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Pressures Facing Business Services Firms

Business and professional services firms must adapt to meet new customer expectations. In 2021 clients expect services firms to innovate on every engagement,
adapt to evolving needs, and commit to achieving business outcomes.

Agility Continuous Innovation Delivering Business
Outcomes :
Dail Ecosystem FII’mS. mUSJ[
o be resilient to
stand-up
o manage the
> 5 .
e uncertainties
0p) .
L — — — — 4 emanating
— — — - & from client
a a a 3
engagements
Useable Q O Time and the
deliverable
economy at
lterative project management Enabling teams to deliver Clients seek business outcomes large.
methods process and product innovation that can drive exponential growth
NG J

Y
Staff demand systems that enable them to be fast, agile, and innovative.
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Business Priorities in 2021

What are your organization’s top business priorities for 2021?
Improve organization’s ability to attract and retain workforce

Continued business survival in the face of the current pandemic Bring the business and the team
through the pandemic

Optimize organization’s business processes and workflows to improve productivity

Improve omni-channel orchestration of customer engagement, transactions, and fulfillment to improve customer acquisition and retention rates

Build business resilience and mitigate risk with a focus on stability

Enhance, optimize, and build

Actively seek growth opportunities with a focus on innovation and disruption resli I ience

Improve asset utilization, extend asset life cycle, and reduce capital requirements

Cost reduction and optimization

Hold fire on geographic expansion

Introduce new and/or improved products and services: at a faster rate

Expand into new geographic regions/countries
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-_— IDC Source: IDC WW C-Suite (CXO) Survey, December 2020 IDC #EUR147646321 4 An IDC InfoBrief, Sponsored by



Process and Resource Barriers

What are the main obstacles for your organization

in achieving its business objectives? (Top 3)

F|nd|ng talented and skilled employees

Flndlng the right partnershlps

Retalnlng and developlng talent

CuIturaI re5|stance to change

Slloed organlzatlonal structure

Outdated busmess processes

Lack of vision and/or leadership

Insuff|C|ent scale, capauty and/or flnanC|aI resources

Outdated technology/IT

Other obstacle(s); please specify

0% 10% 20% 30% 40%

Process weaknesses create damaging vicious cycles.

— IDC Source: IDC European Software Survey 2021, n = 89 for professional services

Business and professional services firms are defined by their talent, and
difficulties in developing and allocating this talent pool are the primary barrier
to transformation. Internal silos and outdated processes also take their toll.

Resourcing barriers
o Finding talent is the number 1 challenge and this of course refers to recruitment, but

identifying talent that may already exist in the organization is also known to be a challenge.

O Problems at any stage in the talent cycle are a major barrier to business progress. Poor
processes
compound
pressure on

Process barriers teams

O Legacy processes were inflexible by design.
O QOutdated processes do not support agile and innovative ways of working. I
O Disconnected processes allow organizational silos to persist.

Barriers translate into pain points for key personas
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Finance manager HR manager Procurement Project manager
manager
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Finance Manager

Managing and reporting on financial performance . . o o o
© 9ng POTING P Which of the following best describes your top pain point?
O Ensuring compliance with statutory requirements
© Team performance management and development Planning, budgeting, and forecasting is inefficient and error prone
O Overseeing key finance processes e
7 Henegng Tnencietres T e

éRecruiting and retai|§1ing talent
éCommunicating finafncial and business mfetrics effectively
Too much: |

o Consolidating financial data gCapltaI approprlatlon process is uncoordlnated with long term plannlng

o Resomng process exceptions %Transactlon recordlng, reconciliation and reporting is mefﬁenct and error prone

Time allocation

Too little:
O Providing forward-looking views and advisory 0% 5% 10% 15% 20% 25%
O Inefficient planning, budgeting, and forecasting processes
u . _ O A single up-to-date view of current status
c O Keeping up regulatory requirements
O o , . O A single application in which all management tasks can be coordinated
=5 O Lack of data visibility and standardized reporting
c . O Adaptation of artificial intelligence (Al) and machine learning (ML) for finance use cases
‘o O Too many disconnected systems and processes
o _ _ , _ _ O Ability to quickly apply technology to emerging challenges
O Making financial planning and forecasting transparent
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HR Manager

What are the most important IT application areas for
improving business resilience in your organization?

Developing a talent pool to support the future business
Responding to short-term talent needs

Supporting the training and development agenda Find, recruit, and onboard new talent

Driving employee engagement
Develop and train. employees

Stress and burnodt among employeie-s

1dentify, reward, a§nd retain best er%ormers
Too much: | Y ber

O Talent sourcing Employ and manaége temporary worikers

O Managing job performance and satisfaction of workforce
Too little:

Support flexible wéorking and workinig from home

Time allocation

O Talent management 5 | | f | |
0% 10% 20% 30% 40% 50% 60%
o Aforward view of the organization’s talent requirements
2] Being beaten to the best candidates o , _
c O A means to efficiently coordinate candidates
ko) Always being reactive, not proactive _ ,
o O Manage talent in an agile and accurate way
£ Beating the vicious cycle of high staff turnover o , , , , o
© O Holistic view of employee well-being, job satisfaction, and performance across the organization
o Staffing properly right now to avoid overspend in the face of uncertainty _ _ _
O Being able to retain the right talent

— IDC Source: IDC European Software Survey 2021, n = 89 for professional services IDC #EUR147646321 7 An IDC InfoBrief, Sponsored by U n I T4



O

Procurement Manager ¥

Thinking about the technologies and workflows that procurement will use
in 2021, please rank the top 3 technologies that will be used in order of
importance.

O Helping the team to move from tactical to strategic sourcing

O Ensuring the products and services required by the organization are of
the right quality and are available on time

: : : Transaction processin
o Protecting value for money, reducing cost, and preventing overspend i b N9

ESuppIier enablemenfc and onboarding
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Procurement analytics

5 Too much: -

s Supplier performance management

© O Responding to unforeseen requirements - ]

8 Contract discovery, management, and tracking

— O Unblocking problematic transactions - ]

© ) §elf—service requisitioning and approval flows

- Too little: 7

g Strategic sourcing

o O Supplier relationship management —
0% 10% 20% 30% 40% 50%
O A robust but rapid sourcing process for unplanned requirements

2] Maverick spending N _

c O The ability for staff to self-serve from approved suppliers

Ko Late involvement in spending decisions , , ,

o O Rapid access to supplier performance and spending data

£ Dealing with the complexity of spending and the supplier base _ , , , -

© O Regulate costs and streamline their procurement practices without sacrificing control

o Sustaining cost reduction N _ o ,
O Ability to decentralize administrative tasks

— Source: WW — C-Suite (CXO) Survey, IDC, December, 2020 IDC #EUR147646321 8 An IDC InfoBrief. S db
-~ IDC Base=Respondents indicated oversee procurement n ntobriet, sponsored by U n I T4



Project Manager G%?

bl UN T4
O Ensuring the client receives deliverables on time performance
1001 > Insights o m e e ?
o Coordlnatlng taSkS and resources El Summary v |[ilu Analytics v |\ Expenditure v &2% Engagementv Q Forecast v
Insights > Performance > Grid
O Internal reporting, but this is secondary to ensuring client success - : ,, 2
Jul 3,2020 - Oct 1,2020 Selected (2) ) '
All scores are assigned to a scale of 0-5 Settings
pme— — Horizontal axes (x) v
. ' = All questions
g TOO mUCh: % |j£int Performance: All questions ' yenesl ATy - )
:I= | | g o napsvo Questi
¢ O Managing resource conflicts : : ot Al aesions
o - | :
= O Providing updates by email &
GE’ Too little: b
] . . . Performance: All questions
= | O Influencing the economic success of projects

Tight management and control on all aspects of the project, including project
O The need to manually key project data in to multiple systems budgeting, people planning, forecasting, time and expense management, revenue
recognition, project billing, and timely reporting from one source of truth

ts
o

O Difficulty in identifying resource conflicts with other projects

in poin

The ability for all stakeholders to directly access project information

o

O Lack of visibility on resource skillsets, job performance, and satisfaction

Pa

O Access to HCM data (skills and availability) to ensure appropriate resource allocation
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The Role of Smart Automation

=IDC

Root causes of
persona pain points

A multitude of technological and
human factors lead to poor data

and disconnected processes:

High friction leads to low
adoption

Administration considered
low priority

Error-prone processes and
human error

Disconnected systems
cause process
discontinuity

See the full
picture

How smart automation helps

©

Make a fully
informed
decision

Focus on value-
adding activity

Take action in
the moment

Know the
technology wiill
follow through

IDC #EUR147646321
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Process
execution
becomes:

Rapid
Timely
Accurate

Efficient
Continuous
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Use Case: Project and Life-Cycle Management

The Unit4 solution The challenge

Technology

=IDC

Data relating to the status of projects is spread among multiple systems
and spreadsheets and is rarely truly up to date.

Practice and project managers must make decisions quickly to keep
pace with the needs of clients; often decisions will have to be made with
only some of the facts.

ERPx with integrated smart automation provides a single interface
through which data relating to the full project life cycle can be viewed
and is permanently analyzed.

If, for example, a project runs over budget, Al can identify the reason

by interpreting data from multiple solutions (e.qg., low job satisfaction,
resulting in hiring many external contractors on the project) and propose
immediate changes to get the project back on track.

The combination of Al and machine learning enables managers to
take action immediately and proactively, even where actions must be
executed through multiple systems and/or solutions.

Communication to relevant parties involved is automatic.

Business benefits

Automated
project UNIT4
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Managers have access to the right level and quality of information
more frequently and therefore make more precise decisions.

Enabling managers to act on information in the moment reduced
execution times and prevents processes being left in limbo.

Unnatural partitions formed in standard ERP software functions
are removed, enabling seamless data flow between departments.
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Use Case: People Planning

O Clients require a rapid and reliable way of engaging a service provider’s Robotic

)
5 Resource U NIT4
e O The needs of each request must be assessed to determine the type and Planning = e Comsuting Sevces Projecs PNA x _ Service planner x
S level of resource required. L | Sl
w Order summary X | Sabect soirch., |-| | Setection: [Servios poot honn Post| | Eal section
. . . . . ey Day Wock & weala Mesth o e Hhow Tihours | [ Bhowdons magmensa | | Lagend |
= O The staff in question may be engaged in client-facing activities, but a No warm water 4 :'_:_f'w iy 1 i e e
rapid response is required. P ’ e G
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City of Landon
Failure causs , :ﬁ:{;m
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= O Requests arriving by email are automatically converted into a work order, Sorvice onder 7 d—— -
o initiating the business process instantly. — 4 it
“ Notth oo s
S O The work is automatically scheduled into the service planner.
5 | | wosonenes | * '
o O Interconnected people/project planning and talent management, always N T T e e e e el
. . . . Morth Pool Mo unassigned work for fhe selected daté range. Mote: Please check if there are any fillers applied
= selecting the right resource for the right project. 3 -
I_ MNe senice poal

O Employing machine learning to realize smart automation aimed at making

the life and work of the user easier o The process is initiated instantly, avoiding any delay or mishandling of inbound

requests.
O Interaction with certain key people within the process is via a chatbot

L : O The customer receives the earliest possible view of when the service will be provided,
communicating through Microsoft Teams.

boosting customer experience.
O Al is applied to identify the optimum resource, learning from previous

projects and resource performance interconnecting HCM, ERP, and talent
management.
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O Staff interact with systems through existing communication channels, reducing or even
removing the need for training.
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Use Case: Accounts Receivable

o O Project progress is not smooth and resource utilization is not evenly Al enabled
Spread.
3 " payment
T O Knowing which projects are profitable for the business at a point in time issue 4
© is critical, but hard to calculate with no one person holding all the data . cpe  us - | -
0 . identification g 17
- required. . e
= g
O Opportunities to intervene are often missed. W @ e s o oo 110 v s et s
I. w-ll-:n..mr.p..:-
'S S
B fer s i
E O ERPx enables managers to quickly check project plans and payments are e A D A
5 in sync by combining finance and project status data. P ok s o ot Yt o 5 it
0 . N . - . -
7 O Alis used to assess a client’s payment history holistically, assessing the s
§ need for a credit check based on the full picture. :
: u g:‘.-ﬂ.. curtfemaes Foi? Cualdy Produd® Raa beer pleced on boid
3 O A credit check can be initiated automatically where necessary.
= O Anegative credit check can trigger a block on new commitments. © R -

o Alis applied to rigorously and consistently assess the need for the credit
check.

o Days outstanding metrics can be improved, enhancing working capital.

O Target credit checking reduces the chance and size of client defaults, directly reducing

O Industry-specific enterprise mesh. losses.

]
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o
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O Prepackaged integrations with third-party apps, boosted by machine-
learning-driven automations.

O Personalized experience to ensure that all users, regardless of functional expertise,
have software that works for them.
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Conclusions

=IDC
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Liberate resources to focus
on value-adding activities

Data visibility

Key personas in business
services find they are unable to
perform value-adding activities
due to the time lost performing
activities that can be automated
by a modern ERP solution.

Decision making is often made
by staff who can’t see the whole
picture, leading to poor decisions
and internal conflict.

5

Act in the moment

Smart automation can help
managers act immediately once
a decision has been made,
without waiting for others or

the opportunity to access other
systems.

For more information visit www.unit4.com/smart-automation
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