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Disclaimer

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.

2020 SAP SE or an SAP affiliate company. All rights reserved. PUBLIC



Escala global y adopcidon de F U E RZAS De vender productos a
nuevos negocios digitales ofrecer servicios de
suscripcion
R

Los Datos son necesarios
para la Personalizacion,
pero no a cualquier costo

\'vl

El Cliente en el centro del negocio

(MEZ2B) Requiere conectar el front con el

back office



Los Clientes que estan
altamente comprometidos
con una marca

= Compran 90% mas
frecuentemente

> Y gastan 60% mas
en cada transaccion

Rosetta Consulting via Marketing Land:



https://marketingland.com/making-mistake-focusing-new-customers-223791

Incrementar las
tasas de retencion en 5%

Puede incrementar
las ganancias hasta un 95%

Rosetta Consulting via Marketing Land: https:/marketingland.com/making-mistake-focusing-new-customers-223791



https://marketingland.com/making-mistake-focusing-new-customers-223791

80% sl (e

de los CEOs
creen

que estan
entregando una
experiencia
superior...

8% .5
M de los clu}}\b

B estan de acuerdo

Bain & Company via Craig McVoy, CCXP: https://medium.com/@CMcVoy/80-of-ceos-believe-they-deliver-superior-customer-experience-661efabd16b0

© 2020 SAP SE or an SAP affiliate company. All rights reserved.


https://medium.com/@CMcVoy/80-of-ceos-believe-they-deliver-superior-customer-experience-661efabd16b0

La Brecha de la Experiencia

Datos de
Experiencia
Faltantes

> Experiencias de Sistemas
Cliente Rotas Aislados
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En la Economia de la Experiencia, los clientes esperan mas

p> ENTENDER p> CONECTAR ) ENTREGAR

© 2020 SAP SE or an SAP affiliate company. Al rights reserved. 12



Conectando las X’s y las O’s

eXperiencia

Por qué las cosas estan pasando Qué esta pasando

T Entendimiento de sus

" operaciones diarias, como
las ventas, finanzas, tasas de
victoria, tiempo de venta.

El factor humano:
retroalimentacion, :
emaociones, y
sentimientos.

X-data ayuda a descubrir lo que O-data ayuda a
realmente importa a los clientes y operar su negocio.

empleados.
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Sitio Web Devolucion

g Propensidad g Ingresos g Consumo g Resolucién g Estado
X Motivacién X valor X Disfrute N impacto X Fidelidad

© 2020 SAP SE or an SAP affiliate company. Al rights reserved. 14



Conectando las X’s y las O’s

© 2020 SAP SE or an SAP affiliate company. All rights reserved.

Qué esta pasando
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SOLUCIONES DE SAP CUSTOMER EXPERIENCE

SAP Marketing SAP Sales SAP Commerce SAP Service
Cloud Cloud Cloud Cloud
® ® ® ®
SAP Sales SAP Field Service
Performance Management
Management
° [ ]

ENTENDER

CONECTAR

ENTREGAR



Conectando las X’s y las O’s

eXperiencia

Por qué las cosas estan pasando

25



© 2020 SAP SE or an SAP affiliate company. All rights reserved.

qualtricss

INTELLIGENT © ADVANCED

INTERACTIONS . ANALYSIS

@ EXPERIENCE
MGMT"

PRESCRIPTIVE
ACTIONS
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qualtrics
Ccustomer EXPERIENCE

Medicion Omnicanal

Retroalimentacion “In-
App“y en Sitio Web

Reportes / Analiticos /
Tableros de CX

Gestion y Seguimiento
de Casos

Integracion con
Soluciones de CX

© 2020 SAP SE or an SAP affiliate company. All rights reserved.

qualtrics.

employee EXPERIENCE/

Compromiso con el
Empleado

Retroalimentacion 360
del Empleado

Encuestas de
Entrenamientos

Entrevistas de Salida
Antes de la

Contratacién y Durante
el Ingreso

qualtrics

L brand EXPERIENCE

Reconocimiento de
Marca

Valor de Marca

Pruebas de
Publicidad

Investigacion de
Estrategia de Marca

Segmentacion y
Posicionamiento

qualtrics
Product EXPERIENCE’

Pruebas de Concepto

Investigacion de
Precios

Experiencia de Usuario
Analisis de Mercado

Analisis Conjunto
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Conectando las X’s y las O’s

eXperiencia

Por qué las cosas estan pasando Qué esta pasando

T Entendimiento de sus

" operaciones diarias, como
las ventas, finanzas, tasas de
victoria, tiempo de venta.

El factor humano:
retroalimentacion, :
emaociones, y
sentimientos.

X-data ayuda a descubrir lo que O-data ayuda a
realmente importa a los clientes y operar su negocio.

empleados.
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Trials de Soluciones de SAP CX

THE BEST RUN : A4

Welcome to the Remote Readiness
& Productivity Academy

[

_ = \ 1

Qualtrics Customer Confidence Pulse Litmos Remote Readiness & Productivity Academy

= SAP ruum m +

Intro

Hi team. Here is the project for our new product launch. Below are the
next steps we need you to complete to ensure our most successful

release. | look forward seeing your comments and mentions!
A
g

Action Plan

Product Definition SA P ru u m

Messaging & Positioning

Target Audience Segmentation

Budgeting
© 2020 SAP SE or an SAP affiliate company. All rights reserved.
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https://www.qualtrics.com/back-to-business-customer/%3Futm_lp=homepage-banner
https://remote-readiness-now.litmoseu.com/global-signup
https://open.ruumapp.com/auth/signup

EXPERIENCE MANAGEMENT

Your customer knows best. The best run SAP.

S roducto S BB sesionds BlTREeAr

experiencia de clientes y Encontrar tendencias ocultas y Tomar los datos X y O de los sistemas

empleados en cﬁmnp I ea d qgr rEJnnc’ JNICTIES OpeleCionales y procesos de negocios

contacto relevante. automaticamente sobre que hacer para crear contactos atrayentes para
con ellas. los clientes.

y marcas en r—i o

© 2020 SAP SE or an SAP affiliate company. All rights reserved.
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SAP Customer Experience

Gracias

Contact information:

Noel Pinat
SAP Customer Experience Solution Engineering Head

. @npinat

THE BEST RUN ’



SAP Customer Experience

Follow us
f ® o in

www.sap.com/contactsap

© 2020 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 for additional trademark information and notices.
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