
Break
1:15-1:30

1



2PUBLIC

AI-Powered 

Marketing 
Personalized, Omnichannel 

Engagement That Drives Growth 

and Customer Loyalty

Alex Pallotta - Senior Product Marketing 

Manager, SAP EngagementCloud

Sophia Holy - Senior Solutions 

Consultant, SAP Engagement Cloud
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92% of marketers now use AI 

ɥ and in the Engagement 

9ĝÃɏ ĩëÛŀɴĝÛ ĩÛÃĆîćæ ĮĚ ĺîĩë 

IT, sales, service, and other 

partners to differentiate their 

brand through personalized 

customer engagement.
Source: SAP Engagement Cloud, AI in Retail Global Report

Inconsistent experiences erode trust and reputation

Customers feel undervalued, leading to missed opportunities to convert, 

retain, and grow.

Fragmented personalization across channels fails to engage

Customers receive inconsistent, irrelevant interactions that 

×Ďćɴĩ ĝÛåĀÛÑĩ ĩëÛîĝ ćÛÛ×ġ Ďĝ ĆĎĆÛćĩ îć ĩëÛ úĎĮĝćÛŀɖ

Disconnected data burdens IT and CX teams

Instead of innovating, IT and CX teams spend cycles managing fragmented 

data and integrationsɥslowing execution, increasing cost, and limiting 

personalization, automation, and AI.

Brand perception is established with every 

interaction, and broken experiences cost 

you trust, loyalty, and growth.

92%
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Unify data, teams, and 
decisions to deliver 
AI-powered, 
personalized 
engagement across 
every channel

Commerce
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Sales

Service

Privacy

Retention

NPS

Loyalty 

Status

Retention

Affinities

Subscriptions
Loyalty 

Status

Channels

Orders

Leads

Accounts

Operations

IT

Employee
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Connect the entire journey and maximize 

the lifetime value of every customer

Connected data and processes power SAP Customer Experience solutions

Customer data
Grow revenue by uniquely identifying 

every customer and intelligently 

activating relevant data in real-time 

across customer and operational 

systems.

Marketing

Commerce

Increase loyalty and drive 

growth with AI-powered, 

personalized, omnichannel 

engagement across every channel 

and touchpoint.

Drive consistently profitable 

commerce outcomes with 

agility, acrossany business 

model at scale.

Close more business, faster 

with actionable insights and 

optimize transactions with a deal 

prediction engine.

Deliver cost savings via a real-time 

service platform enhancing resolution 

from predictive, automated, and 

agent-assisted interactions.

Sales

Service

SAP Engagement Cloud activates SAP CX data in real time, connecting engagement directly 

to business processes.
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Bringing together ERP and Marketing data is critical to 

achieving AI-powered, personalized omnichannel engagement

Unify customer insights to deliver hyper -personalized 

campaigns by combining transactional, operational, 

and behavioral data.

Align engagement with real -time ERP data ɥinventory, 

pricing, and fulfillment so experiences reflect business 

reality.

Respond in real time to customer behaviors and 

operational triggers, ensuring agility and timely 

communication.

Tie engagement directly to revenue, margin, and 

customer lifetime value.

Alternate visual slide available in the Appendix
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SAP Business Suite is the one destination 
for all customers ɥbringing together Apps, Data and AI
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Bringing together Apps, Data and AI in the SAP Business Suite

Finance 
Management

Spend 
Management

Supply Chain 
Management

Human Capital
Management

Customer 
Experience

SAP Business
Data Cloud

SAP Cloud ERP 
applications

Open Data Ecosystem 
incl. zero-copy data sharing

Data, Analytics & Planning incl. LoB intelligence 

SAP Business Technology Platform

Industry
Applications

SAP
Business AI

CXSpend HCMSCMFinance Industry

Finance Spend Supply Chain HCM CX Industry AI

Joule: Context-aware, proactive AI engagement layer

AI Foundation 
incl. Extensibility & Custom AI on SAP Business Technology Platform 

Open Agent Ecosystem
incl. Agent-to-Agent 

communication

AI Assistants

Non-SAP
applications

Business Semantics 

& Data Products

Data Fabric incl.

Data Lakehouse

AI/ML

(Databricks)

Data

Management

Data 

Engineering 
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SAP Engagement Cloud Architecture
Connect data from any source, gain insights about your customer and engage across online and offline channels

Contact 

Center

Direct 

Mail

Conv. 

Channels

Mobile 

Apps

SMS 

MMS

RCS

Mobile 

Wallet

Digital 

Ads

WebEmail

Personalization

Campaign 

Automation

Content 

& Campaigns

Segmentation

In Store

AI: Generative, 

Assistive & Agentic

AI: Descriptive, Predictive 

and Prescriptive Analytics

Product

Client Specific

Sales Website

Contact

Mobile

Zero ETL

Engagement

Data

Open 

Channel

Attribution

Multi Business Unit Multi Language Multi Region Reliable Extensible Accessible Secure

App

Connectivity

Business 

Apps

Data 

Platforms

BDC

SAP Apps

Non -SAP Apps

CDP

Commerce

Sales

Service

Custom built 

via SAP BTP

Joule: Context-aware, proactive AI engagement layer

Buyer

Lifecycle

Campaign

Analytics

Audience

Analytics

Engagement

Scoring

Value

Measurement

Affinity

Intelligence Orchestration

Channel EngagementSAP Business AI Foundation

Actionable 

Insights
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The Journey to Connected Enterprise Engagement

How SAP Engagement Cloud connects every touchpoint across the business

Omni -Channel 

Engagement

Promotional 

Engagement

Commerce 

Engagement

Marketing 

Engagement

Sales 

Engagement

Customer Retention 

and Loyalty 

Engagements

Service 

Engagement

Customer 

Lifecycle 

Engagement

Supplier 

Engagement

Vendor/Partner 

Engagement

IOT 

Engagement

Distributor 

Engagement

Operational 

Engagement

Recruiter/Alumni 

Engagement

Financial 

Engagement

Employee 

Engagement

Enterprise 

Engagement

Alternate, animated visual slide available in the Appendix

Alternate, animated visual slide available in the Appendix

https://sap.sharepoint.com/:p:/r/sites/204918/Shared%20Documents/Team%20-%20Product%20%26%20Customer%20Marketing/Product%20Content/Product%20Launches/Engagement%20Cloud/L0,%201,%202/WIP/SAP%20Engagement%20Cloud%20L1%20-%20WIP_v2.pptx?d=w108b4dba1d8b430b82d031a7abe480fd&csf=1&web=1&e=vl3idb&nav=eyJzSWQiOjI3NiwiY0lkIjozMzgzNDA4NTU1fQ
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SAP Engagement Cloud

Activate Data for Real -Time Engagement

Turn operational and customer data into confident, real-time 

interactions that directly influence demand, revenue, and 

retention.

Personalize Every Interaction, Enhanced by AI

Power relevant messages and actions using rules-based 

ĀĎæîÑɏ ÛĆÐÛ××Û× !Lɏ Ãć× WĎĮĀÛɴġ ÃæÛćĩîÑ ÑÃĚÃÐîĀîĩîÛġ 

improving conversion, efficiency and experiences at scale.

Connect Experiences Across the Business

Orchestrate marketing, sales, service, and commerce 

interactions using shared context and AI-driven insights, 

so every experience is timely, relevant, and connected.

Scale Operations with Enterprise Flexibility

Drive consistent execution with a secure, cloud-native, 

API-first solution that operates across brands, regions, and 

business areas, without sacrificing control or performance.

Deliver personalized, AI-driven interactions across every channel and touchpoint, creating consistent, 

relevant experiences that increase loyalty, growth, and measurable business impact.
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Unlock enterprise data for engagement 

with SAP Business Data Cloud, 

seamlessly connected to Customer Data 

Platform (CDP), SAP Analytics Cloud, 

Cloud ERP, and BTP.

Harness real-time customer and 

operational signals to drive coordinated 

execution across enterprise use cases.

Turn data into personalized, coordinated 

engagement, connecting content, offers, 

and journeys across the business

Turn operational and customer data into confident, real-time interactions that directly 

influence demand, revenue, and retention.

Activate data for real -time engagement
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Unlock enterprise data for engagement

Access SAP and third-party data through SAP 

Business Data Cloud to enable real-time 

engagement connected to analytics, Cloud 

ERP, and BTP.

Turn customer and operational data into 

coordinated engagement across marketing, 

commerce, sales, service, and operations.

Apply connected data to segment audiences, 

personalize content, optimize 

recommendations, and drive more relevant, 

measurable engagement.

Feed engagement performance and customer 

response data into SAP Business Data Cloud to 

power analytics, planning, and executive 

decision-making

Connect engagement execution to finance, supply chain, pricing, and promotions so every interaction reflects 

business reality

SAP BUSINESS DATA CLOUD

powered by SAP Business 
Technology Platform

SAP Applications

powered by SAP Business 
Technology Platform

Non-SAP Applications

SAP Business
Data Cloud

data 
products

One semantical layer
Data products

BDC Ingestion Data Activation

SAP Customer Data Platform

Profiling

Audience definition*

Orchestration

Intelligence

IDENTITY & GOVERNANCE

V Generates Customer Insights

V Powers Engagement Orchestration
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Harness real -time customer and operational signals

Ingest data easily from any source, whether 

streaming in real-time or at rest, through 

connectors, APIs, and models that turn raw 

signals into trusted inputs.

Automate journeys, personalize interactions, 

and power transactional engagement using 

contextual and operational data.

Execute high-impact enterprise use cases 

through precise segmentation and tailored 

offers driven by customer and business data.

Extend the value of your SAP investment by 

activating ERP data through modern data 

services across every engagement.

Use data from any source to drive enterprise-wide engagement

Engagement Cloud
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Turn data into personalized, coordinated engagement

Personalize content, offers, and 

journeys in the moment with 

customer and business signals ɥ

from commerce interactions and 

service requests to IoT triggers.

Connect event data to your 

engagements through flexible, self-

service APIs to enable smoother 

activation across every channel 

and workflow.

Continuously optimize 

personalization and customer 

impact by monitoring event 

processing and performance in 

real time.

Power dynamic, event-driven journeys that adapt to every customer moment
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Business Challenge

Å 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.

Å 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.

Å 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

Å 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 .

Å 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.

Å Accelerated growth through actionable insights: Using dashboards and analytics, Molton Brown achieved triple-

digit YoY email revenue growth, a 5x increasein email revenue, and 50% CRM database growth in six months.

Å 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.

Molton Brown
EMEA N ɦUnited Kingdom

SAP Engagement Cloud

SAP Commerce Cloud

Molton Brown is a British luxury fragrance, bath, and body brand, known 

for its vibrant scents, "Made in England" quality, and pioneering ethical 

stance since its 1971 London founding. They create unique sensorial 

experiences for bath, body, and home, sourcing fine ingredients and 

focusing on individuality, sustainability, and rich, memorable fragrances.

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

Web Site

Read the Case Study Here

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

Retail, e-commerce, 

CPG, Beauty

˭ßĕ ƔñŌŻĕđ Żœ ŋñłĕ ųƀůĕ ŻĮĕ 

experience of the brand would be 

ċœŌųıųŻĕŌŻ ñċůœųų ċĮñŌŌĕŅųˋ ƔĮĕŻĮĕů ıŻ˰ų 

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 

ĩĕŻ ċœŌĨƀųĕđˊ ÆĮĕƚ˰ŅŅ ĩĕŻ ñ ŋœůĕ 

ųĕñŋŅĕųų ĕƙŬĕůıĕŌċĕˊˮ

Naresh Krishnamurthy

Senior Manager, Business Transformation, Cosmetics

Molton Brown

https://emarsys.com/why-emarsys/success-stories/crm-in-the-beauty-spotlight-how-flaconi-leverages-efficient-strategies-to-increase-retention-and-growth/
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Automate AI-powered targeting, 

recommendations, and personalization based on 

real-time behavior, channel affinity, and 

predicted intent.

Streamline workflows with predictive insights, 

reporting, and content creation with embedded 

AI and Joule to deliver meaningful outcomes.

Accelerate personalized, omnichannel campaign 

creation and optimization at scale with 

embedded AI.

Scale AI-driven decisions with context-aware 

îćĩÛĀĀîæÛćÑÛɏ ÐÃÑýÛ× Ðŀ {!tɴġ ÛćĩÛĝĚĝîġÛ-grade 

security, privacy, and compliance ɦand powered 

by connected data across the enterprise.

Power relevant messages and actions using rules-ÐÃġÛ× ĀĎæîÑɏ ÛĆÐÛ××Û× !Lɏ Ãć× WĎĮĀÛɴġ ÃæÛćĩîÑ ÑÃĚÃÐîĀîĩîÛġ 

improving conversion, efficiency and experiences at scale.

Personalize every interaction, enhanced with AI
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Combine AI-powered segments with contact -based 

or external data segmentation for precise targeting.

Identify, engage, and refine audiences based on 

behavioral signals, engagement patterns, and 

preferred channel.

Recommend relevant products and content across 

email, web, and mobile based on inventory and 

business decisions to increase engagement.

Use AI to orchestrate messages in the right channel 

and at the right time based on real-time behavior.

Engagement Cloud

Automate AI -powered targeting, recommendations, and personalization
Engage with predictive intelligence and real-time signals
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Generate customized reports and 

insights instantly using embedded AI 

and Joule, so teams spend less time 

analyzing and more time optimizing.

Use conversational queries to explore 

performance, identity gaps, and surface 

trends across campaigns and channels.

Apply predictive and comparative 

îćġîæëĩġ ĩĎ Įć×ÛĝġĩÃć× ĺëÃĩɴġ ĺĎĝýîćæɏ 

ĺëÃĩɴġ ÑëÃćæîćæɏ Ãć× ĺëÛĝÛ ĩĎ ÃÑĩ ćÛĿĩɖ

Go beyond static dashboards with 

flexible, AI-powered views that adapt 

to evolving business priorities.

Engagement CloudEngagement Cloud

Streamline workflows with predictive insights, reporting, and content creation
Use natural language queries to generate real-time, decision-ready intelligence

Total Values for Selected Period

Natural language usage
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Build and launch campaigns faster with AI-powered 

tools for cross-channel creation and orchestration.

Improve campaign performance with embedded AI 

that recommends products, content and offers 

tailored to individual customers.

Customize and optimize each channel message with 

built in a/b testing, multi -language, translation, and 

preview options.

Scale personalization with reusable, intelligent 

tokens and assets that adapt across channels and 

markets.

Using SAP Engagement Cloud, a 

sporting goods retailer updated 4,400 

content blocks in less than 5 minutes, 

saving that team ~360 working hours.

Accelerate personalized, omnichannel campaign creation and optimization
Engage each customer and drive ROI across campaigns with intelligent personalization
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Solving Real Marketer Problems

Relevant

The most relevant AI 

delivered in the context of 

your business processes.

Reliable

Uniquely reliable AI trained 

on the industry's broadest 

business data sets.

Responsible

AI built on leading ethics

and data privacy 

standards.
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Business Challenge

Å Fragmented customer data and no centralized source of truth prevented EcoFlow from building unified customer profiles, 

generating actionable insights, or accurately measuring performance attribution

Å Lack of AI -driven insights and behavioral segmentation limited the ability to predict preferences, optimize targeting, and engage 

customers by lifecycle stage

Å Basic email tools and limited automation capabilities restricted scalable, data-driven engagement and forced reliance on mass-

blast campaigns that weakened personalization

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

customer engagement

Business Outcomes

Å AI-powered segmentation and unified customer data enabled scalable personalization and smarter, data-driven decision-

making across four global regions

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

Å Integrated omnichannel engagement (email, SMS, web, push, WhatsApp) reduced reliance on paid media while improving 

campaign performance and revenue attribution

Å GenAI-driven efficiency and advanced analytics streamlined content creation, optimized deployment, and contributed to a 60% 

revenue increase

EcoFlow
Global

SAP Engagement Cloud
EcoFlow isa 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.

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

Web Site

Read the Case Study Here

https://www.ecoflow.com/us

E-commerce, 

Consumer Products, 

Energy Solutions 

˭¿!¸ EŌĩñĩĕŋĕŌŻ ;Ņœƀđ ĕƙċĕŅų ıŌ 

automating customer journeys and 

providing deep insights into customer 

behavior. The platform has 

transformed our approach to 

marketing by emphasizing data-driven 

đĕċıųıœŌ ŋñłıŌĩˊˮ

Membership Operations Department

EcoFlow

https://emarsys.com/why-emarsys/success-stories/how-ecoflow-used-ai-and-automation-to-accelerate-e-commerce/
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Orchestrate marketing, sales, service, and commerce interactions using shared context and AI-driven 

insights, so every experience is timely, relevant, and connected.

Align sales, service, and loyalty teams around real-time 

signals to activate coordinated, end-to-end customer 

journeys.

Deliver consent-based, cross-channel journeys that span 

email, mobile, web, digital ads, and more to engage 

customers wherever they are.

Trigger automated workflows based on real-time 

business events, such as orders, inventory, service 

tickets, and loyalty milestones.

Connect experiences across the business
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Align sales, service, and loyalty teams around real -time signals

Activate real-time ERP inventory and order data 

in Engagement Cloud to trigger campaigns only 

when products are available and fulfillable.

Deliver highly relevant customer journeys by 

syncing entitlements, purchase history, and 

operational status directly from SAP ERP.

Reduce marketing waste and improve 

conversion by aligning promotions with true 

supply, demand, and fulfillment conditions.

Engagement Cloud

Connect inventory, orders, entitlements, and other operational data to ensure engagement reflects 

true business conditions

Product Title

Price

Description

RE-ORDER

´ÛɴĝÛ ÃĀĆĎġĩ 

out of your most 

loved product!
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Design and activate coordinated journeys across email, mobile, 

web, ads, direct mail, and emerging channels from a single platform.

9ćæÃæÛ îć ĩëÛ ÑĮġĩĎĆÛĝɴġ ÑëÃććÛĀ Ďå ÑëĎîÑÛ ĺîĩë ÑĎćġÛćĩ-based 

preferences and behavior signals, backed by enterprise data 

security and governance.

Connect online and offline touchpoints with cross -channel 

automation to deliver consistent, timely experiences.

Centralize content creation and distribution to ensure on -brand 

engagement at scale.

Meet your customers where they want to engage

Orchestrate consent -based, cross-channel journeys

Sara

In-Store Team Web pushWeb Overlay

Direct Mail

Digital Ads

Support Team

WhatsApp 

and LINE

EmailPushSMSMobile 

Wallet

Mobile 

In-App

App Inbox
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Trigger automated workflows based on real -time business events
Enable revenue, service, and loyalty-driven engagement using real-time signals across the SAP CX ecosystem

Build customer loyalty through personalized, 

omnichannel experiences that recognize and reward 

engagement across every touchpoint.

Connect and measure the impact of your online and 

offline strategies.

Trigger automated journeys using real-time events 

from SAP Sales, Service, Commerce, Loyalty, and 

ERP systems ɥ including orders, inventory, service 

tickets, and milestones.

Nurture leads and accelerate sales velocity with 

collaborative marketing campaigns for B2B and B2C 

businesses.
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Business Challenge

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

demand and frequency required by customers

ÅNeed for a consumer-grade buying experience for complex B2B products

Business Outcomes

Å Integrated marketing solutions for better understanding of its customers with SAP Engagement Cloud

Å Delivered personalized, real-time customer engagements with resonating marketing messages

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

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

Online Metals 
NA - Washington

SAP Engagement Cloud 

SAP Commerce Cloud

SAP Commerce Marketplace Management by 

Mirakl

OnlineMetals is a world-leading eCommerce metal and plastic supplier, 

specialized in cut-to-sizes, small to medium orders . Online Metals was 

acquired by thyssenkrupp, enhancing its capabilities and expanding its 

reach in the industry.3x Increase in profit over three years

2x Growth in revenue over three years
Web Site

Read the Case Study Here

https://www.onlinemetals.com

Mill Products

˭:ƚ ĕŌñĊŅıŌĩ ¿!¸ EŌĩñĩĕŋĕŌŻ ;Ņœƀđ 

on our websites, we've been able to 

offer unique and customized 

experiences so that we can better 

reach and talk to our 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 

Ņœœł ñŻ ŋœůĕ Ŭñĩĕų œŌ œƀů ƔĕĊųıŻĕˊˮ

Greg Raece

President, Online Metals

https://emarsys.com/why-emarsys/success-stories/how-online-metals-trailblazed-a-slick-consumer-grade-b2b-e-commerce-for-cutting-on-demand-metals-and-plastics/
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Standardize brand experiences across 

teams and regions while making it easy to 

design, launch, and optimize omnichannel 

campaigns.

Harmonize global operations across sales, 

service, and commerce with connected 

data and consistent models across the 

portfolio.

Scale global, multi-brand and multi -region 

ĎĚÛĝÃĩîĎćġ ĺîĩë !tLġ ÃĀîæćÛ× ĩĎ {!tɴġ 

Open Data Model, enabling seamless 

integration across B2B and B2C 

operations.

Drive consistent execution with a secure, cloud-native, API-first solution that operates across brands, regions, 

and business areas, without sacrificing control or performance.

Scale operations with enterprise flexibility


