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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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Customer Experience Momentum
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Experience matters
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We live in an
Experience
Economy
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of customers have chosen

to switch brands due to a

poor customer experience1

Impact of  yearly loss of trust 

due to abuse of data privacy 

and brand loyalty2

Estimated market size for customer 

experience solutions, platform 

and integration to operational 

systems3

$2.5T80% $100B

1  Bain

Experience Economy: some stats

2 Adweek 3 SAP CMI Model



Delivering new Customer Experiences 

with SAP C/4HANA Suite
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UNDERSTAND ACTLISTEN

Customer Data

Cloud

Service

Cloud

Sales

Cloud

Marketing 

Cloud

Commerce 

Cloud

SAP C/4HANA

Experience Management 



11PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

CX Vision
Provide the world’s leading 
Customer Experience Suite.

REAL TIME. AUTOMATED.
INSIGHT DRIVEN. AGILE.
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1
Be #1 or #2 

in each 

domain 2
Deliver one 

unified suite of 

cloud solutions 3
Integrate demand and 

supply chain & 

Experience Management

CX Strategy
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Open 

Ecosystem

Suite Intelligence 

and Analytics

Extensibility

and Integration

Platform 

Services 

Business and Master 

Data Services

End-to-End         

Processes

Harmonized

User Experience 

Customer Data

Cloud

Service

Cloud

Sales

Cloud

Marketing 

Cloud

Commerce 

Cloud

SAP C/4HANA

Experience Management 

UNDERSTAND ACTLISTEN



Data-Driven Customer Experiences with 

Embedded Intelligence & Analytics
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Why we Need of Artificial Intelligence 

in Customer Experience
“By 2020, 85% of customer interactions will be 

managed without a human”
Source: Gartner

We all live in an omni-channel world. In order to be relevant, companies 

have to listen and engage with them along the customer journey by 

delivering coherent experiences across all channels.

This complexity in CX datasets is precisely the reason why AI can 

unleash so much value across the customer experience. AI can be 

leveraged to measure and improve customer experience by finding 

patterns across an overwhelming number of data points.
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How does Machine Learning work

Collect Data Preprocessing Inference CX Scenario

Model 

Training

Data 

Preparation

Model 

Deployment

Capture 

Feedback

SAP C/4HANA SAP Leonardo SAP C/4HANA

…to predict, anticipate and address Customer Needs
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SAP C/4HANA Intelligence and Analytics
Building Blocks and Technologies

Unified User Experience

Embedded Intelligence — SAP Leonardo

SAP C/4HANA

Conversational 

Scenarios

For business users 

and end-customers

Business 

Analytics

Dashboards and 

Augmented Analytics

Machine 

Learning

Intelligent Scenarios, 

Deep Learning

Data Intelligence Platform (planned)

Combined data sets across multiple 

systems, applied with ML algorithms 

and predictive analytics

Internet of Things 

Scenarios

Connected 

Experiences

Early Technologies

e.g. Blockchain, AR, 

Intelligent Robotic 

Process Automation

SAP Data Intelligence

(planned)

SAP Customer Data Cloud

SAP Marketing Cloud SAP Commerce Cloud SAP Sales Cloud SAP Service Cloud

Extension Framework and Microservices Ecosystem

Master Data Management

Embedded ML, Predictive

Libraries (HANA)
SAP Analytics Cloud 

(SAC BI, Predictive)
APL

PAL

SAP Conversational 

AI, Intelligent RPA

SAP Leonardo Machine

Learning, IOT

Data Intelligence

Platform (planned)

Intelligent Technologies:



FROM MACHINE 
LEARNING TO 
EMBEDDED 
INTELLIGENCE

Applied AI,
Augmented 
Analytics, 
Chatbots, 
Robotics,
++

25+ 
EMBEDDED LEONARDO 

AI/ML PROCESSES 

ACROSS C/4HANA 
TODAY.
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Marketing / Sales are dominating and leading AI investment

Base: 418 business and tech professionals

Source: Forrester’s Top Emerging Technologies For Future Of Marketing, 2017; Forrester’s Building Trust And Confidence: AI Marketing Readiness In Retail And eCommerce, 2017 

1

2

3

Drive revenue

Top five objectives organizations want to achieve 

by investing in AI-driven marketing initiatives

Better serve existing customers

Remain competitive

4 Meet rising customer expectations

5 Improve / strengthen brand

46%

40%

40%

31%

26%

25%

Marketing/sales

Product management

Customer support

Engineering

Other

CEO/board

Areas of organization leading or evaluating AI 

investment and adoption (Top three selection)
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Embedded Intelligence for the Front-Office

Sales

Lead & Opportunity Intelligence 

Price Optimization

Up-sell & Cross-sell Offers

Prospecting Intelligence

Intelligent Sales Execution

Incentive Optimization

Intelligent Coaching

Sales Assistant*

Sales Capacity Planning*

Quota Optimization*

Intelligent Negotiation*

Service

Ticket Intelligence

Similar Tickets Recommendation 

Conversational Bot API

Ticket Time to Completion*

Virtual Assistant Bot*

Solution Intelligence* 

Field Service Intelligence*

Commerce

Context-Driven Services

Contextual Merchandizing

Enterprise Chatbot

SAP C/4HANA 
SAP Leonardo

* Prototype / Planned

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document 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 noninfringement. 

Marketing

Best Channel and Sending Time

Product Buying Propensity

Product and Offer Recommendations

Sentiment Analysis

Customer Attribution

Lead Conversion Propensity*

Customer Retention*

Smart Campaigns*
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Intelligent Marketing End to End Process

Smart 

Campaigns

Lead 

Insights Identify high 

probability 

Lead/Prospects 

Product / Offer

Recommendation

Buying &

Customer

Propensity

Propensity to 

buy a product

Customer

Attribution

Closed-loop performance 

across all channels

Intelligent

Scores

Sentiment 

Analysis

Channel 

Affinity

Best 

Sending Time

Track Customer Behavior Personalize Engagement

Predict 

customers with 

high churn risk

Orchestrate Campaigns & Customer Journeys

Personalization

Augmented 

Shopping

Automated

Segmentation

Target Group

Customers 

at Risk
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Understand Customer Behavior by Tracking the Customer Pulse

Customer Touch 
Points

Collect 
Customer Data

Prospect?

Upsell?

Retain?

Respond to the 
Customer 

Pulse

Search

Post
Service 

call

Shop Customer Behavior 

Apps

Lead 

Insight

Customers at 

Risk
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Intelligent Sales for Better Planning and Higher Productivity

Optimize sales planning Automate sales activities and processes

Price 

Optimization

Up-sell & Cross-sell 

Recommendations

Deal 

Intelligence
Pipeline 

Management

Relationship 

Intelligence
Predictive  Sales 

Forecasting

Compensation 

Plan  

Recommendations

Lead 

Intelligence
Intelligent 

Coaching

Configuration

Recommendation
Whitespace 

Intelligence

Sales Capacity 

Planning

Territory Balancing 

and Alignment

Quota

Optimization

Compensation 

Fraud Detection
Compensation 

Dispute 

Optimization

Sales 

Assistant

Content 

Attribution

SPIF  

Recommendation

Intelligent 

Negotiations

Training

Recommendation
Content 

Recommendation

Out-of-the-box continuous ensemble machine 

learning delivers recommendations to any device

Subscription 

Churn
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Intelligent Commerce End to End Process Vision

Personalized Experiences & Offers
Personalize Commerce

Adaptive & Intelligent Channels
Channel Orchestration

Realtime context
Track Customer Behavior

Data-driven Content Enrichment
auto-enrich Product Content, Media, Attributes | auto-categorize products 

Realtime

Context

Product

Affinities

Channel 

Preferences

Location

Data

Conversion

Probability

Price

Sensitivity

EXPERIENCE MANAGEMENT

PIM

COMMERCE MANAGEMENT

(PROMOTIONS, CART, CHECKOUT,...)

ORDER MANAGEMENT

SEARCH & 

NAVIGATION

CONTEXTUALIZATION, MERCHANDISING, INSIGHTS

CONTENT 

REPOSITORY

Conversational

Commerce/ Search
Intelligent 

Channel Selection
Individualized

Search & Merch

Adaptive 

Pricing

Individualized

Product Sets & 

Recommendations 

Individualized

Promotions

Rating & Review 

insights

Product 

Category/ Assortment 

Optimization

Auto-Inventory 

assignment

Fully Dynamic

Landing Pages

Visual/ NLP 

Text Search
SEO Keyword

Creation
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Understand your customers better, and take decisive actions to personalize 

the commerce experience

Affinity to categories

Predominant

time of activity

Preferred locations

Order patterns

Return rates

Affinity to certain products

Preferred devices

Price sensitivity

Typical sites customer 

is coming from

And much more…
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The information provided within this presentation does not constitute an obligation of any functionality, and SAP reserves the sole right without consequence to alter the design, specifications and forecasted time-to-market of the products and features described.

Process View

Context-driven services

4. Consumption

Easy consumption of individual 

customer data for in-session 

personalization. Real-time 

reporting API for analytics use 

cases.

3. Customer Context 

Enrich customer behavioral data 

based on interactions and other 

incoming data streams. Calculate 

metrics, affinities and classifiers in 

real-time to make data actionable.

2. Identity Management

Merge identities from multiple 

sources & sessions automatically.

1. Data Collection

Easy capture of data through pre-

built integrations. Drag and drop 

tagging for any site. Fully respect 

end user consent for capture and 

processing.

Commerce

Web

Other Data

Sources

Integration e.g.

via SAP Customer Data Cloud

Extend and enrich

with 3rd party context

Enrichers

Customer 

Data API

Analytics 

API
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Enterprise Chatbot for Commerce

Get product detailsSearch for products Place order
Check order status 

and order history
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Supporting Technologies

Intelligent Customer Service Vision

Virtual Agents/

CX Chat Bot(s)
Virtual Assistant Virtual Assistant

Transaction

Account

Support/

Complaint

ERP/Commerce/

Billing…

ERP/”CRM”

KM/Service

Intelligent “IVR”

Next Best Action / Intelligent Workflows & Case ManagementRobotic Processing Automation

Sentiment Analysis / Emotion Detection / Speech to Text

Intelligent Routing

Ticket Intelligence

Categorization, 

Priority

Product 

recommendations

Service 

Representative
Customer

Interaction Process

Parts 

recommendations

Field Service 

Representative

Field Service 

Scheduling

Predictive 

Maintenance

Connectivity & Asset LayerIOT Servicing / Remote Service

Assisted Service Field (Onsite) ServiceSelf Service
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Agent Desktop with Conversational AI / Chatbot Integration

Business Description

Customer

▪ Can use an always-on 24/7 

channel to submit questions / 

inquiries in natural language

Chatbot

▪ A virtual agent (chatbot) assists the 

customer with solutions, order 

status, or other information

▪ The conversation can be 

transferred (fallback) to a live agent 

when needed

Agent

▪ Agent has full visibility of the 

chatbot/customer conversation

▪ The conversation is saved in 

Interaction History for future 

reference
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Service Ticket Intelligence with Machine Learning

Business Description

Ticket Time to Completion

▪ View a prediction for the time to 

complete the current ticket, based 

on past ticket completion times.

Ticket Language

▪ Natural language processing 

(NLP) can identify ticket 

language.

Multiple Category Catalogs

▪ You can use multiple category 

catalogs for ticket categorization.

Similar Tickets - Show More

▪ View additional similar tickets in 

the sidebar.

▪ You can view additional similar 

tickets if you want to view more 

solutions that may apply to your 

current ticket.
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SAP C/4HANA powered by SAC delivering intelligent insights

SAP Marketing Cloud

Market with Intelligence

in the Moment

SAP Customer Data Cloud

Build Customer Trust and Loyalty

SAP Commerce Cloud

Personalized Shopping 

Experience across Touchpoints

SAP Service Cloud

Effortless service 

experiences with end-to-end 

Interaction-to-Resolution

SAP Sales Cloud

Build Relationships and

guide Customers throughout

their journey

Intelligent 

Digital Boardroom

Customer 360

Powered by

SAP Analytics Cloud

This presentation and SAP‘s strategy and possible future developments are subject to change and may be changed by SAP at any time for any reason without notice. This document is provided 

without a warranty of any kind, either express or implied, including but not limited to the implied warranties of merchantabi lity, fitness for a particular purpose, or noninfringement. 
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Customer Examples 

GEBHARD

Introducing next-

generation intralogistics 

with SAP Leonardo

Gebhardt Fördertechnik

developed its new Galileo 

IoT platform from SAP 

Leonardo modules, based 

on the SAP Cloud Platform 

and the SAP IoT Application 

Enablement toolkit as well as 

SAP Asset Intelligence 

Network. The company has 

enabled itself and its 

customers to enter the next 

generation of intralogistics. 

Systems are equipped with 

sensors, and customers 

have full control over their 

machinery – and a better 

service than ever before.

Read the Story

BOSCH

Driving competitive 

edge with Customer 

Engagement

Bosch is a leading 

manufacturer of automotive 

parts, sensors, power 

tools, and other consumer 

products. Looking for full 

transparency into customer 

engagement across 

various business sectors 

and processes, Bosch 

chose SAP C/4HANA and 

Marketing Cloud to provide 

a complete 360° view of 

the customer.

Watch the Video

FC BAYERN MUNICH

Brings Fans Into the Game 

with SAP Analytics Cloud 

& SAP CX

As a club, FC Bayern 

München Basketball are 

delivering solutions to 

integrate their fans into the 

game. SAP Analytics Cloud 

is delivering game statistics 

from every player and the 

team making information 

accessible - enhancing the 

fan experience.

Watch the Video

CISCO

Revolutionizing Sales 

Strategies Through 

Machine Learning & 

Analytics 

Swiss-based CC Energie

implemented Service Ticket 

Intelligence, as part of SAP 

Leonardo Machine Learning, 

to analyze e-mails and 

identify which action to take 

such as pushing to high 

priority or forwarding to the 

relevant person. This pre-

processiong ensure 

communication is handled in 

the fastest way possible, 

helping the company 

maintain excellent customer 

service.

Read the Story

DÖHLER

Become a digital leader 

& benefit from SAP 

Leonardo

On their journey of 

becoming a digital leader 

in their industry, natural 

ingredient provider Döhler 

focuses on improving and 

digitalizing of their Lead-

to-Order process using 

SAP Marketing, 

Commerce and Sales 

Cloud and S/4HANA. 

Pushing forward Doehler

wants to implement SAP 

Leonardo based IOT and 

ML solutions to further 

improve the customer 

experience.

Read the Story

HÖRBIGER

Charting an elegant path 

toward the intelligent 

enterprise

As demands for energy 

increase and natural 

resources deplete, 

digitization creates 

opportunities. At Hoerbiger

,compression technology is 

used to maximize natural 

resource extraction. SAP 

Service Cloud, SAP Cloud 

Platform and SAP S/4HANA 

has enabled a 360-degree 

view of the customer to 

deliver a superior service.

Watch the Video

https://www.sap.com/documents/2018/12/0ec7aecc-2c7d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/assetdetail/2018/11/ea178ed0-2b7d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/assetdetail/2018/10/30fc9529-237d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/documents/2019/03/4a142975-3f7d-0010-87a3-c30de2ffd8ff.html
https://www.sap.com/documents/2018/03/3a4f3aa4-f77c-0010-82c7-eda71af511fa.html
https://www.sap.com/assetdetail/2018/03/18b81053-f97c-0010-87a3-c30de2ffd8ff.html


Data Intelligence Vision
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Transform Customer 

Experience Using Data 

Intelligence

SAP Data Intelligence

Machine Learning

Predictive Analytics

SAP C/4HANA Data 

Assets

Public APIs

External Data

Customer Data 

Platform

Analytics Cloud

Search

Semantic Data Lake 

on scalable storage

Semantic Data Lake Strategy 

UNDERPINNING OUR DIGITAL CX STRATEGY
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Creating Data Flows with AI/ML Models Across the Intelligent Enterprise

Example: Usage Analysis based on IOT 

Data with Consumption-Based Billing
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BECOME AN

INTELLIGENT ENTERPRISE

BUILD DATA-DRIVEN CUSTOMER JOURNEYS
customerdataintelligence@sap.com



Contact information:

Thank you.

Sven Feurer

Sr. Director C/4HANA Suite Product Management

Customer Experience

SAP SE 

Dietmar-Hopp-Allee 16

69190 Walldorf, Germany

Questions?

mailto:sven.feurer@sap.com
https://www.linkedin.com/in/svenfeurer/
https://twitter.com/SvenBFeurer
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Get ready for the Customer Experience Revolution with SAP C/4HANA

Table of Content

Foreword by Alex Atzberger

Chapter 1: SAP C/4HANA at a Glance

Chapter 2: Marketing Cloud

Chapter 3: Commerce Cloud

Chapter 4: Sales Cloud

Chapter 5: Service Cloud

Chapter 6: Customer Data Cloud

Chapter 7: The Extension Factory

Chapter 8: The Intelligent Enterprise

Chapter 9: Intelligent Technologies

Chapter 10: First Steps to SAP C/4HANA

*** Special Discount for SAP User Group Members ***

We’re happy to offer ASUG and all other user group members a special discount of 22 %

on their book purchase. Simply enter the code: SAPUSERGROUPS

How do I purchase the book?

The book has been released in April 

2019. Order your copy online: 

https://www.sap-press.com/sap-

c4hana_4852/

https://www.sap-press.com/sap-c4hana_4852/
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