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=¥ Customer Experience

Harnessing Agentic B2B
Selling:

Develop a leading strategy to accelerate
revenue growth and maximize seller impact

Grant Smith - Head of SAP Sales Cloud Product
Marketing

Allison Abraham - Account Executive, Sales
Performance Management, SAP
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Al innovations place
significant pressure on sales
leaders to form tangible
strategies and tactics.

Here Is the current
problem.




Audience Poll

What Is the biggest roadblock to Al
success for your B2B sales organization?

Poor or fragmented Data Foundation

Misaligned use cases

Lack of user trust and adoption

Too many Tools / Rep overload

Disjointed sales processes

No clear ownership between Ai driven Rev operations
Inadequate change management

© N o Ok bR

Unrealistic expectations and/or poor measurement







Al is transforming the customer experience (CX) faster than any other function

Today

7 1 > 6 0 O/O
% report increased revenue

from marketing and sales

45

report reduced cost
in service operations.

of businesses and service operations.

use generative Al.
71
65 1 Service operations Service operations
Marketing and sales
33 Increase by >10% Decrease by >20%
Increase by 6%—10% Decrease by 10%-19%
Use of generative Al ® Increase by <5% @ Decrease by <10%

Source “The State of Al”, McKinsey & Company, March 2025



Audience Poll

Is your organization ready for Atenhanced
sales processes?

Adamantly Yes

Yes

Yes, In many situations

. Unsure

No, but in some situations
No

Adamantly No
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CX leaders face unprecedented pressure
Al promises to solve everything. But without integrated foundations, insights stall and value never compounds

CRO/CXO Core Obijectives
They struggle to leap the -,

N

formidable gap between N
vision and real Al results

P

B it P E

~( Drive operational efficiency

[

Grow revenue Connected business applications

1

Accelerate market expansion Harmonized data

1

Unify data and systems Al that automates and increases value

Consolidated system that reduces risk and cost
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Audience Poll

Is your organization ready for Agentic B2B
sale processes?

Adamantly Yes

Yes

Yes, In many situations

. Unsure

No, but in some situations
No

Adamantly No
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Similar Challenges,
New Frontier

Leading challenges to adopt agentic B2B sales processes:

1. Fragmented Data and Low data readiness
Change management and resistance
Process Complexity

Governance, compliance, and risk

a kM D

Measuring ROI

© SAP SE



Al Poll - Results
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Al first strategies Require Enterprise context to drive business value

v i3 =2

I+ 288 P.h

Predictive Al Generative Al Conversational Al
Transform customer experiences Accelerate processes and tasks Deliver a better employee experience
with personalized recommendations, by quickly generating text or while lowering personal costs with a natural
predictions, and deep insights. summarizing your sales cloud data. language processing Al application.

Public/LLM + Enterprise Data = Business Al
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supply chain agents
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supply chain agents

<4 Account Planning 4 Account Research <4 Lead flow <4 Deal management < Pipeline risk analysi

< Pricing 4 Order assistance 4 Cash Collection 4 Case resolution < Order Jeopardy analysis

4 Quote Creation 4 Case Classification <4 Question & Answer <4 Knowledge Creation <4 Shopping Assistance



Business Al in SAP Sales Cloud
Increase sales productivity with embedded intelligence

( ) Continuous Learning QQ' Machine Learning Artificial Intelligence (Al) ¢ ) Continuous Learning
Plan and Sales activity Pipeline and
. Nurture accounts
prepare execution forecast
A Intelligent activities A Customer engagement A Quote generation A Pipeline health A Lead intelligence
A Meeting A Activities and follow -up A Pricing and discounts A Deal scoring A Meetings and check -in
preparation A Collaboration A Quote approval A Review and adjustment A Growth opportunity
A Customer view 360 A Collateral alignment A Negotiation A Proactive intervention identification
A Account research A Opportunity A Contract generation A Risk analysis A Churn -risk assessment
A Meeting readiness progression A Order completion A Lead conversion A Renewal planning
A Sales content A Task completion A Forecast rollup
A Targets and KPIs

>

Augmented / Automated



Intelligent Selling | Accelerated Adoption

Sell more, faster using agentic Al and actionable insights

< Al-powered sales tools with modern
UX will help sales reps to improve
efficiency and spend more time selling

< Trust will be a key factor in winning
and retaining customers

< Selling will continue to be hybrid
requiring companies to have a digital
presence and enable seamless virtual
and in-person sales engagements

< Growing business with existing
customers will be paramount through
customer success and account
development initiatives

Dynamic
Playbooks

Scalable
Infrastructure

Embedded
Intelligence

Hyper
Automation

Enhanced
User
Experience

Tight &
seamless
Integration




Relevant | Reliable | Responsible

‘® Joule

A copilot that truly understands your business

SAP Cloud ERP

,X( ALEPH ALPHA

SAP Supply Chain
Management

ANTHROP\C

aws

Embedded Al capabilities

Human Capital Spend Managgment SAP C_ustomer SAP Business Customized Al
Management and SAP Business Relationship Technoloay Platform
9 Network Management 9y

Al Foundation
on SAP Business Technology Platform

Al ecosystem partnerships and investments

® cohere <databricks GoogleCloud 223  (QMeta g5 Microsoft  |j*=™  SJNVIDIA




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

SAP S/4 HANA <

SAP Sales Cloud - >

CUSTOMER ACQUISTION

N )

SALES OPERATIONS
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ACCOUNT LEAD & OPP MGMT CONTRACT ORDER

MGMT MGMT CPQ
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MOBILE SALES COACHING QUOTES & ORDDER PRICING D

LOGISTICS
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SUBSCRIPTION  DIGITAL SELLIN BILLING &
SELLING
FINANCE

=%  Pipeline Execution 2 Logistics and Finance

< Al-driven insights and workflows

> SAP Sales Cloud

POST SALES
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CUSTOMER OUTREACH SUCCESS PLANS & ENGAGEMENT
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RENEWALS Al ERTS OMNI CHANNEL

SUPPORT
4

CROSS & UPSELL

- Customer Success
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SAP Sales Cloud | Agentic Lead -to-Cash process

Contact to Lead Lead to Opportunity

+ +
¢ L 4 +
: Lead Flow Agent qualifies MeetingBot ’
Email Scan Agent - ;
scans inbound gemails lead based onneed,  ____ Customer proactively manages Stay in touch agent
and other text timeline, authority and engagements begin. N meeting scheduling automates customer
interactions for lead other criteria. process. follow up process.

Deep Research
provides detailed
account information

generation.

Opportunity to Quote/Cart Quote to Order

| + Y +
High Al opportunity scoring  and salesperson Deal Manager agent F ting Agent hel |
/ sales team assignment : orecasting Agent nelps sales . .
9 update the deals with team in generating accurate Pricing Agent analyzes similar
Al-enhanced Quote Generation  uses Forecast category, close forecasts past orders and creates
contextual details. engagement. and email date to keep the system op'tlmlzed saleg quotes and
: e19ad ’ updated at all times. applies personalized discounts

correspondence to automatically create draft
quote

Order to Cash

* +
Order Monitor *
Agent proactively informs Product delivered , service Revenue is booked and
order issues (delays, stockouts) is planned and provisioning posted to Finance, Health Qheck agent checks
by analyzing inventory and is completed and account business unit manager customer tickets, ongoing revenue
mitigating risks plan is in place. sees business results and flags exceptions

21



Accelerate growth with an Al first B2B sales strategy
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Connect with front-to-back process Utilize Al as an aSS|sta \tfor sél S Teps Deliver a consumer-grade; adaptable
automation to enable sales reps with to improve their effici —v': spend— experience across different devices.
real-time pricing, inventory, and more time selling } | Improve adoption and stickiness,
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Al-augmented sales processes

Improve sales performance by enhancing

core sales processes with Al

Stay on top of your opportunities and identify
deals at risk

Proactively track your engagements with key
contacts

Viewreai T CU 1 ¢ g1
business and health

Improve forecast accuracy based on deal signals

and progression

Public

Q search

of Pipeline Manager

inity Yr SetStatus v

Q4 Deal Exotic Flavors

13349 + CEED

{® cBont Industries
tunity

© overview .2 Timeline

Mike Summers

Expected Value Owner

Pipeline

Fore: gory Close Date

In Develop Value Proposition Phase Priority
Insight

Static Key Fac

BRM Market Unit

re Trend

g Cpponniy | 13310

Q4 Deal Exotic Flavors

Q

Develop Value Proposition

General  Changes  Customer Projects ~ DocumentFlow  Value Assessment

Here are a few things you could do to accelerate the deal

R You're ready to proceed @ 51 days since your last interacti...

10ct 2025

)y Joe witis

Progress ]

Call Log

Latest Note Appointment

Email
Ms Mike Summers

Joe Wills expressed interested in closing contract for Cbont Industries’ 2026 m  Task

Vi
., isit
4" Would you like to?

£ Create Appointment

Activities (0)

A

y

There are no activities

Network Contact

Joe Wills
JW  CBont Industries
o | joewills@demo.cloud.sap
2 months ago Yes

Last Interaction In System

Summary  Contacts  Colleagues

Hugrank Trend

%0

Activities Engagement

All 453|459 |4 24

Activities

Emal Racaived

Past Motings

Scheduled Meetings

Cancelod Meetings

Last Email Sent

mike.summers@emp.cx.demo.sap + 2 months ago

23



Al-assisted sales engagement

Guide sales actions and provide
contextual assistance in redime

Monday, Oct 6
Good evening, Aoife Rathlin

Personalize your customer engagements at scale

Simplify and accelerate workflows leveraging
contextual assistance via a natural language
interface

How can | help you?

Respond to customer questions in real-time with
intelligent Q&A

Improve data quality with simplified data entry and
automatic data cleansing

Public 24



Al-driven autonomous agentic selling

Utilize B2B Al Agents to increase deal
volume and conversion

SAP4 i
w0 F CX Al Toalkit
CX Al Taolkit / Al Agents / Phil the Progress Pilot

+ Phil the Progress Pilot

(1) Agent Type (2") Agent setup 3] Agent Trigger

Spend time building lasting customer
relationships

v Playground

Have Al take over timeconsuming activities

Result

@
a
a
B
e
@
a
=]
&8
T
28,

The Al Agent has bes

Automate business processes to reduce
manual data entry

Requestid: 3bf69d2a-Bal3-4625-8587-0741b34ab0c Agentid: BAYcI6-18Ic-47ee-beSe-13ceThaccBal Status.

Timestamy
Thu, 02 Oct 2025 23:43:25 GMT

Increase sales coverage and velocity with
reduction of administrative tasks

Experience praducts to make decisions and drive business actions.

@ Review the responses to ensure they meet your goal, comply with standards, and do not contain misleading information or bias

('4') Agent Settings

Public

25



Connected

Deep integrations with ERP
connect operational data
with customer experiences to
engage the right customers,
anywhere they are

214-726%

ROI from
pre-integration

—_—

Mondsy, e 13180 &>

Good afternoon, Diana

Intelligent CX

Insightful

Al-powered processes allow
you to anticipate, automate
and personalize every
customer interaction

> 1,500

customers using CX Al
innovations from SAP

Adaptive

Composability and a vast
partner ecosystem
empower you to build to
your unique requirements
and move fast

> 230

certified SAP CX
ISV partners




Customer Experience Connect
at SAP Connect

Turning Strategy into Revenu
with Al-powered Sales ]
Performance Management

March, 2026

SAP” Customer Experience




waaoe -fike sdles
leaders identified SPM

as their top
T UNé ¢ DADel

IDC MarketScape : Worldwide Sales Performance Management 2025 Vendor
Assessment



89%

Sales representatives
leave due to compensation

56%

Companies with 11+ Sales
automation systems

6 months

To fill open sales
positions

0%

Sales transparency
challenges

200%

Cost of
replacement

40%

Still use spreadsheets

29






At-A-Glance k\/nd r\/l

Complex operations spanning over 100
countries with 90,000 professionals.
Over 4600 customers globally.

Navigating structural changes wanted to
maintain customer centricity and align
strategy with seller performance.

Chose SAP Sales Peformance
Management solutions

31



©) BOSCH #» paloalto

TOYOTA  BOSS

'
/ I/\\/r] CII \/' BlueCross®
i@’St ra BlueShield’
' CISCO
. SIEMENS i
@ CiNTAS. CITRIX

o vodafone VISCOM

-3, vaetna
f

* |IDC MarketScape 2025

SAP Is the Market
Leader* in Sales
Performance
Management
Trusted by
organizations across
the world
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SAP Incentive SAP Territory
Management and Quota

Automate complex incentives Streamline and Simplify
plans and build transparency Financial and Sales Planning

33



Sales Operations 50%

transformed in 13 months,
45 legacy modules and
solutions replaced by
Sales Performance 0O
Management suite from 60 /O

SAP Complexity
Reduced

Savings



Accelerate your Incentive Compensation Management Journey
SAP SPM solutions are transformative for organizations

Improve organizational agility Faster time to value Boost Performance and Retention
Reduction in inquiries Timeframe to roll out a radically Faster time to hire
30% driving greater productivity 1 Week different compensation plan f 25%
unthinkable with the legacy
solution
Improvement in audit To perform and deliver Time savings for
059/ accuracy 1 day commission calculations to the 35% performance management
0 sales force, down from over

five days previously

Commissions templates Minimum seniority of a new
4 from 40 9 sales person up from three

months
months

35


https://www.sap.com/documents/2019/10/f415a80b-797d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/documents/2019/10/f415a80b-797d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/documents/2019/10/f415a80b-797d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/documents/2019/10/f415a80b-797d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/documents/2019/10/f415a80b-797d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/documents/2019/10/f415a80b-797d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/documents/2019/10/f415a80b-797d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/documents/2019/10/f415a80b-797d-0010-87a3-c30de2ffd8ff.html

Accelerate your Sales and Revenue Operations
SAP SPMsolutions are transformative for organizations

COMPENSATION SPEND

Error Reduction

SALES BEHAVIOR

Corporate goal achievement

Plan optimization Leaderboards and coaching

Spend versus production

SALES EXPERIENCE PRODUCTIVITY

Eliminate shadow accounting

Timely plan communication
Credit and pay transparency Dispute reduction

Mobile experience

COMP ADMIN EXPERIENCE

Elevate strategic value of comp admins

COMPLIANCE AND RISK

Policy and regulatory automation

Administrative efficiencies Analytic insights regarding performance and pay

36



Combine the power of
Sales Performance
Management and Sales
Automation

With SAP




Maximize Your h § &eA ¢ T NRevenue Growth with SPM + SAP Sales Cloud
Gain visibility and control from sales planning to execution

N_powered business Proce sses

geosystem solutiong

Spend management
and business network

Customer

ecific anqg ¢
P "ste,- Experience

-

Human
e‘d

experience S
Cloud ERP 3

management N

Business Technology Platform

EXTERNAL - PUBLIC

01

02

03

Real-time customer insights from
Sales Cloud

Intelligent quota planning and
predictive modelling with SPM

Flexible and transparent Incentive
planning aligning sales behavior and
strategy with SPM

Connect Lead to Cash with visibility
across the sales cycle with SPM + CX

38



SPM + CX

LS

Territory Planning Sync

EXTERNAL - PUBLIC

o

Real-time Commission Visibility

-

Embedded Performance
Insights
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