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AI Agents Unleashed
Supercharging Sales and Service 

Automation 

powered by SAP CX Sales & Service Cloud 
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Challenges by 

Industry and by 

persona

Business Model 

Transition

Macroeconomic

Disruption

Generational 

Change

AI
Agentic    l Generative    l Embedded    
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Source | “The State of AI”, McKinsey & Company, March 2025

71%
of businesses 
use generative AI.

Today

33

65

71

>60%
report increased revenue 
from marketing and sales 
and service operations.

45%
report reduced cost 
in service operations.

Decrease by ≥20%

Decrease by 10%–19%

Decrease by <10%Use of generative AI

Increase by >10%

Increase by 6%–10%

Increase by ≤5%

6634248

Marketing and sales

63311418

Service operations

453474

Service operations

AI is transforming the customer experience (CX) faster than any other function 
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AI agents — are the next era of business automation 
AI is moving beyond Copilots to autonomous agents that act and collaborate across systems and work alongside humans 

Execute
Agents executes discrete tasks 

when prompted. 

Ex: Generate a quote. Route a service 

ticket. Update an order request 

Reasoning & research models, 

tool calling (APIs), policy & permission frameworks 

Orchestrate 
Agents act autonomously to 

orchestrate end to end processes 

and workflows across systems 

Ex: Manage quote to cash end-to-end. 

Adjust pricing dynamically based on supply 

chain data. Resolve service issues by 

coordinating ERP, CX, and logistics

Multi-agent systems (ERP, CX, Supply Chain, Finance), 

planning & reasoning models, enterprise knowledge 

graphs

Assist

Agents provide guidance and 

retrieves data on requests. 

Ex: Suggest next best action. Pull 

inventory or pricing data. Summarize 

customer history

Grounded in web & business data (LLMs, RAG, 

knowledge graphs)

Public
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Source: Oxford Economics report

Familiar barriers — but the stakes have changed

What’s holding organization back from these returns?

Data quality 

or availability

Concerns about trust and compliance

Integration with 

existing systems

Lack of internal expertise

Change management/readiness

Cost of implementation

42.30%

39%

42.30%

37.30%

35.30%

34.30%

% of respondents
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Why agentic 

requires unified 

enterprise Data

Agentic automation needs a complete 

picture — not just customer intent, but 

operational truth. 

This is where most CX platforms fall short 

— they treat CX as a standalone system, 

not a business-wide engine. 

SAP Flywheel
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Joule
AI Assistants & CX Agents working together across workflows

Custom AI
built on AI Foundation

AI-assisted

Cloud Transformation

Business 

Applications

ShoppingQuote CreationCase Classification Digital ServiceQ&A

Marketing

Marketing 
Automation

Engagement

Loyalty 
Management

Commerce

B2B & B2C 
Commerce

Order 
Management

Service

Customer Service

Field Service

Shared Services

Sales

Sales Automation 

CPQ      

Commissions

powered by 
SAP Business 
Technology Platform

Customer

Product

Order

Invoice

Payment

Inventory

Cloud ERP

SAP Business Data Cloud CX Data

Products
360 View

Intelligent

Apps
One semantical layer Data products

SAP Customer Experience



SAP Sales Cloud
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SAP Sales Cloud  |  Accelerate growth with an AI first sales strategy

Unparalleled UX

Deliver a consumer-grade, adaptable 

experience across different devices. 

Improve adoption and stickiness, 

with optimized interactions and 

aesthetic visual experience.

Connected suite

Connect with front-to-back process 

automation to enable sales reps with 

real-time pricing, inventory, and 

financial information, for faster sales 

execution.

AI-driven selling

Utilize AI as an assistant for sales reps 

to improve their efficiency and spend 

more time selling. Enable reps to 

identify the right deals, and improve 

conversion rate.

Sell faster Sell more Sell better
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S A P  

C X  

A I

Sales 

Assistant

. . . . . . . . . . . NLP Classification . . . . . . . . . . . . . . NLP Classification . . . . . . . . . . . 

Embedded Intelligence in the Selling Journey

Lead Booster Agent 

Enriching with 

customer & product 

details

Duplicate 

Detection Agent

Removing duplicate 

records.

Order Processing Agent

Converts Quote to Order 

and handles the process

Email Draft 

Recommender 

Content rich email 

correspondence

Lead Intelligence 

Agent

Takes a Lead to 

Opportunity if valid

Lead Assignment 

Agent 

Routes lead to 

best seller

Forecasting Assistant 

Helps sales teams and 

especially managers  in 

generating accurate forecasts

Business Interaction 

Assistant

Prepares you for 

your closing visit

Health Check agent 

Checks customer 

tickets, ongoing revenue 

and flags exceptions

Sales Order 

Summary Agent

Optimal order pricing 

proposals

Business Interaction 

Assistant

Auto Generates Post 

Visit Win Briefing

Product 

Recommendation Agent

Maximise Cross Sell and 

Up Sell

Business Interaction 

Assistant 

Auto Generates Post 

Meeting Briefing

Business Interaction 

Assistant

Prepares you for 

Meeting

Account Synopsis 

Assistant 

To help prepare the 

Sales Rep

1

Lead Signals Agent 

uncovers and creates 

initial Account/lead

3 4 52

9 8

7

10

6

15 16 17 21

12

18

Deal Manager Assistant 
Updates deals with Forecast 

category, close date to keep 

the system always updated

11

Business Text 

Intelligence

Identify Insights from 

text interactions

13

Order Monitor Agent 
Proactively informs order 

issues (delays, stockouts) by 

analysing inventory and 

mitigating risks

Elevate Sales Efficiency

Close More Business Effectively

. . . . . . . . . . NLP Sentiment Classification . . . . . . . . . . . . . . . . . NLP Sentiment Classification . . . . . . .

. . . 

Touchless Customer Max Attention

14

Deal Intelligence 

Agent 

Predict if an opportunity 

can be won or lost

Automate to Improve Lead Qualification

2019

AI Only

AI/Human 

Collaboration

# AI Agent

AI/Human 

Collaboration#
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IT’S DEMO TIME !!!

https://smartlink.demo-education.cloud.sap/loginbyalias?alias=sscv2-my1000003-ERPSALESREP1&source=SDE
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Intelligent 

Q&A Agent

Demo
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Opportunity 

Insights
Demo
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With intelligent Q&A, we'll turn our product management's 

knowledge into instant answers for our sales team. 

When you have many products, your sales reps can't 

remember everything - but now they won't have to. 

We expect this will automatically answer majority of their 

product queries.  

Ashish Rajput

Business System Development Manager - IT

“

”



SAP Service 

Cloud
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SAP Service Cloud |  Make every customer feel like they are your #1 priority 

Turn customer service into 

a growth driver 

Drive measurable business impact 

by increasing retention, reducing 

escalations, unlocking upsell 

opportunities, and lowering cost to 

serve

Get to the right resolution 

faster 

Let AI handle routine issues and 

guide service teams to the best 

action, reducing customer effort and 

accelerating resolution

Personalize support at 

scale 

Deliver impactful, context-aware 

interactions powered by AI insights 

grounded in unified enterprise data

Faster
time to resolution 25-50% Hours

annually expected 

time saving per 

contact center

2500 
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Redefining customer service excellence 

AI Agents and 
human agents 
working seamlessly 
in harmony to 
consistently deliver 
superior customer 
service

Increased focus on 
orchestrating the 
human and AI 
workforce for 
flawless execution 
& ongoing 
optimization  

Unified data layer 
providing 
actionable insights 
and  enabling AI-
driven 
transformation 
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Embedded AI in the Service Journey 

Case Topic 

Analyzer Agent 

Analyse Case 

Content and identify 

trends 

Duplicate 

Detection Agent

Removing duplicate 

records.

Promotional Offer 

Agent 

Upsell, or Loyalty Reward 

Recommendation

Case Type 

Determination Agent 

Determines the best 

Case-Type for resolution

Case Categorization 

Agent 

Automatically 

categorize inbound 

correspondences 

Email Draft Agent 

Expedite compliant 

correspondence 

delivery

Knowledge Creation 

Agent 

Creates and Distributes 

Knowledge Articles

Case Interaction 

Summary Agent 

Identify key insights to 

reduce effort

Profanity Check Agent 

Checks mails for 

inappropriate wordings

Similar Case 

Recommendation Agent 

Speeds up resolution

Registered Product 

Summary Agent 

Full visibility into 

registered product, 

warranties etc.

Account Synopsis 

Agent 

To help prepare the 

Service Rep

1

Business Information 

Extraction Agent

Converts inbound 

correspondences to a case

3 4 52

7 68

11 12 13 14

Email Draft Agent 

Expedite compliant 

correspondence delivery

9

Sentiment 

Analysis Agent 

Analyse sentiment to 

optimize prioritization

10

Case Resolution 

Summary Agent 

Auto Generates Case 

Summaries

1615

AI Only

AI/Human 

Collaboration

# AI Agent

AI/Human 

Collaboration#
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IT’S DEMO TIME !!!

https://smartlink.demo-education.cloud.sap/loginbyalias?alias=sscv2-my1000003-ERPSALESREP1&source=SDE
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Classification, Knowledge & Q&A Agent
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Classification, Knowledge & Q&A Agent
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Integrating the AI-powered Case Classification Agent in our 

SAP Service Cloud has been a game-changer for fast 

customer ticket resolution. 

Replacing hundreds of routing workflows with a single 

prompt has significantly improved accuracy, reduced manual 

effort, and accelerated resolution times - boosting efficiency 

while enhancing response quality.

Florian Haustein

Business Digital Organization - Digital Customer Experience

“

”



10% Rise

in Conversion Rate.

70% Improvement of

employee productivity.

45% Increase in

Customer Satisfaction.

Future Ready

Personalized

Experience Oriented

#AIforCX
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Thank you!
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