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Disclaimer

The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission of SAP.

Except for your obligation to protect confidential information, this presentation is not subject to your license agreement or any other service
or subscription agreement with SAP. SAP has no obligation to pursue any course of business outlined in this presentation or any related
document, or to develop or release any functionality mentioned therein.

This presentation, or any related document and SAP's strategy and possible future developments, products and or platforms directions and
functionality are all subject to change and may be changed by SAP at any time for any reason without notice. The information in this
presentation is not a commitment, promise or legal obligation to deliver any material, code or functionality. This presentation is provided
without a warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a
particular purpose, or non-infringement. This presentation is for informational purposes and may not be incorporated into a contract. SAP
assumes no responsibility for errors or omissions in this presentation, except if such damages were caused by SAP’s intentional or gross
negligence.

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, which speak only as of their dates,
and they should not be relied upon in making purchasing decisions.

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



Agenda

The experience gap and XM

XM integration use cases
Customer Experience
Employee Experience
Product Experience

Cross analytics integration with
SAP Analytics Cloud

XM integration patterns

XM integration architecture
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The experience gap and XM

XM integration use cases
= Customer Experience

= Employee Experience

= Product Experience

Cross analytics integration with
SAP Analytics Cloud

XM integration patterns

XM integration architecture
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qualtrics’*”

WE TRANSFORM

customers into
products into ssions

employees into ambassadors
brands into icons



The Experience Gap

of

they are delivering a superior agree

experience... v

Bain & Company via Craig McVoy, CCXP https://medium.com/@CMcVoy/80-of-ceos-believe-they-deliver-superior-customer-experience-661efabd16b0
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https://medium.com/@CMcVoy/80-of-ceos-believe-they-deliver-superior-customer-experience-661efabd16b0

qualtrics’*”
qualtrics AT AGLANCE

experience data that tells you
WHY THINGS ARE HAPPENING

customer E employee
EXPERIENCE EXPERIENCE
brand B product
EXPERIENCE EXPERIENCE

across the FOUR VITAL
signs of any organization



In the last 15 years
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%

Of the Fortune 500 companies
have disappeared
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By 2027

Of today’s S&P 500 will
be replaced

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC *| iaht E Briefi
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CONSUMER
PRICE
- INDEX
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EXPERIENCES

12



1.88 experience
touchpoints run on Qualtrics

qualtrics

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

EXPERIENCE MANAGEMENT qualtrics™

experience operational  77% of the world's
data data transactions across 25
industries touch SAP systems
-
Z
Qualtrics . g ' % ERP
CustomerxM™ [ >
>
. Qualtrics Z f SUPP'Y Chain .
ProductXM < Management
=
Itrics <
'= QEmponeeXM” I:: CRM
o
Qualtrics Spend
. BrandXM" anagement

Fusing X and O to power and transform the Experience Economy

- Partners play a VITAL role in bringing this vision to the market.
13



the challenge with GETTING THE RIGHT FEEDBACK

1- NOT PERSONALIZED 2~- NOT CENTRALIZED
’&c:: ' ' CHAT 0;\
RETARGETING & |
CUSTOMERSERVICE || || w-app(E)

“...w ." " n
MULTIPLE i X
CONSTITUENCIES 500
MARKETING
AUTOMATION
ERP aaas~
INTERACTIVE c
VOICE RESPONSE p—

3 - NOT HOLISTIC
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The most open ecosystem will win XM

Traditional Enterprise Software

w 7\

B® Microsoft

P | | EWF !
workday. W infor servicenow AL = icresal
w U swe W splun k> g Dropbox A ATLASSIAN . ORACLE
ORACLE U!timate _ ORACLE b ?:?‘—_5: ::IIlStl:IO'. . +4*_+::+ +ableau
nnnnnnnnn > —_——_—== 5 technologies i
BR Microsoft ORACLE BE Microsoft ORACLE « m =

technologies

O data together

D
" EmployeeXM '. ProductXM

-
'. BrandXM '. CustomerXM




qualtrics’*”
Team Overview

e Engineering Services (ES) - Service Delivery team that helps clients with custom engineering
builds and solve unique business cases.

e Developer Platform & Ecosystems Engineering (DPEE) - Open Platform and APIs to meet every
developers needs

qualtrics™

Qualtrics Qualtrics Qualtrics

CustomerXM™  ProductXM  EmployeeXM  BrandXM Qualtrics
Developer

Platform

EE £ = & SECURITY
INTEGRATIONS
X+0 DATA DASHBOARDS  WORKFLOW
EE RESPONSES ORG HIERARCHY & GOVERNANCE (QDP)
§E SURVEYS ACTIONS
TRANSACTIONS TICKETING

1 st party
developers

L Qualtrics
%‘LQ- XMdirectory”
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Mission

We enable a world-class partner Ecosystem
that brings Experience Management
Innovation to our shared customers.
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QDP Core Tech Tenets

Target All Developers

* Power Users, System Integrators, Partner Developers, IT
Developers, Independent Software Vendors and more.

API First

» Enable Developers to build and extend the Qualtrics platform.
We build our products on top of our APIs leveraging our
platform and accelerating developer time to value.

Open Means Open

» “Meet the Client where they are.”

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

* We win when our partners and customers win. Engrain the
ecosystem value throughout the client life cycle.
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What is the Qualtrics Developer Platform?

-Power Users, System Integrators

Out-of-the-box configuration to deploy standard XM
Platform offerings to meet customer needs

-IT Developers, Partner Developers

APIs to create Experience Management Applications,
allowing you to address unique customer requirements

-Independent Software Vendors

SDKs to extend the capabilities of the XM Platform through
integration plugins and reusable components

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

XM CREATE

XM EXTEND

19



The XM connecting the X’s an

The human factor: beliefs,
emotions, and sentiments.

X-data helps to uncover what
matters most to customers,

L ]
L] -
[ 2
-
&

dO’s

L]
Database & Application Development
Data Management & Integration
. -

L] [
.......

employees, products and brands.
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-

X
Data .
Anaiyis eligent
Experience Intelligence ‘

/

Insights from day-to-day
operations, like sales, finance,
win rates, time to close.

O-data helps you run your
business and take action.

20



Agenda

The experience gap and XM

XM integration use cases
« Customer Experience

= Employee Experience

= Product Experience

Cross analytics integration with
SAP Analytics Cloud

XM integration patterns and architecture
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XM Platform

Business Technology

Platform

XM Core

IQ Platform XM Directory

/\

pauior

bl
]
m
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vkq.

Process Integration
& Extension

SAP Cloud Platform
Integration

SAP Cloud Platform
Extension Factory

APl & CDAP

SAP Enterprise
Messaging Bus

SAP Data
Intelligence

XM-Data >

< O-Data

Data Management
& Analytics

CX | SAP C/Z4HANA

EX | SAP SuccessFactors

PX | SAP S/4HANA

Business Operational

One Master
Data Service

SAP Analytics Cloud Employee

SAP HANA
Cloud

SAP Data Customer
Warehouse Cloud

Other LoB Apps

SAP Ariba

SAP Concur

SAP Fieldglass

>

sjy3isu|
pauor

User Identity
Management

Authentication

Provisioning




SAP Customer Data Cloud & Qualtrics XM Directory

1.7B+ identities

. . 2.1B+ consent records
Out-of-box connection between Qualtrics

XM Directory and SAP Customer Data SAP C/4HANA
Cloud
. . . SAP. il Cui’gfner SAP Sales SAP
Maintain customer master data in one Marketing || Commerce | Deta Cioud | Cloud Service
oud Cloud Cloud

(Gigya)

place and always in sync

Bring in customer profile data to run XM | V1. ETL Process
programs(CX, EX, PX, BX) and target
specific users in Qualtrics XM to get

feedbacks on important digital journeys v

V2. Webhooks / Real-time

Engage and collect customer data and
feedbacks with consents

V2: publish XM-data back to SAP
Customer Data to supercharge marketing, 8B4 oror

. . + proftiles
sales, commerce and service use cases 643M+ptouchpoints

Qualtrics XM Directory

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 23



Qualtrics CX and C/4HANA integrations via Cloud Platform Extension Factory

SAP C/4HANA SAP Cloud Platform

SAP Commence Cloud Extension FaCtory

Order created events

Omni commerce cloud

(OCC) APIs
Execute campaign & Lambda Functions
discount
Initialize a survey based on
order details
SAP Service Cloud Trigger campaign creation

Create service tickets Trigger service ticket creation

Trigger content update and
course assignment

SAP Litmos

Update training courses

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

qualtrics.*

Qualtrics APIs & Developer

Platform

Create transaction batch
Create mailing list

Create transaction & contact
Create distribution & link
Collect XM responses

W orkflow through action
platform

24



Demo

Shopping experience improved with
SAP Commerce Cloud and Qualtrics CX




()
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PUBLIC

26






. 0
Experience Use Cases ?
Best in class personalized e-commerce
experience
Consistent high quality product records
] * Qualtrics CX Commerce

Deal score, Cross-sell/upsell analysis . SAP Commerce Cloud

Sales Automation Web to Lead Order

¢ Qualtrics CX Sales Quote

° SAP Sales CIOUd Contract

Opportunity
Lead .
Fulfillment
I Personalized in-the-moment Post support feedback & closed Loop
Unidentified marketing Field service feedback
niaentitie . . :
.. Qualtrics CX Marketing * Qualtrics CX Customer Service O | .
to ldentified - SAP Marketing Cloud . SAP Service Cloud nvoicing
Contact
Engage and collect customer data and
feedback with consent Business process extensions Root cause analysis using X+O O
through Cloud Platform data and integration with

* Qualtrics XM Directory

. SAP Customer Data Cloud Integration and Extension Factory SAP Analytics Cloud

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 27
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Agenda

The experience gap and XM

XM integration use cases
= Customer Experience

« Employee Experience

= Product Experience

Cross analytics integration with
SAP Analytics Cloud

XM integration patterns and architecture
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Employee Experience matters
Why you can'’t afford to ignore employee engagement?

$11 Billion is lost annually due to employee turnover (Source: Bureau of National Affairs)

56% of not engaged and 73% of actively disengaged employees are looking for jobs or watching for
opportunities (Source: Gallup)

47% of people actively looking for new positions say company culture is the main reason (Source: Hays)

76% of employees who do not feel valued are looking for other job opportunities (Source: Lifeworks)

90% of executives said keeping new hires is an issue in their organizations (Source: Korn Ferry)

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 29


https://www.forbes.com/sites/victorlipman/2013/01/18/why-are-so-many-employees-disengaged/#54d9f18b1e22
http://news.gallup.com/businessjournal/204248/star-employees-slipping-away.aspx
https://www.hays.com/press-releases/us-workers-willing-to-compromise-on-salary-for-the-right-benefits-company-culture-and-career-growth-opportunities-2030744
https://join.lifeworks.com/supporting-todays-employees/
https://www.kornferry.com/futurestep/futurestep

Experience Management for Employees

Challenges

Disengaged workforce holds the organization
back from achieving business goals

Lack of visibility into operational and experience
data limits effective decision making

Insufficient performance and career progression
feedback to employees from their managers

Inability to create conversations with employees in
relevant ways

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

Outcomes

Improved employee engagement, experience, and
increased employee productivity

Reduced attrition, higher revenue and increased
customer satisfaction

Performance goals aligned to business objectives to
drive results and increase profitability

Retain valuable employees by providing continuous
performance feedback

30



Recruiting candidate experience touchpoints

12:167 _ ull .

& careers.successfactors.com

What are you looking for
most for your next job

Research

— Digital interceptin Career Site Builder
o Where in your process are you?
o Are you finding what you need?
o Intercept Metadata

At Best Run Groceries as we're always looking to
continuously improve things and we would love to
know how you're feeling about your experience.

Overall, how was the application process?

| 90OB

— Digital intercept after application is complete
o How did the application go?
o Did you have the information needed?

I ‘ ‘ Why?

Interview B | K e o B
— E-mail Survey at the completion of interview | I _/ =

= Did you feel welcome? : plication Search

o How excited are you about opportunity? '

o Feedback on interviewers { C‘g 8

m Communication Something Else

Decide i
— E-mail Survey at job offer acceptance ‘ What did we do well?

o What influenced your decision
o What else were you considering?
o Did the process meet your expectations?

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 31




¥

A File Tools Data Display Collaboration
@ 4d- 9 Y A K Cv O~ E) = n-

Overview Human Resources

= Files / Demo_15967_ ExperienceManagement Q 9 % e ®@

YTD HR Expenses YTD Recruiting Expenses YTD Learning Expenses Employee Survey
in Million USD, % in Million USD, % in Million USD, % Company Overall

Bestrun 28.63 (+3%) 9.93 (+8%) 6.56 (-5%) 70

By Current Age People Survey - Company Overall People Survey by Manager

¢ 65

16 Career Progression
Communication

Termination Rate Company Strategy
Executive Engagement

Expert Feedback

Manager Quality of Service/Product

Director 5 Recognition

Senior specialist Resources

Assaociate X Leadership

Specialist Training & Development

Gordon Elliston Russell Goddard Armando Lopez i Debra Petersen Nobuko McClure

What influences Flight Risk?

Influencers Characteristics

Strongly Disagree [Career Progression - Meaningful manager conversation]
2-3 [Org Tenure]
[X] Career Progression - Meaningful manager conversation 30.03% Disagree [Career Progression - Meaningful manager conversation]
Strongly Disagree [Engagement - See myself working at company in two years]
Disagree [Engagement - See myself working at company in two years]
0-1 [Org Tenure]

6-7 [Org Tenure] -0.05

[O] Org Tenure 21.88%
4-5 [Org Tenure] -0.09




Experience Use Cases ?

Action Planning and Goal

Assignment

Training Program Evaluation - Qualtrics EX Engagement

* Qualtrics Core XM & 360 « SuccessFactors Talent
» SuccessFactors Learning

New Hire Engagement

« Qualtrics EX Engagement Learning Performance

* SuccessFactors Onboarding Employee Lifecycle Changes

Compensation and Updates

« Qualtrics EX Employee
Lifecycle
* SuccessFactors

Onboarding

Recruitin _
g Benefits
I Candidate Experience My Total Rewards
. Qualtrics Core XM * Qualtrics EX Benefit Optimizer
" * SuccessFactors Compensation &
» SuccessFactors Recruitin
Planni 9 Benefits C) Job Change
anning or Exit
+ Employee Pulse Survey + X+0 Insights in Analytics + Employee Master Data Integration O
* Deep Integration of Qualtrics 360 + Conversational flows * Integrated Administration

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 33



Agenda

The experience gap and XM

XM integration use cases
= Customer Experience

= Employee Experience

* Product Experience

Cross analytics integration with
SAP Analytics Cloud

XM integration patterns and architecture
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Experience Use Cases
SAP S/4HANA Cloud for Intelligent Product Design (IPD) with Qualtrics PX

By combing the insights from X-Data and O-Data, Product Managers can act to incorporate requirements
into development lifecycle and improve product market fit:

Feedbacks collections into requirement acquisition of SAP S/4HANA IPD through Qualtrics XM
Consolidated and categorized feedbacks transfer to Enterprise Architecture Designer (EAD) requirement model

Impact analysis for the consolidated feedback in IPD and subsequently add to the product Bill of Material (BOM)

Qualtrics PX SAP IPD SAP IPD SAP IPD

Collect Customer Import Feedback into Consolidate Feedbackinto  Manage products with model-
Feedback via Qualtrics Intelligent Product Design Engineering Requirements based systems engineering

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 35



Demo

SAP S/4HANA Cloud for Intelligent Product Design with Qualtrics PX



Requirements Acquisition with SAP Intelligent Product Design and Qualtrics PX

Q
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Design to Operate(D20) Demo

SAP - qualtrics™

Live Dashboard Text iQ Conjoint Analysis Product Cockpit Product Requirements Integrated Business Planning

OPERATIONS

Forecast vs. Actual Operating Plan

June to November

125k

100k

75k

50k

25k

Jun Jul Aug Sep Oct Nov

Pulse Check - 2019 YoY

Revenue
Cash Flow

Networth

Revenue by Product Line
Last 6 months

15k

-o- Demand Forecast - Operating Plan

2019 Q3 Sales
Performance Summary

41.138M USD N 1.7% 20
2.059M USD v 1.4%

69.335M USD ™ 1.6%

Demand Forecast by
Region

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

CUSTOMER INSIGHTS

User Feedback
Total Responses: 1,925

10 |

User
5 Quality Manual

0
Lead
Features Time

-5

-10
® Positive Neutral Mixed @ Negative

NPS by Trending Topics

Total NPS
42 s
100
° —o— ° PY
50
0 k\*_\’\\‘\-‘
Apr May Jun Jul Aug Sep
-o- Features -~ Quality - Lead Time

-o- User Manual

SUPPLY CHAIN

Regional Inventory Turnover
Last 2 months

North South East West

Projected Inventory
Next 6 months

300k

250k

200k

150k
Sep Oct Nov Dec Jan Feb Mar

-o- Projected Inventory

Recorded Demo & Click through Demo
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XM integration use cases
= Customer Experience

= Employee Experience

= Product Experience

Cross analytics integration with
SAP Analytics Cloud

XM integration patterns and architecture
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Qualtrics & SAP Analytics Cloud Integration

Account Based Marketing — plan and refine marketing campaigns launched for specific target
groups, analyse the impact of marketing spends on spotlight accounts

Spotlight Account Analysis

Powered by qualtri{":sm"’II & Industry i Market & TASSE-Based Marketing (1)

Revenue per Account NPS Breakdown Comments from Detractors

193 | ® | Smart Groups | { }
@ ABM Account Group 1 ABM Account Group 2 @ ABM Account Group 3

1 5 1 T1.4% 7.1% 21.4%

Number of Opportunities

87

Number of Sales Orders

2,651 k

Revenue Sales Orders | e e

4,509 k :

Expected Revenue Opportunities

Very bad service
ad service
Pathetic service

.. I Cetraciors Count Passives Count [l Promaters Count
L

° Response Trend for Current Year

Revenue Sales Orders

Expected Revenue Opportunities

Leads, Opportunities and Sales Orders per Market

@ | Top 10 (Number of Leads) | { } Annual Salary Distribution of Survey Location of Respondents
Respondents

-50% (+31.82)

NPS Current Year (A P

MM rumber of Leads [l Number of Opportunities Number of Sales Orders

$80,000 o $89,999| $30,000 o

14 (+3)

Number of Recipients (A 2

0
2 POINTS +

[

3000
> LEGENDS i
2000m:

Esri, HERE. Garmin, NGA, USGS | Esri (=531
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Account Based Marketing (ABM) Demo flow

0 e it

Qualtrics: Qualtrics: Qualtrics: Marketing Cloud: Design

Create Net Promoter Score Enable tracking on account  Publish and distribute email content, add URL link
CXM program level as URL parameter survey via URL and bind account ID

Marketing Cloud: Run email Analytics Cloud: Use SAC Analytics Cloud: NPS Analytics Cloud: Natural

campaign to invite key to analyze success of ABM comparison, SAC to auto language based ad-hoc
contacts of ABM account programs based on detect similar accounts analysis (search to insight
X and O data (smart grouping capability) capability)

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 41



SAP Marketing Cloud & Qualtrics CX

Profile Enrichment Behavioral and Sentiment Segmentable Attributes Personalization
Analysis

Qualtrics CX SAP Marketing Cloud

Get XM program up and

Expert-designed running faster with ready-to-use

Design personal mails, landing Content Studio

XM Program content pages, messages
Mail, Web, SMS, Social, In- : : :
X-Data Collecting App, Offline, QR-Code + Multi-channel journey Marketlr_|g
: : : management Automation
intelligent triggers
. MAEE g|g|tal s ElE il : Enrich customer 360° profile 360° Profile +
Domain Templates analytics, market segmentation, . : .
) with experience data Segmentation
brand tracking
Text analysis, sentiments, Lead scoring and insights in

iQ Platform Scoring and Analytics

churn predictions, propensities SAP Analytics Cloud

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

Account Based Marketing (ABM) with SAP Marketing Cloud, Qualtrics
CX and SAP Analytics Cloud



>
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The experience gap and XM

XM integration use cases
= Customer Experience

= Employee Experience

= Product Experience

Cross analytics integration with
SAP Analytics Cloud

XM integration patterns and architecture
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Integration Patterns

Ul Integration

Data Integration

Process Integration

Master Data & Identity
Integration

» SuccessFactors
enhances the employee
experience to incorporate
feedback & sentiment at
every moment that
matters through the
whole employment
lifecycle

« S/4HANA users can give
feedbacks directly in Fiori
shell bar by embedding
Quialtrics applications

« SAP Customer Data
Cloud(Gigya) integrates
with Qualtrics XM Directory
to exchange customer
profile data with consents
and enable new business
opportunities in 2019

» SAC Connector and pre-
defined analytical contents
enable cross analytics use
cases with immediate
business values for joint
customers

SAP Commerce Cloud
integrates with Qualtrics
CX leveraging Cloud
Platform Extension
Factory(XF) for event-
driven business process
extensions

SAP Marketing Cloud
integrates with Qualtrics
through Cloud Platform
Integration(CPI) and
leverage XM insights from
Quialtrics for segmentations

 Qualtrics integrates the
employee master data
through the Master Data
Service for Workforce
(MDW)

 Qualtrics integrates
with Cloud Platform Identity
Authentication Service
(IAS) for identity
authentication and Single
Sign-on for joint customers

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

Business Technology

Platform

XM Core

IQ Platform XM Directory
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Process Integration
& Extension

SAP Cloud Platform
Integration

SAP Cloud Platform
Extension Factory

APl & CDAP

SAP Enterprise
Messaging Bus

SAP Data
Intelligence

XM-Data >

< O-Data

Data Management
& Analytics

CX | SAP C/Z4HANA

EX | SAP SuccessFactors

PX | SAP S/4HANA

Business Operational

One Master
Data Service

SAP Analytics Cloud Employee

SAP HANA
Cloud

SAP Data Customer
Warehouse Cloud

Other LoB Apps

SAP Ariba

SAP Concur

SAP Fieldglass

>

sjy3isu|
pauor

User Identity
Management

Authentication

Provisioning




Continue your SAP TechEd 2019

Join the digital SAP TechEd Learning Room 2019 in SAP Learning Hub

Access SAP TechEd Learning Journeys

Discover related learning content

Watch webinars of SAP TechEd lectures

Learn about SAP’s latest innovations with openSAP
Collaborate with SAP experts

Self-test your knowledge

Earn a SAP TechEd knowledge badge

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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http://learninghub.sap.com/teched

Engage with the

Access replays and continue your SAP TechEd discussion after the event
within the SAP Community

Access replays Continue the conversation Check out the latest blogs
Keynotes Read and reply to blog posts See all SAP TechEd blog posts
Live interviews Ask questions Learn from peers and experts
Select lecture sessions Join discussions

http://sapteched.com/online sap.com/community SAP TechEd blog posts

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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http://sapteched.com/online
https://www.sap.com/community.html
https://blogs.sap.com/?s=SAP+TechEd

More

Related SAP TechEd Learning Journeys

iIENT1 - Deliver the Intelligent Enterprise along key end-to-end processes
IENTZ2 - Innovate and transform your business processes with cloud solutions from SAP

Related SAP TechEd sessions

IENT204 - Experience Management Solutions from SAP for Developers

iIENT104 - Achieve Product Market Fit with Experience Management Solutions from SAP
IENT105 - Al for Experience Management Solutions from SAP

87 - Qualtrics (XM) Integration with SAP C/4HANA Extensibility

Public SAP Web sites

SAP Experience Management: hitps://www.sap.com/products/experience-management-xm.html

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

Feedback

Please complete your session evaluation
for

Contact for further topic inquiries

Vernon Hui

Head of Engineering Services (ES) and Developer Platforms
& Ecosystems Engineering (DPEE), Qualtrics
vernon.hui@sap.com

Eric Du

Enterprise Architect of Intelligence Enterprise and X+O,

eric.du@sap.com

Cloud Business Group
VXY TECHED


mailto:vernon.hui@sap.com
mailto:eric.du@sap.com

Follow us

0000

/contactsap
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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/copyright for additional trademark information and notices.

THE BEST RUN @


https://www.sap.com/copyright
https://www.sap.com/registration/contact.html
https://www.linkedin.com/company/sap
https://www.youtube.com/user/SAP
https://twitter.com/sap
https://www.facebook.com/SAP

Additional Qualtrics & SAP Analytics Cloud use cases

Online Store Performance — Events like Cart Abandonment or Checkout in your online store can
be used as signals to understand user sentiment and correlate this to Revenue Growth. Analyse
additional influencers in Analytics to make informed decisions

Service Optimisation — Receive feedback on service interactions, analyse key drivers and
suggest corrective measures
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Online Store Performance

Best Run Bikes

Revenue 2019 Q1

Online Store Performance

ProductiD

118 K (+60%)

4 Revenue i Promo Driven Revenue

BRIDGEPORT

WORCESTER
BOSTON

HARTFORD

Jul 2018 Sep 2018

PHILADELPHIA

WAS...

=t Esri, HERE, DelLorme, FAO, NOAA, US...

Revenue per Product Products low on Inventory

Escape Mountain XX

Racing Bike R300
Escape Mo -
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Nov 2018

Promotion Driven Revenue

77% (+6)

Back to use cases

Checkout NPS CSAT

-60 (-10)

Cart Conversion Ratio

37% (-12)

Avg Order Value

845 (-45%)

Cart Checkout NPS Breakup

2019 63.2%

Revenue per Promotion

BeatTheClock

Jan 2019 Mar 2019 May 2019 184,087

43% (+11)

¥ The Revenue for BeatTheClock is the top contributor, 107% above the
was driven significantly by City, Washington DC.

Cart Abandonment Reasons Product Customer Satisfaction Breakup

“
11.0%

. . nm

Shipping fees o1
Just browsing 20.3%
15.9%
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Service Optimisation

Overview Field Service Calls Survey Feedback

Dosch Electronic

Welcome Ritu Reddi !

Ticket Creation Trend

Tickets created this month @ | ™| 7 Forecast

150
125
102 (+29)
. 102 97 100
A Previous month
73 75
65
Service Call Conversion 50
Jul 2018 Aug 2018 Sep 2018 Oct 2018
55% | i
112018 Aug 2018 Sep2018 oct 2

 The Ticket Count for Sep 2018 is the top contributor, 70% above the average. The Ticket Count variation was driven significantly by

Service Call Resolution Time (Avg in Days) State, TX.

Top 10 Problem Products this month
@ | ™ | Date Fitter | Top 10 (Ticket Count)

Dosch Smart
Refrigerator Service
18 cals
10
-. E
-. |
-. |

Avg. Resolution Time per Problem
Type

1.95

Hardware

Score

Sentiment Distribution for Ticket Surveys

M neuwral I Positive

Negative

38.60% —_

Electrical

42.98%

!
18.42%
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Product Subcategories with highest Ticket Count this month (A last month)

Refrigerator

Monitors.
Television
Printers

Audio Visual

I

Back to use cases

- Overview Field Service Calls
9 The Ticket Count for Refrigers

ariven significantly by State, TX.

Dosch Electronics

Ticket Satisfaction Surveys

Ticket distribution

Surveys Sent

115
Response Rate

80%

Product Surveys
@ Select Product (2)

Surveys Sent

173

Response Rate

85%

Survey Feedback

Satisfaction Trends
@[] {}

@ Overall Satistaction

Customer Effort Scare

Resolution Time Satisfaction

Agent Satisfaction

3.37

Lowest Satisfaction Scores by Product

Dosch Smart Refrigerator
431

Dosch Autonomous Vaccum Cleaner

Customer Efort Score Responses -
533
5 Dosch Ultrawide Monitors
10.0% 32.8% 30.9% 11.4% 11.4% 3.
4 Dosch System Air Conditioner
317
3
Dosch Bottom Freezer Refrigerators
VeryEasy | Easy Il Moderate I Neurral .
Somewnstoimcut I Difcu 11 very Difcuts Jul 208 Aug 2018 Sep 2018 - m
For: Dosch Smart Refrigerator, Dosch Side by Side Refrigerator
Product Surveys per City
Product meets needs I S—1— Would refer product? IS —— e {}
910 V] 910
° ° ®c: @x @cx O O
Survey Sentiments Word Cloud Dissatisfaction Reasons
N Unsatisfied 2
e: 0 9.
technician late g
Positive: helpiing Replacemer 5
s apart not available g -
TN ume C g
Tso IPErature o H
2 SDrain pipet g g
Love ~ a %E 25
- " compressor OResponse S u
— Negative: > c ay
Saias F tEghaulty "8 £
Quality 3 8Nice Refrigerator
oot feedback r—‘tDeIa}/
. Good Refrigerator C N
slow Service : :

tech support

Would refer product?
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