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Overview
The key drivers of digital transformation, for any 
organization, is adding value to human 
experiences. With the explosion of technological 
advancements, it can be achieved through 
connected devices, intelligent agents, wearables, 
digital twin technology, and more. Being at the 
forefront of Intelligent Process Automation, In 
this whitepaper, we look at how organizations 
can approach intelligent process automation 
from understanding the broad industry and 
trends perspective, along with the expertise of 
guiding detailed implementations and market. 
To stay on top of the changes, distributors should 
understand what the emerging trends in the 
building products and materials industry are, 
how to keep pace with changing customer 
expectations, process optimization and 
warehousing needs, industry-speci�c solution 
capabilities, and more. The pointers below 
provide direction for a successful digital 
transformation in distributors, especially in the 
construction sphere.

Understanding 
the need for 
intelligent 
automation

The process optimization imperative has been 
going on for quite a number of years, and the 
data that Forrester has been tracking over the 
years can shed some light on how organizations 
approach automation. The graph below shows 
how organizations have approached or plan to 
approach process automation in the past, 
present, and future.

The statistics show that 32% are focusing on 
digital business transformation, and another 
25% are using their resources to simplify 
customer experiences, at present. But two years 
from now, the expectation is to reach 37% and 
32% respectively. These 69% of organizations 
who plan to focus on process optimization have 
strategic business objectives associated with 
process of optimization.

The speed at which organizations are looking to 
transform, require partners that can help them 
move fast, by being effective – which means not 
only the work is getting done faster, but results 
are getting better too. These solutions by 
partners (or even built in-house, for the 
technologically inclined organizations) need to be 
adaptable, agile, and incredibly scalable. 
Thinking in terms of large and really sophisticated 
processes that need automation is a good way to 
begin, but the rest of what needs to be 
automated in the organization should also be 
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noted and acted upon. Thus, process 
optimization and automation can be brought 
into the DNA of the organization.

Survival of the 
automate-est

Staying abreast with the latest in technology and 
innovation is essential for companies to survive in 
this competitive world of business. Over the past 
few years, accelerated by the onset of Covid-19, 
the speed of innovation had to go up. The 
importance of automation was truly understood, 
as many organizations now can’t function 
ef�ciently without it. While there are certain 
edge cases, where driving towards radical levels 
of automation is not advisable, organizations 
that are more automated have been more 
adaptable and they have better ability to handle 
unexpected situations. After struggling with new 
models for delivery of services in various �elds like 
healthcare, retail, tech etc. in the initial few 
months of Covid-19, it was apparent that clients 
that had the ability to automate new things 
quickly, were able to recalibrate processes 
quickly.

Moving towards newer technologies that are 
more equipped to handle the challenges of the 
future, can lead to low-cost development 
platforms, like digital process automation and 
tools like RPA. The new unexpected event to 
disrupt the world of business may not be another 
virus like Covid-19, but something else that 
might challenge us in a new way. If we look at 
the graph from previous section, it shows that 
63% of organizations say cost reduction is their 
primary driver for digital transformation – and 
not process optimization.

 If we look at process mining and process 
intelligence statistics, there are 28% 
organizations that are planning to use these 
tools, and almost 14% considering expanding 
usage. Activities like task mining and process 
analytics are being used to provide better 
discovery and analysis, which is far cry from the 
situation a few years ago. Having standardized 
processes between different parts of a business – 
be it different geographies, teams, or even 
different organizations within the business – is 
almost always unheard of. The number is 
dwindling, as evidenced by the statistics above. 
More and more organizations are considering or 
undergoing reengineering processes in 
anticipation of automation.

Governance risk and compliance also plays a very 
important part. While not being primary drivers, 
governance risk and compliance will improve 
people's governance risk and combined stance. 

Planning for 
digital 
transformation

Organizations spend a not-so-insigni�cant 
amount of their budgets in �nding the right 
place (or team/project) to start automation, and a 
lot of times - that's where they get it wrong. The 
simplest answer to this is to assemble high 
performers from a team, ask them what part of 
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their everyday work they're bored with, and 
automate those tasks. It is that simple, because a 
lot of the systems have been written a few 
decades ago and operational ef�ciency of these 
processes are not that high. It's very important to 
�nd out the operational processes that 
bottleneck the whole throughput, and overall 
productivity of the most productive, ef�cient and 
innovative employees. Taking them as 
candidates for automation can drastically simplify 
complex operational processes. 

While automation is a challenge, digital 
transformation is another – that has a lot of 
touch points with customers. It is changing the 
ways in which customers operate, while also 
transforming the way work is done. From the 
cultural mindset of the organization and the way 
its employees operate to transforming business 
models, operational processes and more, digital 
transformation requires a concerted effort from 
all stakeholders. The 3 other main drivers of 
digital transformation, apart from automation, 
are Technology Adoption, Change Management 
and Innovation. 

So, automation has to start from initial RPAs and 
then organizations can build everything 
organically towards the more visible 
technologies. Digital transformation and 
ongoing exercises for business to really push that 
as the key drivers of intelligent process 
automation. Most organizations jump right into 
automation without doing proper due diligence 
and process mapping, and projects with process 
due diligence yield 3x ROI than those with no 
such practices.

The Marlabs 
approach to 
automation

At Marlabs, Process Optimization and Automation 
are not necessarily a cost optimization initiative. 
They are initiatives to bring in higher productivity, 
speed and agility. Certain frameworks and 

technologies built across each of these phases work 
as catalysts to get the most of the process, which 
starts with discovery.

Discover
In this stage, Team Marlabs conducts process 
discovery workshops which reveal 
mission-critical, essential, and other processes 
that are also bottlenecks for the organization. 
These proprietary assessments and assessment 
frameworks, in combination with a lot of 
workshops, help in gathering insights using 
different tools and technologies. 
Analyze
Process synthesis and analysis, that can yield 
insights which can be used in the future steps. 
Document
Record details about the processes which can 
result in collaborative consensus.
Reengineer
Optimizing and prioritizing identi�ed 
processes, working on ensuring the 
requirements are being addressed.
Automate
This step involves feasibility analysis, tool 
selection, automation & monitoring of the 
results.

Process Due 
Diligence & 
Mining

The due diligence process involves data centric 
insights, along with data driven analytical 
methods for discovering, monitoring and 
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improving processes. While a good chunk of it 
can be automated, manual intervention is 
necessary for reviews and workshops. The 
automation part can involve generating analysis 
and insights based on existing systems-based 
data, process mining with tools such as Celonis 
or UiPath, provide accurate and reliable results 
quickly, and suggest areas to pull data from to 
understand the status of systems. Manual part of 
the process is usually documentation driven, and 
is time consuming. It is usually used in areas 
where no system driven data is available.

Case study – The Marlabs’ Approach of ACoE 
for a leading Life Sciences Customer

When a life sciences customer was setting up 
their automation Center of Excellence with 
Marlabs, the task began with activities that 
evangelized automation. The evangelization 
process is essential to get the buy-in from the 
leaders of the customer organization, and it is 
divided into two parts. 

In the vision phase, we look at what the 
customer currently has, gather all KPIs and 
baselines, prioritize which ones to look at and 
which one to �le for later, and so on. By bringing 
in an outsider’s perspective to the customer, 
enlightening them on what competition is doing 
in that space and the automation space, 
potential gains that the customer could expect, 
and other details.

In the framing phase, it is about how the initiative 
are translated into low level tasks that take it 
forward. With right use cases and right people to 
review the whole change management process. 
It's both top down as well as bottom up, where a 
lot of workshops are conducted with the 
customer team. Identifying the change agents, 
productivity costs and speed can result in 
identifying steps necessary for improved 
customer experience and ef�ciency. Data 
gathering & reporting, Operational Processes, 
Intelligent Search, Decision making Support, and 
Quality Management form an integral part of 
vision and framing phases.

The process mining phase can in multiple ways. 

Beginning with discover, the phase moves to 
Analyse, Document and Finalize / Prioritize 
processes from selected topics – be it automated 
and manual. Use case selection & prioritization 
also forms an important step of process mining 
phase, which result in a high-level Use case 
roadmap which can help employees to commit 
to the parts they excel in. The strategies used in 
this step can be reengineered. For the Life 
Sciences customer, 150 processes were 
identi�ed, and 50% of these shortlisted 
processes were selected for automation, and 
20% for optimization / re-engineering. 

Automation, the next step in the approach, 
begins with design and feasibility analysis, and 
quickly moves to tool selection and framework 
design. One the designs are �nalized, 
pre-de�ned use cases are automated and tested. 
Relevant documentation is created to help clients 
understand and use the solution, and the project 
gets implemented. Marlabs ensured >50% use 
cases were automated, using RPA, DPA, 
Chatbots or IDP, as deemed necessary.

The monitoring phase kicks in by keeping an eye 
on the automated BOTs and apps, and involves 
enhancements & bug �xes based on the 
customer’s requirements. The whole process is a 
continuous Feedback loop that allows for quicker 
iterations and incremental improvements. 
Constant monitoring of data and using Analytics 
& KPIs can highlight the areas where gains can be 
had. For the customer organization, Marlabs 
created a custom monitoring and reporting 
process that simpli�ed matters for customer 
organization’s teams.
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The Marlabs 
advantage

The IPA practice at Marlabs consists of 
comprehensive process and automation life cycle 
toolkits for assessment, governance, and 
continuous feedback framework. The 
partnerships, solutions, accelerators, and 
frameworks are coupled with home-grown AI 
models and Intelligent Text Extractor (ITE) for 
Hyper Automation. A unique Design-thinking 
approach, named ‘Divergence, steers teams 
away from stereotypical approaches to AI and 
automation, and is augmented by a rich 
Academic & Industry Research Eco-system. On 
top of this, Marlabs helps customers establish 
right practices and strategies through its 
exclusive advisory services.

Conclusion
In order to stay with the times, it is essential for 
organizations to free up their best resources to 
focus on business development, innovation, or 
ground-breaking research. But this can only 
happen when these high performers have 
enough time on their hands to work their magic. 
With intelligent process automation, 
organizations can make it happen – but rushing 
into automation and digital transformation, 
because of the lofty promises, can be detrimental 
in the long run. Organizations must ensure the 
process of reengineering is done in a structured 
manner, and buy-ins from its leaders and 
employees.
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