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5T Don’t bring a hammer
to an automation fight

n the very first issue of ERP Today, back in April
2019, I wrote that “AI and automation will be
the most transformative technologies that we
ever invent” A little over three years later we are
starting to see the realisation of that prediction
as point solution RPA matures into enterprise-wide
hyperautomation.

The rate of evolution has been stunning: from a
misunderstood technology that conjured images of
terminator-style robots tapping on a keyboard, to a coherent enterprise imperative
in less than five years. Any business that still harbours doubts about the importance
of automation is at risk of the same fate as those which failed to respond to the first
digital revolution in the late 90s.

Like many emerging technologies, its first incarnation was a pale comparison to the
sophisticated and intelligent tools we have today. Small wins are still possible with
isolated RPA but the real opportunity lies within an automation platform that seeks
out, identifies, tests and executes automations across the enterprise.

For several years, the phrase ‘digital transformation’ has been incorrectly attrib-
uted to virtually all efforts to modernise IT systems. The term is grossly overused and
confounded by many who believe moving applications to the cloud or implementing
a new CRM constitutes transformation. It doesn’t. That's just a slightly better way of
doing the same thing you have been doing for the last 50 years.

To truly change and extract the maximum value from your IT investments, there
must be a fundamental shift in the underlying operating model which is digitally op-
timised at every level. Modern automation platforms provide this opportunity and
they represent the final piece of the jigsaw for any digitally ambitious organisation.

The impact that automation will have in the next five years will be seismic. Whilst
the internet and cloud revolutionised shopping, watching a film and calling a taxi,
automation will disrupt every conceivable type of business within virtually every ver-
tical. Professional service firms, manufacturers, banks and retailers - the next phase
of change brought on by automation will be more radical than anything we have wit-
nessed before and only those that grasp the opportunity now will be here in a decade
to tell the story.

The internet gave birth to companies like Amazon but it hasn’t killed every retailer.
Uber was possible because of the cloud but there are still plenty of black cabs in Lon-
don. Whereas previous disruptive technologies gave rise to a few superpowers in iso-
lated industries, automation will quickly become a prerequisite for any company that
simply wants to stay in business. It will be impossible for companies to compete if
one adopts automation and the other doesn’t. For that reason, understanding how
automation works and starting your automation journey should be the number one
priority for every enterprise on the planet.

To put some context around these bold statements, consider a previous revolution
in automation from 60 years ago: imagine two volume car manufacturers, one using
human panel beaters to build its vehicles and the other using advanced robotics on a
modern assembly line. That is the kind of comparison we will see very quickly between
contemporary businesses that automate and those that don’t.

No matter which industry you are in, if you don’t develop
an automation strategy you will be the company holding a
hammer while your competitors execute an optimised digital
experience for employees and customers alike. m

/
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When customer
experience works,
modern, intuitive,
connected service
delivers deeper
customer loyalty.

When low-code apps
work, almost anyone
can easily build custom

tools on a single,
unified platform.

When digital solutions
work, you can modernise
your operations to drive
productivity across your
entire organisation.

When employee
experience works,
routine tasks are
automated, work flows
freely, and your people
focus on doing the
work they love.
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ASCOT RACECOURSE, 14™ SEPTEMBER 2023

The 2023 event will be the final part of our trilogy and the last in the current format.
We are firm believers that you must continually evolve and our 2023 event will be a
fitting finale to our association with the NHS and NHS Charities Together.

The 2023 event coincides with the NHS' 75th anniversary and the enterprise tech
community has a unique opportunity to show our collective support for our NHS
heroes while taking part in the industry’s biggest and best corporate event.

3,100 people connected and celebrated at Ascot Racecourse in 2022 and we are

expecting many more than that on 14th September 2023.

Tickets go on sale 10am 1st February 2023
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When we switched to Acumatica, it really created a seamless
experience for our consumer, because our data accuracy, our
inventory, and the way we communicated with our customers
was in one spot and created a single source of truth.

Amanda Datte
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ServiceNow

earnings reveal a tireless

appetite for growth and first
shots across the bows
at ERP vendors

BY PAUL ESHERWOOD

Bill McDermott

erviceNow continues

to dazzle with its latest
set of results disclosing
unabated growth across
all metrics. While the
numbers followed a predictable path,
the ramped-up narrative signalled
that sleeves were being rolled up at
NOW HQ.

Ever since Bill McDermott took the
helm at ServiceNow the message has
been clear: ‘others don’t have to lose
for us to win! The company has re-
peatedly used this cordial positioning
to describe its status within the en-
terprise tech ecosystem. Presumably
to allay any rumours that McDermott
would take the business head to head
with the likes of Oracle, Workday
and his old employer, SAP, and to re-
assure customers that they wouldn'’t
have to choose between ERP mod-
ernisation and buying ServiceNow
products.

However, during its most recent
earnings call, McDermott zeroed-in
on the company’s ability to move
customers from twentieth-century
business architectures to one that is
designed for the digital age - com-
ments which clearly take a swipe at
the traditional proprietary software
vendors.

“Businesses are leaning into the
generational shift from architectures
built in the last century to platforms
engineered for this one. Through dra-
matically improved experiences for
customers, employees and creators,
ServiceNow is becoming the strategic
centre of gravity for digital transfor-
mation. Our focus on value creation
is unmatched.”

McDermott took a strong posi-
tion when asked whether Service-
Now could continue its momentum
against global headwinds, pointing
out several times that customers were
taking a completely new approach
to IT architecture - an approach that
only ServiceNow is able to support
according to McDermott.

“It’s important to reinforce that
the 20th century architectures were
heavily invested in by our custom-
ers,” he said. “And our desire is not to
replace them. Our desire is to make
them more relevant. Those under-
lying systems, some of them that
are point solutions and they never
should have been there in the first
place, they do disappear. The core
large, well-known brand systems,
they remain, but with the agility of
the ServiceNow platform above them
and our ability to automate the work-

flows and completely change the
experience set.”

Back in February when I inter-
viewed McDermott for a cover story
he was far less bullish on the ERP
market and favoured a narrative
that sounded more like co-existence
rather than a full incursion into SAP
territory. However, the narrative has
shifted of late and there is definitely
a sharper focus on highlighting wins
in the ERP space - and this is un-
derpinned further by some of the
strategic hires ServiceNow has made
across sales and marketing in recent
months.

McDermott said: “If you look at the
ERP market, we see customers at vari-
ous stages of their move to the cloud.
Some of the world’s largest manufac-
turers, for example, are consolidat-
ing hundreds of old procurement
processes into a modern workflow
experience. This declutters the legacy
environment, driving more than $1bn
in cost efficiencies for just one of our
many ERP wins this quarter”

ServiceNow isn’t yet saying that
it is taking on the incumbent ERP
vendors - but watch this space,

I predict it won’t be long before the
narrative turns from a whisper to
outright assault.

visit us ERP.TODAY 11
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orkday revealed
its applications are
now used by over
2,000 customers
in the EMEA region. The figures
come as Workday continues to
scale rapidly in EMEA, spanning
across European-headquartered
companies including

The Workday Rising announce-
ment also underlines that both
Workday's HCM and finance so-
lutions are being used by clients,
showing the company's depth of
range in EMEA.

Commenting on the news, An-
gelique de Vries, president of

EMEA, Workday, said:

Asda, Basic Fit, franprix, —— “There is incredible mo-
Glovo, Mazars, and The mentum in EMEA for
Telpark. simplicity of Workday because of our

The company has also Workday user ability to help companies
seen significant growth experience effectively navigate change
in France, Germany, and encourages and drive positive busi-
the UK, along with other ropid user ness outcomes. Employee
European countries. adoption. adoption is often one of

Workday watchers may — the biggest challenges in

not be too surprised by

the news; in April the
company saw greater expansion in
EMEA with the announcement of
an all-new European HQ in Dub-
lin, Ireland, poised to create 1,000
new jobs and increase Workday's
Ireland-based workforce by 60
percent.

14 ERP TODAY | Q4 2022

new digital transformation
initiatives, but the simplic-
ity of Workday user experience and
speed of the Workday architecture
encourages rapid user adoption.
“Workday is committed to help-
ing customers make faster, more
informed decisions that help them
fuel business growth.”

VODAFONE AND IBM
ENTER INTO QUANTUM
PARTNERSHIP

Vodafone Group is collaborating
with IBM on quantum-safe
cybersecurity, as well as joining

the IBM Quantum Network. The
latter will give the company cloud
access to IBM’'s advanced quantum
computing systems and quantum
expertise.

Vodafone will work with IBM
to help validate and progress
potential quantum use cases in
telecommunications and explore
quantum computing for a variety of
telco use cases.

The telco giant will also advance
their employees’ skills in quantum
technology through iterative
prototyping led by IBM, as well
as actively recruiting quantum
computing experts.

With the collaboration, Vodafone
plans to explore how to apply
IBM Quantum Safe cryptography
technology across its entire and
diverse network infrastructure and
systems.

Scott Crowder, vice president, IBM
quantum adoption and business
development, said: “We're excited
to partner with Vodafone to help
them simultaneously adopt quantum
technology, and move to quantum-
safe technology as they serve an
entire ecosystem of operators,
vendors, regulators, and open-
source community.”
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elonis has launched
two new updates to
its process mining
software. Co-
founder and co-CEO Alex Rinke
explained to ERP Today how
new platforms Celonis Process
Sphere and Celonis Business
Miner add an extra dimension
to process mining and supply
chains.
"We're basically launching
a complete reinvention of the
core technology," said Rinke.
"It's a new way for customers

Celonis Business Miner
meanwhile enables businesses
to investigate enterprise ERP,
SCM, and CRM systems for
hidden process opportunities,
and then mobilise the right
team, resources, and actions to
optimise the process.

"This economic condition...is
going to sustain for some time,"
Rinke said on the matter of
supply chain issues. "Businesses
that can adapt quickly and
run and execute well (we) can
separate from those that can't.

to mine (and gain) — These crises usually
an entirely new Celonis weed out the businesses
perspective on their secured $1bn which aren't innovative
businesses. It's like ata $13bn enough.”
moving from 2D to 3D. valuation In August, Celonis
"We want to be to tackle secured $1bn at a
able to represent the supply chain $13bn valuation
Alex Rinke entire event for the challen ge to tackle supply
entire business and its chain challenges,
I

CELONIS ADDS
THIRD DIMENSION!
TOPROCESS

MINING

multiple processes."

The Process Sphere
app provides companies
with a multi-dimensional
understanding of processes,
helping to connect their
end-to-end supply chains
and understand the complex
relationships between objects.

with Process Sphere
doubling down on the
company's thesis. The company
has been having a record year
of growth, with more than

2500 enterprise deployments
worldwide. It also boasts
partners such as IBM and
ServiceNow.

Maincare selects HPE GreenLake for health cloud

eading French
L healthcare software
provider, Maincare has
adopted HPE GreenLake
to power its highly secure
cloud offering.

Maincare will use HPE
Synergy, which includes a
software-defined compos-
able infrastructure, in an
as-a-service model, to pro-
vide a responsive platform
for secure, healthcare-cer-

mental impact by creating
a scalable system.”

Eric Machabert, CTO
and CISO at Maincare So-
lutions, said, “Technology
offers immense possibilities
to the healthcare industry
to improve patient care
and save lives, but that
comes with additional re-
sponsibilities. HPE fully em-
braced that responsibility.
The result caters exactly to

tified cloud services while mation, solutions and cloud | ing market demands for

meeting rigorous European | services growth leader at smarter healthcare, whilst

regulations. HPE, said: “We're delighted | simultaneously reducing
Charles Henry, transfor- to see our solution match- overheads and environ-

our current needs, but can
grow as we do, making it
both an environmental and
economical solution.”

16 ERP TODAY | Q4 2022
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Daniel Dines v

UiPath named Microsoft
partner at FORWARD 5

iPath has been
named a Microsoft
preferred partner for

enterprise automation.

The announcement came
at the UiPath FORWARD 5
conference, alongside news
of several updates to UiPath
services that aim to offer a
full spectrum of business
productivity enhancements
across enterprise-wide and

individual user automa-
tion pursuits.

The partnership allows
low-code and no-code
deployment of unattended
software robots quickly on
the Microsoft Cloud, with-
out large infrastructure
implementation, automat-
ing business processes
and aiming to save hun-
dreds of hours of labour.

Key UiPath platform
offerings such
as Automation

terprise automation,” said
Daniel Dines co-CEO of
UiPath, “We are choosing
Microsoft Azure Cloud
and it’s a proud moment
for me to announce the
partnership, UiPath is per-
haps the largest company
ever built on the Microsoft
platform.

Scott Guthrie, executive
vice president of cloud
and Al at Microsoft said,
“Customer success is what
both Microsoft and UiPath
are very focussed on.

I am excited to announce

that UiPath is a preferred

partner for enterprise
automation and
Microsoft. As part

Cloud, Process UiPath is of our strategic
Mining and Test perhqps partnership,
Manager are the largest ~ Microsoft and
available on the company UiPath are com-
Microsoft Azure ever built on  mitted to helping
Marketplace, and the Microsoft  our joint cus-
full integration platform tomers harness
with the Microsoft — market-leading
Power platform is integrations to
expected by early 2023. increase productivity and
“UiPath offers that accelerate business value.

unique platform where
people can deal with the
same set of technologies,
both for personal and en-

We're deeply committed
to this partnership and
optimistic about the tre-
mendous opportunity”

AWS AND BMW GROUP DRIVE NEW CLOUD-BASED DATA PLATFORM

strategic
collaboration
between AWS and

BMW Group will develop
customisable cloud
software to simplify data
management for millions
of connected vehicles.
The new software will
be available to other
automakers, enabling in-
tegrated vehicle data, ac-

18 ERP TODAY | Q4 2022

celerated vehicle and fleet
application development
and improved life cycle
management, while deliv-
ering personalised driver

experiences at lower costs.

Sarah Cooper, general
manager of industry prod-
ucts at AWS, said: “We are
excited to make the vision
of software-defined trans-
portation a reality and to

enhance the capabilities
of vehicles on the road.”
Nicolai Krémer, vice
president of vehicle con-
nectivity platforms at BMW
Group, said: “We have
20 million connected vehi-
cles on the road today. Our
offboard cloud platform,
powered by AWS, will pro-
cess roughly triple the vol-
ume of vehicle data.”




Infor partners with NMIS to power model digital factory

nfor has entered into

a long-term strategic

partnership agreement
with the National Manu-
facturing Institute Scotland
(NMIS).

Infor’s investment will
underpin the development
of Model Digital Factory
Demonstrators (MDFD) for
the NMIS Digital Factory
environment at the new
NMIS 11,500m? headquar-
ters.

Operated by the Univer-
sity of Strathclyde, NMIS
is a group of industry-led
manufacturing research

and development centres
with a network of partners
brought together to boost
the manufacturing com-
munity and is part of the
UK's High Value Manufac-
turing Catapult.

The new headquar-
ters will provide facilities
where ground-breaking
manufacturing and related
supply chain research is
undertaken to transform
productivity levels, making
companies more competi-
tive and boosting the skills
of the current and future
workforce.

Anwen Robinson, Infor
GM and SVP for UK and
Ireland, said: “At a time
when manufacturing is be-
set with local and global
business challenges, there
has never been a greater
need for government, in-
dustry, and academia to
join forces to help drive
transformational change.
Infor is wholly owned by
Koch Industries, one of the
largest industrial compa-
nies in the world, and our
investment in NMIS high-
lights Infor’'s commitment
to supporting manufactur-

o~

ing through not only the
latest advancements in
technology but through
the continual development
of key skills right across
the sector.”

Chris Dungey, research
director at NMIS, said: “I
am delighted Infor has de-
cided to join the National
Manufacturing Institute
Scotland’s community and
is committed to working
with us to transform man-
ufacturing in Scotland and
the wider UK."

IBM strategy payoff revealed in Q3

[l IBM business segments
grew in Q3, resulting in
$14.1bn total revenue, up

six percent, 15 percent at constant
currency, and shareholders saw
$1.5bn returned via dividends.

and 20 percent at constant currency.
The IBM-Kyndryl separation pro-
duced significant percentage gains
across segments, notably seeing soft-
ware and infrastructure total revenue
up five points. Red Hat and transac-

up $2.2bn from the year-end 2021,
and expected consolidated free
cash flow is $10bn for the year.
“Our revenue growth and operat-
ing profit profile align to the invest-
ment thesis we outlined last fall,” said

Infrastruc- tion processing saw  James Kavanaugh, IBM senior vice
ture and IBM’s software top president and chief financial officer.
hybrid cloud revenue gains, sit- “Our portfolio mix, strong recurring
increased 15 ting at $5.8bn. revenue stream and solid cash gen-
percent, Total cash on eration allow us to invest for contin-

up 23 percent hand was $9.7bn, ued growth.”

visit us ERP.TODAY 19
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ServiceNow takes flight
with Manchester Airports Group

anchester Air-
ports Group
(MAG), one of the

UK's largest airport opera-
tors, is using the Service-
Now platform to reduce
the complexity and time to
onboard new employees.
With ServiceNow’s HR
Workflow module, MAG
can expect an increase in
productivity and efficiency

to enhance employee ex-
perience and the hiring
process. MAG will also mi-
grate from the ServiceNow
IT Service Management
(ITSM) product to the
ITSM Pro version, to fur-
ther support the onboard-
ing of new colleagues. This
includes both employees
who are office-based and
those who work in frontline

operational roles.

new employees by 41
percent. For any business
with a complex and siloed
structure, its HR function
needs to run smoothly.
It’s about a complete jour-
ney, from hire-to-retire,
onboarding and offboard-
ing. We've welcomed the
opportunity to rejuvenate
MAG's people systems

to ensure not only their
employees have a better
experience, but that pas-
sengers do, as well”

Ryan Cant, chief digi-
tal officer at MAG, said:
“Our partnership with
ServiceNow will enable us
to deliver an automated
onboarding experience
for our new employees,
allowing us to reduce

complexity and

Jordi Ferrer, ONBOARDING manual handoffs.
vice president and TIME FOR Crucially, we an-
general manager NEW ticipate that it will
of ServiceNow UK EMPLOYEES improve the time
and Ireland, said: WILL REDUCE it takes between
“Through our digi- BY 41 a colleague ac-
tal workflow solu- PERCENT cepting an offer, to
tions, on average, — them being fully

we've been able to
help our customers reduce
the time it takes to onboard

onboarded and
ready to help our custom-
ers start their journeys.”

ORACLE BANKS PARTNERSHIP WITH HSBC

agreement with

Oracle, HSBC will
upgrade and migrate
select database systems
to Oracle Exadata
Cloud@Customer,
a cloud platform
delivered as a managed
infrastructure service
in HSBC’s own data
centres.

Oracle Exadata
Cloud@Customer
is an Oracle Cloud
Infrastructure (OCI)

I n a multi-year

22 ERP TODAY | Q4 2022

that will enable HSBC
to continue using
Oracle databases
while controlling data
governance, thereby
meeting data locality
and security regulations.
Richard Smith,
executive VP technology,
EMEA, Oracle, said: “Our
partnership with HSBC is
enabling it to consolidate
critical systems on a
secure, scalable on-
premises cloud platform
and develop cloud-

based services faster.
We look forward to
our collaboration with
HSBC as we help deliver
the next generation of
financial services.”
Frank McGrath, CTO
at HSBC, said: “Our
strategy is to digitise
the bank at scale, so
that we can innovate
faster for customers,
and our collaboration
with Oracle is important
in advancing this
transformation agenda.”
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Crypto hedge bet?

Google combines

Coinbase into Cloud

ryptocurrency platform
Coinbase has selected
Google Cloud as a
strategic cloud provider,
in a move touted as driving Web3
innovation and development.
The news comes after Google’s

recent partnership with the block-
chain arm of embattled crypto service
Binance.

Announced at Google Cloud Next
’22, the Coinbase collaboration will
see Google Cloud’s compute platform
used to process blockchain data at

scale, enhancing the global reach of
the start-up’s crypto services through
Google’s fibre-optic network. Google
Cloud meanwhile will leverage the
Coinbase Commerce offering to en-
able cryptopayments for its solutions
for a “handful” of “select customers”.

The move is seen as validation of
cryptocurrency technologies in a
difficult year for the tech, as well as
a cementing of Coinbase’s status as
a safe bet in crypto. September saw
Google Cloud partner on a smart con-
tract blockchain service from Binance,
the cryptocurrency exchange which
has faced legal trouble in a variety of
nations, along with a major hacking.
Unlike the Coinbase deal, the Septem-
ber announcement fully focused on
the rebranded BNB Chain with nary a
mention of Binance and its cryptocur-
rency wares.

As part of the deal, Coinbase will
move current “data-related” apps
from AWS and build its global data
platform on Google Cloud infrastruc-
ture. Using Google’s data and analytics
tech, Coinbase users could potentially
benefit from machine learning-driven
cryptocurrency insights.

Web3 developers can also access
Google’s crypto public datasets, as
powered by Coinbase Cloud Nodes,
across major blockchains. Addition-
ally, Google will use Coinbase Prime
for institutional crypto services such
as secure custody and reporting.

NO-BRAINER: CAPGEMINI COURTS BRAINCOURT

apgemini has Zhiwei
entered into a Jiang
share purchase

agreement to acquire
Braincourt, a specialist in
business intelligence and
data science services.
Braincourt’s client base
is highly complementary
to Capgemini’s, with
leading brands in the
automotive, construction,
energy and telecommuni-
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cations industries.

Zhiwei Jiang, CEO of
Capgemini’s insights and
data global business line
and member of the Group

Executive Committee, said:

“The team of experts are a
natural fit for Capgemini
in terms of culture, as well
as their portfolio of data
driven services, key ac-
counts, and competences.
| am happy to welcome

them to the Group.”
Glinter Hauser, execu-
tive partner of Braincourt,
said: “We are very much
looking forward to bring-
ing our deep expertise
to augment Capgemini'’s
data and analytics offer-
ings. Our clients will have
access to a much broader
range of services that
can be delivered for them
across the globe.”
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SUSE enters
a strategic--

collaboration
th AWS -

USE and AWS have entered

into a multi-year strategic

collaboration agreement that

offers migration acceleration
programmes for SAP customers
seeking a cloud shift.

The collaboration between the
two companies outlines deliverables
and investment areas to ensure
smoother migration of customers’
SAP landscapes to AWS. These

NewsDeals&Wins

deliverables include joint go-to-
market activities across sales and
marketing, channel enablement and
training, and dedicated personnel
worldwide.

Kelly Collins, global head of cloud
at SUSE, said: “By deepening our
collaboration with AWS and their
top global system integrators, we are
making a promise to our customers that
we are committed to supporting their

most mission-critical workloads being
migrated and modernised on AWS”

Kathleen Curry, director of AWS
strategic alliances, said: “This multi-
year collaboration will facilitate
stronger marketing and co-selling
programmes to complement our
respective technologies. Our work
will help SAP customers modernise,
shorten migration timelines, and
accelerate time to value.”

UiPath targets midmarket with Neostella partnership

iPath has

aggressive expansion of

onstrated tremendous

announced

an enhanced
diamond partnership
with Neostella, to provide
flexible automation
investment and usage
models for midmarket
businesses.

Specialising in automa-
tion, business consulting,
and implementation ser-
vices, Neostella will help
UiPath bring managed
services to small to mid-
market organisations.

The move continues the
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the UiPath network, mark-
ing a trend of further diver-
sifying the target enterprise
use cases for the vendor.
Jay Snyder, senior vice
president and global
head of customer success
and partners at UiPath,
said: “As ClOs and other
business leaders make
automation an imperative,
they are continuing to rely
on automation experts
within the UiPath partner
ecosystem to ensure suc-
cess. Neostella has dem-

impact in helping cus-
tomers achieve business
outcomes faster through
the UiPath end-to-end
automation platform.”

“With our enhanced
partnership, Neostella
and UiPath will collabo-
rate to drive added value
to customers through
flexible models that allow |
organisations to deploy |
automations quickly and
efficiently and expand
their automation foot-
print.”

Jay Snyder
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ITV gets new ERP with Oracle Fusion Cloud

Oracle Fusion
Cloud Applica-
tions to support the
digital transforma-

tion of its finance
and HR processes.

With Oracle
Fusion Applications
for finance and HR,
ITV can simplify
and integrate
critical business
processes, create
new ways of
working and better
support employees
to build, evolve
and respond to a
rapidly changing market
demand.

The transformation
team chose the Oracle
Fusion Cloud ERP
and Human Capital
Management to drive
a programme of digital
focus and real-time, data-
driven decision-making

I TV has chosen

| | a!nnn’“”l I

throughout ITV’s business
operations.

With these solutions,
ITV can automate financial
processes and better
connect data across its
lines of business to increase
productivity, reduce costs
and improve controls.
Oracle Cloud HCM will

|
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assist in optimising HR
processes to improve
employee experience.
Cormac Watters, EVP
Applications EMEA, Oracle,
said: “The media and
entertainment industry is
among the most dynamic
and disruptive in the world.
Organisations like ITV need

to remain agile and
adaptable as they
continue to evolve
their offerings
and tap into new
audiences in a
globalised market.”
Mark Smith, CIO
atITV, said: “Digital
transformation
is at the heart of
ITV’s strategy. As
part of this we're
taking a ‘digital first’
perspective on our
business operations,
making sure we're
providing our teams
with the digital
tools and data insights
they need to enable our
wider strategic direction
and priorities. With Oracle
Fusion Applications, we
will have an integrated
suite of applications that
will enable us to respond
swiftly in a dynamic, global
marketplace.”

Deloitte reveals large-scale expansion with Google Cloud

eloitte and
Google Cloud
have made

the most significant
expansion of their
alliance to date,
combining Deloitte’s
industry and domain
knowledge and modern
software engineering
capabilities with Google
Cloud'’s technology to
continuously build and
evolve industry-leading
cloud solutions.
Deloitte and Google
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Cloud will co-invest in
several joint new solutions
to accelerate enterprise

cloud applications, speed
time-to-value for clients
across industries and
commit to train thou-
sands of professionals.

Both companies will
adopt new industry solu-
tions for priority industries
which include real-time
associate productivity,
Deloitte Google Cloud
Accelerator, and Candi-
date360.

Matt Lacey, Deloitte’s
global chief commercial
officer for the Alphabet

Google relationship,

said: “Our work together
in shaping markets and
engineering cutting-edge
solutions has already
made an incredible
impact on our clients
and their businesses. The
expansion of our alliance
and our global Google
Cloud practice further
solidifies our commitment
to bringing Google
Cloud technologies

to organisations in all
industries and sectors.”



Carmine Di Sibio

‘Big Four’ accountancy firm
EY announces split

rnst & Young’s biggest member
Eorganisations have unani-

mously agreed on a vote to
break the business into separate
audit and advisory firms. 13,000 part-
ners across 150 countries will vote
country-by-country, completing early
next year and affecting 312,000 em-
ployees globally.

Marking the biggest shift in decades

among the accounting and

and achieve our full potential”

EY speculates a separated firm
could raise $10bn by selling 15
percent of shares, with audit part-
ners in the business receiving
multi-million-dollar payouts.

It’s estimated by EY’s CEQ, Car-
mine Di Sibio, that standalone ad-
visory offerings to large technology
firms could raise a further $5-10bn
per annum. Back in

I
consulting ‘Big Four’; EY, July, Di Sibio told the
KPMG, PwC, and Deloitte, "ITHAD NOT Financial Times that
it follows several high- ANTICIPATED “When EY committed
profile corporate collapses, HOW IMPORTANT  to keeping both its audit
including Carillion, BHS, CLOUD and advisory operations
Fintech’s Wirecard AG, TECHNOLOGY almost a decade ago,
and NMC Health PLC, AND PARTNERSHIPS it had not anticipated
which raised questions WITH TECH how important cloud
about the firm'’s audits. COMPANIES technology and part-
EY leaders hope to rede- WOULD BECOME” nerships with tech com-
fine the firm and promote panies would become”
I

faster growth, removing
operational challenges and conflicts
of interest, and preventing business
failures.

The firm announced in a press re-
lease: “The world is changing, and we
have to adapt to continue to thrive

Despite all ‘Big Four’
firms anticipating increased rev-
enues this financial year, Di Sibio
hints at inevitable future splits.
“As these firms get bigger and big-
ger, [conflicts] become harder and
harder to manage’, he said.

MICROSOFT Q1 REVEALS
CLOUD WINS AMIDST
INCOME FALLS

Microsoft's Q1 revenue increased
11 percent to $50.1bn YOY. Net
income, however, fell 14 percent
amidst wider economic uncertainty
and personal computing losses.
Intelligent cloud revenue reached
$20.3bn (up 20 percent), with Azure
and cloud services growing 35
percent. Dynamics 365 revenue
(up 24 percent) drove success for
productivity and business processes,
up nine percent to $16.5bn, and
LinkedIn revenue rose 17 percent.
Office 365 saw products and cloud
services revenue rise seven percent.
Personal computing fell to
$13.3bn after Windows OEM and
Xbox content and services dropped
15 and three percent respectively.
“In a world facing increasing
headwinds, digital technology is
the ultimate tailwind,” said Satya
Nadella, chairman and chief
executive officer at Microsoft. “In
this environment, we're focussed
on helping customers do more
with less, while investing in secular
growth areas and managing our
cost structure in a disciplined way."

IBM MERGES WITH
RED HAT STORAGE

Big Blue will integrate IBM’s storage
business unit and Red Hat's
container storage technologies.

Red Hat OpenShift Data
Foundation will accelerate IBM
Spectrum Fusion capabilities for
the Kubernetes platform market.

Services provided by the merger
include: unified storage for
containerised apps, a consistent
IBM Ceph hybrid cloud experience,
a single data lakehouse to derive
intelligence from unstructured
data on IBM Spectrum Scale, and
flexible cloud and on-premise
automation builds.

visit us ERP.TODAY 29
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ServiceNow
results defy
macroeconomics

he latest ServiceNow
T earnings call followed

a similar theme to
previous quarters: revenues
up by more than 20 per-
cent; average contract value
soaring with customers
paying $10m or more up
60 percent; and more than
1,500 customer with ACV
higher than $1m. Across
every metric, ServiceNow
defies the macroeconomics
and industry trends - as Bill
McDermott, CEO, confi-
dently stated, “we have a
tireless appetite for growth’,
and their customers seem
equally hungry.

Commenting on the stel-
lar financial performance,
Gina Mastantuono, Ser-
viceNow CFO, said: “Q3’s
outperformance is a testa-
ment to the mission-critical
nature of our platform and
the strong execution of the
ServiceNow team. We con-
tinue to see a ro-

Gina
Mastantuono

are delivering, and we are
as confident as ever about
becoming the defining en-
terprise software company
of the 21st century””

My big call out from
the previous earnings was
centred on NOW'’s ability
to hire at a relentless pace

even under the

bust pipeline and —— toughest of condi-
are maintaining Q3's tions. Not only did
our investments outperformance  customers want

in growth hires as
the opportunity
in front of us re-

is a testament
to the mission-
critical nature

to work with Ser-
viceNow, but so
did salespeople,

mains enormous. of our architects, HR spe-
Our business is re- platform cialists and mar-
silient, our teams — keteers. It’s clear

from the latest numbers
that trend has not abated,
in fact it’s accelerated. The
establishment is losing top
talent to ServiceNow across
virtually every line of busi-
ness and the company now
boasts a global workforce of
more than 20,000 people.
This ability to hire talent
has provided the platform
for ServiceNow to boldly
push into new markets and
has seen company rev-
enues increase to $1.83bn
on the quarter, of which
$1.74bn came in the form
of predictable subscrip-
tion billing. However,
recognising that even with
such an assertive recruit-
ment strategy there simply
aren’t enough resources
to keep pace with their
growth ambitions, Servi-
ceNow also announced
the launch of RiseUp - a
new programme designed
to skill one million people
on the NOW platform by
2024. This is an incredibly
ambitious project but one
that will lay the ground
for the kind of ecosystem
expansion required to hit
the company’s aggressive
growth targets.

Google Cloud launches new
healthcare data engine accelerators

oogle Cloud has

launched three

HDE accelerators
to help organisations ad-
dress common use cases
around healthcare.

The accelerators offer
tailored infrastructure
deployment configurations,
BigQuery data models,
and Looker dashboard
templates to support
adoption and time-to-
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value of HDE for common
industry challenges.
Leveraging Google
Cloud’s infrastructure
and data storage, the
HDE accelerators give
customers an added layer
of security, privacy controls
and processes to protect
patient data.
The accelerators will
be available from Google
Cloud in early 2023.

organisations.

device companies.

SALESFORCE UNVEILS PATIENT
360 TO LOWER COSTS

Salesforce has released Patient 360 for Health
innovations, a solution providing cost-saving
automation, personalised intelligence, comprehensive
patient success and equitable care with greater
efficiency for healthcare and life sciences

New innovations include Behavioural Health,
Advanced Therapy Management, and Salesforce
Genie for Healthcare to integrate real-time clinical
data. From one single platform, Patient 360 for
Health innovations can help with behavioural health
specialists, crisis centre counsellors, treatment centre
care coordinators, care managers, and medical
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Capgemini Q3: company-
wide double-digit growth

apgemini Group

sustained revenue

growth in Q3, see-
ing a 22 percent year-on-
year rise (15.7 percent at
constant exchange rates)
equating to consolidated
revenues of €5,553m.

The quarter’s results set
Capgemini well on track
to reach the company’s
revenue growth target of a
14-15 percent increase by
year-end.

Bookings for the com-
pany totalled €5,427m,

a 13 percent increase at
constant exchange rates
year-on-year, translating to
a book-to-bill ratio of 0.98.
The group’s headcount

increased 16 percent year-
on-year.

Every operational region
for Capgemini has seen
double-digit growth year-
on-year, with Asia Pacific
and Latin America, North
America and the UK and
Ireland seeing the largest
rises of 35.9 percent, 32.6
percent and 17.2 percent
respectively (24.1 percent,
14.7 percent and 17.2 per-
cent at constant exchange
rates). Manufacturing,
financial services, and (UK
and Ireland) public sector
industries were stated as
the main drivers for suc-
cess in these regions.

All Capgemini Group

business lines also reported
double-digit revenue rises
with strategy and transfor-
mation services seeing the
largest; 28.5 percent at con-
stant exchange rates.
Aiman Ezzat, chief
executive officer of the
Capgemini Group, com-
mented: “Given this very
good Q3 performance, we
now feel comfortable with
the top end of our growth

Aiman Ezzat

outlook for 2022. We are
reaping the benefits of our
strategy and market po-
sitioning. We continue to
invest in the high demand
areas of cloud, data and
Al intelligent industry and
cybersecurity. We are ac-
celerating our investments
in the ‘what’s next’ with

a focus on sustainability,
quantum computing, and
metaverse.”

Christian
Klein
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SAP Q3 BRIGHTENS THE CLOUD SKY

AP Q3 results saw a

cloud revenue boost,

expected to con-

tinue accelerating through

2023. Total revenue rose
15 percent, with the cloud
revenue increasing by 38

percent and 25 percent at

constant currency.

A significant jump in
international financial
reporting standards
(IFRS) cloud gross profit
was reported, rising to
44 percent, while non-
IFRS cloud gross profit
increased to 42 percent
and 30 percent at
constant currencies.

Cloud backlog,
marking the contractually
committed cloud revenue
expected over the

KURT REBRY

coming year, rose by 38
percent and 26 percent
at constant currencies.
Specifically, the SAP
S/4HANA revenue enjoyed
a jump of 98 percent,
with a backlog up 108
percent, and 90 percent
at constant currencies.
Significantly improved
from Q2, IFRS operating
profit dropped one
percent and non-IFRS
operating profit was flat
and down eight percent at
constant currencies.
Christian Klein, SAP
CEO, said: “Our cloud
solutions are the answer,
as customers turn to us
to help them future proof
their businesses. This
trust in SAP is reflected

in our accelerating

cloud momentum. With

a recurring revenue

share of more than 80
percent, it's clear that

our transformation has
reached an important
inflection point, paving the
way for continued growth
in the future.”

SAP CFO, Luka Mucic,
said: “We have delivered a
strong cloud quarter with
accelerating momentum
across all key cloud
indicators. We're at an
important inflection point
in our transformation
which we anticipate will
lead to accelerating
revenue growth and
double-digit operating
profit growth in 2023."
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IFS Q3

SEES CLOUD
REVENUE UP
104 PERCENT

In a five-year sponsor-
ship deal with Transport
for London, October saw
IES launch their biggest-
ever brand activation
event with the IFS Cable
Car, taking over from
Emirates Airline.

IFS scooped a number
of 2022 major industry ac-
colades, including the ERP
Today ERP Vendor of the
Year Award, Gartner Peer
Insight Customers’ Choice
for EAM, Gartner Magic
Quadrant for Field Service
Management and Leader
in IDC MarketScape for
Worldwide SaaS and
Cloud-Enabled Manufac-
turing ERP.

Darren Roos, CEO of
IFS, commented: “Our
compelling proposition
and genuine commitment
to our customers con-
tinues to serve us well in
driving growth for IFS. We
are uniquely positioned in
the industry with the best
asset and service manage-
ment capabilities.”

FS scored a third

consecutive period of

growth in Q3 results.

The annual recurring
revenue increased by
38 percent, with cloud
revenue growing at 104
percent against the same
quarter last year.

The success follows as

IFS boosted its cloud en-
terprise capabilities this

year, embedding innova-
tions such as AI, ML, IoT,
automation and advanced
analytics. The acquisition
of Ultimo, providing asset
management solutions,
also saw IFS make sub-
stantial inroads into the
EAM market.

New customer names
made up 44 percent of the
new ACV and existing cus-

tomer upgrades achieved
significant revenue.

Constance Minc, CFO
at IFS, said: “Our perfor-
mance over the first nine
months of this year has
been exceptional. ARR has
increased by 38 percent
compared to Q3 2021. This
demonstrates the health
and resilience of our busi-
ness.’

Oracle Q1: cloud wins, USD struggles

racle
Corporation
revenue rose 23

percent in Q1, $200m
above estimates.

Cloud services and
licence support rev-
enues rose 20 percent
to $8.4bn. Cloud and
on-premises licence
revenues rose 19 per-
cent to $0.9bn.

A strengthened USD
against foreign cur-
rencies lowered GAAP
($0.56) and non-GAAP
($1.03) earnings per
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share by eight cents.
Q1 GAAP operating
income dropped 23
percent to $2.6bn.
Non-GAAP operating
income was $4.5bn, up
three percent.

Oracle’s Cerner
acquisition, a health
information technology
service, boosted rev-
enues by $1.4bn.

“We expect Cerner
to do even better in
the coming quarters
as we develop an all-
new suite of healthcare

cloud services,” said
Oracle CEO, Safra
Catz.

Microsoft Azure and
Amazon Web Service
users were granted Or-
acle Database access.
Oracle Chairman and
CTO Larry Ellison said:

“Multi-cloud access
to the Oracle Database
and Oracle’s MySQL
HeatWave database
will make the world’s
two most popular da-
tabases even more
popular”

UBIX LABS AND SAPPHIRE
COLLABORATE

Sapphire has entered a strategic
partnership with UBIX Labs to
simplify and accelerate the use
of advanced analytics and data
science in digital transformation
outcomes.

The collaboration will lead to a
Sapphire white labelled Al services
platform powered by UBIX Labs.

UBIX enables organisations
to leverage existing customer
analytics, ERP and CRM
infrastructure, blending
transactional and external data
to create new insights that drive
intelligent action.
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Automation Anywhere brings
automation to “a billion more workers”

utomation Anywhere
(AA) launched its Imagine
2022 event with platform

announcements to keep ‘humans in
the loop’ of intelligent automation.

A citizen development app will
provide a low-code Ul builder for
‘digital co-worker’ automation.
Built-in governance features in-
cluding static code analysis and
‘computer vision’ will offer stand-
ardisation, software update com-
patibility checks, and business rules
protection. Meanwhile, a CoE Man-
ager app will provide CoE leaders
centralised command, and process
discovery suggests ROl automation
opportunities.

AA's interface, AARI, will func-
tion within enterprise apps includ-
ing Google, Salesforce, and SAP,
minimising user steps and screen
jumps.

Mihir Shukla, CEO and co-
founder of AA told ERP Today,

“Our mission is to bring automation
to a billion more workers and make
it more and more solution-focussed,
putting it in the hands of people
and making it successful at scale.
With AARI, we will be part of every
single application, bringing auto-
mation inside everything we do.”

(S

DELOITTE TARGETS
FAST-GROWTH BUSINESS
WITH ORACLE MYCLOUD

Deloitte has launched Oracle
MyCloud ERP, a service aiming
to help fast growth and private
clients accelerate business
transformation, whilst being risk
adverse.

The platform aims to elimi-
nate the barriers of talent con-
straints and high upfront costs
which are often associated with
ERP implementations.

A bundled subscription of-
fering allows organisations to
access Oracle Cloud products
as well as Deloitte implementa-
tion and support services for a
consistent monthly fee.

Highland Council turns to TechnologyOne for digital overhaul

he UK’s largest
council by land mass,
Highland Council,

has chosen TechnologyOne
to support its digital
transformation.

The council, which serves
a third of the land area of
Scotland, will implement
TechnologyOne's solutions
to streamline and automate
its operations and gain
access to real-time data
for better decision making
amid increasing inflationary
pressures across the UK
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local government sector.
The solution, which
includes financials, HR, and
payroll, will be rolled out
via TechnologyOne'’s new
transformational end-to-
end, SaaS+. The SaaS+
offering is said to provide
a guaranteed outcome
and a drastically reduced
implementation timeline.
Leo Hanna, UK
executive vice president at
TechnologyOne, said: “We
know local governments
in the UK and around the

world are facing huge
challenges. Information
sharing is stifled by a lack
of integration of legacy
systems and ageing
infrastructures are carrying
with them significant and
increasing risk. When
combined with inflationary
and budget pressures,
it means councils are
continuously asked to do
more with less.

Edward Foster, Highland
Council’'s head of corporate
finance, said: “We're

delighted to partner

with TechnologyOne on

this large-scale digital
transformation programme.
We saw not only how great
their product was, but also
realised our organisations
were greatly aligned through
a relentless focus on people
and collaborative approach
to problem solving. The new
solution meets changing
requirements, offers better
value, resilience and
security and is flexible and
adaptable for the future.”
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Salesforce enhances business
processes with Workday

alesforce has expanded its use
of Workday to support growth
across the organisation and
support its workforce.

opportunity for cloud technologies
in helping our customers drive
better relationships with their
customers. Workday’s financial

The company has selected Workday

Financial Management,
Workday Accounting Center,
Workday Adaptive Planning,
and Workday Prism Analytics,
building on its existing use
of Workday Human Capital
Management (HCM), Workday
Recruiting, Workday Time
Tracking, and Workday Payroll
for US and Canada.

Faye Olson, senior vice

president of business technology and
enterprise enablement at Salesforce,

said: “We’ve seen first-hand the

HH

management and HR solutions offer

a single system to create

- collaborative opportunities
"A SINGLE for our finance and HR
SYSTEM TO organisations.”
CREATE Doug Robinson, co-
COLLABORATIVE president, Workday, said:
OPPORTUNITIES  “galesforce’s expanded
FOR OUR use of Workday to include
FINANCE AND HR  financial management
ORGANISATIONS”

underscores the power of
a comprehensive digital

backbone in navigating change and
bringing finance and HR insights

together to drive growth.”

HZI selects IFS Cloud

Global cleantech company Hitachi Zosen Inova (HZI) has selected IFS Cloud
for its mission-critical ERP processes.
The company helps clients recover useful materials from waste and dispose of
non-recyclable waste safely, generating renewable energy.
IFS’ cloud technology will be supported by Arcwide and rolled out across 13
countries, HZI aims to expand into new markets and service offerings, remove
operational silos and connect teams via the IFS Aurena user interface.
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ACCENTURE

DOUBLES DOWN
ON DISRUPTION
WITH INSPIRAGE

Accenture has acquired
Inspirage, an integrated
supply chain specialist
firm, to help clients re-
invent their supply chain
networks.

With Inspirage, Ac-
centure’s Oracle Cloud
capabilities will be en-
hanced through touchless
supply chain and digital
twin technology offerings.

Headquartered in
Bellevue, WA, Inspirage’s
710 employees will join
the Accenture Oracle
Business Group.

The deal follows Accen-
ture’s recent acquisition
of supply chain consul-
tancy MacGregor Part-
ners, showing growing
investment in disruption
management.

CAPGEMINI-
MICROSOFT COLLAB:
CLOUD-NATIVE
DIGITAL TWIN

Capgemini and Microsoft
are collaborating on Reflect
loD, a first-of-its-kind, cloud-
native, serverless Azure-based
digital twin platform.

The scalable platform lever-
ages Azure suite architecture,
allowing organisations to meet
the ever-increasing brownfield
management needs across
ecosystems.

Built on an evolutive data
model, it is organisation/
industry customised and
federates data from multiple
systems and formats such as
1D to 3D, Point Cloud, geo-
graphical information, OT
and loT data into the asset
digital twin.




ERPx and Industry Mesh:
a team your team will love

ERPx: a fully customizable
and scalable platform for all
your back-office operations.
Industry Mesh: unifies your
app portfolio in a single
digital ecosystem.

Both designed to help you
give your team the people
experience they deserve.
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ServiceNow serves up NHS Digital
backbone and beyond

s announced at London’s ServiceNow World
A Forum 2022, the ServiceNow platform is pow-

ering NHS Digital, the national information
and technology partner of the UK health and care
system. The partnership, as exclusively reported by
ERP Today, will continue once NHS Digital merges
with NHS England and NHSX in 2023.

NHS Digital commissioned ServiceNow and con-
sultancy Cognizant to develop a platform that would
be scalable, manageable, and secure, while driving
efficiencies and reducing complexities across its ser-
vice, case, and incident management capabilities.

On announcement of the news, Jordi Ferrer, VP
and general manager of UK& at ServiceNow, said:
“With the flexibility and scalability of the Service-
Now Platform, we were able to build a service man-
agement platform for NHS Digital that meets the
current and future needs of the NHS network and
its employees.”

40

EY does the metaverse without

and platforms such as
blockchain.

On a granular level,
EY is offering people
with skills in 3D design,
web animation, game
development, art
direction and human
experience design. These
talents are offered up
with experience in Al, loT

rnst & Young (EY)
E has updated EY

wavespace™, a
global network that
provides clients with
experiences in the so-
called metaverse space,
helping them to shift to a
decentralised economy
arising out of Web3-
based applications
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“certainty”

and digital twin robotics
to create extended
reality environments
across web, AR, VR
and MR. Solutions are
customised per industry
and client; industrial
clients, for example,
may benefit from virtual
supply chains and
smart factories in EY’s
metaverse space.
Edwina Fitzmaurice,
EY global chief customer
success officer, said:
“I am seeing a lot of
interest in the metaverse
from clients in all sectors
and industries. At this
stage, the metaverse
is about creativity
and opportunity, not
certainty.”

Islamic Relief
selects Embridge
for historic digital
transformation

Embridge Consulting
has been selected
by Islamic Relief
Worldwide (IRW) to
implement Unit4 ERP
as part of the largest
digital transformation
project in IRW'’s history.
The global nature of
IRW’s work means that
they need to operate
with multiple currencies
and have reporting
available at global,
national, and regional
levels. Embridge will be
working with Unit4 to
replace IRW’s existing
ERP system and improve
the efficiency of their
day-to-day operations.



How Does Data
Flow Through
Your Shop
Floor?

The manufacturing ERP solution
from DELMIAWorks automates
every step in your production,
from order processing to shipping.

With the click of a button, you can
submit a sales order and watch as
the system moves that data down
the line for end-to-end traceability
and efficiency.
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UiPath has been the market leader in
automation for as long as automation
has been a thing. But a sharp decline in
value as a public company and a big shift
In its go-to-market strategy poses fresh
challenges for new co-CEO, Rob Enslin.

“Our Business Automation Platform can discover, capture,
test and execute automations across the enterprise and we
are transitioning from a company that just sold RPA to one that
delivers automated business outcomes for our customers.”
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ince the dawn of civilisation, humans
have worked tirelessly in the pursuit
of social and economic progression.
It's time for us to take a break.

At least that’s what Rob Enslin
and UiPath believe as they ramp-
up their mission to rid the world of
monotonous, labour-intensive, low
value work. As I start the interview
in a swanky Dublin hotel, the South Africa-born
exec confidently tells me that UiPath is poised to
play a lead role in shaping the future of work by
unleashing the power of automation across the
enterprise.

“Automation has the potential to solve the hard-
est problems that companies face whilst improv-
ing employee experiences,” he said. “With the
power of the UiPath platform behind them, or-
ganisations such as Uber, the U.S. Army and EY
are changing how repetitive work is completed
which drives huge efficiencies, improves processes
and allows people to focus on higher value tasks.”

Enslin is a former SAP president who has
served in the upper echelons of enterprise tech-
nology for more than three decades. His recent
appointment as co-CEO at UiPath follows 27
years at the German software giant and a four-
year spell at Google Cloud. He joins the compa-
ny’s founder, Daniel Dines, in a shared capacity
at the top of the organisation and brings a wealth
of expertise that will help transform UiPath from
a provider of isolated RPA solutions to an enter-
prise-wide enabler for hyperautomation.

“UiPath is becoming the strategic partner for
companies that want to optimise their processes
and digitally transform,” said Enslin. “Our Busi-

ness Automation Platform can discover, capture,
test and execute automations across the enter-
prise and we are transitioning from a company
that just sold RPA to one that delivers automated
business outcomes for our customers.”

UiPath history

UiPath was formed in 2005, in a small Bucharest
office when a group of engineers hatched an
idea. The concept was simple but far reaching:
give every person on the planet a digital robot
to liberate humanity from the grind of repeti-
tive work. The theory proved popular and the
company grew rapidly, acquiring thousands of
customers around the world that wanted to au-
tomate elements of their back office functions.

Its early guise operated in silos to perform re-
petitive tasks quicker or more accurately than a
human. It offered some benefits but its effective-
ness was limited to narrow chores rather than
broad outcomes. Early adopters bought stan-
dalone bots that were plugged into disorganised
systems to speed up data entry tasks - although
it worked and made these routine assignments
more palatable, to describe early RPA as digital
transformation was a disservice to a term that is
itself confounded by many.

“Our RPA solutions have historically been uti-
lised at a department level where they solved an
isolated problem. It wasn'’t really transformative
but it did deliver efficiencies. As customers start
to look more holistically at their digital transfor-
mation objectives, they realise that they need an
end-to-end solution, and that does start to really
transform how a process works and starts to drive
outcomes that can be measured.”

Originally called DeskOver, the cohort of en-
gineers started a mission to help companies
minimise repetitive tasks with digital robots.
The principle was misunderstood by many but
enough forward thinking businesses latched on
to the idea and the company got a foothold. By
outsourcing automation libraries for point solu-
tion RPA applications, DeskOver found early suc-
cess in an industry that was largely unheard of.
In the years that followed, it rebranded as UiPath,
raised significant funding and ultimately floated
on the NYSE in one of the biggest software IPOs
of all time.

That short history underlines the prodigious
job that Daniel Dines has done trailblazing the
automation cause. He has taken UiPath from a
startup to a company that consistently ranks
as the number one automation platform on all
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major review sites and partners with the world’s
leading consulting brands to deliver global au-
tomation solutions. UiPath has offices in 40
countries, serves more than 10,000 customers
and generates predictable recurring revenues in
excess of $1bn.

However, despite the success and recognition,
UiPath'’s value has faltered as a public company.
Its revenue model historically relied on the ac-
quisition of new customers with relatively low
contract values. While the spread of revenue and
the impressive number of users initially won fa-
vour with the markets, the company lacked the
experience and depth of product to convert line-
item sales into package-solution customers.

I asked Enslin what motivated the move from
Google and how he appraised the opportunity
with UiPath, especially given the fall in value
that the company had experienced since it went
public.

“I wanted to work with a founder and when I
looked at how far they had come, and I read the
Gartner reports, I was blown away with what
Daniel had achieved. It was a tough time in some
respects because software valuations were being
hit hard and we were on the back of the pandemic,
but the potential at UiPath was exceptional and
I knew I could add some real value. I spent a lot
of time with Daniel, I had a lot of discussions
with customers, colleagues and friends, and the
energy around the product and the brand was re-
ally compelling. I wanted to work in a meaningful
company where I could make a real difference and
all the fundamentals were there. Yes, the valua-
tion had taken a hit, but the business was head-
ing in the right direction: we have great market
share, the product is the best out there, the cul-
ture is amazing and we are sitting on a bunch of
cash. UiPath can be a generational company that
changes how we think about work and I have the
experience and motivation to make that happen.”

Enslin’s assessment is consistent with my per-
sonal take - UiPath is not alone in suffering at
the hands of the markets. Many tech stocks have
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Enslin brings the scale-mentality that he learned
at SAP and refined at Google which can take UiPath
from RPA market leader to a global powerhouse that
sits at the centre of digital transformation efforts.

tanked recently but the underlying opportunity
remains sound and Enslin joins the company at a
time when its product has matured, its market is
more defined and, above all else, customers are
crying out for solutions that return instant results.
Whilst the journey towards packaged automation
solutions and a platform-play started before Ens-
lin’s arrival, he brings the scale-mentality that he
learned at SAP and refined at Google which can
take UiPath from RPA market leader to a global
powerhouse that sits at the centre of digital trans-
formation efforts.

As Enslin emphatically told me, “T know how
to scale and the opportunity at UiPath is unprec-
edented.”

Why will automation change the concept
of work?

In order to understand the impact that UiPath
and hyperautomation will impose, it’s important
to think more broadly about the purpose behind
the technology.

You may not realise it, but we are transition-
ing as a species. That transition is not defined
because we can stream movies, make video calls
or order goods over the internet. Those types of
benefit arising from the first wave of digital tech-
nologies have improved our existence but they
have not fundamentally changed the human con-
dition. They have simply afforded us more time
to become consumed with other digital travails.

Looking back through history, people came
together in the agricultural revolution to move
humanity from a subsistence living to one of
plenty. During the industrial revolution we built
machines to increase productivity and now, in
the digital age, we have developed the tools to
create utopia. Yet we remain slaves to the notion
of work, akin to those who came before us and
worked on farms and in coal mines. Throughout
the ages and despite bounds in knowledge and
capability, one thing has remained consistent.
Humans turn the wheels.

As farmers, industrialists and now digitally-
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enabled workers - the reliance on people has
not abated. Despite the supposed benefits of the
technological revolution, we have not managed
to relieve ourselves from the drudgery of work.
One could argue that instead of reducing toil, the
digital age has in fact, increased the burden. The
tasks may have changed, but human effort is still
inextricably linked to the vast majority of eco-
nomic output. We have simply swapped a plough
for a keyboard.

As Enslin succinctly put it, “there’s still a lot of
‘cut and paste’ work that goes on and automation
can fix that at a stroke.”

For the first time in our existence, we have
the ability to change the fundamental concept
of work. For centuries it was entirely centred on
manual labour. Industrial automation put an end
to that kind of employment and we shifted to a
service-orientated economy fuelled by comput-
erisation. For the last 50 years, people have been

Throughout the ages and despite
bounds in knowledge and capability,
one thing has remained consistent.
Humans turn the wheels.

employed to sit in front of a screen and furiously
type, print and file. Now there is an opportunity
that can free us from the mundane and prosaic
nature of digital work. That opportunity is called
hyperautomation.

The evolution from RPA to hyperautomation
Hyperautomation takes the raw concept of RPA
(which is the narrow application of automation)
and supercharges it with mining capabilities, ma-
chine learning and artificial intelligence to deliver
more coherent outcomes across processes and
workflows. It can be applied to virtually any busi-
ness object where a chain of inter-dependent ac-
tions occur in sequence or as a consequence, with
each stage of the chain being controlled, managed
and executed by software rather than a human.
This leap forward in capability has the poten-
tial to radically and permanently alter the nature
of work whilst freeing human capacity from the
shackles of repetitive digital labour. The benefits
at an individual level are obvious and the collec-
tive advantages promise exponential opportuni-
ties for innovation, creativity and value.
Hyperautomation is also the piece of the digital
transformation puzzle that many organisations
have found so elusive. It is impossible for an en-
terprise to truly transform if it does not automate
at every conceivable step. Moving applications to
the cloud is not transformative, it’s just a slightly
better way of doing the same thing you've always
done. To truly change there needs to be a funda-
mental shift in the underlying operating model
which must be optimised with digital tools at
every level. Modern automation platforms pro-
vide this opportunity and they represent the final
frontier for any digitally ambitious organisation.
Enslin told me that UiPath was now part of a
much broader conversation focussed on enter-
prise transformation rather than detached in-
stances of RPA and that its Business Automation
Platform brought together all the tools for enter-
prises to truly modernise the way they operate.
“With our platform, customers can get all the
benefits from RPA like reducing errors and driv-
ing efficiencies but now they can also think about
using automation as a driver for transformation
and new opportunities. Our customers are inno-
vating at pace, bringing new services to market
and building their operating models around au-
tomation and the UiPath platform sits at the heart
of those conversations.”

Step change in approach
UiPath may be at the centre of customer trans-
formations, but it too is embarking on its own




:_:s\’]
: rl? : EY

Building a better
working world

Have you
found your
rocket-fuel yet?

Hyper-automation-is the rocket
fuel of Digital Transformation

#intelligentAutomation

2022 EYGM Limited. All Rights Reserved. ED None.

N \ L

\ _"‘-.‘ - _//

DY - Fmagl

BTN \ ,\_:_.._ or=—
S\ S =2
= S
£\

-

\/ I/

e
e
V/r

|

..

\ /|
U/
w U
| N
-
- = =" =

=

The better the question.
The better the answer.
The better the world works.



COVER STORY |

period of evolution. The shift in its product port-
folio has big implications for the way its sales
and go-to-market teams are organised which
will require significant re-engineering. Its move
towards packaged solutions, in more complex
environments, often with multiple partners and
with a far higher price point, necessitates a dif-
ferent sales beast to get deals done.

“The challenge is not the expansion of new
customers, but the expansion of automation
within customers we already have,” said Enslin.
“Our shift towards programmatic solutions and
platform pricing will make it much easier for
companies to consume the full spectrum of our
technology and extract maximum value from their
investment. It will also inevitably lead to larger
deal sizes and that has implications for the way
we structure our teams.”

In the past, direct sales teams sold relatively
low value contracts to multiple customers and
account teams managed large portfolios. That
approach was good enough to take UiPath so
far, but it will need Enslin’s ‘scale-mentality’ to
take it to the next level. It’s no small task to re-
design a global sales organisation but Enslin has
recent form for doing a similar job at Google
Cloud where he was instrumental in building
its international sales operation. As the profile
of clients increases and alliances with the likes
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of Accenture, Deloitte and EY deepen, it will be
imperative that Enslin and UiPath can resource
teams with the right calibre of candidate to meet
the client on the terms they expect.

It will also be vital that internal resources keep
pace with product development so that domain
experts are taking industry package solutions to
market. Allied to the emergence of the platform
play is UiPath’s industry ambitions where it is
building end-to-end automation use cases for
specific vertical applications. As we have seen
with cloud vendors recently, industry expertise
and solutions that are finely tuned for a spe-
cific purpose have resonated with customers. As
UiPath develops these products it will need to
attract its own experts to drive development and
ultimately win over customers that are looking
for solutions tailored to them. Some of that ex-
pertise will come in the form of partners that ul-
timately own the customer relationship and have
a history of domain intelligence behind them.
But UiPath will still need appropriate resources
within key vertical markets to maintain momen-
tum and fulfil their industry-solution ambitions.

Mining for opportunities

The early narrative used to describe the value in
automation was focussed on the benefits at an
individual level. RPA tools promised to eradi-



Hyperautomation is also the piece of the digital
transformation puzzle that many organisations have found
SO elusive. It is impossible for an enterprise to truly transform
if it does not automate at every conceivable step.

cate boring desk duties and afford the employee
more time to do other things. A simple example
could be seen in the finance department where
a person may be employed to open emails and
copy invoice details from an attachment into an
ERP system. If that process happens 200 times
a day, that’s a lot of rudimentary effort that can
be replaced by a bot, and perhaps the employee
can then be deployed in a more strategic, value-
driven capacity. The benefit to the individual
is obvious, and although the basic logic is still
sound, it is the compound effect these efficien-
cies have on an enterprise that brings the real
benefits of automation to light.

There is no company in the world that can
claim its operations are as performant as pos-
sible and many have implemented digital tech-
nologies in such a haphazard fashion that their
IT landscapes are slowing productivity rather
than increasing it. The amount of technical and
process debt that exists in most organisations is
staggering and the biggest problem of all is that
the hairball architectures are so complex it is al-
most impossible for a human to untangle.

This is where mining tools play a vital role in
helping companies understand what their pro-
cesses are, which ones are efficient and which
ones need re-engineering. Process, task and
communication mining applications can investi-
gate structured and unstructured data to identify
weak links and suggest opportunities for automa-
tion. Process mining tools analyse data and event
logs from business applications to understand
the end-to-end process and the scope of the sys-
tem. Task mining tools review the work people do
on their desktops to recognise how assignments
are executed. And communication mining tools
interrogate unstructured data in emails, text mes-
sages, even voice conversations, using Al and
neuro-linguistic programming, to understand
and trigger process improvements.

The discovery tools within the UiPath Business
Automation platform can be applied to virtually

any process or operation (even hidden or un-
known processes) and build a digitally-optimal
solution which can then be automated.

The UiPath Business Automation Platform es-
sentially contains three action layers that can be
separated as ‘discovery, ‘automate’ and ‘operate’
Within the discovery layer, the mining tools men-
tioned above seek out opportunities for automa-
tion and present the potential for optimisation
back to the business. Once implemented, the
discovery layer provides continuous analysis to
deliver a feedback loop to the business.

The other two action layers feed into the UiPath
Automation Studio and include an integrated test
suite which allows users to constantly monitor,
test and validate automations and reduce redun-
dancy over time. The continued development of
this integrated automation suite sets UiPath apart
from its competition and provides customers
with a compelling, easy-to-use and demonstra-
bly valuable tool to build high-performing and
optimised solutions across the most complex of
business operations and processes.

Value creation

Hyperautomation’s silver bullet is its ability to
demonstrate a return on investment in a way that
few, if any, other digital technologies can. While
an ERP modernisation project will likely sit at the
heart of big transformation, value realisation can
be hard to quantify. With automation the return
is simple to measure and directly linked to every
dollar invested.

Productivity gains, error reduction, increased
compliance and cost savings are all calculated
and measured. And then there is the new rev-
enue opportunities that automation can deliver
through increased customer satisfaction, new
routes to market and innovations made possible
by additional human capacity.

In a worldwide September 2022 survey con-
ducted by IDC, 72 percent of respondents expect
2023 to be a recession year and this will herald a
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“Our customers are innovating at pace, bringing new
services to market and building their operating models
around automation and the UiPath platform sits at the
heart of those conversations.”

more conservative approach to IT spending with
a sharper focus on value. Half of the respond-
ent’s expected IT budgets to remain flat or reduce
slightly and that will lead to more pressure to pri-
oritise investments which will have the biggest
(and fastest) impact.

According to the Future Enterprise Resiliency
and Spending Survey, the top three automation
priorities in 2023 are: lowering operating costs
(42%), greater efficiency (41%), and improving
customer satisfaction (41%). Another top chal-
lenge cited by survey respondents is the difficulty
they have building metrics that tie investments
to financial outcomes. Automation vendors are
heavily focussed on this problem by using both
process and task mining technologies to scope
automation opportunities, moving to fact-based
documentation, planning and design.

UiPath’s ability to demonstrate value to cus-
tomers before a single dollar has been invested
through its discovery and mining tools will play
a key role in wrestling under-pressure budgets
away from enterprise CIOs.

“We think of it as true value engineering,” said
Enslin. “We drive the outcomes from day one with
every customer and our teams do analysis in the
discovery phase to identify the benefits and then
measure the value over time. We are seeing sav-
ings of millions of dollars for customers through
productivity and efficiency gains and the value
doesn’t stop there. Customers are becoming more
agile, they are able to innovate quicker and see a
return on their investment in record time.”

Conclusion

UiPath has been the market leader in automa-
tion since automation has been a thing and En-
slin’s appointment as co-CEO strengthens that
position considerably. Although he still thinks
of himself as an engineer at heart, it won’t be
his technical nous that drives UiPath forward -
it will be his considerable experience at build-
ing big and scaling. 27 years at SAP provides the
lens to visualise UiPath’s journey from a seller
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of RPA to a strategic and integrated partner for
transformation. Enslin’s network and reputa-
tion elevate the brand while his experience with
large-scale programmatic solutions puts UiPath
into a different orbit altogether. Its alliances with
the world’s most influential consultancies pro-
pel UiPath into conversations that it would not
otherwise be part of and opens up immeasur-
able opportunities to extend its footprint giving
UiPath a seat at the table when big enterprises
make big investments.

The value proposition is clearly defined and
offers a direct line to a return on investment.
Coupled with this easily-quantified benefit is
the speed at which automations can be imple-
mented. Time to deploy and value have always
been hot potatoes for the enterprise tech indus-
try as many of the traditional vendors have been
far less able to demonstrate dollar spent for dol-
lar returned, and definitely less able to give ac-
curate timeframes to get solutions working.

As the interview draws to a close, I asked En-
slin to reflect on our conversation to summarise
the UiPath strategy and set out what we can ex-
pect to see in the next stage of its progression.
“We are ready to re-accelerate growth and human
achievement by putting the full weight of UiPath
technology behind our customers,” he said. “Our
move to platform pricing and focussing on out-
comes will be a game-changer for UiPath and the
organisations that we work with. Daniel and I
have a shared vision of how to create a genera-
tional company and we are poised to play our
role in modernising the enterprise and helping
customers achieve their digital transformation
objectives with products and services that deliver
measurable value in rapid time.”

In today’s harsh economic climate, enterprise
leaders must evaluate opportunities that can de-
liver value and outcomes in weeks rather than
years and that pushes automation and companies
like UiPath up the priority list. Doing more with
less is something that every business is coming to
terms with, and UiPath promises big wins, fast. m
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WORKFORCE AUTOMATION

DESPITE THE HYPE SURROUNDING
THE NEXT INDUSTRIAL REVOLUTION,
A GLOBAL SKILLS SHORTAGE

IS HAMPERING INDUSTRY 4.0

ndustry 4.0 has arrived, with
its focus on interconnectivity,
automation, machine learning
and real-time data promising
to deliver a new golden age for
manufacturing. But there’s one
big problem: the rate of innovation is
outpacing employees’ skills.

The skills shortage that’s hit many
industries is especially acute in manu-
facturing, where an existing skills gap
was exacerbated by the pandemic. Ac-
cording to Deloitte, US manufacturing
alone is expected to have 2.1 million
unfilled jobs by 2030. Elsewhere the
firm’s research shows that attracting
and retaining a quality workforce is
a top focus for 83 percent of manu-
facturers, with almost 45 percent of
manufacturing execs being forced to
turn down business opportunities due
to lack of workers.

“While we have seen a greater num-
ber of apprenticeships and university
courses being made available, it takes
a few years before these people be-
come productive and independent,”’
says Antony Bourne, SVP of indus-
tries at IFS. “And if you layer on top
of that the fact that there has been a
tremendous exodus of people in jobs
in the last few years, and in combina-
tion with the pandemic, the resulting
number of people that make it to be-
ing ‘productive’ is unfortunately low.”

So what’s the solution to the In-
dustry 4.0 skills gap? There’s no silver
bullet, unsurprisingly. But it is under-
standable that given Industry 4.0’s
focus on digitalisation, organisations
will look to technology to help them
plug their skills gaps and transform
workplaces. With the considerable gulf
between supply and demand, the con-

versation among software vendors has
fully shifted to automation, which they
tout as a panacea to current workforce
burdens.

Research from Oracle NetSuite
shows that more than half of execs and
managers in manufacturing said their
staffing needs were for workers with
specific expertise. At NetSuite’s annual
SuiteWorld conference, the company
unveiled SuitePeople Workforce Man-
agement, with founder and EVP Evan
Goldberg highlighting the importance
of optimising access to workers in the
current economy.

“In a tight labour market, organisa-
tions need to elevate the management
of their workforce to be competitive,”
said Goldberg.

Indeed, with the global economy
heading for recession, automation will
accelerate as companies adopt new
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“A hybrid working
scenario needs

to be offered by
companies today
to bring them
back to the
shopfloor”




technologies and attempt to redesign
their workflows to increase productiv-
ity, according to Laura Petrone, prin-
cipal analyst in thematic research for
GlobalData.

However, she believes the impact
of automation will be felt differently
across job categories and dispropor-
tionately affect workers with lower
levels of education. According to a
2020 report by the CBI, nine in 10 UK
employees will have to reskill by 2030
due to the pandemic accelerating au-
tomation.

“For example, low-skilled or routine
jobs like elementary sales jobs feature
among the most exposed to the risks
of automation,” Petrone tells ERP To-
day. “When it comes to higher skilled
sales roles, technologies like artificial
intelligence (AI) will be used mainly as
a support for sales representatives and
as an enhancement for their consult-
ing tasks.

The data challenge
While IT automation seems like an
effective solution to relieving the
skills shortage, leveraging the power
of data will be central to automating
processes in manufacturing. But as we
know, more data equals more com-
plexity. The big challenge is for firms
to harness that data effectively.

“In the early 2000s, ERP implemen-
tations soared. As manufacturers em-

braced- and continue to capture and
accumulate - data from new technolo-
gies such as robotic process automa-
tion, machine learning and artificial
intelligence, they are generating an ex-
plosion in the data available to them,”
says Nick Mitchell, VP and country
manager UK&I, Celonis. “And while,
in theory, this data can help manufac-
turers streamline inefficient processes,
improve their products and innovate,
more data actually results in more
complexity.

“Process mining and execution
management can turn challenges like
an overabundance of data and analyt-
ics into opportunities. They will be key
to harnessing the possibilities of In-
dustry 4.0, helping organisations visu-
alise internal processes and ultimately
identify and prioritise inefficiencies
across the manufacturing process,
from the start of a production order
through to delivery. For that, new ap-
proaches are required.

“The factory workers of the future
will evolve to be skilled knowledge
workers at the forefront of reassessing
business processes.”

A glimpse of the factory of the future
can be seen in Infor’s recent long-term
strategic partnership agreement with
the National Manufacturing Institute
Scotland (NMIS). Infor’s investment
will underpin the development of
Model Digital Factory Demonstrators

EVAN GOLDBERG
/ NETSUITE

“In a tight

labour market,
organisations
need to elevate the
management of
their workforce to
be competitive”

for the NMIS Digital Factory environ-
ment at the new NMIS headquarters,
all 11,500m? of it.

Operated by the University of
Strathclyde, NMIS is a group of indus-
try-led manufacturing research and
development centres with a network
of partners brought together to boost
the manufacturing community.

Anwen Robinson, Infor GM and
SVP for UK and Ireland, says that in
addition to its investment in the physi-
cal Model Digital Factory, Infor is also
investing in developing core skills
aligned to the goals of NMIS.

“We will be working collaboratively
with the NMIS Manufacturing Skills
Academy and the wider University of
Strathclyde, the operator of NMIS, to
develop micro-credential courses that
advance their programmes around
manufacturing, bringing together as-
pects such as the use of data science
principles within manufacturing,” she
explains to ERP Today.

“We will also be sponsoring a num-
ber of multi-year doctoral placements,
working on solving core manufactur-
ing problems around areas such as
energy visibility and reduction, circu-
lar manufacturing, net zero strategies
and how AI can be used to solve new
challenges.”

It’s a people thing
It is also important, though, to realise

ANWEN ROBINSON
/ INFOR

“We'll sponsor a
number of doctoral
placements,
working on circular
manufacturing,

net zero strategies
and Al”
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that technology doesn’t hold all the
answers. An onus on digital transfor-
mation leaves little room for one of
the most important factors: people.

Jordi Ferrer, VP and general man-
ager UK&I at ServiceNow says that the
human element is the part often for-
gotten in the boardroom. But Industry
4.0 is not just a technological change,
it’s a change in the way people work-
and that requires new skills.

“If an organisation invests in emerg-
ing technologies, such as machine
learning or process automation, they
also need to invest in people to take
action on the business insights gener-
ated by the technology,” says Ferrer.

Echoing Celonis’ Mitchell, the VP
knows an overabundance of data can
only bring complexity and little else.
The key is to ensure workers are able
to harness data correctly.

“It’s no use spending vast sums of
money on technology that captures
data without having a team of peo-
ple prepared to analyse and use it to
implement change. Without that, the
initial investment will be wasted.”

‘The old way isn’t the only way’
Similarly, aside from technology and
an obvious emphasis on training and
skills for Industry 4.0, it is important
to consider the societal and cultural
aspect of filling the skills gap.
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“Apprentices can be
employed, trained
and mentored from
where they choose to
be, enabling an onsite
workforce through
the offsite support”
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“Business leaders
need to arm
employees with
the right training
and technology
to turn them into

knowledge workers”

IFS’ Bourne points out that people
have become used to working from
home over the last couple of years, for
example. Therefore, “a hybrid working
scenario needs to be offered by com-
panies today to bring them back to the
shopfloor”.

In agreement with this is Magnus
Falk, CIO advisor at Zoom, who says
those in the knowledge economy
adapted to remote work in the early
months of the pandemic. In much the
same way, workforces in Industry 4.0
will adapt to a different way of inter-
acting with the rest of the business.

“By changing the model of em-

ployment, employers can
attract and retain staff as
those close to retirement
choose to do less, or those
with caring responsibilities
cope with life events. Em-
ployers that successfully
allow people to fit work
around life, rather than
the decades old model of
fitting life around work,
will have access to deeper
pools of talent.”

Falk says the key to new
employment models is
cultural change, accepting
that the old way isn’t the
only way, underpinned by
enabling technology and
updated people policies.

“With the talent secured,
more apprentices can be
employed, trained and
mentored from where the
talent chooses to be, ena-
bling an onsite workforce
through the offsite sup-
port”

Skilled labour the ‘last
mile’ of Industry 4.0
The global Industry 4.0
market is expected to reach
$132.11bn in 2022, grow-
ing to around $155.76bn by 2030. Ad-
dressing the skills shortage is a priority
for organisations.

But more importantly, the factory
workers of the future will need differ-
ent skills from those in previous dec-
ades.

As Ferrer notes: “Business leaders
need to arm them with the right train-
ing and technology to turn them into
knowledge workers who can deal with
the information generated by Industry
4.0. Skilled labour is the ‘last mile’ of
Industry 4.0 - and without it, the new
phase in the Industrial Revolution will
not fully realise its promise.”
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= ;.;._ w‘_"":‘"fa-‘-;;;__{; GL: How do you see people inte-
o W racting with all this?

D el AR: Once fully operational, it is an-

w ticipated that there will be between
3 .. 2-3,000 visitors per annum through

DELVING DEEPER INTO THE
NMIS DIGITAL FACTORY

s announced in October,

Infor’s partnership with the

National Manufacturing

Institute Scotland (NMIS)
will underpin the development of
Model Digital Factory Demonstrators
(MDFD) for the NMIS Digital Factory
environment.

The project follows Infor’s role as
founding sponsor of ‘The Smart Fac-
tory @ Wichita, an immersive experi-
ence centre launched by Deloitte and
Wichita State University in Kansas,
U.S. Giacomo Lee delves deeper into
the tech with Anwen Robinson, Infor
GM and SVP for UK and Ireland, and
discovers what it means for upskilling
aspirations in the UK.

Giacomo Lee (GL): How best to po-
sition MDFDs to CxOs who may not
be clued up on them?

Anwen Robinson (AR): The purpose
of the MDEFD is to showcase the ben-
efits of new and available technologies
in a real factory setting. Throughout
NMIS, the latest technologies and
equipment will be on show; additive
manufacturing, robotics, laser cutters
and smart equipment etc.

The difference to run-of-the-mill
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technology demonstrations is that we’'ll
be showcasing how these various tech-
nologies come together in a real pro-
duction line, supported by a variety of
intelligent, real-time systems and cloud
applications that drive new value for
manufacturers.

GL: What kind of value?

AR: NMIS will showcase how Indus-
try 4.0 digital technology, in all formats,
can be used to solve current and future
manufacturing challenges. It will serve
to both educate, physically demon-
strate and inform organisations about

It will serve to educate,
demonstrate and
inform organisations
about ‘the art of the
possible’

‘the art of the possible’ It will show how
an organisation can optimise existing
investments and will also provide a
‘sand-box’ environment where they
can work collaboratively on projects to
prove the value prior to making major
capital outlay.

NMIS. These will be from all sectors
of manufacturing and size of business,
plus academia. Many will be looking
for advice on how they can build upon
investments made to transform equip-
ment and environments using avail-
able technology to take advantage of
digital insights.

GL: What lessons will you be
drawing from The Smart Factory @
Wichita?

AR: The Smart Factory @ Wichita is
also aiming to showcase real-world,
leading technologies and demonstrate
how these come together for advanced
manufacturing performance. The dif-
ferences are in scale and the number
of collaborating partners. With NMIS
collaborating with multiple manufac-
turing industrial and academic part-
ners and service providers, it truly is a
centre of excellence for manufacturing
advancement.

GL: What does this project say
about the future of all things indus-
trial and manufacturing?

AR: To remain competitive on a
global stage, it is vitally important for
UK manufacturing to remain at the
forefront of adoption. However, we
are currently constrained by a lack of
knowledge and understanding of how
to best adopt, and a dearth of relevant
skills in how to take advantage. NMIS
serves to bridge these gaps.

We hear all the time from manu-
facturers that their biggest inhibitor
to Industry 4.0 adoption is the skills
gap. The MDFDs and NMIS provide a
safe place for manufacturers to come,
spend time, talk with experts, learn
and feel comfortable about taking
the first steps towards digitisation for
their business. Along with this, NMIS
has a Manufacturing Skills Academy
as part of the group that helps people
throughout the manufacturing com-
munity at all stages of their career
aiming to futureproof the workforce. m
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Machine learning in ERP needs

Clarity

with a capital C

BY ADRIAN BRIDGWATER

evelopers get good press. Widely
lauded as kingmakers and heroes
of the new digital revolution, soft-
ware developers are in short sup-
ply, high demand and are globally
recognised as being key to the
new fabric of computing we are building across
the web and the cloud.

But throughout their recent reign in tech, things
have broadened; the operations function that
works to underpin, manage and facilitate devel-
oper needs has been championed and brought
more closely into line with software programmers’
workflow processes.

What has happened here has a special name -
and of course we're talking about DevOps. This is
the portmanteau pairing of Dev (developers) and
Ops (operations) in a new approach to workplace
culture designed to enable these traditionally un-
welcome bedfellows to live together better.

Developers want speed, functionality and
choice of software tools. Operations wants se-
curity, compliance and control. The two worlds
don’t always match. With DevOps, both teams
can more productively work to an effective mid-
dle ground.

We need this pretext if we are to understand
what is happening inside the new compute en-
gines being created to serve Al and the machine
learning (ML) functions that drive it. What comes
next is MLOps.
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Welcome to MLOps

Now a part of the way progressive cloud-native IT
departments are looking to embrace automation
and autonomous advantage, MLOps has a slightly
unfortunate and possibly confusing name.

MLOps is not traditional Ops (i.e. database ad-
ministration, sysadmin and so on) powered by
ML. Instead, MLOps is the term we use to denote
the operations and functions needed to make ML
work properly.

So this means that MLOps is all about creating
an ML operations pipeline to ensure we channel
and manage the right data and connections into
our machine brains. If we have good MLOps, then
we have smart ML - and that paves the way to Al
that is truly intelligent.

In terms of working practice, MLOps is all about
feeding ML properly. This means it includes ele-
ments such as data ingestion, data wrangling, in-
formation management and data manipulation.
Closely related to the extract, transform and load
tasks that need to be executed to make an organi-
sation’s data pipeline work effectively, MLOps
also includes ML work related to feature selection,
training, testing, deployment and monitoring.

“What we’ve seen in the past few
years is models done wrong and

gone wrong" MOSES GUTTMANN, CLEARML
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mechanics.

orchestrated.

on new data.”
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Customers are
forced to invest
in multiple
tools, creating
a fragmented
experience for
end users.
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At the risk of attempting to cover
off a short history of MLOps data sci-
ence, let’s just look inside a couple of
the finer points involved in MLOps

To create great ML models, teams
need to be able to track every part of
the ML experimentation process as
they look to automated definable re-
peatable tasks. This means being able
to log, share and version control all ex-
periments as the ML pipeline starts to
form and ultimately benefit from being

“MLOps helps solve problems like
that by monitoring model performance
and managing model drift before
problems occur,” according to Moses
Guttmann, CEO and co-founder of
ClearML, a company that styles itself
as a frictionless, unified, end-to-end
MLOps platform specialist. “ML engi-
neers in charge of models in produc-
tion can monitor them in real-time and
see if or when they should be retrained

As we know, ML is powerful and
thus it needs fuel to burn. Teams will
need to think about cloud and system
resource allocation and scheduling in
order to control costs. As the ML ex-
perimentation process becomes more
esoteric and the team’s ML models get
more sophisticated, more use of un-
structured data can be brought into

play and new previously untapped in-
novations may open up.

MLOps and ERP

So then, what more do we need to
know about MLOps and what impact
does it have on the ERP stream? In our
world, ERP has only been truly Al-aug-
mented for perhaps a decade, so is the
machine intelligence we need getting
the right operations-level considera-
tion and support?

“Today we can see that ERP is an
area that relies heavily on machine
learning and when companies get their
models right, they are more productive
and profitable. But what we've seen
in the past few years is models done
wrong and gone wrong,” as Guttmann
explains.

The CEO says that one recent re-
source planning example that played
out at enterprise level was the abrupt
and unexpected changes brought
about by COVID-19. As we know, this
disruption greatly impacted compa-
nies’ abilities to plan and update their
ML models quickly enough, leading
to the now well-known global supply
chain issues.

“Given the scale and velocity of to-
day’s global business, I believe MLOps
is really the only way large companies
will be able to stay ahead of issues,
meet demand and to run efficiently.”

Although MLOps-rich AI for ERP
could be arguably applied to any in-
dustry vertical, key growth markets
are thought to include healthcare and
healthtech, retailtech, advertising and
marketing adtech and martech, along-
side manufacturing and others.

Fragmented point solutions
Anyone questioning the state of this
sector of technology fabric and think-
ing, “Okay, but why all the fuss now?’, is
justified in posing the question.

The answer is quite straightforward,
and it helps clarify and validate where
we are today with MLOps. The rise of
ML in the modern era of Al (i.e. the
real device deployments of today, not
the fanciful Al dabbling that first hap-
pened in the 1980s) has parallels with
the post-millennial age of cloud.

Too much happened in too many

places, too fast, with too little integra-
tion and with too little consideration
for scalability and interoperability.

This reality meant that ML has devel-
oped in a scattershot fashion, leading
to closed-off ‘point’ solutions (i.e. sin-
gle purpose, narrow, overly proprietary
etc.) and fragmented semi-platforms
that failed to connect in an end-to-end
fashion.

ClearML and others in this field of-
ten use this term end-to-end as some
kind of marketing label or generalised
affirmation of functionality, but here it
really means something. In this con-
text, end-to-end takes us from the ini-
tial point of data ingestion, through to
processing and analytics inside intelli-
gence engines and onwards to the user
(or machine) endpoint of use.

“Every component of (our product)
integrates seamlessly with each other,
delivering cross-department visibility
in research, development and produc-
tion,” says Guttmann. “Many machine
learning projects fail because of closed-
off point tools that lead to an inability
to collaborate and scale. Customers are
forced to invest in multiple tools to ac-
complish their MLOps goals, creating a
fragmented experience for data scien-
tists and ML engineers - and ultimately
for the end users, be they ERP profes-
sionals or others.

The central issue emanating from
this discussion - even if we get over
the fragmented point solutions hurdle
- is that the ML data science team does
ML in one corner, while the ERP team
does ERP in the other. It’s a scenario
that’s frightening redolent of DevOps
all over again.

The current proliferation of MLOps
is of course meant to address not only
the departmental disconnects that exist
in any given enterprise, but also the in-
formation management processes that
exist in this space.

There’s no point in trying to use
smart ‘thinking’ technologies if you
don’t think smart about how they op-
erate. Organisations serious about us-
ing Al will now need to think about the
provenance and process behind their
ML pipelines - and this is precisely the
pressure point at which MLOps is ap-
plied. Clever really, isn’t it? m
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Saying
goodbye
to ERP Today

BY EMMA SINCLAIR MBE

f nearly twenty years of en-
trepreneurship has taught
me anything, it’s that it’s not
enough to just start a project:
you have to finish it too. We
live in a society so obsessed with the
new, with the starting of things, that
we tend to not give a lot of time and
respect to the closing of a chapter.

When I first started writing this
column for ERP Today I was excited
to find topics that would connect
with you, the readers, and I was
thrilled to be a contributor along-
side the likes of people I person-
ally know and respect such as Dr
Zara Nanu and Mark Sweeny. Over
the past year I've talked about the “
mindset you need to succeed, un-
locking procurement to unlock in-
novation and economic success (a topic I'll be talking
a great deal about on the Government’s High Growth
Task Force) and what it was like to build an employ-
ment programme supporting Ukrainian refugees
which brought together over 200 of the UK’s leading
businesses in a matter of weeks. All of these topics are
close to my heart, however they also all support the
idea that the beginning of something is where all your
energy should go. But in this column, my final column,
I want to focus on something I believe to be equally
important - endings.

My business, EnterpriseAlumni, was set up to help
businesses reimagine endings - specifically the mo-
ment when an employee leaves and it seems as if the
relationship between business and person is broken.
As such, it’s little wonder that I'm intrigued by them.
Traditionally we have seen endings as one-off events,
something that cuts a cord, that brings a situation to a
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full stop, the curtain coming down
forever. But in my experience end-
ings are rarely that clean, and if we
want to get them right, we need to
start to view the whole experience
differently. Here’s what I now know
to be true about endings...

Firstly, don’t burn your bridges.
This should be obvious but in to-
day’s society, I feel we’ve become
too quick to turn our back on our
prior experiences. Everything
moves so quickly these days that it
can be easy to assume that old re-
lationships don’t matter, that we’ll
make new ones and those new re-
lationships are the ones to focus
on. Don’t get me wrong, I love the
new - I run a tech company, after
all. But I believe those old relation-
ships matter. I left investment banking in my twen-
ties for entrepreneurship, and while my work in that
area ended, my relationships continued. One of the
people I worked for from that era was actually one of
the first investors in EnterpriseAlumni, something that
wouldn’t have happened if I'd simply closed that door
and forgotten about the people behind it.

When we’re skipping off to pastures new it can be
easy to forget about the good things we're leaving be-
hind. If you want to do endings right, acknowledge
that at some point in the future you’ll remember the
greenness of the grass you're currently standing on
and you'll be grateful you didn’t let it go completely.

Secondly, ‘out of sight, out of mind’ no longer exists.
Do you remember those days when you left a job or a
relationship and it only took a short amount of time
to forget about it? That doesn’t happen today. Social
media has made it impossible to ever truly leave the



a Bbs &

past in the past. You think you’ll never
have to hear your ex-boss’ thoughts on

iid)

employers and wonder if there was still
a role there for us. In fact it became so

y g
the economy again and then they pop There’s Somethlng common it’s now a recruitment category
up on your LinkedIn feed with so much rather wonderful of its own - boomerang hires.

regularity it feels as though they’re de- about the fact I would argue that this happens in
liberately targeting you. You share a link that we never all areas of our lives. Those people you
to a piece you've written on Twitter and . thought you’d never hear from again
an employee from ten years ago wants to lose SIght of those pop up at the exact moment you need
have a debate about why your managerial people who've them. An old university friend turns out
style then didn’t match the tone of the known us at to have exactly the right skills you need
piece you've written now. It can feel like . for your startup. Your new partner’s best
today’s connectivity makes it impossible different pREs friend turns out to be married to the per-

of our lives

for anyone to ever just leave with grace.
However, I'd argue that there’s some-

son you sat next to in your first graduate
role. While technology might allow us

thing rather wonderful about the fact
that we never lose sight of those people
who've known us at different stages of our lives. Living
in a world where we can build and foster connections
with people, even when they’re no longer regularly
there in our lives, is a privilege. It allows you to watch
as people grow. It gives us the opportunity to support
them on the way and it provides the same for us in
return. It’s part of life’s rich tapestry of connections.
Finally, it’s not goodbye: it's more ‘au revoir’ I know,
I know, it’s the biggest cliche! But like all cliches, it’s
grounded in truth. One of the reasons I set up Enter-
priseAlumni is because I realised that more and more
people were returning to their former places of work.
As we all worked longer and moved around more of-
ten, it became inevitable that we'd look at previous

to expand our worlds, the reality is that

our day-to-day lives tend to stay very
small. Back in the 90s, Oxford Professor Robin Dun-
bar posited that most humans would only make 150
friends in their lifetime. When you think about how
long we're all living now, it’s no surprise that people
crop up again and again in our lives. So while that
goodbye today might feel final, don’t be surprised if
it’s only for a little while.

And so that brings me to the end of my final ERP
Today column. I could wave you off with a final good-
bye, but if I know anything about endings, it’s really
“until we meet again” =

Emma Sinclair MBE, co-founder, EnterpriseAlumni

visit us ERP.TODAY
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CURING
THE NHS
BACKLOG?

TECHNOLOGISTS ARE OUT
TO HEAL THE DEFICIT IN

NHS RESOURCES, CREATING
BATTALIONS OF DIGITAL
WORKERS TO
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AUTOMATION IN HEALTHCARE

At Northampton General Hospital
NHS Trust (NGH NHS Trust), experts
gathered to develop a solution, and in
just six hours, ‘Oxybot; a robotic pro-
cess automation (RPA) bot, was born
amidst the turmoil.

“In a few hospitals around the
world, the oxygen stopped because
of this challenge, and every single
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et’s turn back the dial to the peak of the pan-
demic. As the world fought back against
COVID-19, hospitals were reliant on oxygen
machines to keep a segment of the infected
population alive. Each patient in this situation
required a certain millilitre per second of oxygen
solution, drawing from delivery devices on a co-
lossal scale. If the calculations were inaccurate,
and machines ran out, the results
were nothing short of catastrophic,
with death tolls rocketing.

patient died because of an oxygen cri-
sis,” explains Tremaine Richard-Noel,
head of emerging technology and RPA
director at NGH. “Here was something
repetitive and about data, as oxy-
gen amounts needed to be checked
hourly. It was the first time I'd ever sat
down with engineers at the hospital,
and together with clinical staff, we
built a system, factoring
in calculations like the
conversion rates and sub-
limation of liquid to gas,
the types of patients, the
capacity and ICUs, and it
was powerfully simple.
The bot, created us-
ing the Automation An-
ywhere (AA) platform,
monitored oxygen levels
24 hours a day without
human intervention and

NEETI MEHTA SHUKLA / AA

with 100 percent data accuracy, and it
enabled the hospital to repurpose over
1,500 hours of staff time in 2020. De-
spite a long line of technology failures
in the healthcare sector as a whole, the
NHS started to imagine the possibility
of an entire healthcare revolution due
to Oxybot’s success.

By January 2021, NHSX, an NHS
unit responsible for setting national
policy and developing best practice
for NHS technology, had selected
NGH to become an NHS RPA Centre
of Excellence (CoE). Here, experts like
Richard-Noel led the charge to create
an army of software bots to bolster the
deficit in NHS resources and support
the workflows of employees.

Neeti Mehta Shukla, co-founder and
social impact officer at AA, helps to
explain the uptake: “Seeing the world
from a technology lens, the best in-
novations come at a time of crisis, be-
cause the need is so much. It pushes
the solutions to meet that need. And
that’s what we’ve seen in healthcare.
It’s that lightbulb moment, where you
think, ‘Oh my god, this technology
actually exists, imagine what I can do
now: That is why you get goosebumps
and why you continue coding.”

Despite being the tenth largest em-
ployer in the world, the NHS is strug-
gling with pressures striking at every
area of operations; the past few years
have seen hiring and workforce chal-
lenges, with nearly 40,000 nursing
vacancies alone pre-pandemic. There
are also dramatic service demand

IT'S THAT LIGHTBULB
MOMENT, \ere vou

THINK, ‘OH MY GOD, THIS
TECHNOLOGY ACTUALLY EXISTS,
IMAGINE WHAT | CAN DO NOW



THE CHALLENGE

ISN'T WHAT TO AUTOMATE.
IT'S WHEN TO AUTOMATE IT

TREMAINE RICHARD-NOEL / NGH

increases and backlogged cases, and
cascading supply chain delays and
shortages to boot.

“Everything needs to be automated
because, realistically, there’s too much
work to do,” Richard-Noel explains.
“The challenge isn’t what to auto-
mate. It’s when to automate it. There
is a backlog that is really difficult to
recover when we could only just deal
with what it had at the time. Now
we’re at a point where we have to be
innovative because we've got to sud-
denly find more capacity, particularly
with workforce challenges at the min-
ute. There’s a huge burnout. The only
way we can deal with these challenges
is to do something quite dramatic.”

However, there is a history of tech-
nology implementation flops in the
healthcare sector, whether due to
non-adoption, scale-up failure or else
sustainability concerns and eventual
abandonment. Therefore, how will
RPA technology hope to break the
mould? What will the picture look like
for employees, end users and the NHS
as a whole?

REIMAGINING HEALTHCARE

- THE NHS RPA REVOLUTION

The past attempts of Google, Ama-
zon, and others have, if anything,
taught the healthcare industry to be
incredibly reluctant to undertake new
technology projects. But Richard-Noel
explains that the flexibility of intelli-
gent automation technology specifi-
cally, and its potential to enable team
members throughout the organisation

(whether developers
or non-developers,
administrative em-
ployees or front-line
clinicians, porters
and domestics) is key
to its successful up-
take at scale.

“We could start small and build up
together,” he explains, “and we've been
able to work and shape this product
around our problems with an ability
to glue things end-to-end across mul-
tiple organisations.”

Thus far, the NGH’s RPA CoE, en-
compassing business analysts, de-
velopers, clinical safety governance,
principal medical officers, outreach
and engagement, has enrolled more
than 28 NHS organisations across the
UK in their automation accelerator
programme. This has seen 50 employ-
ees per month targeted to complete
training, and over 500 automation op-
portunities already identified.

With a CoE in place to manage the
governance of each bot, the control is
placed directly into the hands of the
NHS teams to create endless amounts
of resource-saving initiatives, as Rich-
ard-Noel explains: “Giving automa-
tion to the hands of the organisation,
because we're a heavily regulated en-
vironment, is creating an option for
individuals to sandbox before submit-
ting it to the CoE. Even if you just have
10,000 staff out of 1.7 million trained
and producing one automation each
ayear, that just becomes astronomical
in terms of value.”

SORRY, DOCTOR

- IT'S CHANGING AGAIN

From Richard-Noel’s estimations, one
could argue that the fear of technol-
ogy is morphing into an opportunity
mindset as the awareness of RPA ca-
pabilities grows. Rather than taking
jobs or introducing yet more proce-
dure changes, automation is starting
to be imagined as the very reason that
burnt-out and overworked employees
can hope to continue in these fast-
paced and heavy-workload profes-
sions.

The key, then, is to use the ecosys-
tem of knowledge readily available
to the NHS, and present technology
concepts that are both governance-
ready and free from forms, and which
are designed internally to save time
and effort from the start with mini-
mal training and processes required.
For NHS staff whose working days are
ruled by countless procedures and
best practice, the last conversation
they want to have, on top of updated
policies or new medications, is the
‘sorry, it’s changed again’ chat.

“Healthcare is almost all logic-
based,” Richard-Noel continues. “So,
there are clinicians looking at some-
thing and choosing which rule set to
follow. Their specialty is being able to
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go outside of that if they need to. But
what we’ve got with the ability to do
automation is organise the human
workforce, so you don’t just take away
the manual tasks that automation can
do, but you also use automation to
better utilise human resource.”

Looking at real-life workflows, auto-
mation technology could be onboard-
ing new team members, allocating
patients to a particular surgeon or
booking appointments, alerting mech-
anisms, or even enabling porters to be
automatically ordered and their routes
throughout the hospital calculated in-
telligently and efficiently. In the most
basic sense, whether it’s writing a
report, extracting information, or re-
moving manual tasks throughout the
day, it would mean patients would get
out of A&E faster after receiving the
care they need without the extensive
waits.

From the vendor perspective, it's
the availability of this software to eve-
ryday NHS employees that marks the
change in healthcare technology. Me-
hta Shukla explains: “We know there
are different needs for different parts
of the organisation. It has to be a low-
code, no-code environment so you
can have citizen developers at a much
larger scale than you would otherwise
for traditional technology. It’s really
about creating an ecosystem and au-
tomation success platform that can
benefit the non-development folks on
the frontlines as well.”

In a recent whitepaper from NGH
NHS Trust, it’s estimated that more
than 80 percent of NHS organisations
will have RPA live, and allow the NHS
to regain one million hours of time by
2023. It is further hoped that automa-

IT'S ABOUT CREATING

A PLATFORM THAT CAN BENEFIT
THE NON-DEVELOPMENT FOLKS
ON THE FRONT LlNES " NEETI MEHTA SHUKLA / AA
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IF YOU CAN REDUCE THE
TIME TO TELL SOMEONE

‘THIS ISN'T CANCER,,

THAT'S DAYS OF STRESS, PAIN,
WORRY, SHAVED OFF, YOU CAN'T
QUANT”:Y |T ~ TREMAINE RICHARD-NOEL / NGH

tion will give frontline and back office
workers up to a day a week back for
higher value tasks that involve em-
pathy, creativity or decision making,
and ultimately clear the case backlog
weighing down operations. For ROI fi-
nancially, it’s claimed that one single
bot has already saved the NHS over
£1m with greater savings to follow.

THE NEXT REAL-LIFE

USES FOR HEALTHCARE BOTS
The potential of RPA to shape automa-
tion within the NHS no doubt sounds
promising, but where are we likely to
see the first areas of change? One issue
with using technology for healthcare
in the past has been seeing through
the overwhelming mass of data to
discover the biggest wins and separate
the promising opportunities from the
wasted ventures.

“With the NHS, there is so much po-
tential that it is slightly overwhelming,
right? Because you can’t do this stuff
quick enough,” Richard-Noel says.
“We are looking to take advantage of



process discovery features in the fu-
ture to help here”

In the meantime, the RPA NHS team
is focussed on areas like the handling
of clinical outcomes, cancer patient
referrals, and long-term conditions
like diabetes and heart failure. There
are also aims to create greater work-
load visibility for each clinician with
AA’s robotic interface dashboard, with
the potential to gamify performance.

“There’s a huge journey in terms of
time per patient. You think 20 million
referrals - that’s a lot of time and en-
ergy that needs to go into understand-
ing someone’s care. There’s about ten
minutes of admin work per patient
that we can save here. Across all that
equals around (a total of) 2014 doc-
tors’ worth of time; if you times that
by the average doctor’s pay across the
year, at a time where we can’t recruit
enough doctors, it’s really important.
The use cases are huge.”

It's not just the time and cost impli-
cations here, but in true not-for-profit
fashion, the potential effect on the hu-
man element of these services.

“If someone is referred with sus-
pected cancer, they have to wait up
to two weeks for an appointment,”
Richard-Noel says. “If you can reduce
that time for instance, to tell someone
the ‘this isn’t cancer news, that’s days
of stress, pain, worry, shaved off, and
you can’t quantify it, but I know it’s
important.”

It’s clear that introducing intel-
ligent automation into the NHS is
awash with potential for positive out-
comes, whether we look at the ROI
financially, or else from a resource or
social value. These projects are still in
the early stages, but now the technol-
ogy is entering more healthcare set-
tings, the hope is that automation and
digital workforce bots can provide the
healing hands for NHS operations and
pave the way for global healthcare in-
novation. =
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ech investment today isn’t being driven by feeds
and speeds, but on the business outcomes that
customers want to achieve. Technology is no
longer at the heart of transformation; instead, it
is a business enabler. At the same time, most ERP
software today comes out of the box as standard.
The upshot for global systems integrators (GSIs)
is that there is now very little technical work for
them to do for clients - unless it’s developing extensions.

Put simply, there is little or no technical complexity for
GSIs to manage.

“As infrastructure com-
plexity is being abstracted
by the cloud, and devel-
opment is being led by
citizen developers lever-
aging low-code or no-code
platforms, the complexity
the GSIs used to manage
is reducing,” says Steven
Dickens, senior analyst at
Futurum Research.

This has changed the
game for those firms. Pre-
viously engaged in techni-
cal assignments, the lion’s
share of their work is now
focussed on business pro-
cess design and change
management - which
of course requires com-
pletely different skills and
delivery models.

There have been some corresponding operational
shifts this year within the ‘Big Four’ consultancies - Ernst
& Young (EY), Deloitte, KPMG and PwC - as they react to
changing market needs. We've seen the launch of new di-
visions and even a break-up of the business in the case of
EY. But how are the likes of the Big Four adapting to these
particular changes to how they engage with clients - and
what do they mean for customers? We spoke to some of
those firms to find out how they are steering their busi-
nesses into 2023 and beyond.

T8 THE
HUMAN FAGTORS
THAT DRIVE

TRANSFORMATION
SUGGESS
AND FAILURE

BENOIT LACLAU / EY

Focus on the human element
Benoit Laclau, UK&I managing partner for consulting at
EY, points out that in the past, organisations used tech-

nology to automate and standardise their processes, rec-
reating their existing ways of working. But it also meant
less need for meaningful change management, as you
were training the business to use a new technology sys-
tem to run the business as they did beforehand.

These days however, a study by EY and Oxford
University’s Said Business School confirms the need
for strengthened change management and people fo-
cus when it comes to transformation. It reports that 85
percent of firms have been involved in two or more ma-
jor transformations in the past five years. At the same
time, the rate of failure
for transformation pro-
jects “remains stubbornly
high’, with 67 percent of
respondents having ex-
perienced at least one
a - underperforming trans-

! b formation during the
same time.

“It is the human factors
that drive transforma-
tion success and failure.
For that reason, people
should be at the centre of
every decision a business
makes,” says Laclau.

“Ultimately every trans-
formation has a people
impact. Developing ap-
proaches that involve ac-
tive listening, considering
the perspectives of different audiences and actively seek-
ing to create a groundswell of enthusiasm and involve-
ment from the grassroots will be the transformations that
best succeed. Leaders need to understand this if they are
to move in line with what a business transformation jour-
ney looks like today.”

Interestingly though, it seems employees are also
growing more resistant to change - in 2016, the Gartner
Workforce Change Survey showed 74 percent of employ-
ees were willing to change work behaviours to support
organisational changes, but that number dropped to
38 percent in 2022. This indicates that while they may
have their work cut out for them, there is a clear need
for consultants to help their clients navigate their tech
transformations.
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So where else can GSIs find opportunity as their en-
terprise clients move to next-generation ERP? For a start,
Laclau says businesses need numeric insight to under-
stand where it makes sense to extend the standard ERP
package, because there is clear differential value.

“For everything else, businesses should use the stand-
ard out-of-the-box capability. Within this context, change
management is critical to bringing about new ways of
working as the business moves to a more standardised
process,” he explains. “Every transformation cycle needs
to be looked at through this value lens if it is to succeed.”

Again, consulting firms
have a role to play in com-
plementing this with an
enhanced focus on the
people elements of the
transformation. This in-
cludes “ensuring there’s a
human roadmap, strong
change management and
leadership workstreams,”
says Laclau.

“Global consultant firms
will need to ensure that
change - including the
ability to adapt and man-
age change - is ingrained
in all aspects of their cul-
ture.

“By building this into the
company’s transformation
structure from the start, or-
ganisations can ensure they are providing their people
with the skill set they need to manage both the technical
and business aspect of the transformation journey.”

Changes still underpinned by tech

Looking to another of the Big Four, Ian West, head of
technology and alliances at KPMG UK, maintains that
clients are still looking for technical implementation.
However, this now fits into a broader client strategy
where the firm also engages in the wider transformation
piece and change management.

“There is definitely increased demand for broader so-
lutions and work outside of the technical assignments,
but our clients still very much want our expertise in that
too,” says West.

-T[ HET

Reflecting this, KPMG launched its products business
earlier this year. According to the consulting major, a new
specialist team will be building a portfolio of products
designed to help clients streamline their processes, and
better understand and analyse their data as they relook
at their operations “against a challenging operating land-
scape and (also) invest in digital transformation.”

“Our technologists are building a range of digital solu-
tions to solve our clients’ most complex challenges, and
this still requires a more technical skill set and delivery
as our clients make changes to their strategies and opera-
tions,” says West.

“However, it shows
how we have adapted as
a business to meet the
evolving needs of clients
in an innovative way. We
are also forming strategic
alliances with key tech-
nology providers, work-
ing together to utilise
each other’s skill sets and
expertise to solve our cli-
ents’ challenges.”

West says KPMG's ap-
proach to alliances ena-
bles it to advise clients
on the best technological
solutions for their busi-
ness, working closely with
the technology providers
to implement these, thus
providing “a seamless approach”

“This also requires us to constantly monitor and be
aware of emerging technologies so we can look at where
we should be forming alliances to provide the best solu-
tions for our clients,” he adds.

10 PH[IVII]E

IAN WEST / KPMG UK

Next generation of technical consulting
Jag Bandla, principal and leader of Deloitte’s AIOPS.D
business argues that the current generation of consult-
ing services actually go beyond just business model and
change management. They can extend into providing
services faster, better and more accurately by enabling
digital and cloud-based ERPs and light RPA (robotics
process automation) for clients.

“RPA can certainly allow clients to perform single tasks
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faster on/in their ERP ecosystems, while there are still
the same number of steps required to get things done,’
he says.

In fact, Bandla says the next generation of technical
consulting engagements are poised to fundamentally
change the way work gets done.

“Clients no longer need to experience bulky reporting
and analysis to make time-sensitive and flexible vendor
selections. Instead, imagine if clients could have a con-
versation with its ERP to carry out this process.”

Launched in March, the AIOPS.D service focusses on
helping clients deploy intelligent, Al-based applications
that autonomously execute core processes across critical
business functions. Bandla describes it as “a next gen-
eration of RPA, combining AI/ML frameworks referenced
above to help clients make real-time decisions.”

“Market signals from Deloitte clients show robust de-
mand at the intersection of ‘operate’ and ‘autonomous
technology, says Bandla. “Clients are asking Deloitte to
bring technologies to serve as RPA next-gen while sim-
plifying the process, and concurrently expressing interest
in outsourcing the process to us.”

Consultancies in ‘a unique position’
So given the rapid acceleration in transformation pro-
jects we've seen in recent years, it is interesting to con-
sider the next iteration of changes for the Big Four.
According to Dickens, the pace of transformation is
only likely to increase, especially as complexity shifts and
Line of Business executives become more comfortable
with no-code tools and process orchestration software
from the likes of ServiceNow.

IMAGINE _
GLIENTS HAVING A
GONVERSATION WITH
115 EAP 10 MAKE
TIME SENSITIVE,

FLEKIBLE VENDOR
SELECTIONS

AN TAKE
THE lEAI] THIS 5
LEAVES A lI]T

STEVEN DICKENS /
FUTURUM RESEARCH

“The challenge will be ensuring that data, and the in-
sights from that data, keeps pace, and the complexity of
data silos is collapsed,” he explains. “While Line Of Busi-
ness execs can take the lead, this leaves a lot in the hands
of the underlying cloud providers.”

A potential shift of power to the cloud providers will
see them with a stronger hold over IT than ever before -
which could cause issues for consultancy firms.

“The Big Four will be uncomfortable with this dynamic
as they currently control the C-Suite and bring in vendors
piecemeal,” agrees Dickens.

Ultimately, says Laclau, a focus on value when mak-
ing decisions will reduce customisation and an increased
focus on the ‘human’ element will have to become the
norm for future transformation endeavours.

“Increasingly, clients with a value-based approach will
use the processes made available from the standard ERP.
This act requires meaningful change and works in line
with creating strong change management.

“However, studies consistently show that only 10-30
percent of transformation projects succeed, and success
is elusive. Global consultancy firms are in a unique po-
sition here as a sector because they have the knowledge
and expertise to value people while simultaneously de-
livering innovation at scale - something that organisa-
tions need to consider when putting their transformation
framework in place.”

It’s a cliché to say that the only constant is change, of
course. But the ongoing transformation efforts of organi-
sations do demand and require partners with the right
skills to help them navigate those changes. The Big Four
clearly recognise this and are evolving their own busi-
nesses in response in no small terms. =
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Privacy:
Straitjacket or
competitive advantage?

BY WAYNE LLOYD

n 2012, Neelie Kroes, then the
vice president of the European
Commission, referred to data
as being ‘the new oil’ Her defi-
nition underpinned a belief
that the impact of data would be as
profound as the oil industry had been
on our world and the economy over
the previous 150 years. Just five years
after Kroes’ announcement, The Eco-
nomist supported her prediction by
announcing data as the world’s most
valuable resource in 2017, trump-
ing the black stuff. This was declared
given that the collective net profits of

to the physical world is “fundamen-
tally flawed” He concludes, “people
who analogise data to oil or gold may
merely be trying to convey that data
is as valuable in the 21st century as
those commodities were in the 20th
century,” which is, perhaps, the most
accurate summary of all. Regardless of
your view, one argument that should
always hold true on both sides is that,
to quote British mathematician Clive
Humby, “like oil, data is valuable, but
if unrefined, it cannot really be used’.
Humby is credited as being the first
person to introduce the idea of data

P
Alphabet, Amazon, Apple, Facebook, - »_’_“ e : being the new oil, and unlike Kroes,
and Microsoft had stood at more than & I{HZ;C‘“"‘” his comparison was applied with a

$25bn in just the first quarter of the
same year.

Despite its value, there is evidence to suggest that many
organisations and businesses take for granted what is ar-
guably the most important data asset - the consent and
data permissions of the individual that provide them with
access to the data and rights of usage.

Data, remember, is simply defined as meaning facts and
statistics collected for reference and analysis. Academic
Meredith Loken elaborates on that, defining data as “eve-
rything from personal data like age, gender and height,
to data collected from sensors on ships or from the pro-
duction process in a factory. You'll find data in words,
pictures, sound, ideas, facts, measurements, statistics, or
anything else that can be handled by computers, broken
down to binary numbers, 1s and 0s.

While data creates economic competitiveness, the
comparisons of data being like oil creates tension for
academics and experts alike. Indium Software’s Vaib-
havi Tamizhkumaran argues data can no longer be meta-
phorically compared to oil given that data is essentially
infinitely renewable whereas oil is a finite resource. Alec
Stapp of the Institute for Progress applies a more sim-
plistic perspective, arguing that the comparison “has
become the dumbest meme in tech,” for comparing data
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different lens. He was less focussed on
the economic impact of the data in-
dustry on society and more focussed on how data needs
to be refined or cleaned for its true value to be unlocked.
His argument that, like oil, data cannot unlock value in
its raw state is fundamental, and should focus the minds
of any organisation or business who might believe that
by accumulating large quantities of data they have value.

The truth is, it’s simply not enough to have data. To un-
lock value, organisations and businesses must implement
arobust data strategy that enshrines a commonly under-
stood and consistently executed set of rules and behav-
iours for managing data. An effective data strategy must
be underpinned by four principles: provenance, prepara-
tion, protection and privacy.

Provenance, also known as data lineage, is metadata
paired with the records that detail origin, changes to, and
the details supporting, the confidence or validity of data.
Data preparation, meanwhile, is the process of gathering,
combining and structuring and organising data so it can
be used in a meaningful way.

As for the tenet of protection, the ICO says this is “en-
suring people can trust you to use their data fairly and
responsibly,” which requires organisations and busi-
nesses to keep their customers’ data safe from theft and



loss. There is evidence to suggest that businesses and
organisations see protection as meaning privacy, and
whilst they are described by some as ‘kissing cousins, the
terms privacy and protection should not be used inter-
changeably. Whilst protection is focussed on security of
data, privacy relates to its governance i.e. how data can
be shared and used.

A failure to understand the difference between the
two can leave organisations and businesses exposed
to risks that their data protection strategy will not save
them from. Such risks include regulatory fines, repu-
tational and economic damage, and loss of customers
and consumer trust. For those that do recognise the
distinction, there is clear evidence that the existing pri-
vacy strategies of today might not go far enough and the
technologies that are typically used to underpin them
are not fit for purpose. Simultaneously, many privacy
strategies fail to consider the changing dynamics of
an increasingly interconnected and open data world,
which will limit the competitiveness of organisations
and businesses in the future.

Some organisations and businesses have seen privacy
as nothing more than a ‘tick-box’ exercise or something
that must be done to appease the demands
of the regulator. As such, obtaining impor-

ness to market to their customers, denying themselves
future opportunities of revenue.

For the organisations and businesses willing to risk us-
ing data without the relevant consent and permissions,
they should become increasingly aware of the growing
teeth of regulators around the world, which show such
an approach will not be tolerated.

Recent examples include the UK’s ICO issuing a
£40,000 fine to one company after receiving just five
complaints about e-mail marketing campaigns that had
contacted them without valid consent. A second fine was
issued for £80,000 following the same number of com-
plaints made about predatory marketing calls without
consent, whilst another fine was issued for £1.48m fol-
lowing 25 complaints from individuals that identified
their personal data was being used without the relevant
data permissions. In Europe alone we have seen more
than 1200 fines issued to organisations for breaches of
GDPR, totalling more than £2bn.

Some organisations and businesses are trying to solve
these problems by creating large data lakes for their
data permissions to be stored; however, these permis-
sion lakes will be limiting for multiple reasons. At the
same time they will not allow the organi-
sations and businesses doing this to par-

I
tant regulatory requirements such as gar- ticipate to their full potential in an open
nering the customer’s consent is seen as One fine was data economy that requires customer data
something of a ‘given’ and there is little re- issued for £1.48m to be shared by multiple parties across a
gard for how this part of a customer journey . network. As such, this approach to data is
can be used to unlock a more granularized following 25 creating future experiences for their cus-
view of how the customer wishes for their complaints from tomers that will ultimately lead to friction,
data to be shared and used. individuals that limiting engagement opportunities and
This is exacerbated when we consider their personal their future revenue potential.
that the consent of a customer is often data was being As global regulators lean towards sup-
stored on platforms and technology that can . porting data sovereignty and organisations,
be remastered and changed, creating mul- used “{ltl}mn and businesses contend with the emerging
tiple records of the customer permissions permission threat of web3 platforms that enshrine data

that demonstrate differing data permissions
as time progresses. As such, organisations
and businesses become locked out from
using their data over time as they have no
single view of how to use it, whilst they also
prevent themselves from gaining access to
new sources of clean data which a robust
privacy management strategy might afford
them.

As the founder and CEO of a company
that has developed its own consent and
permissions management software, we have
found instances where some organisations
and businesses have been unable to process
and use 100 percent of their customers’
data, and due to the regulatory con-
cerns it has caused, their default
position has been that it might
pose too much risk to the busi-

!‘n

sovereignty as a principle, the need for more
robust and forward-thinking data privacy
strategies will become increasingly preva-
lent for those wishing to win the trust of
their customers and compete in the future.
Furthermore, organisations and businesses
will also need to think about themselves not
just as a single entity, but as a party within a
' network. This is particularly so as open data
initiatives become increasingly prevalent
and mature.
As a result, enterprises will need to think
about whether their existing privacy strategies
allow them to participate in the open data
economy or instead hold them back like
the proverbial straitjacket. =

Wayne Lloyd, founder
and CEO, Smarter Contracts

visit us ERP.TODAY 87




88 ERP TODAY | Q4 2022




Which company is the Switzerland of Al?
Why have AWS and Microsoft failed on the

Al front”? Who is leading in artificial intelligence”?
Find out with Holger Muegller, VP and principal
analyst at Constellation Research




EXPERT OPINION |

THE AI RACE

t's time to look at one

of the most disruptive

technologies that is

just around the corner
in enterprise tech: artificial
intelligence (AI). While I don’t
think general Al adoption has
been achieved, we have made
massive progress on machine
learning (ML). So, writing
about Al means primarily
discussing ML, with a tiny bit
of Al on the side.

BY HOLGER MUELLER

Infinite computing is the
backdrop

We live in the era of ‘infinite comput-
ing;, on which I have researched and
written extensively. For all practical
purposes, the key computing resources
- networking, storage and computing
- have become infinite thanks to the
cloud. Across the five layers of infinite
computing, ‘infinite connectivity’ is
the most integrated function in today’s
world. We consume data and expect
high quality video conference connec-
tions anywhere in the world at no, or a
very manageable, cost.

The next layer, ‘infinite insights) is a
reality for countless enterprises thanks
to the revolution of Apache Hadoop
style technologies (most recently re-
ferred to as lakehouses). Unfortunately,
BigData developed a bad reputation and
slowed progress on infinite insights - to
the detriment of enterprises unable to
integrate Al automation to the expected
progression in the 2020s. Even fewer en-
terprises have dug into the third layer of
‘infinite compute, in which computers
are used to run Al on their data.

Al will have the ability

to take over for humans,
should they choose to give
Al the authority
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Enterprises mastering the insights
and compute level are ready for ‘infinite
machine learning’ Machine learning
automates, improves or suggests out-
comes for any business process, assum-
ing all enterprise process data is part of
the infinite insights layer. In a few years,

Unfortunately, BigData
developed a bad
reputation and slowed
progress on ‘infinite
insights’

enterprises will be able to use ‘infinite
deep learning’ - or self-driving Al - to
effectively look at data and business out-
comes. In this final layer, AT will have the
ability to take over for humans, should
they choose to give Al the authority.

Cloud is the Al platform

The cloud is a key enabler for enter-
prises, as it turns capital spending into
variable cost and enables enterprises
to only pay for what they use. The art
of using the cloud is tying cloud us-
age to the level of business - when
business is up, enterprises pay more
for cloud; when business is down,
enterprises pay less. So, when a new
technology comes along and an enter-
prise is uncertain of the extent it will

be used, does it make sense to budget
for the hardware, allocate time to train
employees on operations and then see
how much it might be used? No, en-
terprises should look at a consume-
as-you-go platform for AI, which is
available in the cloud.

The other key aspect, which by now
is a commonly accepted basis of Al
success, is using data to determine the
success of AI. When software does not
include the data critical for Al, it can-
not provide the answers enterprises
want and need.

Handicapping the key Al

cloud vendors

Much has been said and done about
ATI's impact on enterprises. The long
anticipation phase is ending, and the
benefits are becoming real - so real
that enterprises not taking advantage
of AI will struggle to remain relevant
towards the end of the decade. The
cloud is essential for fuelling the move
to Al, as it enables infinite insights
(the unlimited, economic data storage
of all things digital in an enterprise,
without prior knowledge of queries to
the data, as fuelled by Hadoop tech-
nologies) and infinite computing (the
ability to ramp up and down comput-
ing infrastructure to fuel Al processes
to the volume enterprises need).

For cloud vendors to be successful,
their products need the following key
capabilities.

1. Data capability supporting Al strategy
2. Efficient computer hardware to train
and operate Al models

3. An Al platform allowing efficient
creation of Al applications

Now, let’s take a look at the top five
cloud players (in alphabetical order):

¢ Amazon is playing catch-up but re-
mains a key competitor There is only

Enterprises not taking
advantage of Al will
struggle to remain
relevant towards the end
of the decade



one area where Amazon Web Services
(AWS) has fumbled: AI. But AWS man-
agement realised they held too long
to the belief AI was merely a linear
regression tool exercise and are rea-
ligning AI prioritisation. AWS has all
the data capabilities needed for a suc-
cessful Al strategy; the only concern is
on the computer hardware side. The
company though has launched Gravi-
ton, and, at time of writing, is likely
to announce its third iteration of the
custom Al chip at its yearly ‘re:Invent’
conference.

On the Al platform side, AWS offers
SageMaker, a powerful and popular
platform well-established with AWS
customers. Unsurprisingly, when an
enterprise wants to build its Al on AWS,
there is no way around SageMaker.

» Google is clearly in the lead

Among the vendors listed, Google
is far ahead due to the nature of its
other businesses. Al, speech recog-
nition and language translation have
been the main game for Google over
the past few years. The result is likely
a three-year lead when it comes to the
infinite compute layer, with Google’s
Tensor Processing Unit in its fourth
version. Google’s platform framework,
TensorFlow, is the most adopted in
the market. As an acknowledgment
of Google’s leadership, TensorFlow
models are supported by and run on
AWS as well. On the data side, Google

There is only one area
where Amazon Web
Services has fumbled: Al

has a mature platform differentiated
by BigQuery Omni. BigQuery Omni
retrieves data residing on other cloud
platforms, helping enterprises avoid
data egress fees and acknowledging
the reality of data gravity.

e Microsoft keeps kicking the can
down the road

Microsoft got somewhat lost on the Al
side, banking on its work for Micro-
soft Bing that ultimately did not de-

Microsoft got somewhat
lost on the Al side, banking
on its work for Bing

liver. Microsoft also had to abandon
its smart home device strategy, likely
due to lack of quality and/or the foot-
print of its speech Al

Microsoft has a suitable data plat-
form, Azure Databricks (of the suc-
cessful Databricks vendor, in which
Microsoft holds a stake). Redmond
also has proficient AI capabilities but
has not tapped into the Visual Studio
developer community. But the real
area for concern is that Microsoft is
still not making custom silicon for
its Al algorithms. Microsoft has done
significant work around ethical AI/
responsible Al, which reflects itself in
the offerings, but this has not helped
Microsoft’s overall Al capabilities.

¢ Nvidia is the wild card - and
Switzerland

Nvidia experienced a remarkable
growth phase, powered by the simi-
larity of graphics cards and Al vector
algorithms, most prominently used
in neural networks. Nvidia offers the
option to run Al on-premise, which
some enterprises still prefer for per-
formance, data privacy and cloud-
phobic reasons.

At the same time, given its popular-
ity, Nvidia’s platforms are available in
all large clouds, allowing enterprises
to move Al training and execution.
Nvidia has an attractive Al platform
as well, although somewhat lacking
on the data management side when
compared to the top three cloud ven-
dors. Nvidia is the only vendor offer-
ing customer training and operating
models on both the three major cloud

Oracle has stayed very
quiet on the Al side, likely
motivated by founder
Larry Ellison’s (rightful)
scepticism towards
general Al creation

platforms and on premise, making it
the ‘Switzerland of AT

Oracle is just at the beginning,
plays the Nvidia card
Oracle has executed a remarkable
strategy to stay relevant and become
an attractive cloud vendor. But it has
stayed very quiet on the Al side, likely
motivated by founder Larry Ellison’s
(rightful) scepticism towards the abil-
ity to create general Al, preferring to
side with the ‘autonomous’ approach.
To no surprise, Oracle announced
a close partnership with Nvidia at its
recent CloudWorld conference. This is

Nvidia is the only vendor
for the three major cloud
platforms and on premise,
making it the ‘Switzerland
of Al’

good news for Oracle customers, who
often hold out for the on-premise side
with Oracle’s Exadata platform. Run-
ning Nvidia adjacent to Oracle data
is key to enabling relevant Al appli-
cations. In its new database offering,
MySQL HeatWave, Oracle just added
a lakehouse, which demonstrates sig-
nificant progress on this front as well.

The Al race takeaways
CxOs must understand the core dif-
ferences between major cloud and
Al platform players. It is key to com-
prehending their organisational DNA
and charting the trajectory of their Al
offerings. Using this as a lens for com-
parison, Google is unlikely to lose its
AI crown, or it would go out of busi-
ness (which would be very notice-
able). All developers and early data
scientists use and love AWS. Micro-
soft is used by nearly all enterprises
and maintains a unique Al angle with
its focus on productivity. Nvidia offers
portability, and Oracle is slowly join-
ing the Al game.

All vendors bring distinctive value
propositions to enterprises - choose
wisely! =
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While green metrics might currently be a
problem, they can also be a future solution.
In a climate of backlash and doubt, what bet-

Do build a business case. Putting to-
gether a thorough business case which
clearly demonstrates all the benefits

ter defence than solid, tangible evidence? Not Why spend - including reducing risk, improving opera-
only to prove that you are doing what you said tional efficiency and boosting reputation - can
) £ . money on . . . .
you’d do, but also to measure the financial . re be tricky, especially when it extends to taking
and non-financial impact of those policies SUStalnablllty non-financial factors into account. But don’t
and practices. and tie yourself think you have to reinvent the wheel: there are
The naysayers argue that until there are to onerous plenty of good examples out there.

common metrics that hold all organisations i Sl

to the same standards, there will always be Don’t get distracted by shiny things.
doubts about what a company’s claims really targets when Don’t be dazzled by the latest tech capa-
mean in practice. The good news here is that your very bilities on offer in the market, no matter
the International Sustainability Standards survival is at how great they look. These can quickly lose

Board has made great progress in setting
such standards, and the US Securities and
Exchange Commission is also due to bring
in new climate change-related disclosures.
For those who prefer the stick to the carrot,
these new standards will be accompa-

nied by tighter regulations.

ERP to the rescue
I'm conscious that readers of PR

momentum unless they are tailored for your
specific challenges and directly address your
real business needs. And before you buy in, con-
sider what systems the organisation already has
in place - can they be extended, upgraded, im-
proved, or added to, rather than replaced?

Do start at the very be-
ginning. If you don’t start
with correct, clearly defined

ERP Today may be thinking Aa

that, even by my own standards

as a regular contributor, this is

a very long way to go without

mentioning ERP. But hope-

fully it’s already clear that such

systems have an important role

to play. Put simply, if you don’t

measure it, you can’t manage it,

let alone assure or benchmark it.

So not only do ERP systems hold the

key to collecting and analysing vital sus-
tainability data, but they also add a layer of
transparency and accountability that is vital in a
world where everyone - from consumer to investor - is
tired of being sold stories and wants firm facts.

So, how do you go about all that? While it’s the ‘tall
poppies’ that have felt the backlash simply because
they are the most visible, it’s perhaps those still on the
journey who most need support, especially given the
economic pressures they are facing. So, here are six tips
for those looking to ramp up their sustainability capa-
bilities:

into and impact every facet of your organisation so

you should involve and gain support from multiple
business functions, from operations to IT. Also, remem-
ber that even after implementation, your new system will
be ineffective unless stakeholders have bought into, and
actually use, it.

'| Don't go it alone. Sustainability is likely to reach

targets, you're unlikely to end up
hitting them. And start thinking
about data right from the begin-
ning. Which data objects are the
most important and relevant to
the business? Are they available
and in the same form right across
your organisation - or will you be
in danger of comparing apples with
pears?

Don’t forget it's a marathon, as

well as a sprint. In today’s dynamic

business environment, technology
that is merely maintained will soon diverge from busi-
ness needs and begin to lose its value. Instead, it needs
to be considered as a long-term journey with a focus on
continuous improvement and investment so that it re-
mains relevant. And the key to that is governance, par-
ticularly around data.

Do choose wisely - and try before you buy.

If you are searching for new capabilities, test the

robustness of any tool before you buy. While
some players are simply rebadging existing systems to
tap into the ESG boom, rising demand in the market
has brought others to the forefront with great experi-
ence and insight. =

Matt Bell, EY global climate change and sustainability
services leader
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s enterprise technology vendors now seek to make
the software procurement process simpler, safer and
altogether more straightforward, the use of enterprise
app stores to present a ‘curated showcase of solutions’
is an appealing customer proposition for many.
Combined with the development of what we now call
micro-vertical services, there is a concerted and growing
effort to ease the headaches (and in some cases heart-
aches) traditionally felt by the software buying team.

Enterprise software procurement should be a precise science. By
its very nature as a digital entity, selecting and purchasing software
should be as simple as auditing user and system requirements, pro-
visioning for scale and connecting to a vendor’s product and services
menu to complete a transaction.

Except it’s not. Software vendors, especially those in the ERP space,
are often criticised for their bloated product catalogues and difficult-
to-navigate buying systems. With many products and sub-products
further confused by bundling, buying a chunk of software is not as
simple as it sounds.

visit us ERP.TODAY 95



EXPERT OPINION |

ENTERPRISE APPS

What is an enterprise app store?
An enterprise app store is an oppor-
tunity for software vendors to package
and simplify their product sets. Think
of this concept like going into a hard-
ware store and buying a new electrical
housing of some kind and being offered
a specialised socket wrench along with
it to make the fitting process easier. You
might also be offered special protective
gloves or some kind of sealant i.e. all
the elements you need to make the job
safe and long lasting.

Software vendors know that their
portfolios can appear cumbersome
or unwieldy, this is a way for them to
group together a set of best practice
tools in one place and in some cases
offer them as tailored ‘productised so-
lutions’ for specific different industry
needs.

Sometimes stores will offer com-
bined tools and processes that have
been coalesced through internal prod-
uct roadmap development. Other
times, the application and services fu-
sion is drawn from a process of care-
fully observing where other customers
have had success. Perhaps unsurpris-
ingly, the best enterprise app store of-
ferings are usually a result of both.

Navigating the software
universe

“The rise of enterprise application
stores is a logical enough progression
in a world - no, let’s say universe - of
software platforms, tools and services
that appear to be booming on an ever-
expanding trajectory of growth,” says
Prakash Vyas, global head of portfolio
marketing at software app platform
company OutSystems. “Given the ad-
ditional fact that multi-national or-
ganisations often work with disparate

WE’'RE NOT ADVOCATING SOME DRACONIAN
VISION OF HOMOGENEITY IN SOFTWARE
OR SOCIAL HOUSING
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teams across multiple locations, there
are (in some cases, perhaps not all)
too many avenues and opportunities
for one team in one place to adopt one
application, while another embraces a
different tool altogether. The end result
is poor integration, flaky interoperabil-
ity and the creation of potential secu-
rity fissures”

Vyas likens the rise of the enterprise
app store to planned community hous-
ing schemes. From the outside, all the
buildings look mostly the same, there’s
a perfect fit between streets and side-
walks, all the roof tiles are the same
colour and there are community social
gatherings to address local concerns
and discuss development.

Inside these homes and offices, peo-
ple are obviously free to furnish their
dwellings to their own custom speci-
fications and taste, but they can do so
in the knowledge that their water sup-
ply and other utilities have been en-
gineered to the same (hopefully high)
standard as their neighbour.

“We’re not advocating some draco-
nian vision of homogeneity in software
or social housing - and this should not
necessarily be a carte blanche ap-
proach to the way all technology is
purchased in the future. But what this
market construct does offer is a way of
channelling procurement and deploy-
ment into more defined streams.

“This is a process that can lead to
not only sharper and more accurate
application usage - it can also help
to cut down instances of shadow IT
where teams have adopted (some-
times quite random) software tools
that fail to align perfectly with the
central IT stack,” adds Vyas.

PRAKASH VYAS / OUTSYSTEMS

Searchable self-service

When an enterprise app store is work-
ing well, customers get what they need
at the right time and at the right price
point. Much like today’s supermarket
checkouts and self-scan grocery sys-
tems where the retailer barely needs
to be present, the software vendor can
often take a back seat here too.

By offering a searchable index of
software solutions that includes and in-
corporates a catalogue of partner prod-
ucts, the enterprise app store is able to
automate and streamline the whole
procurement process. Customers can
buy with full knowledge of product
functionality and scope. Much like the
way we select hotels or other products
and services online today, where cus-
tomers want more information they
can read about other user experiences
with the tools they seek to purchase.

Sales consultants and product spe-
cialists don’t need to panic just yet. As
is the case with most AI and automa-
tion, this process largely allows product
salespeople to focus on more complex
customer requirements, which will
typically be higher value and higher
revenue.

All of this leads us to the subject of
so-called micro-verticals and the spe-
cialisation of software to serve this no-
tion of industry sub-sectors.

What is a micro-vertical?

As it sounds, a micro-vertical is a
smaller subset of a vertical industry.
If petrochemicals or aviation are ver-
ticals, then petrochemicals or aviation
services for farming and agriculture




OUR STORE IS NOT ONLY FOCUSSED

ON INDUSTRY FEATURES, BUT ALSO
INDUSTRY CONTENT, SUCH AS KPIs,
WORKFLOWS, BENCHMARKS, AI-DRIVEN
OPTIMISATIONS AND RPA

requirements is a micro-vertical. We
can further regionalise a micro-verti-
cal and say that we're looking at petro-
chemicals for agriculture in Romania
(for example), but we don’t need to
emphasise the concept any further at
this stage.

The point to grasp here is that the
classification of micro-verticals enables
enterprise app store vendors to create
pre-packaged, pre-integrated, pre-con-
figured and pre-provisioned software to
align more closely to its intended use at
the coalface of deployment.

Infor chief technology officer and
president of products Soma Somasund-
aram calls his company’s app store a
‘smart ecosystem’ designed to offer

SOMA SOMASUNDARAM / INFOR

hundreds of solutions that have been
pre-integrated with Infor software, or
built with Infor platform technologies.

“(These include) partner-developed
apps, which support certain niche in-
dustry needs, to...visualisations, ex-
tensions and reusable widgets. [It’s]
intended to showcase new and inno-
vative solutions for our customers...
not only focussed on industry features,
but also industry content, such as KPIs,
workflows, benchmarks, AI driven-
optimisations and RPA,” according to
Somasundaram.

Ten items, or fewer

As we have tried to illustrate here, the
rise of the enterprise app store has a
number of obvious parallels with the
way we have always shopped in mar-
ketplaces since biblical times. Crucially

and more importantly, the app store
concept is developing on a parallel
path with the way we shop today with
self-service, packaged solutions and
the new era of productization (let’s use
a ‘'z’ in deference to where the term
originates from) that surrounds us.

Looking ahead, it’s hard to predict
where the parallels will go next.

In the high street supermarket, some
people will want pasta ready meals,
some people will want spaghetti and
ragu sauce sold as a combined unit
ready to cook at home, while others still
will want flour, tomatoes and raw meat
to build from scratch.

In the enterprise app store, the food
is as good as on the plate and you may
get an Italian waiter thrown into the
bargain too. Pass the black pepper,
please.

ERP.TODAY 97

visit us



IO R T

5

WWWW THIS IS TO C]

;‘ 'Ql\' "A\nv
{ \ ! ‘ k"&
]

‘ \'l Q N i "' Y
AR R ‘v\\.‘\'&' i '\QNA'I\‘\“

OB AU AT a2
S S z
K TAS PIT T

C i ‘

e
LS

SN
Vy“
'4’

>|||||!!||||II

)
)
)
)
N
\ N
D

) V"'V'/ ':1( ' 'r OOVR 0 CYSREA L ALK
, 4 ‘ 4» «A‘v,' Ao%w v,, 1 “)1“ W7 ,9 w «;}\1@ . ggr‘, X wA
f% g AN el e et ,“v
,4‘ 4 ' w4 ."'X ) A 'V i /v '\‘\V‘\\VA XX (.
/) AV lll" ‘ I.«' V/AYIMy Y Alm'Mr'., A v‘,.,ﬁmv;;\*\‘.,' ',l;',;}ﬁﬁ(,ﬁ;“ s
AT/ mmmmmmmm R A AR A AN R A A A AN




RTIFY THAT THERE IS ON DEPOSIT IN THE TRE

LN ENIZZZZ A TN AA A RS SSS U
Iy \“/“'17""5‘4“"" W) IO SO E D% ()X )“‘x&%,%"‘?‘\,m\l( ,
;gﬁ%(\!&\"%ﬁb’@\\"‘\ ) \? Q // 4 \/ " \\ 0 "'/ "’ /"V /‘Q‘?‘i\%’g‘\y‘;}" / A
..'w,ﬁ,', —1 'efafafarararald :

N, —~ A\
$ KK <

4 1)« >
1 aaia)L

== r=r-r-e

MARC AMBASNA-JONES EXPLORES MAFIA KILLERS,
K-POP AND WOODLAND BUNKERS TO FIND THE TRUTH
ABOUT THE Y2K BUG AND SOME PRETTY BIG BUCKS.
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SOFTWARE HISTORY

N THE LATE 1990S THE MILLENNIUM BUG WENT
VIRAL BEFORE SOCIAL MEDIA EVEN EXISTED.
IT TRIGGERED ENOUGH FEAR ACROSS THE
GLOBE THAT GOVERNMENTS AND BUSINESSES
SPENT BILLIONS. BUT WHEN NOTHING REALLY
HAPPENED, THE ACCUSATIONS AGAINST SOFT-

WARE VENDORS BEGAN.

In the days leading up to New Year’s
Eve in 1999, the Italian government
was taking a bit of stick for not acting
quickly enough, or at least, not spend-
ing enough, to address the millennium
bug. One CBS report on December
26th suggested a common reaction
from Italians was a perhaps stereotyp-
ically relaxed ‘who cares?’ But while
the majority of other countries had al-
ready spent billions on so-called fixes
for the Y2K problem, Italy seemed
to have had the last laugh. When the
clock struck midnight and computer
dates moved from 99 to 00, nothing
really happened. Planes didn’t fall out
of the sky and there was no infrastruc-
ture meltdown - although one Italian
court clerk did discover that four con-
victed mafia killers should have been
released 100 years earlier on January
10, 1900.

In the aftermath of Y2K, some prob-
lems did materialise. Cash registers
at convenience store chain 7-Eleven
went belly up, for example, although
this wasn’t down to the millennium
bug but because programmers that
‘fixed’ Y2K forgot the year 2000 was a
leap year. There were reports of other
issues on the days that followed, but to
get a real sense of the hype and fear as
midnight approached, you only have
to remember the BBC’s real-time ‘bug
watch’ coverage.

The lack of drama come midnight
did prompt questions as to whether or
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not the whole thing had been an elab-
orate hoax by the software industry.
Given that global spend on Y2K fixes
were estimated to have been in the
region of $300-600bn (some estimates
put it even higher), it’s easy to see
why. There were already rumblings of
discontent at the money spent and the
lack of real evidence for doomsday.
Stories, such as the one where the US
Navy put all its computer clocks for-
ward only for everything to carry on
as normal, didn’t really help.

For some, all of this hadn’t come as
a big surprise. On December 11, 1999,
Ross Anderson, Professor of security
engineering at Cambridge University
and Edinburgh University, published

BY MARC AMBASNA-JONES

a paper titled ‘The Millennium Bug -
Reasons not to panic’ It was the results
of his department’s own experiments
in measuring the potential effects of a
00 date change. The conclusion was
that ‘had we done nothing at all about
Y2K, we would not have been much
worse off than we are now, wrote An-
derson in the paper.

“I'd realised by the start of 1999 that
the risks were greatly exaggerated, but
the hype was still going strong and the
vendors were doing great business off
the back of it,” says Anderson reflect-
ing on the build-up to the new mil-
lennium. “I wondered when the best
time would be to offer some reassur-
ance and reckoned it would be later in

THE HYPE WAS

GOING STRONG AND
THE VENDORS

WERE DOING GREAT
BUSINESS OFF
THE BACK OF IT

ROSS ANDERSON
CAMBRIDGE UNIVERSITY




the year. I did my best but the media
basically weren’t interested. ‘World not
about to end’ isn’t a story. Afterwards,
I faced some real anger from CIO types
who said that if they hadn’t spent mil-
lions fixing the bug, their company
would have failed.”

Anderson, who first became aware
of the possible disruption of the mil-
lennium data problem back in 1986,
admits that the possibility of the glitch
causing chaos and civil unrest was a
factor in his decision, ten years later,
to buy a secluded house in the country
with a wood burning stove and well.
The fact is, Anderson was never dis-
missive of the Y2K problem; he just
wanted clarity and for governments
and businesses to have some per-
spective.

“While lots of things may break,
few of them will matter much,” he
concluded in his paper. “Many of
the concerns we had last year about
the millennium bug turned out to
be misplaced once we examined the
relevant systems in detail. I am now
pretty confident that the British gov-
ernment’s concerns about small to
medium sized businesses are mostly
groundless.”

The British government at the
time, like many governments around
the world, was taking it very seriously.
Its Action 2000 task force, set up to
monitor readiness for Y2K, pumped
out a series of black-and-white public
information films to try and get every-
one, primarily small and medium sized
enterprises, to also take it seriously. It
had also started naming and sham-
ing local authorities as the pressure
mounted. Ian Hugo, a UK technologist
who wrote the UK’s Y2K standards,
even suggested, on Sunday January
2nd 2000, that the remedial work had
been a big success.

“Throughout the world I think you'll
find that almost a trillion dollars was
spent on Y2K work. There ought to be
some results,” he said.

It was the same Ian Hugo that Julian

Tanner, managing partner at tech PR
firm Tuva Partners, managed to annoy
at a conference in 2001, when during
a talk he suggested Y2K was a fraud
perpetrated by the IT industry. In the
90s and the noughties, Tanner worked
as co-founder of tech PR firm AxiCom
with some big names that operated in
the Y2K space.

“All IT vendors fed voraciously
off the fear that the Y2K bug engen-
dered among customers, but com-
ing towards the date they split into
two camps; there were those like IBM

IBM PULLED BACK FROM
EVEN MENTIONING Y2K
IN THE FINAL SIX MONTHS

FOR FEAR THAT THEY
MIGHT BE SUED BY
ANGRY CUSTOMERS

JULIAN TANNER
TUVA PARTNERS

dal

that pulled back from even mention-
ing Y2K in the final six months for
fear that they might be sued by angry
customers when it turned out to be
nonsense. Then there were those like
France’s Groupe Bull that drank the
Kool-Aid and even held a vigil on the
eve of Y2K,” says Tanner.

“There were companies set up like
Italian software firm HAL that did
nothing but Y2K preparedness, and
who made millions out of the paranoia
that the IT industry had created. When
nothing happened on the 1st January
2000, it was extraordinary how quickly
they disappeared or pivoted to new
markets.

“Even after Y2K had come and
gone with barely a problem globally,

the people who had been behind the
furore and heading up the Y2K task
forces still insisted that it had all been
true and that only the state of prepar-
edness had stopped a calamity. Thank
goodness for Italy that did absolutely
nothing to prepare for Y2K and so
showed the world that the whole thing
had been a very expensive farce.”

The idea that big software compa-
nies and consultants were profiting
from the hype and fear-mongering of
Y2K started well before the year 2000.
As CNET suggested in a 1997 article ti-

tled ‘Profiting from the Year 2000 Bug;,
‘the upside, if you believe Wall Street,
is that the so-called millennium bug
will be a moneymaking opportunity
for a handful of software makers and
consulting firms!

The article also refers to an IDC
study claiming it ‘expects the high-
tech market to benefit from extra
spending on Y2K-related problems,
which may continue throughout the
year. Existing information technology
budgets are being exhausted, and ad-
ditional cash from other areas is being
shifted toward dealing with problems
associated with the year 2000 change-
over.

Of course, money was spent. Y2K
was a real problem, after all. For Tom
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Cheesewright, applied futurist and
author of ‘Future-proof Your Business,
the lack of post-year 2000 incidents
justifies the actions that were taken.

“I'd say that the Y2K experience is
a pretty good advert for foresight,” he
says. “We looked at the possible out-
comes well in advance and most peo-
ple worked to avert the threat or made
contingencies. As a result, the problem
was minimal.

“While we remember it now as
largely a non-event, around the world
thousands of systems were affected
by Y2K, from spy satellites, to banking
systems, to nuclear reactors. While the
scale of the issue was minimised,
lots of individuals were - at best -
inconvenienced.”

AROUND THE WORLD

out of all proportion, and in some
cases he may be right. But as a New
Scientist article pointed out two years
ago, ‘an estimated 80 percent of com-
puters fixed in 1999 used the quicker,
cheaper option, in a process referred
to as ‘windowing’ This was essentially
a patch, something which Dr Dylan
Mulvin at the London School of Eco-
nomics suggested was “the worst of all
possible solutions because it kicked
the problem down the road”

The big money though, was in the
large transformations. BT alone was
reported to have spent around £300m
on the Y2K glitch. Speaking to In-

THOUSANDS OF SYSTEMS

WERE AFFECTED BY Y 2K,

FROM SPY SATELLITES,

TO BANKING SYSTEMS,

TO NUCLEAR REACTORS

TOM CHEESEWRIGHT
BOOK OF THE FUTURE

An article published in 2013
by Brightwork Research was a
little more accusatory of the role
of software vendors. The report, ‘How
the Y2K issue was deliberately exag-
gerated by ERP vendors, was written
by Shaun Snapp, a former SAP con-
sultant and supply chain specialist.

“Before 2000, a relatively minor is-
sue concerning addressing a coding
oversight was blown into a full-bore
crisis by entities with software and
consulting services to sell,” says Snapp
in a video clip.

Alot of what Snapp claims is believ-
able but it’s not necessarily new. He
suggests Y2K was a simple fix blown
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foWorld in 2010, David Quinn, who
ran the systems software group at BT,
said that while around 70 percent of
the concerns about Y2K turned out
to be unfounded, BT couldn’t take a
chance on it. Mission critical services
needed to be sure nothing would go
wrong. So, in that sense, the condi-
tions were perfect for overt capitalism
to spread its wings. Industries have
always taken advantage where they
can, especially during a time when,
for many organisations, technology
was still very new and relied heavily

upon outsourced expert opinion. For
Steve Ingram, director at Deloitte UK,
it was this “naivety” that really led to
the panic and uncertainty.

“Nobody really knew for sure what
would happen,” he explains. “Given
the uncertainty, the chance something
might happen, it was probably a right
call to action change and amend sys-
tems. But then it became a headline
writer’s dream and that’s when all the
conspiracy theorists got into it”

Ingram agrees the Y2K scare created
an industry in itself at the time. It was a
perfect storm, with so many organisa-
tions and government departments in-
vesting in new software systems
and patching old mainframes.
Some saw it as an opportunity
to modernise, but in those days
migrations to new technologies
took years, not months. As such,
software vendors and consult-
ants were needed more than
ever before, and budgets were
being created to address Y2K as
a matter of urgency, especially
throughout 1999.

“You could charge a pre-
mium for the software and you
could charge a premium for the
services, as long as you hit the
date,” admits Ingram.

The turnover figures for ERP
vendors at this time were as-
tounding. Oracle saw a 22 per-
cent growth in revenue ($2.9bn)
in a record fourth quarter, while
SAP also saw record profits. But
in the two years following the
new millennium, ERP vendors were
struggling. There was transition to the
internet age, new competition and
increasing interest in integrated ERP,
customer relationship management
and supply chain management solu-
tions. This was no longer boom time
for traditional ERP, and as one report
suggested, some vendors were still
blaming the Y2K bug for poor finan-
cials. Such is the ebb and flow of the
constantly disrupting tech industry.

In the days that followed New Year’s
Day 2000, some media outlets did try



to address the cost issue and whether
or not it was all worth it. The horse had
already bolted by then, of course. But
writing in The Guardian, the then-tech
editor Jack Schofield quoted Bruce Mc-
Connell, from the UN-backed organisa-
tion IY2KCC that tracked Y2K progress,
on the true costs of Y2K.

“I don’t think anybody knows - or
will ever know,” said McConnell.

The legend of Y2K, however, never
seems to go away. There’s still enough
doubt and intrigue to keep the doubt-
ers and theorists busy, and now there
is suggestion of a new problem on the
horizon. In 2014, South Korean pop

" THE UNTY)

BECAME A
HEADLINE WRITER’S
DREAM AND THAT’S

WHEN ALL THE
CONSPIRACY
THEORISTS GOT
INTO IT

STEVE INGRAM
DELOITTE

star PSY shot to global fame with the
hit song ‘Gangnam Style’ The video
broke YouTube as the site, like so many
others, was built using a 32-bit system.
This essentially meant that there was a
threshold and PSY’s rodeo-style dance
moves hit the ceiling. The view count
stood at 2,147,483,647.

The Metro newspaper ran a head-
line. ‘All computers are going to be
wiped out in 2038... and YouTube’s
Gangnam Style problem may prove
it No doubt the sort of headline to
irk Professor Anderson at Cambridge
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University, but while sensationalising
computer glitches sells newspapers -
or gets clicks - this doomsday scenario
has yet to really take hold. Is there any
real truth in it? Surely 32-bit systems
will be a thing of the past by 2038?

“There’s a lot of old software out
there, not all of it well written, or
maintained,” says Cheesewright.
“Just like Y2K, inevitably some will
slip through any checks.” The futurist
though admits that he has yet to come
across the issue and clients have not
raised any concerns.

What have we learned from all of
this? To be more sceptical, perhaps?
To keep up to date with software up-
grades? To not leave everything to the
last minute? To always have a back up
plan, a log cabin with a generator and
a larder full of tinned food? Whatever
the lesson, it’s clear that software ven-
dors and consultants cleaned-up with
Y2K, some in the knowledge perhaps
that they were over-egging it a bit, and
others with, well, maybe a bit more al-
truism.

So many years after the event, it’s
difficult to know for sure. But one
thing is certain: it won't be the last
time software vendors jump on a
bandwagon and try to squeeze IT
budgets into submission. =
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Intelligent automation is the hot potato
every business wants to grab. But how long
before hands are burnt as automation

technology moves faster than ethics?

Miner

The hot potato in automation ethics
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ecent gains in process and data
mining technologies are enough
to have C-suites across the globe
chomping at the bit to implement.
Intelligent automation platforms
now have the power to create ‘dig-
ital co-workers, scraping informa-
tion from across
endless systems:
apps, Uls, unstructured documents,
images, emails, chats, Excel and
more. No and low-coded automated
software bots can pull, process and
input data, and complete hundreds
- potentially thousands - of hours of
manual tasks in seconds.

The opportunities for automa-
tion span across industries, from
finance’s ivory towers to fast-paced
healthcare wards. Now, handing
these tools to your teams could
reveal opportunities in data near
impossible with solely human ca-
pabilities. As said by Robert Ens-
lin, co-CEO of UiPath, while at the
company’s FORWARD 5 intelligent
automation conference in Las Ve-
gas, “Every company has to be a
software company. This is an oppor-
tunity to increase the productivity of
everyone.

Certainly, this is a deal not to be
sniffed at with current labour short-
ages. But what will businesses need
to consider to ensure data privacy,
transparency and protection are
maintained for their employees? Is
there a chance that automation is
moving too fast for organisations to
keep up with any ethical dilemmas?

Intelligent automation is coming in hot

Re:infer, a new partner of UiPath, is a company ena-
bling specific email mining abilities for the UiPath plat-
form, enabling large quantities of communications to
be searched through and categorised, highlighting the
main tasks that are eating up employee time, and sug-

—o)—

“I know that there are five conscience because I know I need
emails in my inbox right
now, and they’re burning
a hole in my conscience
because | know | need to
reply and | haven't”

ED CHALLIS, RE:INFER

gesting and actioning areas where automation can step
in to assist using no-code software tools.

Catching up with Dr Ed Challis, general manager at
Re:infer, after his FORWARD 5 keynote, we took a seat to
discuss the latest process and data mining technology.

“In the last two years, the best natural language
processing algorithms [NLP] have started to outper-
form human baselines,” Challis says.
“Personally, I know that there are
five emails in my inbox right now,
and they’re burning a hole in my

to reply and I haven’t. We constantly
forget to do things because we are too
busy, and that can cause big prob-
lems in business. Imagine I was sell-
ing Re:infer and I said, ‘it basically
works, but sometimes it just doesn’t
ever work’ - because that’s what you
get with a human.”

For Challis, intelligent automation
is about enabling the often mindless
parts of the working day, the policy
renewals, or information change and
invoice requests, to become the job
of the digital worker, without causing
massive upheaval for employees.

“SMEs with no technical skills,
across any UI, can get valuable ana-
lytics on their workloads and drive the
best actions to automate. The software
is trained by a user clicking around in
the UI, to teach it what the task is. You
can test the AI algorithm to see how
well it matches up with human signals
and assign the algorithm to certain
use cases: from banking and financial
services, insurance, industrial manu-
facturing, FMCG [fast-moving con-
sumer goods], to even digital-first ecommerce.”

Once live, the automation extracts the relevant in-
formation like policy numbers, effective dates, topics,
and even the intensity rating of the wording to assess
the email’s tone, before automatically logging details
in the CRM and ERP systems and replying to the email.

Nancy Hauge, head of people at Automation
Anywhere (AA), told a similar story of intelligent au-
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tomation advances at AA’s Imagine conference in New
York. Here, the way that people and automation oppor-
tunities are combined is what seems to make all the dif-
ference. The AA HR team have enabled software bots for
automating the sorting of resume relevance, interview
scheduling, reminder alerts and onboarding support.
Hauge’s team have also automated bespoke employee
development programmes that give
management specific actions and
timelines for supporting each indi-
vidual employee’s growth.

Grabbing a word with her away
from the crowds, Hauge shared her
thoughts with ERP Today:

“Both finance and HR are areas
that are very ripe for automation,”
Hauge explains. “I've got the equiv-
alent of seven full-time employees
with automation.”

Intelligent automation all sounds
like quite the deal, but before leaping
in to grab it while it’s hot, Hauge is
cautious to share some ethical areas
that need to be thought through to
achieve a successful digital worker
and human worker collaboration.

Businesses can’t be fluffy

on data ethics

When thinking about automation
ethics, for Hauge, the role of human
resources is a vital area in helping
businesses maintain data protection
and employee privacy with their au-
tomation pursuits. No matter how
advanced the technology, the old
principle stays the same: permis-
sion should always be asked before
collecting and using data.

The tricky part is, with tools scanning the inner
wording of emails, web apps, images, and more, safe-
guarding an area of privacy for the employee is becom-
ing increasingly problematic. HR needs to be able to
assess whether the data handling is legal and appropri-
ate in any given case, and also interpret the extent of
the impacts of unearthed data findings for any given
employee and ensure fair treatment.

“You can’t worry
about the things that two
percent of the population You can’t worry about the things that

might do and treat
98 percent as thieves”

NANCY HAUGE, AA

“My CEO once asked me about the role of human
resources when only 30 percent of the workforce are
human,” Hauge says. “My answer was we need to be
humanists that care rather than just business part-
ners - because a bot can’t care - and not thinking how
I monetise it every day. Chief people officers need to
embrace automation and get ahead of it. To protect
promises of confidentiality when im-
plementing automation products, it’s
vital that management build in secu-
rity protocols, so users will have to
consciously breach them.

“Every single person in AA HR has
been through bot writing training, and
when the bots impact anybody else,
it is reviewed by our CoE for stand-
ards. With automation providing this
customised world that we live in, you
better be equipped. We must be more
human than resources, and bring hu-
manity to it”

The Automation Anywhere head ex-
plains some big tech names are strug-
gling in this arena.

“Google, for instance, is in a tough
spot. Interestingly enough, they didn’t
have a very accessible management
team and, therefore, people had to
find other outputs for expressing
things. HR needs an open-door policy.

two percent of the population might
do and treat 98 percent as thieves.”
Hauge’s argument here is spot
on. Businesses need to ensure they
avoid turning data mining into a ‘Big
Brother’ exercise. Also, if they are go-
ing to process data on workflows, they
need to maintain a sense of anonym-
ity for employees. When seeking to automate, manag-
ers should determine exactly which data needs to be
tracked and what can be ignored. They also need to en-
sure a company policy of data privacy and protection
is maintained in spite of information on employees be-
coming increasingly available. For Hauge, data should
not always be used, even if it is readily accessible:
“Streamlining everything doesn’t make it better. My
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concern is that email mining could
misinterpret messages, without
knowing what the true context is,
creating wrong assumptions. Also,
you might observe that a chat goes
on for too long on email or team
comms, and you realise that it’s just
about people connecting. With data
mining, if you aren’t considering all
these factors, well, it’s like mining for
anything: you can bring up a lot of
crap and think it’s gold”

As Hauge alludes to, there is the
potential for employers, developers
and citizen developers to use auto-
mation tools in the wrong way. What
if personal data seen by management
during mining leads to bias, impact-
ing the avenues for employee pro-
motion, or leading to unfair dismissal? How about if
the software designed to make water cooler moments
less guilt-ridden, could be the very thing that pushes
employers to limit these opportunities for the sake
of efficiency? Or else what if bad-mouthing the boss
becomes a recommended automation after too many
mentions over email?

Ethical oven gloves

Vendors and businesses can’t be passing this hot po-
tato issue back and forth. There needs to be a way to
ensure businesses are on the right path with automa-
tion ethics, and that vendors are helping them catch
up securely. This way, people at all places in the chain
don’t get burned as the technology gets ahead of the
ethics.

Head of VOCAL (Voice of Customer in the Automa-
tion Landscape) Shail Khiyara, told ERP Today the
dangers of customers getting automation use cases
wrong:

“Data can be used implicitly or explicitly to intro-
duce biased treatment, unauthorised monitoring and
encroaching on individual rights. When it comes to eth-
ics in data, it’s not just about improving the technology,

N
v

“Every company
has to be a software
company. This is an
opportunity to increase the
productivity of everyone”

ROB ENSLIN, UIPATH

it's about a social reform that ensures
that current social biases are not built
into the technology. There are sev-
eral ethical ratings out in the market,
many based on ESG principles. It's
time for automation to enter as a pa-
rameter that influences the definition
and scoring of an ethical company.’

For Khiyara, businesses using this
technology have the choice to buy or
build trust in automation and data
mining, with building being preferable. Potentially,
the future of privacy is to cut the chain between the
data and the person, and the responsibility lies at both
ends of the platform.

“Employee privacy is a balancing act. Organisa-
tions should have a strong culture management and
education programme around the benefits of auto-
mation and alleviating fears around job loss.” Khiyara
continues. “Building trust requires clear policies to
be outlined and enforced, ensuring a ‘fear-less’ en-
vironment. Automation tools should enable the easy
masking of data and anonymisation (one-way data
encryption) of any personal identifiable information
(PII) data””

The boost businesses can get from intelligent auto-
mation is truly amazing, as long as ethical responsi-
bility remains a priority for businesses and vendors.
As Hauge said it, the way things currently stand, ‘bots
can’t care’ Intelligent automation is not yet able to en-
sure its uses are ethical. As such, it’s up to humans at
either end of the UI to bake ethical expertise into the
creation of every bot, and to make sure the power of
this technology doesn’t fall into the wrong uses and
ultimately burn the hands it was meant to feed. =
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As with any high growth industry or
sector, nations around the world com-
pete to lead the way on innovation
and applications that benefit govern-
ments, citizens and businesses. The
artificial intelligence (AI) industry is
growing at an incredible speed and
companies around the world are in-
vesting billions of dollars to win the ‘Al
race’ and to secure the largest market
share. Predictions show that by 2030
about 70 percent of companies will
have adopted some sort of Al technol-
ogy. According to Google CEO Sundar
Pichai, the impact of Al will be even
greater than that of fire or electricity
on our development as a species. The
reason is simple. Whether modelling
climate change, developing new medi-
cal treatments, exploring space, or
increasing speed to market in manu-
facturing, Al is changing the way we
all live and work.

IS CHANGING
TECH ON A GLOBAL
BASIS. BUT THE
BACKGROUND
BEHIND THE

TRANSFORMATION VARIES BY REGION
- CAN ENTERPRISE KEEP UP?

Marc Andreessen, the American en-
trepreneur, investor and software en-
gineer, said that “software will eat the
world” He implies that every company
will become a software company or die,
and this applies equally to Al. Every
company will eventually leverage Al
since Al is a new paradigm of software
development that extends the reach
of the software. This doesn’t mean,
however, that every company needs
to build huge data science teams; for
example, as Al matures, increased Al
capabilities are available embedded
in business software, and as low-code/
no-code development tools. What's
more, large pre-trained models in the
public domain mean companies need
less or no training data. Therefore, we
define an Al company as any organisa-
tion that leverages artificial intelligence
to improve business processes and
products at scale.

“COMPANIES, LIKE OURSELVES, ACROSS EUROPE, US AND
ASIA ARE ENGAGING WITH POLICYMAKERS T0 DISCUSS

SUITABLE APPROACHES"
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BY ULF BRACKMANN

Aside from the mass investment in
the technologies, another main driver
of the adoption of Al is the urgent need
for automation and intelligence in
global civil infrastructure. As popula-
tions continue to grow, innovation - in
particular, big data and Al technologies
- is needed to improve the standard of
life and work. Despite macro-economic
factors impacting innovation and pro-
ductivity globally in 2022, there’s no
slowing the development of Al. While
there are certain challenges, there are
even more opportunities.

Regulation is coming, but will it
slow down innovation?

In Asia, governments tend to be very
open to the use of big data and AI and
the state invests massively in digital
solutions. The commercialisation of Al
applications has been very successful.
In the US, Al innovation is led by large
corporations and is enabled by their
investments. The US is currently lead-
ing the AI technology research and Al
applications. Finally, the European ap-
proach is often focussed on regulation
and safeguarding before innovation,
and public opinion is still rather scepti-
cal about digital transformation, Al and



big data. Europe has been very success-
ful in basic research and also has a long
tradition in Al research. But when it
comes to commercialising Al, the Eu-
ropean industry has fallen behind the
US and China, especially in Al for the
internet and consumer products.

2022 has seen markets continue
down the regulatory path. In July, the
UK Government set out its emerging
thinking on how it would regulate the
use of Al It is expected to publish pro-
posals in a white paper later this year,
which the committee would examine
in its inquiry. AI’s role in the UK econ-
omy and society is growing. However,
there are concerns around its use. MPs
will examine the potential impacts of
biased algorithms in the public and
private sectors. A lack of transparency
on how Al is applied and how auto-
mated decisions can be challenged
will also be investigated.

The European Commission is also
proposing the first-ever legal frame-
work on Al which addresses the risks
of Al and positions the EU to play a
leading role globally. The regulatory
proposal aims to provide Al develop-
ers, deployers and users with clear
requirements and obligations regard-

"WHEN [T COMES T0 COMMERCIALISING Al, THE EUROPEAN
INDUSTRY HAS FALLEN BEHIND THE US AND CHINA”

ing specific uses of Al. At the same
time, the proposal seeks to reduce
administrative and financial burdens
for business, in particular small and
medium-sized enterprises.
Regulation is tricky to introduce,
given how quickly the technology and
its use cases are developing. Develop-
ers may shiver at the thought of re-
strictions being introduced that may
stifle their innovation, but it will not
generally be the plan of regulators to
prohibit or slow down the use of AI,
but to limit intentional or uninten-
tional issues. Companies, like our-
selves, across Europe, US and Asia are
engaging with policymakers to discuss
suitable approaches to achieve both,
enabling growth and innovation in Al
as well as managing the risks.
Regulators and governments are not
typically technology experts. When
lobbying or collaborating with govern-
ments on what Al regulation should

include, it is important that compa-
nies help governments to focus on
the nature of the use cases and not so
much on the technologies themselves.
The risk-based approach of the EU’s Al
Act is a right step in this direction. The
law assigns applications of Al to three
risk categories.

Firstly, applications and systems
that create an unacceptable risk, such
as government-run social scoring of
the type used in China, are banned.
Secondly, high-risk applications, such
as a CV-scanning tool that ranks job
applicants, are subject to specific legal
requirements. Lastly, applications not
explicitly banned or listed as high-risk
are left unregulated. In any regulation,
the defined obligations need to be gen-
eral enough so they can cover all exist-
ing and emerging Al approaches, for
example by defining processes rather
than technical parameters to be ad-
hered to.
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Business challenges impacting
Al development and adoption

Earlier this year, a report from the
European Parliament’s special com-
mittee on artificial intelligence in a
digital age said that the EU had ‘fallen
behind’ in the global tech leadership
race. “We neither take the lead in de-
velopment, research or investment in
Al” the committee stated. “If we do
not set clear standards for the human-
centred approach to Al that is based
on our core European ethical stand-
ards and democratic values, they will
be determined elsewhere.” While the
potential frameworks in Europe do
seem strict, they force us to develop
rules and methods to deal with chal-

of AI, and yet technology is spread-
ing into all areas of life and becoming
more integrated into the way we live.
So how can we bring more transpar-
ency to how Al works and help allay
people’s fears? Many excellent execu-
tive education programmes on the
strategic and practical implications of
AT have sprung up over the past few
years that can help executives navigate
this new world.

The fast-moving and diverse inter-
national regulatory environment is
creating uncertainty and risk. For ex-
ample, individual US states are now
releasing their own diverse regula-
tions ranging from data privacy laws in
California to algorithmic bias audits in

“INDIVIDUAL US STATES ARE RELEASING THEIR OWN
REGULATIONS RANGING FROM CALIFORNIA'S DATA
PRIVACY LAWS TO ALGORITHMIC BIAS RECRUITMENT

AUDITS IN NEW YORK"

lenges. GDPR and the emerging Al
regulations require the AI solutions
to be transparent, and while this may
create hurdles initially, they urge Al
research and development to invest
more effort in trustworthy Al

Another challenge for businesses is
managing expectations and building a
better understanding of Al A baseline
level of data literacy is a prerequisite.
Businesses must also get comfort-
able with probabilistic modelling, the
statistical process that uses the effect
of random occurrences or actions to
forecast the possibility of future re-
sults. Probabilistic modelling consid-
ers new situations and a wide range
of uncertainty while not underesti-
mating dangers. Using this method,
businesses can quickly determine how
confident any Al model is and how ac-
curate its prediction is.

People are increasingly sceptical
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the recruitment process in New York.
While this remains up in the air, com-
panies must continue to engage with
policymakers and closely monitor the
situation. The aim isn’t to prevent the
use of technologies, but to ensure they
are safe and beneficial to every citizen
and business.

Closing the Al skills gap
The hangover from the pandemic and
macroeconomic disasters continue to
damage markets and industries glob-
ally, which has had a detrimental im-
pact on recruitment, education and
upskilling in various sectors. The skills
shortage in tech in Europe has been
well documented and filling this void
must be a priority for governments
across the region to keep up with Asia
and the US.

In October, the European Institute
of Innovation and Technology called

on partners to get behind its new
Deep Tech Talent initiative, which
aims to address the current skills gap
across Europe’s deep-tech sector. Over
the next three years, it will provide one
million people with the skills they will
need for the EU to become an innova-
tion and tech powerhouse.

Initiatives like this are a great start,
and it has also been fantastic to see
universities across Europe starting to
teach courses focussed on Al. One of
the biggest criticisms of Al and a lead-
ing cause for concern in its adoption
and use cases is both conscious and
unconscious biases feeding into deci-
sion making. Bias is an inherent hu-
man trait, reflected and embedded
in everything we create. European Al
adoption will only be able to reach its
true potential if diversity and inclu-
sion is at the core. It's a complex topic.
Diversity is not just about gender, it
is also about age, nationality, sexual
orientation, socioeconomic back-
grounds, neurodiversity and ethnicity.
When we talk about closing the skills
gap, there must be diversity in devel-
opment teams, so the skills needed
cannot be hired from one place or us-
ing one process.

We need more data scientists, but
we also need Al experience with peo-
ple designing, developing and oper-
ating applications that integrate Al
Taking an open and collaborative ap-
proach to data science can pave the
way for a fairer and more equitable
world by reducing bias in AlL

It has been an incredibly challeng-
ing year for everyone, and I hope that
the developments and innovations
we are seeing in artificial intelligence
will continue to make both work and
personal lives easier for everyone in
future. Whoever wins the Al race, it is
clear that there is a global concerted
effort to improve the lives of everyone
with a fascinating and brilliant tech-
nology. s

Ulf Brackmann, vice president
- artificial intelligence technology, SAP
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Building a bespoke
tax solution for SAP

The Chain Flow Accelerator provides
a powerful VAT data mapping solution:

a visualization tool to improve
accuracy and reduce IT support needs

combines chain flow data mapping
with a 3rd party tax engine for
VAT determination
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ENTERPRISE DATA
I

SOPHISTICATED DEMAND PLANNING EMPLOYS
REAL-TIME COMPUTATIONAL CAPABILITIES AND
Al AND ML. HAVING ACCESS TO EXTERNAL
DATA - MARKET SIGNALS OR WEATHER DATA - IS
ESSENTIAL FOR MAKING GOOD DECISIONS.

onstant and unpredictable
change has become a norm
for enterprises today, and
many have learned to an-
ticipate and handle it at a
moment’s notice. However,
with the right foundation,
it’s possible for organisa-
tions to achieve results in the face of
disruption which earlier were difficult
to even imagine. If we can approach
change as an opportunity and learn
how to work with, not in spite of, it, we
will be able to fuel unstoppable creativ-
ity and growth.

Data can be the unlock for this tran-
sition, but only if it’s used correctly. It
can help enterprises plan for and an-
ticipate change, but too much data can
also overwhelm businesses that are not
prepared to properly analyse and lev-
erage it. Teams must act quickly and
confidently to turn data into insights
so that decision-makers can turn those
insights into strategic actions. Get-
ting there requires deeper trust. Busi-
nesses must trust their IT systems, for
instance, to make recommendations
and even strategic decisions for them,
whether automatically re-allocating re-
sources, shifting territories, or updating
forecasts in real-time.

This trust in data and systems serves
as an essential building block for the
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next frontier for data-driven organisa-
tions - what we call the autonomous
enterprise. The autonomous enterprise
is more than just intelligent planning
and decision-making. It is a state of
being in which tightly woven business
units, processes, products, technolo-
gies and people all move in unison.
Small, unnoticeable company and
market changes are automatically de-
tected and transformed into prescrip-
tive, insight-driven actions. Tasks are
delegated, workflows are automated,
and data is put to use, allowing you to
uncover and act on new opportunities
faster than your competitors.

The benefits of this autonomous ap-
proach have become particularly ob-
vious in the last two and a half years.
Data-driven retailers have been able to
act fast to identify and react to surges in
demand or changes in buying behav-
iours, turning a clamour for trousers,
for instance, into a new line of athlei-
sure wear for the world of remote work.
Similarly, an ambulance company puts
data to work by leveraging Al and ma-
chine learning to predict daily emer-
gency calls more accurately. With this
data in hand, the ambulance service
has been able to create workforce plans
to ensure that the right resources are
immediately available when needed.

Getting to this point of autonomy

and trust, however, requires embracing
solutions that can seamlessly conduct
complex analyses using large volumes
of data to guide more refined decisions.

Learning from the autonomous
vehicle about autonomous
enterprises

Drawing a comparison to the automo-
tive industry, which is going through its
own transformation in its move toward
autonomous driving, is a good way to
understand the scale of the benefits of
autonomous functions. The transfor-
mation to enable self-driving cars is
very similar to the journey many en-
terprises are beginning.

Before cars incorporated intel-
ligence, everything was manual and
analogue. It’s only in recent years that
this has shifted, in an effort to make
driving safer.

Auto manufacturers started adding
alerts to notify drivers of hazardous
conditions. The introduction of backup
cameras eliminated the need to take
your eyes off the road. And blind-spot
monitoring and lane departure warn-
ings have created a safer experience for
everyone driving.

Today, the automotive industry is
still evolving to include more sophis-
ticated automation, such as advanced
driver assistance systems (ADAS),



which can supplement or even replace
the driver’s involvement. However, ve-
hicles equipped with modern ADAS
systems necessitate entirely new in-
frastructure, such as high-definition
cameras, LIDAR, multi-core central
processing units, and Al algorithms.
All of these systems are connected.
They collect and evaluate gigabytes
of data each second and do advanced
modelling.

SaaS solutions are analogous to this
technological progress in the automo-
tive industry. Sophisticated demand
planning, for example, employs real-
time computational capabilities, ad-
vanced intelligence like Al and ML,
plus refined modelling, to tie demand
forecasts to inventory strategies, ena-
bling retailers to adjust stock levels at
a moment’s notice based on changing
‘road’ conditions.

necessary element. A UX that offloads
complexity makes it easy to use and
trust insights that lead to correct out-
comes.

Then, it’s intelligence. Powerful Al
algorithms can produce meaningful
insights that can be used to drive de-
cisions, such as collision avoidance or
adjusting inventory levels based on so-
cial trends or inflation rates.

A fourth ingredient is speed. Your
car (or SaaS system) needs to have
the computing power to anticipate
change and act fast. To go back to our
auto analogy, Tesla’s chip powering its
self-driving capabilities can perform 36
trillion operations per second. This is a
vital element to drive the autonomous
enterprise forward.

And finally: scale. The systems you
put in place need to be able to evolve
as your business continues to grow and

Of course, there’s a reason why city
streets and highways are not yet filled
with fully autonomous vehicles. Es-
tablishing trust and safety in complex
systems is a huge challenge, one that
machine learning and Al are helping
to solve.

You will find your own challenges on
the path to building an autonomous
enterprise, but it’s important to keep in
mind that this is a journey, not a des-
tination. Having access to external data
- market signals or weather data - is es-
sential for making good decisions, but
data access and management are not
simple. On top of working with your
team to harness the power of data, look
for solutions that can help build and es-
tablish trust. For example, low-code and
no-code platforms - and an emphasis
on integrations - make third-party data
easy to access and act on, plus they re-

R SAAS SYSTEM NEEDSTOHRVETHE CONP

<~ POWER T ANTICIPATE CHANGE AND ACT FAST

How do we reach full autonomy?
Deciding when and how to deploy au-
tomation depends on the nature of the
business and other factors, from or-
ganisation culture to regulations. For
that reason, it’s critical to continuously
evaluate what needs automating. On
this journey to reach full autonomy,
whether a self-driving car or a global
business, there are five key capabilities
required.

First, it’s access to a variety of data.
Businesses need to realise - and em-
brace - both new and traditional data
sources, like purchase history and social
data, as they plan and make decisions.
Think of a car that needs to see the road,
traffic and pedestrians - all while moni-
toring its speed - in real-time.

A great user experience is a second

change. This scalability can be enabled
through the reach of your platform and
its computational power. Self-driving
cars need to process huge volumes of
data, but they also require sophisti-
cated real-time processing to navigate
changing road conditions.

Getting comfortable with
technology in the driver’s seat
As humans, it’s often difficult to let go,
but, as we've seen with the rise of au-
tomation in the auto industry, we are
adaptable to new types of technology
that ask us to cede control. Today we
embrace things like lane-departure
assist and automatic brakes because
we understand their value in giving us
more confidence on the road, espe-
cially in unfamiliar terrain.

duce the burden on IT teams to make
business applications useful, which
means your users can be in charge.
The transformation we are seeing in
the business sector is a necessary pro-
gression for organisations that want to
drive growth, even in complex markets.
Companies are seeing the value that
agile, insight-driven operations can
provide in the face of upheaval and vol-
atility - they are recognising the need
for the autonomous enterprise. Over
time, the path towards autonomy will
offload complexity, allowing organisa-
tions to focus on what matters most:
using change to their advantage. »

Rohit Shrivastava is chief product
officer at Anaplan
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The dragon

has awoken and is
findingitsvoice

s my three-year tenure as
an expert contributor to
ERP Today sadly comes
to an end, I wanted my fi-
nal swansong to promote
the wider technology evolution that is
geographically occurring across the UK.

With the HM Government policy
around ‘levelling up’ coming back into
focus, many tech hubs are flourishing.
We have the Newport-Cardiff-Swansea
corridor in South Wales, which is close
to my beating Welsh heart. Throw in
ecosystems around Manchester, New-
castle upon Tyne and the Glasgow-
Edinburgh corridor, and you will find
there’s a lot more going on in the tech
space these days outside of London.

In Wales, the tech dragon is well and truly
roaring and finding its voice. It comes aided and
abetted by a series of business-friendly Welsh
Government policies that look to encourage en-
trepreneurs to develop Welsh based-businesses
that actively contribute to the local economy, as
well as independent trade bodies such as FinTech
Wales and innovative organisations like the Ala-
crity Foundation.

The Welsh Government recognised early on
that the local economy was lagging behind other
regions across the UK, and the need to drive
growth would only come from transitioning
away from the traditional industries and market
sectors of heavy manufacturing, agriculture and
tourism, to one that is firmly based around ad-
vanced engineering and digital technology. In
return, this has been unlocking the potential of
the rich talent pool that is available in-country,
driving specialism and economic growth. It is a
generational project, true, but unless started, a
journey can never be travelled.
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Itisa
generational
project, but
unless started,
ajourney
can never be
travelled

The markers of intent

The Welsh Government has been clear
with its mission: “drive economic
growth, productivity, resilience by
embracing and exploiting digital in-
novation”.

Turning strategy into viable tangible
action, its intention is to deliver by (1)
encouraging collaborative and shared
workspaces; (2) recognising the wider
role colleges and universities have
beyond research and structured edu-
cation; (3) relentless focus on niche
technology skills and products that
service long-term growing markets
- e.g. cybersecurity; (4) supporting
businesses in accelerating adaption
to the future of work and skills based
upon principles of a green sustainable economy;
and lastly (5) improve procurement practices and
processes by working with suppliers to deliver
better outcomes.

Outcome-based results delivering tangible
value include:

« A thriving digital business sector and com-
munity, with a mixed ecosystem of small, me-
dium and large technology-based companies

 An ability to capitalise on new areas of digital
innovation, to stand out in global competition for
new markets and industries and attract new tal-
ent to Wales

« Ensuring people have the skills to be able to
take the jobs of the future and employers have a
pipeline of talent for digital, data and technology
careers

e Developing a global reputation for leading
technical innovation and a thriving export busi-
ness

o Adoption of leading procurement practices
that will enable Wales to move forward



Shy bairns get nowt

Whilst the mission is well intended, it is pleas-
ing to see that Welsh technology entrepreneurs
are not just waiting around, but instead moving
forward, investing time and money ahead of the

In recession

lenges through a new lens,” says Simon Gibson,
CEO of Wesley Clover. “By empowering young
entrepreneurs with an applied business and tech-
nology curriculum, complemented by more than
100 professional mentors, innovations are being

economic curve. As they say in Newcastle, ‘shy for economic developed with considerable market potential.”

bairns get nowt.

Part of the game is calculated risk taking and
having resilience. We can only build and grow
the economy by getting out there and doing stuff,

starts with

Tech always needs people
Organisations like Tramshed Tech meanwhile look
to bring like-minded startups together through

kicking down doors, not accepting the status quo, government collaborative sharing of experiences and space.

and refusing to accept no as an answer.

In South Wales, for example, a partnership be-
tween Wesley Clover (the family investment com-
pany of billionaire Sir Terry Matthews), the Welsh
Government, and The Waterloo Foundation (Da-
vid and Heather Stevens) has resulted in the Alacrity
Foundation.

Alacrity actively attracts, develops and promotes
graduate entrepreneurial talent to create the next gen-
eration of technology companies. However, it is much
more than a study course. The Foundation actively links
entrepreneurs, corporations, universities, risk capital
and government in one network. The programme is
unique because no one is required to enter a cohort
with an idea. The ideation is instead developed through
challenges and problems sourced from the public and
private sectors. This approach ensures solutions are de-
signed to address customer challenges at a repeatable
and expanding scale.

“Young graduates are a blank canvas and see chal-

First in Cardiff and now in Newport, these spaces
are designed for entrepreneurial early-stage start-

— ups and collaboration of like-minded technology

businesses, thereby facilitating a key ingredient of
any successful entrepreneurial community - effec-
tive networking.

The technology industry needs people, and one of the
many benefits of regional technology hubs is that they
reach communities and ecosystems of talent that many
of us did not know previously existed. The days are long
gone when the best resource was the perceived mo-
nopolistic domain of Oxbridge and that all things had
to revolve around London.

‘In-house’ of the dragon

The Welsh tech-dragon needs to keep roaring. But the
often-missed opportunity, and perhaps the most obvi-
ous, is that in recession the need for economic recovery
always starts with government spending. Central and
local government organisations and bodies need digi-
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talisation to deliver services more effectively, and there-
fore need technology companies and technology service
providers to facilitate this.

Whilst competition between suppliers must be main-
tained for the markets to work effectively, spend should
be targeted towards small/medium enterprises who can
actively demonstrate that they are contributing to grow-
ing the local economy.

Government spending in any form should be seen as
an investment and not a cost. Just like entrepreneurs,
public sector bodies must see their spend as investment
to accumulate. If you don’t invest, the only guarantee is
that nothing ever changes.

Innovation is the hotbed of SMEs and not large cor-
porations. Large established vendors find it impossible
to deliver niche innovation and have a strong reluctance
to pioneer new technology in-house as it does not make
an immediate cashable return on investment they can
demonstrate in-year. Organisation pricing and political
dynamics both internally and externally with market
expectations, especially at publicly listed com-
panies, always work against them.

Finally, we should proactively challenge think-
ing around offshoring - why is it that when we are
making arguments to develop our own talent, we

degree course at a local approved university. The course
fees are picked up by the Welsh Government. The indi-
vidual is employed and can ‘learn while you earn’ They
do not leave university with student debt levels which
they are then unable to repay.

We know we are short on talent, without getting drawn
into the political arguments that all of us in this country
know too well. Regional technology offers a multitude of
different opportunities and resources, from lower cost
base to access to a wider diverse range of talent. We talk
about diversity and inclusion every day; well, here’s the
opportunity on a plate to do something about it.

Challenge of regional technology

- getting noticed

Wales, alongside other regions, has a long way to go

in marketing itself effectively to the world. What starts

within its own borders needs to break out quickly, both

across the UK and also across the world. The bigger the

market, the bigger the opportunity - but being able to
access that market in a cost-effective way has and
remains key. However, effective outward promo-
tion is the starting point, and again this is where
government in partnership with business can
lead to success. It is a much needed area for fur-

still consider moving work and money offshore? Why are ther capital investment.
I have long been vocal about the ‘race to the bot- we still For our economy to recover successfully, this
tom of the ratecard, but we can achieve similar e will always require like-minded individuals to
financial models through labour arbitrage across con§1 8 take calculated risks and invest. Regional technol-
the UK, stimulating our own economy. moving work ogy hubs geographically spread and supported by
Offshoring does nothing for the local economy and money business-friendly policies like those developed
as we do not see the benefits of monies spent re- offshore? by the Welsh Government, bring success, as we
entering the local economy. It sounds nationalis- make available all the resources we have available
tic, and it is hard to avoid politics here - but if we —— to us - innovation, people and capital.

are truly serious about creating new ecosystems

of home-grown talent then the answer will not be

found in this outdated commercial model which does
not drive the outcomes we are looking for to grow the
economy.

Apprenticeship schemes
- ‘learn while you earn’
Apprenticeship schemes surely must be one of the key
ways forward across the country for attracting, develop-
ing and retaining the next generation of talent. I have
personally never believed that an individual’s future
should rest solely on a score achieved on one hot sunny
day in an exam room. What we want is access to the raw
material that we can encourage in the workplace to in-
novate and learn, injecting real life working experience
alongside continuing a structured education.

The Welsh scheme is simple. An individual is em-
ployed by an organisation for four days a week, and on
the fifth day they are enrolled and attend an approved
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As for Cymru, the region is well placed to stim-

ulate and grow its economy over many years to

come as it transitions to become a market leader in digi-

tal products and services, something #wearedenovo is
proud to be a part of.

Yma 0(07) hyd!
It's been an absolute pleasure and reassuringly cathartic
to have been part of the ERP Today story. What a suc-
cess it is, and my thanks to Paul Esherwood and team.
I have met so many great people and learned so much
over the past three years, but the time is now right to
pass the torch onto new blood who will bring different
perspectives and no doubt even wider diverse thinking.
One word of advice though, echoing the words of
Daniel Craig to the actor who next inherits the 007 man-
tle: “Don’t be sh*t!”
As for me, ‘Yma o hyd’ »

Mark Sweeny, CEO, de Novo Solutions
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The ERP Today
Young
Professionals
Awadrds

ERP TODAY is proud to recognise
the talent and efforts of young
professionals who will be creating
the future of enterprise technology

We’'re thrilled to be hosting an awards ceremony dedicated to celebrating
exceptional under 30s in the enterprise tech sector, alongside the companies
and mentors who are invested in their development. There is no cost to
nominate a young professional, mentor or company and tickets for the event

will be available by invitation only once the shortlisting process is complete.

NOMINATIONS NOW OPEN




award categories

Future Leader Award

Bright Spark Award

Sales & Marketing Hero Award
Techie Power Award

Young Consultant of the Year

The ERP Today
Young
Professionals
Awards

young
professionals

network

Team Player Award
Community Champion Award
Community Ally Award
Mentor of the Year

Graduate Employer of the Year

yphawards.com
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WHY BUSINESS POLICY AND IT POLICY-AS-CODE
IS THE NEXT INTERSECTION IN ERP
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POLICY IN TECH

oving commercial business
policy forwards into the
digital age requires a deeper
reliance upon cloud-native
automation control from
the IT function. For this to
happen effectively we need
to form a new intersection
between traditional busi-
ness policy and a new breed
of IT policy controls.

This is the birth of Pol-
icy-as-Code at the technology infrastructure level, an
approach to system operations designed to enable IT ser-
vices to work correctly, even when under severe pressure
to adapt, or in the face of cybersecurity threats.

One of those IT industry terms without a definitive
definition, Policy-as-Code is as perplexing as serverless
computing at first, but in fact comes from the same no-
tion of system virtualisation.

In serverless computing, there are plenty of servers
all located in our chosen cloud service provider’s data-
centre. We use the term to denote an application whose
server allocation is decided upon only when it is actually
needed. Through virtualised server provisioning we can
(in theory at least) save resources and increase efficiency.

A defined set of network mechanics
Policy-as-Code stems from the same
breed of virtualised system level control
that has given us serverless. It enables us

to stipulate a defined set of network me-
chanics in the form of policy rulings to
govern how data services, applications
and their related components and con-
nections act in relation to compliance,
operational excellence and security.

In the most basic terms, Policy-as-
Code comes down to a system level
evolution of ‘if, then, else’ For example:
if a security alert occurs, then apply this
patch or raise this warning, else (other-
wise) if it has already been installed, take
no further action.

Why the need for Policy-as-Code in
the first place? Because as shiny as it
looks on the surface, real world deploy-
ment of cloud computing has never
been a perfect science. Analyst house

(67 percent) of cloud breaches are a re-

WHEN WE WORK IN A
WORLD WITH POLICY-

AS-CODE. TECHNOLOGY
POLICIES MUST BE BOTH
HUMAN-READABLE AND
MACHINE-ENFORCEABLE.

IDC estimates that just over two thirds - YOGESH GUPTA

PROGRESS

sult of misconfigured applications or instances of clunky
misconfigured infrastructure.

In the modern era of Infrastructure-as-Code (IaC), one
would hope for greater harmony given that IaC also leans
heavily towards security best practices, but even in cloud
automation, the whole process starts with a human in
the loop or has human administration and management
involved at some stage.

“Whether for regulatory purposes or internal business
requirements, policy enforcement is now an integral part
of many operations teams’ responsibilities,” says Deepak
Giridharagopal, CTO at Puppet. “However, if compliance
depends on human effort, it is impossible to keep up
with the rapid pace of change that is inevitable within a
modern IT infrastructure. This is why we need continu-
ous compliance, which is best achieved through Policy-
as-Code and applying the principle of control loops.”

What can Policy-as-Code control?

The question is, how far can Policy-as-Code go and what
level of control should it be able to exert across an or-
ganisation’s IT stack? In a world of distributed IT teams
working across an estate of multi-cloud services using
different programming languages with different config-
uration protocols and techniques, all spanning varying
workflow methodologies, the penetration of Policy-as-
Code arguably needs to match both the diversity and se-
curity stance of the environment it is actually applied to.

By adopting Policy-as-Code, an or-
ganisation is able to lay down controls
that will translate directly into system-
level operations decisions. Always fairly
binary in nature - there’s a right way and
a wrong way, there is no middle way -
Policy-as-Code lays down the law for IT
decision making.

These decisions can be used to govern
where and when (or indeed, if) applica-
tions and services can be exposed to ex-
ternal connection points via application
programming interfaces. They can also
govern which software protocols and
code structures are permissible, or they
can be used to adapt system behaviour
to keep the IT stack compliant in the
face of legal and regulatory compliance
requirements.

Achieving continuous compliance
Giridharagopal explains how codify-
ing technology policies as code makes
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them amenable to auditing, testing, sharing, reuse and
peer review. This, he suggests, means that software ap-
plication code can be fed to intelligent systems that can
apply those rules across a fleet, not just when systems
are first provisioned, but continuously for their lifetime
in service.

“This enables us to progress to a
point where humans can focus on the
policies themselves, while software fo-
cusses on applying them and fixing any
anomalies encountered in the process.
For all the reasons that Infrastructure-
as-Code is an indispensable part of
modern systems administration, so too
should Policy-as-Code be a modern
fundamental,” he says.

He reminds us that given the pro-
gression point we are on today with
automation, the more we can automate,
the more time, cost and risk can be re-
duced. So, surmises the Puppet CTO,
the latest generation of continuous
compliance systems can also include
automatic repairs of detected policy is-
sues, such as through reconfiguration of
the affected system.

Mapping down Policy-as-Code

IF COMPLIANCE DEPENDS
ON HUMAN EFFORTA
IT IS IMPOSSIBLE

TO KEEP UP WITH THE
RAPID PACE OF CHANGE
THAT IS INEVITABLE
WITHIN A MODERN IT

a Policy-as-Code advantage, Gupta is realistic but san-
guine in the face of the challenges that firms will face
across different business verticals. He says that an IT
policy instruction written by software engineers that
can only be interpreted by machines and other technol-
ogy department employees is good, but
not quite good enough. He insists that a
broader instruction format is required in
order for subject matter specialists, do-
main experts and line of business man-
agers to be able to understand it as well.

According to a GigaOm white paper,
‘The [Policy-as-Code] space is evolving
quickly and has heavy dependencies
on exactly how infrastructure is provi-
sioned and managed, along with how
applications communicate. [Enterprise
organisations] should consider their
existing infrastructure and application
development tooling roadmaps when
seeking a Policy-as-Code solution to
ensure it will be interoperable in the
coming years.

The as-code effect

Given the penetration of cloud com-
puting with all its layers of virtualised
and abstracted entities, this whole dis-

Implementing real world Policy-as- INFRASTRUCTURE cussion falls in line with current ap-
Code deployments into a functional IT - DEEPAK proaches to Al-charged automation and
deployment involves what we can call a GIRIDHARAGOPAL IT systems that now benefit from a level
mapping process. Starting with a human PUPPET of autonomous management.

interpretation of system rules, best prac-

From applications, to databases to

tices and compliance requirements, the

operational conditions that these guide-

lines stipulate are codified and then mapped to a state
where they can be digitally interpreted and ultimately
enforced.

Explaining Policy-as-Code as what he calls a “very
natural extension” onward from corporate business pol-
icy, CEO of infrastructure software company Progress,
Yogesh Gupta, champions this approach as a means of
finally getting traditional IT policy guidelines actually
implemented.

“For too long, there has been a lamentable gap be-
tween what IT policy actually represents, features and
contains in any given organisation and conversely, what
is physically implemented,” says Gupta. “When we work
in a world with Policy-as-Code, technology policies must
be both human-readable and machine-enforceable.

Looking at the reality of moving organisations towards

complete computing fabrics, the as-

code effect is penetrating every level.
Logically then, a higher level policy coding process
should also now come into place.

Where firms already have a customer service policy,
an investment policy and a workplace behavioural con-
duct policy, they can now have an IT policy that features
a deeper level of automated internal digital management
in the form of Policy-as-Code.

Can we go any deeper than Policy-as-Code, or does
this represent the internal mantle of our planet’s IT func-
tions as we stand today? The answer for now is no, this is
the base layer. But let’s not close off the wider possibility
of an as-code approach evolving to be applied to some-
thing even more granular, cerebral or perhaps human.

Inevitably, we can expect You-As-Code at some stage,
so make sure you remain human-readable and machine-
enforceable. m
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AWARDS & FUNDRAISER

I ASCOT RACECOURSE

ERP community
puts on a show to
support the NHS

Pay NHS Chayities Together
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n 22nd September,

more than 3,000 people
came together at Ascot
Racecourse for the
second installment of the ERP Today
Awards & NHS Fundraiser. The event
raised more than £150,000 to support
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frontline NHS workers and saw IFS
crowned as vendor of the year while
EY and Network Rail scooped the top
prize for Transformation Project of
the Year.

Following a similar format to
the previous year, the outdoor

extravaganza included a plethora of
activities and events such as cocktail

making classes, a penalty shoot

out competition, golf challenge,
cricket and, of course, the fiercely
competitive Tug of War competition
(more on that later).



«sotadivna. Bl

More than 1,000 NHS staff were
treated to a fully funded day out
and we also hosted the first NHS
awards at the end of the evening,
kindly sponsored by our friends at
7FC. The combination of an industry
event coupled with a meaningful

contribution to such a deserving
organisation made for a rewarding
and unique experience for all and
our sincere thanks and gratitude go
to everyone who attended.

Aside from the awards,
fundraising and networking, the

| aftiolsd |
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-
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centrepiece of the day was the

Tug of War event where 32 teams
competed to dethrone Capgemini,
the 2021 winners. Props to Infor
for heroically falling on their sword
when drawn against the NHS team
and high praise too for the Focus
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Cloud crew that took to the field

in attire that was straight out of an
episode of ‘The Only Way is Essex’.
Despite their muscles and skin-tight
tops, they were unable to overcome
the professional rowing team Cap
had recruited and lost in the final.
Two lessons learned: Focus, wear
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socks next year. And Lori, we want
to see your team’s employee records
before the 2023 event.

The big change for this year was
the inclusion of the After Party.
We were unsure if anyone would
come after such a long day but our
fears were quickly allayed when

Rob Churchyard rocked up an hour
before the doors opened and was
soon followed by 450 ERP revellers
who were keen to keep the party
going.

A huge thank you to Mark Hulyer
and Deloitte for sponsoring the
After Party and a special mention to



several of the Infor tribe for providing
the post event talking points. Our
expectations were relatively low
for this element of the day but the
community rallied to demonstrate
that just because we work in ERP it
doesn’t mean we are boring!

Our editor, Paul Esherwood, rolled

back the years and dusted off his
decks to play a mammoth 5 hour set
that started with the Bee Gees and
ended with two hours of trance and
hard house. It was such a thrill to see
so many of our friends, colleagues
and partners letting their hair down
and dancing the night away.

After 10 encores and cries of ‘one
more’ the curtain finally came down
around 2am and the hardcore of
party animals that remained were
ushered to bed. The book was closed
on another incredible event and we
can’t wait to see all of you next year
for more of the same, only better. m
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ike walking into Narnia,

UiPath truly pulled every

season out of the wardrobe for

this year’s Forward 5. Think
everything from giant snowy igloo
meeting pods to leafy spring trees
overhead and you might just come
close to some of the extravagances of
this Las Vegas show.

One might think the Vegas razzle-
dazzle might easily distract folks from
the main event. However, over the
first day’s three hours of keynotes,
featuring joint UiPath CEOs Daniel
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LAS VEGAS

UiPath Forwar

BY STEPHANIE BALL

Dines and Rob Enslin, and EVP

Ted Kummert, the announcements
evoked collective gasps and applause
from the thousand-strong crowd at
the main stage.

RPA, a side-act for a new, all-

singing platform

The RPA gusto seemed to get turned

down a notch at Forward 5, as a

new do-it-all intelligent automation

platform headlined the show.
Product developments to the new

UiPath platform included features

for process and data mining to
identify and action areas in business
workflows with the most to gain
from automation. A Clipboard

Al feature wowed, with new and
smooth data scraping abilities
across unstructured documents,
images, emails (courtesy of Re:infer
technology), web and Excel. An
Apps 2.0 announcement also
claimed to allow developers and
business users to access low-code
custom automation projects and
purpose-specific platforms, all



reaching across technology stacks.

Name-dropping the likes of Uber’s
predictions, a 350 percent ROI from
UiPath automation in one year, and
Puma seeing a 50 percent increase in
supply chain management efficiency
outcomes, also surely weakened the
knees of any remaining automation
naysayers.

The big Microsoft partnership
With Dines marking the company as
“perhaps the largest company ever
built on the Microsoft platform’, and

Microsoft’s Scott Guthrie’s face filling
the multiple wide screens, it certainly
was a big win for UiPath. It was only
dampened slightly by Guthrie’s “deep
commitment” being showcased in
pre-recorded delivery.

With this partnership, low-code
and no-code unattended UiPath
software robots will deploy on
the Microsoft Cloud without large
infrastructure implementation,
automating business processes
and aiming to save hundreds of
labour hours.

Microsoft Azure Marketplace will
also offer integration with key UiPath
platform tools such as Automation
Cloud, Process Mining, and Test
Manager, and full integration with the
Microsoft Power platform is expected
early next year. More than 80 best-in-
class integrations will be available out
of the box for joint customers.

All that lacked, from this attendee’s
perspective, was enough talk about
the ethics behind this data harvesting
and, as seemingly the only media in
attendance, some fellow journos.
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Imagine 2022

BY STEPHANIE BALL

Experian Ty
" Jransforms Information Services

lustery New York offered up platforms should operate to keep user throughout their daily cross-
its predictable rainy autumn humans ‘in the loop’ of intelligent departmental and cross-application
weather, but spirits were not to automation. workflows, minimising employee
be dampened at Imagine 2022. In an interesting move, the steps, clicks and screen jumps
Rather than squeezing businesses Automation Anywhere Robotic required for everyday tasks.
to fit the mould, both the high- Interface (AARI) will act as a hovering
ceilinged venue at The Convene widget companion, functioning from Smarter bots, smoother workflow
and Automation Anywhere’s (AA) within hundreds of other business Conscious of the high failure rate of
software developments seemed enterprise apps such as Google, enterprises’ previous RPA projects, the
designed for ample room to flex, Salesforce, SAP, Workato, and era of run-of-the-mill RPA seems to be
breathe amongst the bustle and let Genesys. on the outs.
human creativity flow. The keynote AA is shooting for a truly Jumping on the data mining trend,
delivered by AA CEO, Mihir Shukla, connected user experience. AA is launching process discovery
got things off to a riveting start, with a Immediate accessibility aims to features with deep learning and
very different take on how automation shape automation around the interactive mining after its recent
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acquisition of FortresslQ. The smart
tools will suggest what end users
can automate next for the greatest
ROI. Additionally, a new document
automation tool is live, powered by
your choice of Al

As a bonus, resilient automation
features will enable ‘computer
vision, highlighting app and
programme updates that will affect
live automation builds. Triggered
alerts will feature, as well as detailed
video and written explanations of
the change event, in an increasingly

human-focussed take on bot-building.

Did someone say citizen
development?

You heard it right: Shukla really is
aiming to bring automation to a
billion more workers off the back of
this year’s conference.

A citizen development app will give
every worker access to a simplified
low-code builder to create their very
own ‘digital co-worker’ automation,
featuring built-in governance features
such as static code analysis. Plus, a
CoE Manager app, designed in AA
partnership with Shibumi, will offer
a centralised command centre to

allow CoE leaders to build, monitor,
and scale all automation within the
business.

Appetisers Anywhere

Through the side doors of the
main event, media attendees were
hosted for a private dinner with the
AA founders. The future plan they
revealed for AA is simple: infuse
more Al and, with the help of more
partners, deliver increasingly specific
use cases, with widespread user
accessibility, to truly ‘put automation
in the hands of people! =
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IFS Unleashed

BY PAUL ESHERWOOD

FS Unleashed was the reincarna-
tion of its World Conference, last
hosted in Boston in 2019. In the
three years that separated the two
events a lot has changed at IFS and
those changes were evident through-
out the three day shindig in Miami.

The event itself was adequately
organised save for the usual gripes
that journalists tend to have
whenever they are jettisoned into an
all-expenses paid hotel on the other
side of the world.

The set up at the Miami Beach
Convention Center followed a familiar
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IFS Cloud™
Product Area

format with a packed main hall and a
slightly less packed partner exhibition
space. Day one kicked off in equally
recognisable format with a slightly
dry compere revving the 2000-strong
crowd up in anticipation of CEO,
Darren Roos; arrival on stage.

Enter stage left a man who has
measurably grown into his role:
Roos took the spotlight to welcome
the assembly and confidently set
the agenda for the show ahead. The
keynote highlighted IFS’ significant
achievements from the past year and
then moved swiftly on to position

customers at the centre of the
proceedings. In itself a great idea,
but the procession of IFS staffers that
rolled on to the stage to extol the
virtues of their own work was less
impactful than it would have been
had the customers been there to tell
the story directly. That said, several
customers did make an appearance
and those that did mirrored the
narrative - IFS customers are a happy
bunch and the ‘moment of service’
mantra is evidently more than just
marketing speak.

Following on from Roos, Christian



Pederson, chief product officer, took
to the stage and outlined the product
roadmap majoring on the compos-
sibility of IFS Cloud and the way it
develops innovation in collabora-
tion with customer demands. Bas de
Vos from the ‘labs’ department then
stepped up to demo a unique appli-
cation of IFS tech in the detection of
failures in aircraft doors. Whilst the
example was interesting the laboured
demonstration lost me about half way
through and by the time the presenta-
tion was finished it mainly served as
another reminder that prod demos

are not suited to a gallery audience.

Once the formal proceedings had
drawn to a close the remainder of the
event included a series of breakout
sessions, intimate chats and panel
discussions. I found the time to speak
to several partners and customers
between interviews with IFS execs
and they all commended the vendor
on the diversity and focus of the
sessions.

My big takeaway from the three
days in Miami was the evidence of a
maturing brand. Back in 2019 Roos
was new into the role and a first time

CEO. The brand lacked broad recog-
nition and the senior management
team was light. IFS positioned itself
as a ‘challenger brand’ which at the
time felt appropriate, but that senti-
ment has been dropped and with
good reason.

If you were to mark Roos’ home-
work for the last three years it would
be hard not to award an A* because
there’s very little more he could have
done to reinvigorate an ailing brand.
The product is transformed, custom-
ers are happy, revenues are up and
the value has grown by 10x.
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IFS Cloud Cable

LONDON

Car Launch

BY GIACOMO LEE

ctober saw the London
Cable Car renamed to
the IFS Cloud Cable

Car, with ERP Today
attending the launch of IFS’ biggest
brand activation to date at London’s
City Hall. The government building is
within a moment’s reach of the newly
rebranded IFS Cloud Royal Docks
terminal for the service. Readers will
likely be intrigued to know two stops
on the London transport network are
now named after one of enterprise
technology’s biggest names.
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Of course, not everyone lives like us
in the enterprise tech bubble. Traipsing
the spacey, radiant environment of
City Hall, I found myself giving one
journalist a potted history of enterprise
tech’s newest star. Luckily though, IFS
has anticipated this, with the whole
cable car endeavour very much part of
the company’s plans for more brand
awareness.

“(For) consumers who want to do a
TikTok video, and equally for business
commuters, we want to show how
we're helping...(customers) use our

software in the cloud,” says Oliver
Pilgerstorfer, chief marketing officer at
IFS, as we share a cabin ride over the
River Thames.

It's a shrewd move. The five-year
contract is worth up to £2.1m, with a
two-year break clause included in the
new deal with Transport for London
(TfL). It’s also not an entirely random
choice of branding. IFS software
helps power TfL’s barriers across the
capital; the company’s signature tones
also nicely match with those of the
Elizabeth Line, which can be found



serving Tube commuters just down
the road from City Hall.

The TfL deal also fits in with the ESG
trend that IFS is heavily invested in.

“It was so important to find
something that was sustainable,” as
Pilgerstorfer tells ERP Today. “Many
of our customers are coming to us
saying ‘we’re asset-intensive and very
industrial by nature, but we know we
have to improve our sustainability.
(IFS) has made a huge investment
to what we call our Sustainability
Hub, which lets companies monitor,

Create
n the cloud

T &

manage and change their operations
to become more sustainable.

“Would we go to a football team
or a stadium rebrand, simply
sticking a sticker on the side of an
asset? (Instead) I very much wanted
something that was green.”

The whole experience is a nicely
epic bit of promotion for IFS,
which had primarily dealt in sports
sponsorship beforehand. Now, of
course, IFS is steadily becoming more
epic itself in the enterprise-field.

“Our software revenue has been

 odmm—
-,
F e —

i &
|
| 11 2

growing way over 20 percent year-
on-year,” Pilgerstorfer says. “It’s
testament to the fact that the business
has been super-focussed, and now
we’re just taking that next step so we
get bigger awareness, and we're part
of the consideration when people

are looking for a new technology
platform.

You sure can’t get bigger awareness
than having your name out there as
part of the infrastructure in one of the
world’s biggest cities, emblazoned
over all the London Tube maps. =
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Helping

ServiceNow
World Forum 2022

BY GIACOMO LEE

vents are truly back in style.
If in doubt, just look at the
turnout for ServiceNow’s
London World Forum in
November. Countless turned up to
the cavernous Kings Place, with so
many attending the keynote speech
from Dave Wright, chief innovation
officer at ServiceNow, that even
ServiceNow staff weren’t guaranteed
a seat for the show.
While Wright's talk had no major
announcements, there was one key
piece of news from the conference.
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As exclusively reported by myself for
ERP Today, the ServiceNow platform
is powering NHS Digital. The
partnership will continue once NHS
Digital merges with NHS England
and NHSX in 2023.

The news came from an
informative session led by Stacey
Whyte, senior services manager
at NHS Digital. Whyte introduced
herself in this role and also as the
ServiceNow product manager for the
NHS subsidiary.

Surveys of NHS Digital employees

turned up some data since the
implementation of ServiceNow Rome
and San Diego: nearly half of staff
stated automation with the platform
has had a positive impact on their
work. 43 percent reported they could
complete tasks faster than with the
previous system; what that previous
system was, [ was unable to ascertain.
Cybersecurity is also high up
in the ServiceNow proposition,
with Whyte telling attendees of the
priority of “keeping patient data - all
data - safe” That’s a major point for
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the NHS these days in the wake of
doctor data disgruntlement in recent
years. Not long ago, NHS supplier
Advanced was hit by a ransomware
attack with patient data as its
possible target.

Of course, the NOW news poses
interesting questions on how Oracle,
a current enterprise mainstay of the
NHS, fits into this picture. Recent
years have seen NHS England and
NHS Business Services Authority put
out tenders to replace pre-existing
Oracle systems. ERP Today reached

T
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out to Oracle for comment shortly
after the NHS announcement, but
no response has been received at the
time of writing this article.

EeX appeal?

Key themes in the London Forum
included the burgeoning tech of low-
code, addressing risk and bettering
the digital employee experience.
These days it doesn’t suffice to find
enough of the right staff to hire with
speed - you also have tocontinue the
HR journey with them to ensure a

smooth experience at the enterprise.
Wipro, Microsoft, Coca-Cola,
Manchester Airports Group and
more all had talks on the matter,
reminding attendees that post-
pandemic scourges to business such
as the Great Resignation are here to
stay as employees demand more from
their employers in the digital age.

ESG therefore may not be the
biggest buzzword beginning with
an E right now. Instead, employee
experience - EeX? - is where it’s at
right NOW for enterprises.
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The fall of Babylon?

Lessons for Al in the NHS

BY JACO VERMEULEN

n theory, Babylon Health'’s presence

in the NHS should have been beauti-

ful - an Al-based chatbot that could

triage patients, offering a virtual,

self-service front line and diagnostic
service. The promise of huge savings and
efficiencies was palpable.

In practice, it has been a spectacular fail-
ure, even by the standards of public sector
IT. The rollout was chaotic, to put it mildly.
The regulator complained and most of all,
the system didn’t do what it was supposed
to - it failed to spot illness. Yet, the NHS
carried on regardless. It took Babylon to
end the relationship when in October 2022
it cancelled its last contract with the NHS.
The fact that this cancellation was eight years

and critically providing care. All things, of
course, that a bot can’t do.

The NHS providers bought into Babylon
because they don’t have the capabilities to
evaluate and thus understand the reality of
the solution being marketed. Critically, pro-
curement rarely knows how to make tech-
nology work within the operational context.

With such a rocky start, it is inevitable
that a project will cost significantly more
than expected to deliver, doesn’t deliver
the expected outcomes, and usually causes
more disruption, confusion and frustration
for healthcare practitioners in NHS organi-
sations, as well as patients.

Al in healthcare is valuable, but it must

be very focussed. The specific purpose of each

early is a damning indication of how little future Babylon Al solution must be clearly understood and inte-

they saw in the service. tried to sell grated through a collaboration between special-
I am not one to bash NHS IT. I have had the the idea that ist clinicians and technology experts. Babylon

privilege of working with the NHS on some fan- tried to sell the idea that technology can do any-

tastic projects - but there needs to be an honest tEChn()logy can thing and everything. It cannot.

assessment of how the organisation interacts do anything and Al'works well for triage when clearly trained on

with technology. evel-ything. decision trees and actions (including hand-off to
Most (though not all) NHS operational systems It cannot. a human), or handling specific health condition

procurements are done by someone outside of IT
or in a non-tech role. At departmental, hospital or
even trust level, there is no coordinated national
strategy nor set of standards for what technology is needed
not only now, but ten years hence. As a result, procurement
is done ‘as needed’ with a myopic focus on immediate deliv-
ery of the technology that is touted to be a magic bullet. This
makes the NHS an easy target for the marketing budgets of
unproven technologies.

Babylon is yet another example of this short-term thinking
and lack of strategy. It was sold as an alternative to GPs and
actual people interaction. While AI can do basic triage and
pick up a lot (when it is very focussed and trained for specific
health care aspects), it fails where all artificial intelligence in
commercial applications does. The tech can’t understand,
identify or action beyond a very narrow scope, and you need
a plethora of Al/bots to try to cover all bases.

It bears repeating that Al lacks human interaction and un-
derstanding. And healthcare, nursing and all the associated
areas are built on human interaction and understanding,
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identification and recommending treatment op-
tions. But it needs to be incredibly focussed and
‘reinforced, such as cancer pattern recognition
from diverse symptoms, or the project within the ophthal-
mology unit at Guy’s and St Thomas’ that has applied Al to
help improve diabetes detection from eye scans.

These are very discrete groups and specific conditions. In
developing any technological solution to address them, the
first step is to pull together the healthcare professionals and
technology experts to make sure that the problem is fully
scoped out. That means covering off, in depth, the problem
as seen by the patients and the practitioners.

Technology doesn’t even come into these discussions until
much further down the road. I am not advocating some kind
of labour-intensive Luddite approach, but rather recognis-
ing that for as long as these projects have vendors brought in
at the very beginning, they will forever be skewed and more
likely to fail. m

Jaco Vermeulen is CTO, BML Digital
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