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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, fithess 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.
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SAP Leonardo powers enterprises with intelligent technologies for every
business process, to create better outcomes

Extend

Industry Innovation Kits

Pre-integrated capabilities
that accelerate solving
critical industry problems
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Embedded

Industry
Intelligence

Innovation
Kits

Open
Innovation

v

Optimize

Embedded Intelligence

Intelligent technologies
like machine learning,
Internet of Things,
blockchain, and analytics
embedded
in the applications

Transform

Open Innovation

Best-in-class innovation with
intelligent technologies
powered by the SAP Cloud
Platform
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Machine Learning will reinvent Businesses

60%

Of human tasks will be
automated by 2025

Process Automation

Full automation of business processes, from HR
to payments processing, to workflow approvals
for purchase orders and sales execution

Next—gen UX

User experience based on voice, vision and
messaging will replicate how people interact in
real life and increase business productivity

Q7%

Image recognition accuracy today
(better than human rate 95% )

95.1 %

Speech recognition accuracy today
(better than human rate 94.1% )

$18B

Enterprise Machine Learning
Market by 2020

139

Dynamic Analytics

Proactive analysis of new data types and
discovery of unfamiliar patterns that provide a
new level of insights
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How SAP Leonardo ML helps to deliver the Intelligent Enterprise

SAP4

77%

of the world'’s
transaction revenue
touches an SAP system

Industries

lines of business

business network

@ The world'’s largest
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Open and flexible
building blocks

Intelligent Applications

ML &
Project
Data

Intelligent

sational Al Process Science

Conver-

Automation Platform

On SAP Cloud Platform & SAP HANA

Business Outcomes

ﬁ| | I Increase revenue
% Re-imagine processes

Quality time at work

Customer satisfaction

Enabling innovations
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Machine Learning embedded in SAP Applications
70+ new intelligent scenarios planned until EoY*

Fraud

Smart
Campaigns

Detection
Dispute Intelligent
Optimization Transportation
\ Quota Automatic Cockpit
Optimization Floor Plan
Extraction
Root Cause
|nte||igent AnaIySiS with ML
Negotiation Predictive
Sales Engineering
Automation Asset Insights Smart Defaults
Maintenance Variant in MDM
Customer . Optimization _ Configuration
Behavior Analysis NIRRT Detection of Analytics
Pl’edlctlve non m0V|ng
Sales Capacity Warehouse Maintenance S i Auto Approval stocks
. . . ourceo
2 Customer Planning Resource Shift Planning Supply LAl o Next-generation Al
@ Experience Orchestration Defect Cod Automation Flight risk enabled hiring
P Fingerprint Automation Iil?oCtosce)ul © Wrong Evaluation
BEE  Manufacturing Analytics Image-based P Timesheet
Car 2 & Supply Chain Accruals ordering _ Onboarding detection
C Detect Abnormal Prediction nt 'de"l‘ﬁ'_fyl X Recommender : ot
. Liquidity Items Recommend nternal Talen xpense Bo
%’ Digital Core In-app similar Supplier Risk Policy Bot
220 People Career Path assistant EaE e _ Supplier Modelling
m Engagement Recommender Sourcing Deduplication &
—_ Sentiment Price forecasting Recongrr]];ie:edatlon Enrichment
Analysts SAP Cloud Platform

Network & Spend

Management Buying

Data Intelligence Conversational Al Internet of Things Analytics

*Subject to change
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Missed customer service time window

Service tickets (157)
Normal 6821 Missed appointment by your service team Open
Normal 6822 Problem Open
Normal 6823 Fridge app OS version Open
Normal 6824 Fridge door does not close properly Open
Normal 6825 Missed appointment by your service team Open
Normal 6826 Fridge door does not close properly Open
Normal 6827 Need help for Wi-Fi connection Open
Normal 6828 Do you really care your customer? Open
Normal 6829 Missed appointment by your service team Open
Normal 6830 Could not open door Open
Normal 6831 Fridge app OS version Open
Normal 6832 Missed appointment by your service team Open
Normal 6833 Fridge door does not close properly Open
Normal 6834 Strange sounds Open
Normal 6835 Problem Open
Normal 6836 Need help for Wi-Fi connection Open
Bob ) Normal 6837 Fridge app OS version Open Jen )
Customer Service Normal 6838 Missed appointment by your service team Open Customer
Normal 6839 | cannot wait any longer to receive my fridge! Open

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



Solution! SAP Service Ticket Intelligence

Billing and payment queries Ticket 6833 . ﬂ

oo bt ~ )
'I'egg;r:itgly:Support

B e n n y y Top Recommended Solution:

B||||n en Uil’ » Faulty fridge door
) i i » Faulty d t Jeff,
expert Product returns tickets aulty door magne .
Field Agent

p,

High-priority complaints

Bob, Jen,
Customer service Customer
champion
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Intelligent Customer Service — Entire Journey

“ Agent
— Ol

Common Ticket Comes in Ticket is Ticket is Processed Ticket Insights
questions More complex Created Manual or rule-based .
Customer submits inquires require Created based on solution assigned to .
questions via virtual human ac}lon . received PYTTTIRY different queues or :
representative Customer's questions information and : teams. ) :
Chatbot addresses come in through omni- customer profile : Identify resolution H :
most common channel : manually by searching : ' :
requests . similar tickets and KBAs. : ; H
: : Ticket Closed
Log support
. : information
v Collect feedback
H Trigger billing
Solved? I:—.—j Solved? :
No Yes :
Rework the ’ ‘
Ticket
Customer provides . .
new information Commuplcatlon
Resolution
Reply to customer through
original incoming channel
Conversational Al Ticket Comes Ticket Is Created Ticket Is Processed Resolution
Natural language in Ticket classification/ Similar tickets Errors hotspot Recommended
processing OCR prioritization Solution detection response
Any time, any device, Voice-to-Text Entity extraction recommendation Aggregated tickets
any language Image Auto-assign ticket Knowledge graph insight
recognition Predict completion time

Of customer support interactions will be
digitalized or occur in online
communities by 20183

Improvement in customer profit margin
in companies with best-in-class
customer experience management!

Of business cite improving customer
experience as their top priority?

Sources:

1. SAP Center for Business Insight 2017 calculation based on Aberdeen Group's study “CEM Executive’'s Agenda 2016: Aligning the Business Around the Customer.”
2. “ACustomer-Obsessed Operating Model Demands a Close Partnership with Your CIO, “Forrester Research, April 2016.

3. “IDC FutureScape: Worldwide Social and Customer Experience 2017 Predictions, “IDC, Doc #US40342515, November 2016.

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



SAP Service Ticket Intelligence
Accelerate customer service in an omnichannel front office

Service tickets ?lloollc% Classifications
Knowledge base 10178 Resolutions
articlest O1101 Routing

Machine Learning

SAP Service Ticket Intelligence automatically processes customer
Inquiries to deliver best-in-class customer service.

Improved service response Enablement of customer service

times with automated I e il TQ’AP SEMIGE to scale with increased digital
. Cloud reduced time to value : :
processing interactions

*SAP Service Ticket Intelligence does not replace knowledge management solutions.

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL
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Accelerate customer service in an omnichannel front office

Customer Reference

Pre-Processing E-mails Automatically Gives cc energie Time to Focus on Serving Customers

Genergie

united competences

Business Problem 4

AR

Customer interaction centers are faced with an
increased volume and speed of customer interactions
from rapid digitization. As a result, the service agent
now has to manage much more interactions, at the
same time having to meet higher expectations in terms
of response times and a seamless handover across
interaction channels.

Solution & Benefits &

With Service Ticket Intelligence customer service
agents can minimized repetitive tasks and focus on
tasks that create value to the organization.

Service Ticket Intelligence automates the classification
and processing of customer service requests — whether
they are submitted by phone, e-mail, the Web, or chat.
The application uses machine learning models to
categorize customer inputs from a variety of channels
into internal service groups. It also suggests service
proposals, helping to resolve issues faster and improve
service outcomes.

SAP Solutions Involved %

The following SAP solutions are part

of this use case:

- SAP Leonardo Machine Learning
Foundation

- SAP Service Cloud Enterprise
Edition or SAP CRM or SAP
S/4AHANA Customer Management

Integration

The use case can be consumed using one

of the following two options:

- Native integration with SAP Service
Cloud Enterprise Edition

- Integration with SAP CRM using the SAP
notes 2646975, 2506240 and 2673363

- Individual integration with any other
ticketing solution

Service Ticket
Intelligence

-~ 0 -

/7
m Classification

@ Routing
'] Similar Tickets

R(R(R(K
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Customer Service
agents

Resolve customer
issues faster

— Q0§

. Increase customer
[7] Less repetitive tasks . .
satisfaction
[¥/] More time to add value
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Automated Shared Service Framework

Business Problem 14

AR

Shared Service Centers in organizations are often a
multi-inbound channel for internal and external
standard inquiries about various topics, such as when
an invoice will be paid or a confirmation of a service.
Therefore, this Shared Service Centers experience
high workloads with queued worklists.

With Service Ticket Intelligence the service category of
the incoming inquiries can be predicted and the inquiry
can be routed to the right processor for the predicted
service category.

For standard inquiries, such as the request for
information on the status of an invoice or an address
change, Intelligent Robotic Process Automation can
fetch those inquiries based on the inquiry
categorization and process and answer those inquiries
automatically.

Inquiries that cannot processed automatically are

Solution & Benefits \&

SAP Solutions Involved %

The following SAP solutions are part

of this use case:

* SAP Leonardo Machine Learning
Foundation

* SAP Leonardo Intelligent Robotic
Process Automation

* SAP Shared Service Framework
for SIAHANA

Service Ticket
Intelligence

routed to a service agent.

o—

IRPA Bot

Go to system XY

@ AP - Status Invoice
AP - Dunning
—

Fetch Bot Requests

Open transaction

AP - Bank Details

ROR(R(K

/7
E Classification

Search for invoice

i ||

[7] Routing AP - Address Change

_,%.,

&
Dal
el
\/

Get status

[V] Similar Tickets

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

Compose Mail

NENNEE

Update ticket

Integration

The use case can be consumed using

one of the following options:

- Native integration with SAP Service
Cloud Enterprise Edition

- Integration with SAP CRM using
the SAP notes 2646975, 2506240
and 2673363

- Individual integration with any other
ticketing solution




What happens during model training?

50

Model is initialized
based on the categories
found in the labels.

csv file upload via
C4C with
and labels

Data is split into training

and validation sets in
5:1 ratio.

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL
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Training Set

Validation Set

Model training process automatically runs iterations of

model training and validation to optimize the
classification results across the categories found

1 Train model

Model

Validate model by 3
comparing true and
predicted labels

True 4 Predicted
labels labels

13
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Integration
SAP Cloud for Customer and SAP Service Ticket Intelligence

L. L. L L Historical customer problem

Training oo 124 =4 EA = descriptions, service category, _ _ .
process % and related resolutions, (for Machine learning training

=1 =1 =1 = example, KBAs or useful links

Incoming customer service tickets
=3| 1=8] |=9) |I=2

Inference Run service ticket

classification service and

. solution matching service

—] |= Ez % Service category proposals and
— recommended solutions*

process

Recommendations in solutions
center for the service agent

*Based on similar historical questions

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL 15



Pre-Processing E-mails Automatically Gives cc energie Time to
Focus on Serving Customers

cc energie implemented the SAP® Service Ticket Intelligence application, part of SAP Leonardo Machine
Learning, to analyze e-mails and identify which action to take such as pushing to high priority or
forwarding to the relevant person. This pre-processing ensures communication is handled in the fastest
way possible, helping the company maintain excellent customer service.

+ Faster processing of incoming emails with Al and automated processes for sorting and forwarding — thereby also
saving time for team leaders who previously managed and distributed these manually.

+ Easier classification of communication due to machine learning capabilities that identify language and keywords
such as “urgent”, “complaint”, or “CEQO”. Accuracy is tested and adapted on a monthly basis.

* Increased data volume on customer communication that will help with reporting, complaints processing, and
further developments in the future.

+ Further scope identified for use of these tools in other departments beyond data science, such as reporting and
for input of paper communication.

+ Simple implementation and support as part of SAP Early Adopter Care program, with expert knowledge, access
to development departments, and guidance on solutions that would integrate well into existing SAP environment.

“These tools have opened up new possibilities for us. And, with SAP Early Adopter Care,
we had all the support we needed, from preparing data, to training, and beyond — we
couldn’t have done it by ourselves.”

Mihaita Marinescu, SAP CRM Architect, cc energie sa

ener! ]ie cc energie sa Industry Employees  Featured Solutions and Services
Murien, Nidau, Utilities 148 SAP Service Ticket Intelligence, SAP Customer THE BEST RUN
united competences. Solothum Engagement, SAP | 0, SAP Ad

Switzerland

VW ccenergie ch




Engagement options

Ready to Ready to
=
Avallable features in roadmap New features/integrations in roadmap
As integrated functionality in SAP Chatbot for automated responses
Cloud for Customer, enterprise Use cases combining Leonardo functional
edition services with Service Ticket Intelligence

As a prepaid cloud subscription
based on number of records (service
tickets) processed on SAP Cloud
Platform

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL 17



Contact information:

Jana Wuerth
Solution Owner SAP Leonardo ML Applications
Jana.Wuerth@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/copyright for additional trademark information and notices.
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