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1 Emergence of Large
Language Models (LLMs)

When ChatGPT debuted in November 2022, it transformed the concept that companies and
consumers could harness generative artificial intelligence (Al). At its core, this chatbot relies on
the GPT Large Language Model (LLM). LLMs are sophisticated Al systems that can comprehend
and generate human-like text. These models can grasp context, nuances,

and intent within human language, rendering them indispensable across a wide spectrum

of applications. When seamlessly integrated with SAP, LLMs have the potential to substantially
reshape how businesses engage with data, streamline processes, and interact with customers.
Today, enterprises constantly seek innovative strategies to optimize their operations, enrich
customer interactions, and maintain competitiveness. Integrating LLMs into SAP systems has
emerged as a game-changing solution, empowering organizations to harness the potential of

natural language processing, Al, and ML. The result?...

Enhanced efficiency, automation, and informed decision-making that can drive

business success.
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Z Capabilities Relevant for
Enterprises

Understanding LLMs and foundation models is vital. They don't just digitize everyday experiences
or environments; they fuse vast knowledge to tackle real-world challenges effectively. LLMs offer
valuable capabilities for enterprises using SAP. They can automate repetitive cognitive tasks,
provide 24/7 customer engagement, and extract valuable insights from data. This presents
significant opportunities for organizations across industries.

2.1 Natural Language Understanding and Generation

LLMs can interpret complex queries and requests in natural language, enabling users

to interact with SAP systems using plain language. This capability enhances user experiences
and facilitates more intuitive interactions with the system, regardless of technical expertise.
LLMs are machine learning models that try to solve text-generation tasks (primarily), thereby

enabling more effective human-machine communication.

2.2 Data Analysis and Insights Generation

LLMs can extract meaningful insights, trends, and recommendations from SAP's data repositories
by analyzing vast datasets. This empowers data-driven decisions quickly and efficiently,
improving strategic planning and resource allocation. LLMs recognize patterns in your data,
which are great for taking over some of the manual data preparation. Use LLMs to uncover
missing data or flag outliers in your data, write SQL queries, and improve your data model.
Conversational Al, like ChatGPT, is a powerful tool built on LLMs. You can use them to explore
your data efficiently and conversationally.
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2.3 Process Automation and Optimization

LLMs automate tasks like data entry, report generation, and customer inquiries, freeing up
human resources for strategic work and boosting productivity. They simplify workflows, save
time, and integrate with task management systems (e.g., Trello, Asana) for efficient project

management through natural language processing.
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The Opportunity Canvas

LLMs offer enterprises numerous opportunities for innovation across various dimensions. In this
section, we'll explore three key dimensions, each accompanied by relevant examples in
the following subsections:
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3.1 Functional Reimagination
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From customer service to supply chain management, finance to human resources, LLMs can

streamline processes and interactions across multiple functional areas within an enterprise.

This fosters cross-functional collaboration and creates a cohesive ecosystem of interconnected

processes.
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Functional Area

Customer Service
& Support

Supply Chain
Management

Financial
Audits

Human
Resources

Sales &
Marketing

-

Description

Customer service interactions involve
navigating complex menus and forms to
address customer enquiries. LLMs can
transform this experience by enabling
customers to interact with SAP systems
using natural language.

Efficient supply chain management
requires real-time information on
inventory, demand, and logistics. LLMs can
enable rapid access to this information
and facilitate decision-making.

LLMs can assist finance teams in data
analysis, reporting, and compliance,
simplifying complex financial related audit
processes.

LLMs can improve HR operations by
automating candidate screening,

employee onboarding, and policy inquiries.
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Example Scenario

A customer contacts the support center to enquire
about the status of their order. Instead of waiting for
an agent, the LLM understands the query, retrieves the
relevant information from SAP's order tracking system,
and provides an instant response to the customer,
reducing wait times and enhancing satisfaction.

A supply chain manager needs to optimize inventory levels
based on fluctuating demand. By querying the LLM, the
manager can receive insights on historical demand
patterns, market trends, and lead times, aiding in more
accurate demand forecasting and inventory planning.

An auditor can streamline the review of multiple financial
reports for compliance by instructing the LLM to detect
discrepancies and anomalies. This approach enhances the
efficiency of the auditing process while minimizing the
potential for errors.

HR receives a high volume of inquiries about company
policies. The LLM can be integrated into the HR portal,
allowing employees to ask questions in natural language.
The LLM's responses, generated based on SAP-stored
policy documents, provide accurate and consistent
information, reducing the need for manual responses.

LLMs can enhance sales and marketing
efforts by analyzing customer feedback,
identifying market trends, and generating
personalized content.

A marketing team wants to analyze customer sentiment
regarding a recent product launch. The LLM can process
customer reviews, social media posts, and surveys to provide
a sentiment analysis report, enabling the marketing team to
fine-tune their strategies based on customer feedback.
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Integrating LLMs with SAP opens up possibilities for transforming functional areas within an

enterprise. LLMs empower businesses to operate more efficiently and effectively across diverse

departments by enhancing customer interactions, streamlining processes, and providing

intelligent insights. These examples illustrate a fraction of the potential LLMs offer to reshape

how enterprises leverage SAP, creating a more connected, intelligent, and responsive ecosystem.

3.2 Automation

The integration of LLMs with SAP enables intelligent automation of repetitive tasks, reducing

errors and speeding up processes. This not only enhances operational efficiency but also enables

employees to focus on high-value tasks that require creativity and critical thinking.

1

Data Entry &
Validation

Invoice Processing

Order Processing
and Fulfillment

Inventory
Management

Customer Inquiry
Handling

Travel and Expense
Management

E ‘| Automation Area

E@ Description

LLMs can automate the process of data entry and validation by interpreting natural
language instructions and populating fields in SAP/ERP forms. For instance, a user could
dictate or type a purchase order request and the LLM could automatically fill in the
relevant fields such as item names, quantities, and delivery dates.

LLMs can be employed to streamline the invoice processing workflow. They can extract
key information from invoices, such as vendor names, invoice numbers, amounts, and
due dates. This automation reduces manual data entry and speeds up the accounts
payable process.

LLMs can process incoming customer orders by extracting relevant details from order
emails or forms. The information can be seamlessly integrated into the ERP system to
initiate order processing and fulfillment, minimizing manual intervention and reducing
order processing times.

LLMs can assist in inventory management by providing real-time updates on inventory
levels, forecasting demand based on historical data, and even triggering reorder requests
when stock levels fall below a predefined threshold.

LLMs can be integrated into customer service portals to handle routine customer inquiries.
Customers can interact with the LLM to check order statuses, track shipments, inquire
about product availability, and receive responses in natural language.

LLMs can automate the process of submitting and approving travel and expense reports.
Users can dictate or type their expenses, and the LLM can generate formatted reports for
approval, reducing the manual effort required for expense tracking.
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Employee LLMs can facilitate employee onboarding by generating necessary documents, sending
Onboarding and reminders for required forms, and answering new employees' questions about company
HR Processes policies and procedures.

LLMs can assist in financial reporting by generating predefined reports on-demand,
summarizing financial data, and providing insights based on data analysis, thus enhancing
decision-making capabilities.

Financial Reporting
& Analysis

LLMs can automate routine communication within the ERP system, such as sending
automated notifications for order status updates, shipment tracking, payment
confirmations, and more.

Routine
Communication

LLMs can play a role in orchestrating complex workflows involving multiple steps and
approvals. For instance, they can route purchase requisitions through the appropriate
approval hierarchy, ensuring compliance and speeding up decision-making.

Workflow
Automation

Automations leveraging LLMs with SAP/ERP systems, enterprises can significantly reduce
manual effort, eliminate errors caused by data entry, accelerate processes, and enhance overall
operational efficiency. These examples showcase how LLM-powered automation can transform

various aspects of business operations within the ERP ecosystem.

3.3 New Way of Working- Process Orchestration

LLMs can facilitate process orchestration by acting as intelligent intermediaries that interpret and
translate instructions between different SAP modules and users. This promotes smoother
workflows and accelerates decision-making through real-time interactions.

Process = it
Orchestration Area E@ Description

LLMs can facilitate seamless communication and collaboration between different
Cross-Functional departments within an enterprise by acting as intelligent intermediaries. For instance,
Collaboration an LLM can interpret requests from marketing teams for new product data and trigger

corresponding actions in the supply chain module to initiate the creation of product records.

LLMs can provide real-time decision support by interpreting data and delivering insights to
Real-Time Decision decision-makers. For instance, during a procurement negotiation, an LLM can analyze
Support historical supplier data, market trends, and current demand to assist procurement

managers in making informed decisions on supplier selection and negotiation terms.
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LLMs can orchestrate complex multi-step processes that involve different modules
Complex Process within SAP. For example, when processing a large customer order, the LLM can
Coordination automatically initiate order processing, inventory allocation, and manufacturing

scheduling in a coordinated manner.

LLMs can adapt workflows based on dynamic inputs. In inventory management,
Adaptive if stock levels drop below a certain threshold, an LLM can trigger a workflow that
Workflows involves automated order placement, alerting the relevant stakeholders, and

adjusting production schedules.

LLMs can personalize customer interactions by analyzing customer history and preferences
Dynamic Customer stored in the ERP system. For instance, an LLM can generate personalized product
Interactions recommendations for sales representatives to share with customers based on their past

purchasing behaviors.

LLMs can monitor transactions and activities for compliance with regulations. In finance,
an LLM can analyze financial transactions, flag unusual patterns, and automatically
generate compliance reports for review by the finance team.

Compliance Monitoring
and Reporting

LLMs can enhance collaboration with vendors and suppliers by automating communication
and information exchange. For instance, an LLM can send automated updates on order
fulfillment and delivery status to vendors, enabling a more efficient supply chain ecosystem.

Vendor and Supplier
Collaboration

LLMs can enhance the customer journey by guiding customers through the purchase
process. In e-commerce, an LLM can provide real-time answers to customer queries during
the checkout process, improving conversion rates and reducing cart abandonment.

Customer Journey
Enhancement

LLMs can predict maintenance needs based on historical data and sensor readings. In
manufacturing, an LLM can generate maintenance schedules, allocate resources, and
coordinate service teams to perform preventive maintenance on machinery.

Predictive Maintenance
and Service

LLMs can generate on-demand reports and analytics for decision-makers. For instance, in
HR, an LLM can generate customized performance reports for managers, presenting
insights into employee performance metrics and highlighting areas for improvement.

On-Demand Reporting
and Analytics

The examples demonstrate how integrating LLMs with SAP/ERP systems can create a new way of
working around dynamic process orchestration, intelligent decision support, and personalized
interactions. These innovative approaches can enhance efficiency, improve customer experience,

and deliver more agile operations.

10
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Evaluation of Return on
Investment (ROI)

Measuring the ROI of LLM integration with SAP involves assessing factors such as cost savings,
increased efficiency, improved customer satisfaction, and enhanced data-driven decision-making.
By quantifying these benefits, enterprises can gauge the tangible impact of their investment in
LLM technology.

Creating a map based on Benefits (or Rol) and Efforts can help visualize the potential benefits
and required investments for integrating LLMs with SAP. The map will help stakeholders
understand the relationship between the value generated and the resources invested. We
leverage the “Effort-Benefit” quadrant model to classify different opportunities listed in the
section above. It enables the stakeholders to formulate strategy for their LLM technology
investments vis a vis benefits envisaged.
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Given below is the representation of this “Effort-Benefit” quadrant:

Tactical Enhancements

Low Efforts, High Benefits

® |nitiatives that offer substantial benefits without
requiring extensive resources or drastic changes viz.
Enhancing existing processes, task optimization or
improved decision-making

® Results in High-Value Returns with relatively
manageable efforts

Exploratory

Low Efforts, Low Benefits

@ Initiatives that are small-scale experiments or
explorations in which direct benefits may not be
substantial but the efforts invested provide
valuable insights into LLM capabilities

@ Such initiatives lay the groundwork for future
strategic implementations

Effort

Strategic Transformation

High Efforts, High Benefits
@ Substantial initial investment in terms of time,
resources and expertise

® The potential Return on Investment/Benefits
are significant leading to major efficiency
improvements, competitive advantages and
innovative customer experiences

Operational Optimization

High Efforts, Low Benefits
® The potential ROI/benefits might be relatively
lower compared to the investments required

® While the ROl may not be as substantial, these
efforts can still lead to slightly better operational
efficiency, reduced errors & improved data
accuracy.

Effort-Benefit Quadrant Model for LLM Integration with SAP

oa
OO Quadrant

E@ Description

The integration of LLMs with SAP requires a substantial initial investment in terms of time,

Strategic Transformation
(High Efforts, High
Benefits)

resources, and expertise. However, the potential return on investment is also significant.
Enterprises can achieve transformative changes in their operations, leading to major
efficiency improvements, competitive advantages, and innovative customer experiences.
Examples include complex process automation, cross-functional integration,

and revolutionary user interfaces.

Projects that offer substantial ROI without requiring extensive Resources or drastic changes.

Tactical Enhancements
(Low Efforts, High

These are opportunities where LLM integration can enhance existing processes, optimize
specific tasks, and improve decision-making. These efforts might involve streamlining

Benefits) workflows, automating routine tasks, and improving customer interactions. They offer
high-value returns with relatively manageable efforts.

Operational Optimization
(High Efforts, Low

The potential ROl might be relatively lower compared to the investments required. These
initiatives involve optimizing existing processes with LLM integration, aiming to achieve

Benefits) incremental improvements. While the ROl may not be as substantial, these efforts can still
lead to slightly better operational efficiency, reduced errors, and improved data accuracy.

Initiatives like small-scale experiments or explorations. While the direct ROl might not be

Exploratory (Low Efforts, substantial, these efforts provide valuable insights into the capabilities of LLMs within the
Low Benefits) SAP ecosystem. They can help organizations understand the technology, identify potential
use cases, and lay the groundwork for future strategic implementations.

T 12
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We applied the above depicted model across all the three top areas/use cases (as explained in sections 3.1, 3.2, 3.3 above) of
unleashing potential of LLM and presented below is our PoV with classification of certain use cases across the Effort-Benefit
quadrants.

Tactical Enhancements Strategic Transformation

® Customer Service and Support
Invoice Processing
® Predictive Maintenance and Service

® Complex Process Coordination
® Supply Chain Management
Inventory Management

Exploratory Operational Optimization

Workflow Automation
® Dynamic Customer Interactions
© Sales and Marketing

® Finance and Accounting
Data Entry and Validation
® (ross- Functional Collaboration

@ Functional Reimagination Automation @ Process Orchestration

4.1 Strategic Transformation (High Efforts, High Benefits)

e

Functional Area Process Orchestration

Automation

Supply Chain Management Inventory Management Complex Process Coordination

Initiatives that involve integrating
LLMs to optimize complex supply
chain decision-making, demand

Transforming inventory management
through LLM-powered automation
can involve integrating real-time

Transforming complex process
coordination involves integrating
multiple modules and optimizing

forecasting, and real-time inventory
management. This requires significant
efforts due to the complexity of
supply chain operations but promises
transformative improvements in
efficiency and cost savings.

data, forecasting algorithms, and
supply chain optimization. While it
requires significant efforts, the
potential ROl is high due to enhanced
efficiency, reduced stockouts, and
improved cost savings

workflows. While it requires
substantial efforts, the potential ROI
is high due to improved efficiency,
accuracy, and streamlined operations.

13
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4.2 Tactical Enhancements (Low Efforts, High Benefits)

( [l
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Functional Area

Customer Service and Support

Efforts to integrate LLMs for
automating customer interactions,
providing instant responses, and
enhancing user experiences. These
initiatives can offer a high ROI as they
improve customer satisfaction and
streamline support processes without
requiring extensive efforts.

(%

Automation

Invoice Processing

Automating invoice processing
using LLMs can result in substantial
ROI by reducing manual data entry
and accelerating accounts payable
processes. The integration effort

is moderate due to the need for
data extraction and integration
with ERP systems.

e

Process Orchestration

Predictive Maintenance &
Service

While predictive maintenance
enhances operational efficiency, the
direct ROI might not be as
substantial. Exploratory efforts in this
area can provide insights into the
feasibility and potential benefits of
proactive maintenance.

4.3 Operational Optimization (High Efforts, Low Benefits)

(I_Z
2 _|

Functional Area

Finance and Accounting

Projects that involve using LLMs to
automate specific financial analysis
tasks, such as identifying anomalies
in financial reports or assisting with
compliance checks. These initiatives
might require substantial efforts but
can improve accuracy and efficiency
in financial operations.

(%2

Automation

Data Entry and Validation

While automating data entry and
validation can lead to operational
efficiency gains, the direct ROl might
not be as high as other examples.
However, the effort required to
design and implement the integration
with LLMs could be substantial due
to the complexity of capturing and
processing data accurately.

e

Process Orchestration

Cross-Functional Collaboration

While enhancing cross-functional
collaboration can streamline
processes, the direct ROI might not
be as high as other examples.
However, the effort required to
establish efficient communication
channels and integration points
might be substantial.

14
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4.4 Exploratory (Low Efforts, Low Benefits)

( el
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Functional Area

Sales and Marketing

Exploratory projects that leverage
LLMs for analyzing customer
sentiment, generating personalized
marketing content, or assisting in
market trend analysis. These efforts
might involve limited resources and
offer insights into potential future
applications of LLM technology.

(%

Automation

Workflow Automation

While automating workflows

with LLMs can provide efficiency
improvements, the initial ROl might
not be as substantial. Exploratory
efforts to automate specific
workflows can provide insights
into the feasibility and potential
benefits, requiring moderate
efforts for integration.

(B

Process Orchestration

Dynamic Customer Interactions

Enhancing customer interactions
using LLMs can increase customer
satisfaction and sales. The integration
effort is moderate, involving
integrating customer data and
automating personalized responses.

By categorizing functional areas based on their potential ROl and efforts required for LLM

integration, enterprises can make informed decisions about prioritizing initiatives. For instance,

supply chain management could be a strategic focus area due to its potential for transformative

change, while customer service enhancements might be a tactical approach for quick gains.

Similarly, while initiatives in finance and accounting might require significant efforts, they can

lead to operational optimization and improved data accuracy. Exploratory efforts in sales and

marketing can help organizations test the waters before committing extensive resources.

Similarly, automation needs to be examined on ROI and efficiency, and some examples are

categorized as shown in the tables above. This model helps organizations prioritize their

automation efforts based on their desired balance between ROl and resource allocation,

ultimately leading to more informed decision-making and efficient implementation.

Note: The categorization may vary based on each organization’s needs, resources,

and capabilities. It's essential to assess both the short-term benefits and long-term

strategic impact of automation initiatives in the context of SAP/ERP systems.

15
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Our approach of Process
5 Centric LLMs for
Enterprise Excellence

At LTIMindtree, our primary objective is to provide sustainable value to enterprises by
strategically addressing challenges at the intersection of industry needs, domain, and persona.

Industry

@)
M

Persona

We recognize that every industry faces unique obstacles across a spectrum of business processes
and often operates in silos. Our approach goes beyond issue resolution; we aim to unlock future
opportunities, faster, and do so collaboratively. The five guiding principles that underscore
our solution-building process are:
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Highly Secured Scalable and Value Persona- Technology
and Resilient Sustainable Creation Centric Agnostic
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Highly Secured and Resilient

We prioritize the security and resilience of our solutions to protect enterprises from

potential threats and disruptions.

Scalable and Sustainable

Our solutions are designed not only to meet current requirements but also to scale
and adapt to evolving needs, ensuring long-term sustainability.

Value Creation

LTIMindtree is committed to creating tangible value for our clients. We aim to not only
address existing challenges but also to bring about positive outcomes and benefits.

Persona-Centric

Understanding the specific needs and preferences of end-users or personas within the
enterprise is central to our approach. We tailor our solutions to enhance user adoption
and satisfaction.

Technology Agnostic

We embrace technology agnosticism, working seamlessly with a wide range of
technologies and platforms, including industry standards like SAP, Oracle, ServiceNow,

and more.

17
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We are committed to resolving current issues and unlocking future opportunities collaboratively
and efficiently with the partner ecosystem. Our guiding principles of security, responsible Al,
scalability, sustainability, value creation, persona-centricity, and technology agnosticism
are the pillars upon which we build solutions that empower enterprises to thrive in a dynamic
and ever-changing business landscape. Together, we aim to create timeless enterprises that

are well-prepared for the future.

#BuildingTimelessEnterprise
#FutureFasterTogether

LTIMindtree is a global technology consulting and digital solutions company that enables enterprises across industries to
reimagine business models, accelerate innovation, and maximize growth by harnessing digital technologies. As a digital
transformation partner to more than 700 clients, LTIMindtree brings extensive domain and technology expertise to help drive
superior competitive differentiation, customer experiences, and business outcomes in a converging world. Powered by 82,000+
talented and entrepreneurial professionals across more than 30 countries, LTIMindtree — a Larsen & Toubro Group company
— combines the industry-acclaimed strengths of erstwhile Larsen and Toubro Infotech and Mindtree in solving the most
complex business challenges and delivering transformation at scale. For more information, please visit www.ltimindtree.com.

LTIMindtree Limited is a subsidiary of Larsen & Toubro Limited



