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To accelerate the Hyperautomation journey and digitally transform operations,
Digital Service Providers (DSPs) need to move beyond task automation

Challenges hindering DSPs’ Hyperautomation journey

Most of the IT systems, applications, and automation are not
integrated across entities
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Manually understanding human utterances and extracting
information from conversations are major challenges in the
traditional approach

Lack of standardized interfaces to capture the data, interpret non-
digitized and unstructured inputs lead to increased manual efforts

Absence of centralized dashboard for the human-digital
workforce hybrid model

These challenges often result in revenue loss, high OpEx, and poor
customer experience.
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Gartner has placed "Hyperautomation" in Top 10 Strategic Technology
Trends both in 2020 and 2021 report. RPA alone is not sufficient for digital
transformation. DSPs who want to scale automation truly at process level
and business ecosystem level need to embrace Hyperautomation.
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Path to Hyperautomation

Task Automation
(Rules, RPA)

Simple \

Automation

Process Automation
(Workflow and iBPMS)

.
A

Business Operations
(DigitalOps)

v

» Hyperautomation

N

Event Processing Conversational UX Intelligence
APIs and Feeds Chatbots, Smart Speakers, Al and ML
Adaptive Architectures  Virtual Assistants Advanced Algorithms

Gartner says, a hyperautomated future state can only be achieved through hyperagile
working practices and tools.

What DSPs need today is a new strategy that can effectively combine RPA with Al-powered
digital technologies and other complimentary sets of tools. Also, integrate functional and
process silos to automate and augment business processes.

To address these pain points and accelerate the path to Hyperautomation, DSPs need to implement the Hyperautomation framework discussed in this insight.
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https://www.gartner.com/smarterwithgartner/gartner-top-10-strategic-technology-trends-for-2020/

Hyperautomation framework for DSPs to scale automation rate by 3X ‘

Proposed Hyperautomation Framework
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Implementing the highlighted 4 key components of the Hyperautomation framework enables DSPs to improve operational efficiency and
increase the automation rate by 3X
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Intelligent process orchestrator to orchestrate bots, people, IT application, Al,
and low-code apps, unifying the end-to-end order journey

Major
challenges in
the traditional
approach

Siloed functional
teams, IT systems, and
RPA implementations
hinder E2E process
automation

Traditional BPM
systems lack easy
integration with RPA
bots and Al
components

High process
variations and human
intervention result in
data integrity issues
leading to a low
automation success
rate

Intelligent Process Orchestrator
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RPA integration
RPA bots to complete the sub-processes

Manual task to be performed by human

Computer vision technology integrated with intelligent process
orchestrator extracts data and feeds it into the order entry system

- Intelligent process orchestrator auto-triggers

Recommendations

» Leveraging pre-built connectors specific to
telco applications, RPA, and next-gen
components help DSPs to reduce
implementation effort by 60-70%

Enterprise application integration — Application
API(order management system, CRM, etc.) is
integrated with intelligent process orchestrator
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Automated alert notification for manual tasks —
Intelligent process orchestrator auto-schedules
tasks to respective owners to ensure SLA is met

» Set up auto-alert mechanism on pre-defined

’ Implementing Intelligent Process Orchestrator can enhance automation rate by 20% and reduce cycle time by 15%

task SLAs to improve process efficiency

Despite automation, there is a lot of human dependency due to lack of cognitive capabilities. Boxes highlighted in amber require high manual intervention. DSPs need to further implement next-gen

components to automate these manual tasks. The upcoming slides describe how intelligent process orchestrator triggers these next-gen components as needed to complete the E2E automation.
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Combine conversational Al with intelligent process orchestrator to automate
order-to-activate sub-processes that require conversation with humans @@® @je

Key sub-processes in O2A that can

be automated with Al integration

2] .
&- Telco focused intent repository Recommendations

‘ Address & provisioning fallouts, proactive order status update for customers, scheduling appointments, setting up payment plan, etc.

Intelligent c
tomer f g A
process us « Pre-trained collection of common intents .
orchestrator — based on the analysis of customer and * Build .ready tP use
. Session field technician call logs functions to |nteg rate
» . .
* manager Customer intent example — order conversational Al with
product, upgrade product, product list, different te|ephony/|VR
setup payment plan, discount or I h
promotion details, billing information systems to accelerate the
Conversational Al —— requirements, etc. deployment time by 40-
proactive Intent detecti 50%
messaging etec ~ ﬁc iti ! CRM/Billing
webhook Telephony e 4 . .
systems : l Order management *  Proactive messaging
. | webhook initiates
Call invokes voice ext-to- .
. R bl Database
bot workflow speech —  Fulfillment <9 fuilj:st?ones outbound conversation
and helps to engage

Sample outbound customer
conversation workflow description

l Fig. Outbound customer conversation driven by conversational Al

e *—l f—) A humans in their

Conversational Al , preferred channel
Intelligent process

orchestrator . .
+ Build platform agnostic

connectors to trigger RPA

Conversational Al Conversational Al integrates Conversational Al passes back the bots
3 understands natural 5
language and converses

with the customer

Intelligent process
1 orchestrator triggers 2
outbound message/call
to the customer

The customer
responds with the
required information

4 with the systems to fetch details to the intelligent process
and update the data orchestrator for order progression

’ Improves customer experience by 20% & OpEx savings up to 15%
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A leading DSP in North America automated O2A sub-processes that require human
intervention by integrating conversational Al with intelligent process orchestrator

and RPA bots

This is a communication regarding your recent order #3189564

Intelligent
process
orchestrator

Proactive
messagin

g
webhook Wy

Communication

channels

Customer
-John Niles

Conversational

Al

CRM/BIlling
Order management
Database

RPA bots
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Telebots
This is a communication regarding
your recent order #3189564

Dear John Niles,

| We were unable to validate the
|  following address,
and the address validation failed.

John Niles
859 Sit Rd.
Azusa, New York 395631

Please provide the correct address
for usto
proceed further with your order

©Oh! 1 just provided part of the door
no. Can you try this Ap #867-859

Telebots
Sure, i can try using Ap #867-859
door number

< 2 © 9
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—

Conversational Al triggered
by intelligent process
orchestrator sends text to the
customer for address
validation failure
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«door number
Yes, please
Telebots
Can you confirm againiif | can
proceed with the below address
John Niles
Ap #867-859 Sit Rd.
Azusa, New York 39531
| confirm. You ean proceed with this
Telebots

Thanks for the confirmation. | will
keep you informed on the order

status
Great
Today o)
Telebots
This s a response to your open
1 C @ 9

() )
A
To and fro conversation

with the customer to
validate the address

[ <33~ Prodapt Solutions

Updates customer on the order status
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Great
Today
Telebots

This is a response to your open
order

Dear John Niles,

Your address validation was

successful, and we completed the

credit check and provisioning

related to your recent order

#3189564. Please suggest a

preferred timeslot to schedule a

technician visit to set up the wiring

and install the router at your

premises.
Good to know. You can send the
technician on coming Saturday,
anytime after 9 am

Telebots
Thanks for your response. Your

+ 0 ® 9
M )
3
Requests preferred

timeslot for technician’s
visit

@ ve

Updates customer on the activation timelines

Prodapt Solutions
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and install the router at your
premises.

‘ Good to know. You can send the
technician on coming Saturday,
anytime after 9 am

Telebots
Thanks for your response. Your
technician visit has been scheduled
on the 19th of July at 09:30 AM.
Reply anytime if you would like to

. reschedule,
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Technician visit is
scheduled for installation

+_.| |

| <30 vaga;gsalu«ions

There is a respons T2%%_ur open
inquiry:

As per the schedule, our technician
has completed the installation. Your
services wil be activated in the next
| 2ahrs. Enjoy using unlimited
| intenetat high speed

Please respond if you would like to
continue the conversation.

Yeah the router is installed . |
would like to setup my payment
plan

Telebots
Sure

Telebots.

Please select from one of the
payment options below

1) Signup for AutoPay

2) Online or Phone payment

3) Via authorized payment location

C_ )
rl

Responds to other queries
from the customer - e.g.,
setting up payment plan

Prodapt-



Low-code applications help automate the sub-processes that require aggregating data
from humans in the O2A journey by building applications/interfaces rapidly

Need for low-code applications |
in O2A process automation .

vt

Data

File systems
storage
Low-code Connect
application
platform

vt

Devices D

Recommendation

Pre-built telco app
templates: Build easy to use,
reusable app templates for
automation and transaction
of business teams

data

Pre-built telco app
template

Databases APIs

Customize views and
actions
Publish app

[

Fig. Architecture of low-code
applications

and prepare

Key considerations to improve app user experience:
* Scan QR/barcode with customization

« Capture signatures digitally on a handheld device

* Include navigation & geolocation capabilities

« Design configurable layouts to reorganize Ul/UX
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Creating and deploying multi-experience applications faster for O2A scenarios like order request, site survey, field work, dispatch process, etc.
Interpreting non-digitized and unstructured inputs to reduce manual efforts

Intelligent process qE)y
=3 =

Low-code
Field
Tech App

A leading DSP in Americas automated the manual error-prone field operations workflow (in
order to install/resolve issues) by creating a low-code mobile app in less than 2 weeks.

Manage Appointments -Intelligent &
E{é process orchestrator creates agent . \ . \ [. -

2 Upload service logs -Interface for the
schedule and sends it to the - =Y

technician to create service log and options
technician along with the customer s & Customer Map " Q C ||| 1= ¢ Detais @c for adding real-time site pics and customer
information in the app. feedback.
. \ " N\
= \ ; 2t \ 2 \
4 Z 9 © 1
| = AgentSchedule Q c 3 ' e & Service Log Form e
$a o ga
3 Z 9 © Instaled now Router
= -] - 1296836, 80.25011 4
\ S0 - . =
- { : @0
‘ o Ze N
Bl »I‘.:J“:m, (Rafie Ganeh S Kendancharadi0. < Z oo
o= e TTD Modia, 92, & mukimadia corporation, prockces daly
rees & Detals @ C L S i, o ——
Installsionof e broacand oonnecton
TI0 Media
gl @ @

Internet radio, news, sports, music snd
casts,

IS Identify customer location -The app .
=o provides the entire service history and easy ( ) (

access to customer location via maps. R

_(\2 J
* Low-code re-usable templates can be used in many such scenarios in the end-to-end order journey
*  DSPs can implement low-code applications to automate fallout scenarios such as missing information, data

validation, which require human validation

Implementation cost reduced Automation rate
by 50-60% improved by 10%

7 PI'Odapt‘

Rollout & deployment |
time accelerated by 3X



Unified hybrid dashboard - Improves visibility into automation performance & ‘
ROI and provides continuous insights for process optimization 0o

. . * Absence of centralized dashboard to track KPIs related to human and digital workforce in a unified window
Major challenges in the

traditional approach * DSPs do not have visibility to process pitfalls(top fallouts, orders close to SLA date, etc.)

* Lack of unified dashboard that compares metrics for making real-time, value-based decisions

Human & BOT Dashboard
Unified dashboard with a real-time integrated view of human
& bot orders completion, AHT, automation success rate, and
many other KPIs.
- It also highlights the actionable notifications/insights.

4256

Human Exception (%)

| ) Notifications - Orders nearing SLA due date. Attention required! Click here

Insight - Compare the metrics to identify the CoTEENIG e S a5 AT far e

& pemzpilion cliver (Feklizas velisslt il and digital workforce helps DSPs to monitor

e = [T sl e omenanis the trend and identify deviation.
to automate this fallout scenario.

ROI calculator - Cost comparison to
visualize the automation performance and
measure benefits.

OPEX Cost Savings Average Handling Time

$3000K Business Exception System Exception

$2000K e 1l
= Business Exception (243, 63%)

Exception Details
$1000K

Address Validation Failed

Feb-28 to Mar-06  Mar-07 to Mar-13  Mar-14 to Mar-20  Mar-21to Mar-27  Mar-28 1o Apr-03 Product Code Mismatch Mar-07 to Mar-13 Mar-14 to Mar-20 Mar-21 to Mar-27 Mar-28 to Apr-03 Apr-04 to Apr-10
Before Automation @ After Automation o~ Savings % Human @ BOT

phace : Prodapt.
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Business benefits achieved by a leading DSP in North America leveraging the ‘
Hyperautomation framework

3X Increase in
automation rate

40% Reduction in cycle time

(o) Reduction in operational
2 5 /O expenditure

Improvement in CX
(Customer Experience)

The transformation focused on the order-to-activate

process through the Hyperautomation framework, helped
the DSP to improve operational efficiency.
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Get in touch

USA

Prodapt North America, Inc.
Oregon: 10260 SW Greenburg Road, Portland
Phone: +1 503 636 3737

Dallas: 1333, Corporate Dr., Suite 101, Irving
Phone: +1 972 201 9009

New York: 1 Bridge Street, Irvington
Phone: +1 646 403 8161

CANADA

Prodapt Canada, Inc.
Vancouver: 777, Hornby Street,
Suite 600, BC V6Z 154

Phone: +1 503 210 0107

PANAMA
Prodapt Panama, Inc.

Panama Pacifico: Suite No 206, Building 3815
Phone: +1 503 636 3737

CHILE
Prodapt Chile SPA

Las Condes: Avenida Amperico Vespucio Sur
100, 11t Floor, Santiago de Chile

UK

Prodapt (UK) Limited

Reading: Suite 277, 200 Brook Drive,
Green Park, RG2 6UB

Phone: +44 (0) 11 8900 1068

IRELAND

Prodapt Ireland Limited

Dublin: Suite 3, One earlsfort centre,
lower hatch street

Phone: +44 (0) 11 8900 1068

EUROPE

Prodapt Solutions Europe &
Prodapt Consulting B.V.
Rijswijk: De Bruyn Kopsstraat 14
Phone: +31 (0) 70 4140722

Prodapt Germany GmbH
Miinich: Brienner StraBe 12, 80333
Phone: +31 (0) 70 4140722

Prodapt Digital Solution LLC
Zagreb: Grand Centar,
Hektoroviceva ulica 2, 10 000

Prodapt Switzerland GmbH

Zurich: Muhlebachstrasse 54,
8008 Ziirich

info@prodapt.com | www.prodapt.com

Prodapt Austria GmbH
Vienna: Karlsplatz 3/19 1010
Phone: +31 (0) 70 4140722

Prodapt Slovakia j.s.a
Bratislava: Plynarenska 7/A, 821 09

SOUTH AFRICA

Prodapt SA (Pty) Ltd.
Johannesburg: No. 3, 3" Avenue, Rivonia
Phone: +27 (0) 11 259 4000

INDIA

Prodapt Solutions Pvt. Ltd.
Chennai: Prince Infocity Il, OMR
Phone: +91 44 4903 3000

“Chennai One” SEZ, Thoraipakkam
Phone: +91 44 4230 2300

IIT Madras Research Park Il,
3rd floor, Kanagam Road, Taramani
Phone: +91 44 4903 3020

Bangalore: "CareerNet Campus”
2"d floor, No. 53, Devarabisana Halli,
Phone: +91 80 4655 7008

Hyderabad: Workafella Cyber Crown 4t Floor,

Sec Il Village, HUDA Techno, Madhapur

®®©& THANK YOU!
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https://www.prodapt.com/en/
https://www.linkedin.com/company/prodaptsolutions/mycompany/?viewAsMember=true
https://www.youtube.com/user/channelprodapt
https://twitter.com/Prodapt?s=20
https://www.facebook.com/Prodapt

