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Objective

The Enterprise Automation Playbook
empowers enterprises at various stages of their
process automation and transformation journeys
with insights, methodologies, and practical advice
to achieve best-in-class outcomes from

Intelligent Automation (lA).
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Overview and abbreviated summary of key messages

Following the pandemic, organizations have been increasingly turning to Intelligent Automation (I1A) — a combination of technologies such as Robotic Process Automation (RPA), Intelligent Document
Processing (IDP), process mining, task mining, process orchestration, and conversational Artificial Intelligence (Al) — to help them transform into digital-first businesses. This Playbook taps various
frameworks, such as Everest Group’s Pinnacle Model™ and Capability Maturity Model (CMM), to empower enterprises to adopt, expand, and scale their automation journeys. It also evaluates
Pinnacle Enterprises’ winning strategies to build IA capabilities and generate superior business impact and outlines a framework for enterprises to develop the business case for IA adoption

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

The need to become a digital-

first enterprise

The IA paradigm

Enterprise automation
journey

Accelerating the enterprise
automation journey
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Evolving into a digital-first business is becoming increasingly important for organizations to remain resilient and competitive
IA enables organizations to successfully evolve their operating models, meet their strategic objectives, and achieve enterprise-wide automation
IA’s role in helping enterprises transform to digital-first operations and address business challenges is driving rapid adoption

The enterprise automation life cycle starts from discovery and ends at continuous monitoring, which acts as a feedback loop back to discovery
An |A platform offers capabilities that serve the key requirements across the different stages of enterprise automation life cycle
Enterprises are achieving increased business value by combining multiple IA technologies and adopting a holistic intelligent automation

Adoption of IA can be driven by ad hoc needs to optimize a few processes or as part of an enterprise-wide strategy to transform operations
A hybrid model of IA adoption brings together the best attributes of top-down and citizen-led approach, overcoming the respective shortcomings

Enterprises can break down their automation journeys into five distinct steps, including understanding the current state and executing against the
mapped path

Maintaining a healthy transformation pipeline is critical to ensuring enterprise-wide automation, and it comprises four key elements

To choose the right intelligent automation solution, enterprises need to consider factors such as product capabilities, ecosystem of service partners,
product training and support, and commercial models

An effective IA change management program includes five key levers to drive and embed the change within the organization



This study offers five distinct chapters providing a deep dive into key aspects of enterprise
automation market; below are four charts to illustrate the depth of the report

The need to become a digital

()

Legac'y business

Cost reduction
Efficient process
SLA compliance

Employee productivity
Legacy systems
Lean Six Sigma
Labor arbitrage

IT-led transformation

Siloed implementations across
business units / departments

Approach

Understand the current
state

IA implementation

the desired outcome

o Assess the current state of
organizational processes

e Map out current capabilities
and outcomes not stand

e Understand the automation
technologies available and
possible outcomes achievable

achievable outcomes

Enterprise automation journey

Create a business case for
the desired outcome

o Identify processes suitable for

o Detail the business case for

o Refine the target outcome
state if the business case does

e lterate, if required, and identify

st enterprise

Drivers of change

Need to address talent shortage and rising

employee expectations

Navigating potential economic downturn
o --- o’(-)‘o ---9
Need to ensure business continuity and
sustainability

N

Evolving customer expectations

o

Need for continuous innovation

Determine the capability
target state

|« Based on the outcome
desired, determine the
capability level required

o |dentify capability
components that would
need to be
created/achieved as part of
the execution path

e

Digital-first business

Reduction in manual work
Enhanced stakeholder experience
Continuous process improvement

Focus on business metrics

Intelligent Automation (IA)

Design thinking
Deep domain expertise
Business- and IT-led transformation

Organization-wide implementations

Traditional levers such as shared services, offshore labor arbitrage, and Enterprise Resource Planning (ERP) have become less effective in generating enterprise outcomes/benefits.

Identify all determinants
and map the path

I o Identify all factors to the
I execution path, including
: environmental ones
I
|

o Identify the best-fit path
based on both IA and
environmental determinants

Execute against the
mapped path

| o Execute based on the
planned path and course
correct, when applicable

o Identify the potential
challenges and barriers
to adoption

o Identify best practice
ks and tools for

successful execution

| The IA paradi

1
Note:
Source:

Adoption of stand-alone RPA Vs. IA
Percentage of enterprises

Intelligent automation’ 38%

Standalone RPA

Q12018

Includes at least one other IA component in addition to RPA.

Q12022

Adoption of other IA levers in addition to RPA
Percentage of enterprises, 2022

IDP 87%
Process &}
849
orchestration @i &
IRISEEES 80%
mining &
Conversational Al " 78%
Task mining @ 65%

Based on the survey responses from 52 enterprises (that primarily adopted standalone RPA) in Q4 2017 and 55 enterprises (who adopted IA) in Q1 2022

Everest Group (2022)

Securing executive
sponsorship and funding

Creating a healthy
transformation pipeline

Developing a business
case for IA

Selecting an enterprise-
grade |A solution

Setting up a Center of
Excellence (CoE)
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Identifying and sourcing
IA talent

© <

Enabling citizen-led
development

@ o245

Developing an effective
change management program
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The Enterprise automation report has four buyer case studies

Case study | EY (page 1 of 2)

Enterprise overview
EY is a multinational professional services compan|

EY%%‘!:JS@:ZZS" merged in 1989 and currently has operationsinovil Case study | security Benefit (page 1 of 2)

consulting, law, strategy, financial services, legal a
Website: https://www.ey.com/en gl

Drivers of adoption

Improve process efficiency: reducing process overheads and erro}
improving the quality as well as enhancing the capabilities of the wol
Reduce time to market: reducing the time to market even when the b Benefit’
transactions rise

Cost avoidance: reducing future labor demand as well as the cost ¢

Security Enterprise overview
Q y Security Benefit Corporation (“Security Benefit”), ar

based insurance company that has been in busineg
in a full range of retirement markets and wealth seg
2021. Security Benefit began its automation journe;

as the scale of operations grows Website: www.securitybenefit.com
IA technologies leveraged ‘ Drivers of adoption ‘
o RPA (both ded and ) o Ct ional Al * Reduce manual effort in less value-adding activities: optimizing |
o Process mining o IDP engaging the workforce in value-adding activities

Application rationalization: reduce inefficiencies due to legacy app
eliminating legacy applications using automation or using automatior
until the application could be upgraded

e Task mining

Key business outcomes ‘
IA technologies leveraged ‘

o RPA
o Task mining
/E\veres(Group"’ Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-38-R-5601 ¢ A/ML models

Key business outcomes ‘
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Case study | Fiserv (page 1 of 2)

Enterprise overview:

Fiserv is a global financial technology and services
= on the financial services industry and has evolved il

10,000 financial institution clients, and handles neal

channel management, insights & optimization, risk ¢
Website: https://www fiserv.com/

Drivers of adoption

Improving efficiency: automate repetitive, manual, and tedious task
the contact center vertical, for improved efficiency

Reducing costs: curtail costs associated with increased number of
manner

Higher accuracy: being a financial services firm, accuracy, error red
avoidance, etc. were also important drivers for adoption

IA technologies leveraged

o RPA e Conversational Al
o Intelligent Document Processing (IDP) e Process orchestratior
o Al/ML (early stages)

Key business outcomes
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Case study | Dentsu International (page 1 of 2)

d e n t s u Enterprise overview

Part of Dentsu Group, Dentsu Ir i is a network desi for helping clients predict and plan for disruptive future opportunities and create new paths to
growth in the sustainable economy. Dentsu delivers people-focused solutions and services through five global leadership brands — Carat, Dentsu Creative, dentsu X,
iProspect, and Merkle. Dentsu International operates in over 145 markets worldwide with more than 46,000 dedicated specialists, and partners with 95 of the top 100
global advertisers. Dentsu began its automation journey in 2017 and has partnered with UiPath as part of its automation program.

Website: www.dentsu.com

Drivers of adoption

Reduce time spent in routine work: reducing the time spent in repetitive, non- o Project initi;
productive work that can instead be utilized in creative, human-centric work o Process selection
o Talent

o Organization structure

IA technologies leveraged

e RPA e Conversational Al
o Process mining o Intelligent Document Processing (IDP)
e Task mining e Process orchestration

Key business outcomes
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Research calendar
Service Optimization Technologies (SOT)

Il Published [ Planned [l Current release

Reports title Release date

Intelligent Process Automation (IPA) — Solution Provider Compendium 2022 May 2022
Intelligent Document Processing (IDP) — Technology Provider Compendium 2022 June 2022
Process Mining — Technology Provider Landscape with Products PEAK Matrix® Assessment 2022 June 2022
Intelligent Document Processing (IDP) — State of the Market Report 2022 July 2022
Process Mining — Technology Provider Compendium 2022 July 2022
Task Mining — Technology Provider Landscape with Products PEAK Matrix® Assessment 2022 August 2022
Conversational Al — Technology Provider Landscape with Products PEAK Matrix® Assessment 2022 September 2022
Task Mining — Technology Provider Compendium 2022 September 2022
Robotic Process Automation (RPA) — Technology Provider Landscape with PEAK Matrix® Assessment 2022 October 2022
Enterprise Automation Playbook 2022 November 2022
Process Mining in Global Business Services (GBS) Q4 2022
Process Mining — State of the Market Report 2023 Q4 2022
Conversing with Al — Conversational Al (CAl) State of the Market Report 2023 Q4 2022
Scaling Automation Across the Enterprise Q4 2022
Digital Adoption Platforms (DAP) — State of the Market Report 2023 Q4 2022

Note: Click to see a list of all of our published Service Optimization Technologies (SOT) reports
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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.

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.
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