





WHAT DO WE SEE AS THE NEW NORMAL?
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1.4 mio. TODAY
-10%

DEPENDING ON MIGRATION

2030 46.6 mio.

PEOPLE OF WORKING AGE IN GERMANY
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sales is

dying”

*AT LEAST THE OLD ART OF SALES
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trend 1 - multichannel sales is present

trend 2 - sales is more systematic

trend 3 - big data is part of the sales process

trend 4 - sales is faster and more digital

trend 5 - salesmen are adding value or they will die
trend 6 - leadership/empowerment is a critical factor
trend 7 - sales is more ,intelligent”

trend 8 - key account management (kam) is the ultimate
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CHAINGE

IN CX/CRM ASSUMING QUALITY DATA IS AVAILABLE



Research suggests that
20% of current sales -
team functions could be
automated

Al can help boost sales team
effectiveness and performance by
automating mundane sales activities,
freeing up capacity to spend more
time with customers and prospects,
while reducing cost to serve.

Source: Marketing and sales soar with generative Al |
McKinsey
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Sales now

Market Research
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Market Research Schedule Appointments
Basic Customer Service Inquiries

Generate Reports Lead Qualification

Create and Send Quotations or Proposals
Follow - up with Leads and Clients

Process Configurations, Orders and
Paperwork

Sales after

Phone Calls

Engage with Customers

Close deals



1506 HOURS

SAVED. PER YEAR. PER PERSON

The average sales or account rep. spends 3 hours per day on admin for customers.
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Marketing now

Omnichannel Campaigns
Content Creation

Market Research
Marketing Strategy

Analytics and Reporting

Segmenting Customer
Campaigns

Lead Generation and Nurturing

Advertising Management
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SAP Al

SUPPORTED Marketing Strategy

Omnichannel Campaigns
Content Creation
Market Research

Analytics and Reporting

Advertising Management
Segmenting Customer

Campaigns
Lead Generation and Nurturing



208 HOURS

SAVED. PER YEAR. PER PERSON

The average marketing rep. spends 4 hours per day on content and campaign creation.



Die Top Herausforderungen der @ Cx-Taks
europaischen Marketing Manager 2024

Al an der Spitze...
aber 2023 nicht einmal in den Top 10!

Artificial Intelligence (Al)
Digital Marketing (in total)
Customer Experience Mgmt.

CRM Databases & Management

Brand Strategy & Management

Marketing Automation

Digital Marketing & Customer Experience Management - WS
bleiben extrem relevant.

Quelle: European Marketing Agenda 2024, 8.000 befragte Marketingverantworthiche in Europa AGENDA ;»
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CUSTOMER A

gender: male

age: 70+
family: married
children: 2

location: London, UK

status:  millionaire m
CUSTOMER B

gender: male

SIMILAR
OFFER?
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age: 70+
family: married
children: 2

location: London, UK
status: millionaire



REALLY
SIMILAR King of Rock
OFFER?

HYPER-
PERSONAILZATION




ARTIFICIAL INTELLIGENCE

...IS THE INTELLIGENCE OF OR :
ITIS THE ART OF IMITATING HUMAN INTELLIGENCE TO REPRODUCE
CREATIVITY OR IMAGINATION OR PROBLEM SOLVING SKILLS.


https://en.wikipedia.org/wiki/Machine
https://en.wikipedia.org/wiki/Software

Al NEEDS TO
LEARN

...every model needs to be
trained.




Al NEEDS TO LEARN

TRAINING DATA Al ALGORITH
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Al NEEDS TO LEARN

TRAINING DATA TRAINED MODEL
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Al NEEDS TO LEARN

DATA TRAINED MODEL
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DATA NEEDS QUALITY




SAP CUSTOMER EXPERIENCE







SAP BUSINESS Al APPROACH

Joule
A copilot that truly understands your business

Embedded Al capabilities

Cloud ERP Human capital Spend management Customer relationship Business Technology
management & business network management Platform

Al Foundation

on Business Technology Platform

Al ecosystem partnerships and investments
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BUSINESS Al ACROSS INDUSTRIES & CX
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Connecting people, processes and data leads to intelligent
customer experiences at every touchpoint

3.

Customer buys on Social
or re -directs to shop

Buy on social or re-directto a

D.

Real-time Updates
& Loyalty Enroliment

Send order confirmations and allow
for enrolment of loyalty programs +
incl. options for native apps and
rating & feedback.

REPEAT

/.

Order Management &
Delivery

Confirmation of order changes sent
via app push, includes special offer
from Al generated up-or cross sell

9.

Returns

Allow customers to flexibly return

commerce page with multiple recommendations. .
payment options. PURCHASE \(/)vrhﬁqlestg:g)arts of the purchase online
DELIVER
1 ) T l RETURNS
Run Social o SERVICE
Campaigns

Use social media to promote
your latest offers

4.

Purchase along with
Consent and Data Privacy

— CONSIDER Collection
l Trusted experiences require consent
2 collectionwhen creating accounts.

DISCOVER
Measure Social

Media Impact

Measures views on ads & clicks to
view shopping catalogue

© 2023 SAP SE or an SAP affiliate company. All rights reserved. | PUBLIC

6.

Real-time Order Updates

Allow for real-time order updates and

Ep™°g°“ 6°DE& °E 6E
Al powered chatbot.

Better understand quality of the self-service
support channel by asking your customers to
rate the engagement.

Lc“DoEes PR DS Ve ORI

8.

Delivery & Updates

Customer service available for potential
questions or issues.

ivel slisév' h multiple fulfilment options:
ship home, picK Up in'store or at curbside.
Request feedback after delivery of order.

10.

Upsell and Repurchase

Re-target campaigns to offer relevant
products based on the customers
product affinity and behaviour.
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