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Workshop Overview

Why, when, what, how



Workshop Overview

From Explore to Discover / Desigh Workshop

Use Case Brief — Business View @ vesoenznense e ) AppHaus.
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As-is situation

To-be scenario
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Workshop Overview

When to run a Gen Al Explore Workshop?

-------------------------------------------------------
-
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Explore

Explore innovation
opportunities.

------
.

0
-------

-------
. .
. *e

Discover

. .
. .
.. .o
ceene

Gain deep understanding
of the needs and
opportunities

Design and create a
prototype of the solution.

Run & Scale

Run the solution and
optimize it continuously.
Deploy across your
company.

Develop and deliver the
tailored business and
technical solution for

productive use.

The Gen Al Discover/Design Workshop format aims to help participants improve
the experience of a specific process or solution with generative Al capabilities.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

Innovation.

It requires the prior selection of a use case to work on and combines exercises
from the “Discover” and “Design” phases of SAP’s Human-Centered Approach to



https://apphaus.sap.com/approach
https://apphaus.sap.com/approach

Workshop Overview

Outcomes and objectives

Understand current
user objectives and
challenges, and
define a to-be
scenario that helps
to address them.
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Understand the current user experience
Describe the current user experience, identifying its objectives,
existing challenges, wishes for improvement, and data available.

Ideate improvements with (Gen) Al

With the help of a set of ideation cards, identify relevant (Gen) Al
capabilities for your scenario and ideate on how they could be
used to improve the current experience.

Define a to-be scenario

Create a story that shows how the future solution could work and
help the users achieve their objectives using generative Al
capabilities.

Specify Data and Systems
Identify data and data sources required for the new solution.



Workshop Overview

Gen Al Discover / Desigh Workshop in a Nutshell

Goal

Understand the as-is
situation and define an

improved to-be scenario.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

—

Format

1 day (onsite), or
2 x ¥4 days (virtual)

Participants

End users, designers,
architects, implementation
team members
(max 8 people)

Pre-requisites

Use case is identified,
project vision is
discussed, and end-
users are identified
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Templates and step-by-step instructions



Workshop Material
Material for print
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Generative Al Capability

Ideation Cards Idea Napkin
1 set x team 8 x team
(size DIN A5, 250 gsm., (size DIN A4, black and white)

back and forth, color)

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

NS

Experience Map

(optional)

1x team
(size DIN AQ, black and white)

Generative Al Explore WS ~ Coach Agenda
Date: 00.00.0000

Coach Agenda

1 agenda x coach
(size A4, black and white)
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https://apphaus.sap.com/wp-content/uploads/sites/2/2024/02/GenAI_DiscoverWorkshop_Cards_Preview.pdf
https://apphaus.sap.com/wp-content/uploads/sites/2/2024/02/GenAI_DiscoverWorkshop_Cards_Preview.pdf
https://apphaus.sap.com/wp-content/uploads/sites/2/2024/04/ExperienceJourneyMap.pdf
https://apphaus.sap.com/wp-content/uploads/sites/2/2024/04/Agenda_GenAI_DiscoverDesignWS.xlsx
https://apphaus.sap.com/wp-content/uploads/sites/2/2024/04/Capability-Idea-Napkin.pdf
https://apphaus.sap.com/wp-content/uploads/sites/2/2024/04/Capability-Idea-Napkin.pdf

Workshop Material
Material for virtual sessions

Mural Board Template
https://app.mural.co/template/0c215804-37d1-4623-

Generative Al Discover / Design Workshop

9df9-alf151fc3d66/1f566ae3-167b-4c95-b54e-
dd6861e70941

You will need to create a Mural account to access
this template if you don’t have one yet.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

Use Case

11


https://app.mural.co/template/0c215804-37d1-4623-9df9-a1f151fc3d66/1f566ae3-167b-4c95-b54e-dd6861e70941
https://app.mural.co/template/0c215804-37d1-4623-9df9-a1f151fc3d66/1f566ae3-167b-4c95-b54e-dd6861e70941
https://app.mural.co/template/0c215804-37d1-4623-9df9-a1f151fc3d66/1f566ae3-167b-4c95-b54e-dd6861e70941

Workshop Overview

Workshop Structure Overview

Understand the as-is
situation

Describe the current user
experience, its objectives,
and existing challenges.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

Ideate improvements
with Gen Al

Identify relevant Gen Al
capabilities and describe
how they could improve
the current experience.

To-be scenario
with Gen Al

Define a to-be scenario
with generative Al
capabilities

12



Exercise Sheet

0. Introduction and Expectations

Steps
Introduce yourself to the team

Take a post-it and fill it in as
indicated in the picture (2 min)

Introduce yourself to the team and

place your post-it on a whiteboard
or wall. (1 min per person)

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

. )
20 min .i. In Teams

-

Praw a portrait

What is your

of yourself name and role?
What are your If you could integrate
wmotivations and one Al capability into
expectations for your brain, what would
the session? it be and why?

Example 1 minute profile

~
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PART 1

Understand the as-is situation

14



Exercise Sheet

1a. As-is experience journey map (part 1)

Steps

What user experience should be
improved and for whom?

Fillin the general information about the
experience journey map. Focus on the
following:

Experience to optimize
What process or activity should be
improved?

Duration / Frequency
How long does this experience last
and how often does it occur?

User roles involved

Who plays the main role in this
process? Define up to 3 main roles.
Use a different color per role, but
avoid using red.

Users’ Objectives

What do the main user roles need to
accomplish with this process? Use
the corresponding user’s color .

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

E 15 min

(7{) Inteams of 6 or less

-

About the Journey
General information about the
as-is journey.

EXPERIENCE TO OPTIMIZE

DURATION / FREQUENCY  USER ROLES INVOLVED

~

USERS’ OBJECTIVES

CUSTOMER REQVEST
HANDLING PROCESS

FEw MINVTES - esos
HOVRS / DAILY

Team Lead

EFFICIENTLY MANAGE ACCURATELY

AND PRIORITIZE RESPOND ON
NCOMING CUSTOMER AD:E ” sac nME
REQVESTS

Steps and challenges

1. What actions do the user(s)
perform throughout the
journey to achieve the
objectives?

2. What challenges emerge
during the journey?

TRIGGER

Information / Systems
What data is required for the
step? Describe the data and
source.

N\
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Exercise Sheet

1b. As-is experience journey map (part Il)

Steps

What actions do the user(s)
perform throughout the journey to
achieve the identified objectives?

Position the selected roles so that
each role has its own lane. Make
sure each role is represented by a
different color.

Start by defining the end of the
experience ("Goal"). This should be
the final outcome of the process.

Go back to the beginning of the
process and write down the actions
performed by the main actors step-
by-step. Start with the action or
event that triggers the process.

Specify also the information and
systems needed for each action.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

E 45 min

In teams of 6 or less

-

~

source.

N\

EXPERIENCE TO OPTIMIZE DURATION / FREQUENCY USER ROLES INVOLVED USERS’ OBJECTIVES
About the Journey EFFICIENTLY MANAGE
General information about the CUSTOMER REAVEST FEW MINVTES - ¢sos Team LeAd A CEITIZE A::‘assm-’;gu i €
as-is journey. INCOMING CUSTOMER nME
HANDLING PROCESS HOURS / bAILY s REQUEST
Steps and challenges Telcoer GoaL
1. What actions do the user(s)
perform throughout the
journey to achieve the
objectives?
STARTS DAY BY TRANSLATES NoN- Looks For DRAFTS E-MAIL CONSULTS WITH
2. What challenges emerge ¢sos LoGoNG IN Mmmz_:“ﬁ EwnoLIsH INFORMATION (N RESPONSE AND TEAM LEADER ON SENDS RESPONSE
during the journey? SYSTEM REQVESTS BOOKING SYSTEM REVIEWS SPECIAL PRICING
2D APPROVES PRICING
Information / Systems E-mans (- el N
What data is required for the E-MALIL CLIENT e WEBSITE, EMAIL (Bookine E-MAIL CLIENT Teams, E-MaAIL E-MAIL CLIENT
step? Describe the data and AL CLIENT) CONTENT. SYsTemM)
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Exercise Sheet

1c. As-is experience journey map (part lll)

Steps

What are the main pain points in
the current experience and which
ones should we focus on?

Indicate the challenging steps with a
red mark and write down in a red
post-it why they are challenging.

(20 min)

Vote for the 3 — 5 most important
challenges to solve and mark the
areas of the process that are
affected by those challenges. Those
will be the main aspects to address
or improve with the future solution.
(10 min)

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

E 30 min

In teams of 6 or less

-

EXPERIENCE TO OPTIMIZE

DURATION / FREQUENCY  USER ROLES INVOLVED

USERS’ OBJECTIVES

~

source.

N\

About the Journey EFFICIENTLY MANAGE
General information about the CUSTOMER REQVEST FEW MINVTES - ¢sos Team Lead SusieiceInze n:ii;”’::cz (LD C
as-is journey. RANDLING Peoc HOVeS / DAILY :mon;::ucmnsg - nmMe
Steps and challenges Telcoer ° GonL
{ X J nns—msunm.é e TS
1. What actions do the user(s) L ® TO MANVALL “ [ ) Review
TNVNDATED BY Y @ 766 sLow nME

perform throughout the REQUESTS (> 100) AILTER THE

journey to achieve the REQUESTS o (]

objectives?

STARTS DAY ﬂ& TRANSLATES NoN-] Looks For Dearrs s—m& CONSULTS WITH

2. th.’:lt challgnges emerge ¢Sos LOGOING | HMI;A"L:‘YL:OQ ENGLISH INFORMATION IN RESPONSE AND TEAM LEADER ON SENDS RESPONS|

during the journey? SYsTEm REQUESTS BOOKING SYSTEM REVIEWS SPECIAL PRICING

Team L e
M LEAD
CAN TAKE LONG |  pppppves priciic

Information / Systems £ (- TRAVSLATION  BOOKING OPTIENS
What data is required for the E-MAIL CLIENT o WEBSITE, EMAIL (Bookine E-MAIL CLIENT TeAmMs, E-MAIL E-MAIL CLIENT
step? Describe the data and AL CLient) CONTENT. SYSTEM)
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PART 2

Ideate Improvements with Gen Al

18



Exercise Introduction

Breaking Down the Generative Al Opportunity Cards

OPPORTUNITIES

CAPABILITIES

(Explore WS)

(Discover WS)

Ease information

processing and
understanding

create summaries,

translate content,

identify patterns,

sort content into categories,
perform sentiment analysis

extract specific information

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

OPPORTUNITY

Streamline
content creation

generate new text,
edit or review text,

generate images and
graphics,

modify content to fit certain
tone or mood,

create personalized content,

transform images into words

slm plify access
to information
and knowledge

find requested information

answer questions on any
subject

manage systems through
conversation

ask guiding questions

OPPORTUNIT

Explore diverse

suggestions and ideas

propose different solutions
to customer problems

advise on the best next steps
in a process

generate diverse ideas to
solve specific problems

recommend options tailored
to specific situations

create different versions of
content

19



Exercise Introduction

Breaking Down the Generative Al Opportunity Cards

Streamline tests and

simulations with Get coding assistance
realistic-looking data

OPPORTUNITIES
(Explore WS)

generate synthetic / mock generate code snippets in
data real-time,

automate the generation of
test scripts,

document code,

CAPABILITIES
(Discover WS)

detect issues in existing code

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

gubport (automatic)
decision-making

make smart decisions in
straightforward,
risk-free situations

20



Exercise Introduction

Generative Al Ideation Card Set

Ease
information
processing and
understanding

Streamline
content
creation

Simplify access
to information
and knowledge

Explore diverse
suggestions and
ideas

Wit i your soxg on coud
summarise
any document

Wat Il your soLt o coud
write anything
you request

find and
consolidate
the information
you need

g YOU NOUMS OF o5

Wher tycur wlie
suggest
different
answers to
customers’
inquiries

o o 1 3, £ Saly chie
o rrvcmd 117 g o

translate text
to any language

review and
refine any
written text

oo 10 el ki
ocuIrents are emor fres

act as a domain
specialist

e fycur slkie
recommend the
best next steps
in a process

enabd g ¥, 1 prcend o
T

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

sort information
into existing or
new categories

bringhng ceder ana darity

ota

create any
picture you
request

Bowig you 1o Guickly isunioe
P

Wht i your sout o coud
discover
patterns and
themes in
unstructured
information

lping you 10 qu ek

Yerst s Uva r o ieas?

narrate text
in a voice and
accent of your
choice

help you ask you guiding
talk to sy q i
Hlowing you 1o Feeract it ' vorgn

hnczgy ha mze et aleng

Whar o sdie
generate
avariety
of ideas
to solve
problems

TR 0 T et S

e tyour sl
recommend
options tailored
to a specific
situation

analyse the
sentiment
of any text

f Ao

adapt
information
to any style or
tone of voice

ensrng your ressage fiis

efectly i any sty

Wher Hycur wole
create various
versions of your
content

w53, wih e
wo ey 0 0 frcw

Whe if your sostor cosd
extract specific
information
from any
document

SIONNE You 10 8 St
e pant

create content
tailored

to individual
preferences

ErsrTg yTUr Castorers fee
vedbe for vl

extract spec|
information
from any
document

NG o0 10 @ Sirig

the port

o
ific

e

Set of 28 Gen Al
cards for ideation
showcasing
different Gen Al
capabilities.
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Exercise Introduction

Generative Al Ideation Cards Examples

AND UNDERSTANDING. ANDUNDERSTANDING.
What if your solution could What if your solution could
summarise extract specific
any document information
saving you time on reading? froma ny
document
allowing you to get straight to
the point?

What if your solution could
adapt
information
to any style or
tone of voice

ensuring your message fits
perfectly in any situation?

What if your solution could
describe
visual content
in words

enabling you to leverage visual
data in unique and innovative
ways?

SIMPLIFY ACCESS TO INFORMATION
AND KNOWLEDGE

What if your solution could
ask you guiding
questions

allowing you to navigate through
complex and challenging
topics?

GET SUPPORT IN DECISION MAKING
AND PROBLEM SOLVING

What if your solution could
generate

a variety

of ideas

to solve
problems

ensuring you never get stuck?

© 2024 SAP SE or an SAP affiliate company. All rights reserved.
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Exercise Introduction

Generative Al Ideation Cards Structure

Capability group «—
(opportunity)

Question for «—
ideation

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

What if your solution could
adapt
information
to any style or
tone of voice

ensuring your message fits
perfectly in any situation?

THE BESTRUN SAP

STREAMLINE CONTENT CREATION

For example, it could...

re-write your posts so they fit to the
tone of voice of different social media
channels.

adapt a legal document into a
simplified version for non-legal
professionals to understand.

convert a news article into a social
media post or a blog entry.

What information do you need to
adapt to different styles?

— Examples
of use

— Reflection
question

23



Exercise Sheet

2a. Identify (Gen) Al capabilities

Steps

Which (Gen) Al capabilities are the
most useful to improve the current
user experience journey and why?

Listen to the coach explain the
different types of capabilities. (5 min)

Silently, go through the cards and
select the 6 most useful to improve
the current experience. (15 min)

Review the selected cards and
discuss what challenges and/or
steps each capability helps to
address. Copy the corresponding
post-its from the as-is process or
place the selected card in the part of
the process it supports (20 min)

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

E 40 min

C
(]

./
(0,'. In teams of 6 or less

<

-

EASE INFORMATION PROCESSING
AND UNDERSTANDING

What if your solution could
sort information
into existing or
new categories

bringing order and clarity
to your data?

TIME-CONSVMING
TO MANVALLY
SORT REQVESTS

MANVALLY SORTS \
EMaAILS

EASE INFORMATION PROCESSING
AND UNDERSTANDING

What if your solution could
translate text
to any language

helping you communicate
globally without barriers?

EASE INFORMATION PROCESSING
AND UNDERSTANDING

What if your solution could

SIMPLIFY ACCESS TO INFORMATION
AND KNOWLEDGE

What if your solution could

extract specific find and
information consolidate
from any the information
document you need

allowing you to get straight to saving you hours of research
the point? time?

m

TRANSLATES Non-
ENGLISH
REQUESTS

T60 sLow

N

Looks For
NFORMATION (N
BOOKING SYSTEM

What if your solution could
create content
tailored

to individual
preferences

ensuring your customers feel
it's made for them?

~

24



Exercise Sheet

2b. Ideate improvements with (Gen) Al

Steps

How could each capability help the
end user?

Silently, write down how the
selected capabilities could be used
in the future solution to support the
end users. Complete the phrase:
"With this capability, the solution
could...” (15 min).

Share the ideas card by card and
discard duplicates. (30 min)

Select the top 6 — 8 ideas that

should be part of the future solution.
(5 min)

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

In teams of 6 or less

-

What if your solution could
sort information
into existing or
new categories

bringing order and clarity
to your data?

What if your solution could
translate text
to any language

helping you communicate
globally without barriers?

EASE INFORMATION PROCESSING
nnnnnnnnnnnn

What if your solution could
extract specific
information
from any
document

allowing you to get straight to
the point?

What if your solution could

find and
consolidate

the information

you need

saving you hours of research
time?

What if your solution could
create content
tailored

to individual
preferences

ensuring your customers feel
it's made for them?

TRANSLATES NoN-
What parts of the U~ A Froanie ReViEW TAKES
current experience iy REQUESTS "’” S nME
P SORT REQUESTS
journey would the
selected capabilities }
ManvaLLy Soe Looks For \ -
? DRAFTS E-Mal
support EMAILS INFORMATION (N RESPONSE AND
BOOKING SYSTEM REVIEWS
With this carscoeize @ vercemue e @ HionLIGHT KeY Fun BoOKING werrs & THLORENGY
capability, the INCOMING E-MAIL  URGENCY OF THE TRANSLATE ANSWERS IFORMATION ABOUT ALTERNATIVES ANSWER TO THE
solution could SEQUESTS) REQUEST AND T8 THE REAUEST THE REQUEST LIKE AUTOMATICALLY cusTomze waviel
AVTOMATICALLY BY cecanze (@)  ORIGIAL LANGUAGE AT e o e e
TYPE OF REQUEST ACCORDINGLY DESTINATION . REQUEST INFORMATION FOUND
N A N N o N\
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Exercise Sheet

2c. Detail out selected ideas

Steps
How should the capabilities work?

Distribute the selected ideas among
the team members to work
simultaneously. (5 min)

For each selected idea, fill in the
“Capability Idea Napkin” template
with an example showing how the
capability should work. (25 min)

Share the detailed ideas with the
team. (15 min — 2 min per capability
idea)

In the next exercise, you will weave the
described ideas into a story showing
how the future solution could work.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

. O
45 min .l. In teams of 6 or less

-

Capability Idea Napkin

O AppHaus

Based on...

CUSTOMER REQVEST
INFORMATION, CUSTOMER
PREFERENCES, BOOKING
AVAILABILITY DATA ACTIONS AND
RECOMMENDATIONS TO
TAKE |F NEEDED

My solution will finally be able to ...

WRITE A TAILORED ANSWER
TO THE CUSTOMER (NQVIRY
AVTOMATICALLY, WITH THE

(NFORMATION FOVND (N
THE BOOKING SYSTEM

a response could be...

CONCISE ANSWER (N
CUSTOMER'S LANGVAGE,
INCLUDING POSSIBLE

This should look like....

O ZweLvbe TrawsLaTION
O zwervbe ALTErnATIVES

4 N
REPLY:

TRANSLATION:

ol

but to trust the result | need...

TO REVIEW E-MAIL BEFORE
SENDING IT AND BE ABLE TO
CHANGE IT.

HAVE THE LINKS TO THE
RECOMMENDATION SOURCES
(E.6. TRAVEL REQVIREMENTS)

~

26



PART 3

To-be scenario with Gen Al

27



Exercise Introduction

Vision Storyline Structure

USE OF THE SOLUTION

What capabilities/ aspects of the
solution help the protagonist to
reach the goal at each step?
What complications arise that

your solution idea helps to
solve?

INTRODUCTION O

What is the situation the
L, TRIGGER
protagonist is in at the What situation arises

moment? What does .
he/she/they want to achieve? where VOUT solution idea
can help / is needed?

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

WOW MOMENT

How does the protagonist finally achieve the goal/ solve the
challenges with the help of the solution? What “wow” moment
illustrates the main value of the solution?

O

SOLUTION BENEFITS

How does the solution make the protagonist’s
life easier / better? Who else benefits from the
solution in the short term, and how?

LONG TERM IMPACT
What are the future
consequences of the
new solution?

28



Exercise Introduction

Vision Storyline Example

Sarah receivesan \WOW
MAIN CHARACTER: Sarah reviews appreciation e- MOMENT
and sends the mail from the
response inthe  customer for the
Sarah, CSO at customer’s quick handling of
Ll e The system writes  |anguage. the request.
a personalized
response with
additional helpful SOLUTION
information for BENEFITS
the trip.
USE OF THE Over time, Sarah's
SOLUTION The system efficiency improves. She
proposes trip can now address all
The e-mailis very long, alternatives that urgent requests and
but key info such as Sarah reviews and receives great feedback
booking IDs and travel ~ chooses from. e EUsfEel R
dates are shown
together with a
summary.
Sarah sees a
highly urgent
The new request for a
. booking change
application has -
already and checks it out.
categorized the
requests by type
INTRODUCTION ancurgency:

Sarah’s wants to
provide quick, and
personalized
assistance to travelers,
but is hard as she has
too many requests.

TRIGGER

is surprised at what
she sees.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

One Monday morning,
Sarah logs into her new
E-mail application and

Lists of capability ideas to include

Highlight key
information about
the request like
booking ID and
destination, etc

Categorize incoming
e-mail requests
automatically by
type of request

o

Determine the
urgency of the
request and
organize accordingly

o

Search for booking
alternatives
automatically based
on the request

o

customer inquiry
with the information

LONG TERM
IMPACT

In short time, the
travel agency
benefits from positive
word-of-mouth and a
more global and
diverse clientele.

Write a tailored
answer to the Translate answers
to the request

original language

o

found

29



Exercise Introduction

Vision Storyline Divided in Scenes Example (Optional)

Context

Scene 1

Sarah’s wants to
provide quick, and
personalized
assistance to travelers,
but is hard as she has

Trigger

One Monday
morning, Sarah logs
into her new E-mail
application and is
surprised at what

too many requests. HE s
Starting the day
Use of the Solution
Scene4
The system writes a Sarah reviews
personallze_dh and sends the
response wit res i
0 ponse in the
f’;\CfIdItIOI’:f':\l hfelp:;il customer’s
Information for the language.

trip.

Answering the request

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

Use of the Solution

Scene 2
The new Sarah sees a
application has highly urgent
already request for a
categorized the booking change
requests by type. and checks it out.

Requests Overview

Wow Moment

Scene 5

Sarah receives an
appreciation e-
mail from the
customer for the
quick handling of
the request.

Customer’s reply

Scene 3

The e-mail is very

long, but key info
such as booking IDs

and travel dates
are shown together
with a summary.

The system
proposes trip
alternatives that
Sarah reviews and
chooses from.

Urgent request in detail

Solution Benefits Long Term Impact

Scene 6

Over time, Sarah's
efficiency improves. She
can now address all
urgent requests and
receives great feedback
from customers.

In short time, the travel
agency benefits from
positive word-of-mouth
and a more global and
diverse clientele.

More and happier customers

30



Exercise Introduction

Vision Storyline Visualization Example (Optional)

Scenel Scene 2 Scene 3
THIS LOBKS
MUCH MORE ¢ Ve
ORGANIZED!! D 3¥ss oco%202¢ Se
[ } °o [ — Summary
N ]
]
() — —
ALTERNATIVES
. S—— O s
O msss——
¢ O
Starting the day Requests Overview Urgent request in detail
Sarah’s wants to . The e-mail is very
Th .
provide quick, and il Mondgy morning, © new Sarah sees a highly long, but key info Ui system.
ersonalized sarah logs into her application has urgent request for a such as booking IDs [PIEREERT S
P . new E-mail application already categorized gent req g alternatives that
assistance to travelers, booking change

and is surprised at

but is hard as she has
what she sees.

too many requests.
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the requests by
type and urgency.

and checks it out.

and travel dates are
shown together
with a summary.

Sarah reviews and
chooses from.
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Exercise Introduction

To-Be (Vision) Scenario Example

Story Structure Context Trigger Use of the Solution

Storyboard ity

What is the user

seeing at each step?
Scenel Scene 2 Scene 3 Scene 4

Storyline ;

How does the ;?g?/ihdsevéi?éi,tgnd One Monday moming, U [z Sarah sees a Ui & el [ sl The system U SYSIE 711 Sarah reviews

Sarah logs into her application has long, but key info a personalized

prOta,gonISt us? the new per;onallzed new E-mail already highly Lir;gent such as booking IDs plrtopostgs trlph response with ?gsd Z?lggsirfrt]ﬁe
solution to achieve the suElllge . application and is categorized the reques ora and travel dates aterna Iv.eSt at additional helpful P
& fl travelers, but is hard : booking change Sarah reviews and : : customer’s

objectives step by step? surprised at what she requests by type ” are shown together information for

as she has too many and checks it out. ith chooses from. he tri language.

requests. sees. and urgency. with a summary. the trip.

e . . . Highlight key . Write a tailored
Categorize incomin Determine the - : Search for bookin

Gen Al capablllty e_%a" requests 9 urgency of the information al?out alternatives 9 answer to the Translate answers
Ideas automatically by request and the rgquest like automatically based f:ustorjer inquir.y to the request
Selec;fed ideas for the type of request organize accordingly gggzra%i:)?x a;g on the request il thzzﬂ'matlon gl 20ELERE
use of Gen Al. ’

Data and Systems
What data is required for
the step? Describe the
data and source.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

Requests, Type
categories
description

E-mail application

Requests, Urgency
levels description

E-mail application

Destination, number
travelers, dates,
booking data

Booking application,
E-mail Application

32



Exercise Sheet

3a. Create a vision scenario (part 1)

Steps

Create a story that shows how the
new solution is used, step by step.

Align on the role and name of the
main character. (5 min)

As a team, write a storyline following
the Vision Storyline structure. Define
the Trigger and Wow Moment before
writing the Use of the Solution.

In the Use of the Solution, write what
the user does or sees step-by-step
(one action per post-it) and include
the previously selected capability
ideas into the story. (35 min)

(Optional) Finally, divide the
storyline in different scenes and
distribute them among the
participants to work simultaneously.
(10 min)

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

g

GO
E 50 min ... In teams of 6 or less

-

The system writes  [anguage.

a personalized
response with

additional helpful

information for
the trip.

The system
proposes trip
The e-mail is very long, alternatives that
but key info such as
booking IDs and travel ~chooses from.

dates are shown

Sarah sees a
highly urgent
request for a
booking change
and checks it out.

MAIN CHARACTER:
Sarah, CSO at
Global Tours
USE OF THE
SOLUTION
together with a
summary.
The new
application has
already
categorized the
requests by type
INTRODUCTION and urgency.
Sarah’s wants to
provide quick, and TRIGGER
personalized One Monday morning,
assistance to travelers, Sarah logs into her new

but is hard as she has
too many requests.

E-mail application and
is surprised at what
she sees.

Sarah reviews and

Sarah receivesan  \WWOW

Sarah reviews appreciation e- MOMENT
and sends the mail from the
response inthe  customer for the
customers quick handling of
the request.
SOLUTION
BENEFITS

Over time, Sarah's
efficiency improves. She
can now address all
urgent requests and
receives great feedback
from customers

Lists of capability ideas to include

Categorize incoming Determine the infrrlgr:‘aht?:r: I;?;m Search for booking
e-mail requests urgency of the e alternatives
automatically by request and d automatically based

type of request  organize accordingly z:::?: agticlz a:t?; on the request

Write a tailored

answer to the
customer inquiry
with the information ~ original language

~

LONG TERM
IMPACT

In short time, the
travel agency
benefits from positive
word-of-mouth and a
more global and
diverse clientele.

Translate answers
to the request

J
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Exercise Sheet

3b. Create a vision scenario (part 2)

Steps

Visualize the story and indicate
what data and systems are needed.

(Optional) Each participant or pair of
participants creates a visual for their
scene(s) showing what the user sees
or does. You can use Scenes to
visualize your story. (25 min)

Position the storyline post-its and
the capability ideas below the
scenes they refer to on a horizontal
surface. (5 min)

Review the storyline and complete

with more granular actions if needed.

(10 min)

Indicate what data / systems are
needed for each step (20 min)

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

E 60 min

In teams of 6 or less

-

~

Story Structure Context Trigger Use of the Solution
Storyboard ™ (‘. —
What is the user ) @ ;g
seeing at each step? , ] E [,\ ) a =
Scene 1l Scene 2 Scene 3 Scene 4

Storyli“e Sarah’s wants to . 5
How does the provide quick, and one rr:/l[ondgy mﬁrmng, i3 {.'eW. o Sarah sees a il'he el_)TntalI: s yefry The system The SVSteT w(r;tes Sarah reviews
protagonist use the new personalized SaraE og§l|m0 L a{’p ';at"’" 25 highly urgent ;:;% = bo?{(;: ole proposes trip ?eze::s'::v'wz.fh and sends the
solution to achieve the assistance to newl' -T'al d i a rte s d th feduestions and travel datei alternativesithat ad(;)itional helpful response in the

R travelers, but is hard Ll e booking change Sarah reviews and 5 5 P customer’s
objectives step by step? e et surprised at what she requests by type Rl SR are shown together e S information for

requests. Y SCes. and urgency. with a summary. J the trip. language.
. f i ‘ . Highlight key 4 Write a tailored

Gen Al Capabilit Categorize incoming Determine the . : Search for booking
Id P y e-mail requests urgency of the |r:;ormat|on tall.?:ut alternatives EETED th? Translate answers

Cas automatically by request and b:;)rk?quTI; | Z automatically based _(;:st;n!e; inquiry to the request
Selected ideas for the type of request organize accordingly : f'"% 3"t on the request with t ? in %rmahon original language
use of Gen Al. estination, etc fount

Data and Systems
What data is required for
the step? Describe the
data and source.

Requests, Type
categories
description

E-mail application

Destination, number
travelers, dates,
booking data

Requests, Urgency
levels description

Booking application,

E-mail application E-mail Application
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Exercise Sheet

4. Next steps

Steps
Define action items.

In a team discussion decide for 4 -5
action items to follow up from this
session. Indicate in a next steps matrix
what needs to be done, until when and
who will be responsible.

(20 min)

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

E 20 min

GO
.‘g". All together

\
ACTION ITEMS
g
ic
S
Z
1]
L
S
o
I
=
J
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Coach Instructions

Step-by-step guidance for facilitators



Coach Instructions

Preparing for the session

Understand the format

Go through the instructions in this guide and make sure you understand the
flow of the exercises. You can also reference the MURAL board aimed at
virtual sessions to see how the exercises are set up.

Goal
Get ready to run the workshop.

Material
Adapt the agenda Material for print
Check the workshop agenda (xls) and adapt it according to the number of Whiteboards or similar surfaces

participants and time available. The more participants, the more time you

) Post-its, pens, voting dots
will need for the share-outs.

Tips
Prepare the material
Print the material as specified in the “Material for print” section.
Have enough post-its and pens for the participants and make sure you have
enough whiteboards for the exercises.

Start preparing for the workshop
at least 1 week in advance to
have all material ready

Prepare a simplified agenda on
a flipchart.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.
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https://apphaus.sap.com/wp-content/uploads/sites/2/2024/04/Agenda_GenAI_DiscoverDesignWS.xlsx

Coach Instructions

0. Getting started

Steps

Welcome and agenda — 10 min
Welcome the participants, introduce the agenda and purpose of the session

Introduction and Expectations — 15 - 20 min

Participants write in a post-it their name, role, motivations and expectations for
the session, ideas related to generative Al, and use it to present themselves to
the team. (see exercise sheet)

Use Case Introduction— 15 min

Have a customer representative present the use case(s) for the workshop. If
multiple use cases exist, form breakout teams so each team focuses on a
different use case. Alternatively, you can have the use case explained directly
within each breakout team. Prepare the content for the use cases in advance
using the 'Use Case Brief' template.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

G
E 45 min .‘g’. All Together

Goal

Set the right expectations and
create a friendly atmosphere
where participants feel safe to
express themselves. Introduce the
topics that will be covered in the
workshop.

Material

Post-its and pens

Tips

Have this entire section in a
separate (virtual) session prior
to the workshop, using the
“Getting started” area of the
MURAL board
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Coach Instructions

. . . . ¢ gy ¥
1. As-Is experience journey map E 60 min In teams of 6 or less

Steps

Goal

Create a common understanding
of the experience the users go
through to achieve an outcome.

About the as-is journey — 15 min

The Experience Journey Map should be completed during a moderated
discussion, where all participants collaboratively fill in the map guided by the
coach's questions. If possible, prepare this in advance using details from the
Use Case Brief. Focus the analysis on a balanced scope — not too broad (e.g,
the entire hire-to-retire process) and not too narrow (e.g., submitting a form). Post-its and Pens
Ensure the process is independent of specific solutions, like analyzing
‘customer request handling' rather than 'replying to customer inquiries in
Outlook’. Make sure the user roles are organizational (e.g. Customer Service
Manager) rather than technical (e.g. Admin). Tips

Material

Experience Map

Use the provided Experience

. . Map t late t th
Steps and Information — 45 min ap temprate to map fhe
experience, or draw the

Assign a lane for each user role involved and outline the steps they perform. structure on a whiteboard or
Begin each step with a verb to clearly indicate actions. Leave ample space similar surface.

between lanes for later addition of pain points. Participants should consider
the necessary information for each step and its source, whether it's data from a
system or interactions with people. Use arrows to mark any loops within the
process on the journey map.

Ask participants to map a 'rainy
day scenario' to identify and
highlight the challenges users
face throughout the process.

© 2024 SAP SE or an SAP affiliate company. All rights reserved. 39


https://apphaus.sap.com/wp-content/uploads/sites/2/2023/10/Use-Case-Brief.pdf
https://apphaus.sap.com/wp-content/uploads/sites/2/2024/04/ExperienceJourneyMap.pdf

Coach Instructions

1. As-is experience journey map

Steps

Pain-points and focus — 30 min

Direct participants to review each step and place a red mark on those they
find challenging or wish to improve. They should also use a separate post-it to
describe the problem, placing these near the corresponding steps. After
marking, have participants vote on the top three challenges they believe are
most critical to address. Highlight these selected challenges by moving them
to the indicated area, focusing the group's solution efforts for the remainder of

the session.

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

E 30 min

GO -
.%". In teams of 6 or less

Goal
|dentify the main areas for
improvement to focus on.

Material
Post-its and Pens

Experience Map

Tips

Emphasize to participants the
importance of focusing on
challenges, not solutions, at this
stage. If they start proposing
solutions, redirect them by
asking why they need that
solution or what problem it
would solve. This approach
helps keep the discussion
centered on understanding the
issues thoroughly.
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Coach Instructions o
2. Ideate improvements with (Gen) Al E 90 min In teams of 6 or less

Steps
Goal

. cregs : Identify ideas to improve the
Identify (Gen) Al capabilities — 40 min .fy . mp .

. . : : solution using Artificial Intelligence
Before the workshop, preselect ideation cards that align with the use case (A

being analyzed. Arrange the cards on a table, grouped by category, with a
category card at the head of each group. Briefly explain the categories, then

allow participants to explore the cards. Participants have 6 votes each and can Material
use game chips or similar markers to indicate their choices. They may place Post-its and Pens
multiple chips on a single card. After selections are made, gather the most (e Al s Gl

chosen cards and arrange them beneath the As-is experience journey map,
under the relevant sections. Card by card, ask participants "What parts of the
current experience journey does this capability support?" to understand
what's the value of having the capability. Copy the challenges or steps
supported by the capability from the Experience Map.

Game chips or similar

Tips

If participants realize that two
selected cards overlap in its
purpose, they are allowed to
change the card.

Ideate improvements with (Gen) Al — 50 min
Encourage participants to generate ideas for each card, starting each idea with
a verb to complete the sentence: 'With this capability, the solution could...

(refer to the example on the exercise sheet). During the idea share-out, help Have participants check if the
group similar ideas, ensuring they remain distinct and not overly clustered. ideas selected address the
Ideas across different cards can also be combined. Conclude by having focus challenges selected in
participants vote on the top 6-8 'must-have' ideas and rank them.. exercise 1c.
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Coach Instructions o
2. Ideate improvements with (Gen) Al E 45 min In teams of 6 or less

Steps
Goal
Describe the selected Al features

Detail out (Gen) Al capability ideas — 45 min for the future solution.

Attach each selected idea to the appropriate section of a Capability Idea
Napkin template and distribute the templates among the participants for
simultaneous collaboration. Form pairs to describe the ideas, focusing on how
they envision the capability functioning in the future solution. The template Post-its and Pens
contains the following points:

Material

Capability Idea Napkin

Based on...: This can be a prompt and/or any other context information
provided to the system to produce the required response. Think: what should Tips

the system "know"? o .
Before distributing the ideas,

arrange them in the order they

r n hould be...: This is th th ts f )
aresponse should be is is the response the user expects from the would be used in the future

system. solution. This allows you to
allocate related capabilities to

but to trust the result I need...: This is the verification step or additional each pair of participants,

information the user needs to be sure that the response is correct or valid. If ensuring they work on

this is not relevant for the idea, write "NA" (not applicable). interconnected parts of the to-

be process.
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Coach Instructions

o o . . ¥yt
3. Create a to-be (vision) scenario X 110min In teams of 6 or less

Steps

Goal

Create a visionary story showing
how the future solution should
work.

Create the vision storyline — 50 min

The Vision Storyline integrates the step-by-step format of a journey map with
the benefits and value propositions of the future solution, making it an ideal
deliverable for project sponsors. To create the storyline, use the provided
example. The main character should be the primary user of the solution,
identified from the end users in the as-is experience journey map. You may Post-its and Pens
include up to two additional main characters, but limit the total to three. Weave
the described Al capability ideas into the 'Use of the solution' part of the
storyline. This section should detail not only the protagonist's actions but also
what the solution does.

Material

Scenes (optional)

Tips

Encourage participants to
envision creating a commercial

Visualize the story and define data and systems needed — 60 min to promote their new solution,
If time is limited during the workshop, consider visualizing the story as a using the storyline they develop
storyboard in a follow-up activity. After completing the storyline, participants as the script for that commercial.
should identify the necessary data and systems required to bring the story to Use the described capabilities
life. as a checklist to ensure that all

necessary features are
incorporated into the storyline.
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Coach

Instructions

4. Next Steps

Steps

Define action items — 20 min

In a team discussion decide for 4 - 5 action items to follow up from this

session. Indicate in a next steps matrix what needs to be done, until when and

who will be responsible.

These are possible follow-up activities:

» Transform the storyline into a storyboard to showcase the idea to sponsors.
participants can use the PPT version of Scenes to visualize the story.

* Create a “Solution Concept Diagram” to describe the architecture for the
future solution.

Collect feedback — 10 min (optional)

In a whiteboard place 2 large post-its, each with a question: “What did you
like?” and “What do you wish for next time?”. Ask participants to write down
silently answers to both questions. Then ask them to share their feedback with
the team and place their post-its on a whiteboard. (1 min per person)

© 2024 SAP SE or an SAP affiliate company. All rights reserved.

E 20 min

GO -
.%". In teams of 6 or less

Goal
Agree on action items.

Material

Post-its and Pens

Tips

If you have more than one team
in the workshop, add more time
for teams to share their stories
and get feedback before the
“Next Steps”.
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