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About the report

1
As enterprises attempt to reduce complexity and streamline business functions, intelligent automation (IA)solutions 
are becoming more intuitive. The capabilities of automation tools and platforms are expanding to allow 
integration with digital technologies such as machine learning (ML) and cybersecurity and offer self-learning and 
data intelligence capabilities.

2
Avasant’s interactions with enterprise digital leaders indicate that there is significant business value in expanding 
the scope of intelligent automation through persona-based automation and process intelligence. Enterprises are 
also seeking new ways to leverage predictive automation capabilities to minimize risks and vulnerabilities across 
their business processes.

3
The Intelligent Automation Services 2021–2022 RadarView is aimed at helping enterprises understand the 
upcoming evolution of this space and the critical role that service providers play in this ecosystem. It also assesses 
the implementation services providers that are emerging as strategic partners in the enterprise IA journey.

4
Avasant evaluated 31 providers through a rigorous methodology across the key dimensions of practice maturity, 
partner ecosystem, and investments and innovation to recognize 24 providers that brought the most value to the 
market over the last 12 months.

5
The report also highlights the key trends in the market and Avasant’s view of the road ahead for enterprises 
adopting intelligent automation over the next 12 to 18 months.



Executive summary
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Defining intelligent automation

Intelligent automation is a combination of robotic automation with one or more AI technologies.

Artificial intelligence (AI)

Deep 
learning

Neural 
networks

Machine learning

Computer vision

Predictive analytics

Intent enginesNLP

OCR 

Autonomics

IT automation

Fractal 
sciences

Run book 
automation

Robotic desktop 
automation

Robotic process 
automation

Chatbots

Digital virtual agents

Judgment-based processes,
unstructured data

Rules-based processes, 
structured data

Intelligent automation (IA)
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Key enterprise intelligent automation trends shaping the 

market

Standalone 

automation 

implementations are 

declining

Digital personas are 

gaining traction to 

provide personalized 

automation services

Citizen development 

becomes enterprise 

priority to scale 

automation 

The industry is 

moving toward

hyperconverged 

automation

• Growth in automation as a standalone technology is considerably stagnant. Business platforms with 
embedded IA capabilities are giving stiff competition to standalone automation providers. For 
instance, SAP offers its S/4HANA platform with integrated automation capabilities as a successor to its 
legacy SAP ERP Central Component platform.

• In response, platform providers are building intuitive automation platforms that allow integration 
opportunities with digital technologies and offer self-learning and data intelligence capabilities.

• Nearly 15% of automation engagements involve digital replicas of various job roles and business 
functions, known as digital personas. These personas help automate and streamline mundane tasks 
across internal departments, such as HR, IT, and finance and accounting.

• In the next 12 to 18 months, off-the-shelf industry-specific persona-based solutions will become widely 
available, primarily in retail, manufacturing, banking, and healthcare. These industries together 
account for half of the total IA engagements.

• Enterprises are prioritizing citizen development to scale their IA implementations and maximize ROI. 
Nearly 34% of the IA projects involve low-code/no-code implementations.

• To ensure effective risk management, initiatives around governance such as hybrid citizen 
development models, built-in security, hybrid governance teams, and citizen development training 
are rising.

• About 30%–40% of automation projects cannot realize the expected business results because of siloed 
point solution implementations, the inability to reuse automation assets, and lack of bot agility.

• Service providers are helping enterprises transition from automation of low-complexity to high-
complexity workflows by expanding their IA capabilities across the value chain. It includes intelligent 
document processing, process intelligence, semantic automation, and predictive automation.
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Road ahead for enterprises

Track and assess the 

potential application 

areas for semantic 

automation

• Enterprises should closely monitor the advancements in artificial intelligence (AI), machine learning 
(ML), and pattern recognition to shift from traditional rules-based automation to automation of 
processes based on the knowledge and information extracted, known as semantic automation.

• Semantic automation will help derive context from complex data and establish relationships across 
workflows and minimize the developer role in designing automation workflows.

Deploy reusable 

automation 

components for 

scalability

• While many organizations have increased their focus on custom IA implementations based on their 
business needs, IT teams lose a significant amount of time developing and deploying customized 
automation assets for processes with common workflows.

• Invest in reusable automation components to avoid building automation pipelines from scratch. 
Identify key workflows to be automated and split them into subprocesses based on their complexity. 
Analyze if the reusable assets can automate multiple process components.

Build a robust data 

management 

strategy to maximize 

benefits from IA

• With the IA capabilities becoming more intuitive and predictive, establishing a robust data 
management strategy can augment the capabilities of IA platforms delivering data intelligence.

• Data extraction from complex unstructured document types can facilitate downstream data 
consumption. Explore downstream data migration options to data warehouses in the cloud to enable 
seamless data integration with the IA tools and platforms.

Improve oversight on 

the risks linked with 

IA implementations

• Enhance focus on risk governance and oversight through dedicated audit teams and guidelines for IA 
implementations. Perform continuous monitoring of access management, activity logs, and audit trails 
for automation workflows. Closely track the key risk indicators to identify deviations and anomalies in 
the automation processes.

• Risk assessment and governance initiatives can help IT teams choose optimal IA solutions to maximize 
business value from their automation engagements.
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Practice maturity

Avasant recognizes 24 top-tier providers supporting the

enterprise adoption of intelligent automation



Lay of the land
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Business platforms with embedded automation are 

competing with standalone automation implementations

Sources: Avasant Research; Avasant IA Services RadarView Survey, September–November 2021

Business platforms
Platform 

providers
Implementation description

Enterprise resource 
planning

Noble Biomaterials implemented QAD Enterprise platform to streamline discrete sales and inventory management. 
It automated shop-floor operations and invoice processing and reduced the use of third-party applications by 80%.

Intelligent business 
process management

Siemens implemented the Pega iBPMS platform to automate and digitize 12 electrification workflows for 45,000 
users. It improved process efficiency by 80% and reduced costs by 10x.

Customer relationship 
management

Razorpay deployed Salesforce CRM to automate and streamline account management and sales activities. It 
increased lead conversion by 38% and improved sales team efficiency by nearly 30%.

Content management
Construction Resources Management deployed Hyland OnBase to automate the processing of over 86,000 
invoices annually. It improved visibility into accounts payable and accelerated approvals through multiple devices.

Examples of enterprises leveraging business platforms with integrated automation capabilities to automate mundane tasks

• With business continuity being the enterprise priority in 2020, investments in intelligent 

automation skyrocketed. 

• However, the growth in IA engagements is stagnating considerably as automation is 

not seen as a standalone technology. It has become the pillar of all digital innovation 

solutions, including smart stores and intelligent manufacturing. 

• Automation is being embedded in business platforms, standardizing automation 

workflows and eliminating RPA tools for interaction between applications.

40%

90%

16%

2019 2020 2021

YOY growth in intelligent automation 
engagements in 2021



11 Sources: Avasant Research

The capabilities of automation tools and platforms are 

expanding to deliver data intelligence

Process discovery tools

Intelligent document 

processing platforms

Automation platforms

Leveraging data to 

offer process 

intelligence

Summarizing data 

insights from 

complex 

documents

Delivering real-time 

bot insights

Celonis partnered with IBM to combine its execution management system 
with IBM’s automation services for process intelligence capabilities. It aims 
to build industry-specific applications on Celonis Execution Management 
System for regulated industries, such as government and financial services.

Blue Prism partnered with ABBYY to launch a process intelligence platform 
called Blue Prism Process Intelligence powered by ABBYY Timeline. The 
solution leverages data from user interactions and system logs to analyze 
and monitor business workflows.

LTI’s Fosfor Aspect document extraction platform applies its proprietary 
knowledge nugget capability to generate insights from crucial sections in 
documents such as legal contracts, insurance reports, and policy records.

EdgeVerve’s Nia DocAI document extraction platform extracts metadata 
from complex documents and provides insights and summaries to highlight 
critical information for the users.

UiPath integrated its automation platform with Qlik’s data analytics 
platform for advanced analytics capabilities. It aims to improve operational 
efficiency across automated business workflows through real-time 
monitoring.

Appian’s low-code automation platform offers real-time bot monitoring for 
in-house and third-party bots. It offers real-time insights to improve visibility 
across automation engagements.

Tools and platforms Extended capability Description
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IA platforms are becoming more intuitive through integration 

with digital technologies and platform advancements

Source: Avasant Research

• In October 2020, UiPath partnered with 

eSentire to offer a cloud-based security policy 

automation platform.

• In November 2021, Blue Prism upgraded its 

intelligent automation platform to allow 

developers to integrate their machine 

learning models into Blue Prism’s bots.

• In March 2021, Automation Anywhere 

migrated its Automation 360 platform to 

Google Cloud to offer a browser-based 

experience to enterprises.

• In January 2021, NICE introduced a click-to-

automate feature for its automation platform 

to allow developers to visually discover 

automation opportunities in real time.

• In April 2021, Pega launched Pega Process AI 

to incorporate self-learning and real-time 

decision-making capabilities into its low-code 

automation platform.

• In August 2021, Kofax acquired Printix to offer 

cloud-based print management capabilities 

for its intelligent automation platform.
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Demand for IT automation has accelerated in the past year 

to accelerate enterprise journey to autonomous IT operations

Sources: Avasant Research; Avasant IA Services RadarView Survey, September–November 2021

28%

38%

34%34% 33% 33%

IT automation Enterprise process

automation

Industry-specific

process automation

2020 2021

IA adoption by business segment

• In the last 12 months, focus has shifted from enterprise process automation 
to IT automation. Demand for industry-specific automation remains 
stagnant.

• As enterprises transition from reactive to proactive IT operations, intelligent 
automation has become an essential component in their digital toolkit.

• The scope of automation is rising in event correlation and analysis, unified 
incident management and remediation, preventative maintenance, and 
full-stack observability to build an autonomous IT infrastructure.
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Bot libraries have become table stakes for service providers to 

fulfill enterprise demand for horizontal automation

Source: Computer Economics 2021, Avasant Research

3%

6%

8%

13%

15%

17%

17%

24%

Marketing

Sales

Procurement

Human resources

Customer service

IT support

Operations

Finance and accounting

Considered or planned uses for automation investments by 
enterprises

• Invoice processing

• Fraud detection

• Accounts reconciliation

Finance and
accounting

• Contract management

• Customer onboarding

• Inventory management

Operations

• Zero-touch monitoring and 
resolution

• Multicloud observability

• Self-healing

IT support

Customer
service

• Self-service helpdesk

• Personalized customer support

• Issue resolution

• Employee onboarding

• Performance management

• Leave management

Human
resources

To cater to horizontal automation, service providers are 
advancing their bot library primarily in the following domains:

Percentage of enterprises

Enterprises with legacy systems rely on horizontal automation to 

achieve quick process efficiency and cost savings.
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Service providers are catering to personalized automation 

requirements through digital personas

Source: Avasant Research

Up to 

15%
of automation 
engagements 
are persona 

based

Personas are digital replicas of various job roles and business functions. These personas are based on day-to-day activities and
interactions with internal teams and clients.

In the next 12–18 months, off-the-shelf industry-specific persona-based solutions will become widely accessible to enterprises. 
Currently, they are available on demand, taking between eight and 12 weeks for a mid-sized organization.

Digital personas that are seeing the most traction for automation

• Director of operations

• Strategy and operations 

leader

• Category manager

• Resource manager

• Operations coordinator

Operations

• Chief financial officer

• Project manager

• Financial analyst

• Accounts manager

• Credit analyst

Finance and 
accounting

• Chief technology officer

• IT support engineer

• Test manager

• Information security 

analyst

• DevOps engineer

Information 
technology

• Chief human resources

• Administration executive

• Talent development 

manager

• Recruitment manager

• Payroll and benefits 

specialist

Human 
resources
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The demand for better customer experience and process 

enhancements has increased IA adoption across industries

1. Analysis based on over 5,800 ongoing and completed IA client projects across the proof-of-concept, pilot, and production stages. The area of 

each industry signifies the share of client projects in that specific industry. The percentages do not add up to 100% because of rounding.

2. Based on Avasant Intelligent Automation Services RadarView Survey, September–November 2021

The retail and CPG and manufacturing sectors continued to see the maximum adoption in IA engagements in the last 12 months.

Banking, 11% Financial services, 9%

Travel and 

transportation, 

4% 

Healthcare and life sciences, 

11% Insurance, 11% 

High-tech, 6%
Retail and CPG, 14%

Telecom, media 

and 

entertainment, 8%
Manufacturing, 14%

Professional 
services, 2%

Utilities and 

resources, 7%

Nonprofits, 

1%

Government 

3% 
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Manufacturing organizations are investing in IA solutions to 

streamline horizontal processes

01

• Customer and vendor 

onboarding

• Purchase order 

automation

Procurement

02

• Order management

• Lead and quote 

management

• Freight and contract 

management

Supply chain

03

• Product defect 

detection

• Automated asset 

monitoring and 

resolution

Operations

Use cases 

driving 

intelligent 

automation 

adoption

Source: Avasant Research

Manufacturing companies have accelerated the adoption of intelligent automation solutions in the past 12 months 

to reduce human dependency on manual tasks and achieve process improvements.

2
• Saint-Gobain implemented an ERP solution to automate 

and streamline product and order management 

processes.

• It reduced the product return rate by 25%, improved  

quote generation by three times, and increased overall 

sales.

3
• A French manufacturing company leveraged an AI model 

to automate the product defect detection process.

• The AI model improved the defect detection process by 

50%. This reduced cost by nearly 25%.

• A semiconductor manufacturing company implemented 

an automation solution to improve its vendor onboarding 

cycle time.

• It automated vendor information validation and escalations 

to improve purchase order compliance across vendors.

1

A French manufacturing company

A semiconductor manufacturing company
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The demand for AI-based automation use cases has 

increased in the retail and CPG sector

01

• Price match request

• Promotions and loyalty 

programs optimization

• Self-service helpdesk

Customer 

service

02

• Order placement and 

invoice processing

• Inventory reconciliation 

and flow tracking

Inventory 

management

03

• Automated 

product and offer 

recommendations

• AI-based product 

matching

Sales and 

marketing

Use cases 

driving 

intelligent 

automation 

adoption

Source: Avasant Research

Retailers are reimagining physical stores for experiential retailing and enhanced experiences through accelerated 

digital transformation activities with intelligent automation at the core.

2
• American Solutions for Business deployed a document 

processing and management solution to automate the 

processing of nearly 8,000 invoices each week.

• The solution saved the manual effort of 10 employees and 

eliminated 12 touchpoints from the invoice processing 

journey.

3
• Avenue Stores deployed an intelligent automation solution 

to automate customer product recommendations.

• The solution personalized the product recommendation 

process by collecting data from various customer 

touchpoints.

• Hamleys implemented a SaaS-based customer support 

solution to automate and scale its customer service.

• It reduced costs by 50% and implementation time to less 

than two days and improved overall customer 

satisfaction.

1
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Enterprises are deploying automation enablers across the 

value chain to yield a level of scale that can maximize ROI

Source: Avasant Research

Capabilities Enterprise Description

Low-code/no-

code     

(LC/NC)

Security Benefit implemented a low-code automation platform to automate the finance and operations workflows. It 
reduced report verification time from eight hours to 15 minutes and saved over 17,000 hours of manual effort.

Entelgy Digital implemented Appian’s low-code automation platform to accelerate invoice processing. The solution 
provided a centralized view of the invoice processing workflow and increased return on investment.

AI-assisted 

automation

An American 
insurance provider

An American insurance provider used an AI-based automation solution to identify new products based on data 
insights from customers. This improved operational efficiency by 20% and data quality by 65%.

Siemens implemented an AI-assisted automation solution to optimize customer service requests. It reduced ticket 
processing time from 30 minutes to five minutes and improved query processing accuracy to 90%.

Process 

intelligence

FM Global implemented Skan’s process intelligence platform to automate insurance claims processing. It identified 
bottlenecks from the claims processing workflows and improved overall visibility.

Stadtwerke Essen AG leveraged Celonis’s process intelligence capabilities to automate the accounting workflows. It 
automated the processing of 25% of nearly 10,000 invoices and reduced the number of manual verification steps.

Cloud 

deployment

TaskUs implemented the Automation 360 cloud to automate customer verification, account verification, and customer 
service. It improved the customer satisfaction score and reduced manual efforts from the verification processes.

LPL Financial deployed a cloud-based automation platform to automate the document management tasks in trading 
and operations. It reduced processing time by 80% and achieved an average handling time of 20 seconds.

Self-healing 
systems

Credit Suisse leveraged RPA bots and performance monitoring tools with self-healing capabilities to automate its IT 
ticket resolution. It observed a 46% improvement in resolution time and 53% reduction in system outages.

A hospitality 
organization

A hospitality organization leveraged an automation solution with self-healing capabilities to streamline post-migration 
activities. It achieved cost savings of nearly 40%, eliminated manual errors, and reduced upgrade cycle time by 30%.

Key intelligent automation enablers based on enterprise preference 
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With the increase in LC/NC implementations, initiatives around 

governance are rising to ensure effective risk management

A combination of internal training programs and external 
certifications is helping enterprises strengthen their citizen 
development practice. These programs include modules on tool 
implementation, best practices, and coding standards.

Citizen 
development 
training and 

reskilling

34%
of automation 
engagements 
involve LC/NC 

implementations

Enterprises are leveraging federated centers of excellence (CoEs) 
and hybrid citizen development frameworks that allow system 
developers to assist citizen developers in designing their own low-
code/no-code models.

Hybrid citizen 
development 

models

Organizations are establishing hybrid governance committees to 
monitor and scale their low-code/no-code implementations 
continuously. A typical committee consists of service providers, 
technical experts, security experts, and key business stakeholders.

Hybrid 
governance 

teams

Security features such as database encryption, multifactor 
authentication, and role-based access controls are enabling 
enterprises to conduct quality checks, set permission standards, 
and safeguard the deployment process.

Low-code 
platforms with 
built-in security
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The industry is moving toward hyperconverged automation

Source: Avasant Research

Service providers are supporting enterprises in their journey to an end-to-end hyperconverged automation. This approach can 
yield a level of scale where ROI can be maximized

• In task automation, human involvement is 
primarily at the start or the end of the workflow.

• However, in the case of end-to-end automation, 
human intervention is required at various steps 
across the automation workflow.

• Therefore, providers are helping enterprises build 
an intuitive and user-friendly orchestration layer, 

allowing seamless workflow management 
between humans and digital workers.

• The enterprise expectations from automation as 

technology has evolved from traditional process 

automation to automated decision-making.

• For instance, bundling the consumption pattern of 

a customer with third-party data to forecast 

customer demand. Depending on the results, either 

notify the account manager or recommend to the 

customer to buy more to avoid risk of shortage.

• This automation is high-complexity, low-frequency 

but, importantly, is high value.

• The industry is transitioning from automation of 

low-complexity workflows to high-complexity 

workflows as companies focus on automating the 

entire automation value chain.

• Providers are expanding capabilities across 

process discovery and intelligent document 

processing to bridge the gaps along the value 

chain.

• The advancements in artificial intelligence, 

machine learning, and pattern recognition are 

enabling enterprises to shift from traditional rule-

based automation to semantic automation.

• Providers are focusing on developing semantic 

bots to derive context from complex data and 

establish relationship across workflows.

• This will help enterprises initiate their automation 

processes with minimal intervention from the 

developers.

Seamless human 

machine 

collaboration

Semantic

automation

Predictive 

automationHyperautomation
Hyperconverged

automation
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There are five challenges enterprises must address to reach 

the full potential promised by intelligent automation

Automation opportunity assessment 

based on intuition
3

• Many companies identify and prioritize 

automation opportunities manually. 

• However, an AI-based process discovery 

solution can help distinguish business 

processes with maximum ROI impact and 

design automation workflows.

Siloed point solution implementations1

• Siloed automation implementations lead to 

automation gaps, which represent missed 

opportunities. 

• Automating the complete cycle of processes 

such as procure to pay and order to cash 

can eliminate these risks.

5

• Many times, bots are designed to solve a 

specific task without breaking it into multiple 

components managing specific 

responsibilities, which leads to resilience and 

reusability.

• Reusable bots expand a company’s 

efficiency and productivity without 

additional expense or implementation time 

required for a new bot.

30%–40%
of automation 

projects are not 
able to realize 
the expected 
business results

4

• Combining RPA bots with AI can make bot 

breakdowns less frequent as bots understand 

the context of their assigned tasks.

• Also, designing the bots by anticipating the 

ways in which they might break can lower 

the odds of bot breakage.

Lack of bot agility to manage rapid 

application developments 

2

• As IT teams primarily focus on technology-

based SLAs, there is a disconnect with 

business goals, leading to high costs and lost 

opportunities.

• Organizations need data-driven decision-

making that ties IT outputs to business results.

Lack of alignment between the business 

and IT functions
Inability to reuse automation assets
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Asset development

• New offerings, IPs, and patents

• Solution accelerators, and 

industry-specific assets 

development, prototypes

Sources: Avasant Research; Avasant IA Services RadarView Survey, September–November 2021

Developed industry-specific 

solutions for pharmaceutical 

and insurance sectors

Filed two US patents to enhance 

its automation assessment 

frameworks

Expanded its catalogue of digital 

personas with 12 new personas in 

the last 12 months

Planned investments in next 12 months Key investments undertaken by service providers in 2021 

Service providers are making notable investments to support 

enterprises in their automation journey

6%

18%

21%

26%

29%

Human capital development

• Certifications and training

• Creative hiring and upskilling 

of resources
Established a new innovation 

hub in Hyderabad, India

Conducted a global citizen 

development hackathon with 

over 140 participants

Launched a process automation 

training program in partnership 

with TalentSprint

GTM enablement

• New channels development

• New product road map and 

marketing initiatives

• Geographic expansion

Expanding its automation and 

cloud capabilities in North 

America

Investing to expand in the BFSI, 

healthcare and life sciences, 

and manufacturing sectors

Expanded its innovation 

approach with technologies 

from over 1,000 startups

Leveraging ecosystem

• Increasing partner 

collaboration

• Crowdsourcing, hackathons

• CoEs and joint labs

Expanding geographic reach, 

especially in NA, Europe, 
and Asia-Pacific regions

Partnered with Spacee to 

develop a supply chain 

automation solution

Partnered with 25+ new niche 

technology providers with 

automation capabilities

Inorganic expansion

• Acquisitions

• Strategic investments Acquired NxT Digital Business 

from LTI to introduce AI/ML-

based industry-specific models

Acquired myInvenio to 

leverage its process mining 

and digital twin capabilities

Acquired ServiceNow Elite 

partner GuideVision for USD 36 

million



RadarView overview
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Avasant’s Intelligent Automation Services RadarView

assesses service providers across three critical dimensions:

Practice maturity

• This dimension considers the current state of the provider’s intelligent automation practice in terms of 
its strategic importance for the provider, the maturity of its offerings and capabilities, and client 
engagement. 

• The width and depth of the client base, usage of proprietary/outsourced tools and platforms, and 
quality of talent and execution capability are all important factors that contribute to this dimension.

Partner 

ecosystem

• This dimension assesses the nature of the ecosystem and partnerships that the provider has entered 
into, the objective of the partnership (for example, codevelopment or co-innovation), its engagement 
with solutions providers, startup communities, and industry associations.

• The kind of joint development programs around offerings, go-to-market approaches, and the overall 
depth in partnerships are all important aspects.

Investments and 

innovation

• This dimension measures the strategic direction of investments and resultant innovations in the 
offerings and commercial model and how it aligns with the future direction of the industry.

• The overall strategic investments, both organic and inorganic, toward capability and offering growth, 
technology development, and human capital development, along with the innovations that the 
service provider develops with its partners, are critical aspects of this dimension.
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Research methodology and coverage

Avasant based its analysis on several sources:

Publicly available information such as Securities 
and Exchange Commission (SEC) filings, annual 
reports, quarterly earnings calls, and executive 
interviews and statements 

Public 

disclosures

Discussions with enterprise executives leading 
digital initiatives and influencing provider 
selection and engagement

Market 

interactions

Inputs collected through an online 
questionnaire and structured briefings in 
September–November 2021

Provider 

inputs

Of the 31 service providers assessed, the final 24 

featured in RadarView for 2021–2022 are:

Note: Assessments for Accenture, Atos, Coforge, DXC, Genpact, Hexaware, Mphasis, NTT DATA, and UST were conducted based on public 

disclosures and market interactions only.



Intelligent Automation Services 2021–2022 

RadarView
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Reading the RadarView

Avasant has recognized service providers in four classifications:

Leaders show consistent excellence across all key dimensions of the RadarView assessment (practice maturity, partner ecosystem, 

and investments and innovation) and have had a superior impact on the marketplace. These providers have shown true creativity

and innovation and have established trends and best practices for the industry. They have proven their commitment to the industry 

and are recognized as thought leaders in their space, setting the standard for the rest in the industry to follow. Leaders display a 

superior quality of execution and a reliable depth and breadth across verticals.

Innovators show a penchant for reinventing concepts and avenues, changing the very nature of how things are done from the 

ground up. Unlike leaders, innovators have chosen to dominate a few select areas or industries and distinguish themselves based on 

superior innovation. These radicals are always hungry to create pioneering advancements in the industry and are actively sought 

after as trailblazers, redefining the rules of the game.

Disruptors enjoy inverting established norms and developing novel approaches that invigorate the industry. These providers choose 

to have a razor-sharp focus on a few specific areas and address those at a high level of granularity and commitment, which results 

in tectonic shifts. While disruptors might not have the consistent depth and breadth across many verticals like leaders or the 

innovation capabilities of innovators, they exhibit superior capabilities in their areas of focus.

Challengers strive to break the mold and develop groundbreaking techniques, technologies, and methodologies on their way to 

establishing a unique position. While they may not have the scale of providers in other categories, challengers are eager and nimble 

and use their high speed of execution to great effect as they scale heights in the industry. Challengers have a track record of 

delivering quality projects for their most demanding Global 2000 clients. In select areas and industries, challengers might have

capabilities that match or exceed those of providers in other categories.
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Intelligent Automation Services 2021–2022 RadarView

Practice maturity



Capgemini profile
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Industry coverage

Darker color indicates higher industry coverage through digital services

Capgemini: RadarView profile

~4%
IA services 

growth YOY 
(June 2021)

Active client 
growth

(June 2021) 

Delivers intelligent 

automation services 

through a data-driven 

approach. Robust go-

to-market strategy with 

leading technology 

partners

Practice maturity

Partner ecosystem

Investments and innovation

Practice overview Client case studies

• Developed an AI-based procure-to-pay automation solution for a pulp and paper company 

to streamline the procurement and ticket resolution processes. It processed over 20,000 

documents, resolved over 10,000 incidents, and reduced query processing costs by 80%.

• Developed a federated process mining center of excellence with Celonis at a North 

American bank to automate credit card processing. It automated 16 claims processing 

workflows in 12 months and saved annual costs of nearly €4 million.

• Implemented the ESOAR framework with a three-year operations modernization program at 

a global financial services provider to automate its data management. It enhanced data 

processing speeds by 64% and achieved an accuracy of nearly 96% within 12 weeks.

• Developed a supply chain forecasting and automation system using 13 machine learning 

models at a global FMCG firm to enhance self-service capabilities. It increased accuracy by 

17% and improved the prediction quality.

• Active since: 2014

• Practice size: 25,000+

• Active clients: 850+

• External certifications: 14,000+

• Delivery highlights: 85 global 

delivery centers

Sample clientsKey partnershipsKey IP and assets

• Perform AI: An AI and analytics 

service portfolio

• Digital Global Enterprise Model 

(D-GEM): A business 

transformation platform

• Capgemini Intelligent 

Automation Platform (CIAP): An 

AI-based automation platform

• STARDUST framework: An 

automation maturity assessment 

framework

• ESOAR framework: A process 

assessment framework

• A pulp and paper company

• A North American bank 

• A global financial services 

provider

• A global FMCG firm

• An agricultural biotechnology 

company

• A Swiss wealth management 

company 

• A global beverage company

• An educational materials 

supplier

30%-40%

Banking

Financial services

Government

Healthcare & life sciences

High-tech

Insurance

Manufacturing

Nonprofits

Professional services

Retail & CPG

Telecom, media & 
entertainment

Travel & transportation

Utilities & resources

Tool providers

Technology providers
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Analyst insights

• Capgemini has adopted a data-driven approach to offer intelligent process automation services to enterprises. It leverages data from various 

enterprise domains, such as finance and accounting, supply chain, and human resources to create digital twins of the processes. It further incorporates 

artificial intelligence, automation, and process analytics capabilities on the digital twins through its in-house tools and platforms.

• In the last 12 months, it introduced the Digital Operations platform to strengthen its IT service management and infrastructure management services. 

The platform combines RPA tools with ServiceNow to offer IT service reporting and SLA management capabilities.

• It offers its STARDUST framework to perform automation maturity assessment across eight key pillars. The assessment includes qualitative and quantitative 

evaluation of up to 38 technologies to identify and eliminate bottlenecks from enterprise automation processes.

• It has maintained a strong presence in the UK and Europe. In the last 12–18 months, it increased its IA services revenue from 46% to 54% in this region.

• It supports niche use cases for document processing, such as biomedical product scanning and symmetry identification from complex documents.

Practice maturity

Partner ecosystem

Investments and innovation

Capgemini: RadarView profile

• Capgemini leverages the ecosystem of its premium partners for its IPs and solutions, including Google (Google AI and GCP), Microsoft (Power 

Automate and Azure), and SAP (more than 30 delivery and solution centers for SAP integrations).

• It developed over 30 automation accelerators and established six automation CoEs in partnership with Pega. The accelerators span the banking (loan 

process digitization and customer onboarding), insurance (claims management), and manufacturing (contract and warranty management) sectors.

• It has established a deep partnership with Automation Anywhere, which involves deployment of the IQ Bot and Bot Insights platforms in over 35 

projects. It has over 700 Automation Anywhere-certified practitioners.

• Over the next 12 months, Capgemini plans to invest nearly 30% of its IA services budget in asset development and GTM enablement. It enhanced the 

capabilities of the D-GEM, CIAP, and Digital Twin platforms using artificial intelligence and launched solution accelerators, including AiMiL0 (a self-

healing bot for the Digital Operations platform) and AI FLIP (a translation bot based on natural language processing).

• In the next 12 months, it plans to commercialize its key tools and assets to expand its IA portfolio further. Key solutions in the road map include an AI-

based automated toolkit for predictive scheduling, AI-enabled unattended call auditing, and an intelligent client query response solution (Project 

Asian 2).
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Disclaimer

Avasant does not endorse any provider, product, or service depicted in its research 

publications, including RadarView, and does not advise users to select only those providers 
recognized in these publications. Avasant’s research publications are based on information 

from the best available sources and Avasant’s opinion at the time of publication, and their 

contents should not be construed as statements of fact. Avasant disclaims all warranties, 

expressed or implied, with respect to this research, including any warranties of 

merchantability or fitness for a particular purpose.
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