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iIntelligent
Rutomation

A fast, seamless business process flow is the foun-
dation of any successful company, and the only way
to harness maximum potential during process execu-
tion. Unfortunately, business processes do not always
run as effectively as they could. Due to changes in
process requirements over time, new technological
advances and ever-increasing competition, it is neces-
sary to regularly adjust processes to reflect new con-
ditions and find ways to optimize these processes.

Digital transformation can play an especially decisive
role in this regard. To be successful, this transforma-
tion must be supported by a suitable strategy and
steered in the right direction. Once transformation-
related goals have been aligned with a company’s
corporate strategy, automation technologies can play
a major role in implementing a digital transformation
in line with the company’s overarching strategy. When
based on an appropriate process design, automation
solutions offer a fast and effective way of optimiz-
ing processes and taking the execution of business

processes to a new level. Companies ask themselves
the same question time and again: Which automa-
tion solution is the most suitable and best solution
to help us achieve our goals? To find the answer,
companies need to choose a holistic approach that
will support them in their digital strategy and sub-
sequent digital transformation. Only a holistic view
of the relevant opportunities and technologies will
reveal the full potential of a digital strategy. The pro-
cesses identified can be optimized and automated
with tailor-made solutions. With this in mind, the
methodology described in this white paper is used to
illustrate the potential of automation through several
examples.
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Intelligent
Rutomation
Methodology

Several sub-steps are required to tackle digital pro-
cess transformation holistically from the strategy
stage to implementation. A holistic approach aims
to tailor automation efforts and make them measur-
able. The focus is not the individual technology used
to automate the process — instead, the process is the
baseline. Combined with our value-based approach,
our methodology enables quantitative and qualitative
optimization in three key areas: organization, tech-
nology, and employees. These areas must always be
considered together as part of an integrated approach.

The starting point for process automation is a
detailed process analysis to identify efficiency potential
and to initiate tailored automation projects. Our Auto-
mation Assessment Tool (AAT) has been designed
for this purpose. The tool provides a fully digital pro-
cess assessment and enables rapid identification of the
greatest potential on a process map. This assessment,
based on process costs and automation potential per
sub-process, forms the basis for pinpointing the most
promising measures. An industry comparison and
benchmarking in terms of the degree of digitalization
within comparable processes and organizations ensure
that the analysis remains objective. In addition to the
assessment using the AAT, expert knowledge from
numerous projects and use cases is incorporated into
the analysis to provide an outside-in perspective that
can help companies to identify opportunities and best
practices per topic area. Depending on the current sit-
uation at your company, we can work with you to nar-
row down the relevant solutions and develop the most
suitable implementation scenarios. The purpose of the
assessment with the AAT is not limited to illustrating
where digitalization initiatives could be launched. We
go one step further: We use an algorithm to pinpoint a
suitable technology that you can use for process opti-
mization. Once the processes with the best potential
for automation have been identified via the process
assessment, we perform a deep dive that focuses on
the technical implementation and business case.

As part of these deep dives, we use our Solution Tool-
box to develop a tailor-made customer solution
for the each process-related weakness. Our Solution
Toolbox comprises system-integrated ERP solutions,
such as automation solutions that still exist in an SAP
context, ERP-external technologies such as Robotic
Process Automation (RPA), Intelligent Process Automa-
tion (IPA), machine learning, and process mining. The
basic idea that “technology follows business process”
always applies: Rather than finding a use case to jus-
tify implementation of a specific technology, we focus
on solving a process weakness individually for the

customer while always taking into account the cost-
benefit factor. In addition to pinpointing a technologi-
cal solution, the deep dive focuses on the business case
for the selected technology. It ac-counts for qualitative
aspects, such as increasing process quality and compli-
ance by reducing manual errors, as well as quantitative
aspects with a focus on return on in-vestment (ROI).
The end result of the deep dive is a strategy paper
that contains a detailed, customized solution for auto-
mating process-related weaknesses and the associated
business case. Implementation planning can therefore
start immediately, and digitalization initiatives can be
set up appropriately based on the principles of change
management.

Once this implementation plan has been defined and
agreed with all stakeholders, the process automation
concept is implemented in five steps via a predom-
inantly agile approach. The starting point is the con-
ception phase, followed by implementation through
to testing. Following a successful go-live, we also pro-
vide extensive support as part of a hypercare phase
to ensure the seamless introduction of a new process/
technology. A pilot phase based on one process can
often be useful at this point as a means of effectively
coordinating the above project phases with the cus-
tomer and checking the suitability of the concepts
that have been developed. This ensures that each con-
cept can be improved or refined at an early stage as
necessary. The concepts can then be scaled system-
atically from the analysis stage to implementation
using the holistic project approach. A willingness to
change processes and embrace innovative approaches
is another essential prerequisite for cross-site scal-
ing. In summary, the end-to-end “from strategy to
implementation” consulting approach presented here
focuses on the needs of the customer as far as pos-
sible, compares current market trends with standard
process automation solutions, and results in an imple-
mentation roadmap that suits a company’s overall
corporate strategy.
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Everyone shares the same frustrations when faced
with a complaint: the search for a lost package,
incorrect debiting of an invoice or your computer
being on strike on a Monday morning. There are sev-
eral reasons why a customer may need to contact a
company’s complaints management team.

Complaint management is usually the first point of
contact for customers who have a company-spe-
cific problem, whether that it is product related,
service related, or a general complaint. Companies
face many challenges when handling complaints but
being in a position to resolve complaints can repre-
sent a key advantage over competitors. For this rea-
son, ensuring that customers identify with a company
and good customer satisfaction are essential factors
for business success.

Key-Value Pairs

Keyword

(e.g Customer ID,
Order Number)

Sentiment Analyses

Extraction and Distribution
of Complaints

In addition to the various communication channels
used by customers in this age of digitalization and
social media, one major challenge is often the process
of classifying complaints into a specific subject area
and therefore distributing them to the right contact
within the organization. This is where valuable time is
often lost when solving problems, and customer satis-
faction decreases as a result. The focus when process-
ing complaints is not only finding the problem. The
company image, how it perceives customer needs,
prioritizes them and deals with problems also play an
important role. For this reason, the key challenges of
complaint management are the continuous availabil-
ity of a complaint management team, multi-channel
communication with the customer, correct classifica-
tion and distribution of customer inquiries, and rapid
problem solving at the lowest possible cost.
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Figure 1:
Intelligent Complaint Management
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Added Value

One solution for overcoming the challenges of com-
plaint management combines the individual disciplines
of artificial intelligence and conventional process auto-
mation using software robots (see Figure 1: Intelligent
Complaint Management).

Artificial intelligence is used to analyze and process
customer inquiries from a wide variety of communica-
tion channels, such as social media posts, calls to a call
center or a shared mailbox for emails. Using natural
language processing and sentiment analysis, artificial
intelligence identifies and extracts key terms from the
complaint and classifies the request. In addition to
using the extracted information, an assessment of the
customer’s mood can be used to prioritize the request.
Once classified, the request is distributed to the con-
ventional RPA technology or the responsible specialist
department so that the complaint can be processed.
At this point, the assigned clerk checks whether all

the necessary information for automated processing
is available. If essential information for automation is
missing, the assigned clerk can either supply the infor-
mation to the software robot (cf. human-in-the-loop
models) or manually process the precategorized com-
plaint.

When used for complaint management, intelligent
process automation combines the advantages offered
by the individual disciplines of artificial intelligence and
conventional RPA. This combination ensures that the
interaction with the customer takes place significantly
faster, more cost-effectively and potentially in a more
targeted way than with conventional methods.
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Reporting

Internal reporting is one of the most widely used
methods of internal communication for any com-
pany. Given the increasing interdependencies within
the business world and the complexity of entrepre-
neurial activities, developing an efficient and intelli-
gent design for reporting structures and information
flows is essential for any company. Considering the
variety of information sources available from Finance
and Controlling departments, usually only a small sub-
set of all potential aspects is relevant for making an
entrepreneurial decision. This subset is the result of a
data consolidation process, which includes the steps
of data acquisition, documentation, preparation, and
presentation. In addition, different data pools, sys-
tems, and applications from a heterogeneous IT sys-
tem landscape are often used, leading to inefficiencies
in the process of collection, movement, and retrieval
of decision-critical data.

Automated
KPI Reporting

The Implementation of increasingly innovative tech-
niques offers several different opportunities for cus-
tomizing and automating reporting structures. Intelli-
gent automation initiatives allow relevant key figures
to be automatically calculated, visualized, and dis-
patched in the appropriate format.

For this purpose, the underlying databases and source
applications are first accessed in an encrypted form.
The relevant information is extracted from the data
pools, and the corresponding system components and
tables are transferred to the target application for fur-
ther processing. Aggregation of the source data based
on the necessary organizational units and thus hierar-

chy levels plays an essential role here. The subsequent
visualization via a Bl tool selected for this purpose uses
live data aggregations from the target database. In this
case, KPIs are merely calculated and included as part
of the visualization. The underlying hierarchy levels
can be included as filters for different report recipients.
Based on the recipient group of the report, the auto-
mation software selects the relevant report view and
exports it to a predefined email structure before send-
ing it to the recipient group. If an error occurs within
the process, an error message is sent to the application
management team to enable timely troubleshooting.

Added Value

The development and implementation of an intel-
ligent automation solution for reporting positively
impacts costs and the time-consuming process of
information collection, aggregation, and preparation
in the form of reports. The intelligent automation
solution can analyze the information collected to iden-
tify specific patterns and correlations within the data
structures and then use these patterns to customize
subsequent reports. The report automation solution
also enables precise identification of exactly how an
insight was generated. Report automation can help
businesses to find answers to their day-to-day ques-
tions and analyze data, allowing them to scale knowl-
edge and improve decision-making by leveraging
those insights.

An initiative of this nature cuts the time it takes to
understand a dashboard, in turn increasing overall
engagement with and adoption of business intelli-
gence investments by stakeholders. Reports can be
adapted to a specific stakeholder group and trusted as

consistent and logical across the organization. When
implemented in an upstream information acquisition
process, intelligent report automation is therefore an
ideal initiative for supporting relevant managers in
gaining high-quality insights into past business trans-
actions and reporting these to the corresponding
recipients of the report.

Ultimately, an intelligent automation solution can not
only increase the relevance of reports, but also offer
the potential to reduce the time required for creating
reports, while also increasing their quality.



182%

of businesses say that voice assistants
are revolutionary.

63% believe that voice assistants will
play as big of a role in their life as
smartphone and 58% would rather
talk to a device than type it in.

(State of the Connected Customer; Salesforce Report, 2019)

2|2 7%

The number of digital voice assistants
in use worldwide is about to double
between 2020 and 2024.

Forecasts suggest that by 2024,
the number of digital voice assistants
will reach 8.4 billion units.

(Voicebot.ai, Business Wire, 2020)
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Oigital

Hssistants

Even though the very first chatbot was developed in
the late 1960s, conversational assistants only became
popular among a wide range of users around 50
years later. In addition to becoming more widely
used, this solution has evolved considerably in terms
of its functionality and conversational capability since
it now benefits from the technical advances made
over several years, particularly in the fields of artificial
intelligence and natural language processing. Since
chatbots have evolved from being a bot that can con-
duct a polite chat and answer simple questions to
being a solution that is able to support users with
various kinds of tasks in their everyday lives, we refer
to this solution as “digital assistants” rather than
“chatbots.”

Whether they are used to address a need for informa-
tion on a product or service, or to manage financial
transactions, digital assistants are versatile and rele-
vant to several industries as well as multiple phases
of the customer journey. Digital assistants can be
developed to handle multiple tasks and operate in a
human-like form with advanced conversational skills
and personality traits, making the technical solution
more approachable and likable for users. And since
the demand from today’s customers for immediate
information is independent from time or location, it is
not surprising that the popularity of digital assistants
is still increasing. 24/7 availability is one of its biggest
benefits thanks to the ability to integrate digital assis-
tants into several types of media and devices.

To provide customers with immediate responses to
their questions, a voice assistant can be a smart solu-
tion since it enables multi-tasking and assists cus-
tomers by providing information or performing sim-

ple tasks. For example, customers can ask questions
while on the move or driving a car. The technology
uses voice recognition and natural language pro-
cessing to listen and respond to spoken commands,
enabling customers to converse in a natural way.

In-Car Voice Assistants via
Mobile Apps

The automotive industry in Germany has been unable
to escape the digital assistants trend: Companies have
been harnessing the potential of this technology for
years. Since cars are increasingly becoming digital
products, customers now expect a digital experience
while using the car. This expectation is particularly
evident in the rising popularity of mobile apps featur-
ing a voice/text assistant that can be used in the car
while driving or before/after the journey. These apps
assist customers by providing information whenever
and wherever they need it. The solution can be mod-

eled into a new or existing mobile I0S or Android
app, where customers are able to choose whether
they type their question or just speak to the app. The
goal is to provide a solution that is easy, intuitive, and
based on natural communication.

Before the journey, customers can speak or type to
interact with the app. The mobile app itself can be
integrated into the infotainment system of the car,
as can the customer’s smartphone. When handling
information requests, the digital assistant can also be
configured to respond by providing multimedia con-
tent such as an instruction video or a route sugges-
tion that the customer can open in their navigation
app, allowing them to plan routes on their phone
before even getting into the car. Since the digital
assistant is part of the mobile app, further content
can also be modeled, such as a completely digitalized
vehicle manual. Alternatively, the app can be used
as an opportunity to emphasize information about
electric mobility to help customers familiarize with
their (first) electric car and assist them with finding
favorable charging rates or charging stations near
their current location.

During the journey, the ability to speak to the app
that is integrated into the infotainment system
enables a safe, hands-free experience. It is also very
convenient for users since the digital assistant can
immediately provide the required information that
users would otherwise only find by manually operat-
ing the infotainment system in the car or looking up
the information in the vehicle manual.

A Voice User Interface (VUI) is an indispensable
aspect of developing a voice and chat-enabling dig-
ital assistant. The VUI allows customers to interact
with the assistant via technologies such as speech
recognition, natural language processing and text-to-
speech for understanding spoken language as well
as for responding in speech. A VUI can be added to
several different devices, such as smartphones, cars,
and home appliances. To model the conversations,
a content management system (CMS) can be used
to store various conversation items and topics. The
items can also be extended by accessing several APls
in order to provide more queries and functions.

Added Value

Implementing a digital assistant can offer multiple
benefits for companies. Given that most call cen-
ters receive repetitive questions and therefore must
spend time answering those same questions repeat-
edly, digital assistants can be a solution for decreas-
ing the number of simple and frequent inquiries by
modeling the questions and corresponding answers
into an app. In addition to reducing the number of
calls and other forms of contact with the call cen-
ter, this solution can also help call center agents to
focus on complex inquiries that require more sup-
port, therefore enabling the call center to operate
more efficiently. From a customer’s perspective, the
time-saving aspect of reaching out directly to the dig-
ital assistant rather than having to wait in line until a
call center agent is available to discuss their question
can enhance the overall customer experience. Having
a voice assistant integrated into a mobile app offers
further benefits: It ensures that information about
a car or another product is accessible at all times,
even outside of the car, and enables the customer
to easily navigate through the app via voice or text.
Every piece of information concerning the car can be
found by the customer in the mobile app without the
inconvenience of contacting a call center, searching
the Internet, or consulting the vehicle manual. The
accessibility of a digital assistant is one of its great-
est advantages: By being available 24/7, providing a
hands-free experience, and allowing customers to
choose the method of communication they feel most
comfortable with, digital assistants can help to create
an exceptional customer experience.



The intelligent automation
approach provides a strong
foundation from which to

Implement your digital strategy.




Intelligent Automation | December 2021

Publisher: MHP Management- und IT-Beratung GmbH

ENABLING YOU TO SHAPE A BETTER TOMORROW

Functioning as a technology and business partner, MHP digitalizes its customers’ processes and products, and
guides them through IT transformations along their entire value-creation chain. MHP is a digitalization pioneer for
the mobility and manufacturing sectors with expertise that can be transferred to a wide range of industries. MHP
is also a premium partner to thought leaders on the path to a better tomorrow. MHP serves over 300 customers
worldwide, including large corporations and innovative SMEs. MHP advises on both operational and strategic issues,
offering proven IT and technology expertise as well as specific industry know-how. MHP operates internationally
as OneTeam with headquarters in Germany and subsidiaries in the USA, UK, Romania, and China. MHP has been
shaping the future alongside its customers for 25 years. The MHP team of over 3,000 employees is united by the
company’s promise of excellence and sustainable success. This promise continues to drive MHP — today, tomorrow,
and in the future. MHP: DRIVEN BY EXCELLENCE

| i
wa Contact persons

Sven Sojka

Manager

Financial Innovation & Optimization
sven.sojka@mhp.com

gf Authors

20

Marc Kubler
Senior Consultant
marc.kuebler@mhp.com

Alexander Gerlich
Senior Consultant
alexander.gerlich@mhp.com

Tizian Leitloff
Senior Consultant
tizian.leitloff@mhp.com

® O Contact persons
Ve

international

USA:

Tobias Hoffmeister

CEO MHP Americas
tobias.hoffmeister@mhp.com

Greg Reynolds
Sales Director
greg.reynolds@mhp.com

UK:
Guy Williamson
CEO MHP UK

guy.williamson@mhp.com

Visaka Kaov
Consultant
visaka.kaov@mhp.com

Philipp Grote
Consultant
philipp.grote@mhp.com

Lennart Henze
Consultant
lennart.henze@mhp.com

CHINA:

Thomas Mooser

CEO MHP China
thomas.mooser@mhp.com

Image rights ©by Adobe Stock
Cover DedMityay // Page 2/3, 17 jirsak // Page 6 Sikov // Page 8/9 EneHa bytycosa // Page 12/13
Andrey Popov // Page 14/15 maicasaa // Page 16 metamorworks // Page 18/19 LuckyStep

Layout
Freiland Design



https://freiland-design.de/

MHP: DRIVEN BY EXCELLENCE

20 MHPOffices in Germany, England, USA, China,
Romania, Czech Republic, Austria, Israel, and Hungary.

L]
o0 0000000
o0 o000 o

0000000 o000
0000000 o000

(XX ] o000 0
L X ] o000 0O
o LA XXX )
[ J [ ]
(X3
o0
L X ]
[ J
L[]
(]

International
Atlanta (USA)
Reading (England)

Cluj-Napoca (Romania)

Ludwigsburg Timisoara (Romania)
(Headquarters) Prague (Czech Republic)
Berlin Shanghai (China)
Dusseldorf Zell am See (Austria)
Frankfurt a. M. Tel Aviv (Israel)
Ingolstadt Budapest (Hungary)
Munich

Nuremberg

Wolfsburg

www.mhp.com



	Intelligente Automatisierung 
	Methodik der intelligenten Automatisierung
	Complaint Management
	Reporting
	Digitale Assistenten
	Zusammen-
fassung

