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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.
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Agenda

The State of Customer Service
Our Mission & Vision for Customer Service
SAP Customer Experience (SAP C/4HANA) & SAP Service Cloud

Expanding the Service Cloud Portfolio

— Recent Acquisitions
— Solution Extensions

— Recent Innovations

Intelligent Customer Service
The New SAP Service Cloud Portfolio

Future Direction



are not impressed



with the service they receive

® only of customers are completely happy:
@ Poor customer service experience is

of customer switch to a competitor?

of customers escalate to a supervisor’

of customers share their negative experience’

Sources:1) CCW Contact Center Report 2018 , 2) Bain & Co.,



In the experience econo my...

Customers expect

customer service



Better customer service:

)

Convenience Speed Reliability



SAP’s
for customer service



Make every service moment

SAP Service Cloud help organizations

deliver better

when it matters most

and turn customers into advocates




Create better customer service experiences

A C

ENGAGE EMPOWER DELIVER
customers on your on your
their terms employees promises

3

LISTEN

to the voice of the
customer

AUTOMATE & ACCELERATE

Customer engagement & service processes
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SAP Customer Experience



SAP Customer Experience Suite: SAP C/AHANA

Unified user experience (UX)

Conversational and intelligent UX with SAP CoPilot, mobile, desktop, and Internet of Things

Embedded intelligence — SAP Leonardo

Extension framework and microservices ecosystem — SAP Cloud Platform

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

SAP Customer Data Cloud

SAP Qualtrics Experience Management

Integration framework — SAP Cloud Platform
SAP S/4HANA




SAP



SAP Service Cloud

Self Service Engagement Center Field Service Customer Feedback
7
1a Service Process
{D Execution
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SAP Customer Service

FRONT OFFICE

pu—

pu—

pu—

BACK OFFICE

B

across SAP C/4HANA & S/I4AHANA

SAP Service Engagement Center

v

\ 4

SAP Cloud for Customer

SAP CRM Service Manager

v

v

SAP CRM Service!

v

SAP C/4HANA
SAP Service Cloud

SAP Customer
Engagement Center
SAP Cloud for Service

SAP Field Service

Management
(Coresystems)

SAP ERP customer

service (CS) functionality

1 The interaction center function of SAP CRM will be made available
to current customers who want to migrate to SAP S/4AHANA.

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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SAP°S/4AHANA
SAP S/4HANA Service

(based on SAP S/4HANA
for Customer Management)

+ Service Order

« Contract Management*

« Warranty Management*
* Complaint Management
* Installed Base Mgmt.**

+ Billing & Finance

» Parts Management

* Inhouse Repair

* Contracts and warranties are also available in C/4HANA
** SAP Intelligent Asset Management is not part of SI4AHANA
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Expanding the SAP



Expanding the SAP Service Cloud Portfolio:

January 2019

SAP Qualtrics is now part of SAP.

CUSTOMER EXPERIENCE MANAGEMENT

Turn customers
iINto FANATICS

Qualtrics CustomerXM™ is used by the world’s most iconic brands to
optimize the customer experience and predict the actions that will have
the biggest impact on their bottom line.

April 2018

w CallidusCloud is now part of SAP.
Improve customer engagement
v = with live agent scripting @(_\

Clicktools Litmos
Improve customer experience with .. Make learning easy with an award-
. L
actionable feedback winning learning platform

Service Motivate

Increase your service reps’ performance

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

w Coresystems is now part of SAP.

November 2018

Free employees from tedious task:

Achieve better compliance and more guid

SAP SERVICE
CLOUD

Build great bots in minutes

The collaborative platform to build, train,
deploy and monitor intelligent bots for developers

]

January 2018
SAP Recast.Alis now officially known as SAP Conversational Al!

18



Experience Management



Qualtrics Customer Experience Platform is now part of SAP

Trusted by over 90000t
the world's leading brands and’
99 of the top 100 business schools




Connecting the X’s and O’s

Why things are happening &\ What’s happening

The human factor: beliefs, ' ' Insights from your day-to-
emotions, and sentiments: day operations:

excitement, frustration, joy, effort, service requests, call volume, wait/
convenience, nuisance, perception, response time, SLA compliance rate, call
impatience, hassle, acceptance, handling time, first-contact resolution,
disappointment, feeling valued, anger, time-to-fix, tickets per agent, on-site visits,
satisfaction, displeasure, delight, cost of service, closed tickets, churn rate,
annoyance, aggravation, expectation, returns, repeat purchases, revenue,

discontent, confidence, trust, loyalty... customer lifetime value...

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 21



We put the ‘X’ in Customer Service:

Listen

Collect experience data at every touchpoint
in the moment when it matters

Understand
Get straight to the issues
Predict what the customer will do next

Turn every customer interaction into
meaningful insights

Act —'=

Airbnb
Respond immediately to instant customer
feedback — not when it’s too late

Monitor and optimize each
customer’s experience over time

Activate the entire organization...

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

ME SSAGH

Looks like you just arrived, how is the property
and host? bit y/4598ve

Customer

Feedback Welcome

s Cabo,
hn.

IR SArve you, we would
D a5k you 2 few guestions

Start SU Ney @a’frc
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Closing customer service

Scenario

X-data

Ease of use /
Effort Score

Insight from Feedback

Too cumbersome to find the
right answer or perform a task

with X-data

In-the-moment Action

Engage with customer and offer
human support in real-time

Action to identify and/or
eliminate root cause

Improve search capability/
online user experience

Chat bot experience

Customer had to repeat/
rephrase questions multiple
times

Escalate to live chat with service rep
in real-time

Leverage x-data to train chat bot to better
understand customer intent

Satisfaction with
agent/customer
sentiment

Lack of communication skills or
technical expertise

Follow-up/re-engage with different
agent with better skills

Provide training to improve agent skills
based on consolidated feedback

Responsive chat
experience

Chat responses are taking too
long (long pauses between each
step of the conversation)

Immediately alert service agent to
focus on this one customer, and not
accept multiple chats or transfer

Improve chat capabilities, reduce
maximum number of concurrent chats
assigned to agents

Satisfaction with
problem resolution

Service ticket was closed but
customer is not happy with
solution/outcome

Re-open & escalate service ticket

Perform process mining to identify
process bottle necks/dead ends and
redesign ticket management process

Satisfaction
with onsite service

Satisfied with problem resolution
but not with time to fix the
problem

Offer coupon or credit, refund, free-
of-charge service...

Improve scheduling tool;
increase capacity and/or expand service
network

Account health/
NPS Score

Predict customer
churn risk

Proactively engage with at-risk
customers with special offer

Identify potential churn drivers and
eliminate root causes

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC
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XM Comact Cemer ~
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XM Contact Center ~

Focus Areas

Oppormuniy

Communicate in a clear,
informative and respectful
manner

» Manager Coathing

1vpact ol

AN Yo e
® B Companyt Svwage

Opportunity irpact ol

Maintain the highest

degree of professionalism
during all interactions

Opporunty mpact ol

Ensure complance for all
company policies



XM Contact Center - P ey M e B @

1,111,446 11 80% 60%
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“Qualtrics is the difference between success and failure. It’s just that simple”

b

4
«

&-& | Make it yours \ Make it yours 0

)
\
\ &

|
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SAP Field Service Management



SAP Field Service Management

(formerly Coresystems)

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

Planning & Smartforms
Dispatching & Feedback

4
2 d

Mobile
Field Service Analytics
& Reporting
SAP

Field Service

‘- VERELE

Admini-

. Master
stration

Data

Customer
Self-Service
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On-demand Field Service with

— expand your service teams to accelerate service execution

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

Crowd Service helps meet customers expectation for
real-time service. You can expand your service teams
with partners, freelancers and other skilled resources —
and leverage them on demand. You can build your own
pool of technicians and rely on powerful Al tools to
automatically plan service requests in real-time.

Capabilities:

Configurable Onboarding Platform to invite partners and others
to become a part of your service crowd

Intelligent scheduling to determine the best qualified technician
by taking into account expertise, location, and availability

Crowd workers have ability to accept or reject assignments
within a set timeframe

Crowd workers are empowered with all the capabilities of the
mobile field service management.

30



— bring your customer service to the next level

© 2019 SAP SE or an SAP affiliate company. All rights rese:

rved. | PUBLIC

;

Integration with loT enables you to offer next
generation field services. You can provide
proactive and predictive maintenance, increase
service efficiency and reduce downtime.

Reduce downtime with automatic service call creation.
Set alerts to prevent machine breakdown.

Use loT sensor data to reduce intervention and
traveling costs, ensuring costs savings for operations.

Shorten resolution times with better insights into
products and issues.

Support your technicians by providing them historical
and real time data of the equipment.
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SAP Conversational Al



Revolutionize Customer Support with SAFP Conversational Al Bots

Build great bots in minutes

The coliaboratve platiorm 10 buid, tra

Oepioy and monitor ime OIS 1Or develoDer:

P
-

Maximize your customer

satisfaction

Clients deserve the best: no more waiting, no more transfers between
services! With bots, they always reach the right person and get answers
instantly 24/7




The SAP Advantage: o more dumb bots, fully integrated om

!Q\ﬁ' f-

Conversational NLP e i
I\/ Dialog management g
Understand everything | k||(. || @ I y |
Detect the underlying intent and code it only once. No need to SRR T RIS Tl G
focus on specific sentences, our custom bust technology
v | generalizes inputs 10 classify your usery’ requests Connect to the most popular
[ Text, images & voice messaging channels
T et
Get training analytics ’
#n Escalate to an agent
Train in no time if needed
Use our pre-buit modules, or import your own data to quickly make 0—‘
your bot Ive. You only need a few sentences 1o create an efficient bot +]
I I Our machine learming is build for that /
ot pre-ained modules e
100% customizable f ——1
Improvg your bot by Minimal training =
monitoring its performance P

©:2010 SAP SE o an SAPaflate company. Al gt e | PUBL At SFR the bot fully manages 20% of all conversations:-



SAP Robotic Process Automation



Accelerate Digital Transformation with

customer experience

employees from tedious

tasks

process execution

better compliance

« SAP’s RPA technology enables both
attended and unattended RPA within
and across applications.

» To date, customers have deployed
more than 100,000 bots automating
business processes.

» RPA will help to simplify user interface
interactions across SAP and non-SAP
applications.

* RPA will be included in key SAP
solutions: S/4AHANA + C/4HANA.
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Benefits:

* Increased agent performance

« Improvement of the first call resolution rate

» Easier and faster access to multiple systems

* Reduction of the average handling time

» Decrease of rejection cases

» Elimination of erroneous data entry

» Elimination of manual steps with low added value
» Next best action recommendations

Robotic Process Automation for «'=

N
€DF
PoC Deployment Robots on

2 weeks 5 months 10,000 PCs <5 months

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

Robotic Process Automation for crcie

T SES - “

Time to Market  Parameters AHT FCR'
12 weeks 250 -20% 100

* AHT: Average Handling Time

FCR: First Call Resolution

Robotic Process Automation for \”

bouygues
Time to Market Robots on AH T ‘
8 weeks 4,500 PCs 5% %\.Jcek
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Training:



SAP Litmos — Learning Management System with 11M users.

SAP Litmos ¢ : : ; | FreeTrial

Award-Winning Training Platform

SAP Litmos strikes gold in 2018 Brandon Hall Technology Excellence Awards I

defitoit YD Snvenwrax Ltk 5. NETGEAR kg

] ‘\\
e f 12\ tec\

exibility of the technology and the )'
intelligence of the people w work at the =
» v AJS on v {9 cot ... ty nes ,

”r‘“ - 8

Wi
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Solution



SAP Process Mining by Celonis

Analyze business process
performance to achieve real process
improvement

Identify all process variants as Uncover inefficiencies and Pinpoint opportunities for
they're executed non-compliant processes process improvement
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Process Mining for Customer Service

2
Explore all aspects of your service processes

Analyze and optimize

Analyze your se

— Migher Shoter
- Resolution Resolution
Incidents rate time

SIEMENS UBER LOREAL Honeywell ‘!t yodafone
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SAP Knowledge Central (by MindTouch)

Empowering world class

self service

K] electrolux

SELECT YOUR APPLIANCE:

Cooking

)

jerm

@i

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

Search optimization to get the
right answer the first time

Google

vasher dryer not drying

ble dryer does not heat up - AEG | Help and Support

[mwww.support.emea.aeg.conv.../Laundry/...Dryer/Tumble_dryer_does_not|
If the tumble dryer does not heat up, refer to the suggestions below for

fms when the clothing in the tumble dryer dries

whether the Tumble dryer with heat pump - Condenser tumble dryer

e also search for
mble dryer error codes aeg lavatherm dryer not spinning
vatherm thermal fuse aeg lavatherm condenser tumble dryer

vatherm protex aeg lavatherm t65170av manual

ble dryer drying cycle takes too long - AEG | Help and Sug
[/www.support.emea.aeg.com » en-uk » Laundry > Dryer v

Tumble Dryer, including (Tumble dryer with heat pump an Condenser |
ryer is not drying satisfactorily, there are a number

Empowering agents to resolve
customer issues quickly
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Mobile Customer Engagement — by Smart Energy Water

(SEW)

provides customers with a
complete 360 degree view
of all customer interactions
and service needs such as

! Customer Mobile

« Billing & Payment .
« Usage et %
» Efficiency

» Service requests
* Moving

« Qutages

* and much more

online or via mobile app.

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 44



Intelligent



Pioneers customer service

P @~ ®
. . —®
) (@ (g G E
Conversational ML & Ticket Predictive Robotic Process Connected
Al & Chat Bots! Intelligence? Service3 Automation? Service & loT®

~‘ 14
=2~ EDF

. C@BOSCH2 S 4 ,3’5 @sm; 1’4

BURBERRY Kabel Deutschland ‘

B\ -1,4 R 2,5 1 n'BASFLZ 2 Xg 1
@ bOUVgU@S ‘ ’ CNGIC VESIas =" ‘& We create chemistry |
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Combining the power of Al and human intelligence

Chat bots built on
SAP Conversational Al

Fully automated
customer conversations?
SAP Conversational Al

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

Automation rate’
SAP Ticket Intelligence

Reduction in Downtime3
SAP Predictive Maintenance
& SAP Leonardo loT

RPA Bots in action
SAP Robotic Process Automation

Reduction in Average
Handling Time*
SAP Robotic Process Automation
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SAP Jam



SAP Jam Communities — now part of the SAP Service Cloud

* Increase customer engagement and B Pronsbonis Commnty T8 @
satisfaction through online communities :

* Resolve issues faster by enabling self-service
issue resolution through discussions, Q&A,
rich content and knowledge bases; ability to
create ticket

* Deliver the information the customer is
: . . f’\
looking for with well organized content, . . . @ . @
knowledge base articles, video and blogs Smeiprores  Wespmolpones  Rgmeduben  SesSmphoes  Wewstle phones
* Receive customer feedback and allow .

Fabulous seifle stories Frequently Asked Questions Mot topics
customers to interact with your brand m - U — ——
* Lower cost of service and support by S BB et o : '
enabling customers to find answers and oo e e - ———
information before they contact you E otllg = |
* Easily embed chat bot and/or SAP Service o ’::.. ,,,,, I U!' “:"*

Cloud live chat for human support; set _ e
automatic escalation rules

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



QP SAP SUHANA Cloud Customer Comemunity
Mo Vs Masvuty * Vs Yo SAS - P avYe Hasdvess < . Lt &F e ~ GDAA =

See how the 4HANA Cloud Cus .
' y can help you fmd more, Qet more and
do more.

Hi how can | help you?




SAP Service Cloud



SAP Service Cloud:

& ML-based Ticket intelligence — Conversational Al service bot and
/( categorization & similar tickets; L) open APIs. Integration with SAP
easy onboarding and test console Customer Engagement Center

>

6” New ‘SAP Customer Engagement &, SAP Field Servicg Management &
Center’ on SAP Cloud Platform g SAP Crowd Service

d

: Integration with Qualtrics surveys ? We-chat
a to capture voice of customer Q integration

Gamification to improve agent
performance, motivation and
retention

20 User defined SLA and flexible
milestones for service tickets

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC 52



The new & expanded SAP Service Cloud

Omnichannel Engagement

Ticket & Case
Management

Knowledge
Management

Self Service & Mobile Training & Learning

Collaboration

Support
Communities

Field Service &
Crowd Service

Customer Experience
Feedback

pe

QJ SAP SERVICE
> ,

\ CLOUD
.

Robotic Process

Service Core (Back End)
Automation

Connected Service
& loT

Al-powered Service
& Chat Bots

© 2019 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC An a I ytl CS/P red | Ctl ve An a Iytl CS 53



SAP Service Cloud

B %

o -
* Web/online portal + Talk, chat, messaging, » Scheduling & Dispatching * Voice of the customer
* Chat Bots social media, email... * Mobile field service * In-the-moment feedback &
* Online Communities * Universal queue & intelligent execution instant action/response
* Knowledge Base & FAQs routing + Smart forms & checklists * Omni-channel surveys
* Mobile Apps/ * Agent desktop + Crowd service & service * CX Feedback Analytics
* Agent guidance & scripting networks * Insight to action
» Gamification * Mobile consumer app * Voice IQ & emotion detection
lm 2= M= =3
I . 56 — o
.
B L -
o
« Search « Ticketing « 10T Platform * Contract Management
+ Knowledge Sharing & « Case management « Predictive Maintenance * Warranty Management
Collaboration * Order management & Service
+ Content creation + Collaboration * Remote Diagnostics &
* News feeds * Workflow & rules engine Service
* Intelligent recommendations + Ticket intelligence

* Industry-specific
processes/templates >4
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SAP Service Cloud: Product Portfolio

: o
Self Service Customer Service Field Service

SAP Conversational Al (Chat Bots) SAP Field Service M t/
ield Service Managemen
SAP Customer Engagement Center SAP Crowd Service
SAP Knowledge Central (Mindtouch)
SAP Jam Communities SAP Predictive Maintenance and Service
SAP Cloud for Customer
SAP Self-Service for Utilities (Smart Energy Water) SAP Intelligent Asset Management

SAP Qualtrics XM |

SAP Leonardo (ML, RPA, IoT) ‘

|
| SAP Litmos
|
|

SAP Analytics Cloud & SAP Process Mining (by Celonis)

E oYY oY) = 7= 1o G = 1o o .

SAP S/4HANA Service Core
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Future



2019 Focus & Future Direction

an

B2B Discrete Manufacturing Utilities &
Public Sector

D

New agent UX Intelligent Service
Accelerate Innovation & Adoption
of Al-based service solutions

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

=

B2C / Retail

D
§ (o]

Q-

X&O
service scenarios
w/ Qualtrics
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SAP Service Cloud’s — focused on Customer Engagement

m
’” '
Vv Product Recommendation
o " 9 Kixo Extended Warranty -
() - — e
Kixo Refrigirator 416R
- C
-
o - -
-~
<"
0 .
- " !
»l
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The 2019 CRM by CRM Magazine

THE
2019

CRM | | \
seRVICE (| =

Winner Best Enterprise Feedback
Management (EFM) 2019:

“Qualtrics retains the crown in this
category for the third year in a row”.
“...incredibly comprehensive and
highly rated”.

destination

THE
2019
CRM (1
SERVICE
AWARDS

CRM Service Rising Stars Award
for Top Innovating Company 2019 :

“SAP goes all in with customer
service... set out to put service at the
center of the customer experience”
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We want to hear from
you! Be sure to complete
the session evaluation on
the SAPPHIRE NOW and
ASUG Annual

Conference mobile app.
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Presentation Materials

Access the slides from 2019 ASUG Annual Conference here:
http://info.asug.com/2019-ac-slides



http://info.asug.com/2019-ac-slides

Q&A

For questions after this session, contact us at
volker.hildebrand@sap.com
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Let's Be Social.

Stay connected. Share your SAP experiences anytime, anywhere.
Join the ASUG conversation on social media: @ASUG365

#ASUG
You
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Thank you.

Contact information:

Volker Hildebrand
Global Vice President, SAP Customer Experience

volker.hildebrand@sap.com

@vhil11

SAP SERVICE

Experience perfect service moments

THE BEST RUN w



