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Agentic service 
Personalized service 
with connected ERP & 
service solutions

Renee Wilhem
Product Marketing, SAP CX
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Marketing & Sales

Product & service development

Information technology

Service operations

Knowledge management

Software engineering

Human resources

Risk, legal and compliance

Strategy and corporate finance

42%

22%

28%

23%

21%

18%

13%

11%

11%

% of respondents

Source: McKinsey & Company, “The state of AI in early 2025” (2025)

Customer Experience — fastest growing area for AI adoption
Business functions in which respondents’ organizations are regularly using gen AI, by industry
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Suppliers & 

Distributors

Service is everywhere



Complaints and 

disputes
HR inquires

Operational 

process

Order 

fulfillment

Payment 

advice

Learning and 

training

Invoice and 

Billing

Compliance 

questions

AI enables 
personalized 

support at scale 

AI enables 
personalized support 
at scale 
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SAP Service Cloud 

Provides omnichannel service, unified agent 

desktop and AI enhanced case management, 

enabling timely service and fast resolutions. 

• Connect channels, people, and processes.

Provide timely, reliable omnichannel service and 

quickly solve customer issues.

• Leverage AI driven insights for speed and 

efficiency. Empower your service teams with a 

unified agent desktop and AI-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.

SAP Field Service Management

Optimises in-person service operations, 

coordinating field technicians, scheduling, and 

resources to ensure timely, efficient service delivery.

• Standardize and harmonize business processes 

with modern user experience and foundation for 

business AI 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 Customer Service Management Solutions
Meeting service delivery needs across the organization

SAP Enterprise Service Management

Brings consumer-grade service management to 

internal business functions (Finance, Procurement, 

HR) 

• 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.

• AI-driven automation and flexibility. SAP's latest 

technologies include LCNC, business flows, process 

orchestration, AI services, and advanced analytics.



8

SAP Service Cloud 

External customer service 

(B2C, B2B, B2B2C) 

SAP Enterprise Service 

Management

HR, Finance, Procurement, 

Facilities and more… 

SAP solutions for your service needs: One Tenant, One Cloud
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Deliver consistent, AI-powered service across every request
SAP solution for customer service and enterprise service management

Customer service 

Finance

HR

Procurement

Supply chain

Manufacturing

Facilities

Other

“I don’t understand my paycheck”

“Why has my invoice been rejected?”

“The product is not working”

“Why is my delivery delayed?”

Fast resolution

Personalized support at scale

Consistent service experience



10

10

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

AI transformation starts with trusted business data

Service teams work within business 

processes

AI turns insights into 

resolutions

This is value 
only SAP 
can deliver.

Service teams work within 

business processes

Service starts with the 

right context 
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Turn complex requests into effortless, personalized experiences for every 

customer

✓ Apply AI across the entire service journey—from inquiry to 

resolution

✓ Empower service teams with an intuitive workspace and 

full business context

✓ Resolve issues quickly with AI-powered case management 

and guided workflows

Get to the right 

resolution faster
Deliver personalized 

support at scale 

Increase strategic value 

of service
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AI powered issue to resolution –connected with your SAP backend  
Faster resolution, increased customer satisfaction, decreased cost to serve 

Inquiry Case creation 
Initial  case 

review
Case 

resolution 
Continuous 

improvement 

SAP CLOUD ERP 
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Automate answering service questions
Digital Service Agent

▪ AI-powered self-service using product 

documentation and FAQ’s through 

natural conversation

▪ 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

Assist & support
Inquiry 
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Automatically route tickets to the right team
Case Classification Agent

▪ Instantly analyze incoming tickets and assign 

them to the right teams – without historical data

▪ Take the guesswork out of prioritization with 

automatic case scoring and categorization 

▪ Ensure consistent handling as AI learns from 

your team's best practices

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

▪ Automatically generate summaries of 

cases and customer interactions

▪ Highlight key details and context from 

conversations between the customer and 

the previous service reps

▪ Enable service teams to quickly 

understand the situation and provide 

personalized support 

Initial case review
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Understand the full picture of each customer
Intelligent Customer Profile

▪ See customer value at a glance with total 

spend, order history, and subscription 

status 

▪ Review recent interactions, service cases, 

and relationship history in a unified view 

▪ Create templates for each data source 

(SAP Customer Data Platform, SAP Cloud 

for Customer, SAP Sales & Service Cloud) 

and define the priority for each

Case resolution
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Learn and continuously improve service
Resolution Summary

Automatically generate a resolution 

summary including issue overview, solution, 

and key outcomes

Capture key case details and metrics 

including timelines, status updates, and SLA 

information

Use insights and feedback to continuously 

improve service operations

Continuous improvement 



18

Integrating the AI-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

“

”
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“We are using AI-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

Döhler
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Company Name 

Döhler Group

Industry 

Consumer Products

Employees 

>9500

Revenue

>$700 mil

Products and Services

Food Applications

“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, Döhler

Featured Partner

SAP 
Innovation 
Awards 2025 
finalist

33%
Reduction in resolution 

times

4X
Increase in 

productivity

80% 
Decrease email writing 

times using Gen AI
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Product Tour



22

SAP Service - a holistic approach to customer service

Data Privacy
▪ Data disclosure

▪ Data depersonalization

▪ Data Retention (employee)

▪ Change History

▪ Widget based CTI 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

Channel Orchestration

Collaboration

▪ Notifications

▪ Microsoft Teams 

integration, MS 

Teams Resolution 

Rooms 

*Additional license required  (SAP or Partner solution)

Insight through Real-Time 

& Predictive Analytics

▪ Analytics Cloud embedded

▪ Embedded & custom dashboards 

and reports

▪ KPIs, embedded & ad hoc reporting

▪ Local & global administration

Productivity

▪ Global Search

▪ Autoflow & approvals

▪ Notifications

▪ Guided flows

▪ UX & field extensions

▪ Template management

▪ SAP S/4HANA

▪ SAP Field Service Management

▪ SAP BTP: Intelligent technologies, Analytics, 

▪ SAP Build Apps, Integration suite

Integration brings quick time to value 

Case Management & Case Designer

Agent Desktop

▪ Customer led insights

▪ Interaction/activity timeline

▪ Internal notes

▪ Knowledge search

▪ Embedded inquiry flows

▪ Customizable KPI cards

▪ External alerts

▪ Real-time, scalable, high performant

▪ Hyperscale hosting

▪ CICD

Platform

Artificial Intelligence 
▪ Case categorization and prioritization 

▪ Language detection and sentiment analysis 

▪ Ticket intelligence: Similar cases and recommended 

solutions  

▪ Generative AI for case summaries and email creation

▪ Resolution summary

▪ Business information extraction 

Solution Finder

▪ SAP Knowledge Central by Nice*

▪ SAP Build Work Zone integration

▪ Integrate with existing knowledge base

▪ Context-sensitive recommendations

▪ Easily share content with customers

▪ Knowledge creation agent 

Field Service Management *
▪ Planning and dispatching

▪ Intelligent route optimization 

▪ Crowd service

▪ Mobile workforce enablement

▪ Reporting and analytics

▪ Case Routing

▪ Workflows, notifications, 

approvals

▪ Visual designer

▪ Types, steps & phases

▪ Status, notes

▪ Installation management

▪ AI: similar cases, 

resolution summaries, …

▪ sentiment analysis

▪ Service level agreements
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SAP Service: AI Capability Overview
Insightful

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 

Document AI

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

Email Draft Recommender

Generate mail responses to personalize and 

reduce effort

Sentiment Analysis

Analyze sentiment to optimize prioritization

Case Type & Categorization

Automatically determine case types and 

classify cases by analyzing unstructured 

email content to accelerate case processing.

Machine Translation

Translate inbound mails to the user’s logon language

Similar Case Recommendation

Compare cases to existing cases to avoid 

duplicate work

Case Topic Analyzer

Analyze Case Content and visualize trends via charts 

or word clouds

Profanity Check

Check outbound mails for inappropriate wordings

Joule for contextual insights

Provide instant answers and context-based information 

throughout the inquiry to resolution process

Joule Studio, Agent Builder

Easily build Joule agents to automate complex 

business processes
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Customer Delight

Key Focus Areas for 2026 for Customer Service Management

Agentic AI & AI 

Assistants

AI assistant to serve as a 

digital co-pilot.

New AI agents to 

support case resolution 

and service orders 

Customer value

Accelerate resolution 

and deliver 

personalized service at 

scale.

ChannelsAI Cloud Transition Industries

Optimized UX

Address the feedback 

from customers to 

optimize the user 

Interactions.

Customer value

Improve productivity

Increase speed & 

efficiency  

Omnichannel 

engagement

Expand self-service and 

channel choice with 

deeper partnership with 

AWS Connect

Customer value

Reduce customer effort 

through intelligent self-

service and AI-

enhanced omnichannel 

experience 

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. 

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.
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Self-Service

Key Focus Areas for H1 2026 for Enterprise Service Management 

Value-led results

FDE Engagement with 

customers to realize the use 

cases for Finance and Sales 

Order Support.

• Pre-processing

• Processes automation

• Assistant/Guidance

Financial Service 

Management
AI Content Packages LOB Processes

Effortless answers

AI-powered experience 

for instant answers and 

resolution guidance.

• SAP Business Suite 

integration

• Self-Service Catalog

Speed throughput

Introduce Financial Service 

Management alongside 

S/4HANA.

• Collections worklist

• Contract account view

• Invoice and Dispute 

Management

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…

Quick consumption

Preconfigured, integrated 

content that simplifies 

adoption.

• HCM/SuccessFactors

• SAP S/4HANA Finance

• Extended S/4HANA

• Move programs

• …

Drive accuracy and 

process efficiency

Extend value of key 

functional areas

Add value for 

S/4HANA Customers 

Accelerate customer and 

ecosystem opportunity

Simplify deployment 

and speed adoption
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Improve service experience across your enterprise

Get to the right 

resolution 

faster 

Increase 

strategic value 

of service 

Personalize 

support 

at scale

Turn complex requests into effortless, personalized experiences for every customer, with the 

power and efficiency of AI
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Make every customer feel like they are 

your #1 priority 
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Join the Innovation Spotlight Webinar 
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Join the conversation

Your perspective matters

You ask. We answer.

step-by-step instructions

For additional cutouts, follow the step-by-step instructions

on how to find cutout images in the SAP Media Library.

SAP Enterprise Service 

Management 
SAP Business AI 

Discovery Center

SAP Enterprise Service 

Management 

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

Thank you.

Networking Reception – 4:30-6:00
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