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Download the app from 

iPhone App Store or Google Play.

Take the session survey.

We want to hear from you! 

Complete the session evaluation for this session 

AIN203 on the SAP TechEd mobile app.
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The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission of SAP. 

Except for your obligation to protect confidential information, this presentation is not subject to your license agreement or any other service 

or subscription agreement with SAP. SAP has no obligation to pursue any course of business outlined in this presentation or any related 

document, or to develop or release any functionality mentioned therein.

This presentation, or any related document and SAP's strategy and possible future developments, products and or platforms directions and 

functionality are all subject to change and may be changed by SAP at any time for any reason without notice. The information in this 

presentation is not a commitment, promise or legal obligation to deliver any material, code or functionality.  This presentation is provided 

without a warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a 

particular purpose, or non-infringement. This presentation is for informational purposes and may not be incorporated into a contract. SAP 

assumes no responsibility for errors or omissions in this presentation, except if such damages were caused by SAP’s intentional or gross 

negligence.

All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ materially from 

expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, which speak only as of their dates, 

and they should not be relied upon in making purchasing decisions.

Disclaimer
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THE WORLD
IS TURNING
CONVERSATIONAL67%

I have a question 

for you.

Hello!

What % of consumers 

used conversational 

interfaces last year?

Source: Michael Management Corporation (MMC), 2019

https://www.michaelmanagement.com/blog/a-look-at-conversational-ai
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THIS SHIFT IMPACTS YOUR TWO MOST 
IMPORTANT AUDIENCES, AND YOU NEED TO ACT

Customers Employees



Employee Experience 
Transform the work life of your employees
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ENTERPRISE SOFTWARE HAS VERY RICH 
SOLUTIONS THAT CAN BE COMPLEX TO USE!
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AND A POOR EMPLOYEE EXPERIENCE 
CREATES

Frustrated

employees

Lower

productivity
Has-been 

image
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Chatbots!

What’s the solution? 
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Execute
simple tasks

Guide the user 
to the right page

Answer FAQ

A CHATBOT WILL HELP YOU TO
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HOW? SAP IS AUGMENTING ALL THEIR
PRODUCTS WITH CHATBOTS
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ALL SAP BOTS WILL BE CUSTOMIZABLE TO
FIT THE UNIQUE NEEDS OF YOUR COMPANY

+
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ALL BOTS ARE INTEGRATED INTO ONE UNIQUE 
INTERFACE: SAP’S DIGITAL ASSISTANT COPILOT
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Total Workforce Management

Demo

https://youtu.be/dsZBsT3wmFU
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Let’s create a C/4 chatbot in 5 minutes!

Demo
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How Nimbl chatbot empowers the 

sales employees experience 

Demo
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CHALLENGE
Dan is a Sales Rep on the road visiting customers and needs quick access to 
Sales Order information before he meets with his customer. He wants to know 
what are the most recent orders placed by his customer. And to be able to 
quickly check the status of a specific order. He does not have time to open a 
laptop and connect a VPN to SAP.

SOLUTION
SAP Conversational AI connects to any backend application including SAP 
ERP and SAP S/4 HANA.   Using a quick web chat or SMS text, Dan gets the 
information he needs quickly. And it is delivered cost effectively without the 
need for complex development or infrastructure.

IMPACT
Improved productivity, 
increased customer satisfaction, 
and low IT cost to deploy.

HANDS-FREE SALES REP ASSISTANT
Meet the NIMBL team at booth #428
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Conversational

AI

SAP Web IDE

Full-Stack

Application

Runtime

Your Datacenter

Cloud Connector

Corporate Identity Provider

INTERNET Firewall

Connectivity

On-premise

system

Live connection Secure tunnel

NIMBL BOT ARCHITECTURE
Meet the NIMBL team at booth #428
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SAP Conversational AI is native in 
your existing SAP portfolio.

WHY US? SAP NATIVENESS!

SAP is providing standard chatbots
that you can expand. Don’t start from
scratch, save 1+ year of development!
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Change the work life of your employees
and become the ultimate intelligent enterprise

Leverage conversational
interfaces from each SAP 

solutions

Simplify the experience with 
one unique SAP Digital 

Assistant

Customize SAP chatbots
and build your own!

TO SUM UP:



Customer experience 
Augment your productivity, your customer retention, your 

revenue, and become the intelligent enterprise
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CUSTOMERS EXPECT THE BEST FROM BRANDS
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YOUR CUSTOMERS 
EXPECT 
THE BEST SUPPORT
FROM YOUR BRAND

Me again!

Can you guess the amount

of annual losses due to 

poor customer service?  

Let me help you:

$160m $1,6b $1,6tr

1,6TR

Source: Accenture, 2016

http://www.smartcustomerservice.com/Articles/News-Features/Companies-Are-Losing-%241.6-Trillion-Due-to-Bad-Customer-Experiences-Accenture-Finds-110016.aspx
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SCALING YOUR SUPPORT WITH
CHATBOTS IS THE BEST SOLUTION

I’d like to get a copy of 

my last invoice

I didn’t get the SIM card I 

ordered last week

How do I add the 

« unlimited data » option 

to my phone?
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SFR Customer support chatbot

Demo

https://youtu.be/yWdgokgwhkM
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SAP Conversational AI belongs to the SAP portfolio, therefore your data never
leaves the SAP ecosystem. It is also easily connectable to other SAP solutions.

Easy to use Any language support Made for enterprise

WHY US? SAP NATIVENESS
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50+ CUSTOMERS HAVE BUILT BOTS WITH US. 
HERE ARE THE BEST STORIES
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CHALLENGE
Increasing number of demands to handle, overpowering an 
already maxed-out customer support service. 

SOLUTION
Automate customer service with a chatbot to provide instant 
24/7 support while reducing the support desk workload.

OUTCOME
Conversation duration is reduced by half because clients have
direct access to all relevant information. Over 90% of SFR 
customers are talking to the correct agent the 1st time. The bot 
fully manages 22% of all conversations.

UNDERSTANDING RED BY SFR
Leading telecommunication company in France – 14bn revenue in 2017 – 7000 employees
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CHALLENGE
Treating the increasing number of customer requests while
improving customer experience

SOLUTION
Integrate a chatbot on the web site and the mobile app to manage 
simple issues on internet and mobile subscriptions

OUTCOME
Bouygues Telecom went from 15% of “aborted by user” 
conversations to 0%, gaining a lot of time and money. The next
steps are to automate up to 30% of all customer questions and
reduce the conversation duration by 15%

UNDERSTANDING BOUYGUES TELECOM 
Leading telecommunication company in France – 5bn revenue in 2017 – 8000 employees

Hi, my internet connection 

is very slow

Is the affected line the 

06.33.45.87.28?

Yes

Bouygues Telecom bot

I am sorry for the 

inconvenience. Let’s 

understand what is going 

on! Do you also have an 

issue with your landline?

No, everything works fine
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CHALLENGE
Reduce the number of calls to the client’s call center while still 
providing outstanding support

SOLUTION
Automate the process of modifying, cancelling or suspending
insurance contracts with a chatbot

Outcome
The team now manages the 2 months of rush of the year with 100 
people and the bot, instead of 400 people. 

UNDERSTANDING GROUPE MUTUEL
Leading insurance in Switzerland – 308 millions revenue in 2018 – 2,264 employees
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CHALLENGE
Provide an easy interface to access complex legal information

SOLUTION
Create a chatbot that can provide automatic replies to recurring
legal questions on housing, representing 40% of the global 
volume!  

GOAL
Generate leads and subscriptions from customers to a legal 
service provided by AXA

UNDERSTANDING AXA
Leading insurance company – 102bn revenue in 2018 – 125,000 employees

Hi, I’m Maxime, Dailydroit’s chatbot! 
I can help you with housing issues 
(shared ownership, rental/sale, 
construction, neighbours) by offering 
valuable law information. For instance, 
you can ask me “my neighbours are 
too loud, what can I do?”

I want to contest my lease

I can help you understand the rules of 
leasing, specifically when it comes to 
rent increase. But first, I need to know 
if your lease has a modification clause 
based on your date of arrival. 
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By building chatbots with our bot building
platform, you are augmenting your
productivity, your customer retention, 
therefore your revenue, and are becoming
the intelligent enterprise.

IN A FEW WORDS:



What’s new?
Build powerful chatbots for powerful businesses
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HOW NEWEST FEATURES MAKE SMART 

CHATBOT BUILDING EASIER

Seamless SAP integration for all bots Generation of powerful chatbots in minutes

Native SSO in chatbots

SAP Bot Generator

Powerful web client 
for chatbots

Seamless connection 
to SAP services via Business Connector

FAQ Bot Generator

Smooth multi-bot interactions
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Seamless SAP integration

Demo

https://www.youtube.com/watch?v=sBIJjdbtMyM
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FAQ Bot Generator

Demo

https://www.youtube.com/watch?v=l4yAnKv7i1Q&feature=youtu.be
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SAP Bot Generator

Demo

https://www.youtube.com/watch?v=Wkxg8JMifAk&feature=youtu.be


What’s next 
Discover our roadmap
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Our Roadmap

1909 1912 2003

Use SAP CP Destination easily

SSO: End user authentication

Multi-bot

Connect multiple bots together

Generate a bot from a Q&A Document OData Skills Generation

Smart disambiguation and 

misunderstanding support

REST Skills Generation

And beyond

Multi-bot as a Hub

External bots & CAI bots

Extensibility

Extend dataset and dialog easily

Marketplace

Business insight

New channel: SAP CAI Web Client 

(CoPilot)
Powerful team collaboration

New richer UI message format

Scripting Syntax

to manipulate API service response

Multi-tenancy

Emotion detection

Bot Delivery

Deliver same bot to multiple customers
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▪ Access SAP TechEd Learning Journeys

▪ Discover related learning content

▪ Watch webinars of SAP TechEd lectures

▪ Learn about SAP’s latest innovations with openSAP

▪ Collaborate with SAP experts

▪ Self-test your knowledge

▪ Earn a SAP TechEd knowledge badge

Continue your SAP TechEd 2019 Learning Experience 

Join the digital SAP TechEd learning room in SAP Learning Hub

https://go.sap.corp/LearningHubTechEd
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Access replays

▪ Keynotes

▪ Live interviews

▪ Select lecture sessions

http://sapteched.com/online

Continue the conversation

▪ Read and reply to blog posts

▪ Ask questions

▪ Join discussions

sap.com/community

Check out the latest blogs

▪ See all SAP TechEd blog posts

▪ Learn from peers and experts

SAP TechEd blog posts

Engage with the SAP TechEd Community 

Access replays and continue your SAP TechEd discussion after the event 

within the SAP Community

http://sapteched.com/online
https://www.sap.com/community.html
https://blogs.sap.com/?s=SAP+TechEd
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More Information

Related SAP TechEd Learning Journeys

▪ AIN2 – Transform your business processes with intelligent technologies

▪ INT1 – Connect with an intelligent suite in a hybrid landscape

▪ DAT1 – Scale Artificial Intelligence

Related SAP TechEd sessions

▪ AIN366 – Build your own Conversational Bot in two hours with SAP Conversational AI

▪ AIN831 – SAP Conversational AI: Road Map

Public SAP Web sites

▪ SAP Community: https://www.sap.com/community

▪ SAP Products: https://www.sap.com/products/conversational-ai.html

https://www.sap.com/community
https://www.sap.com/products/conversational-ai.html


Feedback Contact for further topic inquiries

Please complete your session evaluation 

for AIN203.

Enrico Mrass
Development Manager
enrico.mrass@sap.com

Thanks for attending this session. 



Appendix 
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Connect
▪ Connection to external API services:

▪ Use SAP CP destinations easily
▪ Flexibility in retrieving and using data 

from API service responses

Converse
▪ New channel: SAP CAI Web Client

▪ Used as Fiori Assistant UI (CoPilot)
▪ Fiori 3 theming
▪ Limited UI message format support

Secure
▪ SSO: End user authentication

▪ End-to-end, from the web client to 
(business) service request

Build
▪ Generate a bot from a Q&A document
▪ Grammar functions for bot replies
▪ Improved detection of free entities
▪ Fetch entity enrichments through URL

Connect
▪ Scripting to manipulate data 

from API service responses

Deliver
▪ [restricted access] Deliver bots as part of a 

product to many customers out of the 
box, supporting customer-specific datasets

Converse
▪ Multi-bot support: connect multiple CAI 

bots together behind one single entry point
▪ Full UI message format alignment between 

CAI & CoPilot
▪ SAP CAI Web Client available for on Prem 

systems with end-user SSO
▪ [restricted access] Mobile SDK to integrate 

CAI with custom apps

Operate & Secure
▪ Multi-Tenancy

▪ SAML 2.0 IDP support for 
Enterprise accounts

Build
▪ Rapid skill building for OData (Query & 

Read)
▪ OData service + generic interactions -> 

skill
▪ Support for mandatory & optional 

parameters
▪ Default replies for each interaction

▪ Improved team collaboration and isolation
▪ Private gallery to re-use skills and intents
▪ Emotion detection
▪ Fetch entity values through URL
▪ Multiple entity labels detection
▪ Disambiguation between multiple entity 

values
▪ Improved support for comparison and sort 

entities

Converse
▪ Human-to-human chat (from CoPilot)
▪ Handle disambiguation, misunderstandings, 

and fallback actions for skills
▪ Filtering and validation for skills and entities 

based on end user roles
▪ Speech recognition, and text replies in 

speech
▪ Mobile SDK to integrate CAI with custom 

apps

Gain Insight
▪ Conversation logs

Operate & Secure
▪ Additional data center region: US
▪ Logging of all developer actions

Build
▪ Rapid Skill Building in OData (Create & Update)
▪ REST skills generation
▪ Combine intents and document-based Q&A in 

one bot
▪ Gold entities: normalization & customization
▪ Language support for Portuguese and Chinese
▪ Bot translation process support
▪ Co-reference for demonstrative pronouns

Connect
▪ Multi-bot support: Integration of external bots
▪ WhatsApp as additional channel

Deliver
▪ Automatic bot testing: Introduce 

configurable unit tests for bots
Converse
▪ Context- & ML-based disambiguation
▪ Speech replies for UI elements that are not text 

only
▪ Proactive assistance (push notifications)

Extend
▪ Extend bots with upward compatibility

Commercialize
▪ Marketplace

Gain Insight
▪ Multi-bot monitoring
▪ Business insights
▪ Generate intents from bot conversation logs
▪ Live training tips

Operate & Secure
▪ Migration of S/4HANA customers from CoPilot

to new CAI platform (2005)
▪ Additional data center regions: APJ next

Q1/2020 (2003)*Q3/2019 (1909)* Q4/2019 (1912)* Product Direction*

Subject to change

* This is the current state of planning and may be changed by SAP at any time without notice. 

Our Detailed Roadmap
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DEMOS LINKS

Seamless SAP Integration

FAQ Bot generator

SAP Bot generator

SFR Demo

Total Workforce Management

https://www.youtube.com/watch?v=sBIJjdbtMyM
https://www.youtube.com/watch?v=l4yAnKv7i1Q&feature=youtu.be
https://www.youtube.com/watch?v=Wkxg8JMifAk&feature=youtu.be
https://youtu.be/yWdgokgwhkM
https://youtu.be/dsZBsT3wmFU


© 2019 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of

SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its 

distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or

warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials. 

The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the express warranty 

statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional 

warranty. 

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or 

any related presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation, 

and SAP SE’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms, directions, and

functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time for any reason 

without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or 

functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ 

materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they 

should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered 

trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names 

mentioned are the trademarks of their respective companies. 

See www.sap.com/copyright for additional trademark information and notices.

www.sap.com/contactsap

Follow us

https://www.sap.com/copyright
https://www.sap.com/registration/contact.html
https://www.linkedin.com/company/sap
https://www.youtube.com/user/SAP
https://twitter.com/sap
https://www.facebook.com/SAP

