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With a rich heritage that dates back to 1748, Villeroy & Boch Group is one of Europe’s 
oldest brands. Sold to customers in 125 countries, its premium bathroom ceramics and 
tableware combine timeless style with innovative design. To optimize productivity, the 
company needed its processes to be as efficient as possible and wanted to reduce time 
spent on repetitive tasks. By harnessing the latest intelligent robotic process automation 
and artificial intelligence technologies, the manufacturer has developed automation bots to 
carry out routine, low-value tasks and make ERP processes intelligent. This is 
enabling improvements in operational efficiency and frees up staff to spend time on non-
routine and higher-value activities.

Villeroy & Boch Group: Improving 
Operational Efficiency Using Digital 
Assistants and Intelligent Bots

Picture Credit | Villeroy & Boch Group, Mettlach, Germany. Used with permission.



Before: Challenges and Opportunities
• Optimize productivity by making processes as efficient as possible
• Reduce time spent on repetitive tasks involving different systems and unstructured data
• Enable the development of automated workflows without adapting the core SAP® ERP application

Why SAP
• Ability to leverage solutions and services on SAP Business Technology Platform to develop classic and 

intelligent bots without impacting the core SAP ERP infrastructure
• Intuitive functionality of SAP Intelligent Robotic Process Automation (SAP Intelligent RPA) services, 

part of SAP Extension Suite, to create “classic” RPA bots – digital assistants (both attended and 
unattended) that follow predefined workflows based on set business rules 

• Development of an intelligent, hyper-automated bot by integrating the classic bot using the Document 
Classification service, part of SAP AI Business Services, to autonomously carry out the more complex 
task of classifying and interpreting e-mail attachments

• Versatility of using SAP AI Business Services, such as the Document Information Extraction and 
Invoice Object Recommendation services, to build other intelligent bots 

• After: Value-Driven Results
• Increased operational efficiency with streamlined and accelerated workflows
• Empowered employees to engage in more-fulfilling, value-added activities
• Improved customer experiences, allowing staff to spend more time handling nonroutine queries
• Created bots that are tailored to employees’ precise needs, with early productive testing to capture user 

feedback and make adaptations as required

Cutting Time Spent on Administration with SAP® Intelligent 
Robotic Process Automation and SAP AI Business Services

“With our bot-building program, we can flexibly and 
quickly automate workflows in many functional areas. 
This enables us to improve efficiency and devote more 
time to delivering better customer service.”
Daniel Neuhäuser, Head of ERP Core Solutions, Villeroy & Boch Group

Villeroy & Boch Group
Mettlach, Germany
www.villeroyboch-group.com

Industry
Consumer products

Employees
7,500

Revenue
€853 million

Products and Services
Bathroom ceramics and 
tableware

Featured Solutions and Services
SAP Business Technology Platform, 
SAP Intelligent RPA, and SAP AI 
Business Services (Document 
Classification and Document 
Information Extraction)

~10
Digital assistants carrying 
out simple automated tasks 
in accounts, purchasing, and 
customer services

6,000
Documents checked, 
classified, and processed 
each year using one
AI bot
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http://www.villeroyboch-group.com/


With a pioneering vision to streamline workflows using robotic process automation, Villeroy & 
Boch Group embarked on an ambitious bot-building program. The business submits proposals 
outlining different use cases and the project team selects those where cross-system automation 
is required and where there is a high level of repetitive manual system interaction.

Classic “attended” (supervised by a member of staff) bots carry out simple, frequently occurring 
tasks such as responding to standard e-mail inquiries, making general ledger postings, and 
updating purchasing information records. The company was the first SAP customer worldwide 
to go live with an intelligent bot that uses SAP® Intelligent Robotic Process Automation
(SAP Intelligent RPA) technology with the Document Classification service, part of SAP AI 
Business Services, as shown in the figure. This bot checks attachments in e-mails and uses AI 
functionality to determine whether the attachments are invoices, auto-confirmations, or delivery 
notes. Based on the document type, the bot then processes the attachment appropriately.

To enable automated invoice processing and posting in SAP ERP, the company is testing 
enhancements to the existing intelligent bot with the Document Information Extraction service. In 
addition to classifying documents, that bot would also extract relevant information and enrich it 
with additional master data.

Automating End-to-End Processes with 
Intelligent Decisions

“Our journey of discovery with SAP Intelligent RPA 
and SAP AI Business Services is ongoing. We’re 
now developing bots that can automate routine 
tasks and trigger processes autonomously, 
transforming processes and helping maximize 
business value.”
Daniel Neuhäuser, Head of ERP Core Solutions, Villeroy & Boch Group

91%
Of 3,000 incoming emails 
per year automated
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Figure: Architecture for Hyper-Automation of Cross-Solution Processes
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