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The beginning of better.

Welcome to

From Vision to Lead-to-
Cash and Issue-to-
Resolution

Summary

Actions taken:

Next steps:




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, fitness 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.

© 2026 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 .
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Campaign

11 Days in Lead Phase

Engagement

Engagement Score

Insights

), Guided Selling

Inquiry

Account and Contact

Kixo Maggie Smith
‘:, 780 MS  Procurement

Here are something you can do (10)
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Planned (8)
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$50,000 $128,620 1

Leave in 10 mins

Safara Customer site visit

09:30 AM 0AM o S117W

w Open Appointm
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A Revolution in CRM:
From Monoliths to Hyper Modern Microservices

g

* No Downtimes -

e Downtimes e Super Fast lnnovatlon

e Slow Innovation

e Al Infused in Every Step of the Process



Why Build a True Cloud-Native =
Microservices CRM?

“eCommerce Peaks W s i . .Streaming Spikes:
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e Traffic surges 100x within minutes |

= amazon | sock i oo T NETFUX‘

s Millions of transactions per hour

‘e Zero tolerance for any downtlme ,
B ~ \ - "

’ Elastic scaling required
in seconds, not hours

Why SAP’s Mlcroserwces CRM”

High Scalability Zero Downtlme | API-First Ecosystem
& Performance ¥ /High Availability ‘ Integration

‘ Handle massive traffic splkes § . Ensure constant uptlme, o » Easily integrate with your
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NEW
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The new SAP.
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© 2026 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 .



Sales & Service Version 2 Live Customers
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Our Vision | Connected Selling

Sharing real time data Sharing real-time data and insights across the entire organization

SAP Sales Cloud SAP S/4HANA SAP Sales Cloud

Customer Acquisition Sales Operations Post Sales
2 o 9 6 .9
2 =
I3 & $ 3 @
ACCOUNT PLANNING ~ LEAD & OPP MGMT CONTRACT ~ ORDER cPQ CUSTOMER SUCCESS PLANS &
MGMT MGMT OUTREACH ENGAGEMENT
D ? : @ @ 1=
$ =% L - R/ &
MOBILE SALES COACHING QUOTES & ORDDERS PRICING LogisTics  INVENTORY RENEWALS ALERTS OMNI CHANNEL
MGMT SUPPORT
& Tae -
® ) S %
SUBSCRIPTION DIGITAL SELLING
SELLING B;:—[\'j—g}‘\j%é‘ CROSS & UPSELL

Al driven insights, agents and workflows

Business Technology Platform

a1 Data & Analytics (@ Business Al Y= Integration Suite Extensibility £ Automation

INTERNAL — SAP and Customers Only 11



Embedded Intelligence in the Selling Journey

Al Only
a:g Automate to Improve Lead Qualification

Al/Human
[ I [ [ -

ool

Al A
Lead Signals Agent Duplicate Detection Lead Assignment Agent Lead Booster Agent Lead Intelligence Account Synopsis Email Draft Recommendé gent
uncovers and creates Agent Removing Routes lead to Enriching with Agent Assistant Content rich email Al/Human
initial Account/lead duplicate records. best seller customer & product Takes a Lead to To help prepare the correspondence Collaboration
details Opportunity if valid Sales Rep
<. ......NLP Sentiment Classification.................NLP Sentiment L’$ﬁ Elevate Sales Efficiency
Classification .. , .
© 2 : (= o o
Deal Intelligence Agent  Business Text Forecasting Assistant Deal Manager Assistant Product Recommendation Business Interaction Business Interaction
@ Predict if an opportunity Intelligence Helps sales teams and Updates deals with Forecast ~ Agent Maximise Cross Assistant Assistant
can be won or lost Identify Insights from  especially managers in category, close datetokeep  Sell and Up Sell Auto Generates Post Prepares you for
text interactions generating accurate forecasts the systemalways updated Meeting Briefing Meeting
[J
| $) Close More Business Effectively....... NLP Classification .. .. .......... NLP Classification. ... .. .. §f Touchless Customer Max Attention
(2 O © z -0 - --0—>
: . : : . : Sales
Sales Order Business Interaction Business Interaction Order Processing Agent Order Monitor Agent Health Check agent Assistant
Summary Agent Assistant Assistant Converts Quoteto Order Proactively informs order Checks customer
Optimal order pricing Prepares you for Auto Generates Post and handles the process issues (delays, stockouts) by tickets, ongoing revenue

proposals your closing visit Visit Win Briefing analysing inventory and

SRS and flags exceptions
mitigating risks

12



DEMO # . -
Al-Augmented End-to-
. ~ End Lead-2-Cash


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

Assistant and Agent Overview

4+ Deal Qu;lification
Assistant

* Sales Lead Qualification Agent
* Lead Routing Agent

* Sales Engagement Agent

* Lead Conversion Agent

4+ Sales Assistant

* Deal Manager Agent

* Meeting Planning and Insights
Agent

* Email Insights Agent
* Pipeline Risk Analysis Agent

+ Deal Closing Assistant

% Quote Creation Agent
* Sales Pricing Agent
* Order Automation Agent




Service Management Solutions from SAP
Delivering a Unified Service Resolution

SAP Service Cloud SAP S/4HANA SAP Field Service Management

Customer Service Service Operations Field Service

SRS £ 8 C 4 @
= o) it ) g @ D
Chat  E-mail 10T Phone Quoting Repair ~ Maintenance Installation Dispatching Confirmation Mobile
B g2 &

Gl o

@
s @ Q L o &
Crowd Self Smartforms

Contract & Spare Billing &

Ticket SLA & Timeline& kB Warranty Ports Finanse

Entitlement 360°

SAP Asset Performance Management

( @
Predictive Service ooo Asset Health Asset Performance

PUBLIC




Embedded Intelligence in the Service Journey

mmm = Al Only

AI/Human'
0 Q & 0 ° Collaboration
I S . I S S . IS S . I S . —— >~
. . — . L \ e Al Agent
Business Information Duplicate Detection Case Categorization Case Topic Analyzer Case Type Determination
Extraction Agent Agent Removing Agent Agent Agent \ Al/Human
Converts inbound duplicate records. Automatically Analyse Case Determines the best Collaboration
correspondences to a case categorize inbound Content and identify Case-Type for resolution
correspondences trends '
......Machine Translation. .. .. ... Machine Translation .. .. .. .. Machine Translation........ /
Sentiment Email Draft Agent Similar Case Registered Product Account Synopsis
Analysis Agent Expedite compliant Recommendation Agent Summary Agent Agent
Analyse sentiment to correspondence delivery Speeds up resolution Full visibility into To help prepare the
optimize prioritization registered product, Service Rep
warranties etc.
. . . . . . SAP
......Machine Translation. .. .. ... Machine Translation .. .. .. .. Machine Translation..... ... C X
Al
. . . . . . Service
Case Interaction Email Draft Agent Profanity Check Agent Promotional Offer Agent Case Resolution SummarKnowledge Creation Assistant
Summary Agent Expedite compliant Checks mails for Upsell, or Loyalty Reward Agent Agent
Identify key insights to correspondence inappropriate wordings Recommendation Auto Generates Case Creates and Distributes
reduce effort delivery Summaries Knowledge Articles

© 2026 SAP SE or an SAP affiliate company. All rights reserved. | SAP and Partners Only 1 6
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“We are using Al-driven capabilities like
meeting and case summaries, engagement
advice, email translation, email drafter

— features that help our teams save time
and focus on what really matters.”

Michelle Emmerich

Teamlead Sales Excellence
Dohler




DEMO & . -~
Al-Augmented End-to-
End Issue-2-Resolution


https://smartlink.demo-education.cloud.sap/loginbyalias?alias=sscv2-my1000003-RHARRISON&so
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About A2Z Technologies

A2Z Technologies is an American global company that provides
instruments, software, services, and consumables for
laboratories.

Case Study: Al Support Workflow

e

A high-priority case is automatically created regarding Ryan’s
Degasser vacuum pump malfunction, triggered by his inbound
email and assigned to Maggie, Service Agent at A2Z. The Case
Al Agent performs the "first-mile" work from receiving,
classifying, to structuring the issue—before it reaches her
queue.

The Case Al Agent proactively shares the case context and
updates made on her behalf; it now awaits her validation. From
there, they collaborate through the Product Defect support
process. Since a hardware defect is identified requiring an on-
site repair, Maggie creates the Service Order. Once created, she
emails Ryan the resolution and sets the case to Completed.

By managing this complex workflow through Human-Al
collaboration, Maggie saves valuable time and increases first-
time resolution rates.

Persona

Process

Maggie
Expert Agent

Maggie troubleshoots complex issues, provides detailed
solutions, and works with other departments to ensure smooth
operations and customer satisfaction. She uses her deep
product knowledge and independent technical judgment to
resolve problems that go beyond standard troubleshooting.

> [mu;ml] [

Case Preparation
and Creation

[Preparation Agent]

- Analysis
[Knowledge Agent]

Investigation and

Resolution Closure and
Execution - | Documentation .
[Resolution Agent] [Resolution Agent]

() Customer Interaction

| Ambient Automation

() Case Al Assistant






Competitive edge through unique differentiators

Modern Platf?q)

User
Experience @

Business Al 4‘

SAP S/4AHANA
Integration

Customer
360

»n

Superior performance &
modern architecture

= State-of-the-art cloud-

native technology stack.

= Unmatched performance

with 200ms average
response time.

= Al at the core.

= Open technology stack.
= Near Zero downtime.

= Monthly updates.

= Lightning fast mobile
application.

Monolithic

A

Microservices

Excellent user experience

= Most modernUX - a
system users want to use -
(not have to use).

= Guided selling and service
approach boosts
productivity.

= Al powered processes help
users to overachieve their
targets and make their
work fun.

e |

;—‘—J

© 2026 SAP SE or an SAP affiliate company. All rights reserved. | SAP and Partners Only

Front-runner in GenAl, Al
Agents and Co-Pilots

Joule - the agent of
agents — supports users in
every step of their day.

Leverage Al Agents to
automate processes and
focus on the high value
tasks.

Al deeply embedded in the
business process
delivering real business
value.

Enabling lower TCO and
seamless E2E processes

Ready to use lead-to-cash
integration with SAP
S/4HANA and ECC.

= No cost for integration
maintenance.

= Integrated master data.

= Deep process integration
for selling scenarios like
ATP Check, Pricing,
Delivery, Invoices.

Internal and external
insights enabling 360-
degree view of customer

Joule brings together
insights from all SAP
systems and beyond.

= Signals and highlights from
CDP and BDC, e.g., churn
risk, etc.

= Metrics from S/4HANA,
e.g., purchase orders,
expiring contracts, overdue
invoices, etc.

22



Thank you.

=7 Bring out your best.

© 2026 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.



https://qrcode.cfapps.eu10.hana.ondemand.com/

=¥ Customer Experience

Program after break:

Plenary Room The Green Room The Expert Room

1515 | Biobest Agrifirm iSAP Expert Session
i Sponsored by: Donna Sponsored by: Elision !
Frictionless Voice Al for Field Sales: How Biofirst Increases : Agrifirm from Sales for Marketing Driven Un|f|ed Commerce and Loyalty: The New Growth
. Frontline Productivity and Elevates SAP Sales Cloud Organization — SAP Emarsys (B2B) Englne for Customer Experience |

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