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1. Why RPA? Why Now?
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Ongoing Trends in Workforce Transformation

-1 Intelligent Automation (IA) - Replace
selected manpower with technology, such as

- Robotic Process Automation (RPA) and
~ cognitive automation (collectively, IA).

Offshore labor ¥
arbitrage and

outsourcing ERP and shared services

centralized finance and accounting, HR,
procurement, and other business functions

—
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We have moved from working in information systems, to having someone
else do it for us, to having machines do it for us




RPA: Double-Digit Growth, Despite Increasing Commoditization

Intelligent
Automation Is
“Optional”...

like having a
website by 2000
was “Optional”
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2. Use Cases
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RPA In Healthcare: Sample Use Cases

© Biag
DIAGNOSIS

TELEHEALTH MEDICAL RECORD TREATMENT PLAN SUPPLY CHAIN
DATA RECOMMENDATIONS OPTIMIZATION

SOCIAL MEDIA IMAGING ANALYSIS
PAPER RECORDS VIRTUAL PERSONAL DRUC INTERACTION ANALYTICS
ASSISTANTS TRACKING

=]

RECOVERY &
DISCHARGE

AV

PRE-VISIT
J/INTAKE

CASE MANAGEMENT PERSONALIZED
MEDICINE MGMT.

PRE-RECISTRATION PRELIMINARY RISK AND DISEASE
DIAGNOSIS PREDICTION

RISK ANALYSIS
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RPA In Healthcare: Sample Use Cases

Certain Healthcare Processes are particularly good use cases

Follow Up Payments
and Collections

Med |Ca| ® Generate Patient Statements

B | I I | ng Process fz‘Monitor Payer Adjudication

f. Prepare and Transmit Claims
C

heck Billing Compliance

Review Cocd

/y' Check-out Patient

® Check-in Patients

1ig Compliance

__—° Establish Financial Respo
® Preregister Patients
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3. RPA Challenges
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The Dirty Little Secret of RPA...

If it sounds too
good to be true...

It usually Is!

McKinsey states the
vast majority of RPA
Implementations fail to
meet expectations
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¢ Back to Digital blog

Burned by the bots: Why
robotic automation is

stumbling
©060

May 24, 2017 — By Alex Edlich and Vik Sohoni

Over the last several months, we have withessed the increasing chatter around one of
the hottest buzzwords in the digital space: robotics. Robots are a bit like macros in
Excel. They execute tasks that are often repetitive. So instead of a human typing in a

password and retrieving a piece of data from a program (like someone’s salary from a
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RPA is at the Peak of Its ‘Hype Cycle’

According to Gartner in 2017:
“96% of customers are getting real
value from RPA’

According to Gartner in 2018:
“Only 5% of organizations are
deploying RPA at scale”

44% are dissatisfied, once they’ve

progressed enough to experience
dissatisfaction!

Horses for Sources

The Future of B

HOME PUBLISHED HFS RESEARCH EVENTS WEBINARS MEET THE TEAM

With 44% dissatisfaction, it's time to get real about
the struggles of RPA 1.0

July 31, 2019 | Phil Fersht

Who remembers this classic "statistic” from a couple of years' ago, where we caught some
friends declaring RPA fantasies that are simply miles from reality:

Gartner: 96% of customers are getting real value
from RPA? Really? (¢

May 23,2017 |

We've been keen to share with the world that RPA satisfaction has been in positive territory for
more than half of the adopting enterprises, which is OK for a relatively complex new type of
solution that takes a while to get right, and we revealed a 58% a satisfaction rating a few weeks
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New Technigues and Technologies Require New Metrics

Effectiveness: Useful bot output per unit of availabllity (24 hours/day)

Utilization (% of hours per day) * First Pass Yield (%) = EFFECTIVENESS

50% (No night shift) * 20% (High error rate) = 10% effective!

Millenium Group Roundtable, Deer Valley, 2019



4. RPA Lessons Learned
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The Care and Feeding of Bots: 20 RPA Misconceptions

After helping to design and deploy over 5,000 bots, here are 20 lessons learned.:

1. RPAs Main Value is ROI 11. Governance Is Unnecessary

2. Bots Replace Humans 12. Expertise Can Be Outsourced

3. Manual Tasks are Inherently Flawed 13. It's Important to Focus on What Bots Can Do

4. Bots are a Technology 14. Create a Proof of Value

5. First Pick a Tool or Technology 15. Bots Create Stability

6. Start with a Proof of Concept 16. Bots Should Be Designed for Average Performance
/. Bots Should Replicate Human Tasks 17. Bots Require Little Testing

8. Bots Should Automate What Is 18. You Need a Center of Excellence

9. Bots Remain Static Once Deployed 19. Automation is Easy

10.Bots are Cheap to Run and Maintain 20. RPAIs Innovative
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Mistake #1: Focus on ROl
ROI may be Automation’s LEAST Valuable Return!

= Your entire organization has been obsessively appliedm com
focused on cutting costs
= Expecting dramatic savings with minimal ROBOTIC PROCESS
Investment sounds too good to be true, because BUTOMATION
it largely is e
\,
 RPA's greatest returns come from ROx’s; or things
you HAVEN'T been as focused upon
* ROX’s: | CUSTOMER —vmics SHENALL " compLiANcE
 Return on Time
. ?eturn on Qua“ty Reducti;r:;rrwsmanual Improved data quality Improxr/:SdU't;LSJsiness Reduced Churn Rewﬁidsg:sr::?vr;gc;?;act
° Incr d for
Qeturn on FOCU$ Faster service ndae:,asiolfecftri)sno Reduced wage costs Brand boost Reduced Fraud
 Return on Consistency
* Return on Privacy
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Mistake #2: Replace Humans with Bots

RPA works without people as well as a hammer works without people

* Replacement of full FTEs is the exception, rather
than the rule

* If a bot does not replace a whole FTE, is there still a
pusiness case?

* |If the business case requires full automation
(replacement of all humans) how will exceptions be
handled?

* The best solution is cybernetic, with bots handling
bulk work items and humans managing exceptions
and providing judgment

Millenium Group Roundtable, Deer Valley, 2019
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Mistake #3. Manual Tasks are Inherently Flawed

Only if your organization has been incompetent for decades!

» Most companies have applied constant improvement
processes for years, if not decades

* A process step that remains manual after these efforts
has likely survived multiple attempts at automation

« Manual tasks persist because of some combination of
Cost, Complexity, Compliance or Complacence

« For automation to bring benefits, something
fundamental has to change, versus earlier
attempts
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Mistake #4: Bots Should be Treated Like a Technology Implementation

Bots aren’t a new technology, they’re a new workforce

= The support requirements for
RPA Is much closer to managing
a staff than managing a software
package

= Bots require training, ongoing
support, development and
assessment through their
lifecycle, just like humans

= |ssues such as password resets,
credentials and process or rule
changes befuddle the majority of
RPA implementations
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Mistake #5: It’s Imperative to Pick the “Right” Tool

RPA i1s not ERP, CRM or SCM

* The “leading vendor” in RPA has
changed 3 times in 4 years

* Their functionality, price point and
supportability are largely identical

» License fees are roughly $8-
12,000 per year for each
vendors’ solution

 |fab5-10% difference In license
orice Is significant, you likely
nave a very poor use case
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EGHAM, U.K., March 7, 2019

Gartner Predicts Up to Two-Thirds of iPaaS
Vendors Will Not Survive By 2023

Analysts to Discuss Infrastructure Trends and Challenges at the Gartner Application
Architecture, Integration & Development Summits 2019 in Mumbai, London and Sydney

Although the market for integration platform as a service (iPaaS) shows strong growth, the first
signs of market consolidation are starting to emerge. Gartner, Inc. predicts that by 2023, up to
two-thirds of existing iPaaS vendors will merge, be acquired or exit the market.

“The challenge for most iPaaS vendors is that their business is simply not profitable,” said Bindi
Bhullar, senior research director at Gartner. “Revenue growth and increasing customer
acceptance can’t keep up with the costs for running the platform and the heavy spending in sales
and marketing.”

Megavendors such as Oracle, Microsoft and IBM are better-equipped to handle those challenges
as they offer more-competitive offerings with more-aggressive pricing and packaging options
than smaller players in the market. Gartner expects that this trend will continue, further
diminishing the market share of specialist iPaaS players.

pPrunea 10r Consonuduorl rnere s wiidL we sdiu JusL live WEeEEKs dgo.
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Mistake #6: You Must Start With a “Proof of Concept”

There’s nothing “conceptual” about RPA

- MOSt Of the technology In RF)A tOOIS |S over 20 m_l-lnme Insert Page Layout Formulas D_ata Review View Developer
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y . ] —& [l Use Relative References 5{'@} %& % Q'i‘n.-fiew Code ?-_:_:':JEHF;
= Macros, Screen Scraping and Optical Character Visual Macros o\ racro Security Addins COM | Insert |Desion| g | @ islog | “°U™* @} ke,
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Mistake #7: Bots Should Replicate Human Tasks

Bots and people have different abilities, and limitations. Use each accordingly

Exactly replicating human
actions means that bots adopt
human constraints

Often, there’s a better way if you
start from scratch

Millenium Group Roundtable, Deer Valley, 2019
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Mistake #8: Bots Should Automate “As-Is” Processes

To make the most of Bots’ abilities as-is processes must be changed

[

———

= .

* Running the same task faster
does not always yield better
results

* Frequently, it causes problems
elsewhere in your systems or
processes
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Mistake #9: Bots Run Themselves After Deployment

Bots change what they automate, and must adapt as a result

* A bot that runs perfectly, without
changes is a mythical beast

* 1% of processes may fit this ideal
« Ongoing maintenance for bots
typically runs 200-500% of the cost

of acquisition

* Bots are “free” like a puppy is “free”

Millenium Group Roundtable, Deer Valley, 2019
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Mistake #10: Bots Require Minimal Support Once Deployed

In valuable use cases, operating costs should exceed acquisition costs

= Password resets, environment changes, patches,
upgrades, port changes, URL changes, etc.

= All conspire to make bot maintenance costly and
complex

= Remember that just because RPAIs SOLD as an
inexpensive, quick fix, ad hoc solution doesn’t
make it so

Millenium Group Roundtable, Deer Valley, 2019
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Mistake #11: Governance Is Unnecessary and Slows Bots Down

Governance iIs the entire reason for RPA to exist

THE WALL STREET JOURNAL

U.S. Edition ¥ June 6,201% Print Edition Vide

Home World US. Politics Economy Business Tech Markets Opinion Life&Arts Real Estate

= RPAis 20-30 year old technology, wrapped in a

governance layer... RPA *IS* governance
Stop Using Excel, Finance Chiefs Tell Staffs

Ubiquitous spreadsheet software that revolutionized accounting hasn't kept up, CFOs say

= Without governance, there’'s no need for RPA

= Without governance, RPA cannot scale beyond 20-
30 bots
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Mistake #12: Expertise Can Be Outsourced With RPA

Third parties cannot know your uniqgue tasks, only you do

Ol it ST

= Process participants and owners are critical to  wuwez.zomwiaueor

any RPA implementation The World's Workers Have
= The greater their buy in, and active participation, B|gger Pr0b|ems Than a

the better the results
Robot Apocalypse

® Work may eventually be automated out of existence, but
first, deal with labor shortages and “skills mismatch.”

= Participation means a seat at the table in a post-
automation world

By Peter Coy

BMREMARKS
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Peter Coy
Bloomberg Businessweek Writer
W @petercoy

Peter Coy is the economics editor for
Bloomberg Businessweek and covers a
wide range of economic issues. He
also holds the position of senior writer.
Coy joined the magazine in December
1989 as telecommunications editor,
then became technology editor in
October 1992 and held that position
until joining the economics staff. He
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Mistake #13: Design Should Focus On What Bots Can Do

Its more important to understand what bots CAN’T do

 Realistic expectations are key to successful use cases
* For example, text recognition has advanced, but still has a long way to go
* |f a process step requires a human to process data, OCR may be a constraint

* “Good OCR has 60%—65% vyield” (Harvey Spencer, Harvey Spencer Associates)

o &M PLOY%%W DAYS w%;x@

CONTRACT STAR'
10-18-1°

=) CONTRACT START DATE
D 10-17-17

b_ ,2'3601— - J

CONTRACT END DATE
10-17-17

AMOUNT
2,664.20
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Mistake #14: Deploy a Proof Of Value (POV) Before You Scale

RPA works in pilots, but only provides value at scale

= Bots produce a chicken-and-egg
scenario, like other investments in
healthcare

= Achieving scale Is key to
economic success, but it takes a
compelling business case to
commit to scale

= The ‘bot barrier’ lies between 20-
30 bots

= Below this point, positive ROl Is
rarely iIf ever achieved
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Mistake #15: Bots Create Process Stability

Effective bots disrupt processes, if they are truly effective

= Initially bots should destablilize processes,
until a new set point is achieved

= Running some tasks much faster will
overwhelm other tasks that have not been
addressed

= A new setpoint will be reached, but it may
take time to achieve

= Unintended consequences may be
significant

Millenium Group Roundtable, Deer Valley, 2019
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Mistake #16: Bots Should Be Measured By Average Performance

Don’t replicate average, replicate exceptional

* ML/AI learns from prescribed rules and a training dataset

* The lessons learned are then applied globally to all transactions

* The point of replicated results is critical, as the distribution collapses to that point

* Replicating to average means that half of your transactions will have WORSE results

If you RPA will converge Instead of here
replicate results to this point \
“Average’
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Mistake #17: Bots Require Little Formal Testing

lgnore testing at your peril!

* Tolerance for False Positives and Negatives Is
critical to RPA success

 False Positive: Incorrect signal that
Initiates subsequent action

» False Negative: Incorrect signal that
negates subsequent action

» Tolerance for False Positives and Negatives is critical to RPA success

» Both types of failures are normal in any process

» Patients, Regulators and Lawyers are generally intolerant of false negatives
» Imperative to understand a process’s tolerance for each

Millenium Group Roundtable, Deer Valley, 2019

34



Mistake #18: You Need a Center of Excellence

Create a Center of Support, Not a Center of Excellence

= Excellence should be shared, not
centralized

= Standards, best practices, etc.
should be centralized

Millenium Group Roundtable, Deer Valley, 2019
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Mistake #19: RPA iIs Innovation

Applied incorrectly, RPA is counter-innovation

= Maintains and deepens technology debt
= Hard-codes habits, whether good or bad

= Ensure inflexibility, rigidity and conformity;
which may be good or may be bad

Millenium Group Roundtable, Deer Valley, 2019
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Mistake #20: Automation Is Easy

Pilots and demos are easy, maintaining a cyber-workforce is hard

= Automation looks easy because of
the prior 19 misperceptions

= |t may appear to be easy in one
context...

= But may be extremely difficult in
another context

= |f transformation were easy, it
wouldn’t be transformative

Millenium Group Roundtable, Deer Valley, 2019
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Intelligent Automation Continuum
RPA Is the first step towards a cybernetic workplace

Investing in RPA is like paying for college
It gives you a seat at the table of the 2020’s

Machine Learning

Execute Enhance
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Artificial Intelligence

Cognitive Computing

.-
~ X

Explore Engage
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Digital Transformation is Upon Us!

Transform or become irrelevant

- /erk ;.

Twelve Steps to Rule the World

Author of “Data Crush” GetAbstract’s
2014 International Book of the Year
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Realigning from Capital-Centricity to Information-Centricity
Distribution Application Control

Analog Bureaucracy Process

Digital Mobility Social Media Analytics
From: Customers Come Operate Serially Decisions Out of
to Us Context
To: We are With Our Operate Decisions In
Customers Collaboratively Context
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Thank you

| getabstract
Email: chris@surdak.com
Web: www.surdak.com S
Twitter: @csurdak
M: 714.398.4874

If you'd like to learn more, check out "“Data Crush,” getAbstract’s International Book of the Year, 2014

“Jerk: The Digital Transformation Cookbook” Now available on Amazon

And thereafter, book three, “The Care and Feeding of BOTS”, in 2019 and books four, “In Mob We
Trust,” and five, “Averageocracy,” In 2020
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