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Legal disclaimer

The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission
of SAP. 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 document or any related presentation, or to develop
or release any functionality mentioned therein. This document, or any related presentation 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 document is not a commitment, promise or legal
obligation to deliver any material, code or functionality. This document is provided without a warranty of any kind, either
express or implied, including but not limited to, the implied warranties of merchantability, fithess for a particular purpose, or
non-infringement. This document is for informational purposes and may not be incorporated into a contract. SAP assumes
no responsibility for errors or omissions in this document, except if such damages were caused by SAP’s willful misconduct
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.

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 2



SAP Customer Experience

SAP C/4AHANA Suite Webinar Series 4 SAP User Groups

_/\

October 23

SAP Marketing Cloud - Provide your organization with the insight, tools and agility to meet the customer demands

__/\

October 30

SAP Commerce Cloud — Outlook, roadmap and major investment areas of the leading Commerce solution in the market

_/\

November 8

SAP Sales Cloud - How to support the sales people and make the entire sales process more efficient

__/\

November 13

SAP Service Cloud - How your company can ensure a seamless service, before and after the first sale

__/\

November 27

Automate Customer Management with SAP C/4HANA and SAP Leonardo Machine Learning Foundation

— A
November 29 The Future of Customer Interaction — SAP C/4HANA and Conversational Al
— A
December 4 Build trusted relationships based on security, transparency and control with SAP Customer Data Cloud

THE BESTRUN SAP



Agenda

1. SAP C/4HANA and Customer Experience Solution Overview
2. Embedded Analytics and Machine Learning in SAP C/4HANA
3. Summary & Roadmap

4. Q&A

SAP affiliate company. All rights reserved. | PUBLIC



1. SAP C/AHANA and Customer

Experience Solutions Overview




11

SAP C/4HANA is
largest developmeiit
initiative inside SAP

Hasso Plattner

Chairman Supervisory Board of SAP SE

O \

Link to Video



https://twitter.com/sap_cx/status/1006363075002413058?s=11

Marketing
Cloud

SAP
C/AHANA

Commerce
Cloud

Customer Data Cloud

5

F=———N
Harmonized End-to-End Business and Master  Suite Intelligence
User Experience Processes Data Services and Analytics

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

5 Clouds and 7 Suite Attributes

Service
Cloud

Platform Open Ecosystem

Services

Extensibility
and Integration



New Generation Customer Experience Suite

SAP C/AHANA ]

Unified User Experience

Embedded Intelligence — SAP Leonardo

SAP | SAP i SAP i SAP
Marketing i Commerce ! Sales i Service
Cloud Cloud Cloud Cloud

@ SAP Customer Data Cloud

Master Data Management

Extension Framework and Microservices Ecosystem

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

[ee]



SAP C/4HANA
Harmonized user experience

-

o

Top deal with Organicseeds, Inc.

Artificial Intelligence

Embedded Al
everywhere
powered by
SAP Leonardo Points to consider

ET7 Leonardo §2

EX7 S/4 HANA Cloud

/ - Annual contract value

Integration with
Digital Core
S/IAHANA

Content from multiple
applications aggregated in \
unified screen via Cloud
Widgets

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

B

Briefing

Configuration

June 25, 2018

C Joe Wills
» L = oo

Customer interactions

~, 10T Data

Consent given on

=——N\

= Customer Profile

&7 salesCloud | [ |

Customer Data Cloud:
Single View of the
Customer based on
Consent

Full view of customer

Marketing Cloud: visibility of
customer interactions across
channels

Services Cloud: all customer
services tickets and touch
points in one place

Sales Cloud: all sales
interactions and purchase
history



Integration of Front Office (SAP C/4AHANA) to Digital Core %ﬂ
(SAP S/AHANA) to deliver end to end customer experiences

From Lead to Cash: Delivering what our competition can’t do

identified C /
Eonlldgrr:;[ilfilgd Lead Opportunity Quote Cuostgmer ogrt(;z;(;t Fulfillment Invoicing*
Contact raer Management
SAP C/4AHANA SAP S/AHANA

\ J
Y
End to End ) (2?6
Customer Experience

* Agile billing solution in C/4AHANA

SAP affiliate company. All rights reserved. | PUBLIC 10



SAP C/4AHANA Foundation — Common Master Data

SAP S/4AHANA SAP S/4HANA

ommerC(// Qpply Chain Commerce iE

jé fi / Customer
/ Billing Marketing 1

Sales Sales

Marketlng 1

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

®

Supply Chain

/

Billing
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Leveraging SAP Analytics Cloud (SAC) —our vision

10
= (fiP [

SAP Commerce Cloud

Personalized Shopping
Experience across Touchpoints

SAP Marketing Cloud

Market with Intelligence
in the Moment

Powered by
SAP Analytics Cloud

SAP Customer Data Cloud
Build Customer Trust and Loyalty

Customer 36

@ &

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

SAP Service Cloud

Effortless service experiences
with end-to-end Interaction-to-
Resolution

SAP Sales Cloud

Build Relationships and guide
Customers throughout their
journey

Intelligent Digital
Boardroom

12



SAP C/4HANA %

Platform Services

P N
T —
———

C/4AHANA Platform Services offers a
cluster of several solutions to accelerate our
Suite vision;

« Portal to administer and manage our
Solutions in one stop shop experience

« Suite Orchestration to ease system
provisioning process and onboarding

 Reuse Services and Common ldentity
to bring one single view of our golden
Customer master data and sign on
capabilities

« CDN for good performance experience

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 13



SAP Cloud Platform Extension Factory (powered by Kyma Open Source)

The fastest and easiest way to reinvent Customer Experience

( SAP Cloud Platform 1

SAP C/4 HANA

[ S 4

Other Apps

APIs and Events

Master Data Services
Marketplace (consistent customer
master data)

SAP Cloud Platform Extension Factory
(based on Open Source project “Kyma”)

Core Components
(server-less, message bus)

Benefits ]

Speed and Agility

=
—
—_—
-
e

Low TCO

Connect everything across
heterogeneous stacks

7=

Innovation Accelerator

Openness

Built for the
scaled-up future

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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Open Ecosystem - SAP Cloud Platform @@

1,300+ Partners
with 1,500+ apps on SAP App Center

i
12000 + Customers
5k Integration customers

~ 2010 U4 Increase over last 2 years)

365k Trial accounts

14k Developers use APl Hub

Extend Experience Build Integrate
Cloud & On-Prem People & Data Differentiating Apps, Data & Processes . . .
Apps Digital Apps 60k Live Virtual Machines
== -0 .
- = .
—m Lo i =—_ ] Blweekly zero downtime releases
o I |

17+ | | ] 10K+
: ] @ Managed databases

Data centers 7x24 ml

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 15



2. Embedded Analytics and Machine
Learning in SAP C/4HANA




Real-time Customer
Insights And Decision-
Making Support using
SAP Analytics Cloud




Today Customer Experience tops the Boardroom Agenda
Enterprises request access to live customer data in a Digital Boardroom environment

Customer Success
Service Cloud

Campaign Effectiveness
Marketing Cloud

Pipeline & Forecast Sales Cloud

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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SAP Analytics Cloud and SAP Digital Boardroom

Available Today

Marketing Analytics

Operational Reporting

SAP.
S/4AHANA’

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Digital Boardroom

alelii

Real-Time Customer
Insights

Sales Analytics

Service Analytics

Operational Reporting

I Powered by

LIVE Connectivity ~ SAP Analytics Cloud ODATA API
via CDS

N s N
g /@Eﬁ Operational

data provisioning

%@ i Q

CDS Views & Other Data Sources

19



SAP Analytics Cloud and SAP Digital Boardroom

Future Planning

Intelligent Digital
Boardroom

Real-Time Insights,
mm Actionable Intelligence

Powered by

LIVE Connectivity ~ SAP Analytics Cloud ODATA API
via CDS

Marketing Analytics

Sales Analytics

Operational Reporting

Service Analytics

Operational Reporting

o ;ﬁ& Operational

data provisioning
E:';r ! H
S/4HANA®

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 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 provided 20
without a warranty of any kind, either express or implied, including but not limited to the implied warranties of merchantability, fithess for a particular purpose, or noninfringement.




a IE3

Search ...

Search to Insight

Nothing Searched Yet

Search for answers, discover new insights

: Show Top 5 Sales Managers by Sales
Show Actuals vs Forecast Sales in North America

= Show Sales Revenue for the third quarter of 2017

*the bold text is an example, try names specific to your data.




Reimagine

Customer Experiences
using Artificial Intelligence
and SAP Leonardo
Machine Learning




Reimagine Customer Experience using SAP Leonardo Machine Learning

[y F Py *
= O o - [ @ =
- Buying &  [TOPenely Recognition r " Intelligent onversational Fully Dynamic
Customer Y & procuo Campaign Portfolio Individualized Channel Selection Commerce/ Search Landing Pages

Sustome: Promotions Individualized
P y Optimization Realtime Search & Merch

Intelligent
Scores

Channel TargetGroup - Context ‘ EXPERIENCE MANAGEMENT

o N : -
Affinity . ? E \ D - \L ? Product ﬁ
. - - - Affinities
Best \ Product / Offer smart ‘ CONTEXTUALIZATION, MERCHANDISING, INSIGHTS

Sending Time Customer R c ‘
o ecommendation ampaigns .
Retention Predict Channel Individualized

Sentiment cuslomers with N Preferences Product Sets & COMMERCE MANAGEMENT ‘ SEARCH& |
o Visual/ Image SEO K d
ey high churn risk . \ P ﬁ Recommendations (PROMOTIONS, CART, CHECKOUT.,...) NAVIGATION "gm,hg Cm:",’;,”
Location

& Intelligent Marketing @ Intelligent Commerce °

Conversion ) 4
L — = s Probability
ead =0 Shopping

Adaptive ati vie
‘;n"vemln" prooeem ) \ p . ) H‘? ) Price Prlf?lng ﬁ% Aizluer?r:grfn 'ﬁ Auto-Inventory le?f?sﬁ]ﬁzv‘[;w
‘gl E::A}:(‘J\.“I‘;I\‘::Luu:la T TLre Sensitivity Optimization assignment
Brand Customer
Impact Attribution
Closed-loop performance
across all channels

[+
Engage s Close @n &E Up/Cross- - Measure / Manage &
Sell/Renew Compensate : . Virtual Agents/
L CX Chat Bot(s)
()

‘ - : |
B s 3 -
Intelligent Sales Outreach N B E 4] .
Virtual Assistant Virtual Digits] Sales ﬁ Transaction
.
o

oyl

@ Virtual Assistant @ Virtual Assistant

Field Service

Schedulin
Chat , Conversational Bot “

4
: : Account
Sales
Sme;‘ruspec\ing Cmail Sales Playbook/Guided Selling Sales Performance Predictive Sales & ERP/Commerce/ Support/
M. 't Revenue Forecasting i
Outreach Outreach Cantact | Offer | Content | Activity (Tasks, Calls, Email) ol v Lt Complaint Ticket Intelligence Bretienys

1‘ Recommendations Gatsgorizaton, Maintenance

ERP/"CRM" l Priority
: [E=)
S KM/Service Service Field Service

Account Based Markeling s GLM Customer Customer Product N Parts i
Account Lead *Proposal | eSignature Success H . . ! recommendations Representative recommendations Representative

Targeting Prioritization Order Management

Inte”igent Sal eS Robotic Processing Aut |nt6||igent Service Management

Sentiment Analysis / Er hnologies

Email | Chat Assistant Intelligent Routing
+

Sales Content Management

Prescriptive | Next Best Action | Business Process Management | Intelligent Workflows
10T Servicing / Remote Service Connectivity & Asset Layer

Predictive Analytics | Machine Learning |Conversational Al /| Chat Bot Platform

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC



https://jam4.sapjam.com/groups/bQJK1UGhSYsAhOvdIV0A5I/documents/tiu5upvvuVmhZmV79dAguP
https://jam4.sapjam.com/groups/bQJK1UGhSYsAhOvdIV0A5I/documents/utQc8whG9inc9yCNcyCDW0
https://jam4.sapjam.com/groups/bQJK1UGhSYsAhOvdIV0A5I/documents/MnB1jHdpgOZvJuBAWzjhJ7
https://jam4.sapjam.com/groups/bQJK1UGhSYsAhOvdIV0A5I/documents/AdiuhYNrzTeL8WVm7qpQPZ

3. Roadmap




Marketing S A P Service

Cloud Cloud

C/AHANA

5 Clouds and 7 Suite Attributes

Commerce
Cloud

Customer Data Cloud

H 0

Harmonized End-to-End Business and Master  Suite Intelligence Platform Extensibility Open Ecosystem
User Experience Processes Data Services and Analytics Services and Integration

3

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 25



SAP C/4AHANA
Roadmap Highlights

@ Recent Innovations

|E| Planned Innovations

=

Future Outlook

Harmonized UX

= Flexible, modular Ul design with support for
nonproprietary coding languages

End-to-End Processes
= Integration between CX Clouds and S/4HANA

Business & Master Data Services
= Simplified master data management

= Consent and preference-driven data collection
and transparency

Suite Intelligence & Analytics
= Cloud specific intelligence use cases

= Integration of Marketing, Sales and Service Cloud
to SAP Analytics Cloud

= Build-in analytics in cloud pillars

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

Harmonized UX
= Fiori 3 Design Theme incl. Branding
= SAP C/4 Experience Design

End-to-End Processes

= Lead-to-Cash Process with focus on Discrete
Manufacturing, including C/4HANA and S/4HANA

Business & Master Data Services

= Reusable service for customer master data on
SAP Cloud Platform (golden record)

Suite Intelligence & Analytics
= Further cloud specific intelligence use cases

= Integration of all CX Clouds to SAP Analytics
Cloud

= Board level dashboards

Harmonized UX
= Login Screen (+Branding)

= Cont. harmonization Fiori 3 Design Theme incl.
Branding

= Conversational Ul

End-to-End Processes

= Adaption of Lead-to-Cash Process for further
industries (Consumer Products, Utilities, Retail)

= Further End-to-End Processes

Business & Master Data Services

= Further re-usable services for product, price,
order, etc.

Suite Intelligence & Analytics

= C/4HANA level intelligence services

= Continued enhancements and new intelligence
scenarios within cloud pillars

= Cross SAP C/4HANA content for SAP Analytics

Cloud
26



SAP C/4AHANA
Roadmap Highlights

—>
@ Recent Innovations |E| Planned Innovations —>  Future Outlook
=n
Extensibility & Integration Extensibility & Integration Extensibility & Integration
= Open sourced of project Kyma — the cloud native = Release of SAP Cloud Platform Extension = Expansion of SAP Cloud Platform Extension
Extension Framework for enterprise applications. Factory Factory with support for end-to-end processes
= SAP Cloud Platform Extension Factory (Lab = Cloud Pillar Adaptors for SAP Cloud Platform
preview Program) , the commercial offering of Extension Factory Platform Services
project Kyma fully integrated into SAP Cloud = Intelligent SAP C/4HANA Suite Orchestration
Platform Framework for Enhanced Application Onboarding

Platform Services

= Provisioning/Onboarding for all cloud pillars incl.
Global Portal Integration (C/4 Home)

= Authentication and ldentity Service for Single-
Sign on (Browser + API)

= Unified Application Performance Monitoring build
into our solutions

Platform Services

= First GA of a Cloud Admin Portal with SSO
(Commerce Cloud on Azure) and fully automated
Provisioning/Onboarding

Open Ecosystem

= Exposure of business and platform services
through APIs

= Pilots for ecosystem partners

© 2018 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

= Re-usable Content Delivery Network (CDN)
Service for global performance and scale

Open Ecosystem

= Launch of unified SAP Marketplace to build,
monetize and consume SAP and partner
extensions / applications

27



4. Q&A




SAP Customer Experience

Thank you.



Define your Transformation Journey using SAP Transformation Navigator

w Transformation Navigator FAQ Glossar y

SAP Transformation Navigator

Clear Guidance to Live Business

Create Product Map

Get started on your digital transformation journey

We'll help you choose the right SAP products and
solutions for your digital transformation journey.

g \4 O

www.sap.com/transformationnavigator



http://www.sap.com/transformationnavigator

SAP Customer Experience

SAP folgen auf
f . O in

www.sap.com/germany/contactsap

© 2018 SAP SE oder ein SAP-Konzernunternehmen. Alle Rechte vorbehalten.

Weitergabe und Vervielféltigung dieser Publikation oder von Teilen daraus sind, zu welchem Zweck und in welcher Form auch immer,
ohne die ausdriickliche schriftliche Genehmigung durch SAP SE oder ein SAP-Konzernunternehmen nicht gestattet.

In dieser Publikation enthaltene Informationen kénnen ohne vorherige Ankiindigung geandert werden. Die von SAP SE oder deren
Vertriebsfirmen angebotenen Softwareprodukte kdnnen Softwarekomponenten auch anderer Softwarehersteller enthalten. Produkte
kénnen landerspezifische Unterschiede aufweisen.

Die vorliegenden Unterlagen werden von der SAP SE oder einem SAP-Konzernunternehmen bereitgestellt und dienen ausschlieRlich
zu Informationszwecken. Die SAP SE oder ihre Konzernunternehmen tbernehmen keinerlei Haftung oder Gewahrleistung fiir Fehler
oder Unvollstandigkeiten in dieser Publikation. Die SAP SE oder ein SAP-Konzernunternehmen steht lediglich fur Produkte und
Dienstleistungen nach der MaRRgabe ein, die in der Vereinbarung Uber die jeweiligen Produkte und Dienstleistungen ausdriicklich
geregelt ist. Keine der hierin enthaltenen Informationen ist als zusatzliche Garantie zu interpretieren.

Insbesondere sind die SAP SE oder ihre Konzernunternehmen in keiner Weise verpflichtet, in dieser Publikation oder einer
zugehorigen Prasentation dargestellte Geschaftsablaufe zu verfolgen oder hierin wiedergegebene Funktionen zu entwickeln oder zu
veroffentlichen. Diese Publikation oder eine zugehdrige Prasentation, die Strategie und etwaige kinftige Entwicklungen, Produkte
und/oder Plattformen der SAP SE oder ihrer Konzernunternehmen kénnen von der SAP SE oder ihren Konzernunternehmen jederzeit
und ohne Angabe von Griinden unangekiindigt geandert werden. Die in dieser Publikation enthaltenen Informationen stellen keine
Zusage, kein Versprechen und keine rechtliche Verpflichtung zur Lieferung von Material, Code oder Funktionen dar. Samtliche
vorausschauenden Aussagen unterliegen unterschiedlichen Risiken und Unsicherheiten, durch die die tatséchlichen Ergebnisse von
den Erwartungen abweichen kénnen. Dem Leser wird empfohlen, diesen vorausschauenden Aussagen kein ibertriebenes Vertrauen
zu schenken und sich bei Kaufentscheidungen nicht auf sie zu stitzen.

SAP und andere in diesem Dokument erwahnte Produkte und Dienstleistungen von SAP sowie die dazugehdrigen Logos sind Marken
oder eingetragene Marken der SAP SE (oder von einem SAP-Konzernunternehmen) in Deutschland und verschiedenen anderen
Landern weltweit. Alle anderen Namen von Produkten und Dienstleistungen sind Marken der jeweiligen Firmen.

Zusétzliche Informationen zur Marke und Vermerke finden Sie auf der Seite
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