
Copyright © 2022 Everest Global, Inc.
We encourage you to share these materials internally within your company and its affiliates. In accordance with the license granted, however, sharing these materials outside of your organization in any form – electronic, written, or 
verbal – is prohibited unless you obtain the express, prior, and written consent of Everest Global, Inc. It is your organization’s responsibility to maintain the confidentiality of these materials in accordance with your license of them.

Market 
Report

Service 
Optimization 
Technologies

EGR-2022-38-CA-5601

Enterprise Automation Playbook 2022
November 2022: Complimentary Abstract / Table of Contents



Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-38-CA-5601

Our research offerings

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

Benchmarking

Peer analysis

Market intelligence

Contract assessment

Locations: costs, skills, 
sustainability, portfolios

Learn more about our 

custom research capabilities

Tracking: providers, locations, 
risk, technologies

This report is included in the following research program(s): 
Service Optimization Technologies
► Application Services ► Enterprise Platform Services ► Mortgage Operations 

► Artificial Intelligence (AI) ► Exponential Technologies ► Multi-country Payroll 

► Banking and Financial Services Business Process ► Finance and Accounting ► Network Services and 5G 

► Banking and Financial Services Information Technology ► Financial Services Technology (FinTech) ► Outsourcing Excellence

► Catalyst™ ► Global Business Services ► Pricing Analytics as a Service

► Clinical Development Technology ► Healthcare Business Process ► Process Mining 

► Cloud and Infrastructure ► Healthcare Information Technology ► Procurement 

► Contingent Staffing ► Human Resources Outsourcing ► Recruitment

► Contingent Workforce Management ► Insurance Business Process ► Retirement Technologies

► Conversational AI ► Insurance Information Technology ► Revenue Cycle Management

► Customer Experience Management Services ► Insurance Technology (InsurTech) ► Rewards and Recognition 

► CX Excellence ► Insurance Third-Party Administration (TPA) Services ► Service Optimization Technologies 

► Cybersecurity ► Intelligent Document Processing (IDP) ► Software Product Engineering Services

► Data and Analytics ► Interactive Experience (IX) Services ► Supply Chain Management (SCM) Services 

► Digital Adoption Platforms (DAP) ► IT Services Executive Insights™ ► Sustainability Technology and Services

► Digital Engineering Services ► Life Sciences Business Process ► Talent Excellence GBS 

► Digital Services ► Life Sciences Commercial Technologies ► Talent Excellence ITS 

► Digital Workplace ► Life Sciences Information Technology ► Technology Skills and Talent

► Employee Experience Management (EXM) Platforms ► Locations Insider™ ► Trust and Safety

► Employer of Record (EOR) ► Marketing Services ► Work at Home Agent (WAHA) Customer 
Experience Management (CXM)

► Engineering Services ► Market Vista™ 

mailto:info@everestgrp.com
https://www.everestgrp.com/custom-decision-support/


Contents

Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-38-CA-5601 3

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

 Our research methodology 5

 Objective of the playbook 6

1. The need to become a digital-first enterprise 7

 Drivers for transformation 8

 Intelligent Automation (IA) as a key lever to transform to digital-first operations 9

 Key components of IA 10

 Role that IA plays in addressing enterprise business challenges/imperatives 11

 Growth in demand for IA 12

2. The IA paradigm 13

 Enterprise automation life cycle 14

 Role of IA across the enterprise automation life cycle 15

 Enterprise adoption of IA 16

 Benefits of adopting IA 17

 Use case – holistic intelligent automation approach 18

3. Enterprise automation journey 19

 Introduction to the enterprise automation journey 20

 Types of programmatic approaches 21

 Understand the current state 26

 Create a business case for the desired outcome 31

 Determine the capability target state 42

Amardeep Modi, Vice President

Anish Nath, Practice Director

Ashwin Ambala, Senior Analyst

Kumaraguru G, Senior Analyst

mailto:kumaraguru.g@everestgrp.com
mailto:ashwin.ambala@everestgrp.com
mailto:anish.nath@everestgrp.com
mailto:amardeep.modi@everestgrp.com


Contents

Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-38-CA-5601 4

 Identify all determinants and map the path 51

 Execute against the mapped path 59

4. Accelerating the enterprise automation journey 62

 Securing executive sponsorship and funding 64

 Creating a healthy transformation pipeline 67

 Developing a business case for IA 71

 Selecting an enterprise-grade IA solution 77

 Setting up a Center of Excellence (CoE) 90

 Identifying and sourcing IA talent 101

 Enabling citizen-led development 107

 Developing an effective change management program 112

5. Enterprise case studies 116

6. Appendix 125

 Understanding IA technologies 126

 IA market characteristics 133

 Intelligent automation Capability Maturity Model (CMM) 137

 Environmental determinants 155

 Variance in execution path steps 156

 Glossary 160

 Research Calendar 162



Proprietary & Confidential. © 2022, Everest Global, Inc. | EGR-2022-38-CA-5601

Enterprise Automation Playbook 2022

5

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 (IA).

Objective 
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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

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

 The enterprise automation life cycle starts from discovery and ends at continuous monitoring, which acts as a feedback loop back to discovery
 An IA 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

The IA paradigm

 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

Enterprise automation 
journey

 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

Accelerating the enterprise 
automation journey

Following the pandemic, organizations have been increasingly turning to Intelligent Automation (IA) – a combination of technologies such as Robotic Process Automation (RPA), Intelligent Document 
Processing (IDP), process mining, task mining, process orchestration, and conversational Artificial Intelligence (AI) – 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

The need to become a digital-
first enterprise

Overview and abbreviated summary of key messages
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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-first enterprise The IA paradigm

Enterprise automation journey Accelerating the enterprise automation journey
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Intelligent Automation (IA)

LeversDesign thinking

Deep domain expertise

Business- and IT-led transformation

ApproachOrganization-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. 

Need to address talent shortage and rising 
employee expectations

Drivers of change

Legacy business Digital-first business

Navigating potential economic downturn

Need to ensure business continuity and 
sustainability

Evolving customer expectations

Need for continuous innovation

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

62%

15%

38%

85%

Q1 2018 Q1 2022

Intelligent automation1

Standalone RPA

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

87%

84%

80%

78%

65%Task mining

Conversational AI

Process 
orchestration

IDP

Process 
mining

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

Source: Everest Group (2022)
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Create a business case for 
the desired outcome

Determine the capability 
target state

Identify all determinants 
and map the path

Execute against the 
mapped path

 Identify processes suitable for 
IA implementation

 Detail the business case for 
the desired outcome
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state if the business case does 
not stand

 Iterate, if required, and identify 
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to adoption
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organizational processes

 Map out current capabilities 
and outcomes

 Understand the automation 
technologies available and 
possible outcomes achievable

 Based on the outcome 
desired, determine the 
capability level required
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execution path, including 
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 Identify the best-fit path 
based on both IA and 
environmental determinants
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The Enterprise automation report has four buyer case studies
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