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Our Approach to Human-Centered Innovation
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A hope for a brighter future
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Today's and Future Challenges




Al that is not properly directed does not do
nothing. It does the wrong things, confidently
and at speed.

Pascal Bornet,
The Human-Agent Orchestrator



Agents hold the
key to breaking
through — if
processes are
reinvented, not
just optimized.

(McKinsey & Company
Seizing the agentic Al advantage)

Source: McKinsey & Company

Getting the most out of agentic technology

Example: Call center performance comparison

Description

Estimated
impact

Gen Al-enabled

Human manages every step of the
workflow, assisted by gen Al tools
to help retrieve knowledge-based
articles, summarize ticket history,
and draft responses

Baseline resolution time

New resolution time (range) 4

5-10%

average reduction in resolution time

Agent-enabled (optimized)

Agent-enabled (reinvented)

Al agent automates discrete tasks
within existing workflow, such as
ticket classification, suggestion

of likely root causes, and resolution
of frequent, low-complexity issues

20-40%

average reduction in resolution time

Process is redesigned around agent
autonomy: Al agents proactively
detect incidents, diagnose issues,
and initiate resolutions automatically

E—
-
60-90%

average reduction in resolution time

80%

of level 1incidents resolved
automatically
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Ensure a focus on Al strengths to
overcome human limitations




Imagine you can partner with
digital coworkers to ease your
manual tasks.

How should humans and Al
collaborate to get the best
outcomes?



Strengths and Limitations of Humans and Al — Card Set

Human + Al

o-lab

Adiscussion deck to design work for
the autonomous era with Humans and
Al at their best.

HUMAN STRENGTH 01

9

Empathy & emotional
intelligence

Humans feel. We read the room, sense

when someone’s upset, and respond with
actual care — not just the right words. Trust,
sensitive conversations, real connection: this
is the bit Al can mimic but not mean.

AI STRENGTH 01

‘v Oq! ¢

Speed & Scale

Al doesn't slow down. What takes ateam a
week — scanning thousands of documents,
drafting every variant, processing massive
datasets — Al does in seconds, in parallel,
without coffee or complaint.

HUMAN STRENGTH 02

]
Creativity & Radical
Innovation

Humans connect dots across unrelated
domains, generating truly novel concepts. We
leap from a jazz concert to a product idea, or
pull from a memory fifteen years old to solve
today’s problem. Not just recombining what
exists — imagining what doesn’t yet.

AI STRENGTH 02

Pattern Recoghnition,
at Scale

Al spots things we'd miss. Hidden trends,
unusual outliers, connections across millions
of data points. Al is extraordinarily good at
finding signal in noise. More data doesn't
overwhelm Al — it makes it more useful.

Fatigue &
Inconsistency

We have bad days. Al doesn't. Tiredness,
stress, distraction all affect output. The tenth
decision of the day is rarely as sharp as

the first, and repetitive work done by tired
humans is a recipe for errors.

Al LIMITATION 04

&,

No Moral Compass
or Accountability

Al can’t weigh right vs. wrong. No values, no
conscience, no intent — and no one to hold
responsible. It will execute instructions even
if the outcome is harmful, because it doesn't
know the difference. Any decision with real
ethical stakes needs a human in the loop.

Coghnitive Biases

Our brains take shortcuts, and they aren’t
always right. We see what we expect to see,
favor information that confirms what we
already think, and get swayed by framing.
These biases are universal, mostly invisible,
and worst under time pressure.

Al LIMITATION 06
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Executes Goals,

Not Intentions

Tell Al to “fix the bugs” and it might delete the
code. Tell it to “clean up the files” and it might
wipe the project. Al pursues the goal you
gave it, literally, directly, without stopping

to ask “wait, should | actually do this?” It
optimizes for the instruction. Not for what
you meant.
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Which technology should we
choose to automate?




Agents versus other technologies

How would a robot, a
genAl chatbot and an
Al agent help to bake a
chocolate cake?




Agents versus other technologies

Robot Cake

The robot follows exactly the same steps every time. No
thinking needed. Always the same cake.



Agents versus other technologies

The genAl chatbot suggests the best recipe based on
ingredients you have, but you bake the cake.



Agents versus other technologies

The agent does everything. Gets the ingredients, bakes,
adapts and learns from experiences.



Human+Al

Co-lab

Reinvent work with
Humans and Al at their best.

Tobias Gollwitzer
October 2026

O AppHaus
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A Human-Centered Approach to
Design Human-Al Systems

Human+Al Co-lab Human+Al Co-lab
Explore Workshop Design Workshop
Al Scenario ldentification Al Scenario Definition

- J



https://apphaus.sap.com/resource/business-ai-design-workshop
https://apphaus.sap.com/resource/business-ai-explore-workshop

What do we need to automate
and why?

Ideate and select scenarios that benefit from agentic technology.




Human+Al Co-lab
Explore Workshop

Turn business challenges into
high-value Al opportunities.

Duration:
2h — 3h on-site or virtual

Goals:
* |dentify high value autonomous scenarios for one

or multiple domains in your company.
* |dentify which use cases to start with by creating a
potential realization roadmap, based on readiness

and target value.

High

Tdeal

Business Value

Idea 2

Who

Ak . should participate?
Strategic decision makers from

Why
should you care?

Agentic transformation requires
processes with a clear value.
This workshop guides participants
to spot high-value automation
opportunities, and prioritize where
to start.

Autonomy

Tdeas |/ — different business departments, IT
R Y G experts (1 :1 or 1: many).
iy

What

isthe outcome?

A prioritized roadmap of high-
value autonomous scenarios, with
a clear starting point.
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Human+Al Co-lab Explore Workshop

Turn business challenges into high-value Al opportunities.

Reason And Act Framework

Adaptive, Insight Driven Sokutions. Dynamic & Decision-Rich

Autonomous Scenario Brief ";";" *hx -

Ideate Prioritize
scenarios use case ideas
to improve and select the top

ones.

Verify
the novelty of the
use case ideas

Share-out
and review
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A Human-Centered Approach to

Design Human-Al Systems

Human+Al Co-lab
Explore Workshop

Autonomous Scenario
Identification

-

Human+Al Co-lab
Design Workshop

Autonomous Scenario
Definition



https://apphaus.sap.com/resource/business-ai-design-workshop
https://apphaus.sap.com/resource/business-ai-explore-workshop

How should the new solution
work?

What should Al do and what should Humans do? -
v




Human+Al Co-lab
Design Workshop

Turn a manual process into an
autonomous solution powered by
Human-Al collaboration.

Duration:
3h — 5h on-site or virtual

Goals:

* Gain common understanding of where a selected
process or scenario needs Al.

* Create an autonomous solution blueprint, with clear
boundaries for what Al can decide alone and where
humans must stay in control.

* Document the requirements as deliverables to take
home: full solution description as an md file, product
website showcasing the value of the potential
solution, click-through prototype.

Why

should you care?

Autonomous systems fail when
teams leave human judgment
undefined. This workshop turns Al
autonomy into a concrete design:
what Al owns, where humans stay in
the loop, and what remains human-
only.

Who
should participate?

Business process experts, IT
experts (1 :1 or 1: many).

°l

What

isthe outcome?

An implementation-ready solution
blueprint, with human, and shared
steps mapped out, plus a value-
showcasing website, and a click-
through prototype to validate early.
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Human+Al Co-Lab Workshop Structure

A human-centered approach to design autonomous solutions

Validate

Understand Identify Define
tasks for the autonomous your autonomous solution and download

the current situation
system

( Human )

<+ Human + Al )
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What do our customers say?
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Human+Al Co-Lab in action: Invoice processing

Explore Workshop: ideate, prioritize and selected the top use case

Design Workshop: mapped the to-be process flow with Al and defined which tasks to automate and the level of

human oversight.

Result: requirements for top use case plus three downloadable deliverables generated — shown below.

Al generated posting of NPO (non purchase order)

Business Domain: Accounts Payable — Nen-Purchase-Order Invoice Processing Target Users: AP Processor (Account Team), Requestor of
goods, Invoice Approver Date: 2026-09-23

Business Intent

We want to build an Al-assisted non-purchase-order invoice processing and posting solution for accounts payable teams managing high-volume
inbound invoices in SAP VIM and S/4HANA. Currently, AP processors manually analyse up to 600 invoices per day at 2-3 minutes each, guessing
requestors from incomplete vendor data, filling missing fields by hand, and checking GL accounts against tax rules — a process plagued by
repetitive errars, incorrect GL coding, and missing PO linkages. The solution targets a reduction of manual invoice analysis time fram a full day to
under 30 minutes per batch by automating fault detection, field pre-filling, requestor routing, and GL/WBS suggestion, while keeping humans
accountable for final coding selection, approval, and vendor engagement.

1. Key Features | Capabilities

Automatically classities incoming EDI and scanned invoices as faulty or processable using structured field scoring

Pre-fills missing invoice fields from historical SJAHANA invoice data and active VIM business rules, displaying the source for each fill

Suggests the correct requestor ranked by confidence score, constrained to the active chart of authority and the invoice's own organisation

+ Ranks GL account, WBS element, and cost centre suggestions by confidence score and validates active status before presenting to the
Requestor.

Flags quantity mismatches between invoice and purchase order and suggests PO linkage when absent from the invoice.

Routes rejected invoices back to the prior processor automatically, carrying a structured rejection reason for targeted correction.

Aggregates vendor error patterns and generates a prioritised, human-readable improvement report combining ML pattern detection and

generative summarisation

« Supports AP Processor review of low-confidence fields and Requestor selection of final GL/WBS coding with full audit trail per invoice ‘
2.Users [ Roles

Role Access Level imary Actions

AP

e Full access to VIM inbox, invoice object level, and Reviews faulty invoice flags, corrects fields Al cannot fill, reviews low-

iandar arcar sanocts withia thais assisasd sonfidanes ranuattar sunaactione iElidatas Gl soding and acte an

Solution Description (md)
including business intent

O Craenges Soba

Transform Invoice e :
Processing in Minutes = I

Ausomsta taut dee

g 30 GL coding

90% 600+

The Hidden Cost of Manual Invoice Analysis

2 @

Manusi invoice Ansiysis Incorrect GL Coding. Requestor Igentification

dty ¢ 2.3 mictes ch
doe s an mising ek,

Field Pre-fil Gaps

Product Website
including process flow

@ Joule | NPO Invoice Processing Agent

1 have a flagged invoice from Martmann Fachty Services in my VIM Quee — VIV-INV-
2026-084312. Can you analyse i, pre-{8 what's mssing, and oet f ready for requestor

routing?

[ o Joumm—— wnse

bioct etreved
Racesor PO Ater

score 061 confirmad. Fads missing: Cost G

- payment terms oresent but unvakdated

Vendar Harimann Facilly Sarvices Gmbk (V-00472)
o Amount EUR 18,450.00
o Invaica Ovte

PO Reforsnce

Cont Contre

WS Elmant

o Account misswo
TaxCode V2 (uneaidted)
FautScare .61~ below 0.76 treshold
tavolco

Processing -+ Anaiysis
Orchestrator  and il

Click-through Prototype
simulation in Joule Work

HEMIT
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Where to find more
information?

r an SAP affiliate company. All rights reserved



Innovation Toolkit for Al Resources

EY Q AppHaus
Wome Projcts Offering Approsch Tookt Locations Network a

Methods

Methods

Practice Human-Centered Innovation Step by Step

 All Methods [ ﬁ & n Nt

S NME@ SPECTRUM —
Explore : s ey
Discover

Design Flex Team Workshop Spectrum

ADes build innovation

Leadership
Technology

«  Business Al Explore Workshop
«  Business Al Design Workshop

- Joule Agent Discovery Workshop Templates and material

- Joule Agent Design Workshop Templates and material

Contact

karen.detken@sap.com

Scan to open templates & material:

Explore Workshop

Design Workshop

Joule Discovery Joule Design
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Thank you!

Tobias Gollwitzer

Senior Director — Regional Lead EMEA
SAP AppHaus Walldorf

tobias.gollwitzer@sap.com
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