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Activity / process to streamline

apphaus.sap.com/toolkit/methods

Characteristics

Number:

How complex is this activity or 
process?

Very Simple Very complex

How variable and unpredictable 
are the next steps?

Always Fixed Highly Variable

How much time or effort 
could be saved if automated?

Not much Some A lot

What changes?

Why?What criteria are important?

How much human judgement is
needed to decide next steps?

Clear Rules Exist Reasoning needed

Why?

We need to automate / streamline ...
Example: Resolution of customer complaints

(Activity / process to streamline)

W
H

AT

to help ...
Example: Customer service agents, escalation managers

(Area / Role(s))

W
H

O

to ...
Example: achieve faster resolution of customer issues, improve satisfaction 
and reduce churn.

(Objective(s))

W
H

Y

involves multiple factors, such as 
issue severity, customer history, 
and policies.
Solutions rquire many steps and 
may need escalation

The team handling the issue, the 
need for negotiation or escalation, 
additional steps for verification, 
time to process

Simple issues follow clear rules, but 
most of them are depentent on 
type of complaint, customer status, 
issue severity, customer responses 
and required approvals.

Moderate to complex cases (e.g., 
escalations, policy exceptions, 
disputes): can take a day to weeks, 
allowing customer service 
employees to focus on the 
conceptualization of new 
personalized services

Resolution of customer complaints.

1

Customer service employees, escalation managers.

Achieve faster resolution of customer issues, improve 
satisfaction and reduce churn.

Ideate
Agentic
Scenarios

What activities and processes in 
your company or area should be 
automated or streamlined to 
improve efficiency?

• Check the Agentic AI Use Case 
Ideation cards for inspiration. 

• Think about an activity or 
process that fit to 1 or more of 
the questions in the cards and 
describe it in the provided 
template on page 5.

15 min Individually
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to identify activities that could benefit from agentic technology 
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to identify activities that could benefit from agentic technology 



Activity / process to streamline

apphaus.sap.com/toolkit/methods

Characteristics

Number:

Very Simple Very complex

How variable and unpredictable are 
next steps?
1 (always fixed) - 5 (highly variable / unpredictable)

Always Fixed Highly Variable

How much time / effort could be 
saved if automated?
1 (not much) - 5 (a lot)

A lot

What changes?

Why?What decision criteria are important?

How much human judgement is 
needed to decide next steps?
1 (none: only clear rules) - 5 (a lot: only human reasoning)

Clear Rules Reasoning

Why?

We need to automate / streamline ...
Example: Resolution of customer complaints

(Activity / process to streamline)

W
H

AT

to help ...
Example: Customer service agents, escalation managers

(Area / Role(s))

W
H

O
to ...

Example: achieve faster resolution of customer issues, improve satisfaction 
and reduce churn.

(Objective(s))

W
H

Y

How complex is this activity or process?
1 (very simple) - 5 (very complex)

14 5

3 

2 2 3 4 531 

1 4 2 4 5 1 2 3 5 

Not much
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Prioritize
Use Case
Ideas

What is the expected agentic 
potential for this activity? 
 
• Check the decision cards 

provided and decide the 
expected agentic potential for 
the activity you described.

02 min Individually

Expected Agentic Potential

Low Med High
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Low Med High

Where would you position your automation idea?
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https://apphaus.sap.com/toolkit/methods 

Practice Human-Centered Innovation

https://apphaus.sap.com/toolkit/methods
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