Leader Customer
engagement Platforms
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WHY SAP Customer Experience?

— Collect customer feedback at every interaction and combine it
with operational data to provide the best Customer Experience anywhere and anytime

— One single view of the customer based on consent-driven customer data

— Start where you have the biggest need,
grow as you want and don‘t care about infrastructure and scale

— integrate demand and supply chain with embedded
intelligent technologies — specific to your industry

— manage change & agility: microservices,
APIs and modern extensibility framework to adjust to your business needs

for Digital Experience Platforms (DXP) and across all domains

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

Contact information:

Jonas Almstrup
Market Unit Leader

jonas.almstrup@sap.com
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