/aerest Group®

RESEARCH

Enterprise Robotic Process Automation (RPA) Adoption |
Pinnacle Model™ Analysis

Market Report — March 2018: Complimentary Abstract / Table of Contents

Everest Group®

PINACLE

MODEL

Copyright © 2018, Everest Global, Inc.

EGR-2018-42-CA-2586



- _____________________________________________________________________________________
Our research offerings for global services

P Market Vista™
Global services tracking across functions, sourcing models, locations, and service providers —

industry tracking reports also available In addition to a suite of published research,
a membership may include

More about membership

» Application Services » Human Resources
: : : : _ : : : e Price book
» BPS | Banking & Financial Services » ITS | Banking & Financial Services :
e Pinnacle Accelerators
P BPS | Healthcare & Life Sciences P ITS | Healthcare & Life Sciences
e Data cuts
» BPS | Insurance P ITS | Insurance e Analyst access
» Catalyst™ » IT Services Forecaster™ e Virtual Roundtables
» Cloud & Infrastructure P Locations Insider™ e Workshops
P Customer Experience Management Services P PricePoint™
P Digital Services » Procurement Custom research capabilities
> Engi ing Servi > R itment & Talent Acquisiti e Benchmarking | Pricing, delivery model,
ngineering Services ecruitmen alent Acquisition skill portfolio
P Finance & Accounting P Service Optimization Technologies e Peer analysis | Scope, sourcing models,
locations

Locations | Cost, skills, sustainability,
portfolio — plus a tracking tool

Membership information

This report is included in the Strategic Sourcing and Vendor Management Membership

e If you want to learn whether your organization has a membership agreement or

request information on pricing and membership options, please contact us at

info@everestgrp.com, unitedkingdom@everestgrp.com, or india@everestgrp.com e Other | Market intelligence, service
provider capabilities, technologies,
contract assessment

e Tracking services | Service providers,
locations, risk

G r r © Copyright © 2018, Everest Global, Inc.
REseEA?gE G Oup EGR-2018-42-CA-2586 2


mailto:info@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:india@everestgrp.com

Everest Group’s Service Delivery Automation (SDA) Spectrum
SDA includes a spectrum of automation solutions for delivering

global services
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Autonomics Structured and Deterministic No Yes, but Distributed 1
semi-structured limited to its computing X
computing :
environment 1
_______________________________________________________________________________________ 1
Narrow Artificial All types of data Probabilistic Yes, but Yes, but Cognitive
Intelligence including limited to a limited to a computing
unstructured particular particular (machine
area domain learning,
deep learning,
and NLP)
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2 General Artificial All types of data Probabilistic Yes, across Yes, across Not available
© @]@ Intelligence including multiple multiple
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Note: In this report ,we have referred to rules-based/deterministic SDA solution (i.e. RDA, RPA, and Autonomics) collectively as RPA
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Everest Group

Pinnacle Model™ research methodology
PINAMOD
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the-best companies provide
insights into the key |
enablers needed to achieve | ...
desired outcomes and point ,a: Form We form an emerging point of view on the correlations between capabilities and outcomes,
to the investments required Q)\ hypotheses adoption trends, and key success factors

for the greatest speed to

impact. Whether companies

Definition of Pinnacle 3 Define the We evaluate multiple topics to identify hot topics that will resonate globally with sourcing
Enterprises™ 1 topic leaders. We work with internal and external SMEs to define the topic and set boundaries.
Everest Group Pinnacle
Model™ analysis identify
Pinnacle Enterprises™, “] Survey We use surveys, RFls, and other data collection methods to gather information from
companies thatare 3 enterprises enterprises on capabilities and outcomes associated with the topic under evaluation
achieving superior business |
outcomes because of their |

;cfjvrir;;gdo? 35) ;Sbemgg;_zg © HE Interview We then conduct interviews/roundtables with a subset of participants to gain deeper

1 3 "l'lJ participants perspectives on their experiences, challenges, and journeys

are wanting to make ! Validate and A cross-section of SMEs from various practices debates and refines the emerging
incremental changes or ‘ @ refine hypotheses

achieve major

transformations, Pinnacle |

Enterprises exemplify the r Publish and We compile and share final results with participants, our members, and other stakeholders
way o success. 1 'ﬁ educate in the global services sector. Participants also receive a high-level customized analysis

Cl )P 0.
4 =

enterprise adoption
patterns to compare outcomes with associated capabilities Pinnacle Enterprise™  Accelerating your Implications for

differentiators RPA journey enterprises

/O\ In the current Pinnacle Model™ analysis, we look at
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This study offers five distinct chapters providing a deep dive
iInto key aspects of RPA market; below are four charts to
iIllustrate the depth of the report

Enterprise RPA adoption on the Pinnacle Model™ | Top five distinctive capabilities for RPA Pinnacle Enterprises

@ Top five distinctive capabilities for RPA Pinnacle Enterprises () Other distinctive capabilities for RPA Pinnacle Enterprises
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Capability maturity =~ = H ! - 1 [ B T !
L | Implementation approach ' H ' H ' | Next-gen automation ' H '
A v v v v L (w] o (@] i !
B T ¥ § B |
'\\ IT alignment ,'I '\\ ,: '\\ ) '\\ Technology sourcing ,'I '\\ ,"
Assessment of capability maturity |Assessment of outcomes achieved
Distribution of RPA projects by stage Average improvement (over pre-RPA scenario) from RPA on operational metrics
(Share of RPA projects) I Pinnacle Enterprises Hl Other enterprises I Pinnacle Enterprises Hl Other enterprises
0,
Steady-state 63%
65% implementation / 51%
running automations
18% . Scaling-up from pilots
7% I Piloting
10% Plannin Increase process Reduce process cycle Improve staff productivity Achieve SLA compliance
° 9 accuracy time or enhance process
agility
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Research calendar - Service Optimization Technologies (SOT)

Il Published Planned | | Current release

E:Enterprise Robotic Process Automation (RPA) Adoption | Pinnacle Model™ Analysis .. . March 2018:5
Robotic Process Automation (RPA) — Technology Vendor Landscape with PEAK Matrix™ Assessment 2018 -~ Q22018
Robotic Process Automation (RPA) — Technology Vendor Profile Compendium 2018 . Q2 2018
Robotic Process Automation (RPA) — Annual Report 2008 oo Q22018
Intelligent Document Processing — Technology Vendor Landscape with PEAK Matrix™ Assessment 2018 ... Q32018
Chatbots / Virtual Agents — Technology Vendor Landscape with PEAK Matrix™ Assessment 2018 ... Q32018
Viewpoint — Creating business value through next-generation smart digital workforce ... February 2018
Report — Role of Al/Cognitive in CC ServiCes Q1 2018
Viewpoint — Enterprise-grade RP A Q2 2018
Viewpoint — RPA In healthCare Q2 2018
Report — Buyer feedback analysis for RP A Q2 2018
Viewpoint — Citrix Automation - Challenges and Opportunities Q2 2018
Viewpoint — Fulfilling the promise of RPA in F&A - A reality cheCk ... Q32018
Viewpoint — Growth and Impact of Cognitive/Al IN FAO L Q4 2018
Viewpoint — Robot Security in RPA Implementations . Q4 2018

Note:  For a list of all SOT reports published by us, please refer to our website page
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Additional SOT research references

The following documents are recommended for additional insight on the topic covered in this report. The recommended documents either
provide additional details on the topic or complementary content that may be of interest

1. Creating Business Value Through a Next-Generation Smart Digital Workforce (EGR-2018-38-V-2548); 2018. The purpose of this study is to
assist organizations in building a smart digital workforce with enterprise-grade SDA technologies and solutions that can help them achieve strategic
business outcomes. It also discusses the key business problems in the traditional workforce model and how can enterprises overcome them by
transforming their front- and back-office operations through a next-generation smart digital workforce

2.  Everest Group - Artificial Intelligence in Global Services - State of the Market Report (EGR-2017-13-R-2397); 2017. This report helps demystify
Al from the point of view of global services (i.e., IT and business process services). It includes perspectives from the market about the differing
definitions of Al, its adoption across industries and functions, various drivers behind and threats to adoption, and a deep-dive into the Al technology
vendor landscape

3.  RPA Implementation in GICs — Learnings and Best Practices (EGR-2017-2-R-2514); 2017. This report captures key learnings and experiences of
best-in-class GICs that have undertaken RPA implementation. It also includes case studies on the RPA journey of leading GICs from a variety of
industry verticals and stages of RPA adoption, with a focus on challenges faced and mitigation approaches employed

4. The Business Case for RPA and Chatbots in Contact Centers (EGR-2017-1-R-2462); 2017. This report assesses the financial impact of the
adoption of SDA solutions such as RDA, RPA, and chatbots on the total cost of contact center operations and the typical SDA adoption journey for
enterprises. It also provides few case studies of enterprises, who have currently adopted the SDA solutions to improve customer experience along
with key learnings

For more information on this and other research published by Everest Group, please contact us:

Michel Janssen, Chief Research Guru: michel.janssen@everestgrp.com

Sarah Burnett, Vice President: sarah.burnett@everestgrp.com

Sakshi Garg, Practice Director: sakshi.garg@everestgrp.com

Amardeep Modi, Practice Director: amardeep.modi@everestgrp.com

Jayapriya K, Senior Analyst: jayapriva.k@everestgrp.com

SOT Team: SOTResearch@everestgrp.com
Gerest Group® Copyright © 2018, Everest Global, Inc. 9
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Everest Group®

From insight to action.

About Everest Group

Everest Group is a consulting and research firm focused on strategic IT, business
services, and sourcing. We are trusted advisors to senior executives of leading
enterprises, providers, and investors. Our firm helps clients improve operational

and financial performance through a hands-on process that supports them in making
well-informed decisions that deliver high-impact results and achieve sustained value.
Our insight and guidance empower clients to improve organizational efficiency,
effectiveness, agility, and responsiveness. What sets Everest Group apart is the
integration of deep sourcing knowledge, problem-solving skills and original research.
Details and in-depth content are available at www.everestgrp.com.

Dallas (Headquarters)
info@everestgrp.com
+1-214-451-3000

Bangalore
india@everestgrp.com
+91-804-276-4533

Delhi
india@everestgrp.com
+91-124-496-1000

London
unitedkingdom@everestgrp.com
+44-207-129-1318

New York
info@everestgrp.com
+1-646-805-4000

Toronto
canada@everestgrp.com
+1-416-388-6765

Stay connected

Website

WwWw.everestgrp.com

Social Media
@EverestGroup

m @Everest Group

Blog Sherpas In Blue Shirts

www.sherpasinblueshirts.com
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