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SAP Customer Experience

E! Dg Engagement Cloud

Good morning, Alex!

Agentic Marketing &
Engagement:
Personalization Builds
Loyalty

+ Prompt @

Ask a question about email campaigns
I should be verified. Currently English language is supported only. Pleas
Hello Alex,

Name Name
How can | help you?
R O | e R O I e Talk to me naturally. For example, “Generate

Email Content for..."

- Go to Al-Assisted Report Builder

Recently Edited Email Campaigns

Create a segment of first-time New Brand Showcase | Translated | English
buyers from newly onboarded Last edited by Richard - 06.10.2025 11:42
retail partners in EMEA.

@ Seasonal Promotion Savings - Email Campaign

Last edited by ard - 06.10.2025 10:11



i=  New Conversation

Marketing and
Engagement N ©

One more thing
before the day wraps up?

Helping you compile resources and edit along the way.

Create a marketing campaign and creative for our sustainable
running shoes release, targeting eco-conscious shoe buyers.

View full prompt library

"

Marketing &
Engagement

Joule uses Al, verify results.

Let’s work the Al way.




Marketing and Engagement is leading the Al transformation of CX

Customer Experience is leading Al adoption and Agentic Al is accelerating the future, unlocking the potential to
value today triple marketing performance and reach

: : : Scale Productivit Cost Savings
#1 in Enterprise Al Adoption ¥ 8
3x 3x 3x
Marketing Scale Speed Efficiency
& Sa I es 42% Generate and orchestrate Plan, execute, and Continuously
) personalized content optimize campaigns in optimize spend to
Adoption across every channel real time maximize ROI with

less manual effort

66%

Revenue Impact

g KPMG Al Q4 Pulse Survey. + isti
' CLOSED CAPTION: Avoid content in this area for your presentation. This bar will not show up when presenting in slideshow mode.


https://www.bcg.com/publications/2025/closing-the-ai-impact-gap
https://kpmg.com/kpmg-us/content/dam/kpmg/corporate-communications/pdf/2025/q4-pulse-deck.pdf
https://masterofcode.com/blog/ai-agent-statistics

The Engagement Divide

Brands that do not deliver seamless customer experience...
0se customer loyalty and retention

/8%

Of brands say they can not practice
real-time Al optimization in their
campaigns to personalize at scale

CLOSED CAPTION: Avoid content in this area for your presentation. This bar will not show up when presenting in slideshow mode.




Barriers to Al orchestration
Why Al isn’t scaling

% of respondents

Data quality
or availability

Concerns about trust and
compliance

Integration with
existing systems

Lack of internal expertise 37.30%
Change management/readiness 35.30%

Cost of implementation 34.30%

Source: Oxford Economics report

CLOSED CAPTION: Avoid content in this area for your presentation. This bar will not show up when presenting in slideshow mode.




The Shift from Automation to Autonomy

B
1*‘} Autonomous Marketing and
. _~ Engagement

Static implementation ——— Adaptive systems

Role-based ownership —— Shared, outcome-based ownership

Insights

Vv

Autonomous action, agents doing the work

CLOSED CAPTION: Avoid content in this area for your presentation. This bar will not show up when presenting in slideshow mode.



Joule Assistants & Joule Agents

Collaborate with Al agents, automate routine tasks, and execute complex workflows — all with the business expertise and secure

data grounding to act with confidence across every system.

What is a Joule Assistant?

Assistants use deep role and process context to
coordinate Joule Agents and autonomously execute
complex workflows across the business, like smart
teammates.

What is a Joule Agent?

Joule Agents are purpose-built Al agents with deep
business process expertise, accessible through Joule
Assistants, that automate well-defined, multi-step
enterprise workflows so you can get more done.

What are skills?

Skills are specialized, atomic, and deterministic actions that enable
Joule to execute specific, predefined tasks, such as retrieving data or
triggering system transactions.

Example
Marketing Manager Joule Work

User experience

CAPTURES INTENT

Content Assistant

COORDINATES

Visual Asset
Personalization
Agent

Copy Personalization
Agent

Autonomous execution

Product Recommendation

Agent

CLOSED CAPTION: Avoid content in this area for your presentation. This bar will not show up when presenting in slideshow mode.



Drives Audience
4 Definition

Campaign Assistant

| E2E Process covered
by assistants

Designs Automated
4 Journeys

Analyzes Insights

4 & Goals

Marketing Assistant [l Campaign Assistant

Assembles
4 Campaigns

Campaign Assistant

Validates Launch

Creates Content &
4 Personalization

4 Readiness 4

Campaign Assistant Content Assistant

Activates & Manages
Engagement

Campaign Assistant

CLOSED CAPTION: Avoid content in this area for your presentation. This bar will not show up when presenting in slideshow mode.




Autonomous Marketing and Engagement

Deliver context-aware, omnichannel interactions with agentic workflows fueled by real-time data—driving consistent,
personalized experiences and measurable impact.

. . . L 4 = New Conversa tion

Activate Data for Intelligent, Real-Time Engagement

Turn real-time business and customer data into Al-driven

decisions that drive demand, revenue, and retention.

Personalize Every Interaction 4127, ¢

. .. iy » One more thing

Use Al assistants and agents that surface insights, recommend BRI sinca tat 30 6235 s before the day wraps up?

] Calping DU Comiala FeaaeEEA i el Song WY

actions, and execute at scale, boosting conversion and efficiency.

Conversion Rates by Segment

Connect Experiences Across the Business

Drive omnichannel engagement through coordinated agents and
shared context, ensuring timely,

relevant interactions.

evenue >$5M | High Intent

+" Recommendation Hey ! Did you know

Operate with Control and Scale

Deliver consistent, governed engagement across Fun campst oo orstock e e s o st e

brands, regions, and business areas, on a secure, S—— TEREN Kit for better
uls Finance has spproved a margin dscount on this styling and care? Let us know if
extensible foundation. o i i ) youtd like more details!
accert HED

Yes, I'm interested. What
accessories are included and
how to get the kit?

CLOSED CAPTION: Avoid content in this area for your presentation. This bar will not show up when presenting in slideshow mode.



Autonomous Marketing & Engagement

Coordinate and optimize campaigns in real
time with Al-driven planning, activation,

and measurement

Campaign Assistant

Streamline campaign development
Seamlessly execute campaigns across the customer lifecycle to
synchronize planning, activation, and optimization in real time.

Activate data for relevant engagement

Identify high-value audiences, recommend strategies, and drive data-
informed decisions with advanced business directing resources to
where it delivers the greatest impact.

Continuously learn and optimize

Analyze performance, surface insights, and apply optimization to
improve outcomes over time, enabling continuous, data-driven
improvement at scale.

0] (o) 0,

+31% +27% +22%

Campaigns with the Reduction on time spent on Reduction on time spend
same headcount insights and optimization activation

* See Legal Notice on www.sap.com/legal-notice for use terms, disclaimers, disclosures, or restrictions related to this material. In
particular, note all numbers are indicative only.

= Spaces/ Guitar Amp Limited Edition Launch

a a8 ¢ o

Planned Q3 2026 Leam more

Audience Identification
Agent

Campaign Activation
Agent

Campaign Insights Agent ] Brand Governance Agent ]

CLOSED CAPTION: Avoid content in this area for your presentation. This bar will not show up when presenting in slideshow mode.


https://discovery-center.cloud.sap/ai-feature/ecd030e9-59b3-43b4-85cf-260d498912dd/
https://discovery-center.cloud.sap/ai-feature/9bd66628-12f0-46f7-b9d7-ce4ff725a946/

Planned Q3 2026 Leam more

Autonomous Marketing & Engagement

Personalize every interaction with real-
time, Al-driven content that’s coordinated
across channels

E7 engagement cloud o © a0 o @
® < Guitar Amp Limited Edition Launch Email #1 - s © save
Co ntent ASSiSta nt ©> Ooibson - © LightTheme « % Englsh (enus) o
ol o | oo
Accelerate content creation and activation ol o
Generate, personalize, and arrange content efficiently using unified N o
customer context across channels and formats. :

1'd be happy to Jon.

« Bult email using brand approved content blocks.

Personalize every interaction e | LS B e e
Tailor messaging, visuals, and offers using customer and business ‘
context, real-time signals, and Al-driven decisions.

I've also completed an overall brand compliance check
with no issues identified.

Scale with confidence and control - ,  Tone That Commands the Roorn, T~
Execute across regions, channels, and business areas with R
real-time-optimized content that upholds enterprise-grade J

standards for brand consistency, security, and compliance.

Of course! Which channel would you tike to review next?

3 Campaign Check 4 Scheduling

+32% +31% +30%
Reduction in time spent on Assets produced Reduction in external
content creation per month vendor spend
Copy Personalization Visual Asset Personalization Product Recommendation
Agent Agent Agent

CLOSED CAPTION: Avoid content in this area for your presentation. This bar will not show up when presenting in slideshow mode.


https://discovery-center.cloud.sap/ai-feature/ecd030e9-59b3-43b4-85cf-260d498912dd/
https://discovery-center.cloud.sap/ai-feature/9bd66628-12f0-46f7-b9d7-ce4ff725a946/

SAP Customer Experience

Demo

E! Dg Engagement Cloud

Good morning, Alex!

Engagement Cloud Apps

Channels Channels ©
Email Campaigns Mobile Engage

= Joule Al-Assisted Report Builder

+ Prompt @
a question about email campaigns
ied. Currently English langua ported only. Please do not er
Hello Alex,
How can | help you?

Talk to me naturally. For example, “Generate
Email Content f

- Go to Al-Assisted Report Builder

Recently Edited Email Campaigns

Create a segment of first-time New Brand Showcase | Translated | English

buyers from newly onboarded

retail partners in EMEA.

ast edited by Richard - 06.10.2025 11:42

Seasonal Promotion Savings - Email Campaign

Last edited by Richard - 06.10.2025 10:11



Power Unique Engagement

Use Al to remove Keep humans focused on
operational friction first: decisions and creativity:
Automate insight Al scales execution —
discovery, content people drive strategy,
iteration, and repetitive brand, and business
workflows. outcomes.

Autonomous Al
starts with connected
enterprise data:

Disconnected systems
limit personalization and
execution.

RN

+

-

0 B -0

CLOSED CAPTION: Avoid content in this area for your presentation. This bar will not show up when presenting in slideshow mode. »



Thank you!

Contact information:

' b
© 2026 SAP SE or an SAP affiliate company. Allrights reserved. See Legal Notice on www.sap.com/legal-notice for use terms, disclaimers, disclosures, or restrictions related to this material. B rI n g 0 ut you r eSt [ ]
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=¥ Customer Experience

Program after Lunch Break:

Plenary Room The Green Room The Expert Room

17-45 | Versuni Rademaker | SAP Expert Session
. Sponsored by: Acorel Sponsored by: Delaware
i Scaling Global Commerce Discover How Smart CX Strategies and SAP Sales Agentic Marketing and Engagement: Personalized,
Cloud V2 Transform Your Sales Process ‘Omnichannel Engagement That Drives Growth and

ECustomer Loyalty

..............................................................................................................................................................................................................................................................

1325 | Electrolux 'Yanmar SAP Expert Session

i Sponsored by: Channelengine Sponsored by: Aiden | Autonomous Field Sales Execution
' i Live in 3 Months: How Yanmar Europe Unified Sales

Faster, Leaner, Bigger: How Electrolux Grows Marketplace :
i across its Business Teams

Revenue with SAP and Channelengine

..............................................................................................................................................................................................................................................................

14:05 { Hanos . Marionnaud SAP Expert Session
| ' Sponsored by KPS
i How HANOS Built a Future-Ready Content and Commerce Modernizing Customer Service at Marionnaud Autonomous Sales & Services — Al Agents

\ Platform : ; Unleashed

14:35 Break



New Segment Editor
A unified segmentation experience that empowers ease-of-use and efficiency

Access a consolidated and streamlined segment editor
workflow that enhances user engagement and operational
efficiency, while enabling more advanced segmentation
capabilities.

Indudes support for:

Contact segments: use system or custom contact data-
like demographics or language preference -to refine
targeting

Smart Insights segments (7ev/: create segments that
leverage predictive ai and customer intelligence.

Geolocation segments (7ew: deliver hyper-relevant,
location-based campaigns that drive higher engagement
and conversion rates.

Email behavior segments (7en/): tailor messaging based
on user engagement with past email campaigns.

Al-Assisted Segment Description Generator (e now
leverage contact, email behavior, geolocation, and Smart
Insight segmentsto create clear, intuitive segment
summariesthat can be easily identified by teams.

PUBLIC

t:' ',’ Engagevpentcloud

¥ ¢ New Segment Editor

Details

Description

Source

Contact List (optional)

Criteria
Contact
@ Matchall (AND)  ~
Opt-In » Equal » True

+ Add Rule 3 Add Subgroup

——————————————————————————————————

© a @ ®z

© Switch to Old Editor

Target Audience Size

Email Behavior Criteria

Received an email + Any email campaign » In the last 13 months

Geolocation criteria

@ Matchall (AND) ~

« Timeframe: Last 90 days
+ Target group: Home and visitor
* Location

o Marker 1, radius: 50 km

Smart Insight Criteria

@ Matchall (AND) v

« Days since last engagement: 0 - 120

+ Add Rule




Automation Center
Design and execute multi-step and multi-channel customer journeys with speed and agility

Unlock agile marketing automation
Rapidly launch and adapt campaigns with agility with

marketer friendly drag and drop nodes. ET Engagement Cloud

Use customer data and Al to power personalized, ¢ Welcome
cross-channel campaigns

Engage customers based on predicted customer Nodes
lifecycle stage, spend, engagement, channel

preference and more. Search nodes

v Actions

Seamlessly connect multiple marketing channels and

data sources O s
Connect native channels with strategic third-party Decision
providersto execute sophisticated omnichannel € oecison spiiter
campaigns. &) poubte optin
Participation Check
Measure business impact across automated segment
programs and campaigns & riersvien
Understand how automated campaigns are impacting B e
growth and revenue with convenient marketer- B wi

friendly dashboards.

PUBLIC



Al-Assisted Subject Line Generator

Save time on email creation

Just “ask” and Al can easily create subject lines
and preheader copy based on the email content
or simple user prompts.

Create more engaging content

Generate creative copy or improve existing copy
with Al suggestions including personalization
and emojis.

Increase efficiency and scale

Leverage reusable instructions that Al will
respect for a selected campaign to reduce
repetitive work. Quickly scale across languages
and regions with easy, free translation.

Now Generally Available!

PUBLIC

Engagement Cloud

bestrun New Product Launch

= | Email Basics
ﬁ
Subject line

' Your Next Perfect Trip Awaits, £ Book Now!

- &

Prompt Settings

Select Locale Number of Variants

English (United States) v 3

v

Creativity Scale

A higher creativity value typically makes the variants more diverse and creative but might also increase their
likelihood of straying from the provided context.

More General More Creative

Baseline Instructions

We will apply your instructions automatically to subject line variants in addition to your prompt.

always include a platypus

. with new destinations for you to explore,
we think you'll find the perfect trip for a weekend getaway.

need [BEIVESEITERRLILIER LIS points to hit gold status
BestRun_Wallet_Voucher_test - Google }i

Recommended for you




Al-assisted Report Builder

Create bespoke reports on the fly using simple prompts

Streamline reporting to accelerate your strategy

Ask for the insights you need, let Al do the rest. Use natural
language queries to quickly generate on-demand reports based
on key attributes like campaign type and category.

Track performance with greater efficiency

Save time by tasking Al to deliver monthly, customizable reports
or dive deeper into your data to understand performance
issues, compare results, and make informed business decisions.

See your data, your way, with flexible reporting

Go beyond standard dashboards with flexible reporting and
filtering options that allow you to view and organize your data in
different ways based on your business needs.

Updates in Q4 2025 release:

Enhanced user prompt understanding to reduce friction and
increase efficiency

v Multi-language support
v Increased typo tolerance

v Recognition of named dates
(e.g., “Black Friday 2025”)

Improved question handling for quicker, more relevant
suggested proposalsto user prompts

PUBLIC

ET7 Engagement Cloud

" Al-assisted Report Builder

=
~
= Your Question

What are the Sent, Delivered, £

Date Range @

By 04-01-2025 — 04-30-2025%  “toevriiieniiieeiieeieeannnns

& past month?

Same Period Previous Year

S en t Bounced

142,568

14,304,456

Compared to: 14,036,630
1.9%

+ Regenerate Report

opened ¢ Unsubscribed
2,121,628 8
——= 106,086

Compared to: 107,388

-0.2%

-1.2%

2]

e a @ 0Pz

1 more Export Report

Edit Question

Collapse ~



SAP Joule Assistant for Marketing

Transform workflows and supercharge productivity with a conversational Al-powered assistant

Find the answers to your questions without searching
Receive intelligent and accurate information to your questions about o

how to perform a task or use the system to save time digging ey e e
through documentation or waiting on support. A | ) DocTeeticAmall oo (R
= (] Blocks
Get intelligent suggestions to speed up your entire workflow 8 . ampmm—
Need inspiration for new segments, content or campaigns...just ask e . T — Emarsys Al Assistant
the SAP Joule assistant and receive recommendations to get started. a Ol = (@) Wt of bock woukd yu e o enerne?
@ & ddablock highighing 15% ncentive
Access expert knowledge for advanced personalization & [l g | omeas o
Let SAP Joule help you create ESL scripts or improve existing "
personalization scripts. @
o
Flexibly query your data for quick insights % .
Ask for updates about performance or activity without needing to " o :

know the underlying data schemas and let the Al interpret your
request.

Start any task from any screen

Eliminate the need to navigate to the correct menu to begin your
work with an Al assistant that’s available at a click.

PUBLIC



Retail, e-comm A
ty

20% Uplift in repeat puchases

5x Increase in revenue from email

+22% YoY conversion during key
campaigns

50% Growth in CRM database in 6 months
using Web Channel

“We wanted to make sure the experience of
the brand would be consistent across
channels, whether it's outlet, wholesale,
hotel, retail, or e-commerce. Whichever
channel the consumer visits, they see our
product categories the same way in the
aisles as they see online, so consumers will
never get confused. They’ll get a more
seamless experience.”

Naresh Krishnamurthy
Senior Manager, Business Transformation, Cosmetics
Molton Brown

Molton Brown MOLTON BROWN

EMEA N - United Kingdom Molton Brown is a British luxury fragrance, bath, and body brand, known for its
SAP Engagement Cloud Yibrant scents, "Made in England” quaIity,. and pionegring ethi.cal stance since
its 1971 London founding. They create unique sensorial experiences for bath,
SAP Commerce Cloud Co : . A
body, and home, sourcing fine ingredients and focusing on individuality,

sustainability, and rich, memorable fragrances.

Web Site
https://www.moltonbrown.co.uk/

Business Challenge
+ Eliminating data silos and unifying the customer view: Molton Brown faced fragmented e-commerce, ERP, and supply chain
systems, limiting visibility across touchpoints and hindering seamless, personalized luxury experiences.

+ Orchestrating behavior-driven, omnichannel lifecycle programs & enabling faster go-to-market campaigns: Legacy technology
reduced agility, making it difficult to launch targeted campaigns quickly or respond to customer behavior in real time.

+ Increasing purchase frequency and retention: Without integrated, real-time insights, Moton Brown struggled to drive repeat
purchases and deliver consistent engagement across online and in-store channels.

Business Outcomes
* Created a truly luxurious omnichannel journey: Molton Brown launched automated lifecycle campaigns, including welcome,
birthday, friends & family, replenishment, and abandoned cart to drive long-term loyalty and retention.

* Reached the right audience on the right channel at the right time: With SAP Engagement Cloud, the brand delivers personalized
engagement across email, SMS, and social media, increasing opens and revenue.

* Accelerated growth through actionable insights: Using dashboards and analytics, Molton Brown achieved triple-digit YoY email
revenue growth, a 5x increase in email revenue, and 50% CRM database growth in six months.

* Increased purchase frequency with smarter targeting: Data-driven segmentation and lifecycle optimization led to a 22% higher
average order value and 37% increase in purchase frequency among key customer segments.

22



E-commerce, r
Produc gy
Solutions

60% Increase in revenue
48% Growth in active customers

58% Increase in email open rates

142% YOY Increase in customer win-back
from a single campaign

“SAP Engagement Cloud excels in
automating customer journeys and
providing deep insights into customer
behavior. The platform has transformed
our approach to marketing by emphasizing
data-driven decision making.”

Membership Operations Dep artment
EcoFlow

=CorLouw
EcoFlow

Global

SAP Engagement Cloud EcoFlow is a leading portable power and renewable energy company founded in

2017 that develops portable power stations, solar panels, and smart home
energy solutions. Designed for off-grid, outdoor, and home emergency use,
their products are known for fast-charging, lithium-ion technology that provides
reliable power.

Web Site
https://www.ecoflow.com/us

Business Challenge

Fragmented customer data and no centralized source of truth prevented EcoFlow from building unified customer profiles, generating
actionable insights, or accurately measuring performance attribution

Lack of Al-driven insights and behavioral segmentation limited the ability to predict preferences, optimize targeting, and engage customers by
lifecycle stage

Basic email tools and limited automation capabilities restricted scalable, data-driven engagement and forced reliance on mass-blast campaigns
that weakened personalization

Inability to deliver timely, relevant omnichannel experiences at global scale (140+ countries) constrained growth and consistent customer
engagement

Business Outcomes

Al-powered segmentation and unified customer data enabled scalable personalization and smarter, data-driven decision-
making across four global regions

Automated, predictive lifecycle journeys accelerated e-commerce growth and increased repeat purchases

Integrated omnichannel engagement (email, SMS, web, push, WhatsApp) reduced reliance on paid media while improving
campaign performance and revenue attribution

GenAl-driven efficiency and advanced analytics streamlined content creation, optimized deployment, and contributed to a 2630%
revenue increase



IVIithS O n I i ne M eta IS OnlineMetals.com

NA - Washington OnlineMetals is a world-leading eCommerce metal and plastic supplier,
specialized in cut-to-sizes, small to medium orders. Online Metals was acquired

SAP Engagement Cloud by thyssenkrupp, enhancing its capabilities and expanding its reach in the

SAP Commerce Cloud

c ; industry.
3x Increase in profit over three years SAP Commerce Marketplace Management by y
Mirakl
2x Growth in revenue over three years
Web Site

https://www.onlinemetals.com

“By enabling SAP Engagement Cloud on .
our websites, we've been able to offer Business Challenge
unique and customized experiences so that

+ Legacy e-commerce environment lacking functionality and scale to handle product customization demand and

we can better reach and talk to our .
frequency required by customers

customers at the right time, at the right
place, with the right message. We can see
customers engage at a higher rate of
conversions or average order value or even
more traffic because they're more willing .
to look at more pages on our website.” Business Outcomes

* Need for a consumer-grade buying experience for complex B2B products

* Integrated marketing solutions for better understanding of its customers with SAP Engagement Cloud
Greg Raece * Delivered personalized, real-time customer engagements with resonating marketing messages
President, Online Metals

*  Built a data-driven e-commerce ecosystem, enabling personalized B2B shopping with SAP Commerce

*  Created smarter recommendations, real-time support, and expanded access to hard-to-find materials
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