Blick in die Werkstatt:
Kl-Agentenplattform und
Kundenservice der Zukunft



Unsere "Agentic First” Vision



Product Vision

GUIDING PRINCIPLES

Value-chain focus

Agents cover the full commerce
chain: sourcing, pricing,
marketing, fulfillment, finance.

Data & execution ownership
We own the commerce data and
control agent execution.

Ecosystem network effects
Partners can build, distribute,
and monetize agents on our
platform.

One person. $100M in e-commerce. Powered by JTL Agents.

As commerce has grown more complex, JTL has empowered
merchants to run their businesses in a data-driven, automation-
first way. Now we are taking the next step.

With JTL Agents, merchants will no longer manage operations —
they will define outcomes. JTL Agents execute autonomously:
from marketplace selection and pricing to inventory allocation
and fulfillment routing.

Merchants who build on JTL won't manage complexity.

They will orchestrate growth.



Path to the Product Vision

From Alin products to Al in processes, powered by a central agentic layer

Agentic Layer

JTL in other Al Products

Integration into existing 3rd party Al solution
and Agentic Commerce



One person. $10M in e-commerce. Powered by JTL Agents.

&

JTL Agents
Cloud Platform built-in

!

Models Models Models
OpenAl Anthropic Custom

Custom Agents Agentic Commerce
Built by merchants ChatGPT e Perplexity ¢ Gemini

} }

& Agentic Layer
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Customer Data Context JTL Products Community Plugins
Wawi + RAG 15t Party 3 Party

Personal Al
Agents + Personal Data

}

Deep.Dive

CreateItem TriggerDiscount
UpdateDescription LaunchCampaign

Actions
Across the Ecosystem




The Most Complete Agentic E-commerce Suite

Manufacturing & Order Inventory . After Sales /
Procurement >> Sales >> Management >> Management Logistics Back Office

v

Service Agent
Procurement Web Shop Shipping Accounting
Multi-Channel Management & PIM
(Orders, Articles, etc.)

Plan & Produce Shop Connector Orchestration Compliance
Workbench Marketplaces Invoicing Stock Planning r(:,-i;|_jrn|¢:,-55= HR
Supplier Mgmt. POS Warehouse Mgmt. l)ringly. GREYHOUND
Vouchers Fulfillment C(W
dealayo JERAS.
JTL Partner Apps JTL Partner Apps JTL Partner Apps JTL Partner Apps JTL Partner Apps JTL Partner Apps

JTL Platform & SaaS App Builder Program




Kl-Agentenplattform




Herausforderungen

Q Sel

FRICTIONS
I

JTL

Mo structured supplier evaluation or scoring -+
defaulting to familiar suppliers without clear
selection criteria

No supplier signal monitoring
silent lead time changes only surface when
customers complain

Limited visibility Into SKLU nce -
capital tied up in slow-maoving inventory with
no pricritization mechanism

Mo data-driven salaction  reliance
on intuition leads to poor assortment bets
and axcess stock

Lack of upfront margin and return
predictabllity - profitability only becomes
visible after inventory commitrment

Mo gystematic channal-product fit
assessment > marketplaces selected
through trial and error, leading to delayed
underperformance

Source: BCG Analysis and customer interviews

High frequency of mention
ininterviews (7+)

Fragmented master data across systems -
high manual effort and slow updates across
channels

Bulk operations block system usability -
inability to work in parallel reduces productivity

Manual marketplace category mapping - slow

and rescurce-intensive channel onboarding

Mo scalable multi-format content tion =
team bottlenaecks across B2B/B2C and

languages

Lack of native cross-channel pricing control -
reliance on external tools and unstable
workarounds

Mo demand-aware replenishment planning
overstacking or stockouts due to ignoring
campaigns/seasonality

Inconsistent marketpiace rule handiing - need
for custom integraticns increases complexity

Mo visibllity into search ranking drivers -
inability to optimize listing performance
Al-generated content lacks compliance
rellabiiity » continued dependence on manual
validaticn

Master data Input Ul is legacy and underused -+
merchants underuse master data, with work
concentrating on 1-2 power users

Image and video support Is weak -+ manage
media cutside JTL

Bulk listing freezes marketplace sync -+ daily
overselling risk and marketplace (e.qg.,

Amazon) account health damage

Q

Focus of subsequent
deep-dives

Medium frequency of
mention in interviews (5-6)

No unified multi-channel order reconciliation »
manual effort required to match payouts

No linkage between ads, margin, and Inventory
-+ inefficient spend cn low-margin or
unavailable SKUs

No predictive promaotion intelligence
uncertainty in selecting products for
campaigns

Mo real-time buy box monitoring + missed
revenue due to delayed issue detection

No checkout funnel visibillty - inability to
optimize conversion or run experiments

Mo centralized view of marketplace promotions

= missed campaign opportunities

d payment opti with customer
expectations -+ lost conversions at checkout

No lifecycle or CRM capability - inability to
reactivate or retain past buyers

interviews (3-4)

Low frequency of mention in

No proactive tracking and dellvery updates —
customers do not know where their order is

No performance-based carrier selection
suboptimal routing on cost and speed

Duplicate retum handling across systems -
operational inefficiencies and increased
woarkload

Customer service tooling cannct deflect or
scale on routine Inquiries —» 20 to 25 percent of
contacts are avoidable WISMO calls

Overly complax CS tools with unreliable Al =
inefficiency in handling customer queries

No feedback loop from returns to listings
recurring product/content issues remain
unresolved

No centralized review and sentiment tracking
missed insights from customer feedback

High switching costs for logistics providers —
low operational flexibility

Mo real-time warehouse visibllity - limited
contrel over picking and dispatch progress

Critical operational knowledge not systemized
-# key person dependency risk

Q

Focus of subsequent
deep-dives

Minimal frequency of mention
ininterviews (1-2)

Limited analytics usability in WAW! =
difficulty comparing performance across
channels, SKUs, and customers

Reactive (pull-based) issue detection -+
delayed identification of operational
problems

Mo automated financial reconciliation + high
manual effort in marketplace payout
matching

Limited ecosystem connectivity via APl /
product integration -> merchants build
workarounds on raw SQL { replace JTL
modules with 3 party tools

Mo scalable Insight generation for large data
volumas - underutilization of available data

No decision support for channal-SKU
allocation - unclear marketplace-level
profitability

Complex cross-border VAT handiing - risk of
errors and unreliable financial data

Mo native, integrated Bl capability
dependence on external tools and partners

Mo unified cashflow visibility < reliance on
manual spreadsheet-based planning

Mapped with JTL PMs, already 12
addressed in upcoming roadmap



Neue Fahigkeiten mit Kl

Mit Kl und insbesondere LLMs haben wir neue Fahigkeiten, diese
Friktionen zu losen.




JTL Ansatz

UCP, MCP, ACP, recommendations
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Focus "“Project Juno”

Project Juno -
technical agent
platform

/
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Technischer Ansatz

JTL-Partner und -Handler konnen zukunftig Agenten auf
derselben technischen Plattform bauen wie JTL selbst.

. : . Claude

Frontend JunX Web- JTLA-elgSene (B;JtLt-a]I;]::'cer;[ee:) Sk f
PP PP Codex
JTL-App- . Eigene

Backend Juno Agent Agenten (z. B. G Handler-

Agenten

Service) Agenten

Juno Technische Agenten-Plattform




~ Juno
Value Proposition
Project Juno ermoglicht
o~ s s Alagent for merchani
Handlern, ihr komplettes p—

[ ] [ ] ||
Business mit Agenten zu Grow your e-commerce business,
steuern. not your overhead.

The all-in-one Al platform to run a €100M e-commerce business —

without hiring humans for admin work.
Get started with Juno > See how it works
Sign in with your JTL Account — no setup required.
~2 Built to run your shop
Operations that run themselves.
Juno's Al agents handle the work that used to need a team — quietly, around
the clock.
L o} J

Less admin costs Better business decisions Easy all-in-one
Al agents take over admin work — no Business intelligence, proactive checks, Works across all your apps via a simple
need to hire headcount for finance, ops, and early warnings — with decision chat — in the web app, on WhatsApp, or

or customer service. support, not just dashboards. wherever you already are.

Sign in



Demo Video

Good morning

a How can | help you today?

Your Key Numbers

Orders Today ) Avg Order Value 2 New Customers S+ Return Rate &

1 247 ™+8% €155-52 ™+3% 81 ™+12% 2.1% +-0.3%

AlLKPIs >
L ]
New Activity
. —
/bestseller-health-check /negative-review-triage /daily-summary
.'.
What should we get done next?
>
; 9
L ]
[excited] Welcome to Project
. Featured Needs review 17

o — Juno's product vision

D B @ starts in 3 minutes  Quick sync: Amazon DE account health review & Transcribe
20:54 - 21:24 - Google Meet - 2 attendees




Al ServiceDesk




Al allows us today to transfer the resolution of customer concerns to
technology utilizing “Agentic Al” or "Mixture of Experts"” approaches

VALUE ADD /

RETURN ON INVEST! y

Maximum ROI,
High scalability
and cost efficiency

High ROI,

Efficiency through
language and process
automation.

Moderate ROI,
efficiency through
standardisation

Low ROI,
high effort with low
efficiency

Al leads interaction Al agent solutions incl. mixture of experts

3)

Conversational Al

2)

Al agent systems
(dynamic,

collaborative) .
Predictive

routing (Al) Al supports interaction

WebRTC

Automated social
media responses Omnichannel

solution

Rules define interaction

Contact centre technologies

IVR E-mail

automation S

integrated Al
Waiting time :
technology (e.g. Voicebot,

music) chatbot Multi-Intent

Choice menu (single-intenty 5t

Routing (call Conv. Al Extended
forwarding) (fixed dialogue  Conv. Al (multi-
Callbacks structures) layer)

Abbreviations:

> ANI (Automatic Number Identification) NLP (Natural Language Processing)
>
No technical Rule-based Language Al solution 5 CTI (Computer Telephony Integration)  VRU (Voice Response Unit)
intelligence automaton comprehension expertise TECH. INTELLIGENCE IVR (Interactive Voice Response) WebRTC (Web Real-Time Communication)

1) Describes the value contribution through the degree of efficiency, scalability and solution quality; 2) Describes the maturity levels of technological intelligence and

automation.



Interaction between coordinating Al and specialized Al agents leads to
case-closing solutions for customers

Al agents master human-like language o \
skills and are geared towards solving Al'in service

I

I

epe |
specific tasks |

The coordinating agent conducts the i

I

I

. . . . Soluti t
conversation or interaction with the \ Ghange ofaddress

customer, recognises the customer's Son . ,
olution agent Solution agent

concerns and manages the specialised | Information Payment processing
solution agents o @ ] > QB

. Coordinating
Solution agents are focussed on a Customer Security B agent
specific task and assess APIs of the Guardrais @ @
internal systems for the solution

1

1
Solution agent Solution agent
Authentication Cancellation

Any number of additional
solution agents

Interactions between customer and Al
are secured by guardrails to ensure the
highest security standards



Possible to increase quality and efficiency at the same time by offering
service experience close to human interaction

Customer experience

(schematic)
A Service agents Al agents
—  People lead the — Al agent system
conversation independently
—  High solution rate at manages the
high costs 2 conversation
:0: T S —  Unlimited scalability
= Phor:e\. 7 with high contact
, Agentic Al °® volumes
— Bots —  Realising a positive
@ Callbacks customer experience
by resolving concerns
. —  Lower (marginal)
@ Routing costs (compared to
humans)
® IVR
Simple
video calls /. I
® Voicebot
o—o—
Chatbot Autom. social media
Answers
1st stage: 2nd stage: 3rd stage: 4th stage:
Service Agent Contact centre Conversational Al Agentic Al
technologies

» Cost efficiency (schematic)



Al SERVICE DESK - VISION

Der Al Service Desk |ost Service-Requests
weitgehend autonom, integriert den
Menschen nur bei Bedarf,
lernt kontinuierlich aus Interaktionen und
Feedback und verbessert sich
systematisch durch den Austausch von
Wissen im Netzwerk aus Agenten,
Menschen und Systemen.

-

FROM “PULL" TO
"PUSH"

HANDOVER ONLY
WHEN NEEDED

EASY LEARNING

ANSWER FIRST







Service Agent
) online

Fall geldst: Maria Miiller - Lieferverzégerung.
Kunde mit Express-Versand zufrieden. v/
1023

Fall geldst: Peter Schmidt — Falsche GroBe
geliefert. Umtausch organisiert. v/

Neuer Fall: Kurt Kunze - Retoure

@ Produkt: Kaffeemaschine DeluxePro X500
? Problem: Schdnheitsfehler (kleine

Kratzer), aber funktional einwandfrei

® Kunde mdchte Retoure

® Mein Vorschlag:

Ich wiirde 15% Rabatt anbieten statt Retoure.
Das spart Versandkosten und der Kunde
bekommt einen fairen Ausgleich.

Passt das fir dich?

& Zustimmen

Nachricht




~ Why is my competitor
; outside so relaxed? ’

Thomas wahren
dessen...



s

o
a2

WIE IST DAS MOGLICH?




Sportbedarf Sommer

Postfacher

Alle Anliegen

120 gesamt o 72offen

GroBkunden

« 140ffen

Mittlere Kunden
t o 270ffen

Kleine Kunden
t  300ffen

Start v «° Upgrade Edition

Offene Falle

4 Anliegen

Retoure Anfrage - Kunde Miiller
Guten Tag, ich méchte die Laufschuhe zu.

In Bearbeitung R

Produktfrage - Outdoor Equipment
Ist das Zelt w cht bis 3000mm

offen

Lieferverzégerung - Express
Bestellung

Meine Bestellung wurde noch nicht gelief.

In Bearbeitung  Lie

Rabattcode funktioniert nicht

Der Code SUMMER20 wird nict

Retoure Anfrage - Kunde Miiller
Max Miller o Fall #000001

% Zusammenfassung

Retoure angefragt wegen falscher Grofe. 3
Interaktionen erfolgt. 10% Rabatt angeboten. Kunde hat
noch nicht final entschieden. Nachster Schritt: Antwort
erforderlich.

Max Miiller 10:15

Guten Tag, ich méchte die
Laufschuhe Modell X
2zuriickschicken. Die GroBe passt
leider nicht.

Sarah Schmidt 10:18

Guten Tag Herr Miiller, das tut mir

leid. Ich kiimmere mich sofort darum.
Mdchten Sie eine andere GréBe
bestellen oder eine volistandige

R 2

Kundenkontext

Kundendaten

Max Miiller

Berlin

E-Commerce

€1.2M/ Jahr

Produkt / Bestellung

Laufschuhe Modell X

#123456

09:54

Mittwoch, 18. Marz

JTL Al Service Desk jetzt

Return Agent bendtigt deine Freigabe
fiir den Fall Lisa Lustig...




JTL Al Service Desk

Retouren-
Agent

24

Bestell-
Agent

COORDINATE
{Zentrakes Agent

Support-
ChatGPT Claude Agent

Al-Dienste

Agenten

_Risiou g

‘ Order Status Agent

4  Product Question Agent

+ Neuen Agenten hinzufigen

Unternehmensrichtlinien

Return Agent

Kurzbeschreibung

Automatisierte Bearbeitung von Retouren und Rickerstattungen

Instructions

Du bist der Return Agent und hilfst Kunden bei Retouren und Rickerstattungen. Erfrage immer den Grund der Retoure und prife dig,
Berechtigung.

Best Practices

Erfrage den Grund der Retoure
Priife, ob der Kunde wiederkehrend ist
O Biete eine Alternative zur Retoure an

Prife Anspruch auf Rabatt oder Kulanz

D alle

Uber RO




Al-ServiceDeskMain-EN ~ ? Melde dich mit deiner E-Mail an

®
= Al Service Desk Sommer Sports Goods Start v %" Upgrade Edition Q, Search apps, help and more BK @ g
i R
Searcl Agents
& a8 ) Return Agent
4 configured

08 Dashboard

Short description
w Return Agent

@ Ccases v ‘ _
Automated processing of returns and Automated processing of returns and refunds
refunds
Open Cases This description will be displayed in the agent card
All Cases History 6 Order Status Agent Instructions
. Real-time updates on order status
% Agent Configurator AT _
You are the Return Agent and help customers with returns and refunds. Always ask for the reason for the return and 0

42 Agent Optimizer check eligibility.

2 Product Question Agent

& Feedback Awards ‘ Product information and technical
details
4
Agent X Write specific instructions for this agent. The text field can be enlarged by dragging the bottom-right corner.
4

General support agent for various
inquiries Best Practices

(® Ask for the reason for the return
+ Add New Agent

(® Check if the customer is a returning customer
(O Offer an alternative to the return

(® Check eligibility for discount or goodwill

(® Document all communication steps

. Company Policies () Inform about refund timeframe
&l

Cookies verwalten oder ablehnen .
Global rules and settings

Predefined best practices derived from company policies. Click to enable/disable.






Al-ServiceDeskMain-EN ~ ? Melde dich mit deiner E-Mail an 5 Weiter mit Google

0] - > g .
= Al Service Desk - Sommer Sports Goods  Start v %" Upgrade Edition Q Search apps, help and more FHK E@; JA)

& g

c Agents
2 o= e Return Agent
4 configured

98 Dashboard

Short description
u Return Agent

th cases v , .
Automated processing of returns and Automated processing of returns and refunds
refunds
Open Cases This description will be displayed in the agent card
All Cases History 6 Order Status Agent Instructions

Real-time updates on order status

2 Agent Configurator T

You are the Return Agent and help customers with returns and refunds. Always ask for the reason for the return and 0

£ Agent Optimizer check eligibility.

2 Product Question Agent

& Feedback Awards *  Product information and technical
details
s~
Agent X Write specific instructions for this agent. The text field can be enlarged by dragging the bottom-right corner.
4

General support agent for various
inquiries Best Practices

() Ask for the reason for the return
+ Add New Agent

Check if the customer is a returning customer

Offer an alternative to the return

Check eligibility for discount or goodwill

© © O |06

Document all communication steps

. Company Policies & Inform about refund timeframe
iz}

Global rules and settings

Cookies verwalten oder ablehnen

Predefined best practices derived from company policies. Click to enable/disable.



Wie lernt der Agent eigentlich?
Das Learning ist naturlich nicht so “simple”....

Der Agent guckt sich immer funf Quellen an und leitet daraus neue Learnings ab.

Case History + 10.02.2027 Kunze Fall #3 (Auch schonmal 20% Rabatt gegeben)
+ 20.12.2026 Kunze Fall #2 (Auch schonmal 25% Rabatt gegeben)
fe) « 27.06.2026 Kunde X Fall X [Ahnlich zu Kunze]
2 Feedback Kunde Fir diesen Fall hat Kunze mir (Agent) eine Bewertung von 5/5 Bewertung gegeben.
Y
T N | Feedback Operator Du (Operator) hast mir (Agent) gefeedbacked, dass ich beim ndachsten Mal immer wieder den hdheren
2 2 Rabatt geben soll.
(%]
= CSAT Daten Aktueller CSAT(Customer Satisfaction Score & Net Promoter Score) aller Sportbedarf Sommer Kunden
27 liegt bei 4,4, mit -0,1 zum letzten Monat.
8 EUR Daten Kunze: 100k€ Jahresumsatz (+ 30k€ in letzten 12 Monaten)
l Sportbedarf Sommer Gesamt: 2m€ Jahresumsatz (-100k€ in letzten 12 Monaten)
---------------------------------------------------------------------------------- \---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------7
|
N ! /
@ 10;
, Vs. =
Aktuelles Agenten-Wissen Neue Learnings

v

Kunde Kunze: bis zu 25 % Rabatt bei Retouren aufgrund hoher Relevanz (>100.000 € Umsatz/Monat) Q
Quelle: Return Agent  vor 5 Minuten Approval erforderlich Al.ls Live Dem
o



Al SERVICE DESK - VISION

Der Al Service Desk |ost Service-Requests
weitgehend autonom, integriert den
Menschen nur bei Bedarf,
lernt kontinuierlich aus Interaktionen und
Feedback und verbessert sich
systematisch durch den Austausch von
Wissen im Netzwerk aus Agenten,
Menschen und Systemen.

-

FROM “PULL" TO
"PUSH"

HANDOVER ONLY
WHEN NEEDED

EASY LEARNING

ANSWER FIRST
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