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HfS Research has been writing about RPA for 3+ Years
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And Now: “The Raw Truth About Intelligent Automation”

FHSfS

| Why HIS?
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The Raw Truth About Intelligent Automation
September 2015 | Charles Sutherland

The delta between the hype and reality of
automation is far too wide. Enterprise service
buyers need a major dose of reality to help them
sort out what is real today versus what Is just
positioning and posturing. Furthermore, enterprise
buyers need common definitions of automation
technologies and how they differ from each other.
This has caused the discussion of automation Iin the
IT/BPO market to become much more confusing for
process and IT owners in the enterprise than Is
necessary.

To help clarify this confusion, we have developed the HfS Intelligent Automation Continuum to
map out the various technologies. And we have surveyed our base of enterprise service buyers
to see what they think the reality of Intelligent Automation (espedially RPA and Cognitive
Computing) Is today. This Insight helps us see what’s real in today’s market versus hype and
pure fantasy—or what we are calling the "Raw Truth of Intelligent Automation.”

Download Now )

search... A

Advanced Search

Request a Briefing

Contact HfS Research to request
a briefing today »




Today’s Discussion

The next threshold of Value: Sourcing in the Digital Age
Intelligent Automation

Rethinking Your Existing Account Base
RPA Readiness

Rethinking Talent

© 2015 HfS Research Ltd. Proprietary |Page 4




C-Suite Priorities: Less Cost, Better Data, Fewer People

How critical are the following C-Suite priorities/directives with your operating model?

" Mission Critical B [ncreasingly Important ® Emerging ¥ Not a Directive

-~

-~
-
~——
-
-
e ———
S

Better address risk and regulation 19% 12%

Real-time data-driven insights 24% 24% 9%

<JFrT6rove the quality of operations talent | :i0 30% 37%

-~

~
~
~
-
-
———————
-

Restrict the recruitment of labor where
possible”

(
Invest in process automation and robotics to.

reduce reliance on labor

N 11% 25%

Source: HfS Research and KPMG LLP, 2015
Sample: 168 Enterprise Buyer Executives from “Achieving Value Beyond Cost” Study

*Numbers may not equal 100 percent due to rounding H S
© 2015 HfS Research Proprietary |Page 5 7
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“The days of labor-based outsourcing are a melting ice cube”

© 2015 HfS Research Proprietary |Page 6 Q HfS
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Welcome to the As-a-Service Economy

The Optimum
Operating Model

Outsourcing ® Shared Services
GBS * BPaaS/SaaS/laaS °®
Crowdsourcing

Empowering Talent
to Make it Possible

Capabilities over Skills ® Defining
Outcomes ® Creativity ® Data Science

Outcome Focus
Collaboration

Agility * One-to-Many

Plug-and-Play Services

Tools/Infrastructure ( Governance

Technology to
Augment Knowledge

Labor

Digitization & Robotic Automation ®
Analytics ®* Mobility ® Social Media
Cognitive Computing

A Burning Platform
for Change

Globalization of Labor ® High-growth
Emerging Markets ® Disruptive
Business Models ® Consumerization

© 2015 HfS Researc h Ltd.



Of Enabling Technologies: Cloud is today’s driving force; RPA
and Cognitive are tomorrow’s

What are the most significant enabling technologies TODAY in your move to the “As-a-
Service Economy” and which do you think will be the most significant in 2018?

Software as a Service

applications
Mobile Apps
B Today
Analytics engines w2018

Social Media platforms

Robotic Process |l 7?2°
Automation tools 40%

Cognitive Computing I 17°
platforms 56%

Source: "ldeals of As-a-Services" Study, HfS Research 2015
Sample: Total = 716; Enterprise Buyers = 178; Advisors/Consultants = 176; Service Providers = 372 » H S

© 2015 HfS Research Ltd.
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The Narrative on RPA is Shifting Towards Transformation

White Papers Webcasts Research Centersw  IT Jobs CIO Executive Council Events Magazinew  Newsletters
NEWS ANALYSIS BLOGS SLIDESHOWS VIDEOS HOW TO “us

DRILLIDOWNS ' Applications BigData BYOD Careers Cloud Consumer Tech Mobile Operating Systems el ll¢a['@l Security Social Media All topics ¥

IT Robots May Mean the End Of Offs hore You are here: Business/Management Topics » Outsourcing » Run
OUtsou rci ng Most Recent Outsourcing Stories

Robotic automatlor? anq autonomic systems—such as those that enable nonengineers to . Infosys Says its Use of B-1 Visas Was for Legitimate
create software or intelligently manage IT infrastructure--could be an offshore- Purposes

outsourcing iller. - Lukewarm Global IT Outsourcing Market Heats Up in

By Stephanie Overby — 9 Comments Third Quarter

Fri, November 16, 2012 = Infosys Prepares U.S. Settlement Over Visa Use, as it

Faces New Class Action Suit

[ share) 130 [ 24 (J & Bue o \More|

= 6 IT Outsourcing Lessons Learned From
Healthcare.gov's Troubled Launch

ClO — Robots vacuum floors. They pick and pack boxes in warehouses. They win at

Jeopardy. And soon they may take IT and business process work away from offshore

outsourcing providers.

Shorelel

See how a brilliantly
simple phone system
with integrated UC
nets unexpected results.

-

. ~
© 2015 HfS Research Proprietary | Page 9 7 H / S




RPA is just One Part of Something Bigger

HfS Intelligent Automation Continuum

Characteristic of process

-~
~

Trigger based Rules based standardized language Rules based dynamic language

Data Center BPM - Business process automation Workflow O

be informed

Automation:
Dopenspan The Automation
Runbook  mm Innovise
Scripti @2i A Autonomic Cognitive True Artificial
pring . : Fully automated
Scheduling . Platforms = Computing Intelligence =
Workload /=" |
automation = cicero] “
Prowss - E Celaton
orchestration
Characteristic of data/information -
”~
Structured Unstructured patterned Unstructured without patterns

© 2015 HfS Research Proprietary |Page 10 Q HfS
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Justified Hype? Major lack of understanding of RPA and
Cognitive

m Do you fully understand the value propositions for the following enabling
technologies for your enterprise?

“Yes M No

Software as a Service applications

Cloud infrastructure

Analytics engines

Mobile Apps

Social Media platforms

Source: "ldeals of As-a-Services" Study, HfS Research 2015
Sample: Enterprise Service Buyers = 178

© 2015 HfS Research Proprietary |Page 11 0 HfS



RPA About Quality, Predictability & Speed

What do you believe to be the most important components of the value
proposition for Robotic Process Automation? (Choose top 3)

: Driving more predictability and higher quality in the _ 65%
! processes °
: Speeding up the time to complete the processes _ 50%

1

: Freeing up staff to move to different projects _ 38%

1

Reducing costs on a continual basis, beyond the o
L 35%

scope of the contract

Creating more reliable data sets for analytics _ 32%

Increasing the standardization of processes _ 29%

Enabling us to move to business-outcomes vs. FTE o
pricing - 24%

Eliminating staff positions - 21%
Increasing control/visibility of end-to-end processes - 18%
Gaining a competitive advantage in my industry I 3%

Source: "ldeals of As-a-Services" Study, HfS Research 2015
Sample: Total = 716; Enterprise Buyers = 178; Advisors/Consultants = 176; Service Providers = 372

© 2015 HfS Research Proprietary |Page 12 Q HfS
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No Standard View of Cost Take Out

What percent of your total process cost today do you expect to remove with RPA,
all else holding constant?

® Good question, don't
have an answer

W40%+

21%

20°
e 36% 20-40%

34% = 0-20%

29%

6%

o= " None

N
moss

Buyers Providers Advisors

Source: "ldeals of As-a-Services" Study, HfS Research 2015
Sample: Total = 716; Enterprise Buyers = 178; Advisors/Consultants = 176; Service Providers = 372 Q

© 2015 HfS Research Proprietary | Page 13



B
RPA is not pervasive in the enterprise

How pervasive is the adoption of robotic process automation in your enterprise today?

We and/or our

We and/or our service providers
service providers use it in

are piloting RPA production
21% sparingly
12%

| don't think it's

We and/or our

anywhere
service providers 43%
are talking about
RPA
24%

Source: "ldeals of As-a-Services" Study, HfS Research 2015
Sample: Total = 716; Enterprise Buyers = 178; Advisors/Consultants = 176; Service Providers = 372 Q

© 2015 HfS Research Proprietary |Page 14



B
RPA Seen as Most Applicable Today in IT

Where do you believe robotic process automation to be applicable? (Choose as many as applicable)

TODAY In 2 Years

IT including service desk _ 82% IT including service desk _ 68%
—— ter vt | 65
Finance & Accounting _ 62% Supply Chain _ 59%
Master Data Management _ 53% Finance & Accounting _ 56%
Supply Chain _ 50% Customer Service _ 50%
Customer Service - 44% Procurement _ 50%
- 32% Marketing - 41%
-

32% Claims Processing - 41%
Source: "ldeals of As-a-Services" Study, HfS Research 2015

Sample: Total = 716; Enterprise Buyers = 178; Advisors/Consultants = 176; Service Providers = 372 H S
© 2015 HfS Research Proprietary |Page 15 7
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RPA Starting Up in Business Units and IT

Who has led the definition of where and how RPA gets deployed in your processes?

RPA software vendors

RPA consultants

Our BPO and IT service providers

Other

Our business units

Our internal IT function

Source: "ldeals of As-a-Services" Study, HfS Research 2015

e
3%
B 6

I o
————

Sample: Total = 716; Enterprise Buyers = 178; Advisors/Consultants = 176; Service Providers = 372

© 2015 HfS Research
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B
The Business Units are Seen as the Long-Term Champions

Who do you see as primarily responsible for championing your RPA environment over time?

Roles are emerging in IT to interface to

the business Our BPO and IT
service providers
14%

Our head of
innovation /
delivery

14%
Our business units

40%
____ Other
6%
Our internal IT
function
Source: "ldeals of As-a-Services" Study, HfS Research 2015 26%

Sample: Total = 716; Enterprise Buyers = 178; Advisors/Consultants = 176; Service Providers = 372 Q

© 2015 HfS Research Proprietary |Page 17
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It’s Not Clear What the Plan is for RPA Over Time

What is the life expectancy you have for RPA in your enterprise?

At most the next 2
years

At most the next 5
years
6%

/

6%

Indefinitely until
we switch out the
applications which
this is used on
23%

Good question, |
don’t have an
answer
50%

Indefinitely, it will

/—have arole in any

currently

anticipated
Source: "ldeals of As-a-Services" Study, HfS Research 2015 . P
Sample: Total = 716; Enterprise Buyers = 178; Advisors/Consultants = 176; Service Providers = 372 architecture

o
© 2015 HfS Research Proprietary | Page 18 1 5 /o Q HfS



Leadership has the desire to change, not the operational layer

How significant do you see the “As-a-Service Economy” for your organization?

¥ Absolutely critical M Critical M Significant ¥ Insignificant

| SVP&Up

VP & Below 21%

Source: "Ideals of As-a-Services" Study, HfS Research 2015
Sample: Enterprise Service Buyers = 178
Numbers may not equal 100 percent due to rounding

© 2015 HfS Research Proprietary |Page 19 Q HfS



Can today’s Service Providers adapt to the evolving model?

How significant are the following obstacles holding back your enterprise’s move to the
“As-a-Service Economy”?

% Highly Significant W SVP & Up B VP & Below
Few available "plug and play" services

Lack of willingness from our service provider(s) to
cannibalize their existing revenue models

Lack of support from our service provider(s) to
share risks/gains with us

General inertia in our organization to change from
the status quo

Lack of trust in service providers

We don't have the talent inhouse to evolve the
current model

Source: "ldeals of As-a-Services" Study, HfS Research 2015

Sample: Enterprise Service Buyers = 178
© 2015 HfS Research Proprietary |Page 20 Q HfS



9 Principles for Putting Intelligent Automation to Work

1) Define outcomes first

2) Start small, start stable

3) Bring IT into the project sooner rather than later

4) Recognize that this is a transformation effort

5) Communicate broadly, address labor concerns head on
6) Evaluate capability — it's a different set of sKills

7) Create a testing environment

8) Plan for new governance models

9) Create a long-term vision for Intelligent Automation that covers talent and
technology

© 2015 HfS Researc h Proprietary | Page 21 Q H / S



A Few (Free) Thought Provoking and Informative Pieces on

_—
o

™

Automation
HfS Research: Also:
= Autonomics Advances the Conversation = CGP Grey (2014), Humans Need Not Apply

© 2015 HfS Research

Beyond RPA

The Lack of Ethics in Enterprise Al and
Intelligent Automation

From RPA TO Al: The HfS Intelligent
Automation Continuum .

Five Ways Automation and Al Are Enabling As-
a-Service Delivery

The Cost of Automation

Deconstructing The Rapidly Maturing RPA .
Conversation

RPA, On the Cusp of Disruption
The Life of RPA

Insights From Early BPO Adopters of Robotic
Process Automation

The 2015 Robotic Premier League Takes
Shape

The Evolving Maturity of Robotic Process
Automation

Proprietary |Page 22

Lacity, M. and Willcocks, L. (2015), “

What Knowledge Workers Stand to Gain from
Automation,” Harvard Business Review
Online, June 19.

Lacity, M., Willcocks,L., and Craig, A. (2015),

Robotic Process Automation at Telefénica O2,”
The Outsourcing Unit Working Research Paper
Series

Willcocks,L., Lacity, M. and Craig, A. (2015),
“Robotic Process Automation at Xchanging,”
The Outsourcing Unit Working Research Paper
Series

Davenport, T. and Kirby, J. (2015), “
Automation Won’t Replace People as Your
Competitive Advantage, “ Harvard Business
Review
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Unbridled Opinion... simply calling it how it is

Thriving in the As-a-Service Economy

HOME PUBLISHED HFS RESEARCH MEDIA COVERAGE MEET THE TEAM ABOUT US RESEARCH SERVICES

Subscribe to our

Newsletter
MAY 4TH, 2015

SEARCH THE BLOG

Horses for Sources
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*4/ select Language

HfS Research Named
Exclusive

Content and Research
There are a lot of negative viewpoints on Britain's capabilities to rebound as an economic Partner
superpower, after its heyday leading the world into the industrial revolution a very, very long for NASSCOM BPM

time 2go of Summit 2015
labor, an| 'nt,

their leac

And while the British government is the world’s biggest customer of offshore outsourcing (in fact LEARN MORE

its government has created a whole outsourcing econemy of its own), Britain is also home to
several of the upcoming automation software firms, such as Blue Prism, Thoughtonomy and
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Barbra McGann

EVP, Business Operations Research, HfS Research — Chicago, IL

Overview

barbra.mcgann@hfsresearch.com

Barbra Sheridan McGann is EVP, Business Operations Research at HfS. This role encapsulates her
passion for research, analysis, and strategy, which has been 20 years in the making. Barbra’s
scope of work covers the business process outsourcing and emerging "as a service" market
broadly, as well diving into industry and functional areas of Healthcare, Pharmaceuticals, and

Public Sector.

Previous Experience

As the business process outsourcing market has matured, Barbra has tracked, analyzed, and
advised on market and competitive moves and meaning for Accenture for over 7 years. She
worked with Accenture leadership globally to develop organic and inorganic strategies that
drove growth of new and mature offerings. Prior to that, Barbra helped launch and build the
unique partnership between Accenture and Microsoft that created Avanade, an IT services
company, focusing on the Public Sector and Financial Services markets. Barbra’s career at
Accenture started with reviews and events on software selection in the enterprise resource
planning software market.

Education

© 2015 HfS Research

Barbra earned a Bachelor of Arts degree in English with Honors, and was recognized for
outstanding leadership in Volunteerism with the Chet Pagni Service Award, from the University
of San Diego. She’s also completed post-graduate executive leadership work at Northwestern

University and Smith College.
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About HfS Research

is the leading analyst authority and global network for IT and business services, with specific focus on global business
services, digital transformation and outsourcing. HfS serves the research, governance and services strategy needs of business operations
and IT leaders across finance, supply chain, human resources, marketing, and core industry functions. The firm provides insightful and
meaningful analyst coverage of best business practices and innovations that impact successful business outcomes, such as the digital
transformation of operations, cloud-based business platforms, services talent development strategies, process automation and
outsourcing, mobility, analytics and social collaboration. HfS applies its acclaimed Blueprint Methodology to evaluate the performance of
service and technology in terms of innovating and executing against those business outcomes.

HfS educates and facilitates discussions among the world's largest knowledge community of enterprise services professionals, currently
comprising 150,000 subscribers and members. HfS Research facilitates the , the acclaimed elite group of
sourcing practitioners from leading organizations that meets bi-annually to share the future direction of the global services industry and to
discuss the future enterprise operations framework. HfS provides sourcing executive council members with the HfS Governance Academy
and Certification Program to help its clients improve the governance of their global business services and vendor relationships.

In 2010 and 2011, HfS Research's Founder and CEO, Phil Fersht, was named “Analyst of the Year” by the International Institute of Analyst
Relations (IIAR), the premier body of analyst-facing professionals and achieved the distinctive award of being voted the research analyst
industry's Most Innovative Analyst Firm in 2012.

In 2013, HfS was named first in rising influence among leading analyst firms, according to the 2013 Analyst Value Survey, and second out of
the 44 leading industry analyst firms in the 2013 Analyst Value Index.

Now in its seventh year of publication, HfS Research’s acclaimed blog “ ” is widely recognized as the most widely-read
and revered destination for unfettered collective insight, research and open debate about sourcing industry issues and developments.
Horses for Sources today receives over a million web visits a year.

To learn more about HfS Research, please email
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