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How Can Fine-Tuning Business
Systems Deliver a Superior
Experience?

Accounting for of Australia’s
total electricity generation

Since lighting the first gas streetlamp in Sydney in 1841, AGL Energy Limited (AGL)
has pioneered energy innovation in Australia and is now committed to helping shape a
sustainable energy future. Operating customer service and billing capabilities through
contact centers and billing platforms, the energy firm turned its focus to

of their energy needs. Intent on being a truly customer-centric
organization, AGL sought to help its call center agents serve customers better. This
called for optimizing how they accessed and experienced AGL’s core systems.
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AGL used data-driven insights into its business applications’ use
to guide employee training and

AGL Energy Limited deployed the to measure
and optimize user performance across its SAP software landscape, helping the firm:

» Gain insight into how its employees interact with its enterprise CRM solution, highlighting application use and
user engagement

+ Understand complexities within key business functions, identify ways to enhance the user journey and workflow
to help users become more productive, and support optimal customer interactions

» Use data-driven insights to resolve issues and ensure customer-oriented processes run smoothly
+ Identify training opportunities for call center employees

+ Pinpoint operational and workflow adjustments to improve performance and fine-tune business processes that
directly affect user satisfaction and efficiency

“Using SAP User Experience Management, we’'ve been able to make more effective use
of our enterprise software to . This includes isolating key system
challenges experienced by our call center agents and resolving them efficiently.”

Michael Connelly, System Optimization Performance Manager, AGL Energy Limited
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© 2019 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of
SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its
distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or
warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials.
The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the express warranty
statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional

warranty.

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or
any related presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation,
and SAP SE’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms, directions, and
functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time for any reason
without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or
functionality. 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, and they
should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered
trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names
mentioned are the trademarks of their respective companies.

See www.sap.com/copyright for additional trademark information and notices.
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