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Pinnacle Model® research methodology

We compile and share final results with participants, our members, and other stakeholders in the global 
services sector. Participants also receive a high-level customized analysis

Publish 
and educate

A cross-section of SMEs from various practices debates and refines the emerging hypothesesValidate 
and refine

We form an emerging point of view on the correlations between capabilities and outcomes, adoption trends, 
and key success factors

Form 
hypotheses

We then conduct interviews/roundtables with a subset of participants to gain deeper perspectives on their 
experiences, challenges, and journeys

Interview 
participants

We use surveys, RFIs, and other data collection methods to gather information from enterprises on 
capabilities and outcomes associated with the topic under evaluation

Survey 
enterprises

We evaluate multiple topics to identify hot topics that will resonate globally with sourcing leaders. We work 
with internal and external SMEs to define the topic and set boundaries

Define the 
topic

In the current Pinnacle Model Analysis, we look at 
enterprise Intelligent Automation (IA) adoption 
maturity to compare outcomes with associated 
capabilities 

Pinnacle Enterprise 
differentiators

Accelerating your 
intelligent automation journey

Implications 
for enterprises

Definition of 
Pinnacle Enterprises™

Everest Group Pinnacle Model®
assessments identify Pinnacle 
Enterprises™, companies that are 
achieving superior business outcomes 
because of their advanced automation 
capabilities. The journeys of these 
best-of-the-best companies provide 
insights into the key enablers needed 
to achieve desired outcomes and point 
to the investments required for the 
greatest speed to impact. Whether 
companies want to make incremental 
changes or achieve major 
transformations, Pinnacle Enterprises 
exemplify the way to success. 
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01 Differentiators for Pinnacle Enterprises™
 Outcome differentiators

 Capability differentiators
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Process mining

Custom AI solutions (such as 
NLP and computer vision)

API integrations /  
pre-built connectors Data transformation

Intelligent Automation Platform (IAP)

Automation

RDA / attended RPA Unattended RPA Intelligent Document 
Processing (IDP)

Conversational AI
(CAI)

Monitoring and insights

AI-based analyticsTask mining

Process 
orchestration

Enabling capabilities

Process 
management 
& governance

Rules-based automation AI-based automation

A host of technologies such as RPA, IDP, conversational AI, process mining, and 
process orchestration constitute the IA ecosystem
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We identified 10 Pinnacle Enterprises™ based on their focus on IA outcomes and 
capability maturity

O
ut

co
m
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Le
ve

l 2
Le

ve
l 1

Le
ve

l 3

Typical AdvancedBasic Leaders

Capability maturity

Pinnacle Enterprises™

Each enterprise will have it’s own 
specific journey depending on the 
industry, size and culture

Business impact

Operational impact

Cost impact

Vision and strategy Organization structureTechnologyImplementation Talent management

Everest Group recently assessed enterprise IA adoption maturity on the Pinnacle Model

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022.
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Enterprises have achieved significantly more impact from their IA initiatives over the past 
2.5 years

Difference in impact achieved over the past 2.5 years

Cost impact
Almost 75% enterprises are achieving breakeven within 
24 months as compared to 59% in the past.

Breakeven within 24 months

Operational impact
Improvement in turnaround time 
for Pinnacle Enterprises

Improvement over pre-intelligent automation in turnaround time 
is 70% as compared to 57%, 2.5 years ago.

Business impact
Enterprises are realizing high impact in strategic areas. 
Improvement in top-line growth of Pinnacle Enterprises™ has 
increased by almost 2X over 2.5 years ago.

Improvement in top-line 
growth of Pinnacle 
Enterprises

75%

59%

70%

57%

63%

33%

Average Return on Investment 
(ROI) from IA for Pinnacle 
Enterprises

196%

188%

Pinnacle Enterprises continue to achieve significant ROI on 
investment from IA initiatives.

Q1, 2022 Q4, 2019

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Overall, enterprises’ IA capability maturity has increased significantly over the past 2.5 
years

Difference in impact achieved over the past 2.5 years

Vision & strategy
More enterprises (~2X) are collecting and monitoring impact metrics 24x7 to measure impact and make strategic and operational decisions and predictions
to manage IA initiatives in the future.

Organization structure
Enterprises are shifting to a more mature hub-and-spoke model for their automation CoEs; key roles and responsibilities of the CoE include identifying new 
use cases for automation, approving automation procedures to ensure quality and IT security compliance, and monitoring the benefits and effectiveness of the 
IA programs.

Implementation
On average, the scale of intelligent automation deployments, in terms of number of robots deployed, increased to 4X over the past 2.5 years. The average 
number of business processes for which enterprises leverage IA has also increased.

Technology
A significantly higher number of best-in-class enterprises are preferring to integrate best-of-breed RPA and AI/cognitive capabilities when sourcing IA 
solutions. More enterprises (~1.3X) leverage RPA combined with cognitive / machine learning capabilities to process semi-structured or unstructured data.

Talent management
Enterprises are committed to increasing employee engagement through organization-wide programs facilitated by internal or external experts. The share 
of impacted employees who are being laid off has been declining; more enterprises (1.3X) are re-skilling/up-skilling existing employees to drive IA initiatives.

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Cost impact Operational impact Strategic impact

Pinnacle Enterprises™ significantly exceed other enterprises across three key impact areas

On average, Pinnacle 
Enterprises generated 

approximately 2.3X ROI 
and 3.7X higher cost 
savings relative to other 

enterprises

Pinnacle Enterprises achieved 
1.4X improvement in 

operational metrics such as 
employee productivity, 
turnaround time, and 

operational efficiency compared 
to other enterprises

Pinnacle Enterprises 
experienced 60% higher
impact in strategic areas, 

such as employee experience, 
top line growth, customer 

satisfaction, and time-to-market 
compared to other enterprises

Enterprises’ outcomes comparison

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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On average, Pinnacle Enterprises™ generated 2.3x ROI on operations through IA initiatives 
as compared to other enterprises

Cost impact

Average ROI from IA
(percentage)

FTE capacity created through IAAverage cost savings from IA
(in US$ millions)

Practitioner’s view
“Initially, cost savings from IA were low – approximately US$10,000 per year. However, cost savings grew significantly year-
over-year and are now over US$1 million per year after five to six years. We have also been able to create significant FTE 
capacity, and the employees are able to take up more higher value work.”
– Head of Digital Transformation & Strategy, Global Business Services, global industrial manufacturing firm

 Almost 90% of the Pinnacle Enterprises have realized 
more than 50% ROI from IA and 20% of the Pinnacle 
Enterprises have realized more than 200% ROI from IA 

 About 60% of Pinnacle Enterprises realized cost savings of 
more than US$10 million; only 16% of other enterprises 
realized the same level of savings

 50% of Pinnacle Enterprises have automated tasks 
creating capacity equivalent of at least 500 FTEs through 
IA, versus only 7% of other enterprises

Pinnacle Enterprises™ Other enterprises

2.3X
83%

196%

11

41

3.7X
168

697

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022

4.1X
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Pinnacle Enterprises™ have been able to save 4.7x more human hours as compared to other 
enterprises

 IA initiatives have been most impactful in improving 
operational efficiency and turnaround time; Pinnacle 
Enterprises’ improvement in operational metrics surpasses 
that of other enterprises
– 70% of Pinnacle Enterprises reported over 60% 

improvement in operational efficiency over pre-
automation levels, compared to about 36% of other 
enterprises 

– While nearly all Pinnacle Enterprises report more than 
40% improvement in turnaround time, only one-third of 
other enterprises met the same mark

 Pinnacle Enterprises have improved operational metrics by 
62% on average over pre-automation operations, 
compared to 43% for other enterprises 

Operational impact

Improvement due to IA on operational metrics

Practitioner’s view
“With the help of RPA and ML-based document processing capability, we were able to achieve significant productivity 
gains, especially in processes that involve a large volume of documents. It also helped us make the process less prone 
to errors and significantly reduce processing time.”
– Analyst, Department of Technology, banking and financial services firm

61%

63%

70%

55%

37%

49%

45%

40%

Employee productivity

Operational efficiency 
and quality

Turnaround time 

Process governance and 
regulatory compliance 

43% 62%

286,500 

60,044 

4.7X

Average human hours saved from IA Pinnacle Enterprises™ Other enterprises

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022



Proprietary & Confidential. © 2022, Everest Global, Inc. | This document has been licensed to Blue Prism

Enterprise Intelligent Automation (IA) Adoption Maturity | Pinnacle Model® Assessment

12

Pinnacle Enterprise™, which are more mature in IA implementation, realized significant 
strategic impact beyond cost and operational metrics 

 Both Pinnacle Enterprises and other enterprises have 
increased the use of IA to achieve strategic business 
outcomes; however, Pinnacle Enterprises’ performance 
surpasses that of other enterprises
– 70% of Pinnacle Enterprises reported high 

improvement in top-line growth due to IA 
implementation, compared to 18% of other enterprises

– While 50% of Pinnacle Enterprises improved employee 
experience by more than 60% on average over pre-
automation, only 11% of other enterprises reported the 
same results

 Pinnacle Enterprises have improved in strategic areas by 
54% on average over pre-automation, compared to 33% 
improvement among other enterprises 

Strategic impact Practitioner’s view
“Our CSAT ratings have improved since we adopted IA. We have also been able to generate more top line by 
cross-selling and up-selling services to existing customers with the help of conversational AI. IA has also 
enhanced employee experience with improved productivity and ability to add value.”
– Senior Manager, Head of Robotic Services, global telecommunications firm

Strategic impact of IA initiatives over pre-automation

52% 55%
63%

45%
55%

37% 41%
34%

22%

30%

Improving employee
experience

Improving customer
experience

Revenue / top-line
growth

Industry/market
disruption (e.g., time-

to-market, new
business models)

Business continuity
planning

33%

54%

Pinnacle Enterprises™ Other enterprises

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Vision and 
strategy

Organization 
structure

TechnologyTalent 
Management

Implementation

A long-term view and structured approach 
to process selection, standardized well-
defined metrics to measure the impact 

and efficiency, with practice of 
continuously monitoring impact metrics 
for strategic and operational decisions

Significantly larger scale (3X use cases 
and 1.4X robots deployed), wider 
scope (more business functions), and  
higher speed of implementation (67% 
faster)

Greater emphasis on setting up a COE early in the 
automation journey, upskilling employees to promote 
citizen development, and clearly defined and communicated 
roles and responsibilities within the automation COE

Continuous investments in employee engagement programs 
and change management, and strong focus on re-skilling/up-

skilling existing employees 

Strong focus on integrating best-of-breed RPA 
and AI/cognitive capabilities and increasing 
leverage of technologies such as process 
mining and task mining for holistic process 
discovery and improvement

Pinnacle Enterprises™ have developed differentiated capabilities through intelligent 
automation

Enterprise capability maturity comparison

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Metrics & KPIs

Implementation approach Technological sophistication

Technology sourcing

Interoperability Collaboration

Training

Governance

Citizen-led development

IT involvement

Reusability

Scale

Scope

H
ig

h
Lo

w
C

on
tri

bu
tio

n 
to

 c
ap

ab
ilit

y 
m

at
ur

ity
 g

ap

Pinnacle Enterprises™ have built differentiated capabilities around implementation 
approach, metrics and KPIs, scale, governance, technology sophistication and sourcing, 
change management, and resourcing

Top eight distinctive capabilities for Pinnacle Enterprises™ Other distinctive capabilities for Pinnacle Enterprises™

Vision and Strategy Technology Talent managementOrganization structureImplementation

Vision

Organizational readiness

Project initiation & funding

Speed of implementation

Resourcing

Change management

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ are ahead in implementing IA for judgement-intensive tasks, and 
have well-defined metrics to continuously track the outcomes

In IA adoption, Pinnacle Enterprises outperform their non-
Pinnacle peers in vision alignment and implementation in the 
following areas:

 Targeted business processes for IA adoption: with 
increasing sophistication of IA technologies, Pinnacle 
Enterprises are targeting more judgement-intensive 
processes with unstructured data, in addition to simple and 
rules-based processes

 Measuring outcomes: Pinnacle Enterprises have well-
defined business outcomes metrics that are standardized 
across the organization and updated regularly

 Monitoring outcome metrics: In addition to creating 
reports, Pinnacle Enterprises continuously monitor impact 
metrics to gain new insights to improve strategic and 
operational decision-making 

Vision and 
Strategy Practitioner’s view

“At the start, we implemented IA for every use case that came along without a well-defined vision or long-term strategy. Now, we
have digital advisors who are the first point of contact for the opportunity identification and prioritization. They create a business 
case around the problem and then approach the solution with the aim to generate impact on the defined metrics.”
– Head of Digital Transformation & Strategy, Global Business Services, global industrial manufacturing firm 

Leveraging IA for high volume, judgement-based tasks with unstructured data 
(share of enterprises)

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022

Vision

Organizational readiness
Metrics & KPIs

Implementation approach

9%

49%

Practice of collecting and monitoring impact metrics 
24x7 to make strategic and operational decisions

Well-defined metrics to measure outcomes of IA 
initiatives

90%

80%

100% = 10 45

47%
90%

Project initiation & funding

Pinnacle Enterprises™ Other enterprises
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Pinnacle Enterprises™ are forerunners in terms of scalability and they have also been able 
to broaden scope of IA use cases to multiple business functions

 The scale of RPA deployments is significantly larger for 
Pinnacle Enterprises than other enterprises
– On average, Pinnacle Enterprises have automated 3X 

use cases than other enterprises
– About 70% of Pinnacle Enterprises’ RPA deployments 

are unattended, compared to 42% in other enterprises
 Pinnacle Enterprises have a wider scope of IA 

implementation:
– They have scaled IA in more business functions than 

other enterprises
– To automate more complex use cases, Pinnacle 

Enterprises are also investing more in advanced IA 
technologies such as IDP, conversational AI, and 
process mining than other enterprises 

 Pinnacle Enterprises take significantly less time from 
planning to robot deployment, as they can more efficiently 
identify use cases and implement IA than other enterprises

Implementation

Scope

Scale

Speed of implementation

Practitioner’s view
“We started our journey more than five years ago with RPA and then moved to complex use cases involving unstructured data. 
By 2019, we were leveraging IA for 450 use cases, and by 2022 we scaled to almost 1,000 use cases.”
– Head of Digital Transformation & Strategy, Global Business Services, global industrial manufacturing firm 

Implementation

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022

47%

60%

40%

30%

13%

10%

Average number of business functions with IA
(share of enterprises)

Fewer than 33-5More than 5Number of business functions

1,200-1,250 850-900

3 months 5 months

Pinnacle Enterprises Other enterprises

Average number of active 
robots deployed 

Average time taken from 
planning to robot deployment 

Pinnacle Enterprises™ Other enterprises

Average number of IA use cases per 
enterprise

101

315

3X
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Pinnacle Enterprises™ have better and more robust governance, and upskill more 
employees to promote citizen development

 The automation CoE is the core of digital transformation for 
Pinnacle Enterprises. All Pinnacle Enterprises™ have a 
dedicated IA CoE, versus 78% of other enterprises

 The automation CoE in 70% of the Pinnacle Enterprises is 
more than 36 months old and governs almost two-third of 
total use cases 

 The primary responsibilities of CoEs in most Pinnacle 
Enterprises include ensuring coordinated communication 
with relevant stakeholders, defining implementation 
standards, approving automation procedure for quality 
assurance, and managing automation training and education

 While almost all participating enterprises indicated having a 
dedicated rewards & recognition program for citizen 
development, majority of Pinnacle Enterprises focus 
specifically on upskilling employees along with innovation 
challenges to promote citizen development

Organizational structure

Share of enterprises CoEs older than 36 months Employee training/upskilling to promote citizen development

Practitioner’s view
“We started with a centralized CoE model in 2018, but it created several challenges and delays. In 2019, we implemented a hub-and-spoke model
with shared ownership and members from both business and  IT teams. This has led to wider acceptance, eased the scaling up process, and has 
helped establish a robust governance mechanism, with more than 80% of use cases being centrally governed by the COE.”
– Director, Strategic Operations, leading banking and financial services firm

1 Numbers do not add up to 100%, as respondents had the option to select multiple roles & responsibilities for their automation CoEs
Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022

Citizen-led development

Governance

IT involvement

31%
70%

47%
90%

Roles & responsibilities of automation CoE
(Share of enterprises)1

43%

51%

66%

31%

49%

54%

54%

70%

70%

70%

80%

80%

80%

80%Defining standards, procedures, and 
guidelines for implementing automations 

Ensuring quality and compliance with IT security 

Ensuring coordinated communication with 
relevant stakeholders 

Managing automation training and education programs

Identifying automation use cases

Identifying and piloting new technologies

Monitoring the automation program benefits and effectiveness 

Pinnacle Enterprises™ Other enterprises
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Pinnacle Enterprises™ are ahead of other enterprises in investing in and leveraging 
advanced IA technologies such as IDP and process mining to improve value realization

Technology
Practitioner’s view
“We started our automation journey with RPA adoption in key global markets three years ago. With focus on generating greater value, we 
continuously evaluated emerging AI startups, validating fit for its use cases, and piloting various solutions such as task mining, OCR / document 
processing, orchestration, and chatbots. This has helped us derive various tangible and intangible benefits from IA.”
– Chief Automation Officer, leading multinational media firm

Reusability

Technology sourcing

Interoperability

Technological sophistication

Pinnacle Enterprises’ automation technology sophistication is 
higher than that of other enterprises:

 RPA packaged with document processing capability is 
gaining traction among Pinnacle Enterprises

 The majority of Pinnacle Enterprises are leveraging IDP 
solutions to process unstructured documents in addition of 
semi-structured documents, compared to only one-third of 
other enterprises

 Almost 80% of Pinnacle Enterprises are leveraging 
process mining integrated with task mining for holistic 
discovery of as-is processes, compared to 13% of other 
enterprises

Robotic Process Automation (RPA)

RPA combined with AI capabilities for processing 
semi-structured or unstructured data 

RPA with human-in-the-loop automation capabilities

Process mining integrated with task mining for holistic 
discovery of as-is processes

Process discovery with some focus on optimizing; siloed 
adoption of process mining and task mining 

Processing of semi-structured and unstructured documents

Processing of semi-structured documents

Intelligent Document Processing (IDP)

Process mining

90%

100%

90%

60%

70%

80%

53%

54%

51%

29%

47%

13%

Pinnacle Enterprises™ Other enterprises

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Basic adoption Leverage of other IA technologies Advanced adoption

Simple rules-based Sentiment and contextual analysis 
capabilities, sophisticated voice capabilities

Reporting analytics Reporting, descriptive, predictive, and 
prescriptive

Orchestrating 
robotic tasks

AI-based decision-making for workload 
balancingProcess orchestrator/BPM

Analytics

All Pinnacle Enterprises™ prefer to integrate best-of-breed RPA and AI capabilities when 
sourcing IA technologies/solutions

Technology
Practitioner’s view
“Seeing the success of automation initiatives so far, we are planning to extend the technological ecosystem beyond RPA. Our COE is assessing 
technologies available in the market, spending time on R&D, and talking to technology providers to identify the best-of-breed solutions to add to our 
automation portfolio and best-fit partners that can support us in our long-term vision, provide strategic advice, and technical guidance.”
– Senior Manager, Business Architecture and Operational Excellence, leading insurance firm

Reusability

Technology sourcing

Interoperability

Technological sophistication

 Pinnacle Enterprises are developing capabilities and effectively 
using advanced technologies such as process mining (integrated 
with task mining), descriptive and predictive analytics, and 
process orchestration solutions

 To automate more complex use cases, Pinnacle Enterprises are 
also investing more in advanced IA technologies such as IDP, 
conversational AI, and process mining than other enterprises 

 All Pinnacle Enterprises prefer to integrate best-of-breed RPA 
and AI/cognitive capabilities; only 56% of other enterprises 
currently take this approach

 Most Pinnacle Enterprises have a central library of reusable 
automations that can be shared across the organization globally, 
compared to only 16% of other enterprises

Conversational AI

56%
100%

Preferred sourcing model –
Integrating best-of-breed RPA 
and AI / cognitive capabilities
(share of enterprises)

16%
70%

Central library of reusable 
assets shared across the 
organization
(share of enterprises)

Pinnacle Enterprises™ Other enterprises

Scope of adoption beyond RPA 
(average investments in advanced 
technologies such as IDP, CAI, and 
process mining)

64%
80%

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ have made greater investments in employee engagement initiatives 
and well-structured training programs to re-skill/up-skill employees

Talent management
Practitioner’s view
“With adoption of IA, we started to train in-house citizen developers from across the organization. By the end of the year, we had over 60 people 
across different departments trained with relevant IA skills. It has been a huge asset in terms of talent availability also helped with change 
management.”
– Senior Manager, Head of Robotic Services, global telecommunications firm

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022

Resourcing

Training

Collaboration

Change management

 While all enterprises invest in new talent for automation skills, 
Pinnacle Enterprises are more likely to leverage existing talent by 
re-skilling/up-skilling them

 Pinnacle Enterprises have dedicated training programs for IA skills 
run jointly by internal or external experts

 Pinnacle Enterprises focus more than other enterprises on 
employee engagement and developing a culture of innovation and 
design thinking; they have organization-wide programs to address 
employee apprehension and create awareness of automation 
initiatives, and reward programs to drive employee contribution

 Pinnacle Enterprises have stronger IA teams as they share 
resources and skills across the organization/geographies

Resourcing and talent management practices 
(share of enterprises)

100% = 45

Organization-wide employee 
engagement program

Well-structured automation 
training program

Leverage existing employees by 
re-skilling/up-skilling

10

90%

90%

70%

80% 53%

36%

40%

47%Sharing and pooling of 
resources

Pinnacle Enterprises™ Other enterprises
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Telia Finland has saved significant cost and staff time with the help of IA (page 1 of 2)

Enterprise overview
Founded in 1853, Telia company is a Swedish multinational 
telecommunications company and mobile network operator present 
in Sweden, Finland, Norway, Denmark, Lithuania, Latvia, and 
Estonia. It employs over 20,000 people worldwide and reported a 
revenue of approximately SEK 75 billion (US$8 billion) in 2021.  It 
provides fixed and mobile communication solutions to customers 
and has 17 million mobile subscriptions. Its stock is listed at Nasdaq 
Stockholm and Nasdaq Helsinki and has approximately 490,000 
shareholders. Telia Finland is one of the largest mobile operator 
and providers of landline telephone and internet services in Finland.

Objectives behind IA adoption Key facts about IA program

 Improve employee productivity and 
reduce/eliminate manual intervention required to 
resolve customer queries

 Increase operational efficiency, quality, and 
reliability 

 Enhance customer experience by providing 
consistent and superior engagement

 Grow the top line by identifying cross-sell/up-sell 
opportunities

 Generate cost savings

 The firm’s IA journey began more than five years ago
 It currently has more than 115 IA robots in production, 

with more than 300 successful IA use cases 
automated across business lines

 It has adopted conversational AI technology to 
augment RPA; almost 50% of IA deployments are in 
customer service

 It is successfully leveraging process mining 
technology to eliminate process inefficiencies and 
identify potential automation use cases

Challenges
 Getting senior management support and buy-in for IA implementation and adapting to a new working model 

posed a major challenge
 Not having a dedicated CoE posed challenges in the very early days as everything used to run through the 

enterprise IT unit
 Addressing employee apprehensions around job loss due to automation led to challenges in change 

management
 Initial results from IA adoption did not meet expectations, leading to challenges in scaling up
 Identifying and prioritizing new use cases was a challenge before the adoption of process mining technology

Everest Group’s IA Pinnacle Model® Assessment 2022
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Telia Finland has saved significant cost and manual hours with the help of IA (page 2 of 2)

Strategy and approach

 Telia Finland started its IA journey by adopting desktop automation technology followed by 
speech-to-text analytics to transform the customer handling process

 It adopted a process mining solution after about 18 months to easily identify potential automation 
use cases and process inefficiencies

 It implemented the hub-and-spoke automation CoE model with presence in many 
geographies/BUs, which eased the scaling up process and sped implementation

 It included security and risk leaders in the IA journey to manage and mitigate associated risks; IT is 
primarily involved in infrastructure- and maintenance-related matters

 It actively invests in educating employees about IA and has dedicated training programs with 
certifications for IA skills conducted by internal and external experts; also leverages local leaders 
to address employee apprehensions

● It has a strong focus on enabling business users / citizen developers to discover and develop 
automation solutions, leading to a much wider acceptance

Key business outcomes

 More than US$12 million saved with help of IA in the past year
 More than 8 million manual work hours automated in the past year with IA technologies
 Achieved break even on IA investments in less than 9 months
 Enhanced service quality
 Achieved significant improvement across strategic areas including CSAT scores and top-line 

growth 

● Build a clear business case and create a Minimum Viable 
Product (MVP) for potential use cases before going into 
production and automate processes one-by-one rather than 
automating several processes together

● Ensure buy-in from top management; it is key to organization-wide 
adoption of IA

● Openly communicate the vision of the IA initiatives across the 
organization and address employee concerns to effectively manage 
change; educate managers to address employee apprehensions

● The change management strategy should include creating new digital 
leaders, defining separate roles for developers and analysts, and 
helping employees continuously upskill for alternate career paths

● Follow a bottom-up approach to identify new use cases for automation 
and create a common channel for employees to share their ideas

Winning insights

Open communication within the organization and driving a 
citizen-led discovery model wherein delivery managers who are 
closest to the process recommend new use cases is the key to 
successful change management, but this will only work when 
they are not afraid of losing their jobs.
– Topias Huovinen, Head of Robotic Services, Telia Finland
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Enterprise overview
Siemens Global Business Services (GBS) operates business 
services for Siemens AG units worldwide as well as external 
customers. Its portfolio comprises transactional and expertise-
driven services, with a strong focus on digitalization in areas such 
as business administration, human resources, supply chain 
management, sales, marketing, and engineering. In fiscal 2021, 
Siemens GBS provided business services worth €650+ million. 
GBS serves its clients globally from 11 major delivery locations 
with about 11,000 employees. 

Optimizing processes before automating and an inclusive culture helped Siemens Global 
Business Services (GBS) drive significant strategic impact from IA (page 1 of 2)

Objectives behind IA adoption Key facts about IA program

 The key drivers in the early stages of the Siemens 
GBS’ IA adoption were generating cost savings 
and increasing operational efficiency

 With time, strategic business drivers such as 
enhancing customer and employee experience, 
generating top-line growth, and decreasing time to 
value have gained importance

 Almost 1,000 successful IA use-case deployments in 
the past 5 years

 Initial deployments were in finance & accounting; 
since then, have expanded the scope and diversified 
use of IA across more than 5 business functions 
such as finance & accounting, sales & marketing, HR, 
procurement, and industry-specific processes

 Leveraging process mining integrated with task 
mining to optimize processes before automating 

Challenges

 To increase the scale on their automation platforms, in the early days of automation adoption, Siemens GBS 
teams launched multiple automation initiatives with limited focus on business cases or prioritizing the most 
suitable use cases

 AI scalability was a challenge as many initiatives remained in proof-of-concept and pilot phases

 A missing decentralized operating model led to several operational challenges; the CoEs became 
bottlenecks in the centralized setup that had been used at the beginning of the process

Everest Group’s IA Pinnacle Model® Assessment 2022
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Strategy and approach

 Shifted from a centralized CoE model to hub-and-spoke automation CoE model with presence in 
many business units to ease the scaling process

 Employed a combination of top-down and bottom-up approaches for use case identification. An 
innovation unit scouts organizational processes and identifies new use cases and also conducts a 
boot camp that rewards employees with the best ideas for automation

 With a strong focus on optimizing before automating, started to leverage integrated process mining 
and task mining capabilities for data-driven process enhancement and use case identification and 
prioritization

 Created off-the-shelve digital products that addressed common customer challenges to ensure 
solution reusability, standardization, and scalability across multiple units early in the development 
process

 To communicate change management and upcoming automation initiatives, publishes short videos 
from top management and product owners and has built a 3D digital showroom to showcase 
products and processes

 Also encouraged employees to develop their own robots to increase and drive wider acceptance

Key business outcomes

 Saved more than US$90 million with the help of IA since start of automation adoption
 Saved more than 1 million manual work hours in the past year with IA
 Achieved break even on IA investments in less than one year
 Transformed the business model from pure automation focus to also generating new revenue 

streams from IA products, such as automation solutions for factories and service desks

● Enterprises need to have a clear focus and strategy to ensure 
successful adoption and acceleration of IA projects. Process 
evaluation, re-engineering, and optimization should be an 
integral part of IA program

● Prioritize the identified processes / use cases that have the potential 
to impact returns/outcomes and time to value 

● Consciously focus on technology and provider evaluation; picking the 
right solution based on product capability and business function use 
case is essential to realize desired benefits and drive scale

● Having a robust operating model is key to smooth implementation; 
empowering employees to own automation goes a long way in driving 
organization-wide adoption of IA

● Having an internal digital advisory team that works with technology 
partners to enhance user experience with technology/products helps 
to enhance employee and customer experience

Winning insights

Optimizing processes before automating and an inclusive culture helped Siemens Global 
Business Services (GBS) drive significant strategic impact from IA (page 2 of 2)

Our digital advisory team works closely with customers and partners 
to identify and realize digitalization opportunities leveraging our 
strong IA ecosystem. By co-creating off-the-shelve products and 
services, we ensure shorter time to value for customers.
– Nikolas Barth, Head of Digital Transformation & Strategy, Global Business  

Services, Siemens AG
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02 Key implications for enterprises
Implications for enterprises
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Key implications for enterprises

Identifying optimal processes to automate and accessing experienced talent are some of the key 
challenges enterprises face as they increase automation.

The emphasis on and benefits of a citizen-led model are real and more visible to enterprises that are scaling 
up and more mature in their IA programs.

Integrating best-of-breed RPA and AI/cognitive capabilities is the preferred way to source IA 
technologies/solutions.

Successful IA initiatives are driven by an inclusive culture; implementing the right change management 
strategy is key to unlocking the next phase of growth.

To measure the scale and efficiency of its IA initiatives, enterprises have set-up a well-defined set of metrics 
that are standardized across the organization.

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Implications for enterprises
Enterprises have set up a well-defined set of metrics that are standardized across the organization to measure the 
scale and efficiency of IA initiatives

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022

 The majority of enterprises have established a well-defined set of metrics 
that are standardized across the organization to measure the outcome of 
their IA projects

 Almost all study participants use metrics such as number of robots, number 
of use cases, and FTE capacity created per robot to track the scale and 
impact of automation

 Pinnacle Enterprises are also leveraging metrics such as Straight-Through 
Processing (STP) rates, license utilization, and speed of automation 
implementation to measure automation program effectiveness
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 Approximately 44% of participating enterprises reported identification of 
processes to automate as a key challenge, which leads to difficulty in scaling 
up and reduces value realization

 Several Pinnacle Enterprises use process mining technology to identify new 
automation use cases and optimize processes before automating

 Almost 40% of the enterprises also face significant difficulty in accessing 
experienced talent for IA. Pinnacle Enterprises are focusing more on 
developing in-house talent by re-skilling/up-skilling existing employees to 
scale their programs

Implications for enterprises
Difficulty in identifying optimal processes to automate and finding experienced talent are two key challenges 
enterprises face as they automate

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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 Identifying automation use cases and business case development are key 
automation CoE responsibilities; however, there is a growing prevalence 
of crowdsourcing and citizen-led discovery among Pinnacle Enterprises

 While the traditional top-down approach of idea generation / use case 
discovery is common, enterprises indicate that it might require 
considerably more change management effort during the execution phase 
due to significant employee resistance

 The citizen-led approach has the added benefit of more ideas coming from 
process owners themselves and has proven to be the most effective in 
identifying high impact use cases, which the CoE can then prioritize

 Pinnacle Enterprises also consider citizen development as a key part of 
their IA strategy; about 90% have invested in upskilling programs and 
innovation challenges to promote citizen development

Implications for enterprises
The emphasis on and benefits of a citizen-led model are real and more visible to enterprises that are scaling up 
and more mature in their IA programs

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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 As enterprises look to automate more complex use cases, it becomes 
evident that RPA alone lacks the potential to deliver transformational benefits

 Most Pinnacle Enterprises are investing in advanced IA technologies such as 
IDP, conversational AI, and process mining, to augment RPA

 All Pinnacle Enterprises prefer to integrate best-of-breed RPA and 
AI/cognitive capabilities when sourcing IA technologies

 Over 55% of other enterprises across industries also prefer this approach; 
however, some continue to look for one unified automation platform with 
built-in RPA and AI/cognitive capabilities 

Implications for enterprises
Integrating best-of-breed RPA and AI/cognitive capabilities is a preferred approach to sourcing IA 
technologies/solutions

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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 About 80% of Pinnacle Enterprises report that individual business function 
heads play a key role in handling the change management program in 
cooperation with the automation CoE and local/regional leaders

 Enterprises have established clear divisions of roles and responsibilities 
among stakeholder groups – the CoE conducts the workshops for an 
organization-wide communication of the enterprise vision, and the business 
heads drive regular discussions to address employee apprehensions

 Developing an inclusive culture that involves effectively positioning 
automation, identifying change agents to dispel employees’ job security 
concerns, and charting plans to address impacted employees, help in 
change management

 Enterprises are also implementing upskilling/reskilling programs, providing 
guidance around alternate career paths, and creating new roles for the 
employees

Implications for enterprises
Successful IA initiatives are driven by dedicated focus on communicating the vision and developing an inclusive 
culture with support from business function heads

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Accelerating your IA journey
 Assessment of the capability gap between Pinnacle Enterprises™ and others

 Accelerators for the IA journey03
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Extent of sub capability gap compared to Pinnacle Enterprises™

Capability Sub capability Basic Typical Advanced Key journey accelerators for enterprises

Implementation 
approach

 Identify and define the future state for all business processes before initiating IA
– Define the future state for processes and then re-engineer them, keeping in mind the automation 

evolution
– Standardize and optimize business processes to realize more value from IA adoption 

 Set up well-defined metrics to measure the outcomes, scale, and efficiency of IA
– Measure metrics such as cost savings, ROI, process quality and speed, productivity, and customer 

experience to measure automation initiatives outcomes
– To measure the scale and efficiency of automation initiatives, collect and monitor metrics such as 

license utilization, speed of automation implementation, Straight-Through Processing (STP) rates, 
and number of use cases / processes automated

– Standardize the above metrics across the organization and monitor them 24X7 to make data-backed 
strategic and operational decisions

 Set up robust risk management protocols
– Set up, regularly monitor, and optimize risk management protocols
– Can include security and risk leaders in the IA journey from the start to prepare, manage, and 

mitigate associated risks

Metrics & KPIs

Organizational 
readiness

Vision

Project initiation & 
funding

Extent of capability gap
Limited gapSignificant gap Moderate
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Enterprises can use several journey accelerators to fast-track their IA journeys and achieve 
superior outcomes (page 1 of 5)

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Enterprises can use several journey accelerators to fast-track their IA journeys and achieve 
superior outcomes (page 2 of 5)

Extent of sub capability gap compared to Pinnacle Enterprises™

Capability Sub capability Basic Typical Advanced Key journey accelerators for enterprises

Scale

Expand the scope of automation across the organization and scale quickly to reap the maximum 
benefit from IA

 Leverage IA widely for more business processes and across functions/units across the organization to 
achieve greater value and impact

 Reduce time from planning to robot deployment by identifying uses cases more efficiently and creating 
libraries of reusable automation assets (e.g., functions, workflows/templates, and technology 
integrations)

 Define and maintain guidelines around development standards and proper documentation up front to 
ensure smoother and faster implementation 

 Target more complex, judgment-based processes with semi-structured data flow and interactive 
activities, rather than only automating transactional tasks

Scope

Speed of 
implementation

Im
pl

em
en

ta
tio

n

Extent of capability gap
Limited gapSignificant gap Moderate

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Extent of sub capability gap compared to Pinnacle Enterprises™

Capability Sub capability Basic Typical Advanced Key journey accelerators for enterprises

Governance

 Establish a CoE in the early stages of the IA journey and define roles/responsibilities
– Organizations that are benefiting more from IA set up their automation COEs in the beginning of the 

journey
– A hub-and-spoke governance model, with shared ownership and members from both global 

business unites and IT teams, has proven to be more successful than other alternatives
– Involve enterprise IT teams across areas such as licensing, setting and scaling up infrastructure, 

and maintaining and monitoring digital workforce. IA initiatives have better chances of succeeding if 
IT and related business units actively collaborate with each other

 Key roles and responsibilities of IA COEs among Pinnacle Enterprises include
– Identifying automation use cases and developing the business case
– Ensuring coordinated communication with relevant stakeholders
– Defining and approving standards, procedures, and guidelines for implementing automations to 

ensure quality and compliance with IT security
– Managing and optimizing IA training/education programs to develop talent with relevant skills
– Identifying and piloting new technologies/providers to expand the portfolio
– Monitoring automation program benefits and effectiveness 

 Take initiatives to drive citizen-led development: Focus on upskilling employees by implementing 
the right training and initiatives such as innovation challenges to promote citizen development 

Citizen-led 
development

IT involvement

O
rg

an
iz

at
io

n 
st

ru
ct

ur
e

Extent of capability gap
Limited gapSignificant gap Moderate

Enterprises can use several journey accelerators to fast-track their IA journeys and achieve 
superior outcomes (page 3 of 5)

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Te
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io
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Extent of sub capability gap compared to Pinnacle Enterprises™

Capability Sub capability Basic Typical Advanced Key journey accelerators for enterprises

Technological 
sophistication

 Source best-of-breed RPA and AI/cognitive capabilities: Pinnacle Enterprises take a best-of-breed 
approach in leveraging solutions/providers for technologies, integrated through pre-built 
connector/APIs 

 Develop a central library of reusable automation components: Put in place a central library for 
reusable automations that can be shared across the organization globally; reusability enables 
standardization and significantly reduces development time

 Leverage advanced IA technologies to augment RPA for complex use cases
– NLP-powered IDP solutions for classification and processing structured, semi-structured, and 

unstructured documents, such as contracts and annual reports
– Conversational AI with sophisticated voice capabilities and based on deep learning, NLP for 

contextual understanding of conversational queries, sentiment analysis, and suggesting next-best-
action through text

– Process mining integrated with task mining for holistic discovery of as-is processes
– Process orchestrator with capability to orchestrate long-running workflows across robot tasks, 

exception handling tasks, and manual tasks 
– Analytics beyond reporting such as descriptive, predictive, and prescriptive analytics

Technology sourcing

Reusability

Interoperability

Extent of capability gap
Limited gapSignificant gap Moderate

Enterprises can use several journey accelerators to fast-track their IA journeys and achieve 
superior outcomes (page 4 of 5)

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Extent of capability gap
Limited gapSignificant gap Moderate

Ta
le

nt
 M

an
ag

em
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t
Enterprises can use several journey accelerators to fast-track their IA journeys and achieve 
superior outcomes (page 5 of 5)

Extent of sub capability gap compared to Pinnacle Enterprises™

Capability Sub capability Basic Typical Advanced Key journey accelerators for enterprises

Change 
management

 Build in-house IA talent and collaborate across the organization
– Upskill/reskill existing employees with IA training in addition hiring new resources with required IA 

skills 
– Develop a collaborative work culture to share/pool IA resources and skills across the organization to 

achieve maximum benefits and scale

 Leverage individual business function heads to drive change management related to IA 
initiatives: In Pinnacle Enterprises, individual business function heads play a key role in managing 
change, in coordination with automation CoE and local/regional leaders

 Design well-structured and an integrated external and internal IA training programs: Pinnacle 
Enterprises have well-structured integrated external and internal training programs that are optimized 
for relevant IA skills such as RPA, AI, and data science

 Establish an organization-wide employee engagement program for automation initiatives: It is 
essential to address employee apprehensions via internal and external experts to help secure 
employee involvement and cooperation

Resourcing

Collaboration

Training

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Assessment of capability maturity04  Vision & strategy

 Implementation

 Technology capabilities

 Organizational structure

 Talent management
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Improving operational efficiency, increasing employee productivity, and enhancing 
customer experience are the key drivers of IA adoption in Pinnacle Enterprises™

Vision

Project initiation & funding

Importance of drivers of IA adoption
Degree of importance

Pinnacle Enterprises™ Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

High Medium Low No importance

Generate cost savings

Increase employee productivity

Improve operational efficiency and 
quality, e.g., faster, error-free transactions

Better process governance and 
regulatory compliance

Improve employee experience

Enhance customer experience 
(increase CSAT)

Overcome talent shortages

Ensure business resilience/continuity

Grow revenue (top-line growth)

Disrupt the industry/market, e.g., decrease 
time-to-market, launch new business models

80%

67%

80%

56%

33%

11%

24%

11%

40%

60%

9%

4%

9%

4%

7%

5%

70%

90%

100%

80%

80%

30%

10%

20%

10%10%

53%

24%

45%

62%

47%

40%

56%

51%

25%

40%

7%

18%

2%

11%

13%

2%

2%

2%

100%

30%

60%

70%

60%

50%

30%

30%

30%

20%

10%

10%

100% = 10 45

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question
Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Enterprise CXO leadership and individual business function heads play a key role 
in driving IA as a strategic initiative across Pinnacle Enterprises™

Vision

Project initiation & funding

Role and accountability for driving IA as a strategic initiative
Share1 of respondents

Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

Enterprise CXO leadership group, please specify (e.g., 
COO, CFO, CIO, CTO)

Individual business function heads (e.g., F&A, HR)

Enterprise IT leadership

IT shared services organization leadership

Local/regional leaders (e.g., country entity heads)

Other shared services organization leadership

Others

70%

70%

60%

60%

50%

10%

0%

58%

44%

67%

40%

38%

11%

4%

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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While other enterprises continue to rely more on their IT budgets, more of 
Pinnacle Enterprises™’ IA program funding comes from shared services and 
business unit/function budgets

Vision

Project initiation & funding

Source of funding for IA projects
Share of respondents

Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

100% = 10 45

30%

22%

22%

19%

7%

0%

28%

14%

14%

35%

8%

1%

Local/regional business 
unit(s) budget

Global shared services 
budget

Global business function 
budget

Enterprise IT budget

Central enterprise 
budget (sponsorship 

from CXO)

Others

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ are ahead of others in proactively evaluating and 
mitigating security and compliance risks by setting robust protocols when 
implementing IA initiatives

Vision

Project initiation & funding

Security and risk preparedness measures to drive IA initiatives
Share of respondents

Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

0%

40%

30%

10%

10%

0%

10%

2%

20%

16%

11%

24%

22%

5%

100% = 10 45

Redefined security and risk policies to accommodate 
automation initiatives

Included security and risk leaders in the IA journey from the 
start to prepare, manage, and mitigate associated risks

Made a few changes to security and risk policies to 
accommodate automation initiatives

No changes made to existing security and risk policies

Proactively evaluated and planned for mitigation of 
security and compliance risks

Set up unique risk management protocols and controls 
for automation deployments

Set up robust risk management protocols, which are 
regularly monitored and optimized

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ emphasize on encryption capability and RPA software 
security accreditations to assess security preparedness when shortlisting IA 
platforms

Vision

Project initiation & funding

Factors considered when assessing IA technology platform security 
and risk preparedness
Share of respondents

Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

End-to-end data encryption, integration with credential vaults, and 
certification such as ISO, Veracode; granular access control

Auto-redaction of sensitive data, end-to-end encryption, integration 
with credential vaults, certifications; granular access control

Data encryption at rest and granular access control 

Data encryption at rest and in-transit and integration with secure 
credential vaults with granular access control

50%

30%

20%

0%

42%

11%

31%

16%

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ have established well-defined and standardized metrics, 
which are updated regularly, to measure the outcomes, scale, and efficiency of 
IA projects

Vision

Project initiation & funding

Measuring the impact, scale, and efficiency of IA initiatives
Share of respondents

Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

40%

40%

20%

0%

0%

22%

27%

40%

11%

0%

Well-defined series of new metrics that are standardized across the 
organization and are reviewed and optimized/updated regularly

Well-defined series of new metrics that are 
standardized across the organization

Some basic cost and efficiency metrics / existing 
IT metrics that are repeatable in projects

Do not use any metrics to measure the outcomes

Loosely controlled, ad hoc metrics

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ leverage metrics such as STP rates, license utilization, and 
speed of automation implementation to measure the effectiveness of their IA 
programs, versus only counting the number of robots or use cases

Vision

Project initiation & funding

Metrics used to measure scale and efficiency of IA initiatives
Share1 of respondents

Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

80%

70%

70%

70%

60%

60%

30%

20%

0%

0%

10%

60%

69%

36%

27%

53%

36%

33%

11%

9%

7%

0%

Number of use cases / sub-processes automated

FTE capacity created per robot

We do not use any metrics to measure the scale and efficiency

Speed of automation implementation

Extent of reusability of automation assets/codes

IT infrastructure utilization

Number of robots/licenses

Straight-Through Processing (STP) rates

License utilization

Graphics Processing Units (GPU) usage

Others

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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About 50% of Pinnacle Enterprises™ collect and monitor data for efficiency and 
outcome metrics in near real-time to make strategic and operational decisions

Vision

Project initiation & funding

Monitoring efficiency and outcome metrics
Share of respondents

Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

50%

40%

10%

0%

9%

33%

42%

16%

100% = 10 45

We collect and monitor impact metrics 24X7 to make strategic 
and operational decisions and predictions for the future

We collect impact metrics to gain new insights to improve 
operational decision-making beyond reporting

We monitor impact metrics on ad hoc basis

We collect impact metrics regularly to produce reports 
and dashboards

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ focus more on monitoring and improving license utilization 
to enhance the efficiency of their IA programs

Vision

Project initiation & funding

Average robot utilization rate
Share of respondents

Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

10%

0%

0%

20%

10%

20%

30%

10%

11%

15%

18%

18%

9%

18%

2%

9%

20% or less

21-40%

41-50%

51-60%

61-70%

71-80%

81-90%

More than 90%

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ target relatively more complex processes, characterized by 
high volume, interactive nature, need for judgment, and unstructured data flow 
when deploying IA solutions

Vision

Project initiation & funding

Targeted process types for IA implementation
Share of respondents1

Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

90%

80%

80%

70%

40%

0%

47%

42%

64%

60%

9%

4%

100% = 10 45

High volume, moderately judgement-based, interactive tasks with 
unstructured data flow (e.g., chat, voice, data from social media) 

High volume, judgment-based/decision-making tasks with unstructured data flow 
(e.g., long documents such as legal contracts, handwritten documents, & checks)

Transactional, rules-based tasks with structured data flow
(e.g., well-organized data sets in Excel workbooks)

Content-centric processes; rules-based tasks and significant semi-structured data 
flow (e.g., PDFs and scans without much variance in template)

Low volume, highly judgment-based/decision-making tasks requiring critical 
thinking

Others

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022



Proprietary & Confidential. © 2022, Everest Global, Inc. | This document has been licensed to Blue Prism

Enterprise Intelligent Automation (IA) Adoption Maturity | Pinnacle Model® Assessment

49

Pinnacle Enterprises™ focus more on reengineering and defining the future state of 
business processes before deploying IA solutions

Vision

Project initiation & funding

Changes made to business processes for IA adoption
Share of respondents

Other enterprises

Organizational readiness

Metrics & KPIs

Implementation approach

40%

50%

10%

0%

9%

51%

36%

4%

100% = 10 45

Defined the future state for all business processes and then 
re-engineered them keeping in mind the automation evolution

Simplified and re-engineered business processes to 
accommodate automation initiatives 

Made significant changes to / optimized a few business 
processes

Made no meaningful changes to our business processes

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Distribution of RPA projects by stage 
Percentage of use cases

Pinnacle Enterprises™ have higher percentage of RPA projects / use cases in 
steady-state implementation stage than other enterprises

Other enterprises

Scale

Scope

Speed of implementation

19%

21%

60%

32%

28%

40%

Pilot

Scaling up from pilot

Steady-state 
implementation / running 

automation

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Distribution of AI projects by stage 
Percentage of use cases

Pinnacle Enterprises™ also have relatively higher percentage of AI projects in 
scaling up and steady-state implementation than other enterprises

Other enterprises

Scale

Scope

Speed of implementation

42%

28%

30%

56%

23%

21%

Pilot

Scaling up from pilot

Steady-state 
implementation / running 

automation

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Enterprises’ current scale of use cases 
Share of respondents

Pinnacle Enterprises™ have deployed IA in more use cases than other 
enterprises

Other enterprises

Scale

Scope

Speed of implementation

100% = 10 45

6%

11%

17%

19%

22%

11%

11%

0%

3%

0%

0%

25%

0%

0%

25%

25%

0%

25%

51-100

<5

16-25

>600

401-600

5-15

26-50

201-400

101-200

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Number of live RPA robots deployed since inception
Share of respondents

Scale of IA adoption in terms of number of robots deployed is higher for Pinnacle 
Enterprises™ than others

Other enterprises

Scale

Scope

Speed of implementation

100% = 10 45

~1,165 ~838Average RPA robots deployed

30%

10%

20%

30%

0%

10%

31%

29%

16%

15%

2%

7%

< 50

501-2,000

>5,000

50-200

201-500

2,001-5,000

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ have deployed unattended bots more than attended RPA 
robots

Other enterprises

Scale

Scope

Speed of implementation

76%

24%

48%

52%

Unattended RPA robots

Attended RPA robots

Percentage split of attended vs. unattended RPA robots deployed
Share of projects

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Target number of deployed RPA robots (next 12 months)
Number of RPA robots to be deployed

Other enterprises who are behind Pinnacle Enterprises™ in terms of scale plan to 
deploy more RPA robots in the next 12 months

Other enterprises

Scale

Scope

Speed of implementation

100% = 10 45

127 164Average RPAs to be deployed

0%

10%

20%

10%

30%

10%

10%

10%

0%

9%

14%

11%

9%

13%

13%

16%

13%

2%

< 5

26-50

101-200

5-15

51-100

201-400

401-600

>600

16-25

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Percentage split of investment in IA solutions – current vs. planned
Share of respondents

Pinnacle Enterprises™ plan to invest more in advanced IA technologies such as 
conversational AI, process orchestrator, and process mining than other enterprises

Other enterprises

Scale

Scope

Speed of implementation

100% = 10 45

40%

12%

12%

13%

16%

8%

33%

12%

19%

15%

16%

7%

39%

17%

13%

12%

10%

9%

37%

16%

16%

13%

8%

9%

RPA

OCR / Intelligent Document 
Processing (IDP)

Process orchestrator / 
BPM

Chatbots / 
Conversational AI (CAI)

Process mining

Task mining

Current investments Planned investments in next 12 months

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Time taken from planning to robot deployment
Share of respondents

Pinnacle Enterprises™ deploy IA solutions at a much faster rate than other 
enterprises

Other enterprises

Scale

Scope

Speed of implementation

100% = 10 45

0%

30%

50%

20%

0%

0%

5%

13%

36%

24%

13%

9%

Less than 1 month

1-2 months

5-6 months

3-4 months

7-8 months

More than 8 months

3.3 months 4.7 monthsAverage time taken

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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While current Pinnacle Enterprise deployments are primarily RPA-based, Pinnacle 
Enterprises™ plan to increase the AI component significantly as they scale up 
deployments

Technological sophistication

Current vs. planned automation deployments
Share of use cases deployed

Other enterprises

Reusability

Technology sourcing

Interoperability

62%

24%

14%

19%

52%

29%

47%

29%

24%

40%

37%

23%

RPA only

RPA + AI

AI only

Current investments Planned investments in next 12 months

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022



Proprietary & Confidential. © 2022, Everest Global, Inc. | This document has been licensed to Blue Prism

Enterprise Intelligent Automation (IA) Adoption Maturity | Pinnacle Model® Assessment

59

The majority of Pinnacle Enterprises™ deploy RPA with built-in AI capabilities and 
the ability to support human-in-the-loop automation for real-time exception 
handling

Technological sophistication

Other enterprises

Reusability

Technology sourcing

Interoperability

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

Sophistication of RPA technology deployed
Share1 of respondents

100% = 10 45

RPA with human-in-the-loop automation capabilities for real-time 
exception handling and user interaction

Unattended RPA (typically runs on servers/cloud to batch-
process tasks)

RPA with pre-built integration with third-party AI /cognitive / 
machine learning capabilities for processing semi-structured or 

unstructured data

Attended RPA / RDA (runs on an agent’s desktop/laptop to 
assist agents)

RPA with built-in AI /cognitive / machine learning capabilities for 
processing semi-structured or unstructured data

Not applicable

90%

80%

80%

70%

40%

0%

53%

67%

38%

20%

60%

4%

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Time since inception for various IA components
Average number of months since inception

Pinnacle Enterprises™ significantly exceed other enterprises the time since 
implementation of various intelligent automation components

Other enterprises

47

34

29

31

32

21

34

29

24

26

29

26

RPA

Process orchestrator / BPM

OCR / Intelligent Document 
Processing (IDP)

Chatbots / Conversational 
AI (CAI)

Process mining 

Task mining 

Pinnacle Enterprises™

Technological sophistication

Reusability

Technology sourcing

Interoperability

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ are ahead in augmenting RPA with IDP solutions that offer 
the ability to classify documents and process structured, semi-structured, and 
unstructured documents

Technological sophistication

Sophistication of IDP technology deployed
Share1 of respondents

Other enterprises

Reusability

Technology sourcing

Interoperability

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

Document classification and processing of structured (e.g., 
forms) and semi-structured documents (e.g., invoices)

OCR for digitizing scanned documents; data extraction 
from forms

Document classification and processing of structured, semi-
structured, and unstructured documents (e.g., contracts, 

annual reports); leverages NLP

Not applicable

90%

80%

60%

0%

51%

47%

29%

20%

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ have a significantly higher application of conversational AI 
solutions with ML-/NLP-based text analysis and sentiment analysis capabilities Technological sophistication

Sophistication of chatbots / conversational AI-based technology deployed
Share1 of respondents

Other enterprises

Reusability

Technology sourcing

Interoperability

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

ML and NLP for sentiment analysis and suggesting next-best-action 
through a text interface; basic voice commands can be processed

Simple, rules-based chatbots with basic text analytics

Deep learning, NLP-based platform for contextual understanding of 
conversational queries; sophisticated voice capabilities to analyze 

calls and generate summary

Not applicable

70%

60%

60%

0%

33%

47%

31%

22%

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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About 80% of Pinnacle Enterprises™ are integrating process mining and task 
mining for holistic discovery of as-is processes and optimization prior to 
automation

Technological sophistication

Sophistication of process mining / task mining technology deployed
Share1 of respondents

Other enterprises

Reusability

Technology sourcing

Interoperability

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

100% = 10 45

Process mining integrated with task mining for holistic discovery of as-is 
processes;  high focus on process optimization/automation and leverage 
of advanced capabilities such as process simulation and action triggers

Process discovery with some focus on optimizing/automation 
processes; siloed adoption of process mining and task mining

Process discovery in a business unit or geography for 
understanding and documenting processes

Not applicable

80%

70%

50%

0%

13%

47%

38%

27%

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ have deployed a process orchestrator / BPM solution to 
manage and orchestrate long-running workflows involving manual, robotic, and 
system steps

Technological sophistication

Sophistication of process orchestrator / BPM technology deployed
Share1 of respondents

Other enterprises

Reusability

Technology sourcing

Interoperability

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

100% = 10 45

Capability to orchestrate long-running workflows across 
robot tasks, exception handling tasks, and manual tasks

Capability to orchestrate robot tasks and exception 
handling tasks

Capability to orchestrate robot tasks

Not applicable

AI-based decision-making to enable intelligent workload 
balancing of digital workforce

100%

70%

60%

40%

0%

20%

38%

44%

18%

16%

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ are increasingly exploring opportunities to go beyond 
reporting and descriptive analytics, and leverage more predictive and 
prescriptive analytics

Technological sophistication

Sophistication level of analytics leveraged
Share1 of respondents

Other enterprises

Reusability

Technology sourcing

Interoperability

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

100% = 10 45

Reporting, descriptive, predictive, and prescriptive analytics

Reporting analytics

Reporting and descriptive analytics

Not applicable

Reporting, descriptive, and predictive analytics

70%

50%

50%

30%

0%

20%

53%

36%

36%

4%

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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About 70% of Pinnacle Enterprises™ have developed central and shareable 
libraries of reusable automation assets to facilitate organization-wide sharing 
and collaboration

Technological sophistication

Developing libraries of reusable automations across the organization
Share of respondents

Other enterprises

Reusability

Technology sourcing

Interoperability

100% = 10 45

We have developed a central library of reusable 
automation that we share across the organization globally

We have developed libraries of reusable automations that 
we share among a few business units / regions

We have developed libraries of reusable automations but 
do not share them with other business units / regions

We do not have a library of reusable automations

70%

20%

10%

0%

15%

38%

16%

31%

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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All Pinnacle Enterprises™ prefer to integrate best-of-breed RPA and AI 
capabilities when sourcing IA technologies/solutions Technological sophistication

Preferred sourcing model for IA technology/solutions
Share of respondents

Other enterprises

Reusability

Technology sourcing

Interoperability

100% = 10 45

0%

0%

0%

24%

56%

16%

4%

One unified automation platform 
with built-in RPA and AI / 

cognitive capabilities

Integrate best-of-breed RPA 
and AI / cognitive capabilities

Use the RPA vendor’s third-
party technology partners 

for AI / cognitive capabilities

Other

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Majority of Pinnacle Enterprises™ have moved away from siloed deployment 
and look for pre-built connectors / APIs to integrate with best-of-breed AI 
capabilities to augment RPA

Technological sophistication

Interaction between IA technologies within the organization
Share of respondents

Other enterprises

Reusability

Technology sourcing

Interoperability

100% = 10 45

Best-of-breed approach to leverage different providers for different 
technologies, integrated through pre-built connectors / APIs

Integrated one-stop-shop IA solution with APIs for connecting with 
other enterprise applications

Deployment of technologies for automation of individual tasks/sub-
processes with integration only to downstream systems

Siloed deployment of all technologies

70%

10%

0%

20%

9%

29%

35%

27%

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Time since automation CoE’s setup
Share of respondents

All Pinnacle Enterprises™ have a dedicated IA CoE, as compared to 78% of other 
enterprises; 70% of Pinnacle Enterprises™’ CoEs are more than 36 months old

Other enterprises

Governance

Citizen-led development

IT involvement

100% = 10 45

42 months 34 monthsAverage tenure

10%

10%

10%

20%

40%

10%

0%

5%

22%

20%

16%

4%

11%

22%

Fewer than 12 months ago

12-24 months ago

25-36 months ago

37-48 months ago

49-60 months ago

More than 60 months ago

My organization hasn’t yet 
setup an automation CoE

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Type of IA CoE in the organization
Share of respondents

While 50% of Pinnacle Enterprises™ currently have a centralized model for COE, 
they are gradually shifting to a hub-and-spoke model

Other enterprises

Governance

Citizen-led development

IT involvement

100% = 10 45

0%

50%

50%

14%

49%

37%

Specialized automation CoE
for specific automation 

initiatives (decentralized)

Hub-and-spoke automation CoE
with presence in many business 

units, working closely with a 
central team to implement 

automation initiatives

Centralized automation CoE
for defining and implementing 
all automation projects across 

the organization

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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IA CoE’s role and responsibilities
Share of respondents

The CoE plays an important role in ensuring coordinated communication, defining 
standards and procedures, and managing IA training in Pinnacle Enterprises™

Other enterprises

Governance

Citizen-led development

IT involvement

100% = 10 45

66%

74%

49%

54%

54%

31%

51%

43%

26%

31%

23%

34%

37%

32%

49%

32%

48%

48%

17%

9%

14%

20%

17%

9%

26%

70%

60%

80%

80%

80%

80%

70%

70%

40%

20%

40%

20%

10%

20%

20%

20%

20%

50%

10%

10%

10%

10%

10%

Identifying automation use cases and business case development

Driving the roll-out, implementation, and maintenance of IA  projects 

Ensuring coordinated communication with relevant stakeholders 

Defining standards, procedures, and guidelines for IA implementation 

Approving all automation procedures to ensure quality and compliance 
with IT security 

Managing automation training and education programs

Identifying and piloting new technologies / solutions

Monitoring the automation program benefits and effectiveness

Driving citizen-led automation development

Primary Secondary No role

3%

3%

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Share of IA projects / use cases governed by the CoE
Share of respondents

With wider process scope and greater scale, the CoE governs almost two-thirds 
of use cases for the majority of Pinnacle Enterprises™

Other enterprises

Governance

Citizen-led development

IT involvement

100% = 10 45

40%

30%

20%

0%

10%

26%

14%

26%

23%

11%

More than 80%

41-60%

61-80%

Less than 20%

20-40%

68% 54%Average cases governed by
the CoE

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Initiatives to promote citizen lead automation
Share1 of respondents

Pinnacle Enterprises™ consider citizen development a key part of their IA 
strategies; 90% have invested in upskilling programs and innovation challenges 
to promote citizen development

Other enterprises

Governance

Citizen-led development

IT involvement

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

Employee training and upskilling along with initiatives such as 
innovation challenges to promote citizen development

Education programs for managers to provide flexibility in selected 
employees’ work schedules/targets to encourage participation in the 

citizen-developer program

No dedicated program to promote citizen-led development

Dedicated rewards & recognition program for citizen developers 
contributing to the identification and development of automation use cases

Others

90%

50%

20%

10%

0%

47%

35%

22%

0%

47%

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Share of IA projects executed by citizen developers
Share of respondents

The contribution of citizen developers / operations staff in developing/executing 
automated processes varies across enterprises, depending on the project’s scope

Other enterprises

Governance

Citizen-led development

IT involvement

100% = 10 45

32% 27%Average automated processed 
executed by citizen developers

20%

10%

10%

10%

40%

10%

9%

7%

22%

29%

18%

15%

76-100%

11-25%

26-50%

0%

1-10%

51-75%

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Level of IT involvement in the automation journey
Degree of involvement

The enterprise IT plays a crucial role across areas such as licensing, setting and 
scaling up infrastructure, and maintaining and monitoring the digital workforce

Other enterprises

Governance

Citizen-led development

IT involvement

60%

47%

78%

35%

20%

31%

40%

20%

49%

64%

9%

13%

2%

16%

16%

80%

40%

90%

40%

50%

20%

30%

10%

40%

30%

20%

50%

Licensing

Bot ownership

Setting up and scaling the 
infrastructure

Evangelizing automation capabilities

Use case identification and prioritization

49%

38%

51%

44%

35%

47%

40%

38%

16%

15%

9%

18%

50%

30%

50%

40%

10%

40%

20%

30%

40%

30%

30%

30%

Bot development and testing

Training in-house resources

Monitoring and maintaining the 
digital workforce

Automation program performance 
management

High Medium Low
100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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In most Pinnacle Enterprises™, individual business function heads play a key role 
in handling change management, in cooperation with the automation CoE and 
local/regional leaders

Change management

Responsibility for handling change management for IA-related programs
Share1 of respondents

Other enterprises

Resourcing

Training

Collaboration

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

Individual business function 
heads (e.g., F&A)

Automation CoE

Other

Local/regional leaders (e.g., 
country entity heads)

Transformation management 
office

Human resources

80%

60%

60%

40%

20%

10%

53%

67%

36%

24%

18%

4%

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ are ahead in establishing organization-wide programs and 
developing a culture of innovation and inclusivity to drive employee engagement Change management

Level of employee engagement in IA initiatives
Share of respondents

Other enterprises

Resourcing

Training

Collaboration

100% = 10 45

30%

60%

10%

0%

4%

36%

36%

24%

An organization-wide 
program drives employee 

experience and engagement

Organization-wide employee 
engagement facilitated by a 

few internal experts

Most of the employees who 
engage in automation 

initiatives are “believers”

Few employees proactively 
engage in some 

automation initiatives

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ are more likely to upskill impacted employees to take up 
higher value work Change management

Management of employees impacted due to IA projects
Share of respondents

Other enterprises

Resourcing

Training

Collaboration

100% = 10 45

51%

21%

21%

7%

0%

26%

30%

34%

7%

3%

Upskilled and deployed 
for higher value work

Reskilled and 
redeployed to other parts 

of the organization

Redeployed to other 
parts of the organization

Other

Laid off

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ focus on upskilling/reskilling existing employees through 
training, and hire new resources to develop strong in-house talent with IA skills Change management

Sourcing IA talent /skills 
Share1 of respondents

Other enterprises

Resourcing

Training

Collaboration

1 Numbers do not sum to 100% as respondents had the option to select multiple responses for this question

100% = 10 45

We hire new resources with IA skills

We leverage existing employees with limited training

We leverage existing employees who are re-skilled/up-skilled with 
robust training

We leverage external/third-party resources

100%

80%

40%

30%

56%

53%

71%

42%

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ have invested more in well-structured integrated IA 
training programs than other enterprises, which rely more on third-party training Change management

Training employees for IA initiatives
Share of respondents

Other enterprises

Resourcing

Training

Collaboration

100% = 10 45

40%

30%

20%

10%

18%

18%

44%

20%

Integrated external and 
internal training programs that 

are continuously reviewed

Well-structured internal 
automation training program

No formalized IA training

External IA training by service 
providers

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ leverage skills through sharing and pooling of resources 
within business functions, and across geographies throughout the organization Change management

Sharing of IA talent/skills
Share of respondents

Other enterprises

Resourcing

Training

Collaboration

100% = 10 45

50%

40%

10%

0%

13%

33%

45%

9%

Organization-wide 
sharing/pooling of IA 
resources and skills

Sharing/pooling of resources 
and skills within business 

functions across geographies

No sharing/pooling of 
resources and skills

Limited sharing of 
resources and skills with 
regional business units

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Assessment of outcomes05  Cost impact

 Operational impact

 Business impact



Proprietary & Confidential. © 2022, Everest Global, Inc. | This document has been licensed to Blue Prism

Enterprise Intelligent Automation (IA) Adoption Maturity | Pinnacle Model® Assessment

83

More than half of Pinnacle Enterprises™ have saved more than US$10 million from IA 
initiatives, as compared to only 15% of other enterprises

Cost savings achieved through IA initiatives
Share of respondents

Other enterprises

100% = 10 45

10%

20%

30%

30%

0%

10%

0%

2%

4%

9%

24%

27%

18%

16%

More than US$100 million

US$50-100 million

US$10-50 million

US$1-10 million

US$500,000-1 million

Up to US$500,000

No cost savings to date

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ leveraged IA to free up more resources, thereby creating 
higher FTE capacity as compared with peers

Range of capacity created / FTE-worth work done by IA 
Share of respondents

Other enterprises

100% = 10 45

10%

10%

30%

0%

20%

20%

10%

0%

2%

0%

4%

16%

20%

18%

13%

27%

More than 2,000

1,001-2,000

501-1,000

101-500

51-100

21-50

1-20

No FTE capacity 
created

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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All Pinnacle Enterprises™ have realized break even on IA investments; 50% of them
have managed to achieve break-even in less than a year

Time to achieve break even on IA investments
Share of respondents

Other enterprises

100% = 10 45

0%

10%

20%

0%

10%

10%

40%

10%

0%

5%

7%

2%

9%

16%

24%

13%

13%

11%

More than 36 months

30-36 months

25-29 months

20-24 months

15-19 months

10-14 months

6-9 months

1-5  months

Yet to achieve break even

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ have achieved significantly higher RoI on average from IA 
initiatives than other enterprises; 60% of them have realized more than 100% ROI 

ROI realized from IA initiatives
Share of respondents

Other enterprises

100% = 10 45

10%

10%

40%

30%

10%

0%

0%

4%

4%

7%

7%

35%

27%

16%

More than 500%

201-500%

101-200%

51-100%

26-50%

Less than 25%

Yet to achieve ROI

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ have improved operational metrics such as turnaround time, 
process efficiency and quality, and regulatory compliance versus their pre-
automation scenarios from IA initiatives

Impact of IA initiatives on operational KPIs
Average impact over pre-IA scenario

Other enterprises

13%

36%

36%

26%

76%

60%

53%

58%

2%

2%

9%

7%

9%

2%

2%

9%

80%

70%

80%

40%

10%

20%

20%

50%

10%

10%

10%

Employee productivity

Operational efficiency and 
quality (e.g., faster, error-

free transactions) 

Turnaround time

Process governance and 
regulatory compliance

High impact (> 60%) Moderate impact (10-60%) Low/no impact (<10%) Don’t Track

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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About 70% of Pinnacle Enterprises™ have saved more than 50,000 staff hours 
through IA adoption 

Staff hours saved through IA
Share of respondents

Other enterprises

100% = 10 45

20%

40%

10%

30%

0%

0%

0%

0%

0%

4%

4%

7%

22%

11%

27%

11%

7%

7%

> 500,000 hours

100,001-500,000 hours

50,001-100,000 hours

10,001-50,000 hours

5,001-10,000 hours

1,001-5,000 hours

251-1,000 hours

1-250 hours

No staff hours saved 
through automation

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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Pinnacle Enterprises™ have been significantly more successful in increasing 
business value by creating impact in strategic areas such as top-line growth and 
employee experience

Impact of IA initiatives on business outcomes
Average impact over pre-IA scenario

Other enterprises

11%

20%

18%

11%

13%

76%

69%

62%

44%

49%

4%

2%

11%

27%

24%

9%

9%

9%

18%

14%

50%

30%

70%

20%

40%

30%

70%

30%

70%

50%

10%

10%

10%

10%

Employee experience

Customer experience (CSAT)

Revenue (top-line growth)

Industry/market disruption 
(e.g., time to market, new 

business models)

Business continuity 
planning

High impact (> 60%) Moderate impact (10-60%) Low/no impact (<10%) Don’t Track

100% = 10 45

Pinnacle Enterprises™

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022
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 Glossary
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Demographics – enterprise profile

Enterprise profile by industry
2022; percentage of respondents

Enterprise profile by revenue
2022; percentage of respondents

22%

15%

13%11%

9%

7%

5%

4%
4%

4%
4%2%

2% Banking and 
financial services

CPG and retail

Healthcare Automotive

Life Sciences (includes 
medical devices)

100% = 55

Manufacturing

Electronics, hi-tech & 
technology

Media and entertainment
Others

US$25 billion - US$50 billion

US$500 million - US$1 billion

US$1 billion - US$5 billion

100% = 55

Communications

Energy and utilities

Insurance
Less than US$500 million

US$5 billion - US$10 billionUS$10 billion - US$25 billion

More than US$50 billion

Travel and logistics

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022.

13%

4%

18%

13%18%

16%

18%
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Demographics – enterprise profile

Source: Everest Group’s Enterprise Intelligent Automation Pinnacle Model® Assessment 2022.

2% 11%

16%

22%

49%North America

APAC

UK

Continental Europe

MEA

3%4%
11%

13%

20%
22%

27%Director, IT

RPA Specialist

Vice President (VP)

Chief Information 
Officer (CIO)

Analyst

Senior Manager
Head of digital 
transformation

Enterprise profile by geography
2022; percentage of respondents

Enterprise profile by respondents’ role in the organization
2022; percentage of respondents

100% = 55 100% = 55



Proprietary & Confidential. © 2022, Everest Global, Inc. | This document has been licensed to Blue Prism

Enterprise Intelligent Automation (IA) Adoption Maturity | Pinnacle Model® Assessment

93

Glossary of key terms used in this report

Artificial 
Intelligence (AI)

Ability of machines to use cognitive computing to mimic human intelligence, such as visual perception, speech recognition, decision-making, and language translation

BPMN 2.0 Business Process Model and Notation (BPMN) 2.0 is a graphical representation for specifying business processes in a business process model. It helps to determine clearly 
the flows and business processes designed in a process diagram

Business 
Intelligence (BI)

Technologies, applications, and practices for collection, integration, analysis, and presentation of business information

Process 
orchestration 

Process orchestration / Business Process Management (BPM) is a software product that helps business users design, manage, and monitor end-to-end business 
processes. It orchestrates the flow of work across human workers, digital workers (such as RPA, and IDP), and enterprise applications in long-running workflows

Buyer The company/entity that purchases outsourcing services from a provider of such services

Computer vision A technology that uses AI to enable automatic extraction, analysis, and understanding of useful information from digital images

Conversational AI Conversational AI is a computer-generated virtual character that can have a conversation with human customers and take decisions. Alternative term for chatbots or virtual 
assistants

Deep learning A subfield of machine learning concerned with algorithms and inspired by the structure and function of the brain called artificial neural networks

FTE A way to measure a worker's productivity and/or involvement in a project. An FTE of 1.0 is equivalent to a full-time worker

Intelligent Document 
Processing (IDP)

IDP is a software product or solution that captures data from documents (e.g., email, text, PDF, and scanned documents), categorizes, and extracts relevant data for further 
processing using AI technologies such as computer vision, OCR, Natural Language Processing (NLP), and machine/deep learning 

KPI Key performance indicators for processes, services, products, or solutions

Machine Learning 
(ML)

A type of artificial intelligence that provides computers with learning capabilities without explicit programming

Natural Language 
Processing (NLP)

A machine’s ability to interpret human languages



Proprietary & Confidential. © 2022, Everest Global, Inc. | This document has been licensed to Blue Prism

Enterprise Intelligent Automation (IA) Adoption Maturity | Pinnacle Model® Assessment

94

Glossary of key terms used in this report

Optical Character 
Recognition (OCR)

A technology within computer vision that involves the recognition of printed characters using computer software

Robotic Process 
Automation (RPA)

RPA refers to a type of rules-based automation technology that helps automate repetitive tasks by mimicking a user’s activities. It is non-invasive and typically 
interacts with a computer-centric task/process through the User Interface (UI) of the underlying software applications

Robotic Desktop 
Automation (RDA)

RDA refers to a type of automation, which interacts with a computer-centric process through the User Interface (UI) / user objects of the software application supporting that 
process. It requires human triggers for execution and is aimed at increasing agent’s productivity by integrating and automating processes on the desktop

ROI Returns attained from an investment

Semi-structured 
data

Semi-structured content is one that does not conform to the pre-defined structure of content, but nonetheless, contains tags / other markers to separate semantic elements 
and enforce hierarchies. In short, it has a self-describing structure. The placeholders of the content can be in varied sequences

Software-as-a-
Service (SaaS)

SaaS is a software licensing and delivery model wherein the software is hosted centrally by a third-party provider and is made available to customers over the internet.
It is also referred to as on-demand software

Structured data Structured content is one that conforms to the pre-defined structure in terms of tags to separate semantic elements and enforce hierarchies of records and fields. Moreover, 
the placeholders for the content have a pre-defined sequence

Unstructured data Unstructured content refers to information that either does not have a pre-defined data model or is not organized in a pre-defined manner. Unstructured information is typically 
text-heavy, but may contain data such as dates, numbers, and facts as well

Vertical-specific 
business processes

Vertical-specific business processes refer to processes that are specific to a department within an organization and are often directly related to the key revenue-
earning business. Examples include lending process in case of the banking industry and claims processing in case of the insurance industry

Virtual Machine 
(VM) 

A VM is an emulation of a computer system. They are software computers, based on computer architectures, that run an operating system, and provide functionality 
of a physical computer
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness 
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be 
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.
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