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AI Agents
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Agents are not only going to change how 
everyone interacts with computers. They’re also 
going to upend the software industry, bringing 
about the biggest revolution in computing 
since we went from typing commands to 
tapping on icons.
– Bill Gates
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What are agents?

Software that can 
autonomously 
interact with the 
environment and 
iteratively reason 
through multistep 
tasks to achieve a 
goal. 

Planning
Agents plan out multiple
steps to achieve a goal

Reflection
Agents self-correct and 
iteratively reason through 
problems

Tool Usage
Agents gather data and affect 
changes byusing tools like 
calculators, APIs, and more.

Collaboration 
Agents call other agents
and humans to achieve 
tasks

What sets them appart?
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Agents are the next evolutionary step towards automation

from modelling processes with 
rules and conditions ….

… to providing tools and a goal 
for dynamic problem solving
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Agents can…

Sense Think / Reason Act Learn

Gather data from 
the enviroment

Create an 
action plan 
autonomously 
and reason to 
decide next 
steps.

Interact with 
systems and 
make changes.

Adapt based on 
past experience 
(data).
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How would a robot, a 
gen ai chatbot and 
an agent help to 
bake a chocolate 
cake?

Agents vs. other technologies

Agent

Gen AI

Robot (RPA)
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The Robot

Agents vs. other technologies

Follows exact steps every time, no 
thinking needed. Always the same cake.
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The Gen AI Bot

Agents vs. other technologies

Suggests the best recipe based on 
ingredients you have, but you bake the cake.
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The Agent

Agents vs. other technologies

Does everything—gets the ingredients, 
bakes, adapts, and learns from experience.



10

AI Agents vs. other AI Technologies
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An agent’s components

Prompt 
Template

LLM Tools

Memory

Agent

Instructions

ActionsPlanning / Reasoning

Storage
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When do we have an agentic use case?

LLM agents thrive in 
dynamic situations 
requiring 
adaptation, 
learning, and 
decision-making.

Does the activity / process to 
automate have multiple steps?

Are the steps always fixed or do they 
change based on context? 

Are the steps decided based on simple 
rules or do they require human-like-
reasoning?
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Agentic use case examples

Customer Support
Handle FAQs, troubleshoot issues and 

escalate complex inquiries to the appropriate 
human teams.

Sales
Qualify leads by engaging potential customers 

in conversations, gathering information, and 
automating personalized follow-ups with 

recommendations.

Knowledge Base Management
Analyze knowledge bases and service tickets 

to identify gaps and automatically suggest and 
draft new articles.

Sources: https://www.atomicwork.com/blog/ai-agent-use-cases, https://botpress.com/blog/llm-agents, 
https://sap-my.sharepoint.com/:w:/p/sebastian_baechle/EViwsCsMNINCpro8ie9TMl0BIZE8a4o3OltyCMXAOz_uyw?e=GEXYdJ    

https://www.atomicwork.com/blog/ai-agent-use-cases
https://botpress.com/blog/llm-agents
https://sap-my.sharepoint.com/:w:/p/sebastian_baechle/EViwsCsMNINCpro8ie9TMl0BIZE8a4o3OltyCMXAOz_uyw?e=GEXYdJ
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How does it work?

Interact with internal 
and external systems 

(DBs, applications, built-in 
calculator, code execution)

Agent

Get knowledge / 
information 

(web search, documents)

Collaborate with 

(Subagents / human)

Decides when to
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Demo
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Video
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Examples

Customer Experience: 
Case Classification, Service Knowledge and Q&A

Finance: Dispute Resolution Agent, 
Sustainability: Emission factor mapping with AI, 

Procurement: Quote Analysis & Scenario Recommendation
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Vision of End-to-End Dispute Resolution

Income of 
customer 

dispute via 
email

AI Agent 
analyses 

email

AI Agent 
analyses the 

dispute*

AI Agent 
resolves 
dispute

Dispute 
valid

*starts after dispute was created 
automatically or after human request

Dispute 
invalid

Dispute 
resolved

Dispute 
unresolved

AI Agent 
creates credit 

note

AI Agent 
closes dispute

Credit Note 
automatically 

released**

Credit Note 
released

Create 
Dispute

DisputeNo Dispute

Human 
work

Human 
work

Human 
work

Human
 work

AI Agent 
generates email 
communicating 
Dispute Case 
outcome to 
customer

Each AI step and result must 
be documented into the notes 
of the Dispute Case

AI will learn to analyze and solve 
more and more different kind of 
Customer Disputes

AI will inform Human Agent to solve 
the original error to avoid next 
dispute

**Condition: amount is below max. limit 
and it’s the first customer complaint
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How the AI Agent resolves the Dispute Case

Dispute Resolution

https://www.figma.com/proto/VppY8u8UKwQAZijrU04zH9/Collection-Agent-Resolution-Part?node-id=2641-10353&p=f&t=XQcSJuyIUQ5CNRF2-0&scaling=min-zoom&content-scaling=fixed&starting-point-node-id=2641%3A10340
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From issue to resolution to upsell

Manual categorization

Basic routing rules

Research documentation

Review similar cases

Draft Response

Optional KB Update

Manual Opportunity

Repeat customer questions
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Automate steps and augment your team’s knowledge

Manual categorization

Basic routing rules

Research documentation

Review similar cases

Draft Response

Optional KB Update

Manual Opportunity

Repeat customer questions

Knowledge AgentQ&A Agent Q&A Agent

Intelligent Categorization

Basic routing rules

Auto-search KB

Match solutions

Document solution

Capture Context

Answer Product Questions

Provide upgrade details

Classification Agent
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Building a Case Classification Agent

Streamlining Customer Service

https://www.sap.com/assetdetail/2025/01/b8dba82e-f27e-0010-bca6-c68f7e60039b.html
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Route tickets to the right teams

— Categorize and prioritize new tickets without historical data

— Examine case details, apply business rules to determine category 
and priority, update fields accordingly

— Get case record, prioritize case, update field
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Get proactive resolutions to issues

— Answer product-related questions in service cases.
E.g. How to fix error E-5501 for CloudConnect X3

— Identify product questions in new cases, search product 
documentation, suggest answers for email responses

— Get opportunity record, find questions, find answers, update field
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Document case success and insights

— Generate knowledge articles from closed cases

— Analyze closed case, extract key info, create structured article 
summarizing issue and solution

— Filter records, update field, generate knowledge article: 
E.g. troubleshooting Washing Machine Flashing Lights Issue,
Water Build Up Inside of Refrigerator, Refrigerator is Leaking Water
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“Integrating the AI-powered Case Classification Agent in our SAP Service Cloud has been a 
game-changer for fast customer ticket resolution. 

Replacing hundreds of routing workflows with a single prompt has significantly
 

— boosting efficiency while enhancing response quality. 
This transformation not only saves us thousands of work hours a year but also

optimizes costs and improves customer satisfaction. 
A true leap forward in intelligent service management!

Florian Haustein
Business Digital Organization - Digital Customer Experience

Robert Bosch Power Tools


