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The Path to Intelligent Automation and a
Competitive Advantage

\ /
Intelligent automation - = Work transformation
must be part of your is one of the key
organization’s overall & < capabilities required to
strategic, well-funded digital effectively scale
transformation initiative. / é your digital transformation

K/\ initiatives.

q@f Automating and optimizing
to make your content flow frictionless is
a primary attribute of work transformation.
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Executive Summary

g Less than half of organizations have made the strategic
decisions for successful digital transformation (DX) initiatives.

® IDC defines DX as the application of 3rd Platform technologies (cloud, mobility,
big data analytics and social business) to transform decision making.

® Work transformation is a key component of DX. Work transformation is a fundamental
shift in the creation and delivery of goods and services; automated and augmented
by human-machine collaboration; enabled by new skills and work experiences that
manifest in a dynamic work environment un-bounded by time or physical space.

® Both DX and work transformation offer opportunities—as well as increased security
and compliance considerations.

@ Intelligent automation is a key component of the
future workspace. .{é}@

® The future workspace provides anytime/anywhere access to content and
content-centric workflows, enabling secure collaboration and contribution.

® Automating content-centric workflows offers cost, productivity, Intelligent process automation
collaboration, and operational advantages. , , , , ’
_ including intelligent capture, plays
ﬁ The transformation of content workflows must be a key role in transforming content-
> i _ .
@n a core component of a broader, strategic, and well-funded centric workflows.
DX program.
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Methodology

An IDC InfoBrief, sponsored by Hyland

The content for this IDC InfoBrief is based on interviews with Hyland customers and the following

published research from IDC:

® /DC Global Digital Transformation Leaders Survey, June 2018

® |DC Future of Work Survey, November 2018

e |DC MaturityScape Benchmark — Content Centric Workflow Survey, July 2018
e /DC Content Workflow Automation Survey, June 2017

e IDC Managing Enterprise Content User Needs & Strategies Survey, June 2017

ii
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Where Is Your Organization On Its

Digital Transformation Journey?

IDC research shows a divide between organizations that are digitally transforming and those that are struggling.

DIGITALLY DETERMINED RN yesd DIGITALLY DISTRAUGHT

Making the strategic, Still battling to digitally transform
organizational, technology, and
financial decisions that set
them up to digitally transform
their organization

IDC Global DX Leaders Survey, June 2018
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Is Your Organization Digitally Determined?

INTEGRATED
ENTERPRISE-WIDE
DIGITAL STRATEGY

=&

100%

0%

Digitally Digitally
Determined Distraught

The defining characteristic of
digitally determined organizations

is a single enterprise-wide strategy,

as opposed to multiple digital

strategies rooted in various lines of

business.

i&
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EMBEDDED DX
ORGANIZATIONAL
STRUCTURE

& &

17%
Lo

Digitally Digitally
Determined  Distraught

Digitally determined organizations
are 2X more likely to have

digital embedded throughout

the organization and culture, as
opposed to residing in a central
digital group.

DX FUNDING FROM
CAPITAL BUDGET

da
73%
=

Digitally Digitally
Determined  Distraught

73% of the digitally determined are
funding their DX initiatives through
a capital budget (investing in a
long-term venture) as opposed to
short-term funding mechanisms.

IDC Global DX Leaders Survey, June 2018
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ENTERPRISE-WIDE
INTEGRATED
DIGITAL PLATFORM

@

A

Digitally Digitally
Determined  Distraught

1/3rd of the digitally determined
are focused on scaling digital
operations and therefore are
working towards a single digital
platform — including intelligent
automation.

q rome )
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IDC Defines 5 Dimensions of Digital Capabilities Required
to Successfully Scale Digital Transformation Initiatives

Intelligent automation is critical to work transformation; work transformation is critical to DX and therefore integral to customer
experience and operational excellence.

Future of Customers || Future of Intelligence | Future of Operations Future of Work I U [ E

enterprise-wide strategy for work
transformation, including:

=9 A culture focused on employee
WY experience

An over-arching vision, strategy,

@ and dedicated funding for work
transformation initiatives as part of
overall DX initiatives

Future of Culture A digital platform that supports
Leadership at Scale a modern workplace
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IDC's Future of Work Framework Provides a Structure
for Framing Work Transformation Initiatives

®

Collaborative, flexible and

focused on: CULTURE

@ Innovation Engaged and empowered workers

o Employee experience aligned to new digital skills

. o Customer experience
Future ®
o of ol {ed W Enabled by:
WOI'k Collaboration e Al
‘ Petween humans e Process automation

and technology (including RPA, intelligent

capture) .

e Robotics e AR/VR

Securely enables all
workers (internal/external,
local/remote, human/bots) to:

Connected, secure
work environment,

e Access appropriate independent of
company resources place or time
. ‘ e Effectively collaborate and ‘
contribute

li
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Work Transformation — Where Are We Today?

Most Organizations are Just Starting Their Work Transformation Journey

A
8%l < @ o= ) o

FoW initiatives agile, adaptive, learning, transformational and deliver competitive advantage.

" <— o [ MANAGED ] FoW Transformer

FoW supported by enterprise technology platform; initiatives extend beyond corporate boundaries.

<_ e [ REPEATABLE ] FoW Practitioner

Pan-enterprise FOW strategy supported at senior levels but internally-focused; some silos still exist.

(— e [ OPPORTUNISTIC ] FoW Apprentice

Some recognition of FOW but enterprise-wide strategy still lacking; initiatives are siloed and limited.

8% . <_ a [ AD HOC ] FoW Laggard :

Little or low realization for FOW initiatives; no overarching strategy, funding, or support.

IDC Future of Work MaturityScape Benchmark survey, n = 150, March 2019
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Work Transformation Drivers

Increased Productivity Tops the List of Work Transformation Drivers

Increase employee productivity 55%
Cost savings 48%
Higher employee engagement/EX 48%
Engagement with customers & partners 44%
Better employee work-life balance 43%
Business agility and decision making 38%
Competitive advantage 38%

Regulatory compliance 34%

% of Respondents

IDC Future of Work Survey, November 2018
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Today's Work Transformation Initiatives and Challenges

Work Transformation Initiatives Today Primary Work Transformation Challenges
novscrtio, | S oen vt Ty |
Task and process automation, including RPA { 2%\/ drzng(?Sr?wg;S (;qnlgisition Lack of budget ‘
Al and/or robotics for augmentation redesigned office space. Legacy IT infrastructure .
Tools for internal & external collaboration Inadequate integration into existing IT system
Programs to track employee experience Under vision and strategy on future work
New reskilling/training programs Multigenerational work expectations
Office space redesign Regulatory barriers or trade union resistance
Recruitment & talent management platform Poor cooperation between IT, HR, and other LOB
Security policies to support new work styles Lack of management support
% of Respondents The biggest challenges were Lack of digital expertise
security, privacy and governance % of Respondents

concerns, lack of budget and
managing legacy infrastructure.

i&
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Intelligent Automation Is a Key Component of
the Future Workplace

Intelligent automation technologies include intelligent capture, workflow automation, and robotic process automation

(RPA). Organizations have the opportunity to incorporate artificial intelligence, including machine learning and content
analytics, to make these tools “intelligent.”

Transforming organizations say that
intelligent enterprise capture has been
deployed and is used to engineer efficient,
automated workflows.

These organizations have deployed

workflow design and orchestration
technologies enterprise-wide.

The most mature organizations have deployed Many are using or are planning to use / ‘.‘

some type of automated document robotic process automation (RPA) "

generation technology. software to automate and optimize
content-centric workflows.

Workflow Survey, N=150 July, 2018

expect Al to significantly or * —_—
moderately increase the expect RPA to significantly or

o .
productivity of front-office functions; 64 /° wgii:atiy dmcc::tri(\e/?cse ReRleeys
65% say the same for back-office. produ y.

November 2018
© IDC Visit us at IDC.com and follow us on Twitter: @IDC
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Intelligent Automation and Content Workflows

The Future Workspace provides anytime/anywhere access to content and content-centric workflows, enabling secure
collaboration and contribution.

Components of the Content Workflow Ecosystem

O &3

N Natural Language ~ System of MFP/Scanner
\ g(:(l)lg::stgg 0 Interface Record
&o
. kg <J  Collaborative Workflow
T, < g Tools Designer
A .g _9’ Workflow &
People (T} Content in Motion
. . -
“ We have different types of interagency Qe ® g
2 : %
agreements... We are able to route [them] &N z G inteligent
based on conditions that we gather... Assets % D 1 ~ AP/VR
Py ocumen
from the initial form. 5y eFOMS Generaton
e p
— IT department of a U.S. state government body API 22,

Oy,
’hatio n GO\’ eﬂ\a
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Benefits of Automating Content Workflows

What benefits did your organization experience as a result of deploying technology related to digitizing,
automating and optimizing document workflows?

The IT department of a U.S. state
government deployed content workflow
solutions to automate accounts payable,
requisitions, and purchasing processes.
The department saved an average of 350
hours/month, equating to estimated

annual savings of $140,591.

Error reduction

Reduction in paper documents

Cost reduction

Reduction in time spent on document-
related tasks each week
“ People can [review and] approve [invoices]
on their mobile devices because we have
[a responsive, web-based interface].
If someone doesn’t approve it within a couple
of days, there’s an automation reminder that

goes out. ,,

Reduction in time spent looking for and/or
recreating lost or misfiled documents

— IT department of a U.S. state government body

ii
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Top Priorities for Content-Centric Workflows

What are your organization’s top priorities for transforming content-intensive workflows and
how content is managed?

Reduce cost

Improve effectiveness of business operations
Improve collaboration (internally/with partners)
Increase employee productivity

Mitigate security risk

Improve customer experience

Increase revenue with new products/services
Improve employee experience

Promote company, product and/or brand

Mitigate compliance risk

i&
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Reducing cost and improving
business operations efficiency
42% continue to be the primary drivers
36% { for transforming content-intensive

° workflows and management of
36% enterprigt_a content. Collaboration and
productivity are also key.

42%

t

31%
28%

N

6%
23%

19%

19%

% of Respondents (N=325)

IDC © IDC Visit us at IDC.com and follow us on Twitter: @ DC ~ Source: IDC’s 2017 ECM-FSS User Needs & Strategies Survey ‘ Home ’
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Where Is Your Organization In Its Content
Workflow Automation Journey?

v

Digital Laggard
(Paper based)

No overarching strategy,
funding or support.

11%

of organizations

¥
Digital Apprentice

(Functional)

Digital replication of paper
workflows.

24%

of organizations

\
Digital Practitioner

(Enterprise)

Enterprise-wide strategy for
digitizing, automating, and
integrating content-centric
workflows.

32%

of organizations

IDC MaturityScape Benchmark — Content Centric Workflow Survey, July 2018
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v

Digital Transformer
(Networked)

Focus on improving CX.

Full integration with enterprise
applications and departmental
systems of engagement,
enabling DX across the network.

19%

of organizations

An IDC InfoBrief, sponsored by Hyland

v

Digital Disruptor
(Intelligent)

ML and Al technologies
support orchestration and
decisioning within content-
centric workflows.

14%

of organizations

‘ Home ’ pg16|
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Developing Your Organization's Content

Workflow Maturity

Then: }

W

Digital Laggard
(Paper based)

Inventory existing content types,
technologies, workflows

Identify individual areas that
could benefit from content
workflow automation

Obtain support for a proof-of-
concept or pilot project
Research relevant technologies

If your organization is at stage:

Digital Apprentice

(Functional)

® Share business unit successes
@ Engage IT to serve as a starting

point for new deployments and
source of best practices

Permit experimentation

Define a common set of KPIs
to guide new efforts

Digital Practitioner

(Enterprise)

Establish an enterprise-wide task
force or center of excellence
focused on content workflows

Evaluate processes that extend
outside the organization for
additional efficiencies

Engage with other initiatives
focused on customer experience
Explore greater use of analytics to
provide insights into content
usage and workflow optimization

IDC MaturityScape Benchmark — Content Centric Workflow Survey, July 2018
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Digital Transformer
(Networked)

Evaluate results for additional
areas of innovation

Extend workflow oversight to
include Al technologies

Deploy analytics to automate
response mechanisms and
augment decisions

Build a central Al team with key
business stakeholders

Have road mapping discussions
with vendors about their
transformational capabilities

An IDC InfoBrief, sponsored by Hyland

Digital Disruptor
(Intelligent)

Continue to promote innovation

in transforming workflows

Establish shared services teams

by use cases; include representative
stakeholders

Continue to monitor technology
and best practices for ongoing
automation and business value

‘ Home ’ pg17|
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Essential Guidance

Consider the transformation of content workflows as a core component of a
ng;f broader, strategic, well-funded digital transformation program that will:

® Increase business value by reducing costs and improving speed, accuracy, and transparency.

® |mprove the employee experience by minimizing repetitive, manual tasks and removing bottlenecks,
enabling workers to focus on higher-value assignments.

® Improve customer experience (and all stakeholder experience) by serving the right information
to the right users at the right time.

Intelligently automate the workplace with Al-enabled process
automation throughout the information lifecycle:

%)

e Including intelligent capture, workflow automation, robotic process automation and
related technologies.

® Automate the ingestion and distribution of unstructured information with advanced
capture and correspondence tools.

Focus on leveraging transformation for improved customer and
employee experience:

©

® | eading to increased business value.

ii

\
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About Hyland

Hyland is a leading content services provider that enables thousands of organizations to deliver
better experiences to the people they serve. With more than 3,000 employees and 21,000
customers around the world, Hyland is widely known as both a great company to work for and a

great company to do business with.

By harnessing innovative and intelligent automation technologies, we streamline processes
and help organizations and their employees focus on high-value tasks and providing exceptional
customer service. Find us at Hyland.com

HYlal’ld ‘ Home ’ pg19|


https://www.hyland.com/en
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