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The Myths, Truths and the Six “C”s of Automation

 RPA is a disruptive technology that is transforming
operating models.

400 — 800 million jobs

* Many organizations have already successfully could be automated by
performed automation POCs or Pilots. 2030
. The next step is to scale - McKinsey

e At <XXX>, we have seen enterprises realize stronger
results by adapting Practical RPA using six “C”s of
automation:



WHAT is Robotic Process Automation, WHERE can it be applied, and HOW do
we start?
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« RPA is part of an Intelligent Automation continuum

Artificial intelligence

Intelligent
Automation

Assisted and
Unassisted

automation
Process

standardization,
centralization




The Six C’s of automation

Crossing the chasm Complexity
. Good to Great *  End to End / Lowest hanging
fruit?
Context .
Collaboration

+  Horses for courses Automation

Center of
Excellence

*  Culture and Team work
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Customer Experience Compliance

* User at the Center « Less Controls or More







RPA is a simple tool ... but RPA projects are complex

“Apparent Simplicity, Real Complexity”

WHAT HOW

* Process * Handling * Tasks after automation
selection variances & * New skills, roles &

* Productivity exceptions responsibilities

* Benefits * Target state * Managing breaks &

WORK OF THE
FUTURE

* Speed to Benefit design Knowledge



Complexity

* A structured approach to prioritizing the best use cases,
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Complexity

Setting realistic ROI expectations,
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Collaboration

... And driving automation through collaboration

Governance

Operating
model

“I want my process to deliver First Time
Right”

Less scope for experimentation and learning

“I want high velocity in the delivery of BOTs”

It takes time to develop organizational
momentum before gaining velocity

“My BOTs did not show up to work today”

Digital workforce is harder to monitor and
manage
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Collaboration

Successful collaboration models A large manufacturing client
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Innovate

# FTE Number of
Offset automations

Technology adoption Multi-Hub and spoke model Paradigm shift

Implement
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Robust governance framework: A large CPG client

? uemg_q Home Wark load & Scheduling Performance f_,a @ Avinash =
Digital Workforce Heath (I Utisstion  Show:mllw  JjL 7 :r:::;mmm
o | |
AT I~ 10
"“""‘=== ==g o Breaches 110
P ST e
"‘:’I-:"“"“:“‘=I'===:. Una:-:?zﬂcd
O TA 1
RSS2
"" mﬁ‘s‘::“:““"“# 0o A 2
.........Q* ~’¢~ In progress. - ; On hold
[T
NESSSRSSSY 360 —

BEELLEES=S  Total Robots M
® 54 coiieal @ 240 runnng 66 e e '

12 hctive » 4 Abandoned
System Glances & Edit

Process View - Critical Tickets - Automation Exceplion Motspats |} Automation Exception Analysis Hodifications -
() (&) L ~ 28 12 18
. . S n & 28
s 3.7 ‘}:} : otal Errors  Warnings info

Collaboration

Automation Control Tower

Monitoring

Process tracking
Real-time reporting
SLA, KPI, Alerts & logging

Management

Upkeep, upgrades
Troubleshooting
Security

Self healing

Visibility

Predictive Analytics
Proactive Maintenance
ROI calculators







Compliance

RPA improves accuracy ... but systems coupled through RPA can break down in new ways

Process changes

Data issues Ul changes

Application
functionality
changes

Human Agent Design errors
errors

Coding errors
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Controls + Quality = Compliance
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General RPA
controls

RDLC and change control

Access related

Audit logging

Incident management

Robot failover

Business process
controls

Data integrity

Reconciliation control

Transaction control

Input/output control

Error reporting/alerts

Security and Privacy

controls

Secure RPA configuration

Secure SW enablement

Data privacy controls

Vulnerability management

Data loss prevention

Cyber incident response

Compliance

BOT Life cycle
controls

Risk assessment
Design reviews
Pre-production checks
Post-Go-Live checks

On-going checks






Customer experience

Customer experience doesn’t break in the front end. Clients are
exposed to your operations

Make my operations efficient and
compliant (“Back-to-Front”)

Optlmlze operations Interventions narrowly targeted to cost

take out, neglect the impact on customer
experience

Create compelling journeys

Transform my customer
experience (“Front-to-Back”)

Initiatives narrowly focused there fail

Transform value proposition to deliver impact because the root of

problems is often elsewhere
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Customer experience

Automation optimizes front office efforts and helps elevate customer

experience

Deconstruct

the human

experience
journey

L §

Prioritize processes
that have greater
impact to CX through
automation
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Re-imagine the flow
of work

=

ASSESS

TRANSFORM
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« Identify opportunities to
enhance CX

A medical devices company

leverages Intelligent automation to
achieve

v’ Reduction in registration time
from 5 minutes to < 1 min

v Doubling of feedback capture

v' 70% reduction in resolution time

v’ Easier monitoring of the new
customer feedback process







Humans have context, machines are narrow
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Data + Work type >> Context : The Taxonomy of Intelligent Automation

21

Contact center
automation

Handling card
disputes

Semantic Semantic Semantic

R h ; i i
SR Technologies Technologies Technologies

+
Types of T T T Cross-sell / Up-
work Analytical Predictive Predictive Predictive sell suggestions
performed Analytics Analytics Analytics
T T T Address change
+ + + — Conversational
T T T data
Transactional RPA — + — NLU — + Speech
Processing Address change

—scanned data

Unstructured
Address change

— readable data
Input/Output Data Type processes




Crossing the chasm

Crossing the chasm is the transformation from Good to Great,

“The Good”
* RPA Training

* Technology Proof-of-
concept

e Start with FTE offset
criteria

e Low tolerance for failure

e |T-like monitoring
mechanism

 Knowledge
management
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THE CHASM

Early Market

Minimum
Feature Set
-—

Innovators Early Adopters
2.5% 13.5%

Whole Product

Solution
E—

Mainstream Market

Early Majority Late Majority Laggards

34%

34% 16%

People Who Want Newest Things

People Who Want Complete Solutions and Convenience

“The Great”

Evangelizing RPA

Automation Proof-of-
value

Build momentum first

Experimental and
learning attitude

Hybrid workforce
management

Reusable BOT
development
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Crossing the chasm

... And a journey from RPA - IA - Al with the support of a digital ecosystem

Task Bots Intelligent Machines
Virtual, elastic, Machine Conversational, linguistic,
agents visual Intelligent machines

Cognitive systems
Analytical, pattern
detecting, adaptive,
systems




The Six C’s of automation

Crossing the chasm
*  Good to Great

Complexity

What to automate and How to

- Adapting to a digital-first automate
world through an Intelligent

Automation ecosystem *  Embracing “Work of the Future”

Collaboration

Culture

Context .
Automation

Center of
Excellence

+  Contextualizing data for Al

Operating model

Context

* Intelligent automation

Taxonomy Governance

uoneIoqeo)

Customer Experience
* Customer centricity

Compliance

«  Controls

*  Reimagined flow of work
with focus on CX

*  Quality




