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DIGITIZATION = GAFAzation

YTO TAKOE GAFA?



GAFAnomics

grE e

20 years ago little start-ups and no relevant companies . . .
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GAFA pushes expansion even through market disturbance

W 'SI'(ElLTECOM
®  HeALTH
™ RETAIL
4 ENERGY

- &UTILITIES
iz MEDIA &

m‘a
ENTERTAINMENT

S FINANCIALS

MOBILITY,
@+ TRAVEL
& LEISURE
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Fiber Apple Sim

9
7
Calico HealthKit

Gele

Shopping express iBeacon

Smart home Solar Power

iTunes Radio

& Pay

Wallet Apple Pay

® ol

Car CarPlay

Source FABERNOVEL

=
WhatsApp

=

Facebook “Buy” Button

Internet.org project

-

-

Friend-To-Friend Payment?

o
Messenger + Uber
integration'

8

Cloud Drive

amazoncom

Marketplace

amazén

Grocery Delivery

S

Fulfillment
by Amazon

twitch

Gamers Video
platform

amazonpayments

Payments API

amazon + W

Media app for connected

cars




TEKYLLUU CTATYC LUIMOPOBOU TPAHCOOPMALIUU

1%

Moka He Havyanu
nAaHMpoBaTb

N

Craauna nnaHMpoBaHuA

19%

3aBepLnam NPOeKTbl
umMdpoBoit TpaHchopmaumnm
B HEKOTOpbIX obnacTax
cBoero 613Heca, HO He Bcex

55%

MuNoTUpPYIOT NPOrpammsl
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YETbIPE TEMbI, KOTOPbIE PA3SBMBAIOT «UNPPOBOE MbILUTEHMNE» BU3SHECA
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TOI1 100 nuaepoB pa3pyLunnu
NPUBbLIYHbLIA NoAxoA K
TEXHONMOINM4YEeCKUMN U3MEHEHMUA

anu3opuuecKkoe, NocteneHHoe U3SMEeHeHUe B
cywiecTeyrowen busHec-moaenu

Source: SAP Digital Transformation Executive Study: 4 Ways that Leaders Set Themselves

Apart, SAP Center for Business Insight and Oxford Economics, 2017
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92%

NNOEPOB PeannsyoT peanunsytot
cTpatermm umdpoBom
TpaHchopMaLLMM U NPOLLECCh,
HanpaB/ieHHble Ha yay4lueHne
K/INEHTCKOro onbiTa

D) O

70%

NNAEpPOoB BUSAT CYLLLECTBEHHbIE
BbIroApbl OT TpaHchopMaLLmK,
Hanpae/ieHHble Ha MOoBbILIeHWE
YAOBNETBOPEHHOCTN U

BOBnequH&h W‘lgleHTOB
‘ CJ
b
o
D

.0

YETbIPE TEMbI, KOTOPbIE PA3SBMBAIOT «UNPPOBOE MbILUTEHMNE» BU3SHECA

58%

nMaepbl CCbINarTCa Ha paclunpeHne

npaB U BO3MOXHOCTEN KINTMEHTOB
Kak KrtoueBow rinobanbHbIi TpeHa no
CPaBHEHMIO CO BCEMU OCTasIbHbIMU,
KOTOpble, Kak npaBuIo, 6onblue
OPUEHTUPYIOTCS Ha rrnobanbHyo
KOHKYPEHLIMIO U pacTyLume Temnbl
N3MEHEHUN

(/



LEADERS TRANSFORM CUSTOMER-FACING FUNCTIONS FIRST

“72% of CEOs see the next

3 years more critical than the
past 50 for their industry. *

At the epicenter of change
IS the customer experience,
which will redefine every
company’s business model
and how they deliver value.” Bill McDermott CEO, SAP SE

* Source: Forbes Insights, 2016 Global CEO Outlook

11



KNMIOYEBbLIE UT-TPEHObI

[paHuUbI OTpacren
pa3MblBalOTCS

T [laHHblIE CTann HoBbIM
]
~ aKTUBOM KOMMaHUM

f icnonb3oBaHMe eCTECTBEHHOTIO A3blka
. N3MEHUT obLLEeHmne ¢ MaLLNHON

KrnneHT — anuueHTp
LumdpoBoOUn TpaHcopmaunm

@ MalunHHoe obyyeHue
T WCKYCCTBEHHbIN UHTENMeKT
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NHTepHeT
Belen

ObnayHble
TEXHONOrMm

Kaxxgas komnaHus
CTaHOBUTCS cOPTBEPHON

OTKpbITas
apxXuTekTypa

PaboTa komnaHuin B pexnme
pearnbHOro BpeMeHU

12




LNPPOBOE AOPO SAP

customer SAP Hybris ()

Experience

: Supplier
SAP A"ba/’\\ Collal:'i:h':ation b

Business Intelligent
Transactions Insights
S/4HANA SAP Leonardo

SAP SuccessFactors () Workforce

Engagement

SAP HANA SAP Cloud Platform
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SAP HYBRIS SELECTED CUSTOMERS

HIGH-TECH FMCG & TRADE MANUFACTURING SERVICES
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TPAHC®OPMALUA MOAENN BU3HECA
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Under Armor
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MUJITIEHUNATNDBI

KPYMHENLINX
MOTPEBUTENBCKUN CETMEHT

Boomer
30 MMieccasssssssssassssssaassasansnnaasnnnannnnnnnnnannnnnnnnnns O Quteennnnnnnnnns

Silent

2050

2028 2036
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KapAvHanbHO 3MEHSATCS

33% .

BEPAT, 4YTO H6aHKn By, /qu
BOBCE HE HYXHbI.

ed on 10,000 millennials, born 1981-2000 in the U.S Source: Viacom Media Networks, 2014
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Real-time Customer Insight End-to-End Business Process Execution
(ClYsEE UpE

' — = HA RS
( EX P (d [ g as p [/\y S) Growth in Profitable Customers

Harmonized Digital and Physical Experiences



B2ME — HOBbIV 3TAMN PA3BUTUSA

MpoAyKTOOPUEHTUPOBAHHbIN KnueHToopneHTUpOBaHHbIN B2Me
noaxopa (B2B) noaxopn (B2B2C) noaxon

[]

(o}

-

al
TpaHCHOpTHb& ICDMHaHCOBbIe
oS ‘ cepBuChI CepBuChI '

Tenekom Putenn
cepBUcChI NPOAYKThI

| aTan Il aTan HacTosLee
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Kaspi Bank m kaspi

UHdopmauma o komnaHum

MaraauH Mnarexu Moi Bark  Bowyc ganIPemcvpaw

m kaspi Mofrcpoll D 5555
AkTnBbl ~$5 mnpa. —

CMA

OauH 13 kpynHenwmnx 6aHkoB KazaxctaHa

10% BCex KpeguToB NPOLAHO Yepe3 UHTEePHET-MarasmH

Bbirogbl
30 000 ToBapOB B KaTasore
CpeaHuin yek Ha nokynky B kaspi.kz - $300
500 000 nokynok B rofg

90% nOKynoK B KpeauT Uin B pacCpoYKy
30% 3neKTPOHWKM B CTpaHe Ceituac nokynaiot

Kaxxgasa yeTsepTas nokynka B oHnanH Ha kaspi.kz

R
UcTouyHUK goxoaa

POCT KOMUCCUMOHHBIX 1 NPOLUEHTHbIX 4O0XO0O40B

Komucensi ¢ npogaku napTHEPCKMX NPOAYKTOB

Mpopaxa cobCTBEHHBIX YCNYr U KpeanToB

© 2017 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL 24


https://kaspi.kz/shop/?source=kaspikz&ref=tabShop

MUKPOMOMEHTbI

3aecb U ceryac MonesHocTb CkopocTtb
Bca uHbopmauma HyXKHa NMHbopmauma cumMTbiBaeTcA 3a AOIN MpWHATHE pelleHni MPoNCXoanT
nosb30BaTE/NHD B MOMEHT CEeKYHAbI, Ny HEE HET WaHCa ObITb HenocpeacTBEHHO Ha NepBOM LWare

“no TpeboBaHMO” “He nonesHoM" NMOWCKOBOTO CLEeHapusa

HamepeHue
JMIK coBepLumnna _‘ , s
419 undposBbIX v NOMCKOBBIX
\ 3anpoca

Maxpo- B3anMoAencTBUN
MOMEHTbI B TeueHue 2 MecsLeB

380
Be6-cTpaHuy

Takux LU poBbIX

MOSAGHBIE YCTRORCTHG B3aMMoAencTBun
nPoncxoanT

O6uiee Uncno UUPposbIx pow A

B3anMoOAerCTBIIA yepes MOBUNbHBLIE

yCcTpoucTea

Komnsiotep

HOABPb AEKABPb AHBAPb

«Micro-Moments: Your Guide to Winning the Shift to Mobile», Google









PABOTA C KIIMEHTOM B PEXXUME PEAJIbHOINO BPEMEHU

CobbiTna un Arperaumsa u UHTennekTyanbHas MepcoHanbHbIM UcnonHeHne
B3aMMOAENCTBMA BO n3yyeHue AaHHbIX NPOrHo3Has TapreTuHr n KamnaHuu BO Bcex
BCeX KaHanax aHaNUTUKA opKecTpauus KaHanax

Mporpamma
NOANBHOCTY

Mobile &
coumanbHble ceTu

Digital kaHanbl

MepcoHanusnpoBaH-
Hasi KoOMMepLUys

CobbITUS,
aHanuTuKa, nokauus
Mpopgaxu n Cepeuc

dUHaHCOBbIN e
npogusb —
Cant, ATM,
NPOLECCUHT
Social media,
MOOUNBHBLIN 6aHK

ol
YA

KoHaTKT-LeHTp

DoDoDo
DoDoDooo
DoDoDoolo

DoDoDo

e [

Lead, opportunity

E-mail, sms,
MeCEHKepbl

[ e —

C6op oTKNuKoB

MU3HEHHBIN UMK KAMEHTa



NATIONAL HOCKEY LEAGUE®

%
&

National Hockey
League®

HEADQUARTERS
New York City

INDUSTRY
Sports and
entertainment

PRODUCTS AND

SERVICES
Professional ice
hockey

WEB SITE

© 2017 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL

OBJECTIVES

Grow the National Hockey League® digital platform

Better engage fans with personalized and relevant
marketing content and messages

Increase fan engagement and fervor around the game
by providing better statistical visualizations of player
and team performances

Target specific fan demographics for outreach

RESOLUTION

Partnered with SAP to build fan interest and enable
better storytelling

Presented hockey statistics in interactive ways fans
have never seen before

Focused on understanding fan profiles

BENEFITS

Built a richer customer profile, with deeper insights into
each fan’s behavior

Improved Web site visitors’ experience

Made boosting fan engagement and fervor an in-house
capability

Increased database efficiency with faster response times

25%

More site visitors

45%
More time spent on Web
site

25%

More overall fan
engagement

“SAP is helping the NHL®
improve its business by
saving time, saving
costs, and delivering a
best-in-class product to
our fans.”

Chris Foster, Director of

Digital Business

Development, National
Hockey League®

29



http://nhl.com/stats
http://nhl.com/stats

IN THE MOMENT MARKETING REQUIRES

©)

Real-time,
Predictive,
Customer and
Consumer Profiling

%

Highly Performing
Visualization and
Exploration Tools

PARRN

Intuitive Campaign
Management Tools

%

Support For
Seamless
Collaboration
across Function

Modern Data
Integration Tools

Omni-channel
Execution And

Seamless Customer

Journeys Across All
Touchpoints

Powerful
Marketing Lead
Management
Capabilities

Efficient Marketing
Resource
Management
Capabilities

il

Flexible Marketing
Analytics

Tightly Integrated
Loyalty Management
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NMoHMMmaHue 6onenbuuKa

" o
CounanbHble meamna Bsaumopeinctena =
BzaumopencTena (naitku, penocTsl, 32KaHana B3aUMOAeNCTBUA AnA  ° —
KOMMEHTapun) 60N1eNblUKOB B 3anonHeHna NpodnNa KOHTaKTa =
coLManbHbIX ceTax Knyba

TpaH3aKuunm

TpaH3aKUMUM BCeX TOUEK NPOAANM,

OHNaliH 1 0bNaltH, B pexume MCTOpVI‘-IECKI/Ie AaHHble [j]

peanbHOro BpeMeHu
BceaHHble, KOTOpble 6biv B @
\ Knybe B TedeHue 10 neT

NMNosepeHue

MoseneHue, NpeanoOYTEHNA U UHTEPECHI C CKOpMHr

calTa, UHTepHeT-MmarasmHa, OHNaWH- OueHKa Ha OCHOBE BCeX AaHHbIX
bunetos npodunNA KOHTAKTa B pexume

peanbHOro BpemeHun




HoBasi apxuTekTypa Ans pocta u pasBuTtusa

-
(;'ﬂ 1925

O
.ﬂJ =
=c
pur}

OHNAWNH
MATA3UH

AN

OHNAWH BUNETHI

&

PUTENN
MATA3NH

\1.,/Eﬁ

B

Mpodune
6onenbLyuka

s

JloanbHOCTb

= @
—- O] < &
BUNETHbLIE
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CermeHTauus BbinonHexue MapkeTuHrosasn
KamnaHuin aHanuTuka
S \ SAP Hybris

b\/
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TpaH3akuum

SAP CRM

D@

SMS
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E-MAIL

I

MOBW/IbHbIE
NPUNOXEHNA




Mcnonb3oBaHUe AaHHbIX coUuMaribHbIX ceTen
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FOOD HOME & LEISURE WINE WORLD

l ACTIONS MARKET PLACE RESTAURANT

INTERSPAR WORLD Vv SUCHE PRODUKT, STICHWORT, THEMA ...

Dutch multinational retail chain
and franchise brand with

4 A= A -' '

& = /

: @ . ‘/ /] . Py approximately 12,500 stores in 35
 — countries worldwide.

'\1‘

BECE F QT

L
| A,

neshops and order them easfr and comfortably
from home. ~

\

- ~1)

\Y
)

HOUSEHOLD & LEISURE

TO THE ONLINE SHOP

FOODS

TO THE ONLINE SHOP

~yg

Offers >20,000 products online
for pickup or delivery

Search by keyword, filtered
according to pre-defined food
preferences such as organic or
vegetarian

Pay online by credit card,
PayPal, bank transfer or by
invoice




.
The world’s largest high-tech company leverages SAP Hybris

SAP Hybris Billing powers services business

g 500,000 100 - 1,000
‘ New customers Transactions

per day per second 24x7

1 B devices engaged with SAP Hybris solution

- Active installed base is growing 25% year over
year

- $15+ B paid out in revenue share to developers
& digital content owners

- $17+ B service revenue s directly related to
installed base sales

36
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Coca-Cola FEMSA Consumer Products

Business processes, Work
Customer experience, Workforce

engagement, Digital core, SAP HANA Platform “We are building a new generation of competitive

Sales Productivity, Volume growth, Net revenue advantage. To support these efforts, we created
growth, Incremental share of sales centers of excellence inside the company, including a
focus on trade marketing and commercial. To make
all this happen, we had to build a comprehensive
platform to support our scale.”

Improve business agility to win and keep more customers

— Hector Calva, Global CIO, Coca-Cola FEMSA
Coca-Cola FEMSA, the Mexican multinational beverage giant, is
building a digital platform that will enable them to build, win, and
grow their client base through real-time customer insight,
personalized interactions, and team collaboration.

€KT NMomMoraeT ynyywunTb C

By employing SAP Hybris and SAP Hybris Cloud for Customer

enabled on SAP HANA, FEMSA was able to refocus its strategy 6 hours 3.9% 4.8% 1.4%
from standard customer relationship management to customer Pre-seller work saved per Volume growth Net revenue growth Incremental
engagement, providing relevancy throughout the customer week share.of.sales
journey. The central pillar of the platformis focused on dynamic

initiative management. By turning opportunity data into target

groups and targeted initiatives, FEMSA was able to drive

significantvolume and revenue growth.

Access the external reference assets:
SAPPHIRE NOW Replay Video

37
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NMoTpsacarowmm cepsuc!
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@‘ Enexa Kopskosa &
)

#NESPRESSO

[aBHO A He cTankuWBanacb ¢ TaKMM NOTPACAKLWWM cepBucoM. BepHee HuKorga
paHee.

Kynuna kodpemawmHy B #MBUOEQ, nocnegHiow, C BATPUHBI. 3a Bpems
HaxoXOeHWs Ha BUTPUHE U3 Kany4uMHaTopa Uc4es BeHYMK A5 B36MBaHKA
neHbl. bes Hero kanyunHaTop 6ecnoneseH. MeHegXxep B MarasuHe He
obpaTuna Ha 3TO BHUMaHUWe, 1 He NpoBepuna, NoToM ellé 1 B TeYeHne 2x
Hegenb Hekorga 6bino exaTb B MarasuH pasbupartbes, 4a ewe n nopTutb cebe
HacTpoeHue. [la ewé v 06 bACHATD - NoYeMy KodeMaLUMHY YXKE NCMONb3oBana,
Karncynbl OTKpbina U 14

3awna Ha caiT - BEHYUKW OTAENBHO He NPoJaloT.

Oymato - kak 06MeHaTb KanyumHaTop, OMUChIBal0 B KOMMEHTapPUU Nof, NOCTOM
Npo Y4&épHyIo NATHULY cuTyaumn. U o yypo! Yepes 5 MuHyT nocne coobuieHns
MHe pa3gaértcs 3B0OHOK. MHe rosopsiT: EneHa AHaTonbeBHa, Bam Mo Balemy
[OMalLHeMy afipecy AOCTaBUTb BEHYMK UMM KaKO-TO apyroi. 3aBTpa byner
Kypbep!

OHM He cnpaluvBanu y MeHs: B KaKOM MarasuHe, He TpeboBanu yeka,
[oKa3aTenbCcTB, @ NPOCTO U3BUMHUNUCK!!! 33 TO, YTO Y MEH$1 BO3HUKNU Takue
npo6nembl C MX MalwWHOM!! He BaXXHO MO Ybei BUHE U TA, .. NPOCTO, YTO MHE
6blN10 HEMPUATHO.

BeH4uk cerogHs 6bin goctaeneH B opuc!
1 olLenoMneHa, YTo ecTb Takoi cepBUc U Kak xe NESPRESSO HepeanbHo
kpyT! QP

Al Tenepb BawWw KIMEHT HaBcerpa!l

40



Porsche leveraging SAP Hybris portfolio

SAP Hybris helps customers to increase customer satisfaction,
and decrease marketing spend.

4% 100% -90%

Increasein Increasein Reducein

customer sales time to
satisfaction conversion market
rate

Top Impacting Capabilities

= Single customer view and in-the-moment insights

= Predictive intelligence to target most profitable customers
and prospects

= Seamless integration of sales and digital communication
channels

41
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Market trends — Digital transformation
Emerging systems of intelligence

© 2017 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL

=)

Artificial intelligence
and machine learning,
0T, insights

By 2018, 75%

of enterprise and ISV
development will
include Al or ML. -ibC

s

Embedded machine
learning, analytics
providing built-in
guidance

sy 2010, APIS

will be the primary
mechanism

to connect data,
algorithms, and decision
services. - IbC

i}

Conversational
applications: the new
user experience

By 2010, NAtUral-
language
generation

will be a standard feature
of 90% of modern BI
platforms. - Gartner

v




Digitization
Every company to become a software-driven company by

Connected Data Collaboration .
Business Process

Integration Mobile Big Data Innovation

intelligently  connecting people, things and businesses

Machine Natural loT Networks
Learning Language Microservices
APlIs
Real-time
Analytics
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Augmenting SAP Hybris (v) with Machine Learning Scenarios

Shared Core Services

© 2017 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL

EXPERIENCE MANAGEMENT

COMMERCE MARKETING SALES SERVICE REVENUE

ARTIFICIAL INTELLIGENCE / MACHINE LEARNING

PROCESS MANAGEMENT

DATA MANAGEMENT / ANALYTICS

SAP CLOUD PLATFORM

L}

SAP S/4HANA

DIGITAL CORE

m
x
—
m
pd
2
@)
P
n

SAP Hybris
Front Office

Simplifies & differentiates
customer processes

Hybris as a Service

Enabling innovation
and extension

Simplifies & optimizes
core processes

44



What customers are saying

BASF is able to derive learnings from our rich datasets, and to drive

“Businesses thrive on data. With SAP Leonardo Machine Learning, %
business process improvements that directly benefit our customers.” >

Wiebe van der Horst, Chief Information Officer, BASF Group

“SAP is a trusted innovation partner for us. With SAP Leonardo
Machine Learning, we are excited about the possibilities to broadly

@ o @ apply this exciting technology across our business.”
= =

Michael Crowe, Chief Information Officer, Colgate-Palmolive

“Audi’s sponsorship team found the SAP Brand Impact solution a very
useful tool. It can help Audi to evaluate its sponsorship exposure at I:E

high levels of operational excellence and transparency.”

Thomas Glas, Global Head of Audi Sports Marketing

_J “We are impressed by the solution’s capabilities, precision and speed
and see it as a great potential tool for our sales efforts, adding data and

i numbers to media exposure previously deemed unmeasurable.”

Source:
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Yaron Talpaz, Chief Marketing Officer, Maccabi Tel Aviv Basketball Club 45


http://news.sap.com/sapphire-now-intelligent-enterprise-sap-leonardo-machine-learning/

Current & Future Machine Learning scenarios in SAP Hybris Marketing Cloud

AVAILABLE &

Best Channel Best Sending Scoring incl. Product Facial Recognition* Offer
Time Buying Propensity Recommendation *Innovation —not part of standard delivery  Recommendation
Sentiment Analysis

g R
IN PROGRESS %0 =] S Gj

Brand Customer Behavioral
Impact Retention Segmentation
° ¥
fiili
PLANNED 111 'S, - .
Smart Campaigns Campaign Portfolio Marketing Mix Voice
Optimization Optimization Recognition
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Intelligent Scores

= Scores are key figures derived from rules and aggregated
outcome values, which help to characterize and classify the
Contact for different aspects (e.g. Loyalty, Satisfaction, ...)

= Score Builder incorporates the SAP Hybris Marketing Cloud
Rule Framework (HRF) (Ul and Backend).

= A comprehensive set of attributes for rule definition (HRF
vocabulary) is provided out of the box.

= |n the Score Builder scores can be created, maintained,

etc.

= In Client Applications (e.g. Segmentation, Fact Sheet) score
values are displayed or used. In case score was persisted it is
read from the database, otherwise it is calculated in real time.

= Pre-defined scores as shipped examples:
= Best Email Sending Time
= Email Affinity

Use in Client Application

© 2017 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL

published, simulated, managed, restricted to a applicable scope e -E_—. ' j
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Intelligent Scores - Consumption of Scores in Segmentation

CH_PredictiveDemo_SM

Preview for Segment: Coun

© 2017 SAP SE or an SAP affiliate company. All rights reserved. |

INTERNAL

Score appears in the defined attribute
group. When both segment and score are
selected the scores are calculated and
the distribution of the score values is
shown as histogram in the preview area.

Score name and owner is shown. If the
score is persisted the date and time of
score calculation is displayed as well.
Otherwise the score is calculated in real
time; in this case no data/time information
is given.

Histogram shows the distribution of
score values for the selected segment.

Marked Area which selects the share of
top scoring members of the segment.
Press Keep-button, if these should
become the next sub-segment.
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Intelligent Scores - Consumption of Scores in Contact Fact Sheet

CONTACTPROFILE nt Scores

Alexander Ackermann

No Valuation

Very high response . R
Evening: 6 pm - 10 pm Very high response

Select Scores

OK | cancel
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Recent

Tiles with Score Outcome either
based on a predictive model or on a
Score (Score Builder)

Personalization of tiles flag those tiles,
which shall be visible on the screen.
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Sentiment Analysis

TS  SOCIAL CONTACT INTELLIGENCE EXPORT DEF

i Sentiment Engagement

FILTERS Y.{ anaLysis POST GROUPS h =Y

Social Monitoring on 1es3 781 emeares x | PostheFastsackensost ()
interests, topics and brands E

All Measures
tive

Sentiment Analysis of social
posts, emails, complaints,
reviews using SAP HANA
Text Analysis (Natural v
Language Processing)

Worldcup Feedback (25)

Number of Posts

Sentiment o

/\\ ”A'_'"l"\:‘;

14062010 |@

27.06.2014
30.06.2014

v
v
v
v
Q
e

Social Media Channels

Intarests

POSTS (1.453)
K ¢ 21 22 23 24 25 »

i Brian Vickery

Contacts H (@LinguzSys Thanks for sharing - plenty of valug in 2 social listening strategy BEFORE you even 200 sentiment analysis
Tags

Tag Types WY @ Paul Stockford
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https://www.youtube.com/watch?v=ELdhpaapzuQ

Recommendations based on Facial Recognition*

* Innovation — not part of standard delivery

CASHMERE COLD
¢ SHOULDER SWEATHER

* Provide a seamless personalized shopping
experience in real-time

il

* Product recommendations can be easily
integrated into applications via SAP Cloud

Benefits Platform

* By allowing consumers to interact with the
display many use cases can be applied to
increase conversion

* More insights can be provided by enabling
tracking such as engagement level by different
age groups

https://www.youtube.com/watch?v=a2033s7WVTO —— -

0000000163
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https://www.youtube.com/watch?v=a2O33s7WVT0

Consumer Buying Propensity

Select Model and Train Models Select & Use Model
Target data

Select the predictive model in the = Train models based on selected data Select right model based upon fit
Predictive Model Management = Review contributing parameters

Use Consumer Buying Propensity to identify
consumers with high probability of buying
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Consumer Buying Propensity - Use Buying Propensity Scores in Segmentation

Select consumers in o Select consumers with
Germany ™= = high Buying Propensity

I: CH_PredictiveDemo_SM  ID: 440, P

c
N
>
=

Create target group for

d
special offers

/
Create Profile with
Buying Propensity
Score

\
1

Preview for Segment: Country = DE (Germany)

[ Keep

2d Interacti

Fun
Email

Share of Top-Ran tomers

© 2017 SAP SE or an SAP affil
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e
SAP Hybris Customer Attribution - Closed Loop Marketing Built on Machine

Learning Site
N N
personalization
Incremental —\
value ﬁ

y i 5

> E Mobile App
(> ) . o
Campaign analytics

R and tooling N g

Measurement and
Optimization

Email

B $ Paid Media
Customer
\ I 1 segmentation ‘

Unified marketing and .
customer data
\ L _ ) Marketing and

customer tracking

Customer profile
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SAP Hybris Customer Attribution - Closed Loop Marketing Built on Machine
Learning

Optimize every marketing touch point to drive more efficient and relevant customer experiences
using a game theory algorithm*,

ENRICH INSIGHT AGILITY

CAPTURE AND ENRICH USER INSIGHTS INTO REACT QUICKLY TO

DATA ACROSS ALL SOURCES PERFORMANCE OF EVERY OPPORTUNITIES WITH
INTO A SINGLE VIEW MARKETING TOUCH POINT DAILY MEASUREMENT AND

OPTIMIZATION

)
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https://www.youtube.com/watch?v=OcM11-74rqU

SAP Customer Retention

—)

—>

Benefits

Automatically classifies and finds rules

Automatically identifies events and early
indicators related to behavior (like churn)

Detects customers-at-risk at an early stage

Follow the digital fingerprints down to individual
customers

Provide timely churn prediction and address
root causes

© 2017 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL
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https://help.sap.com/viewer/p/SAP_CUSTOMER_RETENTION
https://www.youtube.com/watch?v=fJQMU9uD3Kw

Customer Behavior Segmentation - Pameq

Let the behavior data tell (data driven) what the best customer segments are. Start with Lead
Scoring to achieve high conversion.

Lead Conversion Subgroup: Large Enterprise Market

Engagement Score Latest Interaction Latest Interaction
1 Interest

= L

Engagement ¥* Department = i 82

Members

2
B g
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Smart Campaigns

Digital transformation drives the need for intelligent applications powered by machine learning and

marketing big data out-of-the-box

Templates

Templates (24)
Total Contacts ~ Picture  Name

Short Trip Lovers
R 5« Any type of short trip
Contacts 2 -4 days

Shopping Queens
more than 3 bookings per year, high
revenue

Al
All Customer
y tours such as

add-ons ¢

Loyal Customer
Customer with us for more than 2 years
or have ooked their last 3 trips with us

WinBacks
Customer that give frequent feedback
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Average Engagel

mpaign Designer v Q @ =
Done m g > a < SMART GROUP

Day Tours
Any type of short rips 2.4 days

1,463

contacts engagement sentiment

Insight Best Channel

[0 TEXTMESSAGE
Best tours SMS

Age




3KOHOMUYECKUE 3DDEKTbI LUOPOBON TPAHCO®OPMALNMK

NHHOBALMU

20-50% cokpaLleHune
BbIXO[a Ha pPbIHOK

10-20% yBenunueHue
BbIPYUKM MO HOBbIM
npoaykTam 1 ycrnyram

20-30% cokpalleHune
R&D 3atpar
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NPOOYKTbLI U
YCIYTW

3-20% noBbiLLEeHMe
BbIPYUKM U3 OMHU-
KaHanbHOCTU

10-20% cokpalueHne
CTOMMOCTU NoAaepXKaHus
KauecTBa

85% noBblLLIEHME
TOUHOCTU
NPOrHO31POBaHMUS

PECYPCb

10-40% cokpaLueHune
CTOMMOCTW NOAAEPKKM

30-50% cokpaLeHue
BpemeHu downtime

20-50% cokpalreHue
3aTpart No XpaHeHuto

COTPY[OHWKW

25-50% nosblLLeHMe
9 heKTUBHOCTM
COBMECTHOW paboTbl

45-55% nosblLLeHMe
athpekTUBHOCTU

PYTUHHbIX NpoLeayp
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Cnacu6o 3a BHMMaHue!

Bonpocbl u oTBeThbI

Bnagnmup Nanb
AupekTop no pa3BuTuio busHeca SAP Hybris



