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1 The last decade was all
about replacing labour
with cheaper labour. The
coming decade will be
about replacing
cheaper labour with 99
autonomics.

- Chetan Dube, Founder, IPsoft Inc.

Autonomics

. ~ the study of self-regulating systems for process control - Colins English Dictionary
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piNgIng organizations on the path o scale eficiently
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Software that can Based on rules, Becoming better
not only automate a but also faster and cheaper
human task but also algorithms that at an exponential
augment human learn and pace
expertise improve as it

gets exposed to
data



What are the key IA technology drvers?
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Machine Learning &
Advanced Analytics in support
of process orchestration and
actioning

Robotic Process Business Process Intelligent Document Process insights
Automation Orchestration Processing

INTELLIGENT AUTOMATION
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k€ Why did we design
inefficient processes?...

In a way we didn't. Many
of our procedures were
not designed at all; they
just happened 99

‘V/v

Reengineering Work:
Don’t Automate,
Obliterate.

Michael Hammer (1990)




Newpractice as
(Nekey [0
Uncavering the
potential of A-

Crvenbusiness [0
(S greatest extent

NewPractice looks at processes from an input-
output perspective, breaking down existing
structures and rebuilding them  with
technology at its core.
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S Pragmatic Automation Journey
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Vision
Define Vision, Automation opportunity Select process with
Strategy & Scope and Assessment @ —mm-m-mmmmmm---——- > highest ROl & define
suitable business areas roadmap for delivery

Analysis &
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mlm "' Qi Design for
% Efficiency

Solution Fit NewPractice process Understand

Assessment design business & technical
requirements

Scale &
COE

Infrastructure Setup & Development of Sign-Off &
Configuration the MVP Deployment,

Support COE

Define future roadmap
towards establishing a




Wnen does automation make Sense?

“T SPEND A LOT OF TIME ON THIS TASK.
T SHOULD LIRITE A PROGRAM AUTOMATING IT!™
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SEIECHNd the Ngnt process IS key

Automation Blue
printing aligned with
vision and strategy

“Automation” process analysis questionnaire Business Case Prioritized pipeline of

(feasibility & quality improvement) Development Automatedable Processes

SERVICE BLUEPRINT Example

Question Select
Evioence . s 1 To what extent is the stanc;\:a(;(t:lized Somewhat Fairly Mostly Completely
process standardized? at all standardized standardized standardized standardized
To what degree is rework No Rarely Sometimes Often Always
e 2
of the process needed? rework rework rework rework rework

FRONTSTAGE

Ty ‘ —

wiEsnon { ””””” - " 3 HIGH
Al R appie = Opportunity #times/ Eff;:g:;n:::':or hours/ Automation Automated FTE Savings Ar::::isgl:& Build & ;l:;; Total QUICK WIN STRATEGIC
suproRr QR ==r = o) ol N " .
rROCESSES month execution month potential hours potential (MD) Test (MD) (MD) (#MD)
5 20 5 30 —

NHjg

-

Registration of vehicles 700 20 233,33 80,00% 186,67 1,23

2 FAQ claims procedure 833 10 138,89 100,00% 138,89 0,91 3 20 3 26

Automatically open claim files o =

3 (e 500 20 166,67 80,00% 133,33 0,88 3 15 3 21 £

w

&

4 ig{;?g;g?&"c’" aboutstatus 550 5 83,33 100,00% 83,33 0,55 3 12 3 18 @
5 Zzgm'e”n'ismce“" of policy 440 7,5 55,00 90,00% 49,50 033 3 14 3 20
6 Update car park 1 1368,00 22,80 90,00% 20,52 0,14 3 10 3 16
Total phase 1 (# MD 20 91 20 131

Low COMPLEXITY HIGH

BENEFITS VS. COMPLEXITY



[nergnttoaiiorthejon

We have detailed evaluation parameters for each type of automation technology. These evaluation parameters should be considered in
selecting the right vendors and tools.

Important Evaluation Parameters

5 Microsoft | Power Automate

Desktop
Automation

—

Low Code

ERP integration ease
Mainframe integration ease
Screen / Web scraping capability
GUI automation capability
Macro-recorder capability
Scalability

Citrix automation potential
Monitoring & Control

Cloud first

API Integration

BPM /
Workflow

(v

Content handling

Human interactions

Information exchange

Process intelligence & business
activity monitor

Business rule processing
Connectivity

Configuration & management
Registry/ repository

Low Code

Cognitive

Ability to use unstructured data
Ontology design (open/ closed
specifications)

Machine learning capabilities
Sandboxing

ML Ops

Pipeline Management (CI/CD)
Integration capability with other
smart components

Extensible with open development
libraries



What IS Power Automate?

Microsoft Power Automate eco-system

The low-code platform that spans Office 365, Azure, Dynamics 365, and standalone applications

A Low-Code Automation development
0 environment (Cloud and Desktop)
[llll]
Leveraging Microsoft Al builder for the

development of ML enabled automations

Power Bl Power Apps Power Automate Power Virtual Agents

. ) . Business analytics Application development Process automation Intelligent virtual agents
e Growing community and available for free to

Windows 10 users (Power Automate Desktop)

e e e e e e e e e e e e i |
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— Portals Al Builder Sz

connectors Data Service
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What was [he use case?

Project focussed on improving the efficiency
in the way employees handled questions in
the VAB functional mailbox.

§\\\ II//¢
=

2 functional mailboxes in scope
q

Up to 500 emails handled per day
— Belgian Mobility Organisation

— Service provider Focus on the repetitive subprocess
as part of the end-to-end.
— Breakdown/roadside assistance

— Driving schools Working with proprietary ERP system

— Second hand cars

Accuracy & Speed during the processing is of
utmost importance.




[NeIntalprocess (As Iy

Mailbox pre-processing

-

Medical and Non- System Interaction Points

Medical assistance
mailboxes

Manually retrieve current
controller

During high season in
upwards of 500 emails
can be received per day

Manually add controller
credentails to subject of
mail

Manually Controller creates

contact moment




REENJNEENng the process with automation inmind

Each email received Power Automate
creates a trigger Cloud
ERP
API Gateway
r) Extract raw email Fommme ! e Get dossier info
H H I % | @ o e o e e e e e e e — =
(C y :ﬂ[ information & content SR i <« > (
--------------------- » 1 1 4:———’;)
<«----- I I TTTTTmTmmTmmees > —
—a|— . eeeeee-- Create contact moment <——
& attach email

Extract required identifiers
from email

Azure functions

Graph API

it
e

e Updates status/assignee of email

|



What ItIookS like Tor the dossier handiers

View on Inbox before Automation

Help@vab.be
Inkomende SMS voor honfddoﬁﬁie-_lac... Fri 5/15
Van: SMS_SERVER@vab.be «SMS_SERVER@vab.be> Verzonden: v..

Help@vab.be
3RD Party Update Fri 5/15

van: [

Help@vah.be
NIEUW Fri 5/15
Van: Help@vab.be <help@vab.be> Verzonden: vrijdag 15 mei 20..

> 99.99% accuracy (!)

I

View on Inbox after Automation

Help@vab.be

Inkomendas SKMS voor hoafddOSSier-Jac... Fri 5/15

Afgewerkt Dossier | Vah: 5M5_SERVER@vab.be <SMS_SERVER@vab...

Help@vab.be
ARD BParty Update Fri 5/15
%0 | far
Help@vab.be
nuEL I Fri 5/15
Miet BEU/KR Dossier | Yan: Help@vab.be <help@vab.be> Verzonde...



Large gans Inthe low hanging frut

Not only did the automation realise a lot of qualitative
results by eliminating cumbersome processing steps,
measurable benefits to the organization include:

Emails typically handled and classified within
<1min of arriving in the functional mailbox.

An estimated time saving of 1000 minutes per day
(500 emails * 2m per email).

Accuracy rates up to 99.99% for all emails
containing the correct identifiers.

Application has become an indispensable part of
the entire email handing process.




Use (ase 2
ng the automationjoumey
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What was [he use case?

Project focussed on fully automating a
process currently handled by Volvo
employees.

1 mailbox in scope only shared to specific clients
(“controlled inflow")

Limited order inflow via this channel
— Belgian member entity

— Order to Delivery process Focus on the end-to-end process

— Car Part ordering system

— Servicing internal & external dealers Working with proprietary ERP system without
existing APl connectors

Speed of processing less essential during the
Initial phase.




[NeIntalprocess (As Iy
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Order is manually uploaded
to proprietary order system

Email feedback is received
in functional mailbox

Feedback and potential
remediating actions
communicatied to dealer

System Interaction Points

Order System Outlook




LOMPINING back-end and front-end-automation

Each email received Power Automate Cloud Power Automate Cloud Power Automate Desktop
creates a trigger

r Extract raw email
; —a‘ information & content
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[Ne Start of an automationjoumney

Whereas it is too early in the automation to accurately
define quantitative results, benefits to the organization
include:

A solid Intelligent Automation baseline forming
the basis for future (email) automation.

& Instantaneous 24/7 processing of incoming car
part orders (“throughput”)

Decreased stress and workload amongst order
0 handling employees (“offloading”).

Becoming self-sufficient in the monitoring and

/ management of automation usage.
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PErsonas

Adam Jane Proprietary Software
Employee Manager Legacy System

e

Lo X 10101110011
PowerApps 00100101110
G 01110011010




[Ime entry existind process

Time is added to the ﬁ
4 I / legacy system 4 I

Submit time at the
4 / end of the week
( _|O[x]

A ti
— Enter time - J — pprove |me. - J — Receive confirmation
on paper/ email

LLLL

Adam Adam Jane Proprietary Software Adam

Employee Employee Manager Legacy System Employee



[meentry 20

o3 los)

PowerA
RowarAgRs N Submit time at the Time is added to the
4 4 end of the week legacy system 4
Approve time
— Enter time - PP — Receive confirmation

Email/ Teams

L1l
LLLL

Adam Adam Jane Proprietary Software Adam

Employee Employee Manager Legacy System Employee



KPMG

|radiiona
[Bgacy App

X User reconciliation

X Human error
X Ease of access
X Systems integration

Users AD
A Authentication

On-Prem System Setup

Analytics & Communication



KPMG
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Automate T T

v' Automate browser apps } <
v Automate legacy apps L
v Process mining Analytics & Communication
v Data sync K /
v' Automate repetitive tasks I
Power Automate

l—T

[

*Datasource* of your choice
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