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What is Hyperautomation?
“Automation” is the buzzword across businesses today, globally. Infact, if you were
to pick up any report by a research firm, they have spoken extensively about the
various automation tools trending right now. Gartner too has put together 10
strategic technology trends for 2020 and guess what is sitting right on top of that
list? hyperautomation.

To give you a quick definition of what hyperautomation is, it is the technology that
extends beyond all typical automation related strategies. Gartner has defined it as
“the combination of multiple machine learning (ML), packaged software and
automation tools to deliver work.”

While it is clear that hyperautomation is here to stay, there are several raised
eyebrows about how sustainable it will be and how much of an impact it is likely to
have on the business climate.

Quite a few still mix up IT automation with hyperautomation; they are nowhere near
the same. While automation is all about optimizing a process or an activity,
hyperautomation is essentially an additional layer, the ‘intelligent’ automation that
is added to the IT automation system.
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The full hyperautomation package

When talking about hyperautomation platforms, incorporating RPA and advanced
Artificial Intelligence (AI) or Machine Learning [ML] capabilities will offer the
organizations the reach and access to a more robust digital ecosystem, including
the workforce.

However, it is a known fact that any kind of automation is largely dependent on
the enterprise’s existing IT architecture and the business practices to be efficient
and successful. You could be leveraging Robotic Process Automation [RPA] to
connect the existing legacy systems or hyperautomation, which in turn connects
the Artificial Intelligence [AI] or Machine Learning capabilities and tools to deliver
the expected results.

Roadblocks in Hyperautomation

Like every other technology, hyperautomation too
poses a few challenges to the insurance leaders:

• Training the insurers and others involved in the
process plays a major role in implementing
advanced tools such as AI, ML, NLP and others.

• Creating business models is painstaking work
that consumes time & effort, but while results
are slow, they are visible.

• Identifying the automation opportunities within
siloed business units that leverage
complementary technologies [RPA, OCR, BPMS,
iPaaS, AI, ML, NLP] and also fits the larger
objective of the enterprise-wide digital
transformation journey.

It makes sense when you look at Gartner’s other
explanations of what hyperautomation is.
hyperautomation is the seamless collaboration
between technologies such as RPA, OCR [optical
character recognition], BPMS, iPaaS, Artificial
intelligence [AI], Machine Learning [ML], process
mining, and predictive analytics.

By 2024, organizations using hyperautomation will see
over 30% drop in their operational costs. – Gartner
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Combining RPA and AI for automations exceed expectations more
than RPA only deployments

Source: https://www2.deloitte.com/content/dam/Deloitte/tw/Documents/strategy/tw-Automation-with-
intelligence.pdf

Improved customer experience

Improved accuracy

Improved analytics

Combining RPA and AI

Combining RPA and AI

Combining RPA and AI
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Exceeded expectations
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26%
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08%

52%
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52%
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RPA only

RPA only

The key elements in hyperautomation

The opportunities for change, for innovation, and for
innovating with products and services into the evolving
markets are endless – it all starts with the digital
transformation journey!



The key component as mentioned above is Robotic Process Automation (RPA),
which uses bots to interact with applications at a UI level. At Neutrinos, we have
understood the demands of the market and offer digital distribution solutions for
our customers that span across IoT, AI, ML, RPA and more. Our low code platform
integrates these into the system and offers seamless experience to the
customers.

The bots are programmed to offer assistance, and complete routine & repetitive
tasks, which would take longer when done by humans, and it also helps reduce
the error element. For example, it could be something as basic as copying
information from one of the customer application forms onto another, or even go
to complex tasks such as end-to-end claims processing, underwriting or policy
administration.
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According to Forrester, insurance enterprises have now automated
about 20% of the routine tasks, if not more, which has therein
reduced time, increased efficiency and boosted sales as well
subsequently.

A Gartner study says "By 2022, 80% of the RPA centric automation
implementations will derive their value from other complementary
technologies.
Percentage of the workforce that has seen changes to their roles, tasks and
ways of working as a result of intelligent automation, implementing and scaling
respondents

We have not
calculated this

44%

30%

13%

06%
08%

0% 0%

No change 1-10% 11-20% 21-30% 31-40% 41%+

*Excludes We have not yet started our automation journey" and ‘We are piloting (1-10 automations)

According to survey respondents, on average, 19.5% of workers have
experienced visible change to their roles or ways of working with
implementation of intelligent automation.
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The scaling journey - RPA to Intelligent
Automation
Is it enough to have RPA into the systems that are automating the high volume
tasks? The main strength of hyperautomation comes to the fore only when RPA is
combined with Artificial Intelligence to enable applications that are not just
repetitive in nature, that require Cognitive thinking/human-based judgement and
that encompasses data gathering, processing, analyzing and making informed
decisions.

On paper, BPMS is far more capable of handling automations in the long run,
especially dealing with complex business processes when compared to RPA, but
when it comes to adoption. It is not as easy compared to RPA. BPMS requires time
and sustained collaboration among business leaders and IT architects.

That said, if you were to do a survey among insurance leaders, while most will
have already incorporated AI into their system, very few have scaling solutions
that include AI or ML capabilities. It has been seen that the early adopters of these
automation systems have implemented one or more solutions that have
transformed their business. Similarly, those who are open to deploying AI or other
Automation tools agree to experience returns that exceed their expectations.

At the end of the day, it is all about seamless interoperability.

The ideal way ahead for insurance companies would be to partner with Neutrinos,
thereby gaining access and benefits from the one stop digital solutions. The low
code development platform helps rapidly create applications across platforms
which in turn helps offer multi-channel experiences to customers. The integration
is table stakes, for the insurers and for the business. Read on to know more on
this:

Gartner says “By 2022, 65%
of organizations that deployed
robotic process automation
will introduce artificial
intelligence, machine learning,
and natural language
processing algorithms”.

The entire business model and
strategies must therefore shift,
and there needs to be
hyperautomation that
integrates both the functional
and process silos.
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Table Stakes Capabilities

Risk Management

What it looks like?
• Proactive management using a variety of tools and data
• “Designing in” controls and feedback loops for key processes
• Ensuring clear accountability for key processes – including for risk

management and customer outcomes
• Staff able to assess and trade-off multiple dimensions of risks – financial,

customer, operational – to drive customer outcomes

Analytics

What it looks like?
• Consistent view of customer, operational and financial data from a range

of sources – 3 rd parties, transactions, interactions, wearables,
• High degree of data quality and model fidelity, with strong governance in

place for ongoing innovation and management
• Analytically minded staff who are able to collaborate with analytics teams

and confidently derive insights to make business decisions

Customer Centricity

What it looks like?
• Mechanisms in place to consistently capture and disseminate customer

insights
• Clear organisational focus on a differentiated customer value proposition

and engagement
• Common understanding of the customer – that staff apply in their day to

day activities
• Understanding value in varied customer groups • Use of insights to

improve operations across the board (e.g. lapse rates)

Value Management

What it looks like?
• Greater accountability for value creation and management – end to end view
• Management / leaders understand value drivers and their business impacts
• Increased focus on measures like Embedded Value to holistically manage

the business
• Common information and reporting infrastructure

Trust

What it looks like?
• Clear communication of brand and insurance promise to customers
• Transparency and high level of responsiveness in critical customer facing

activities (e.g. sales, claims)
• Highly skilled and empathetic staff who can consistently execute complex

activities
• Staff and customers are clear on how a culture of integrity is brought to life
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At the juncture, we would like to talk about ‘Table stakes’ capabilities for insurers
to stress on how important their role is to the insurance industry.

Any insurer who hopes to compete must achieve at least a moderate degree of
competence in each of these ‘table stakes’ capabilities. While there is no ‘right’ or
wrong, the degree of competence and focus will vary based on the strategic
choices made by the insurer.

Operational, regulatory & structural challenges are few factors that contribute to
the pressure businesses are under. The challenge continues to remain on overall
effectiveness of the organization’s “table stakes” capabilities to process and deal
with these said pressures.

Operational challenges (poor processes, failed systems, inaccurate data quality
and analytics), the cumbersome claims experience, and challenges with reference
to high lapse rates all affect the business. There are given ‘table stakes’
capabilities that we have identified which are essential for an insurance enterprise
to compete and thrive in this volatile market. Whilst they are not the solution to the
issues, they do give a sense of direction and indicate to insurers where they need
to direct their efforts.

There are two aspects to be highlighted here:

At this juncture, we would like to mention how Neutrinos as a company has been
ahead of the curve, especially as a Digital Transformation enabler. Our Omni
Channel Capabilities will transform your business and subsequently offer
increased efficiency along with business growth.

There is a big difference between
integration for the sake of it and
doing it right. Automation tools need
to fit seamlessly into the existing
tech solutions and they should be
easy to implement and deploy. The
low code plug and play system is best
suited for ideal results.

There needs to be interoperability of
the adopted automation tools. In
order to scale up, the business must
develop a platform that seamlessly
integrates various tools. Businesses
that ace the game of hyperautomation
will be ones that succeed [the system
should discover, gather, analyze,
design, automate, analyze and
reassess.
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Achieving hyperautomation Success – Four
key factors
It is clear that insurance enterprises are seeing phenomenal gains through
adoption of hyperautomation. The four key factors organizations that have aced
the game follow are:

Strategy for intelligent automation

Insurance companies that have altered their business strategies across the
enterprise have reported larger gains – workforce capacity, optimizing operational
cost and increase in revenues as well. Study shows the cost has gone down by
24% and 8% growth in revenue was experienced. Neutrinos is an Intelligent
Automation solution provider with end-to-end process automation development and
implementation experience. Having worked with many insurers, Neutrinos is in a
position to deliver value, not just through the implementation of RPA, but also
driven by a results-based approach, tailored to your specific goals.

RPA with AI approach

The combination of Robotic Process Automation with AI seems to have proved
quite effective. The capabilities of both these hyperautomation tools has helped
organizations scale up much faster and have seen increase in sales and customer
satisfaction levels as well. Neutrinos’ insightful and incisive approaches to
developing affordable business solutions ensure that clients are able to leverage
the disruptive edge of technology while at the same time keeping an eye on their
ROI. We offer in-built capabilities for the adoption of emerging and futuristic
technologies such as IoT, AI, BPM, etc.

Process definitions, and cyber security standards

When mature process definitions in place, and strong IT infrastructure including
cyber security measures, the processes in the organizations saw higher gains and
better customer retention.

Clear business objectives and understanding of automation

When the entire organization, management to the insurers have a clear
understanding of how to maximize use of the automation systems, it leads to
better results. Insurers have been able to scale up, offer better-personalized
products, innovate and enjoy up-selling opportunities in such enterprises. Neutrinos
offers automation, predictive analysis and connected wearables within the digital
solutions that have become the new norm. Utilizing the digital distribution solutions
will be the first step towards better sales and business growth.
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Any customer facing automation is now a top
priority and there lies the opportunity for
insurers to offer value-added service and
create the differentiating factor to stay
ahead of competition. In addition to scaling
or improving the business processes,
hyperautomation opens up doors for
experience based innovation.
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Traditional Enterprise

Intelligent Enterprise

Robotic Process
Automation
Driving efficiencies across the
value chain via RPA for
repetitive manual activities
critical to create operational
data and capacity that
traditionally has not existed

Conversational
Intelligence
Virtual agent/ chatbot
technologies for internal
employee and external B2B/
B2C interactions, enquiries and
support

Augmented Intelligence
Leveraging cognitive/AI
capabilities to augment core
human-driven processes such
as data manipulation, exception
management and continuous
STP improvement

Unlock Value and Real-
time Decisions
Unlocking the value of data to
provide deeper insights
enabling real-time decision
making throughout the value
chain

Machine Learning+

Natural Language
Processing+

Deep Learning+

Overview of how each element in
automation works and the link between
them



13

Neutrinos & Hyperautomation journey

While hyperautomation and Robotic Process Automation is a new technology, it
has been growing and has seen quite a lot of demand in recent times, especially
when enterprises are looking to control costs and optimize resources. This
technology is used across industries, and has proven to help make businesses
better and boost growth in the process.

Neutrinos Multi-experience Development Platform(MXDP) facilitates RPA tools to
work to their highest level of efficiency by enabling the various cross-functional
teams to easily connect and collaborate on several applications to provide end-to-
end solutions.

Using Neutrinos solutions, clients can implement complex enterprise solutions
across three key areas:

BPM : Orchestrate users, tasks, systems and robots (RPA) depending on the
business needs at each moment

Data Analytics and AI : Make automated and intelligent decisions and achieve end-
to-end case management

Integration : Neutrinos Service Designer comes with many hundred more
Integration adapters to configure and interface with different systems used in the
organisation

Business
Process

Management
(BPM)

Robotic
Process

Automation
(RPA)

Artificial
Intelligence

(AI)

Integrations
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The increasing demand for business process automation (BPA) harnessing
artificial intelligence (AI) and software robots is anticipated to be the key growth
driver. The market size of the world wide robotic process automation pegged at
USD 1.1 billion in 2019 and is projected to witness a CAGR of 33.6% from 2020 to
2027.

At Neutrinos, our RPA team consists of dedicated and highly experienced
professionals working exclusively on RPA technologies. They are experienced in
developing customized bots using Python, .NET etc.

The team is certified and cross-skilled in multiple RPA platforms-

• Kofax RPA [Kapow is now Kofax RPA]
• Automation Anywhere
• UiPath
• WorkFusion
• IBM Blue Prism

Above all, Neutrinos is an Intelligent Automation solution provider with end-to-end
process automation using BPM, RPA on our Low-Code application development
platform. Here are a few customer stories where we have transformed their
business.

Our team & RPA Capabilities

Success Stories

1) A leading South African finance services compan

Vehicle maintenance validation

Challenge and Solution:
One of the largest banks in South Africa has implemented robotic process
automation (RPA) using tools like BluePrism & Automation Anywhere. The bank
has been looking forward to replacing these licensed tools to address the RPA
requirements of enterprise. Neutrinos helped re-design and migrate the robotic
processes from BluePrism to UiPath. The new RPA based Case Management
System receives documents into email queues as per a defined configuration and
a case management tagging process is performed for each email application
individually on the Case Management System.

Benefit:
UiPath performs very well in a Citrix environment designed similar to BPO
automation. There is ease of maintenance as UiPath is a web based
orchestrator. UiPath offers excellent and competitive purchase pricing and
offers free online training as well.
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2) A leading Insurance company in Malaysia

e-Payment Authorization using Kapow (Kofax RPA) as RPA tool

Challenge and Solution:
This leading Insurance company in Malaysia was reeling with queries related to e-
payment authorization since uploading the supporting documents took long and
there were issues around configurability, usability, Performance and wait times. It
affected the workflow, since the Kofax Total Agility [KTA] process flow was not
optimized.

Neutrinos created an e-form on Digital Workplace that would help drive e-payment
authorization requests of New Registration and to make any changes desired.
This eased up the entire e-payment authorization process. This led to the client
achieving Business Agility and smooth workflows.

Benefit:
The client achieved Business Agility with Compliance ease and visibility,
along with a clear approval process across workflow.

3) A leading South African finance services company

Real-time incident visibility boosts customer experience

Challenge and Solution:
The company wanted to connect with their customers in real-time, offer
ambulance/car/towing facilities on request and other such options. But were
struggling to achieve the same with their existing systems.

With Neutrinos solutions in place, they were able to offer real time incident/
accident intimation and this in turn led to quicker responses, including real time
guidance to the nearest garage/repair facilities. Ultimately it led to connected
claims processing systems as well.

Benefit:
Significant decrease in churn rate, Improved ability to up-sell and cross-sell,
Increased customer satisfaction levels.

TALK TO US!

https://www.neutrinos.co/contact-us/
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Neutrinos is a Multi-experience Development company that offers a
platform to ideate, transform, and build complex enterprise
applications within days – or sometimes hours. Neutrinos is
headquartered in Singapore and has operations across South Africa,
South East Asia, India, and the USA.

comms@neutrinos.co

www.neutrinos.co

https://in.linkedin.com/company/neutrinosindsa
https://www.facebook.com/Neutrinos.co/
https://twitter.com/Neutrinos_co

