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Data structuring for effective AI and IA adoption
is gaining priority.
AI and IA technology advancements are allowing
organisations to seek opportunity, improve
customer experience, enhance processes, and
increase revenues.

I N T R ODUC T I O N

Where we are with AI & IA

Organisations understand the need
to have a well defined data
management strategy that allows
them to provide an omnichannel and
well-articulated personalized brand
experience. Integrating valuable data
allows brands to be in a competitive
position, and leveraging AI and IA
allows them to provide a seamless
customer experience. Thus, data
structuring for effective AI and IA
adoption is gaining priority and the
BPM-led RPA modernization of
business process, is gaining
momentum to deliver maximum
efficiency and value. However, this
comes as no surprise. Organisations
have been investing heavily in
omnichannel redesign to enhance
their CX and sales.

In the CX Live 2021 survey, 58% of
companies cite Data Analytics, IA and
AI as top priorities for 2021.  Last year,
Walmart redesigned its website to be
more personalized allowing shoppers
to be served with product
recommendations based on past
buying behaviour. According to
Accenture, 58% of consumers are more
likely to buy from an online retailer
that eases their online shopping
experiences via such
recommendations. SmarterHQ found
that when online retailers do not
provide recommendations, 47% of
people will go to Amazon.
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Getting the right
start – a
structured
approach to
data
We are all familiar with AI and IA as valuable
technologies to create seamless processes and
enhance efficiencies. In order to achieve
maximum ROI from a AI or IA implementation,
leveraging data effectively to harness
technology's incredible computational asset
makes a powerful and enticing prospect. Also,
data enhances an organization’s process
efficiency. By improving analytics capabilities it
carves the path to adopting advanced AI and
Machine Learning (ML) models in the future.

While intense data collection and analytic
techniques facilitate comprehensive learning
that can be used in formulating a customer
experience strategy. The key is leveraging these
insights in creating personalised customer
experiences. 

D A T A  A N D  A I
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Based on a strong data
foundation, it is possible to
progress through increasingly
advanced analytic capabilities
where AI and IA solutions are
integrated and adequately
utilized, to create seamless
“micro moments” that enhance
CX. 
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Risk factors
Barriers exist in developing an efficient data
infrastructure for AI and IA implementation 

A survey by Customer Experience Live of CX
leaders in Middle East suggested companies
are struggling to analyse strategically valuable
and actionable data, especially with the growth
in their data sets and information collection
capabilities during the pandemic. These
challenges mire data management
effectiveness by organisations, thus
preventing them from achieving a holistic view
of the customer.

Managing and integrating large data sets 
Protecting data, enhancing security and
privacy
Finding the right balance between
technology and human touch

Data collection and analysis, and 
Data protection 

The top challenges organisations face when
implementing AI and IA are:

These issues result in the data foundation
being incomplete, inaccurate, or sometimes
seriously compromised in organisations. 

The two challenges consistently found across
companies are:

1.
2.

Even though these challenges are prevalent, it
is also true that AI and IA adoption are
dramatically higher today with companies
actively addressing challenges surrounding the
volume, quality, and security, of different data
types to achieve desirable outcomes.
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The complexity of
crafting a viable data
infrastructure that is
fit for purpose for AI
and IA adoption cannot
be underestimated,
and let’s not forget
most organizations are
constantly leveraging
historic data.



D A T A  S T R U C T U R I N G

Where has it gone wrong? 
reasons for a crumbling data
foundation

Data Analytics
Business Process
Management
Machine Learning

According to the survey
CX Live conducted in April
2021, the most popular AI
applications that require
structured data include: 

It is reasonable for any sizable business -
enterprise or government institution to
have volumes of data being added on a
daily basis. Thus, ensuring the data being
collected by organisations is relateable
across multiple systems, and not sitting in
silos (one system, process, department,
etc.) is vital. The correlation of data across
functions and processes allows an
organization to achive a holistic view of
the customer. 

Thus data structuring is an important
choice organizations need to make when
implementing IA and AI applications.
However, complete data synthesis and
visibility is an ongoing challenge for most
organisations. 

Another challenge facing organisations is
that AI and IA projects require access to
data that has been stored and structured
differently from what most organizations
are accustomed to. The current data
composition means organisations need
to work with unstructured data which
was never planned to be used for in-
depth analysis but simply record
keeping. As such, companies need to
invest in time-consuming and costly
processes to prepare the data for
analysis, whilst protecting the privacy
and assuring security.
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3 steps in designing a
strong data foundation for
AI implementation to
transform CX

1.Set an attainable business vision
It is essential to understand how AI integration effects and fits into each process. After a

solid understanding, it is possible for AI and IA to aid current business models and examine

new data-driven business opportunities. 

2. Recognize and analyze the data source 
It is essential to find a way to collect and structure the data during the preparation period.
Many organizations in the Middle east region use a combination of premise and cloud-
based solutions. 
Cloud-based solutions are taking predominance in supporting AI and IA
implementation, with substantial benefits including flexibility, variable costs structures,
access to larger datasets, and the ability to scale up and down to accommodate
changing demands quickly.

3. Find and use the right tools to structure data
infrastructure for optimal AI and IA implementation
It is vital to find the vendors that best fit an organization's vision and objective regardless of
the number of available suppliers, especially with the available solutions already wide open
and growing. The reason behind this is to have the flexibility to achieve scale beyond the
initial phase as AI and IA evolve.

---------------------- 
"Many organizations in the
Middle East region use a
combination of premise and
cloud-based solutions."
---------------------- 



A I  A N D  I A

 

Some figures of the potential positive impact of having
viable AI and IA capabilities from the CX Live Survey
results suggested the top outcomes were:
• Improved customer satisfaction
• Reduced operating costs
• Increased innovation 

 
Each of these three outcomes has its foundations in comprehensively leveraging data,
the same thing necessary to achieve viable AI and IA integration in the first place. 

Improved data analytics: the complexity of implementing AI and data analytics is
beyond most organizations planning and resources, with companies that are able to
achieve it gaining competitive advantages in their respective industry sectors. Some
commercial organizations are already ahead of their rivals, continuously improving
customer experience (CX) by using AI to analyze data sources from every platform
such as chatbots, e-commerce platforms, and social media to gain an overview of
their customer. 

Better data management and governance: AI, RPA, IA solutions promote data
quality and access to accurately capturing, storing, structuring, labelling, accessing,
and governing data. Thus, companies can focus their AI and Automation on pre-
existence relevant data. It is only a matter of time when companies will have access to
structured data that can be leveraged by IA and AI platforms, with little time and
money spent on improving data prior to implementations.

Strengthening data security and privacy: AI and ML solutions can spot patterns in
data to gain commercial advantage, track fraud and minimize cybersecurity threats,
thus ensuring the data is reliable and delivering better ROI.

Bringing RPA and BPM together: Both BPM and RPA provide significant and
continuous improvements. If implemented correctly, organisations stand to gain long
term benefits. While RPA enables high-volume, repeatable tasks, a BPM-led approach
allows for extensive improvements in streamlining business processes for maximum
efficiency and value. 

Examining the payoff – 
4 benefits of achieving AI
and IA capabilities 
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R P A  A N D  B P M

Whilst, BPM and RPA together may provide benefits
independently, under the right circumstances and
implementation strategy they can provide extended
benefits when implemented together. 

This concept is being considered by leading companies and government organizations
in the Middle East to automate their operations and processes through a large-scale,
iterative change to achieve significant impacts.

 
RPA is gaining traction globally thanks to the wide number of use cases and relatively
low technical threshold for initial adoption. RPA systems represent an incredible tool
for rapidly revitalizing companies that handle massive data transactions, even input
from human interaction. Using the right approach where viable repeatable tasks are
redesigned in a much more strategic, structured and holistic manner, BPM lays the
groundwork for RPA. Moreover, an intelligent BPM workflow setup can bring an
organization to a higher level of automated efficiency than it ever thought possible by
understanding and triggering opportunities for RPA bots to automate processes that it
has optimized.

BPM benefits: 
· Enable top-notch analysis and optimization of operational processes
· Focuses on remodelling and/ or redesigning processes to raise productivity and
reduce needless complexity.
· Delivers significant long-term benefits in operational cost reduction, enterprise
activity, regulatory compliance capabilities, and more
· Requires a long adoption period, high technical skills, and investments to overhaul
the organization over time.

RPA benefits:
· Configures high-volume, single tasks for automated completion
· Focuses on taking high-volume, repetitive rules-based tasks out of human hands
before completing them more efficiently.
· Delivers superior advances in speed, accuracy, reliability, and scalability of all tasks
proper for automation. Replace massive human workload.
· Face low barriers to entry due to the inherent flexibility and seamless nature of
current and emerging RPA tools. Require a high level of investment of resources to
leverage the technology entirely.

4 ways RPA and BPM are
relationally valuable
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R P A  A N D  B P M

Combined approach benefits:
·Enables a holistic approach to operational process improvement that targets both
complex and simple tasks to fundamentally overhaul the organization's existing setup.
·Creates a synergistic setup where the organization can comprehensively and
continuously optimize its processes and automate all viable tasks with increasing rapidity.
·Represents a highly technical and resource-intensive implementation that offers
extensive rewards if done correctly.
· Delivers a potent combination of short-term efficiency gains alongside long-term holistic
improvements of the organization's overall health via process improvement and staff
development.

4 ways RPA and BPM are
relationally valuable contd..

R P A  a n d  B P M  a r e  i n c r e a s i n g l y  a t t r a c t i v e  t o  M E -
b a s e d  b u s i n e s s e s ,  a n d  g o v e r n m e n t  i n s t i t u t i o n s
c a n  e l e c t  t o  g o  w i t h  s e p a r a t e  i m p l e m e n t a t i o n s  o r
a  c o m b i n e d  a p p r o a c h .  
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What is the Middle East’s
market appetite for this
approach? 

When looking at the market scale, both RPA and BPM
solutions are healthy business models on the rise globally,
and the Middle East is a critical region in both cases. 

RPA is expected to hit an annual market valuation of $8.78 billion globally by 2026,
representing a massive CAGR of 26% for the 2018-2026 period. While older and more
established, the BPM market was valued at USD 3.38 billion in 2020 and is expected to reach
a value of USD 4.78 billion by 2026 and grow at a CAGR of 6.26% over the forecast period
(2021-2026). 2

RPA and BPM are increasingly attractive to ME-based businesses, and government
institutions can elect to go with separate implementations or a combined approach. There
are three principal factors to consider when evaluating this: 

Sophisticated and cost-efficient: The pandemic and rising consumer expectations across
the region means that improving CX whilst cutting operational costs without compromising
on flexibility or capability is now essential. Automation is a priority for organizations whose
significant and rapid growth has left them with siloed data and growing inefficiencies. 

Skill development of employees:  By focusing on BPM to improve operational processes
while letting RPA take non-creative 'drudge work' out of human hands, organizations can
upskill their local workers. The development will make them a more dynamic, empowered
talent pool suitable for the future challenges of the emerging digital industrial revolution.
This outcome is desired both at the government level and by ME private sector employers
who want to comply with regulations and cultivate a more capable and satisfied workforce.

Heightened consumer expectations: the overwhelming forces of globalization mean that
ME consumers are evolving into the discerning market audience that demand a higher
service provision across the board. Accordingly, companies cannot afford to be complacent
about the quality of their essential operational processes, given that customer loyalty is now
a much harder prize to win and maintain. The hyper-competitive nature of digital commerce
post the pandemic makes continuous improvement a necessity. This goes for public sector
entities as much as private ones, especially in the Middle East, where leading nations hold
publicly announced aspirations for achieving innovative governance among their intelligent
city objectives. 
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Top 3 considerations before
RPA and BPM integration

RPA and BPM can deliver rapid digital transformation and
automation when adequately combined and harmoniously
maintained; however, they pose a difficult prospect when
implemented at different times. 

Irrespective of where you're looking to implement both at the same time or integrating one
into the other, the following considerations apply:

1.Be objective and realistic in your visions: It is necessary to outline the objective of
implementation based on the size of the challenge at hand, such as ICT infrastructure,
variance in regional or national office protocols and setting out realistic goals and timelines
when adopting BPM/RPA.
The question that need to be answered are, "Do you have the right capabilities to achieve
implementation alone, or do you need assistance from the RPA vendors? Are there
operational areas that require more immediate attention over others? Are plans in place to
pivot employees into new or altered roles after the RPA implementation?" For this reason,
smaller-scale pilot schemes and trial processes may prove invaluable first experiences
before launching into the company wide implementation. 

2.Achieve comprehensive buy-in from the outset: RPA contributes to the daily task from
top-down management, and buy-in is essential for an enterprise-altering undertaking. The
transformation encourages direct participation and volunteering of information that
improves BPM/RPA implementation. So that for the sake of information safety, buy-in must
be as transparent and open as possible when outlining the planned strategy instead of
demonstrating a complex diagram. 

3.Allay fears and manage expectations: BPM and RPA provide extensive business benefits,
as such educate employees on the advantges of automation instead of creating insecurity
and fear of replacement. 

PAGE 11

WWW . CU S T OM E R - E X P E R I E N C E . L I V E

R P A  A N D  B P M



ME-based businesses are in a position where, like their
counterparts worldwide, unstructured improvements to
individual elements of the organization’s data and
process management may not be enough to deliver in a
world of heightened consumer expectations. To set the
standard or even keep up with the competition, it is
necessary to achieve a continuous and holistic
improvement of all operational processes.

As RPA and AI adoption reach maturity, it allows organisations to do away with
subjecting employees to repetitive tasks. It elevates employees to a higher state of
delivery, flexibility, impact, and satisfaction with their role while allowing
organizations to reduce operational costs and deliver a heightened customer
experience. Combining RPA with a strategic digital transformation approach makes it
possible to secure short and long-term advantages. This enables organisations to
remain flexible and responsive to future challenges or opportunities the post-
pandemic era brings. 
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A winning combination of
AI and RPA to achieve great
CX
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