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Service Automation Trends: Now, Soon, Later
Findings from OWS17

By Mary Lacity, COP, Ron Babin, COP, and Leslie Willcocks, COP

In a previous 2016 PULSE article’, the
author predicted the timing of three
service automation trends — Robotic
Process Automation (RPA)", Cognitive
Automation (CA), and Blockchain (BC)
using Stephen Sondheim’s song “now,
soon, and later” She described RPA as
atrend in full play “now,” CA as being
deployed in business services “soon,”
and BC as coming “later”

This year’s survey of clients and
providers attending the networking
sessions at OWS17 in San Antonio
Texas confirmed these predictions.
Sixty-eight clients and 59 providers
completed the surveys. We first
present what clients reported.

Service Automation in Client
Organizations

We asked clients to indicate the adoption
stages for RPA, CA and blockchain in
their organizations. Among the clients
who responded to the survey, 37 percent
indicated that their organizations had
already deployed RPA (see Figure 1).
Certainly we have seen a maturing of
RPA capabilities over the last year, and
Lacity and Willcocks have an RPA risk
mitigation guide forthcoming that
identifies 30 mature RPA practices™.

In contrast, as at February 2017, only

15 percent of client organizations had
already deployed cognitive automation.
In our case study research, we are finding

that cognitive automation projects will
increasingly go to market in late 2017,
which is supported by the survey:

25 percent of client organizations were
primed to deploy cognitive automation
services “soon,” as they were currently
doing trials or proofs-of-concepts (POC)
for cognitive technologies.

Finally, only 8 percent of respondents
indicated that their organizations had
already deployed blockchain technologies.
Blockchain still has a way to go in most
client organizations, as nearly one quarter
of clients claimed their organizations

were unaware of blockchain. The power
of blockchain will be unleashed “later,”
when industry partners agree on standards
for inter-organizational transactions.

o

B RPA

Bca
[ BC

Unaware

copyright © Lacity and Babin 2017 All Rights Reserved

PULSE March/April 2017

Organizational Adoption

(n=63 clients responding)

35%

Interested

Aware Actively

Considering

Figure 1

Training/

of Service Automation Technologies

3%

Already

POC Deployed




We next asked clients which sourcing
approach they typically used for service
automation programs. Clients most
commonly reported that they relied

on their current service providers to
automate services for them (see

Figure 2). This is good news for service
providers that have developed significant
automation capabilities. For clients, the
benefits of engaging a traditional BPO
provider include a full suite of integrated
services that combine labor arbitrage,
process excellence, change management
maturity and technology expertise.

Advisors will also be pleased to learn
that 23 percent of clients said they hire
advisors to help with service automation.
In the past few years, we have seen
advisors quickly building service
automation practices in response to
increased client demand. Advisory firms
track the service automation landscape
and help clients with their service
automation journeys. Credible advisors

need to master a variety of tools to

be “tool agnostic" and they must
understand which tools are best suited

to meet a client's needs. Advisors are
building capabilities by a variety of means.
These include: adopting tools to automate
their own internal services, hiring pioneers
from early enterprise adopters and
sending analysts through the software
provider's training certification programs.

Credible advisors need to
master a variety of tools to
be “tool agnostic” and they

must understand which
tools are best suited to meet
a client’s needs.

About a quarter of clients are managing
automation programs themselves,
without outside help from providers

or advisors. With insourcing, client
organizations bear all the risks of service
automation themselves, but earn all the
benefits — if managed well. For this
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“do-it-yourself” (DIY) model to pay off,
clients need to invest significant resources
in building internal service automation
skills.In a previous book, Service
Automation: Robots and the Future

of Work (2016), Willcocks and Lacity
described how client organizations can
build a Center of Excellence for RPA. In
the forthcoming risk mitigation guide,
Lacity and Willcocks (2017) describe how
to elevate RPA to a service automation
capability that integrates automation
tools under one strategic unit.

Finally, a smaller percentage of client
organizations use service automation

to bring services back in-house

(11 percent) or are beginning to buy
cloud services (12 percent). The cloud
deployment is a particularly interesting
trend to watch, as our case study research
found that organizations in some
industries — like healthcare and financial
services — avoided cloud RPA in 2016
because of regulatory concerns.
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