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General Chatbot Statistics

Increased Conversion Rate Better Customer Service Capabilities
without growing the Team

/glassix

Website conversion rates

of users would use chatbots to get instant response
to their query, including self-service issues

Websites without a chatbot Websites using an Al chatbot

https://www.glassix.com/article/study-shows-ai-chatbots-enhance-conversions-and-resolve-issues-faster

|ncreased Reven ue of customers don't care if a human agent or a chatbot

deals with their query as long as the issue is solved

. . https://www.dashly.io/blog/chatbot-statistics/
is the revenue boost chatbots bring

to online stores (Chatbots Magazine)

https://www.dashly.io/blog/chatbot-statistics/
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Al Strategy

Al-powered E-Commerce Processes
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Empowering our teams with
Al capabilities for enhanced
efficiency and optimization




Al Strategy - Internal - not in scope today

Internal Al Foundation: Al Policy, Al Trainings

Al-supported Marketing:
Al content generation, Al chat
for corporate website, Al
MEIGGEREIVSS

Al-supported HR:
Employee engagement and
retention, Personalized

Al-supported Sales: onboarding

Al prospect analysis and sales
preparation (virtual
showrooms)

Al-supported Finance:
Repetitive task automation

Al-supported Customer
Service:
Case summarization,
Resolution note creation,

Al-supported Consultancy:
Al knowledge discovery,
Al supported estimation and

. Al-supported Development: [
Recommendations for agents, >UPP P planning
: > Code Copilot, Al-generated test cases, Al-
Virtual agent, Process mining, .
supported documentation Al-supported Development:

Knowledge harvesting

Al-supported Operations: Code Copilot

Log anomaly detection, Auto remediation
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Define your Al Core / Operational Model

SPARQUE.AI

SPARQUE-Al proqyct Discovery, Recommendation,
Personalization
Engine, based on Knowledge Graph

Intershop Copilot )

Al assistant for business users and customers.
Intelligent insights and execution of actions
through a natural language interface

Integration Hub

Low code integration platform that easily connects your
business applications and data sources to Intershop
Commerce Platform

Business Data Hub

Data Warehouse with Intershop Data:

Master Data
Transaction Data
Behavioral Data
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Digital Commerce Maturity Levels
Using Copilots to reach the next level
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Interactive Question

What is the Digital
Maturity level of
your company?

. 44406444,
g o [ETEETEE
$6404444444
¢ 004000444044
N ).
1 4 B 0040000404 04444
BTS04 44064004 440444
2020200000000
L " [P202000020202%
004404447




Interactive Question




Intershop

Workshop Agenda

1.

TARGET
STAKEHOLDER
&
BUSINESS
GOALS



Empower your Stakeholders
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Al Assistants in front-end and admin interfaces

uuuuuuuuuuuuuu

n = - =

E ’,A\;/_/:ﬁv o o m

3 o =

4+ Dive right in! - =

C e =S -

o) = -

| - =

L s _

Intershop CoPilot Customer & Field Service

n

(o]

U

©

Y intershop

| -

[}

)

E Intershop Commerce Piatform

(- Commerce Management

E T

©

< . .
Commerce Management Order Management Content Management Search, Personalization &

Recommendation



Focus today on the Sell-Side

Customer

)
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B2B Customer

B2C Consumer

Reseller

Dealer

Retail Stores

Distributor / Wholesaler
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Interactive Question

What is your target
customer persona?
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Your Business Goals
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Interactive Question

What are your
business goals
when introducing
an Al assistant?
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1. Customer Type

CUSTOMER

/ N\

Gaad

NEW CUSTOMER EXISTING CUSTOMER
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2. Customer Journey Phase

Purchase Recommend

Receive

Select

Maintain

.’ Use Product

Research



Identify your use-cases along the customer journey

CUSTOMER
1. Customer Type =
) Gl
NEW CUSTOMER EXISTING CUSTOMER

2. Customer Journey Phase (B2B Customer New vs. Existing)

3. Al-empowered Capabilities & Services (Own vs Partner products)
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Customer-Facing Al Purchase and Service Assistant
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Interactive Question

What are your top 3
use-cases of the
new Al assistant?
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Kano Diagram

Customer Innovative Products:
satisfaction

Innovative - Differentiation: Stands out in the market, making it

Products easier to attract and retain customers.

+ Higher Perceived Value

» Reduced Price Sensitivity

» Brand Loyalty

+ Attracting New Customers

delight = & * Increased Market Share

attributes Features /

« Enhanced Brand Image
Order Degree of

Commerce ! management 4
achievement

Commerce
performance basic

attributes

Products  Customer

Commodity Products:
Commodity « Difficulty in Differentiation
Products » Price Competition

* Low Perceived Value
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Al Capabilities Become Key Buying Decision Criteria

Customer
Satisfaction
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RICE Method for Priorization

For every Idea / Problem / Feature / Service

-X-X-%-= SCORE

# CUSTOMER Revenue data to back up Fimer CapaCityr
# TRANSACTION Conversation Rate ESE?CH _and IMPACT IDTEAEIE
imation
Cart Value

Customer satisfaction
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RICE Method for Priorization

REACH X IMPACT X CONFIDENCE % EFFORT = SCORE
Idea Reach Impact | Confidence | Effort Score Priority
Conversational 10.000 2 80% 2 8.000 1.
Product Discovery
Services & Training 5.000 3 60% 3 3.000 3.

After Sales 5.000 4 100% 4 5.000 2.
Replenishment
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Conversational Product Discovery

Conversational commerce allows
you to ask questions in natural
language and refine the answers
by asking follow-up questions.
Thus, the conversation becomes a
dialog between you and a large
language model (LLM).

”I need office equipment for my
new employee, Susi, who will
mainly work with Word and Excel
from home and the office. Any
recommendations?”

LoGouT ¥ COMPARE S - - +

LOGO [

(_ try oul the new Al-Assistant!

COMPUTERS CONFERENCING NETWORKS SERVERS SPECIALS

MICROSOFT SURFACE LAPTOP InSPIRED Assistant G
—
e 4

show it to me

MICROSOFT
SURFACE LAPTOP

Burgundy: 25¢
Graphite Gold
Link

Cobalt Blue: 256G8 Link 512G8
Link

$1,299.00 -
$2,399.00

l >

INSPIRED Assistant uses Al | Privacy Policy

your way: Do the things you want on Surface L otection you can count on and performance
sten to iTunes or Spotify, and unwind with your
performance: You dorit have to choose
between power and traveling light. Starting at just 2.76 pounds, Surface Laptop gives you an ideal balance of both, plus
all-day battery life - up to 14.5 hours. A stunning screen that responds to your touch: Experience faster, more natural
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Copilot Architecture

APl or Module-Call

Natural Language Interface



Copilot Architecture

Module-Call

Rguage Interface
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Types of Al Assistants

Al Assistant for Al Assistant for Personal Al Assistant Machine to Machine

Customers Business Users to Humans Industry Al to
Commerce Al

Machine /

Commerce Commerce Personal Device

Frontend Backend Computer/
Application
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Copilot Architecture

APl or Module-Call

huiral Language Interface
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Al Orchestration Layer

Seamless Integration

¢ *Conversation 000
Easily integrates with existing systems to enhance
- - collaboration across functions, including
’ © —— procurement and customer service.
[ Scalable Architecture
© B Designed to grow with your business, adapting to
e increasing demands and new challenges.

Extensibility

Offers flexibility to evolve with your business needs

over time and customize to the rapidly changing
‘- 5 customer and market requirements

Output

RedisBackedChatMemory &
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Copilot Architecture

(A Ask a question

LangSmith

A
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Al Agent Architecture

Machines

(A Ask a question il

Natural Language Interface
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Intelligent Dashboard (incl. Data Platform and Copilot)

Copilot gives
Recommendations
and can even
implement them
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Key Takeaways

/"0

DEFINE YOUR Al
STRATEGY / Al-CORE
/ TEAM
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