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BTP Enterprise Evolution Center LeverX Contribution to SAP Technology
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Background

Today the typical office worker spends 10% of
their time on manual data entry into business
applications, such as the ERP system, CRM
or spreadsheets. In total, they spend over
50% of work time creating or updating
documents, eg. PDFs, spreadsheets or word
documents.

workfellow.ai

Employees spend 1.8 hours every day
searching and gathering information.

McKinsey & Company
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Percent of hours worked today that can be
automated by 2030

21.5%

Without generative Al

AR

With generative Al

McKinsey & Company, 2023



Motivation

6 As a part of annual LeverX
Innovation Forum and Design
workshops Thinking customer workshops
7 0 Our valued customers and
partners from different
participants industries and teams
LeverX Proven SAP methodology
AppHaus
The most popular use cases
connected with Al
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Use Case #1. Customer Service

Due to poor customer support, 89% of online shoppers stopped buying things online (slideshare, 2023)

Business challenge Benefits

o Improving the quality of customer service

The huge product knowledge base
o Available 24/7

Structured and unstructured data
e Reduces the cost of customer service

Communication in many languages
o Collecting data required for marketing strategies

Necessity to cover 24/7 interval

Solution

% Product Database .24/7 cohtlnuqus
interaction with

the user at low
User behavior cost using text and
— analysis voice interaction




Use Case #2. Sales Engine

According to the American Productivity & Quality Center, the average company spends $24.21 to process a sales order

Business challenge Benefits

e Reducing redundancy, time and manual work,
e Large amounts of customer inquiries increase efficiency

¢ Time-consuming task in the sales e Enable teams to Focus on strategic tasks and
department strategic customers

e Various formats of incoming requests

Solution

Prepared offer
E Document Material
classification determination

Sales offer

(=] :
Data extraction >
=0 preparation




Use Case #3. Chatting with the data

Around 4 hours of the work time per week can be saved for the CAD engineer with a embedded search mechanisms

Business challenge Benefits

« Inability to get insights on the required o Increase data access level within the company

key metrics without technical and system « Increase operations efficiency
knowledge
] e Access proprietary information in one place
e Unstructured data / Custom file format

e On-Premise systems

E Datalark Solution

Process & visualize

Cf\) SQL response
Data ) Naturalt .
preparation anguase to
SQL Request to build a SQL query




Why Retrieval Augmented Generation (RAG)?

RELEVANT & RELIABLE & PRIVATE information

NL-SQL {6’}5} ﬁ Data Chunks

ADDITIONAL

\ 4

CONTEXT

Via external documents, embeddings,
prompt engineering, data input conversion
and a vector database
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CONSUMER




Unstructured data problem

Problem:

e Complexity in understanding data in
various formats (CAD, PDX, etc.)

Processing photos including

handwritten text
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Solution:

1 Extract data from various sources

text

4 Chunksize & strategy optimization
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Synonyms problem

Problem:

e Different ways to access the data by
different people which need to be
supported by Natural Language to

SQL transformation

Professional and unclear terminology
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Solution:

L Analyze queries and responses

3 LLM prompt engineering
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Accuracy & Scale problem

Problem:

e Not concrete answers (for example

when LLM can't decide)

e This correlates with data growth
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Solution:

L Data preparation & cleanup

3 Verification & adjustments
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SAP BTP Services and Capabilities
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Conclusions

SAP's GenAl Mail Insights

The scenario presents a comprehensive
Saas solution for enhancing customer
support within a travel agency, utilizing

advanced email insights and automation.
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E- ', GenAl Mail Insights

Settings

Work in translated language

Request State clear
Unanswered

() Answered

Request Type

[C) Booking Assistance
(0) cancellation

(O) Feedback

(O General Inquiry

(O) Post-Trip Complaint
(O Problem During Travel
() special Requests

() Unexpected Problem

Urgency clear

O Low

[ Medium
High

Search Q
Inbox (2) Sort by oldest
Adelheid 30.10.2023
A o
Cancellation Request @

Adelheid wants to cancel her trip to Indonesia.

Cancellation Request
S agaied

Customer Information  Original Language  Travelers  Country
A Adelheid German Adelheid Indonesia
adelheid@tttraveler.org

~

Summary Incoming Message Response Preparation Suggested Response Similar Emails (5) Administrative

Sentiment
) calm
() worried

[ Agitated

Cyrill 30.10.2023
C o
for i jon-Gr.. ©

Cyrill requests booking extension for
additional person.

Adelheid wants to cancel her trip to Indonesia.

Incoming Message

Dear ThorTours team,

Unfortunately, | have fallen ill and cannot proceed with my trip to Indenesia that | booked last week. Attached is my medical certificate.
I would like to cancel the trip and rebook it at a later date.

Can you assist me with this?

Thank you
Adelheid

Response Preparation
Suggested Actions:

Flight Cancelation Hotel Cancelation

Provide additional information for your answer:

Options found, special offerings, travel remarks..

Include responses from similar answered emails

Suggested Response

Dear Adelheid,

We are very sorry to hear that you cannot proceed with your trip due to your illness. According to our policies, you can reschedule your trip f

you provide us with a medical certificate, which you have already done.

We will cancel your trip and can contact you as soon as you are ready to discuss new travel dates. Please do not hesitate to contact us if yo
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https://github.com/SAP-samples/btp-cap-genai-rag
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Webinar #1
Use cases and best practices in SAP BTP integration

Webinar #2
Automating manual routine tasks using Al and SAP
Build Process Automation

Webinar #3
SAP BTP as a platform for SAP and non-SAP systems
extensions development

Intelligent technologies: SAP BTP and its Al
capabilities

Webinar #5
SAP Datasphere & SAP Analytics Cloud: central
enterprise data & analytics layer

Webinar #6
SAP BTP landscape modernization best practices
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Lever‘x INNOVATE TODAY
4 TO LEAD TOMORROW

Thank you!

Contact information:

LeverX
contact-leverx@leverx.com
www.leverx.com

Emerline
info@emerline.com
emerline.com
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