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A host of technologies such as RPA, IDP, conversational Al, process mining, and

process orchestration constitute the IA ecosystem

- Intelligent Automation Platform (I1AP)
[ Automation —— ‘e
Rules-based automation Al-based automation
i RDA / attended RPA Unattended RPA Intelligent Document Conversational Al i
" g Processing (IDP) (CAl) ;
d Monitoring and insights
i Process mining Task mining Al-based analytics
] Enabling capabilities
! Custom Al solutions (such as APl integrations / _ i
i NLP and computer vision) pre-built connectors Data transformation

Process
management
& governance

Process
orchestration

_________________

_’
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Pinnacle Model® research methodology
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. Definition of

' Pinnacle Enterprises™

- Everest Group Pinnacle Model®

- assessments identify Pinnacle

' Enterprises™, companies that are

- achieving superior business outcomes |

o

because of their advanced automation o o

- capabilities. The journeys of these

- best-of-the-best companies provide

- insights into the key enablers needed

~ to achieve desired outcomes and point
~ to the investments required for the

- greatest speed to impact. Whether

- companies want to make incremental

- changes or achieve major
transformations, Pinnacle Enterprises

- exemplify the way to success.

enterprise

O

capabilities

[

u

®
i

.

Define the
topic

Survey
enterprises

Interview
participants

Form
hypotheses

Validate
and refine

Publish
and educate

In the current Pinnacle Model Analysis, we look at

to compare outcomes with associated
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We evaluate multiple topics to identify hot topics that will resonate globally with sourcing leaders. We work
with internal and external SMEs to define the topic and set boundaries

We use surveys, RFls, and other data collection methods to gather information from enterprises on
capabilities and outcomes associated with the topic under evaluation

We then conduct interviews/roundtables with a subset of participants to gain deeper perspectives on their
experiences, challenges, and journeys

We form an emerging point of view on the correlations between capabilities and outcomes, adoption trends,
and key success factors

A cross-section of SMEs from various practices debates and refines the emerging hypotheses

We compile and share final results with participants, our members, and other stakeholders in the global
services sector. Participants also receive a high-level customized analysis

Implications
for enterprises

c@:
Y

Accelerating your
intelligent automation journey

Pinnacle Enterprise
differentiators




This study offers four distinct chapters providing a deep dive into strategy and approach
taken by enterprises for adopting intelligent automation; below are four charts to illustrate

the depth of the report

Differentiators for Pinnacle Enterprises™

el
] [ ]
> . : ™
_ K PY Pinnacle Enterprises
Business impact
Y Each enterprise will have
o B it's own specific journey
) g o depending on the industry,
Operational s 2 Py size and culture
i -
impact = "
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= [ J
: o®%
3 ()
- [ J
Basic Typical Advanced Leaders
Capability maturity >

v v v v v
Vision and strategy Implementation Technology Organization structure Talent management

Vision

Project initiation &
funding

Extent of capability gap | —
Significant gap Moderate Limited gap
Extent of sub cap: y gap to Pinnacle "
Capability Sub capability Basic Typical Advanced Key journey accelerators for enterprises
o Identify and define the future state for all il p before initiating IA
Implementation [ ] B | ~ Define the future state for processes and then re-engineer them, keeping in mind the automation
— approad evolution
. — Standardize and optimize business processes to realize more value from IA adoption
o
Qo e Set up well-defined metrics to the scale, and of IA
g Metrics & KPls - - - M N ; " i
H — Measure metrics such as cost savings, RO, process quality and speed, productivity, and
T customer experience to measure automation initiatives outcomes
° — To measure the scale and efficiency of automation initiatives, collect and monitor metrics such as
o o X - I . license utilization, speed of automation implementation, Straight-Through Processing (STP)
§' Organizational readiness rates, and number of use cases / processes automated

— Standardize the above metrics across the organization and monitor them 24X7 to make data-
backed strategic and operational decisions
e Set up robust risk management protocols
— Set up, regularly monitor, and optimize risk management protocols

— Can include security and risk leaders in the IA journey from the start to prepare, manage, and
mitigate associated risks

| Key implications for

To measure the scale and efficiency of its IA initiatives, enterprises have set-up a well-defined set of
metrics that are standardized across the organization.

Identifying optimal processes to automate and accessing experienced talent are some of the key
challenges enterprises face as they increase automation.

The emphasis on and benefits of a citizen-led model are real and more visible to enterprises that are
scaling up and more mature in their IA programs.

Integrating best-of-breed RPA and Al/cognitive capabilities is the preferred way to source IA
technologies/solutions.

Successful IA initiatives are driven by an inclusive culture; implementing the right change
management strategy is key to unlocking the next phase of growth.

| Assessment of capability maturity and outcomes

mm Pinnacle Enterprises™ Wl Other enterprises

ROl realized from IA initiatives
Share of respondents
100% =10 45

More than 500%

201-500%
40% 101-200%
30% 51-100%
26-50% 35%
27%

Less than 25%

Yet to achieve ROI

/E}erest GI’OUp® Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-43-CA-5202



Everest Group®

With you on the journey

Everest Group is a research firm focused on strategic IT, business services, engineering services, and sourcing. Our research
also covers the technologies that power those processes and functions and the related talent trends and strategies. Our clients
include leading global companies, service and technology providers, and investors. Clients use our services to guide their
journeys to maximize operational and financial performance, transform experiences, and realize high-impact business
outcomes. Details and in-depth content are available at www.everestgrp.com.
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+1-214-451-3000 +44-207-129-1318

Social Media

, @EverestGroup Bangalore Toronto
india@everestgrp.com canada@everestgrp.com

() @Everest Group +91-80-61463500 +1-647-557-3475

€) @Everest Group

© @Everest Group Delhi
india@everestgrp.com
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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