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Background and scope of the research

In the last few years, many GBS centers have scaled up the adoption of automation and are now playing a key role in the overall enterprise automation adoption journey. The challenge
now lies in decoding the technologies, governance models, and Intelligent Automation (IA) architecture to bring in the next wave of automation-led benefits for the enterprise.
In this research, we aim to capture the key trends, challenges, and way forward for GBS centers in their automation journey. This report specifically provides:

e Key trends and the landscape of automation in GBS
e Role of GBS in driving intelligent automation adoption
o Key themes as GBS centers look to scale adoption

e Critical success factors for GBS

The report is primarily based on interactions with senior leaders from 50+ GBS centers of global enterprises, service providers, and automation technology vendors.

Scope of this report:

Geography Industry Coverage

Global ’ Analysis of 50+ GBS centers Ongoing interactions with GBS
across multiple industries — organizations, service providers,
banking, retail, engineering, etc. and IA technology vendors
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Overview and abbreviated summary of key messages

This report provides a detailed view of key trends for |IA adoption in GBS, role of GBS in driving intelligent automation adoption, themes that GBS centers look to scale adoption, and critical
success factors for GBS centers in their automation journey.

Some of the findings in this report, among others, are:

Key tren_ds a_nd landscape of e In the past 12-18 months, several GBS organizations have strengthened their IA capabilities. Many large enterprises have established their
automation in GBS CoEs (hub or spoke) in their GBS center to support their global automation agenda

e GBS centers today are supporting a wide array of solutions such as document processing and conversational Al

Role of GBS in driving _ e There are three broad types of support provided by GBS centers, often in collaboration with the IT Function — (i) advisory or consulting
intelligent automation adoption support for business entities, (ii) infrastructure support to businesses, and (iii) combination of advisory, platform support, end-to-end
development, deployment, and hypercare

Key themes as GBS centers e The key emerging themes covered in this report include (i) enabling greater participation through a citizen model, (ii) unlocking greater
look to scale adoption potential with process orchestration, (iii) pivot towards Al-centric solutions, (iv) process mining as a precursor to automation, (v) growing
demand for synthetic data, and (vi) faster application development using low-code/no-code technology

Critical success factors for e Shifting the mandate from a CoE hub to business will be critical to the success of automation programs

GBS

e GBS organizations will need to make conscious efforts to address talent-related challenges considering an array of avenues

e Accelerating the leverage of holistic automation tools including technologies such as process mining and process orchestration, in addition to
Al-/ML-based solutions, will be critical to scaling up faster and delivering greater business outcomes

/Eerest Group®



This study offers four distinct chapters providing a deep dive into key aspects of 1A adoption
in GBS centers; below are four charts to illustrate the depth of the report

Distribution of GBS centers by level of participation in automation initiatives

Role of GBS centers in driving the
enterprise’s automation agenda

\

100% = 175-200
enterprises

Key themes as GBS centers look to scale adoption

Pivot towards Al-
centric solutions

Faster application 55

development using ED’O

low-code/no-code
technology

’
e
2
)

g

30% 70% —p - 50% 50% .
Limited / no role Active role Largely parent-driven GBS leads design/ 2
approach; provides execution of parent
opportunistic support strategy; influences
with no/limited decisions on go/
influence no-go opportunities
Advisory support

Growing demand
for synthetic data

| Role of GBS in driving intelligent automation adoption

Critical success factors for GBS

Enabling greater Process mining ,’\
"'@"' participation through as a precursor to [=— w
S iti ion ==
e a citizen model 3 automation ‘

Operating model Talent model
Shifting the mandate from a
CoE hub to business will be
critical. Best-in-class adopters
are using a federated or hybrid
CoE model - one in which the
onus of building the pipeline,
developing and deploying
robots, and training resources
lies with the individual
business functions, and the
CoE is responsible for broader
governance and enablement.

GBS organizations will need to
make conscious efforts to address
talent-related challenges
considering an array of avenues
such as investing in improving brand
perception in the talent market, out-
of-the-box talent acquisition methods
(such as partnering with the external
ecosystem), developing contingent
workforce strategies and a citizen
model (see next point), helping the
workforce to continually develop
skills, and creating learning cultures,
among others.

Platform/infrastructure support

Citizen model

To enable the citizen-led
model, the CoE needs to get a
broader workforce involved in
the automation journey by (i)
tweaking the operating model to
increase business participation
and accountability, (i) targeted
in-house training initiatives, and
(iii) promoting a culture of
innovation and design thinking
across the organization (e.g.,
rewarding ideas and addressing
myths/concerns around impact
and/or benefits of automation).

There are three broad types of support provided by GBS centers in collaboration with the IT Function

i

Automation as a service —

h

f

end-to-end support

Training efforts

The CoE needs to implement
integrated and structured
training programs to train a
wide array of stakeholders
including functional leaders
and executives (on aspects
such as negotiation and
building business case) to build
a strong talent base that
supports the automation
agenda.

‘%]_rg,

Technology leverage

Accelerating the leverage of
holistic automation tools
including technologies such as
process mining and process
orchestration, in addition to
Al-/ML-based solutions, will be
critical to scaling up faster and
delivering greater business
outcomes.
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Il Published Planned [ Current release
Global In-house Center (GIC) Landscape Annual Report 2018 — GICs Emerging as Innovation CoEs for Global Enterprises May 2018
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Banking, Financial Services, and Insurance GBS Market Landscape Report September 2021
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The Next Wave of Automation in Global Business Service (GBS) Organizations: What Lies Ahead? December 2021
Role of Next-generation Technology in GBS Talent Management Q4 2021
GBS 4.0: Re-imagining GBS of the Future Q1 2022
GBS State of the Market Report 2021 Q1 2022
GBS CXO insights: GBS Key Issues Report 2022 Q1 2022
Corporate Functions Report Series Q1 2022
Guided Report on Evolution of Banking & Financial Services GBS Organizations Q1 2022

Note: For a list of all our published Catalyst™ reports, please refer to our website page
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Research calendar
Service Optimization Technologies (SOT)

Il Published Planned [ Current release
Intelligent Process Automation (IPA) — Solution Provider Landscape with Solutions PEAK Matrix® Assessment 2021 March 2021
Intelligent Document Processing (IDP) — Technology Vendor Landscape with Products PEAK Matrix® Assessment 2021 April 2021
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Conversational Al — Technology Vendor Landscape with Products PEAK Matrix® Assessment 2021 August 2021
Robotic Process Automation (RPA) — Technology Provider Landscape with Products PEAK Matrix® Assessment 2021 September 2021
Process Orchestration — State of the Market Report 2022 October 2021
Conversational Al — State of the Market Report 2021 October 2021
Robotic Process Automation (RPA) State of the Market Report 2022 Q4 2021
The 360-degree Enterprise Automation Playbook May 2020
Understanding Cloud-native RPA January 2021
Mine Your Journey to Digital Excellence March 2021
Intelligent Document Processing (IDP) Playbook 2021 June 2021
Process Mining Playbook 2021 June 2021
Scaling Up Intelligent Automation August 2021
The Next Wave of Automation in Global Business Service (GBS) Organizations: What Lies Ahead? December 2021

Note: For a list of all of our published SOT reports, please refer to our website page

/Rerest GI’OUp® Proprietary & Confidential. © 2021, Everest Global, Inc. | EGR-2021-34-CA-4859


https://www2.everestgrp.com/reports?Cat0=841

Everest Group®

With you on the journey

Everest Group is a research firm focused on strategic IT, business services, engineering services, and sourcing. Our clients
include leading global companies, service providers, and investors. Clients use our services to guide their journeys to achieve
heightened operational and financial performance, accelerated value delivery, and high-impact business outcomes. Details and
in-depth content are available at www.everestgrp.com.

Stay connected

Website Dallas (Headquarters) London

everestgrp.com info@everestgrp.com unitedkingdom@everestgrp.com
+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

Blog +91-124-496-1000

everestgrp.com/blog

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.



mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:canada@everestgrp.com
https://www.everestgrp.com/
https://www.everestgrp.com/blog
https://www.youtube.com/channel/UCbQ1l16kgLcWzLOSIN3cdHg
https://www.linkedin.com/company/everest-group
https://twitter.com/EverestGroup
https://www.facebook.com/everestgrp/
https://www.everestgrp.com/

	Slide Number 1
	Our research offerings
	Slide Number 3
	Background and scope of the research
	Overview and abbreviated summary of key messages
	This study offers four distinct chapters providing a deep dive into key aspects of IA adoption in GBS centers; below are four charts to illustrate the depth of the report
	Research calendar�CatalystTM
	Research calendar�Service Optimization Technologies (SOT)
	Slide Number 9

