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Evolution of Automation

Automation continuum range from enabling strategies that improve parts of business processes to
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Robotic Process @@ Intelligent @ Artificial
Automation 0} Automation — Intelligence
Tasks requiring human-like skills and abilities, such as judgment, Technology mimics human skills and abilities to the utmost

Transactions, data, and communication across multiple IT

systems and applications are interpreted and automated. creativity, or problem solving, are automated complex level.

= Screen scraping data collection = Datainput and output in any format = Natural language recognition and processing
= Rules based business process management = Pattern recognition within unstructured data = Dealing with unstructured super data sets
= Tactical toolset to automate repetitive tasks = Replication of judgment based tasks = Hypothesis based predictive analysis
= Self-learning rules continuously rewritten to improve

performance

= Basiclearning capabilities for continuous improvement to

= Cheaper and faster step towards process efficiency
quality and speed

As the appetite for automation grows, the interplay of emerging technologies will lead to
fundamental changes in how the State operates and delivers services to constituents ;

Source: Gartner Hype Sycle for Emerging Technologies
Note: Trends across time are not to scale
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Robotic Process Automation (RPA)

RPA software provides advanced macro-like capabilities that can be deploy

What It Is What It Is Not What It Can Do
| |
@ Computer coded software Physical hardware
Open, read a'i‘d Pull data from the web
create emails
Cheaper and faster way to e A multi-year technology
=) automate processes <7 deployment Log into enterprise Obtain human input via
apps email or workflow
Cross-functional, cross- @ Artificial intelligence Move files & folders Make calculations
application macros
, Copy / paste Extract data from docs
Benefits
. Fill in forms Collect statistics
TIET Lower labor costs
Read / write to DB’s Follow decision rules
@ Increased process throughput

Improved process quality

/2 Greater delivery model flexibility

@ Better scalability

@ Better payback / ROl — relatively low cost to implement

Source: Deloitte, Robotic Process Automation (RPA) Overview
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OAKS Use Case: Monitoring Systems

OAKS must be monitored constantly along with routine health checks to
ensure thousands of end users are supported throughout the State.

Results:

Reduced labor costs

Financials HCM Learning BI EPM CRM Portal Tools Utilities
Takes 58% less time
[} [} [} [ [} [} [} [} [
/ ~ More efficient issue resolution
16 software robots checking hundreds of services & statuses
S e across the OAKS environment S Enhanced user experience with
Q o - S =] = ' duced di ti
. & & o @ . Q@ . & reduced disruptions
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Robots log in, e =
read/write to ’ When monitoring is
databases, HEPY0, G0, CROPRE ELOPRD, RO, s WARD b completed, the robots o
collect data, ﬁ--- compose and send an email
generate status o= e T RSTREERE to administrator team.
updates, and e )
sends exception -
alerts. :.:_-: ~~~~~ If there is an issue, oo
e N L s00
= ' the robots
OOooonc immediately alert —
—— administrator team
CE— via text and email for

resolution.
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Transforming Human Services through Process Automation

A Governing survey found that 53% of state and local officials had trouble getting their work done in a 35 to
40 hour week due to excessive paperwork burdens. Emerging technologies, such as Process Automation, can
help workers address backlog and focus their time on tasks that require human judgement.

Workforce breakdown by activities: How can Process Automation help?:

Process Automation in its basic form, automates manual processes by

A year in the life of the federal workforce o> o . b
replicating repetitive tasks with a computer-based application.

Proportion of Total Annual Person-Hours
0.05 0.1 0.15

o

: _ The technology mimics a user or a set of user’s activities and can be
Documenting/Recording Information I . :
Handling and Moving Objects implemented in a matter of weeks.

Assisting and Caring for Others
Getting Information
Communicating with Supervisors, Peers, or Subordinates
Guiding, Directing, and Motivating Subordinates
Monitoring and Controlling Resources
Monitor Processes, Materials, or Surroundings
Performing General Physical Activities
Inspecting Equipment, Structures, or Material
Provide Consultation and Advice to Others
Performing Administrative Activities

Evaluating Information to Determine Compliance with...
Analyzing Data or Information
Controlling Machines and Processes
Thinking Creatively
Processing Information
Communicating with Persons Outside Organization
Judging the Qualities of Things, Services, or People
Repairing and Maintaining Mechanical Equipment
Interpreting the Meaning of Information for Others

Process Automation can be imbedded in an existing application or sit on
top of multiple systems in order to automate a process.

Key features of Process Automation:

o Minimal
High ROI B System Integration

Monitored and
Controlled
Environment

High Speed to
Automation
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Use Case: ACD Dashboard for the CSC Helpdesk:

Send a text message (“tweet”), whenever the left most ‘Name' column is red and the queue is listed as 'Open’
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It took two weeks to get the required firewall rules configured and then three days to get the prototype up and running. The
robot is now sending text alerts to a subset of users since 12/5.

































