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The topics to be covered 
today

01. Process Reengineering

02. Process Automation

03. Intelligent  Automation

05. A potential  approach for implementing Process Automation

04. Getting  started with AI

06. Process Automation impact on Risk Management
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Process Reengineering
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ÅIn the current global environment, many 
organisations are facing significant operational 
challenges:

τ Inflation leading to increased costs

τ Greater workforce instability and low unemployment 
levels

τ Increased regulatory overhead

τ Changes to globalisation

ÅSo, what can be done about this? Intelligent 
approaches include

τ Removing waste

τ Standardising and simplifying business processes

τ Improving process controls

τ Exploring AI -powered tools 
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Presently many organisations are struggling with increased cost and risk

Process reengineering has been around for a long -time, but AI is changing the way it can be used. Simply put 
å it broadens the solution set.



© Copyright Bevington Consulting Pty Ltd. All rights reserved.
All Intellectual Property in the software and manuals for the P3 and XeP3 products are owned by Bevington & Partners Pty Ltd.  

ÅProcess reengineering is the analysis and subsequent 
transformation of given business processes

ÅProcess reengineering redefines how your processes work

ÅThere are many potential benefits to process reengineering:

τ Improved efficiency (and therefore cost reduction)

τ Product quality improvement and enhanced customer satisfaction

τ Increased agility, flexibility, and innovation

τ Improved employee engagement

τ Better alignment with business goals

τ Creates a competitive advantage

ÅOne of the more powerful process reengineering tools today is 
process automation , and its impact is only going to grow
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One response to these pressures is process reengineering

Four Fundamental aspects of 
process reengineering

Identify 
Process

Review, 
Update & 
Analyse
As-is

Design 
To-be

Test & 
Implement 
To-be
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Å Capturing as -is processes (usually in group 
contexts) in moderate level of detail

Å Documenting processes in standard form

Å Heavy use of subject matter experts

Å Maintaining processes in standard software

Å Improving processes using ideas generated in 
group contexts

Å Potentially building to -be processes into ƒManualsƐ 
or Standard Operating Procedures

Å Capturing as -is processes 

ˈ Quickly and at speed

ˈ Captures process, role, structure and system information concurrently

ˈ Without being reliant on subject matter experts

ˈ Done in a way that is engaging for staff

Å Structured analysis  of as-is process for improvement opportunities (including 
Noise reduction)

Å Structured analysis of processes for automation opportunities

Å Quantification  of the issues and the opportunities

Å Scenario modelling of to -be opportunities 

Å Development of to -be processes to required  level of detail

Å Modelling of to -be processes in native process re -reengineering tool or other 
software

Å Use of scenario modelling  to build a quantified business case

Å Use of to -be processes for detailed operational deployment, change 
management of future system design

Å Development of metrics to measure process improvement

Process reengineering takes standard process improvement to a whole new level. The details 
captured as a part of this process are considerably more suitable for automation purposes
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VS

Process Mapping / Improvement Process Reengineering
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ÅRemoving waste such as

τ Errors (e.g. application of the wrong rules)

τ Unnecessary process steps (e.g. collecting data that is not 
needed)

τ Duplication

τ Rework

τ Avoidable search activity (e.g. taking time to find the right 
information)

τ Failure demand (work that results in a failure of the 
organisation to do something, such as put critical information 
on a web-site)

τ Delays (wait-time for customers)

τ Having the job done by the wrong role (e.g. complex work 
routed to the newest staff member)

ÅDesigning processes which work for sub -categories of 
work (for instance processes simple applications might 
involve a different process to complex applications)

ÅPlace controls at the start of a process rather than the 
end å minimise potentially wasted effort
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Modern process reengineering incorporates Lean, process automation, and a range of risk 
management perspectives. For instance
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The 14 office wastes still apply

1 Sorting and searching

2 Inappropriate measurement

3 Underload

4 Overload

5 Inappropriate prioritisation

6 Interruption

7 Inappropriate frequency

8 Start up and end off issues

9 Mistakes/Knowledge gaps

10 Communication errors

11 Sub optimisation

12 Internal waiting

13 Inappropriate presence

14 Inappropriate trade -offs
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ÅA telecom brand was struggling with their customer 
«kª´sgk ®k^{ ªkgks´s|q ~|z· ìrsqr-|kki«í g^zz pª~{ 
customers

ÅCustomers were frustrated by the single call queue and 
complex IVR tree

ÅInstead of incremental improvement the decision was 
made to completely re -design the customer service team

ÅThey implemented a Team of Experts (TEX) model

τ Organised cross -functional groups according to region

τ Each representative trained to manage calls from start to 
finish

ÅRepresentative performance evaluation was also 
redesigned to champion innovation and initiative

ÅThe result was a 13% reduction in cost to serve and a 
21% reduction in calls per account.
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Process reengineering can overlap substantially with operating model design
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Process Automation
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ÅProcess automation refers to a group of technologies involved in the pursuit of eliminating manual human 
intervention in business processes

ÅThe most prevalent form of automation is, of course, the software application

ÅHowever, two other prominent technologies for process automation are Robotic Process Automation (RPA) and 
Application Programming Interface (API) automation

ÅNaturally, each technology has its own uses, advantages and challenges
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What do we ƏtraditionallyƐ mean by process automation?

Facilitates direct interaction between separate 
systemsAPI ƍ

Use of robots / agents to complete tasks by 
emulating human -like behaviour in a system

RPA ƍ
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ÅAn API is a set of established protocols/codes/definitions which dictate how certain systems or 
applications interact with each other

Å7® g^| fk ®r~¯qr® ~p ^« ^ ì{kis^®~ªí fk®µkk| ®µ~ «k§^ª^®k «·«®k{« Ý~ª µkf«s®k«Þ ^|i p^gszs®^®k ®rk ®ª^|«pkª 
of data between them

τ Importantly, APIs enable services to interact with others without learning how they apply to one another

ÅIntegration of system APIs reduces the need for human intervention by allowing systems to communicate 
directly

τ I.e. eliminating the need for manual data entry which is expensive, time consuming, and error prone

ÅExample: an ERP may be required to share information between GL software, a CRM platform, and a data 
warehouse. Proper utilisation of APIs allows this back -and-forth data transfer to occur behind the scenes 
without manual input
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An API-based approach is different from what many would typically consider when thinking of 
process automation 
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ÅRPA bots are designed to interact with applications and processes in the same way a human would to complete a 
task

ÅPrk· ìk{¯z^®kí r¯{^| ^g®s~|« ^gg~ªis|q ®~ ^ §ªk-defined series of instructions or steps to achieve an outcome 
without the need for human intervention

ÅTypical targets for RPA are standardised, repetitive, mundane and/or tedious tasks such as:

τ Processing invoices and applications

τ Sending reminders to customers via text

τ Fraud detection

τ Payment execution

ÅExample: invoice -entry process

τ Opening and scanning emails

τ Downloading invoice attachments

τ Reading and copying key data from attachments

ÅUltimately frees up staff to complete higher value work

ÅWorks better when combined with process reengineering
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RPA is already considered a ƏtraditionalƐ form of process automation
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There are many existing vendors who provide packaged RPA solutions for a variety of different 
business cases
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ÅAn energy retailer in Australia was having trouble with 
paper -based, manual transactional billing processes 
resulting in opportunity cost and a higher than 
acceptable error rate

ÅThe retailer enacted an RPA-based response

Å280 bots within a growing library were used to 
automate transactional billing processes resulting in:

τ $650,000 benefits realised and 80% of processes 
automated in 1 year

τ Error rates were reduced to below 5%, this was a massive 
reduction in errors

τ Average transaction processing time decreased by 20%

ÅUltimately this retailer enjoyed a 163% ROI valued at 
$2.3m per annum
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Case study: Australian energy retailer
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Utilising AI in Process Automation doesnƐt simply mean 
automating the steps, but rather viewing the way to 
achieve the overall objective in a new light

The process of robotic process automation is 
being altered with AI

ÅRobotic Process Automation (RPA) has evolved 
into Intelligent Automation

Å"z®kª|^®s´kz·Ï ê^¯®~{^®s~| û ikgs«s~|s|që

ÅHow we collect and identify opportunities is 
changing

τ Some companies are using AI combined with data 
crawlers to automatically identify efficiency uplift 
opportunities (e.g. Aera technologies), however 
this is limited to processes where data can be 
collected for analysis

ÅAutomation and optimization of business 
processes for increased efficiency
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Process Automation takes on a whole new meaning when it is AI -driven

When processing claims, IA  
can:
Å Compile  and analyse data 

using machine learning to 
automatically generate 
accurate client files

Å Interpret a larger variety of 
customer/member 
responses without needing 
to involve a human for 
review

Some organisations are 
leveraging IA to improve 
onboarding / off -boarding 
processes. 
Å Pre-populate digital forms with 

information already present in 
HR systems

Å Automatically apply business 
rules and decide which contact 
paragraphs are appropriate

RPAAI IA
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ÅThe benefits of RPA are often limited to minor business 
processes due to their inability to manage more nuanced 
workloads

ÅPrk «^{k ª¯zk« ®r^® k|r^|gk MJ"í« kppsgsk|g· zs{s® s®« 
ability to tackle more complex tasks

τ For example, if a customer fills out a straight through 
processed form incorrectly, RPA may be unable to interpret it 
as it falls outside of its rigid rules, therefore creating manual 
work for a human

ÅRPA can make a process more efficient, but it does not 
itself improve the fundamentals of the underlying process

ÅRPA can "break" if an underlying system changes
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However, there are frustrating limitations to traditional RPA process automation


