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=¥ Customer Experience

Agentic service
Personalized service
with connected ERP &

service solutions

Renee Wilhem
Product Marketing, SAP CX




Customer Experience — fastest growing area for Al adoption

% of respondents

Marketing & Sales

Product & service development

Information technology

Service operations

Knowledge management
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Strategy and corporate finance
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SAP Customer Service Management Solutions
Meeting service delivery needs across the organization

SAP Enterprise Service Management

Provides omnichannel service, unified agent Brings consumer-grade service management to
desktop and Al enhanced case management, internal business functions (Finance, Procurement,
enabling timely service and fast resolutions. HR)

SAP Service Cloud SAP Field Service Management

Optimises in-person service operations,
coordinating field technicians, scheduling, and
resources to ensure timely, efficient service delivery.

Connect channels, people, and processes.
Provide timely, reliable omnichannel service and
quickly solve customer issues.

Leverage Al driven insights for speed and
efficiency. Empower your service teams with a
unified agent desktop and Al-driven automation
and recommendations.

Adapt and thrive in constant change. Quickly
adjust your customer service with the scalable SAP
Service Cloud. Deliver on your brand promise with
intelligent customer service.

Centralized service management environment.
Drive efficiency in your internal service delivery
operations with a unified workspace and connected
inquiry to resolution processes.

Ready-to-use and integrated. Pre-delivered
scenarios and integration with SAP solutions such
as S/4 Finance and SuccessFactors extend value
and reduce TCO.

Al-driven automation and flexibility. SAP's latest
technologies include LCNC, business flows, process
orchestration, Al services, and advanced analytics.

Standardize and harmonize business processes
with modern user experience and foundation for
business Al and automation.

Deliver Service Precision. Reduce costs and
improve customer experience by optimizing and
mobilizing resources for efficient service delivery.

Revolutionise Equipment Performance. Increase
performance and extend equipment life through
technology-fueled proactive service and
optimization.




SAP solutions for your service needs: One Tenant, One Cloud

SAP Service Cloud SAP Enterprise Service
Management

External customer service
(B2C, B2B, B2B2C) HR, Finance, Procurement,

Facilities and more...




Deliver consistent, Al-powered service across every request

SAP solution for customer service and enterprise service management

Customer service “The product is not working”

Finance

HR Fast resolution

“I don’t understand my paycheck”
Procurement Personalized support at scale

Supply chain Consistent service experience

Manufacturing “Why has my invoice been rejected?”

Facilities

Other “Why is my delivery delayed?”




Al transformation starts with trusted business data

When business context and processes are connected, Al can resolve every request faster

Service starts with the Service teams work within Al turns insights into
right context business processes resolutions +

o | 4
A This is value

can deliver.
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Turn complex requests into effortless, personalized experiences for every

customer

v Apply Al across the entire service journey—from inquiry to

resolution

v' Empower service teams with an intuitive workspace and

full business context

v Resolve issues quickly with Al-powered case management

and guided workflows

Get to the right
@ resolution faster

hTd )
~ Deliver personalized ....... Increase strategic value

qQ .
~ support at scale of service
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Al powered issue to resolution —connected with your SAP backend

Faster resolution, increased customer satisfaction, decreased cost to serve

~stRun Al Digital Service

@ Summary
Agent

: Resolution Summary 4*
ilable Prompts (2) Y v+
® Al-Powered Categorizatiol e

Case status update email

Handoff requested. Choose an

@ option:
S

Overview

Email Text Preferences The case involves a request from Rishi, reported'

w case is categorized as a Car Fleet type, with a nol
| Product Support Tmeine _Genera_ Relaed Evites  Cramges  Form e
|

Connecting you to an

@ agent...

15:25

Keywords: CARUPGRADE  LEASEINQUIRY N
NNNNNNN

You are now connected to a live
agent.
15:25

Resolution

- ubmissive Neutral Upon receiving Rishi's inquiry about upgrading
I-Powered Sentiment Analyy, e N

< request and providing Rishi with the necess3

completes their review, they will directly
needed.

&0 Keywords: VENDORPROCES

Initial case Case
review resolution improvement

Continuous

SAP CLOUD ERP
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2

Automate answering service questions

Digital Service Agent

bestrun

Al-powered self-service using product
documentation and FAQ’s through s "
natural conversation 77,
Respond to complex service queries,

and hand over to a human agent where

needed

Plug into the digital outlet of your choice
such as a Business Portal or e-commerce
storefront through a flexible API

'l \ (\ ‘

M ,}"(’ ! /‘

BEST SELLING F

7

Bestrun Self-Service Agent ® 7 x

Today 8:00 AM

How can | track my order status and
estimated delivery date?

You can track your order by visiting the
'Order History' section in your account.
Simply log in, go to 'My Orders," and
select the order you want to track.
You'll see the latest status and
estimated delivery date. If you have a
tracking number, you can also use it on
the courier’s website for real-time
updates. If you need further
assistance, feel free to contact our
support team.

Ask about our services or procedures

13



Case creation

é) Automatically route tickets to the right team
X} Case Classification Agent

Instantly analyze incoming tickets and assign

them to the right teams — without historical data Al Agents **

Take the guesswork out of prioritization with .o .
automatic case scoring and categorization Agent Case Classification
Ensure consistent handling as Al learns from Technica[ Support

your team's best practices

14



Initial case review

Get a quick understanding of the case and interactions
Case summary and interaction summary

= BY Q search Y > % 0 @ w o o

@ Home B Cases B Car upgrade @ Settings 9 Generative B |nquiy Regarding Parentl Bene.

Automatically generate summaries of — D
cases and customer interactions 9 psss 0 S g

16065

Verify Case Header : Name/ Mobile/ Email/ Type/ Status/ Pi

Capture Issue Details : Navigate to General Tab to Generate Summary

- Verify People Profile
Parental Leave ify People Profil

Highlight key details and context from
conversations between the customer and

Set Step to Done

Timeline  General  Related Entities ~ Changes  Form  People Profile + Create | (3§ [
Employee Changed On
o o
the previous service reps 0 Summary .
<
[ open [ NormalJ . .
Status Priority Interaction Summary ¢ Regenerate  Show Translation

Mike Summers is inquiring about the parental benefits at BestRun company as he and his wife are expecting their first baby. He is interested in learning about parental leave, healthcare coverage, and

E n a b le Se rvi Ce tea m S to q u iC kly Category ry)[::"rj:iy::v( services. He also seeks information on necessary steps or documentation. Mike Summers appreciates the proactive approach of BestRun and looks forward to receiving more
o . o
understand the situation and provide
p e rs O n a li Zed S u p po rt ztz:f;:;;esl;kwce;smnDARD Associated Tasks (0) Gl

O Benefits > Leave/Vacation > Parental Leave

(© Created by Generative AL Verify resuts before usage. ~Last Updated: Feb 18, 2025, 4:22 PM

Description 7~
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Case resolution

Understand the full picture of each customer
Intelligent Customer Profile

]
‘\ Joe Wills X

50,000 5 248,669
. Last Orders Total Orders Total Spend
= See customer value at a glance with total
spend, order history, and subscription Summary  Details  Segments
status I
Joe Wills works for Cbont Industries and can be reached at
n RevieW recent interactions Service cases joe.wills@demo.cloud.sap. They have placed 5 orders with a total
. . . L) . . ’ spend of $248,669. Their subscription renewal rate is 85%, and
and relationship history in a unified view Customer Profiles they have a priority service classification.
Customer Data Platform ¥
" Create templ’ates for eaCh data Source Default Profile Customer Profile Default @
(SAP CUStomer Data Platform, SAP ClOUd CDP Profile Card Customer Profile Custom @ ya
for Customer, SAP Sales & Service Cloud) Cloud for Cussrmer
and define the priority for each DetautProfte Comct oot
Default Profile Individual Customer Default @
CAC Profile Card Contact Custom (D f -
C4C Profile Card Individual Customer Custom f LT
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Continuous improvement

Learn and continuously improve service
Resolution Summary

;EL,W Q search Y > T o e aQ

Case | 16067

@ Home & Cases e el

Q' Summary ~

o o
n Car Upgrade .
U I y U I 1 Resolution Summary 4 Regenerate Show Translation A
mmary including i [ luti
Su ary inctuaing issue overview, sotution,
Car Fleet The case involves a request from Rishi, reported by Dev Admin, regarding the possibility of upgrading his current car lease from a 4-seater vehicle to a 7-seater for increased space and comfort. The
a n d key o utco m es case is categorized as a Car Fleet type, with a normal priority level. The escalation status is marked as NOT_ESCALATED, and the case has been completed
Case Type

Keywords: CARUPGRADE LEASEINQUIRY ~ NORMAL PRIORITY — COMPLETED

Overview ~

Dev Admin 2/18/2025, 4:2

Resolution ~
Employee Changed On

Upon receiving Rishi's inquiry about upgrading his car lease, Dev Admin promptly forwarded the request to the Car Lease vendor for further processing. The vendor was tasked with reviewing the

o o
= Capture key case details and metrics
request and providing Rishi with the necessary details regarding available options, adjustments to monthly lease payments, and any additional requirements for the upgrade. Once the vendor <
i n Clu d i n ti m eli n eS Stat u S u d ates a n d S LA Completed completes their review, they will directly contact Rishi with the next steps. Consequently, Dev Admin marked the case as completed and resolved on their end, assuring Rishi of further assistance if
bl p b Status needed.
o f t.

Keywords: VENDORPROCESSING  LEASEOPTIONS ~ CUSTOMER COMMUNICATION  CASE RESOLVED

Category .

Case Metrics ~

Car Fleet > Car Replacement / Upgrade

Active Time
° ° * Reported on: 2025-02-18 09:42:10
= Use Insights and feedback to continuous . sLas Resigned o processor o 2025-02-18 054915

Service Level:

The SLA was met as the case was completed on 2025-02-18, well before the campletion due Initial review completed on: 2025-02-18 09:42:51

2 g g O aana date of 2025-02-23 Response due on: 2025-02-20 01:00:00
Im prove SerVICe Operat|0ns . ] Resolution due on: 2025-02-21 21:00:00

Completed on: 2025-02-18 09:53:28
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¢ Integrating the Al-powered Case Classification Agent in our
SAP Service Cloud has been a game-changer for fast
customer ticket resolution.

Replacing hundreds of routing workflows with a single
prompt has significantly improved accuracy, reduced manual
effort, and accelerated resolution times - boosting efficiency
while enhancing response quality. ??

Florian Haustein
Business Digital Organization - Digital Customer Experience

BOSCH
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'DOHLER

“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




SAP =

Innovation :DOHLER

Awards 2025
finalist

“SAP Enterprise Service Management for HR is a
huge step towards a more digital and therefore,

more transparent and structured way of work.”
Paul Wittig, Head of HR Operations & Services, Déhler

4X

33% 80%

Reduction in resolution Increase in Decrease email writing  reatured Partner
times productivity times using Gen Al g OLVIA o
Company Name Industry Products and Services  Employees Revenue

Dohler Group Consumer Products Food Applications >9500 >$700 mil

Public



Product Tour U




35_ SAP Service - a holistic approach to customer service

Agent Desktop &———  Collaboration &——  Solution Finder *— o Artificial Intelligence
- Customer led insights - Notifications = SAP Knowledge Central by Nice* " Case categorization and prioritization
= Interaction/activity timeline = Microsoft Teams * SAP Build Work Zone integration " Language detection and sentiment analysis
. Internal notes integration, MS = Integrate with existing knowledge base = Ticket intelligence: Similar cases and recommended
- Knowledge search Teams Res’oluti on = Context-sensitive recommendations solutions
- Embedded inquiry flows RooMmS = Easily share content with customers = Generative Al for case summaries and email creation
= Customizable KPI cards * Knowledge creation agent " Resolution summary
External alerts = Business information extraction
= Ex
—  ® .
Channel Orchestration

= Widget based CTl integration with preferred vendors
(phone, chat, messenger, social, bot, etc...*)

= Multisession

= Email management (native)

Self-service extensibility with API

IOT* extensibility via API

Integration with Amazon Connect self service chatbot

Insight through Real-Time eoe———
& Predictive Analytics

L]

= Analytics Cloud embedded

= Embedded & custom dashboards
and reports

= KPIs,embedded & ad hoc reporting

= Local & global administration

Integration brings quick time to value
SAP S/4HANA

B ¥ 8 B B 8B 8 B8

- SAP Field Service Management
= . = SAP BTP: Intelligent technologies, Analytics,
Productivity e - = SAP Build Apps, Integration suite
= Global Search = Guided flows
" Autoflow & approvals " UX&field extensions L Field Service Management *
= Notifications = Template management . . .
= Planning and dispatching
. ® = Intelligent route optimization
Data Privacy Case Management & Case Designer = Crowd service
Platform e = Data disclosure = Case Routing * Installation management . Mobile workforce enablement
= Real-time, scalable, high performant = Data depersonalization = Workflows, notifications, = Al: similar cases, = Reporting and analytics
= Hyperscale hosting = Data Retention (employee) approvals resolution summaries, ...
= CICD = Change History = Visual designer = sentiment analysis
= Types, steps & phases = Service level agreements
= Status, notes 22

*additional license required (SAP or Partner solution)



5 < SAP Service: Al Capability Overview

= O= Optimizing service from issue to resolution with every inquiry

Business Information Extraction
Automatically extract vital information from @
inbound mails to streamline processing

Business Document Extraction with SAP e
Document Al

Process unstructured files like payment

advice to automatically pre-process and post,
with instant learning

Case & Resolution Summaries
Summarize case contents to get better
overview and reduce effort

Case Type & Categorization L
Automatically determine case types and
classify cases by analyzing unstructured

email content to accelerate case processing.

Email Draft Recommender
Generate mail responses to personalize and
reduce effort

Joule for contextual insights o
Provide instant answers and context-based information
throughout the inquiry to resolution process

Machine Translation
Translate inbound mails to the user’s logon language

Case Topic Analyzer
r----® Analyze Case Content and visualize trends via charts
—— or word clouds

-0 Profanity Check
Check outbound mails for inappropriate wordings

----- i Similar Case Recommendation
Compare cases to existing cases to avoid
duplicate work

Sentiment Analysis
Analyze sentiment to optimize prioritization

e Joule Studio, Agent Builder

Easily build Joule agents to automate complex
business processes

23



Key Focus Areas for 2026 for Customer Service Management

Al

Agentic Al & Al
Assistants

Al assistant to serve as a
digital co-pilot.

New Al agents to
support case resolution
and service orders

Customer value
Accelerate resolution
and deliver
personalized service at
scale.

Customer Delight

Optimized UX

Address the feedback
from customers to
optimize the user
Interactions.

Customer value
Improve productivity
Increase speed &
efficiency

Channels

Omnichannel
engagement

Expand self-service and
channel choice with
deeper partnership with
AWS Connect

Customer value
Reduce customer effort
through intelligent self-
service and Al-
enhanced omnichannel
experience

Cloud Transition

Support complex
processes

Support the transition
from SAP CRM to the
cloud native stack via a
phased approach

Customer value
Provide a low-risk,

phased transition path to

the cloud.

Industries

Expand footprint

Expand our Utilities Add-
on and enter the
adjacent industry Public
Sector. Enhance
connected Retail
Service.

Customer value
Support industry-
specific service
processes with purpose-
built capabilities.

24



Key Focus Areas for H1 2026 for Enterprise Service Management

Al

Value-led results

FDE Engagement with
customers to realize the use
cases for Finance and Sales
Order Support.

& Pre-processing
& Processes automation

« Assistant/Guidance

Drive accuracy and
process efficiency

Self-Service

Effortless answers

« Al-powered experience
for instant answers and
resolution guidance.

* SAP Business Suite
integration

» Self-Service Catalog

Extend value of key
functional areas

Financial Service
Management

Speed throughput

Introduce Financial Service
Management alongside
S/4HANA.

* Collections worklist
» Contract account view

* Invoice and Dispute
Management

Add value for
S/4HANA Customers

Content Packages

Expand ecosystem

Enable SAP LOB’s and
partners deliver their own
content and accelerate value
realization.

» Standardize framework
approach

* Including case types, forms,
business documents and
more...

Accelerate customer and
ecosystem opportunity

LOB Processes

Quick consumption

& Preconfigured, integrated
content that simplifies
adoption.

» HCM/SuccessFactors
* SAP S/4HANA Finance
* Extended S/4AHANA

» Move programs

Simplify deployment
and speed adoption

25



Improve service experience across your enterprise

Turn complex requests into effortless, personalized experiences for every customer, with the
power and efficiency of Al

Get to the right Personalize Increase

resolution support strategic value
faster at scale of service
%

A
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Join the Innovation Spotlight Webinar

=¥ Customer Experience

SAPWEBINAR

SAP Sales and
Service Cloud

Innovation Spotlight
Save your place: April 15, 2026
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Your perspective matters

Join the conversation

You ask. We answer.

SAP Enterprise Service SAP Enterprise Service SAP Business Al
Management Management Discovery Center



https://dam.sap.com/mac/app/p/video/asset/preview/nsus9o4?ltr=a&rc=10&doi=SAP1225331&includeRelatedAssets=true

Thank you.

Networking Reception — 4:30-6:00

' b
© 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. B rI n g 0 ut yo u r est L]

INTERNAL — SAP and External Parties under NDA Only
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