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Welcome to CX Connect @
SAP Connect Day Chicago

Jeff Admire

Regional Vice President MW
Customer Success

SAP Customer Experience

Public



Al isn’t the differentiator — Integration is

& OXFORD e
Al Advantage comes from Operationalization ECONOMICS SAP¢

Leaders embed Al into CX workflows-journey management,

proactive service, and forecasting — moving beyond pilots The cx LeaderS
to scale
Playbook

The complexity and opportunity of Al-driven CX

Integration eliminates friction & unlocks insights

Harmonized tech, data and workflows enable real-time
decisions and consistent delivery of the brand promise

Workforce enablement turns tools into outcomes

Training and alignment build trust and adoption, shifting ROI
from efficiency to differentiation, personalization, agility and
brand trust
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Thank you to our sponsors!

CX Gold
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10:45-10:55 Welcome

10:55-11:30 Redefining Customer Experience in the Business Al Era

11:30-12:30 Networking Lunch

12:30-1:15 Driving profitable growth with agentic Commerce

1:15-1:30 Break

1-30-2-15 Al-Powered Marketing: Personalized, Omnichannel Engagement That Drives
Growth and Customer Loyalty

2:15-2:45 Snack Break

2:45-3:30 Al-Driven Sales Excellence: From Strategic Insight to Revenue Impact

3:30-3:45 Break

3:45-4:25 Agen‘gic Service: Personalized Service with ConnectedERP & Service
Solutions

4:25-4:30 Closing

4:30-6:00 Networking Reception
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Redefining
CXin the
Business Al
era

The world’s best agentic CX
solution for SAP ERP
customers to drive profitable
growth.

Katie Yeigh
Head of Global Product Marketing,
SAP Sales Cloud, Service Cloud, ESM
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Autonomous Al workers that talk EMERGING TECHNOLOGIES

to each other will arrive in 2025, Meet the Al agents
Capgemini predicts

AT defining the new
customer experience
AI IS I‘EWII‘Ing — WSJ May 21, 2025

business

C10 JOURNAL

AI V()ice Agents Are Ready to INNOVATION > ENTERPRISE TECH
Take Your Call 2025: Agentic And Physical Al —

Improvements in the technology behind voice-based Al A MUltltrllllOH Dollar Ecorlomy

bots are making them more prolificand humanlike in

phone calls Emerges

By Belle Lin

May 21, 2025 7:00 am ET Published Jan 15, 2025, 06:50am EST, Updated Jan 15, 2025, 10:37am EST

TECH

2 Forbes
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— fastest growing area for Al adoption

Business functions in which respondents’ organizations are regul ar

% of respondents

Product & service development

Information technology

Service operations _

Knowledge management
Software engineering
Human resources
Risk, legal and compliance

Strategy and corporate finance

Source: McKinsey & Company, “The state of Al in early 2025” (2025)
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Nowhere is Al having greater impact than customer experience

Marketing & Sales and Service Operations outpace all other business functions

#1 in Enterprise Al Adoption Fastest Growing

. 42% . 22%
Marketlng Adoption Service Adoption
& Sales 66% Operations 63%

Revenue Impact Revenue Impact

Source: McKinsey & Company, “The state of Al in early 2025” (2025)
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— are the next era of business automation

Al is moving beyond Copilots to autonomous agents that act and collaborate across systems and work alongside humans

]

Assist

Agents provide guidance and
retrieves data on requests.

Ex:Suggest next best action. Pull
inventory or pricing data. Summarize
customer history

Grounded in web & business data (LLMs, RAG,
knowledge graphs)

8—+—+—+—>

Execute

Agents executes discrete tasks
when prompted.

Ex:Generate a quote. Route a service
ticket. Update an order request

Reasoning & research models,
tool calling (APIs), policy & permission frameworks

Orchestrate

Agents act autonomously to
orchestrate end to end processes
and workflows across systems

Ex:Manage quote to cash end-to-end.
Adjust pricing dynamically based on supply
chain data. Resolve service issues by
coordinating ERP, CX, and logistics

Multi-agent systems (ERP, CX, Supply Chain, Finance),
planning & reasoning models, enterprise knowledge
graphs
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Agentic Al — powering the future of customer experience

+. B R

1§
. Hey Joule, Get this product ~ ~
launch-ready.

Onit! I'll enhance the description,
fine-tune the features, and
localize the messaging so it
aligns to regional needs.

Want me to spin up a full launch l

plan next? - ¢

1 1

Y

Marketing Complete transaction

Share experience .
Customer engagement RE-ENGAGEMENT Get pgrf'?grr;allzed
Journey Evaluate solutions 5s— ¢ 6 \'¥'
| PURCHASE
, 3T —— 4
/ Explore offerings T o — — LOYALTY &
| ADVOCACY
Requirements Finalize agreement Join community Access support

gathering
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— but the stakes have changed

What' s holding organization back from these returns?

% of respondents

- availability
or availability =

Concerns about trust and compliance 42.30%

dsting systems
existing systems

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

Cost of implementation 34.30%

Ul

Source: Oxford Economics report
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The critical data that drives revenue

It’s not any data or integration — agentic Al needs unified access to the critical data that runs your business

o

Customer

Who they are, what they’ve bought,
how they prefer to engage

(s

Invoice

Billing accuracy, payment terms,
financial relationships

Public

S

Product

What’s available, what’s compatible,
what solves their needs

5]

Pricing
Contract pricing, promotions,
margin-protecting offers

D

Order

Order status, delivery timing,
fulfillment confidence

%
| S
Inventory

Stock levels, supply forecasts,
commitment capability
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Why agentic
requires unified
enterprise Data

Agentic automation needs a complete
picture — not just customer intent, but
operational truth.

This is where most CX platforms fall short
— they treat CX as a standalone system,
not a business-wide engine.

.

. ‘M ”‘*“k\\

Unified Enterprise Data

Non-SAP
Apps




The foundation makes the difference

“Connecting SAP CX solutions to SAP ERP solutions delivers
faster time to value and reduces total cost of ownership.
It helps drive improved customer experiences,
streamlined processes, and Al-driven insights.”

SAP customers Business operations teams
reported up to reported up to

100% 40%

improvement in sales improvement in productivity
conversion rates

Source | Enterprise Strategy Group Economic Value Validation "Analyzing the Economic Benefits
of Using Al-Powered SAP CX Solutions Natively Connected to SAP ERP" August 2024
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SAP Flywheel

continuously improves
your business process

makes Al even smarter

Better Applications

generate richer business data
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The world's best agentic CX solution for SAP ERP customers to drive profitable growth.

Business Al

Marketing Commerce Service

Unified data
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SAP Customer Experience

Public

+

+

Al-assisted
Cloud Transformation

Q&A Case Classification

SAP Business Data Cloud

One semantical layer Data products

Business
Applications

powered by
SAP Business
Technology Platform

(& ]
. |
Cloud ERP
| 0=
Customer Invoice
Product Payment
Order Inventory

Joule
Al Assistants & CX Agents working together across workflows

Digital Service

CX Data
Products

Marketing

Marketing
Automation

Engagement

Loyalty
Management

Quote Creation

Commerce

B2B & B2C
Commerce

Order
Management

1 360 Vi
< iew

Shopping

Sales

Sales Automation
CPQ
Commissions

+

+

Custom Al
built on Al Foundation

Intelligent
Apps

Service

Customer Service
Field Service

Shared Services L/
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Changing the way users work and business processes run with SAP Business Al

Traditional business processes supported by apps Reimagined UX and business processes run by Al assistants
Al Business Al

Business Data Cloud
Embedded Intelligence



Reimagined CX Function

From fragmented tools, data silos, To embedded, role-based assistants running
and manual handoffs end-to-end customer-facing processes

Marketing Sales Assistant and

> - Pricing & Revenue
Assistant > . _ Assistants

Customer Service
Assistant

Commerce

\Assistant

N




Powering your critical business processes

SAP Customer Experience delivers unified data, CX applications and Al agents

working in sync across critical processes

One suite
of solutions to run your key customer facing

business processes

._ s Planning & Analytics

Optimized Customer Operations

Power end-to-end business processes with the

most comprehensive, integrated portfolio
of applications

Public
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Lead to Quote

/

0O

Action-Ready Insights

Enrich every interaction and consistently

deliver exceptional customer experiences with
actionable insights that have the full picture

Quote to Cash

Transformative Growth

Create loyal customers and brand advocates

with impactful agentic experiences throughout
the entire customer journey




SAP Business Suite o |
ur portfolio connects every

The future of enterprise management part of your business so you
can move as one.

+ o
Cloud ERP Applications

Joule Agents manages core processes

tworked, and sygg.: .
ne MNabre Business Data Cloud

brings data together
and gives it meaning

Supply
Chain

Procurement Resources Business Al turns

insight into action

c\oud ERp

P
’éﬁ
(1)’
o<
X
%
3
=]

@G
2
A
&
W

Customer
Business Experience
Data Cloud

Finance

Business Technology
Platform connects
Business Technology Platform and extends business-
critical systems

The entire SAP portfolio, unified in one suite

INTERNAL — SAP and Customers Only




making an impact today with SAP CX
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Continuous innovation on the same foundation

Al assistants
In Joule

Available Q2 2026

+
New! Order Reliability Agent

aE—
o—
=
1

SAP
Engagement
Cloud

Beta Availability Now

SAP Customer
Loyalty
Management

Available Now

Intelligent
Applications

Revenue Intelligence

Consumer Products
Intelligence

Available Q2 2026

Retail Intelligence

Available Now

B &

Agentic
Commerce

Everywhere with
MCP Server

Connect products,
pricing & inventory to
any Al assistant for
seamless shopping
experiences

Available now : . \_,I .
in SAP Commerce t‘,
Cloud " 4




The future of customer experience starts here

Start specific, expand as you need with SAP Customer Experience

Starting Point Journey with North Star
o > o
Starting SAP
Specific Business
Suite
Single applications for immediate needs Agentic CX Suite
Pre-packaged solutions for essential CX capabilities Connected value of solutions and processes, unlocking higher

gains with growing SAP footprint

Start your agentic CX journey with best of suite Unlock more value as you expand into the suite
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Customer Stories

Kristen Wilkie, VP of Customer Success for the
Americas, SAP Customer Experience

XY Customer Experience
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Sports and entertainment

San Jose, California

CRM and customer experience

Before: Challenges and
Opportunities

» Stay competitive and meet the growing
demands of fans

¢ Centralize and optimize customer
experience (CX) management processes

e Gain a comprehensive overview of
operations ranging from parking to in-
house food and beverages, ticket sales,
retail, venue maintenance, and staffing

87%

Season ticket
renewal rate

75%

E-mail open rate

1 3 6Public

Delivering exceptional experiences by better
understanding fans

The use of multiple third-party systems across different departments meant that getting an
operational overview was a challenge for Sharks Sports & Entertainment (SSE), the parent
company of ice hockey team San Jose Sharks. To address this, the organization decided to
deploy a centralized customer experience system—using SAP CX Al Toolkit to deliver insights

into fan preferences.

Why SAP

* Replacement of multiple third-party
systems with the SAP Customer
Experience solution

e Use of SAP CX Al Toolkit to transform
sales and service workflows

28%

E-mail click rate

After: Value-driven Results

* 360-degree view of each customer,
consolidating activity information such as
ticketing, attendance, and account data

« Ability to deliver tailored customer
experiences based on a deeper
understanding of the habits and tenure of
season ticket holders

 High success rates of personalized e-mail
campaigns that deliver content relevant
to fans’ interests

—> INDEX

¢

The future of CX is about
unleashing the power of our
technology and data to serve our
customers better.

Neda Tabatabaie,
SVP of Business Analytics and Technology, Sharks
Sports and Entertainment

@ Customer Story

Dq Customer Video
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https://emarsys.com/why-emarsys/success-stories/how-the-san-jose-sharks-surpassed-industry-standards-with-an-87-season-ticket-renewal-rate/
https://emarsys.com/why-emarsys/success-stories/how-the-san-jose-sharks-surpassed-industry-standards-with-an-87-season-ticket-renewal-rate/
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Consumer products

Karlsruhe, Germany

Customer Experience

Before: Challenges and
Opportunities

e Service teams handled millions of tickets
per year but relied on static rules for
routing, leading to inefficiencies.

e Ticket management was complex and
frustrating, slowing response times and
resolution rates

e Needed a more intelligent system to
improve service accuracy and efficiency
while reducing manual workflows

>1.5M

E-mail tickets annually at Customer
Service Centers to be classified by
GenAl routing

34 Public

Explore how Bosch’s ongoing Al investments with SAP
are optimizing the way they work.

By deploying the case classification agent in SAP Service Cloud, Bosch eliminated hundreds
of manual workflow rules and enhanced service delivery with faster first-touch responses,
improved resolution rates, and greater consistency. The automation enables rapid adaptation
to new products and services—cutting change implementation time from weeks to minutes—
while saving thousands of work hours annually and reducing operational costs.

Why SAP

» Implemented Case Classification Agent in
SAP Service Cloud to eliminate hundreds
of workflow rules

e Exploring SAP Joule integration with SAP
S/4HANA for further automation and
optimization

e 2,500h

annually expected time saving
per contact center

After: Value-driven Results

¢ Improved first-touch accuracy, ensuring
faster and more effective ticket
resolutions

e Increased service consistency and
quality, enhancing customer satisfaction

e Saved thousands of work hours annually,
optimizing operational costs

e Uncovered new efficiencies, boosting
productivity and shaping a smarter, Al-
driven future

~80

Man-days in savings of IT
efforts each year

—> INDEX

-
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At Bosch, we’re excited about the
future. Leveraging Al technology
in partnership with industry
leaders like SAP will undoubtedly
yield efficiency, productivity
improvements, and substantial
cost savings. Together, we’re
shaping a smarter tomorrow.

Florian Haustein,
Head of Digital Customer Experience,
Bosch Power Tools

BOSCH

@ Customer Story

D;] Customer Video
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https://www.sap.com/assetdetail/2025/02/06fe5e06-f47e-0010-bca6-c68f7e60039b.html
https://www.sap.com/assetdetail/2025/02/06fe5e06-f47e-0010-bca6-c68f7e60039b.html
https://www.sap.com/documents/2025/03/6ea1f54c-fc7e-0010-bca6-c68f7e60039b.html
https://www.sap.com/documents/2025/03/6ea1f54c-fc7e-0010-bca6-c68f7e60039b.html

Networking Lunch
11:30-12:30
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