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Foreword:

As pioneers in the Intelligent Automation (1A) space, Automation Anywhere
has worked closely with global clients to charter a new wave of digital
transformation by deploying IA initiatives at scale. From driving process
efficiencies in back-office functions, IA has come a long way to be a staple of
CxO0 conversations with significant impact on customer experience and
business growth. With continued expectations of largescale transformations
enabled by IA, we wanted to take a step back and understand the impact that
is being brought about at a macroeconomic level. This report aims to provide
a view of the contribution that Intelligent Automation can make to the Indian
economy in the new decade, as the country aspires to become a $5 trillion
global economy.

Ernst & Young (EY) India has brought together the best of industry thinking
and EY's vast experience advising clients on digital transformation to write
this report. An in-depth research of IA adoption across 29 sectors was
conducted and 200+ sector specific use cases in the core business functions
were analysed. The projections of India's Gross Domestic Product provided
by International Monetary Fund (as of December 2019) are taken as the base
for the quantitative analysis. A comprehensive quantitative modeller, vetted
by industry experts, has been created to estimate the impact of wide scale
adoption of IA technologies on these projections. While high maturity of 1A
adoption is seen in a few key sectors, there exists a plethora of untapped
potential across many sectors. This potential can be leveraged to further
India's digital growth, enabling India to become a major global force in the
new decade.

Automation Anywhere, Ernst & Young India and the Internet and Mobile
Association of India (IAMAI) have a shared vision of leveraging digital
technologies to catapult India to become an economic superpower in the new
decade. IAMAI's 14th India Digital summit, India's biggest gathering of digital
leaders, offers us the perfect platform to launch this report.

s NJ?&

Milan Sheth Kamalanand Nithianandan
EVP-IMEA, Partner Advisory Services,
Automation Anywhere Ernst & Young
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India's consistent economic growth is fueled by factors such as financial
° reforms, favorable demographics, a large graduate pool and healthy

Execut IVe relations that India shares with other countries, which makes India a US$2.7

trillion'economy in 2018-19. Riding on the growth, the Indian Government

has set an ambitious target of making India a USS5 trillion economy by

2024-25. However, as per International Monetary Fund's (IMF's) estimates,

m m India's Gross Domestic Product (GDP) is expected to reach US$4.6 trillion at

S u a ry the current projected growth rates (with macro-economic variables being

stable/favorable). This report aims to establish the role automation will play
***************************** in providing a significant impetus to help India realize its vision of being a

It is estimated that realizing USSS trillion economy by 2024-25.

~169% i
161:/0 In;::.reme?talt. | GDP is calculated as the total output generated in a country basis factors
automation pO ential across such as labor and capital stock. Productivity is defined as how efficiently the

industries can Catapult the input factors are operating or are being utilized. The higher the productivity,

|ndian economy into the the greateris the economic output and hence the resultant GDP growth.

US$5 t ” | b b 2024- Large scale adoption of automation technologies such as Robotic Process
rifion ciu y Automation, Artificial Intelligence, Natural Language Processing, and

25 Machine Learning can drive significant productivity improvements resulting

in a pronounced effect on a country’s economic growth.

The productivity improvement for a sector, that can be achieved from
automation technologies, varies on the basis of current automation
maturity and the future automation potential of the sector. To get an
estimate of the potentialimpact of automation technologies on India’s
economic growth by 2024-25 and calculate the productivity improvement
across each sector, a realization percentage of the automation potential
across each sector was estimated. A key hypothesis considered is that
human labor replaced by automation would re-join the workforce and be, at
a minimum, as productive as they were earlier. It was estimated'that
realizing ~16% incremental automation potential across industries has the
potential to catapult the Indian economy into the USSS5 trillion club by
2024-25.

Intelligent Automation (IA) is a key component of technology-led
automation and this report also focuses on the opportunities IA provides
across the sectors in India. The following industries are the front runnersin
IA, with high current adoption maturity and high potentialin the future, i.e.,
they are expectedto attract high investments on automation technologies
in next two to three years.

To capitalize on this opportunity and further progress in their IA journeys,
there is a need for organizations (across sectors) to undertake a
fundamental shift in the skillsets, roles and governance structures of the
current automation teams. The teams need to have a deep understanding
about the sectors over the knowledge pertaining to horizontal functions.
Expertise in cognitive technologies are expected to gain importance due to
the increased focus on end-to-end automation of business functions
including judgment-based processes. An effective way to facilitate this shift
would be through a business-led and IT-enabled governance model. While
business would drive the solution discovery and implementation, IT would
own the solution governance, security and compliance. Continuous and in-
depth collaboration between business and IT may enable successful
implementation of A at scale across organizations.

Note: 1. Assumptions for the estimate and data sources are mentioned in exhibit 1.4 and 1.5; Source
- India’s past GDP figures from World Bank data
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Introduction

India has been one of the fastest growing large economiesin the world. Since it joined the trillion-dollar club in 2007, the
country took just seven years to double its economy to two trillion-dollars, earning a spot in the top ten economies of the
world'. Fast forward to 2019, India is a few billion dollars short of the three trillion-dollar milestone. As per IMF estimates,
India's GDP is expected to reach US$4.6 trillion by 2024-25. However, Indian Government has set an ambitious target to
make the country a USS5 trillion economy by 2024-25. This report aims to establish that automation, if adopted across
sectors, can provide a significant thrust to India’s ambitions of achieving this target.

The healthy growth that India has experienced so Exhibit1.1
faris due to the financial reforms in the 1990s (that

opened up the markets for investments), increase India’s GDP in trillion USS
in working-class population, rise in middle class

incomes and healthy relationships India has
maintained with other countries, which in turn have
boosted trade. India has also gained the title of

2X growth period
“office of the world” and has improved the ease of A
doing business that has also contributed to the ! [
overall economic growth of India in the last 20-30 i

To drive sustained long-term growth, it is critical to
factor in productivity improvement through
technology that helps compound the economic
output due to the availability of finite assets,
resources and human capital. The relationship
between GDP and productivity has been definedin
Exhibit 1.2.

years. I
ca B l

2002 2007 2014 2019 2024

Exhibit1.2

Co-relation between GDP and productivity

GDP = TFP X f (L K, H) TFP: total factor productivity

Input factors? TFP is defined as the efficiency at
L = quantity of labor input which the input factors L, Kand H
K = size of the capital stock or investments operate to produce economic output

H = quantity of human capital
TFP = total factor productivity

Technological progress is a strong influencer that has the potential to give TFP a significant boost.
Investments in technology may directly result in an increase in the GDP as it makes the input factors more
productive than earlier.

Thereby, GDP growth %can be calculated as follows:
Economic growth (%) = f (growth rate of input parameters,rate of increase in TFP)
% of AGDP =% of ATFP + % of AL+ % of AK
A GDP = Increase in GDP; ATFP = Change inthe TFP; AL = Increase in labor input;

A K = Increase in capital stock

Sources: 1. World Bank GDP data; 2. Cobb-Douglas production function

Intelligent Automation: a key catalyst for India’s economic growth | 5



Technology, especially the one that enables automation, can drive intrinsic growth in every sector at the grass-root level.
It has the potential to touch every activity of the workforce - making it simpler, easier and faster - thereby increasing the
productivity and hence, the economic output. For instance, higher growth rate achieved by Japan in the past was not only
due to rapid growth rate of capital stock but also because of relatively higher growth rate in total factor productivity
(TFP), driven by technological progress.

Therefore, in this report, the increase in GDP (A GDP ) was estimated using the change in productivity (A TFP) due to the
adoption of automationtechnologies keeping the other factors constant.

Impact of automation on GDP

Calculating the potential impact of adoption of automation across the sectors on India’s GDP

Exhibit1.6

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

Major contributing

2200 Us$ 5 trillion i " industries by US$ value

4,700

4200 Ay 4. 449494

Professional services and
real estate**

3,700 1 1
; Retail*** ;
3,200 ~ Public administration and
defence
2018-19 2019-20 2020-21 2021-22 2022-23 2023-24 2024-25
Sector definitions:
» *Manufacturing - includes
GDP estimate with GDP estimate with IMF GDP estimates with automotive, pharma, ez‘g.
40% realization of 16% realization of ¢ thrat > **Real estate & professional
automation potential [JEERISNEAT AR ML) current growth rates services -includes T
services, real estate and
other services
» ***Retail - retail, wholesale,
trade
Note:
» Sectors such as agriculture, real estate, public administration are the major industries as their percentage GDP contribution is quite
high

» Forinstance, in agriculture, even a relatively smaller incremental realization of automation can result in a huge increase in the GDP
contribution by the sector due to its higher base

Source: EY analysis; Data sources for calculations: India’s Gross Value Added (GVA) for sectors in 2016-17 and corresponding growth
numbers - Ministry of Statistics and program Implementation; India's nominal GDP for 2018-19 at current rates - World Bank's GDP
estimates; India’s nominal GDP for 2024-25 at current rates - IMF estimates

2700
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1l 11
Key takeaways from the economic impact estimation:

» Realizing 16% of the automation potential across industries can
significantly boost India’s efforts of being a part of the USS$5
trillion club. This increase is the sum of the projected
additional economic output that the sectors are likely to
generate through automation-enabled productivity
improvement.

» As per EY's analysis, a conservative 5% realization would grow
India's GDP to USS$4.74 trillion, while the more ambitious
scenario of 40% realization would grow it to USS5.6 trillion by
2024-25.

» The monetary impact due to realization of automation
potential is driven by the contribution the sector makes
towards the overall GDP in addition to current automation
adoption and future potential. In sectors such as agriculture,
construction, real estate and public administration, the dollar
value contribution is quite high, therefore a marginal increase
in automation could result in a relatively higher increase in the
GDP, as compared to other sectors like financial services.

Intelligent Automation

This report defines Intelligent Automation to include Robotic Process
Automation, Machine Learning (ML), Natural Language Processing
(NLP), Natural Language Generation (NLG) and Artificial Intelligence.
Banking and financial services, insurance, retail, telecomand
professional services sectors are likely to be the front runners to adopt
Intelligent Automation (1A). These sectors are currently adopting the IA
at a higher pace and hold potentialin the future to further open the
doors for investments in the next two to three years. The adoption
maturity of Intelligent Automation is discussedin greater detail in
section 2 of the report.

Exhibit1.7

Topics detailed in further sections

In the following sections, the focus is on /A technologies.

The report covers the below-mentioned areas to provide a more sector-
specificinsight on the opportunities that Intelligent Automation hold:

» Where are variousindustries on the IA maturity curve?
» Where do companies need to invest in automation hotspots?

» A gqualitative view of the current state and future potential areas
where IA can play a significant role.

i WiTelisation: a key catalyst for India’s economic growth | 7
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Intelligent Automation adoption maturity across sectors

We are in an era where technological advances have elevated the productivity of the workforce. In the past few years,
there has been a paradigm shift wherein workflow-based automation has converged with cognitive automation, which has
given rise to IA. IA has enabled automation of not just repetitive tasks but also tasks involving judgment/decision-making.
Organizations across sectors are hence increasing their spend on IA. Organizations in 2018 have globally spent ~USS$10
billion'on IA technologies, with the spend growing at a CAGR of 22 .

Exhibit 2.1: Evolution of IA
Moving towards -
Y T rTrITICrITITICrICrICTICTITrTITITITIOYNOTCKT
GE00E9SREG 0SS0 000000000000 RORDOOEOOREOEERD
!.i.i!!iii.llllli'li'l!l'.!..illllllli'.::i
&
_ Present i
t-.--: :i

Mimics human actions — Augments human intelligence — Mimics human intelligence ——

RPA [N ‘RPA ML NLG

SDT : Structured data interaction | RPA: Robotic Process Automation | NLP: Natural Language Processing | ML: Machine Learning | NLG: Natural Language Generation
Please note that here Intelligent Automation does not include machine driven automation

This report evaluates the current IA adoptionand |A's adoption potential across sectors. Current IA adoption represents
the relative extent of adoption of IA technologies across sectors and the /4 adoption potentialrepresents the relative
potential that the sectors hold to adopt IA technologiesin the future (Exhibit 2.2). Through a data-backed framework, in
this report, we have identified nine mature sectors, which already have large-scale IA deployments, and six potential
sectors, which have high potential to benefit from IA adoptionin the next two to three years.

In order to quantify the current IA adoption, EY considered a weighted average rating of correlated factors. In this
process, firstly, we have analyzed the current IA use case implementations across functions. Further, we compared the
presence of a dedicated senior leadership with techno functional expertise in organizations across sectors. Finally, the
extent of online promotions by professional services and platform companies (as a measure of supply) and the sector's
digitizationindex2, were also factoredin to come up with holistic ratings for current IA adoption.

In order to quantify the potential adoption of IA in different sectors, the factors directly correlating to ease at which IA
could be implemented and degree of impact that they are likely to create are taken into account. The automation
potential® of jobs across sectors, which is the relative prevalence of repeatable manual processes, is combined with the
average annual IT spends of organizations across sectors. Further, the online lookup rate (online interest) for IA services
is considered. Finally, the adoption potential also factors in the presence of proven IA hotspots, primed to be the center
of focus for the next few years, across business functions.

Note: 1. Horses for Sources Research 2017, the numbers quoted here do not directly match as there is a difference in the definition of IA in this report and
the definition of IA in HFS analysis; 2. Sector digitization index taken from McKinsey Global institute’s report - “Digital America: a tale of the haves and
have-mores”; 3. Automation potential's definition taken from a study by McKinsey Global Institute - “A future that works: Automation, employment, and
productivity”

Intelligent Automation: a key catalyst for India’s economic growth | 9
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Due to the similarities in characteristics of horizontal processes across sectors (finance, HR, IT, etc.), the adoption
potential of IA would be almost identical. To derive a conclusive view on variance between the sectors, it was imperative
to look at the vertical specific use cases in the core business functions. Due to inherent differencesin the characteristics
of business functions across sectors, the potential for adoption of IA also varies. The implementation of IA in these
sectors can unlock the benefits that have a direct impact on the organization’s productivity by reducing the time to
market and improvingthe customer experience. Therefore, this report has specific coverage on vertical specific use
cases for the discussion of potential adoption of IA across sectors. Moreover, the maturity ratings derived in this report
also factorsin the views of |A service providers, platform vendors and industry subject matter experts to present a
holistic picture.

Exhibit 2.2 - Adoption of IA across the sectors’

Legend: mature, potentialand aspirational sectors

Source: EY analysis

Banking, financial services and insurance sectors are the first movers and the most mafure sectorsto adopt IA. Telecom,
retail and consumer packaged goods (CPG), oil and gas, and logistics and transportation sectors focus strongly on
automating the core business functions, driven by the mandates to cut costs and improve customer experience. In the
identified potential sectors, while IA has become a common practice in the horizontal functions, organizations are still in a
nascent stage of implementing A at scale across their core functions. Across these potential sectors, a plethora of
probable IA hotspots exist which have been detailed out in the subsequent sections. Automation across these core 1A
processes has the potential to have a direct impact on the organization’s productivity. For instance, in manufacturing
firms, cognitive bots automate order placement and provide updates based on the real-time inventory and production
levels, to enable these companies to dynamically plan ways to reduce the risk of unfulfilled customer demands. In the
hospitality sector, bots have drastically reduced the process time taken to generate refunds and cancellations, thereby
increasing customer satisfaction scores. In the subsequent sections, the report details out the IA hotspotsin the
identified mature and potential sectors.

The identified aspirational sectorsare at a relatively nascent stage of adopting IA. However, there still exists a large
potential for organizationsto unlock the value of IA technologies. For instance, in the government sector, automated
processing of public benefits application and payments significantly reduces the turnaround time, enabling accurate and
timely disbursement of public benefits and minimizing the time of government workers to focus on more value-added
tasks. |A's adoption across these sectors is expected to rise significantly in the long term.

Note: 1. Manufacturing sector includes automotive manufacturing as well as networking and communication equipment manufacturing

Intelligent Automation: a key catalyst for India’s economic growth | 10
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IA in banking and financial services sector

Drivers for Indian BFS sector

» Increasing working population and growing disposable
income

» Growing volume of digital payments; rise of the tech
savvy consumers

» Supporting policy reforms and tech platforms
(IndiaStack) introduced by the government

The number of bank account holders in India has grown from 53%in 2014 to
80%in 2017'. Digital paymentsin India have also witnessed a nine-fold
increase over the last five years2. The BFS sector is expected grow at an
acceleratedrate due to the policy support, growing volume of digital and
mobile transactions and increasing working population.In order to improve
the workforce productivity for serving this burgeoningdemand, the BFS
sector has been one of the leading adopters of 1A solutions. IA is helping
BFS institutions embrace the shift to digital channels and improve
productivity across data-driven, manual and repetitive business processes,
such as accounts management, KYC and compliance checks, loan
processing and trading operations.

Exhibit 3.7

IA focus areas in banking and financial services sector (1/2)

Following are the key focus areas where 1A can be applied within this sector

0 8

Account

Credit card Governance

» Assessment of . » KYC checks: . » Account | » Activationand | » Reconciliation of
customers’ i optical character | onboarding: i issue of credit i bank statements
requirements, - recognition (OCR) collection of cards
documents ! data management, ' documents, ! - ! > Perfgrm.ance
collectionand | system updates | conducting - Momtor:mgand | momtgrmgand
analysis | and verification 1 document analysis | escala’glon o 1 compll'ance

. ~ checks  anddataentry | collections - reporting

» Creationand g

validationof loan | » Conductingname | » Performing > naneling

file | screening and 1 transaction :

account updates ts f
. . sanctions list . . requestsirom
» Risk calculation » Sendingclient other
checks S
for loan | | communications | banks/vendors |
Il > E:?:Sgc:]etectlon ~ » Handlingservice ~ » Handlingservice
» Deciding premium ! q ] changerequests changerequests !
for customer loans | IR | | such as credit limit |
analysis » Assistingin

and approving/ )

change, refunds
account closures

rejectingloans for - tiviti and
loan underwriting ] activities ] suspend/unsuspen !
| | | d credit |

» Loanservicing:
collateraland debt
valuation

Source: 1. World Bank's Global Financial Index 2017; 2. RBI, March 2019
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Asset

management

Account opening

Client onboarding and
profile enrichment

Creation of risk
profiles for funds and
stocks through web
research

Securities/position
matching and
reconciliations

|A-based robo-advisors !

Trading

operations

Entry of trade
instructionsinto
system

Confirming trade
details with trading
parties

Transferring
securities and cash
into buyer and seller
accounts

Trade reporting:
reporting end-of-day
transactionsto
authorities

Following are the key focus areas where IA can be applied within this sector

IA focus areas in banking and financial services sector (2/2)

Transactions

Limit checking and
limit monitoring for
transactions

Currency
conversions for
cross-border
payments

Monitoring the
duplication of
transactions

Intelligent Automation: a key catalyst for India’s economic growth | 13



Financial crime compliance

As per a survey conducted by Thomson Reuters’, it was found that some institutions
are spending as much as US$500 million on their KYC and customer due diligence
processes. Organizations have the potential to significantly reduce processing time
while maintaining100% accuracy rates utilizing IA for these processes. Cognitive
bots can analyze the incoming Optical Character Recognition (OCR) data to
automate verification, compliance checks, notifications and data updates across
multiple disparate systems. Besides this, cognitive bots help monitor transactionsin
real-time and raise alerts for possible fraud cases, enabling accelerated response
times.

Credit card functions

Banks can take weeks to validate customerinformation and obtain approvals
required for credit card application processing, resulting in high costs and low
customer satisfaction. However, with the help of IA, banks process these applications
within hours. Bots talk to multiple internal systems simultaneously to validate
documents, perform background checks and credit checks, and leverage rule-based
decision-making to approve or reject an application. A large portion of credit card
accounts management processes such as creating new accounts, migrating these
accounts to new systems and addressing service change requests, can be automated
using IA. Further, bots also assist in credit collection by analyzing the collected data,
determining the severity of the case and escalating cases to officials in case of non-
compliance concerns.

Wealth and asset management

IA is used across the wealth and asset management industry to handle
transactional activities such as account creation, customer onboarding and
addressing customer service requests. Bots create risk profiles for funds/stocks by
analyzing price trends, rising and falling volumes and strong and weak options.
Many BFS institutions are also planning to introduce Al bots driven robo-advisory
services by the end of 2020.

.~ Way forward

- As the sector grows, there is a need for the BFS institutions to deal with high non-
performingassets (NPA) and increasing fraud rates while managing their costs and
maintaining compliance. |A is expected to become a key strategic lever for the BFS
institutions to address these challenges. Moreover, IA may also enable them to
become more customer centric in order to distinguish themselves in the market.

A leading bank achieves significant reduction in mortgage cycle times through IA

A bank was devoting a significant amount of manual effort on various rule-based, repetitive and error-prone mortgage
processes, such as ordering of documents, data entry and data verification. Due to manual processes, the duration of
cycle and error rates were increasing, bringing dissatisfaction among employees.

Automation Anywhere leveraged its IA platform to deploy bots to gather appraisal fees, order loan appraisals, complete
the Generally Accepted Appraisal Rules (GAAR) worksheet updates, perform appraisal follow-up notifications and order
second appraisals. Eventually, the entire mortgage appraisal process was automated end-to-end.

Benefits 7 OOO/O 2 o 6days 6.3days

achieved reductionin reductionin Fzdlieton i

P mortgage cycle loan appraisal
time time

Note: 1. Source - Thomson Reuters 2016 Know Your Customer survey
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Drivers for Indian insurance sector

» Government push through policy support measures
and schemes such as Ayushman Bharat

» Changing demographics such as aging population and
growing middle class

» Digital enablement and emerging business models
such as microinsurance on-demand

India is a huge underserved market for insurance. The Government of India,
through its schemes like Ayushman Bharat, aims at increasing the coverage
to more than 100 million families’. The insurance sector is expected to grow
due to the policy support by the government, rapidly-growing middle class,

Exhibit 3.2

|A focus areas in insurance sector

Following are the key focus areas where IA can be applied within this sector

(1) ) o

Policy Claims

administration management

» Customeron- ' » Automatedquote | » Automatedfirst
boarding/member generation notification of loss
enrolment

» Policyissuance

LB E and detail updates |

claimsrequest
» Dataaggregation

for underwriting Custome.r tions - ’ Automaﬁed ¢
decision support | communications - processing o !

! forms and ! claimsdocuments !

» Targeted outreach | correspondence | ‘

» Automatedpolicy

e eee coverage validation

Collections data

> ﬁ:;z?na;%? processing » Automatedclaim
incoming queries Surrender and adj.ust.me.nts and

! foreclosure ' adjudication !

g[ft)cc)?s;tion » Data gathering for

claims audits

| '» Claims subrogation
1 i and recoveries

» Quality control
! ! verifications

Claims management

" » Digitizationof

» Automatedentry of = »

Branch

operations

forms processing
Automation of !
customerrequests!
for money
movement

ageing population, digital enablement and increasing awareness. This
expected growth will lead to an increase in policy requests and claims. |A
can enable insurers to address the increasing demand by improving
workforce productivity. The data-driven, high volume and manual
characteristics of insurance business such as claims-processing and policy
administration make them highly suitable for IA. Further, IA can also
address the existing challenges around underwriting errors and lack of
awareness due to limited workforce reach.

Financial

crime
compliance

Conducting KYC
checks, managing
OCR data, system
updates and
verification checks

Conductingname
screening and
sanctions list
checks

Fraud detection
through
transaction
analysis

Insurance companies can process low complexity insurance claims within a few seconds? by using Intelligent Automation.
Bots have the ability to accurately scan, recognize and aggregate the key pieces of information that characterize each
case to assist and speed-up decision-making. This stands true even for those claims that require human intervention.
Bots are now automating tasks traditionally performed by claims operators in areas such as contract validation,
conducting claims history checks, claims adjustments, claims subrogation and recoveries.

Source: 1. Ayushman Bharat website; 2. Lemonade website
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b i) g Policy administration
: It is estimated that more than 50%' of the policy administration and servicing processes can
;—-—...,,E:w;_-“r / i1 W be automated through bots. This includes activities such as performing policy update
4 v — 3 o " - actions arising from incoming queries and service requests - such as change of name,
(a'Y \"!‘ = . - mobile number, address, billing details and nominee details. Cognitive chatbots also enable
"-"‘E I T self service through an end-to-end automation of aforementioned queries and service
AN E e A - ” requests. Further, bots automate large parts of templatized processes such as generation
‘:-q“ ﬂi k o TR of policy quotes based on input parameters, personalized client communication about

policy summaries, transactions and offers, and closing a policy on surrender or foreclosure.

New business

IA can deliver productivity gains2 up to 30% by significantly reducing the error ratesin
customer onboarding/member enrolment, an error-prone manual process, by seamlessly
validating the rules during data entry from electronic application systems. Further, the
underwriting process also requires data aggregation from multiple sources and application
of business rules for risk assessment. Bots can quickly gather data and analyze it to assist
underwriters in decision-making, significantly reducing the turnaround time and chances of
errors. Cognitive bots can also assist in increasing awareness through automated outreach
to potential leads and automated addressal of incoming queries from prospects.

b aial. = 7, The road ahead
' e | The growth in the insurance sector comes along with increasing challenges in ensuring SLA
p— Ny FBl adherence, self-service enablement and data security while maintaining bottom line and
- ensuring compliance. Adoption of |A across business functions providesinsurers an
= o L opportunity to boost their overall operational effectiveness and improve customer
B | : . experience, despite low investments, and quick return on investment (Rol) realization, while
_ : F W _ simultaneously adheringto the stringent compliance requirements.
e "" ; I.'-..m:.'.
Case Study 2

A leading health insurance company enjoys quick Rol by using Al for member enroliment and
claims management

Overview

A health insurance company wanted to use IA to transformits manual intensive back-office processes used for enrolling
members, auditing claims and creating health packages. The following challenges existed in the process:

» In the member enrollment process, 90% of the data had to be manually keyed into 12 different product lines and
toggled between 20 different screens in multiple applications, which led to a lot of errors.

» Testingand auditing commercial claims was also highly tedious, repetitive and time-consuming.

» Building a health package under a given insurance plan was time consuming taking up to 22 hours.

Solution H

Automating the most time-consuming, manual intensive and error-prone processes with Automation Anywhere has delivered
significant value to this company by deploying bots to:

» Leveragethe built-inrules engine and enable seamless business validation and data entry from the electronic enrolment
applications into the system.

» Automate audits of testing claims and building health packages. These bots collected all the required information from
various spreadsheets, automated screen capture, matched business rules, validated line items and entered details in the
client's applications.

Benefits 99.97% 40: 40,

h . reductionin
achieved improvement average cost savings

in quality handling time

Source: 1. Analysis by EY LLP; 2. Automation Anywhere case study

Intelligent Automation: A key catalyst for India’s economic growth| 16



4 o =
i

P e A

. W R "
fh . TEIRENY
I-{" o P AN

Intelligent Automation hotspots in telecom sector

Drivers for Indian telecom operators

» Increasing penetration of internet and rising data
usage

» Recent technological developments such as 5G, voice
over long term evolution (VoLTE ) and Internet of
Things

» Strong policy support from the government

With 604 million internet subscribers, India is the world’'s second largest
market in total internet users'. It is estimated that over the next five years,
with the rise in mobile phone penetration and decrease in data costs, 500
million2 new internet users will be added in India. This is likely to create a
huge opportunity for telecom providers to drive data usage and expand
their value-added service offerings. IA is enabling telecom operators to
improve their productivity with low investment and realize quick Rol, while
simultaneously also improving customer centricity and service-level
agreement (SLA) adherence.

Exhibit 3.3

|A focus areas in telecom sector

Following are the key focus areas where IA can be applied within this sector

Network
management

Supply chain Sales and Customer

management marketing servicing

» Automated » Automating » Undertaking » Analyzing and updating
monitoring of ! documents' verification ! targeted marketing ! data for processing of
network's key 1 and vendor 1 through automated 1 forms submitted by the
performance | communications | outreach based on | customers
indicators (KPIs), KPI- : usage patterns :
related alerts and ! ! !
reporting 1 1 i

» Monitoring and
reporting of supplier

» |A enabled customer

» Conducting sales service chatbots for

from vendor contracts » Portrequests

handling

: SLA : channel 1 end-to-end automation
» Network design ! Extracting inf ti ) performance ! of:
optimization ! > txtractinginformation ! analysis !

» Automatedbarring
and unbarring of
network services

» Calculatingagents’
commission and
changing
communication

» Sim activationand
sim swaps

» Service configuration

» Reporting sales data changes

and alerts

» Monitoring customers’
feedback, periodic
reporting and escalation

Customer servicing

Customer servicing is one of the major hotspotsin the telecom sector where IA is being deployed to significantly improve
customer satisfaction. Having deployed rule-based automation to streamline their customer support processes, such as
ticket management and first-call resolution, operators are turning to cognitive technologies to tackle more core
processes such as customer application forms (CAFs) processing. NLP and cognitive bots help in interpreting scanned
data by verifying their application and filling data on Customer Relationship Management systems by significantly
reducing the activation timeline and improving customer experience. Further, smart chatbots are automating end-to-end
processes for executing customer service requests, ensuring that the service levels provided adhere to evolving
customer expectations.

Note: 1. Data as of December 2018, source IBEF; 2. Source IBEF
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B\ <] Network management

" ol v f I Research suggests that the use of IA in network management can resultin
J I / significant performance and efficiency advantages, such as inter-frequency
' _ handover times'that are twice as fast. Network management processes which are
’ “ P, J governed by set rules and algorithms — such as barring and unbarring of network
- v . services that are not payment related, node load sharing, opening extra time slots
. . on a site and changing frequency — are being automated to improve network
L] performance. |A is also enabling more accurate network planning and design by
(] analyzing network data to generate insights on the best solution to meet the
1 : . objectives of coverage, capacity and service quality.

Marketing and sales

Bots are being deployed to automate manual and repetitive processes in sales
. | h channel management such as monitoring sales channels performance and
i =i ' effectiveness, calculating agent commissions based on contractual rules and
' performance and communication of change in the commission structure to all
internal departments. A can also enable targeted cross-sellingand up-selling. Smart
customer service chatbots, in addition to enabling self service, are being used to
- provide personalized experiences to customers by recommending products and
" | offers based on their usage patterns, preferences and transaction history.

. What lies ahead

Around 71% of telecom operators believe that process automation is essential for the
organization’s long term operational excellence2. Going forward, disruptive
technologies of today — 5G, Internet of Things and predictive analytics — will become
¢ the mainstream focus areas. IA will enable operators to free their employee's time so
that they can focus on service delivery improvement and unlocking the value
delivered by the aforementioned technological advancements.

L34

Case Study 3

Automation of customer data updates for credit and collections enabled saving of
US$235,000 per year for a telecom company

Challenge

The client wanted to consolidate its credit and collections functions across a plethora of platforms and systems. It was
looking to bring efficiencies in the processes of handling returned mail and updating customer payment profiles, while
reducing costs within the credit operations group. Seven FTE work hours per week were dedicated to performing routine,
repetitive tasks.

sowtion R

Automation Anywhere implemented a solution which seamlessly integrated with the client’s customer relationship
management product and the underlying platforms to keep the customer database up-to-date. The solution automated
the process for returned mail handling from customers and updating payment profiles.

Automated US$235,00

. one quarter’s i
Benefits . worthof FTE g savmqs ,,,,,,,
peryearin 42 -

achieved work hours ¢
spent on operational

routine tasks expenses

Source: 1. Research by Ericson company; 2. EY LLP report - Digital transformation for 2020 and beyond

Intelligent Automation: A key catalyst for India’s economic growth| 18



Exhibit 3.4

|A focus areas in retail and CPG

Following are the key focus areas where IA can be applied within this sector

New

products

» Automating
market
intelligence
activities

» Automated |
feedback )
collection, alerts
and monitoring of !
customer opinions
for new product
rollouts

» Assisting new |
product ]
introduction
process through !

improved |

reporting and |
communications

Store
management

» Automatedstore

layout and
merchandizing
planning
leveraging
alternative data
on consumers

Product
categorization
using bots to
harmonize local
and global SKUs

Automatedstore
checkouts

» Vendor management -

» Automation of contract

» Product returns workflow
» Automatedshipment

» Dynamic demand

» Seller fraud detection

Drivers for Indian retail and CPG sector

» Rising incomes, favourable demographics and
increasing urbanization

» Growing ecommerce volumes from tier-2 and tier-3
cities

» Evolving customer expectations driving the need for
an omnichannel experience

The Indian retail market was largely offline ten years ago. However,
since then there has been a significant shiftin the consumption patterns
and India is one of the fastest growing consumers of online services
globally. While the current online services penetrationin India is less !
than 30% with the rising internet and smartphone penetration and push
for digital payments, this shift in consumption patterns is expectedto
accelerate.Moreover, even though the market is highly price sensitive,
the customer expectations remain similar to those in mature markets,
making it a considerable challenge to capture and retain market share.
To deal with this challenge, organizations in the Indian retail and CPG
sector are turning to IA to differentiate themselves from the
competition by optimizing business processes, reducing turnaround
times and enabling an omnichannel customer experience.

Supply chain Sales and

Customer

marketing servicing

management

» Consolidated » Smart chatbots

onboarding, enablement, | 3600 view of a for customer
communications, SLA customer ! self-service and
monitoring and reporting | complaint

) » Targeted ' resolution

marketing with
generation, validation and personalized

] » loT drivenreal-
analysis ! promotions and

time product

discounts personalization

management » Automated
tracking of |
performance of |
promotions and

campaigns

tracking

forecasting by factoringin
historical, economicand |
geographical trends

» Automatedsales
reporting !

» E-commerce
content

Real-timeinventory level
1 management

monitoring

Automated ordering for
stock replenishment

Store management

Cognitive bots can automate the creation of optimal store layouts and merchandizing plans by analysis of sales and
customer preferences data along with alternative data sources such demographics and market trends. Moreover, a study
suggests that IA can generate accuracy rates of 98% in retail product categorization, reducing human effort by 80%,
improving the customer’s shopping experience and reducing costs2. Since the introduction of Amazon GO pilot store,
retailers have also been focusing heavily on enabling self-check out at their stores through a combination of loT and

Intelligent Automation.

Source: 1. Statista Research Department; IBM; 2. Fintech Times article
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et Supply chain management
: iy ;1 4 o " % = Botsare already assistingretail and CPG organizations with efficient supplier
5‘5\ o 3 N r management includingonboarding, document verification, integration, effective
= AN ) el 1 communication and performance monitoring. Bots can also automate a major
4 o S | T 4 B portion of the contract management process including contract generation,
g 5 i;,..-"‘ A verification, analysis and data extraction.

Susceptible to the ever-increasing ficklenessin customer demand, overstocking or
% understocking have always been challenging to manage. A is being used to bring
together data oninventory, supply and customer demand, which is usually
" distributed across systems, to create a real-time view of the surplus/deficit
"w inventory. Equipped with cognitive capabilities, bots are automating order
o placement and updates based on the inventory and production levels. This has
A\ enabledleanerforecasting, dynamic planning and reduced risk for retail and CPG
organizations.

e

Sales, marketing and customer servicing

IA is enabling the creation of a detailed, dynamic 360° view of the customer by
collating alternate data on customer demographics with their purchase historyin
order to enable a personalized customer experience. Smart customer service
chatbots, in addition to enabling self service and faster complaint resolution, can also
* utilize the personalized profiles of customers to drive targeted promotions and
,.'i_-..,,t v discounts. This personalized data can be further used to drive in-store real time
P ‘L product personalization through loT devices such as beacons, smart mirrors and
smart kiosks. Further, the e-commerce and digitization wave has led to challenges in
handling the burgeoning digital content. Bots are being used to manage the creation
¥ & andupdation of digital content for websites, promotions and SKU listings.

What lies ahead

. I ‘i.. As the e-commerce volumes and price sensitivity keeps growing, retail and CPG
4 r i organizations would need to have a renewed focus on providing a personalized
i, omnichannel customer experience, address seller fraud, provide easy returns and
. III personalized promotions while containing the costs. IA can help retail and CPG
| organizations address these challenges by enabling improved workforce efficiency,
leaner inventory dynamics, efficient supply chains and Al-driven prescriptive
gt analytics.

Case Study 4

Automation of content management system to speed time-to-market for 200+ brands

Challenge | =

A global CPG company was facing significant time-to-market and quality issues due to the repetitive and time-consuming
manual workflow required to provide its hundreds of agency personnel access to digital content in its consumer facing
content management system (CMS).

Csowtion R

Automation Anywhere enabled the deployment of bots to fully automate the access provisioning workflow for the CMS,
resultingin a faster cycle time, improved quality and redirection of resources to newer technologies and projects.

60%

reallocation of team

Benefits 700/0 7000/0

less time spent
process

on manual S
tasks repeatability

members to higher
skill/higher value
projects

achieved
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Intelligent Automation hotspots in professional services

A
: Drivers for the Indian professional services sector
]

» Rise of digital business models and digital offerings to
drive competitive advantage

» Need for cost reductions for sustainable growth

» Changing employee skillsets and expectations

India has been given the title of Office of the Worldowing to the rapid
growth of professional services organizations that are servicing
enterprises across the globe from their India offices. In the digital era,
organizations are looking for benefits beyond just cost, therefore
professional services organizations are focusing on improving the
productivity through Intelligent Automation to deliver more with less.
Since all the major IT service providers and the Big 4s have large
operationsin India, they are continuously challenged by their clients to

Exhibit 3.5 optimize even further and adhere to strict SLAs.

IA focus areas in professional services sector
Following are the key focus areas where IA can be applied within this sector

Finance & Legal

accounting services

» Reconciliationof ' » Employeeonboarding: » Automationof  » Ticket workflow .+ » Customer
financial ) through validation of | legal research ) automation ) service
statements documents, : through keywordi > Incidentmanagement:f chatbots

» Order-to-cash 1 autqmdatedmals, 1 scanning i automated I » 3600 view of
process i reminaers . » Contract i diagnostics, i customer

T Recru'itment:talent ger.]era.tionand remediationorroutingi - Beauarieiic
process | sourC|'ng,CV ] jallidanon ' » Analysisof incident n and analysis
P q 1 Scanning " » Risk profilingof records for proactive of customer

> Vvaligatingan . » Servicerequest 1 clients 1 problem management | interactions
ErOEEEEIng o] rocessing for . .
I e R gror. ~ » Automationof | » Database ~ » Collation of
St | employeequeries | conflictchecking | administration:  feedback,

> reagnnlngo ' » Automated ; ; automation of access periodic
reporting, t and 1 processing of | | management and | reporting and
fgjgl:éng costand standard expenses i database updates and | escalation
components to with rules basedloglci monitoring - » Analysis of
generate business | » Employee data ! ' » Automatedtest case ! customer
insights | management 1 1 creation ; interaction

» Automatedmodels = > Management of | > Automatedrelease |00
for budgetingand knowledge | | scheduling . » Dataentryand
varianceanalysis | repositories 1 " » Identityand access | validation

» Monitorand record » Personalizationof ~ management
collections for | learning and : ~ » Application !
receivable - development systems | ! performance reporting
management ! [ | |

Finance and accounting service providers

Finance and accounting service providers are leading the pack with high adoption rates of IA technologies enabling end-
to-end automation across business functions, including those processes which involve making cognitive decisions and
adapting these decisions over time. Automationin finance can achieve 35% to 65%?2 cost reductionin onshore operations,
while providing agility to businesses to respond to dynamic market demands. Some of the major business process that

can be automatedinclude order-to-cash, procure-to-pay and reconciliation.

Note: 1 Business Process Outsourcing; 2. Analysis by EY LLP
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IT services providers

Intelligent Automation is widely adopted by the IT servicesin both end-user
computing and enterprise computing. Using IA, IT services providers deploy bots
that are available 24/7 for the support staff, thereby shifting the focus of workers
on high-value tasks rather than repetitive tasks and making them more productive.
Automated service desks to address quick password resets, create user accounts,
installation of new tools, etc. is a major area where IA is being leveraged. This
enables service providers to reduce costs of delivery, improve customer experience
and pass the benefits to their clients.

BPO service providers

The BPO sector has uses automation across several processes to achieve

efficiencies. However, with the evolving sophistication across processes, service

providers are focusing more on IA. The BPO worker's role is gradually evolving where

the profile has moved on from doing repetitive tasks to handling only the exception

_ cases, thereby acting as an administrator, while the bots perform the repetitive tasks.

/'" Some of the prominent use cases of IA include automated formatting, data entry and
validation and analysis of customer interactionslogs.

L/
fA8 Legal service providers

Firms providing legal services are using IA for monotonous and repetitive tasks such
as analyzing lengthy case files and similar cases as well as automating data collection
for audits and contract management. Cognitive bots are expected to reduce the time
taken for conducting a research by more than 60% giving employees the time to
focus on other valuable work.

: The road ahead

Going forward, firms offering professional service need to focus on re-skilling their
/ workers with the technical knowhow that is required to deliver high value work while

the bots are likely to assist these firms with the repetitive manual processes. With |A
offeringincreasing productivity, professional services firms are expected to increase
the scope of their service offerings to cover functions and processes that have
traditionally been deliveredin-house by organizations.

- .‘

Case Study 5

Automation drives innovation: delivering immediate business impact at a firm offering
professional service

Challenge H R R T PR

The client saw opportunities to automate manual and time-intensive data processing activities with IA. Collating critical
data manually across multiple modules usually took up to three months, resulting in the loss of significant productive
time each reporting cycle.

soution R

Automation Anywhere enabled quick deployment of bots, reducing manual, painstaking data processing work. The
processes automated included data entry, data validation and reporting processes.

Benefits 700/0

achieved reduction

bots g
— n z‘ugzzgound
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IA hotspots across oil and gas, and transport and logistics sectors

Exhibit 3.6

» Data management for

field testing data

Identification of
acreage opportunities
by analyzing seismic
data and exploratory
drilling results

Oil well performance

IA focus areas in oil and gas sector

Following are the key focus areas where IA can be applied within this sector

Schedule loading and
route planning

Automating quotation
process and contracts
management

Distributor onboarding:
automated document

Production verification and
management by and refining communications
automating the Det ine stock t ;
protcesses ir:volveld with Ie(\a/:lgrgl/ne stocktarge Sllen arl
water sample analysis ;
2 v product/location marketing
® ® |
» Automatedresource
planning and .
) scheduling ‘
Exploration » Development of plans Storage and » Salesdata
for oil well distribution reporting and alerts

construction

» Automated material
reconciliation
between input and
yield

Exhibit 3.7

IA focus areas in transport and logistics sector

» Maintainand
manage pricing and
rate tables

Following are the key focus areas where IA can be applied within this sector

» End-to-end automation of
capturing, researching and
closing loads

» Vendor management activities
including onboarding,
enablement, communications,
SLA monitoring and reporting
» Order to cash workflow
automation
Warehouse &
shipment
management

» Automation of contract
generation, its validation and
analysis

» Dynamic demand forecasting by
factoringin historical, economic
and geographical trends

» Designingthe layout of
the warehouse and

racking it
. » Automatedconsignment
Supply chain tracking
management

» Automatedscanning of
proof of delivery to

update order

management system

» Freight management
and fleet capacity
planning

» Optimal routing of fleet

Automation of
predictive maintenance
workflows using fleet
telematics data

Fleet
management
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IA hotspots across pharmaceutical and manufacturing sectors

IA focus areas in pharmaceutical sector

Exhibit 3.8

Following are the key focus areas where 1A can be applied within this sector

» Automatedclinical trial
data management -
data collection,
validation, reporting
and quality control

To study the start-up
and close out activities
such as registration,
contract creation,
screening of patients,
data reconciliation and

IA focus areas in manufacturing sector

reporting Manufacturing
» Monitoring and and;u‘pply
reordering of reagents Sl
and lab consumables
» Conducting
Clinical automated
h quality checks in
researc drug
development
» Monitoringreal-
time inventory
levels
Exhibit 3.9

Supplier management including
onboarding, enablement,
communications, SLA monitoringand
reporting

Automation of contract generation,
validation and analysis

Executing strategic sourcing for tender
selection,awarding and implementing
contract

Monitoring the level of inventory in
real-time

Automated ordering for stock
replenishment

Managing and processing the warranty
claims

Inventory demand forecasting

Supply Chain
Management

Bill of materials

management

Pharmacovigilance

Adverse event
tracking and
reporting

Compliance
monitoringin
the form of
matching of
drug
characteristics
with compliance
requirements

Commercial

Automation of
customer data storage
and processing

Virtual assistant for
healthcare
professionals

Providing personalized
training and
assessment of sales
representatives

Following are the key focus areas where IA can be applied within this sector

Automation of quality
checks using bots

Automated power
usage and energy
management

Automation of
predictive
maintenance
workflows

Data collation for bill
of materials (BOM)

generation

Automate BOM
change request
approvals

Shop floor

management
and
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IA hotspots across healthcare providers, and hospitality, travel and tourism sectors

— IA focus areas in healthcare providers
Exhibit 4.1

Following are the key focus areas where IA can be applied within this sector

» Remote patient
monitoring and
» Patientdata automatic alertsin
management - case of deviations
patient data entry,
collectionand
analysis of patient

» Sendingautomated
reminders to

documents using patients .
OCR, updating . Claim
details across Patient processing

disparate systems management

» Claimsentry and

» Automation of Care management document
Electronic patient eligibility processing
medical records check » Identification of
» Automated patient non-compliant
enrolment and records using bots

registration

» Automated
scheduling of
appointments

IA focus areas in hospitality, travel and tourism

SR Following are the key focus areas where IA can be applied within this sector
» Monitoring of real-time inventory
levels

» Automatedcheck-inand » Automated ordering to avoid stock

check-out replenishment
» Software bots to upsell » Supplier management: onboarding,

on-demand services to enablement, communications, SLA

customers CUs T monitoring and reporting
» Automated servicing » Execute strategic sourcing:

feedback/review systems selection, awarding and

implementation of tender contract
®
® o
» Automatedbookingand
. reservations
Concierge ;
services » Automation of cancellations Supply chain
and refunds processing management
» Smart chatbots for customer
self-service

» Automatedloyalty points’
tracking and processing
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IA hotspots across aviation, and media and entertainment sectors
IA focus areas in aviation sector

Following are the key focus areas where IA can be applied within this sector

Exhibit 4.3

» Automatedbooking

and reservations

Automation of
cancellations and
refunds processing

Smart chatbots for

customer self-service

Automated loyalty

points’ tracking and Airport
processing services

Customer » Automatedcheck-in

servicing services
» Bots to estimate
passengers’ waiting
time
» Botsto manage
mishandled baggage

Exhibit 4.4

|A focus areas in media and entertainment

» Automation of in-

flight catering
services

Automated
rescheduling of
connected flightsin

case of delay Maintenance

» Planning work
packages for the
CAMO (Continuing
Airworthiness
Management
Organization)
department

Flight services

» Automation of
predictive
maintenance
workflows

Following are the key focus areas where IA can be applied within this sector

» Automateddata

extraction from the

web Content
Website content processmg and
management quality
Conducting
semantics/language
check
o
o » Automation of video
quality assessment
» Checkingvideos for
rendering errors or
Content omissions
creation » Automated program

scheduling

» Managing content
permissions by enabling
the usage environment
to honour the rights
associated with the
content

» Automated bulk
video compression -
and encryption Subscription

» Quality check to management

compare actual run

of content,
commercials and
promos
o
o » Conducting targeted
marketing through
automated

emails/calls based
on usage patterns
such as personalized
discounts and
subscription
recommendations

Broadcasting
operations

» Identifying
anomalies in usage,
illicit usage, for e.q.,
piracy
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IA hotspots across real estate, and energy and utilities sector

Exhibit 4.5

|A focus areas in real estate

Following are the key focus areas where IA can be applied within this

Automated processing
of rent application

Automation of tenant
billing
Automation of

property accounting
services

Common area
maintenance (CAM)
reconciliations

Property
management

Exhibit 4.6

>

sector

Facilities
management

» Automated
notifications for
maintenance and
inspection

» Automatedspace
allocation

>

IA focus areas in energy and utilities sector

Lease abstraction
and data entry in
enterprise
administration
systems
Automation of lease
data review
Automated
compliance checks
of tenant and

vendor with lease
requirements

Lease
administration

Vendor
management

» Automatedcollection
of bid documents

» Automatedcontract
generation and audit

» Automated
generation and
monitoring of SLAs

Following are the key focus areas where IA can be applied within this

Inventory tracking
and automated
replenishment

Automation of
returns
management

Automated
payments to
suppliers

Supply chain
management

sector
» Automated

Trading and asset
optimization

Dynamic demand
forecasting by factoring
in historical, economic
and geographical trends

Automated quote
development through
asset performance
analysis

Automated portfolio risk
assessment

Automation of financial
netting

Automation of bidding
and nomination

monitoring of losses
and leakages
Automated
notifications for
incidents
Automated
reporting of network
statistics
Automated

collection of meter
reading

Network
operations
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How can organizations prepare for scaling Intelligent Automation?

In order to unlock the productivity
- benefits across business functions,
organizations should look beyond
traditional automation and embrace
cognitive automation. Going forward,
in order to enable successful
deployment of cognitive technologies
at scale,there needsto be a
fundamental shift in the skillsets,
roles and governance models of
automationteams.
Traditional RPA teams need to
increase their domain knowledge and
gain expertisein cognitive
technologies. With the changing focus
from horizontal functions to vertical
functions, RPA consultants need to
have a high level of domain expertise
to accurately evaluate the business
processes during return on
investment (ROI) assessment and
design tailored solutions which
address the process intricacies. They
also needto ensure that the success
metrics align with the goals of the
business unit (BU) and that IA delivers
maximum value to the BU. Moreover,
since the |A platform providers are
focusing on making the platforms
more business user friendly through
graphical user interfaces,

Exhibit 5.1

Changing roles and skillsets of automation teams (1/2)

HHHHHHHH
Age: 28 | Education: MBA | IIM Ahmedabad
Experience: 4 years

Current role: RPA Consultant Evolved role: Techno-functional Consultant

» Leverages domainexpertise to define end-to-end
process automation workflows and business
success metrics

» Responsible for client interactions, requirements
gathering and process workflow mapping required
for bot development

» Utilizes graphical user interface (GUI)-based |IA

Functional knowledge of RPA platforms
HACH wiedg P platforms for cognitive bot development

Limited domain knowledge
f I I HIEEd » Functional knowledge of Al/ML/10T/AR engines,
Limited knowledge of IT systems data lakes and IA platforms and of corresponding

interfaces
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Changing roles and skillsets of automation teams (2/2)

HHHHHHH
Age: 26 | Education: CS Engineer | IIT Delhi
Experience: 4 years

e S g S e et Q

Current role: RPA developer Evolvedrole: 1A Developer
» Converts functional requirements to technical » Designs predictive/ prescriptive models to automate
requirements end to end business processes

Expertise in programming languages such as C#, .NET data lakes and IA platforms

and JavaScript » Expertisein Al/ ML/ Big Data programming
frameworks and languages such as Apache Spark,
Hadoop, R, Python

Designs, implements, tests and maintains RPA bots » Designsinterfaces between Al /ML /IoT /AR engines,

HEHHHHEH
Age: 32 | Education MS Information Systems
Experience: 8 years

e S g g e et Q

Current role: RPA Architect Evolvedrole: IA Architect
~ et e erdhites e el e FEA » Definesthe architecture for end-to-end
solution process automation across business

» Expertise on IT system architecture design

(enterprise resource planning(ERP)/ Testing/ Data) > Functional knowledge of Al/ML/ loT/

AR engines, data pipelines and IA

functions
» In-depth knowledge of RPA platforms platforms 0

HHHHHgHH
Age: 36 | Education: MTech CS | IIT Delhi
Experience: 12 years

Current role: RPA Delivery Head Evolved role: Business unit - IA Head
» Responsible for meeting delivery SLAs and success » Responsible for delivering value to the business unit
metrics for RPA implementations (top/ bottom line) through Intelligent Automation of

Limited domain and process knowledge business processes

» Functional knowledge of RPA platforms In-depth domain and process expertise

» Functional knowledge of AI/ML/ 10T/ AR engines, data

» Networking and evangelization for sourcing RPA o
pipelines and IA platforms

projects

» Expertise in people and project management > Added expertise in change management
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Therefore, RPA consultants are expected to become techno-functional consultants and undertake both process mapping
and GUI-based bot development. In such a scenario, the roles of RPA developers also change to IA developers with their
work portfolio shifting from coding and testing bots to development of cognitive functions. They need to focus on
designing predictive and prescriptive models, interfaces with artificial intelligence, IoT and augmented reality platforms to
automate end-to-end business processes. Similarly, RPA architects need to become IA architects who define the
architecture required to standardize and simplify the interconnectivity of the complex web of digital platforms and IT
systems. The roles of RPA bot administrators, who currently manage bots deployed across processes, is also evolving into
IA orchestrators whereinthey are involvedin managing end-to-end automated processes rather than individual bots.
Going forward, RPA support engineers also need to have functional knowledge of cognitive technologies and platforms.

One of the most important shift needs to be in the positioning of IA initiatives in the BUs and the perspective of
leadership toward these initiatives. In order to realize its full benefits, IA needs to be embraced as a core component of a
BU's digital transformation strategy. BU leadership needs to not only evangelize IA but also mandate adoption across
identified hotspots. Automation leaders need to shift the success metrics from manhours automated to business value
delivered through reduction in turnaround times or direct top line and bottom line impacts. The leadership also needs to
have a basic understanding of the functionality, the interplay with other digital platforms and the potential benefits of IA
technologies.

This fundamental shift of bringing the IA team closer to business has to be enabled by a change in governance models of
IA teams.

Exhibit 5.2
Governance models seen across automation teams
IT led model Business led model Business-led and IT
» Ownership lies with the IT » Ownership lies with the business enabled model
organization units . . .
. . . » Joint ownership with business
» Automationteam might not have » Implementation team may not driving implementation and IT
all the required domain have a proper structure for IT driving governance
knowledge governance .
s . . » Needs close collaborationand a
» May leadto diminished Rol and » May lead to issues with clearly defined responsibility
unmet expectations while scalability, cybersecurity and assignment matrix
automating vertical processes compliance

In a lot of organizations, an IT led governance model is seen wherein the ownership of IA implementation lies with the IT
teams who work in collaboration with the business teams. However, as organizations shift their focus toward automating
vertical processes, the need for domain expertise to create an informed business case addressing process intricacies and
to deliver business value makes it imperative to shift the ownership of IA implementation to the BU. In the business-led
governance model, individual IA teams reside within each BU ensuring higher vertical focus and accountability. These IA
teams generally report to the BU's digital transformation office or the program management office. However, this model
may still have challenges as it may result in issues with security, scalability or complianceif IT best practices and
governance guidelines are not adhered to.

In order to address these issues, organizations are adopting a business-led and IT enabled model wherein both business
and IT share joint ownership. While business would drive the solution discovery and implementation, IT would own the
solution governance, security and compliance. It is to be noted that this model requires a clear definition of the
responsibility assignment matrix in order to avoid friction, delays and bureaucratic hurdles. Further, continuous and in-
depth collaboration between business and IT is required.

With the right policy framework and operating model, organizations can reap the benefits of IA through successful

implementation at scale. This has the potential to unlock productivity across sectors thereby enabling India to accelerate
its economic growth.
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Appendix

Methodology to estimate the impact of GDP

Exhibit 1.3
Input factors

GDP Numbers ) ) TFP
Automation potential’ .
» IMF's GDP > Progjuctmty
projections for > Automation achieved by

5024 ¢ realizing a
. potential by portion of the
» Sector-wise industries automation

GDP breakup potential

i

GDPyyr,; v

ATFPAutomation, i
i=n

GDP 5ytomation= Z GDPIMF,i + AGDPAutomation,i

i=1 “I"” [s the sector; “n” is the number of sectors

Each of the estimation methodology components are detailed out in this section.

i. GDP numbers: Growth forecast of India’s GDP considering an as-is state

According to IMF, India's GDP is expected to reach US$4.6 trillion by 2024-25. The figure projected by the IMF already
factorsin the current automation adoption across sectors. Since the sector-wise break-up of this number was not available
from the IMF data, the sector-wise GDP numbers for 2019-24 have been estimated using the average GDP growth rates of
the individual sectors during the period 2014-19.

ii. Understanding automation potential

As per the study' conducted by McKinsey Global Institute (MGI), about 5% of the current occupations have 100% automation
potentialand around 60% of the current occupations have at least 30% automation potential which can be realized by
adopting currently demonstrated automation technologies. The MGl study evaluated the activities of every occupation
spread across sectors to identify the percentage of tasks/activities that can potentially be automated with the current
technology.

This report uses MGl's estimates on the automation potential across sectors to understand and forecast the automation
potential percentage that can be realized by each sector in the years leading to 2024.

iii. Total factor productivity (TFP)

TFP is the productivity improvement achieved for each sector by automating specific tasks in the day-to-day operations.
Automation in a sector is adopted gradually starting with the simple tasks/activities in the initial years. Once organizations
realize the value of automation, they then start implementing it extensively in complex tasks, compounding the
improvement of productivity in the entire sector. TFP is calculated as the percentage of the total automation potential that
can be realized at the time of estimation (in this case, by 2024). To get an estimate of the impact automation has on
India's economic growth by 2024-25, a realization percentage of the automation potential across each sector was
estimated that enabled calculation of productivity improvement.

Note: 1. Automation potential definition taken from a study by McKinsey Global Institute - A future that works: Automation, employment, and productivity
which defines automation potential as the percentage of total work activities that can be automated by adapting currently demonstrated technology
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Exhibit1.4

Sample calculation: estimation of GDP from manufacturing sector?

In USS billion

Estimation of GDP from manufacturing sector?
Automation potential in manufacturing sector
with the current demonstrated technologies

54%

822 ' Realization potential by 2024 (over and i

676 746 . above the current levels of automation) 1

504 556 613 - Scenario I: 5% realization
! Scenario 2: 16% realization ;

The percentage is based on the current
2019-20 2020-21 2021-22 2022-23 2023-24 2024-25 automation maturity in manufacturing

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

source: EY analysts Source: MGl report on “A future that works:

Automation, employment, and productivity”
Exhibit 1.5

Projections based on

Figure from automation realization calculation

IMF estimates Scenario 2:16%

realization
(US$893 billion)

(Us$S822

Scenario1: 5%
realization
(USS$844 billion)

Figure not drawn to scale

Note: 1. Automation potential definitions taken from a study by McKinsey Global Institute - “A future that works: Automation, employment, and
productivity”; 2. The GDP value for 2019-20 mentioned here is an approximation based on India’'s Gross Value Added (GVA) for sectors in 2016-17 and
corresponding growth numbers from Ministry of Statistics and Programme Implementation

billion)

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

Assumptions made for the estimation of GDP impact

» Automation includes technologies such as Robotic Process Automation, Machine Learning (ML), Natural
Language Processing (NLP), Artificial Intelligence and Machine-driven Automation, among others.

» The estimation takes a key assumption that the human labor replaced by automation would re-join the
workforce and be as productive as they were earlier.

» The IMF estimates of GDP for the period 2019-2024 intrinsically contain the current state or as-is
realization of automation potential in various sectors.

The model estimates the potential impact that automation has on India's GDP given that the following
external factors remain constant:

» Inflation growth rate

» Changes in INR-USS exchange rates

» Political stability and cross-border tensions

» Economic stability (no threats of recession/any other abnormal economic activity)
» Socio-cultural factors such as population growth, age distribution, etc.

» Policy/legislations on automation
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