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SAP Sales Cloud V2 — some of our priority innovation themes

Industry-Tailored

Continue to enable selling into

product/mining, manufacturing,
Consumer Products and Retail etc.

SAP Intelligent Sales Execution - S/4 + CX Connectivity
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ORDER CONFIRMATION .

Connected

End-to-end connected selling with
traditional industries of strength — mill S/4HANA Public Cloud and lead-to-

order processing.

EXTERNAL

Insightful

Continue to Infuse Al in selling
processes for insights, productivity

improvements and automations.

Adaptive

Enhanced workflow, extensibility

and customization functions.

Embedding of CX Al toolkit.




Business Al in SAP Sales Cloud
Enable efficiency by infusing Al at every step of the process

Campaign to lead e Opportunity to quote e Order to cash e Retention and expansion

- Lead booster with external
insights (Generative Al)

- Lead scoring
- Sentiment analysis

- Prospecting e-mail
generation (Generative Al)

- Discovery questions
generation (Generative Al)

- Duplicate detection
- Intelligent segmentation

Currently under general availability

EXTERNAL

- Opportunity win prediction
- Close date prediction
- Cross-sell and up-sell

recommendation

- Text intelligence

- Relationship intelligence

- Mobile sales assistant

- Opportunity summary

- Meeting summary and follow-

up

- Playbook recommendation

- Price optimization

- Predictive forecasting

- Visit summary (Generative Al)

- Predictive product

proposals

- Price optimization

- Promotion simulation

- Predictive alerts

- Order simulation insights

(Generative Al)

- Account summary

(Generative Al)

- Contextual smart actions

with smart Q&A

- Timeline summary

(Generative Al)

- Churn prediction
- White-space analysis
- Revenue optimization

How can | help you?




Service Cloud V2 — some of our priority innovation themes
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Industry-Tailored Connected Insightful Adaptive

Deeper S/4 Integration Increased Gen Al adoption and use Drag & Drop Case Designer
of Al for Automation Contextual Forms

Utilities

Consumer Products... Field Service management

Extend to partner ecosystem

Initial SuccessFactors Integrations Joule Agent and Voice Assistance

Intelligent service resolution
Ecosystem solutions and customer experience connectivity

- S
Issue tO. . ke v Q m mw S/AMANA
resolution... A SAP BTP an partals . Bl ¥ e

Issue &/ Issue logging Knowledge

Issue Classiled based  Rec

Smart Actions Al Tools

468  Mira Bothman
< 0 \ ]
" Kixo

0 SOurce, Al logic -

- ‘e R Vo
- Service - SAP Fleld Service PP Service - SAP S/4HANA $500 $450,0000 24
o~ Management. SAP S/4HANA Cloud, Cloud and SAP
’ o 3o and SAP Digital Supply Chain C Sustesaractom seltiens Last Order Total Spend Total Order
@ C Resolution L Commitments R Summary Details Segments
C R nt ce pro Jate Mira is an |T executive at Kixo Software and has been
eF with the company for Gyears. She lives in Porthsmout,
'v""f)',":,h“‘]ﬁf::,f‘, NY. She is an internal Kixo champion and reports to Meg
eliver ed -U».p.an-. resoluton m - - Stevens. She attended the IT-NYC conference on July
All - SAP BTP, SAP 28th.
SAP Field Service Service - Solutions from Analytics Cloud, Joule,
Management, SAP S/4HANA SAP sedl Quattrics and AP Signavio solutions Email: Vibration Issue for Machine MA-2839
Jan 22, 2023
The sender is requesting for support with vibration

Cloud, and SAP Sales Cloud
- C Confirmation Survey i

problems on the MA-2838 machine. Technicians have
taken a ook but have failed to deduce the issue.

Customer

Upsell 2
- teedback

Invoice settied

R

‘What is the warranty on MA-28397

EXTERNAL
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““'SAP Has A Market-Leading And Unique View Of Service Software

T WG

Employees

/

SAP End-To-
End Service

Shared Service Center /_ Suppliers P
Finance | Business Service Area UG i ssE)e : ervice

Service Service eivery
Human Resources T (Servitization)

Customer Service (— — Customers | | |
Compliant Handling S
S | saP soltion Service ,
Other Scenarios | GREL ‘ > Cloud FSM ESM Multiple

Other
Stakeholders

Issue-to-resolution and outcomes deflection framework

F_ng,—;\gement channe,s

T E-mail
eams Cost to serve mai

Pain points & challenges

Portal loT

Productivity Challenges

Duplicated Processes SAP Sales Cloud

. . asAslist service SAP Service Cloud Machine
Inconsistent & Complex Experiences SAP Commerce Cloud
SAP Customer Data Platform N
1 171 i i SAP Field Service Management In person
nght SIZIng your organlzatlon Phone  Low SAP Enterprise Service Management service High  Monitor
H H Peer assisted Optimization
Lack of Intelligent Recommendations R T
Need for Cost Reduction Cloud ERP
Ecosystem Finance | Human capital management | Spend managementand businessnetworks | Manufacturingand inventory
solutions Advance analytics

Extensibility with SAP Build Business Technology Platform o sap analytics Cloud



Business Al in Service
Drive process efficiency through continuous learning

From reactive... ...to proactive

Inquiry Agent assignment Potential Communication Case resolution with

and alert and case pre-analysis solutions through interactions customer satisfaction

( ) Continuous Learning 'QQ; Machine Learning Artificial Intelligence (Al) C ) Continuous Learning

- Case categorization

- Case type determination

- Case topic analysers

- Contextual search

- Entity extraction

- Language detection

- Priority prediction

- Profanity check for
agent replies

- Similar cases

EXTERNAL

e - Agent assistance
- Auto-generated e-mail
- Case summarization
- E-mail sentiment analysis
- E-mail template
- E-mail translation
- Knowledge-base creation
- Next-best action
- Q&A with smart

knowledge base

- Recommendations
- Similar case

recommendation



Thank You

Contact information:

P. Anthony Leaper Steven Kirby

SAP SVP Sales and Service Product Management SAP SAP Solution Advisor Expert

anthonyleaper @ LinkedIn: steven-kirby-36ba695 @ Linkedin:
https.//www.linkedin.com/in/anthonyleaper/ https://www.linkedin.com/in/steven-kirby-36ba695/

© 2024 SAP SE or an SAP affiliate company. All rights reserved. See Legal Notice on www.sap.com/legal-notice for use terms, disclaimers, disclosures, or restrictions related to this material.

.7 Bring out your best.
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