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Process Transformation Has A New Focus
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End-to-ena Fabric Goals Governance
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Realize the importance of endpoint orchestration

Challenge Typical comment
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Orchestration Will Combine Level 1 through 4 Process
Patterns
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Automation Fabric Goals
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“Over the next five, 10, and 15 years, 8 billion
people will say goodbye to a complex web of
Isolated apps, sites, and databases as Al dissolves
the friction between humans and technology.”

Forrester Research
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Al computing unleashes disruption
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Source: Forrester Report, “Change The Interface; Change The World”
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Disruptors will build
new platforms,
services and
experiences right here



Fabric Goals Will Require Awareness Of Agentic Process
Management And Al Agents

Al Agents

General Al systems trained to act on behalf of
an enterprise or individual, performing tasks,
making decisions,and interacting with data or
other systems autonomously or
semi-autonomously. *

Agentic Al Systems

Agentic Al is a subfield of Al focused on
creating autonomous systems, that pursue
complex goals with limited or no human
intervention.



From APIls and Bots to Managing Models

Options for genAl models
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Al Agent Creation
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Five Important Al Agent Use Cases Will Emerge

FORRESTER

FIGURE 1

Forrester Groups Al Agents Into Five Types

Al agent

Example

Unlocking Al Agent Potential: Start With Choosing The Best Platform

Ten Agent Requirements Will Drive Selection

Customer-facing agents
Employee support agents
Consumer advocacy agents
Enterprise automation agents

Organizational stewardship agents

Virtual agents for self-service
RPA digital workers

Digital doubles

TuringBots

Fiduciary agents
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Business

High

Value

Low

Al Agents in Financial Services Are Coming

Long Term

Alert
Adjudication
Assistant
(
Advisor
Companion

Authorization
Assistant

Near Term
Investment

@ Research
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Customer Due
Diligence Analyst ®

High > Low
Implementation And Risk
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Platforms Will Specialize In Different Agent Use Cases

DPA Will Focus on Long-running Processes With Strong Action Components

Al Agent Platform

Primary Agent Use Case

Strengths

General-purpose Co-pilots

Consumer-facing agents
Employee support agents
Consumer advocacy agents

Natural Language Processing
Self-operating Al agents
Discreet tasks.

Intelligent Automation

Employee support agents
Enterprise automation agents

Strong “action” features
Long-running workflow

(DPA/RPA) At : Task Automation
Organizational stewardship Process Improvement
: : Short-run workflow
iPaaS Automation Enterprise automation agents Data and Integration-centric

automation

Domain-specific agent
frameworks

Employee support agents
Organizational stewardship

Training specific models
Governance, Cost Efficiency.
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DPA Governance

14



15

DPA Governance

£ Tools designed for business users to create automations have advanced the need for
e governance. GenAl will accelerate this trend.

N, A process system of record; application access permissions; strong audit features, and
é KPlIs to control misuse and application sprawl; active licenses and pipeline status

Zm Automation COEs set the governance tone

f:} Help with the process automation roadmap
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Use case selection challenges

Challenge Typical comment

© Forrester Research, Inc. All rights reserved.



Al data challenges are appearing

Challenge Typical comment
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COEs address skills and resource challenges

Challenge Typical comment
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Automation strike teams can help prevent problems

Domain experts
« Process ownership « Automation design/

- Change management test/maintenance
= Compliance

Strike team responsibilities
= Evangelize automation

Automation strike team - Manage guardrails
Strategy and planning « Project support Provide design authority

Architecture Drive architectural decisions
Coordinate across islands
Jump-start projects

Information technology
e Infrastructure = Security

= Integration = Service operations

Source: Architect Your Automation Strike Teams To Accelerate Transformation Forrester report
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https://www.forrester.com/report/Architect+Your+Automation+Strike+Teams+To+Accelerate+Transformation/-/E-RES158036#figure2

Develop Your Automation Fabric Architecture

Interaction Conversational Behind-the-Screen ~ On the Screen Al Agent—to- Al
Intelligence Agent

Facilitation Strike Team And Automation Value-stream Process
Federated Support COE Governance Orchestration Transformation

Toolkit

Process Intelligent Citizen Al Agent Building Al-led L3 and L4
Automation RPA, Development Tools Patterns
DPA Tools

Integration Cognitive and System Application Data
Physical

Data Sources Data Repositories  Process Human Expertise Business Context

and LOB apps.

Intelligence
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Platform confusion reigns

Horizontal
A
NICE Automation
Have added task Pegasystems WorkFusion Anywhere
: Nintex Now target process goals
automation and o :
rocess intelligence DPA RPAVintelligent beyond task automation
P . . Camunda . automation —build workflow engines
into their portfolios Bizagi
Appian H
yland SS&C Blue .
Microsoft Prism UiPath
Transformation Incremental
ServiceNow
SAP
Lead with Al but Portfolio vendors Have added low-code and
embrace Ll DPA/RPA features

automation support

Microsoft
Dynamics
365

Salesforce

Domain and use case focused

*Providers are representative of the category
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THE FORRESTER WAVE™
Digital Process Automation Software
Q4 2023
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“A gray bubble or open dot indicates a nonparticipating vendor. Source: The Forrester Wave™: Digital Process Automation Software, Q4 2023, Forrester report 5


https://www.forrester.com/report/the-forrester-wave-tm-digital-process-automation-software-q4-2023/RES179972?ref_search=3206043_1701184738810

* |dentify the right use case.

» Select the right technology for process transformation.

* Realize the importance of endpoint orchestration.

* Build a common data foundation that powers Al
initiatives.

* Engage your automation COE or strike team.




Thank You.

Craig Le Clair
VP, Principal Analyst

Amazon: https://amzn.to/3S0MXiz
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How to Fight Back When Automation Threatens
Your Work, Your Life, and Everything You Do

RANDOM

ACTS % OF

AUTOMATION
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