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Introducing the 2017 AI-Powered OneOffice Premier League 

Artificial Intelligence (AI) is many things: hyped, undefined, becoming pervasive, and fostering emotional 

and – at times – heated discussions. Many of those discussions are focused on consumer-facing issues 

such as self-driving cars, Amazon delivery drones, or robotic home helpers. The broader market is not yet 

recognizing the nearer-term impact of AI on B2B and enterprise operations. Given this lack of clarity, HfS 

is researching how AI is impacting business operations and which services firms are enabling this AI 

OneOffice experience for enterprise customers.  

The HfS Background to the AI OneOffice Premier League 

The research is building upon the OneOffice Premier League Table and HfS’ Intelligent Automation 

research stream. Furthermore, we have published assessments about AI buildings blocks including the 

emerging Watson ecosystem and the emergence of virtual agents. Expanding on those insights, we are 

taking stock on how service providers are progressing on blending AI into their delivery capabilities. At the 

same time, we are calling out the dynamics around the emerging technology vendors that are at the 

forefront of the paradigm shift from labor-centric to data-centric models, and notions of increasingly 

unattended automation. Those insights not only provide guidance on the progress toward the OneOffice, 

but they also provide a better sense of the scale along with timelines of service delivery transformation.  

Thus, we continue to broaden the discussion on automation beyond robotic process automation (RPA) 

and the rudimentary basics of automation to fix legacy processes and applications. The key question is not 

whether or not automation is a prerequisite to AI, cognitive, and other elements up the value chain, or 

whether or not these are mutually exclusive concepts and frameworks. Rather, we are trying to 
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understand how AI can transform business operations and how buyers need to think about more data-

centric approaches. We are moving beyond just business process-centric scenarios.  

As our OneOffice framework has demonstrated, for the value of “digital” to go beyond of the narrow 

confines of customer experience, organizations have to overcome the traditional silos.  

The fundamental question is: How should organizations invest in their digital underbellies and intelligent 

digital processes – and their talent to manage it all – to enable the true Digital OneOffice? 

Digital OneOffice Recap 

The Digital OneOffice Framework is all about the design and implementation of the organizational digital 

experience and the creation of an intelligent, single office to execute and support it. In a few months, we 

won’t be talking nearly as much about intelligent automation and digital technology as the critical “value 

levers” for operations, as they become an embedded part of the fabric of the future operations platform 

for new generation organizations. Instead, we will be talking about an integrated support operation having 

the digital prowess to enable its organization to meet customer demand – as and when that demand 

happens. Everything about the digital organization is about engaging people by responding to their needs 

instantaneously using their choice of medium to interact with it, whether it’s by voice, chat box, text, 

Facebook messenger, email, or virtual agent. 

In this context, "Digital" describes the interactive channels that drive customer engagement such as 

cognitive agents, interactive tools, mobile, social, text, and chat. "OneOffice" describes the enabling 

technologies, such as unified analytics and cognitive automation, that enable real-time predictive 

capabilities and an engaging digital experience that unifies all the stakeholders across the organization: 

the customers, partners, and employees. In short, the Digital OneOffice is where the organization's 

people, intelligence, processes, and infrastructure come together as one integrated unit, with a single set 

of unified business outcomes tied to exceeding expectations. 

Deconstructing AI 

AI should be seen as a set of technologies and building blocks that span a continuum and should be 

discussed within the context of business operational impact, service delivery capability, and specific use 

cases. As such, AI discussions should follow the framework that HfS has developed across the broader 

notion of Intelligent Automation (IA). While nothing in the context of automation is commonly defined, 

the HfS Intelligent Automation Continuum is aiming to provide stakeholders with a point of reference to 

discuss how innovation around automation is impacting enterprise operations. 

http://www.hfsresearch.com/
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In Exhibit 1 we present HfS’ segmentation of the technologies that can deliver automation. This continuum 

captures differences in the characteristics of the process being automated and the characteristics of the 

underlying data to depict the strategic evolution of Intelligent Automation. We begin the segmentation 

with more traditional automation approaches, such as runbook or scripting. A more comprehensive view 

of Intelligent Automation will not replace such approaches; rather, it will augment them. Similarly, efforts 

around BPM, workflow, or SOA need to continue and should be integrated into a broad intelligent 

automation definition and strategy by enterprises as well as the automation technology and services 

vendors that partner with them. The direction of travel for the evolution of process automation is along 

the Process Characteristic and Data and Information Characteristic paths. As a result, the next frontier of 

innovation will be around processes leveraging dynamic languages and largely unstructured data. So, the 

model is also meant to be forward looking, to help in the positioning of any new technology within this 

continuum of Intelligent Automation.  

Exhibit 1: The HfS Intelligent Automation Continuum 

 

Source: HfS Research, 2017 

http://www.hfsresearch.com/
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The fundamental thought process behind the Continuum is that all of the approaches you can see on this 

model, including traditional approaches on the left such as runbook and scripting in the data center and 

innovation in the white chevrons on the right, are both interdependent and overlapping. Organizations 

need to manage this complexity when embedding different automation techniques within business 

functions, making orchestration and integration critical in the long term. As suggested, AI is part of the 

Intelligent Automation Continuum, and the AI building blocks that we have depicted in Exhibits 2 and 3 

should be approached with the same thought-process behind them. It is all about the integration and 

orchestration of a broad set of capabilities. At the same time, we have to be cognizant that technologies 

such as RPA are evolving toward integrating lower level machine learning as well as Google and Microsoft 

libraries. Understanding AI should not be a pigeonholing exercise just to be able to apply a technology 

moniker; instead, it should be about understanding the use cases and the necessity to integrate a broad 

set of capabilities. 

In the broader market, AI discussions tend to differentiate between “narrow AI” and “general AI”. Narrow 

AI focuses on carrying out specific tasks such beating the world champion in chess or Go or recommending 

a song on Pandora – when a task represents the only (or at least main) thing a system does. General AI, 

on the other hand, can handle tasks from different areas and origins, such as any intellectual task that a 

human being can handle. Narrowed down to the world of operations, General AI applies experience from 

one business function or process to another and, consequently, is learning faster. We can see the current 

limitations of General AI; take, for example, the physical robot Pepper in Japan that carries a tablet loaded 

with Watson capabilities to greet consumers in bank branches. Also, in view of extreme hype in the 

broader market we have to state it again, AI is bigger, more complex, and more valuable than lower level 

Machine Learning and chatbots.  

As we have stated repeatedly, automation is in the eye of the beholder as the market lacks commonly 

accepted definitions. AI is even more challenging to define, as a broad set of technology capabilities gets 

piled onto the “AI” moniker in an inflationary fashion. While we are not being dogmatic about our 

definition, HfS suggests understanding AI as intelligent automation systems that go beyond routine 

business and IT process activity to make decisions and orchestrate processes. This understanding has 

strong connotations of unattended learning and self-remediation. An example would be an AI 

system managing a fleet of self-driving cars or drones to deliver goods to clients, managing aftermarket 

warranties, and continuously improving the supply chain. However, in the discussions in the broader 

market the segments, we heard that the key Intelligent Automation Continuum building blocks 

“cognitive”, “autonomics”, and “AI” lack clear boundaries, reinforcing the notion of the Continuum. 

Exhibit 2 provides an overview of the technologies and approaches that are central to discussing AI in the 

http://www.hfsresearch.com/
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context of service delivery. Suffice it to say, in broader discussions including consumer facing devices and 

offerings, an even larger set of approaches would be relevant. 

Exhibit 2: AI Technologies and Approaches Transforming Service Delivery 

 

Source: HfS Research, 2017 

Increasingly in client discussions we hear about the plethora of AI startups that are often depicted on AI 

landscapes by the VC community and that many clients find it difficult to separate the wheat from the 

chaff. However, our take is that in the context of service delivery, despite this heterogeneity, one can think 

about three clusters that characterize the bulk of the current deployments. First, and probably not 

surprising, is what we call autonomics, or self-learning and self-remediating engines. Those engines are 

considerably expanding their capabilities, for example IPsoft and Arago are driving into machine 

reasoning, and Wipro’s Holmes and TCS’s ignio are focusing on the complexity of use cases like Anti-

http://www.hfsresearch.com/
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Money Laundering (AML), Know Your Customer (KYC), and even good old Batch Management. Second up 

is the big bucket of machine learning and deep learning. Just to be very clear here, we aren’t talking about 

low-level machine learning as in suggesting websites or offers; we’re talking about linking data 

management on an industrial scale with delivery backbones. The third and final bucket is what we describe 

as virtual agents. Once again, we are not talking low-level chatbots or conversational services, but instead 

about routing customer requests all the way to execution. This execution could include robotic process 

automation (RPA) or autonomics; the aim is to get to a notion of Straight-through-processing (STP). 

Provided one agrees on those thoughts, the analysis of the relevant players becomes imminently more 

manageable. At the same time, there is a broader set of AI technologies such as virtual and augmented 

reality that, in connection with IoT, can be used in manufacturing use cases such as predictive 

maintenance, which are not core for service delivery but will impact the broader market. 

However, as we stated repeatedly in the discussions around the HfS Intelligent Automation Continuum, 

the discussions should not focus on technology but recognize that the relevant context is the 

transformation of service delivery and the identification of use cases where those technologies can be 

transformative. Exhibit 3 provides examples of technologies for the respective AI approaches and 

highlights use cases in which those are already being deployed. 

Exhibit 3: Selective AI Technologies, Representative Technologies, and Use Cases 

http://www.hfsresearch.com/
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Source: HfS Research, 2017 

Much of the understanding of the progress with those approaches will come down to four central aspects:  

» How do organizations integrate (increasingly unstructured) data on an industrial scale into delivery 

backbones? 

» How do you manage those data sets (clean, annotate, structure, pre-process, etc.)? 

» How do you derive meaning and insights from those data sets? 

» How do you route customer specific data from interaction all the way to execution? 

For the scope of this project, we have suggested that the AI-Powered OneOffice is enabled by a broad set 

of automation and process technologies and approaches with AI advancing the decoupling of service 

delivery and labor arbitrage. Thus, AI is key enabler to move toward notions of unattended, increasingly 

touchless automation. However, there is a blurred perception between AI and cognitive computing, with 

the latter being a subset of AI. Similarly, while we acknowledge that RPA tools are evolving toward 

integrating AI capabilities, they are not in scope of this study. 

Against this background, for the purpose of this study, we understand AI as the simulation of human 

thought processes across the front, middle, and back office of the enterprise, where the system makes 

http://www.hfsresearch.com/
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autonomous decisions, using high-level policies, constantly monitoring and optimizing its performance, 

and automatically adapting itself to changing conditions and evolving business rules and dynamics.  

It involves self-learning systems that use data mining, pattern recognition, and natural language 

processing to mimic the way the human brain works, without continuous manual intervention. In this 

context, AI is helping erode the silos across business functions to drive real-time predictive capabilities 

and an engaging digital experience that unifies all the stakeholders across the organization: the customers, 

partners, and employees. 

So, what does that all mean for transforming and re-imagining service delivery? In a nutshell, it all boils 

down to advancing to a data-centric mindset. That means if we are talking about integrating semi- and 

unstructured data into delivery backbones, it has to be on an industrial scale. In sharp contrast to any big 

data projects, that means on an ongoing basis and largely in real time. Consequently, organizations need 

data management strategies to clean, annotate, structure, and pre-process data before it gets to 

production. But they will only derive value from data if they can provide meaning and insights, and those 

insights need to be integrated into the process chains in order to get to notions of STP or routing customer 

requests all the way to execution. This is a long and challenging journey; just leveraging a set of AI 

technology alone won’t yield success. 

Exhibit 4 visualizes the steps on this journey. The fundamental point here is, coming back to our definition 

of AI, that organizations have to advance toward notions of autonomous decisions.  

Therefore, when discussing the future of service delivery, the notion of data curation should be the 

starting point, not just a byproduct. Based on those data management strategies, machine learning and 

deep learning can find patterns (and consequently meaning) that agents or any other technologies can’t 

detect. Those approaches need to be leveraged in order to enhance the process and production. We have 

to think, though, beyond a linear notion of a process or production and return to the concept of the 

artificial intelligence continuum. Many technologies and approaches are both overlapping and 

interdependent. It is not a binary question of one technology supplanting another; rather, it’s the 

orchestration of a broad set of capabilities, including traditional means of service delivery. 

Exhibit 4: The Journey Toward a Data-Centric Model 

http://www.hfsresearch.com/
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Source: HfS Research, 2017 

This shift in the way organizations are thinking about approaching service delivery is directly reflected in 

the way HfS is broadening its research agenda. Over the next 12 months you will see us working 

collaboratively at the intersection of conversational services, analytics, and Intelligent Automation. On top 

of that, we’ll pursue the identification and analysis of innovative approaches that can’t be easily 

pigeonholed including blockchain, IoT, incident management in security, and many other approaches, so 

stay tuned. 

Understanding the Methodology Behind the AI-Powered OneOffice Premier League Table 

The AI-powered OneOffice Premier League Table is building on a broad set of HfS research assets, 

particularly the 2017 Digital OneOffice Premier League Table, the 2016 Intelligent Automation Blueprint, 

and the broader research of our Intelligent Automation practice. In order to understand where service 

providers are investing and how they are moving to a data-centric mindset that will foster the notion of 

the Digital OneOffice, HfS did send an RFI to the providers that were ranked in the Digital OneOffice 

Premier League. The questions asked included: 

http://www.hfsresearch.com/
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» What is your vision as well as your investments in AI that can enable the Digital OneOffice and 

innovate service delivery? 

» How are you organized to deliver AI and how are you integrating AI into your service delivery 

organization? 

» What methods are you deploying to train staff in AI related disciplines (both IT and non-IT)? 

» How do you manage to scale AI deployments? 

» What are the main use cases for integrating AI? 

» What are your main partnerships in AI (both technology and services firms)? 

» What is your strategy in terms of developing proprietary AI solutions versus partnering with third-

party applications? 

» What are examples of successful deploying AI for clients? Where are you having the most success or 

challenges – both by industries and processes? 

» What do you think will be the impact of AI on governance, testing, and talent in the next couple of 

years? 

» What is your outlook and roadmap on AI for the next two years? 

 

Based on the input, the discussions with the providers, and the foundations of the Intelligent Automation 

practice, we scored the participants with weighted ratings against six criteria: 

» Vision and investments in AI that can enable the Digital OneOffice and innovate service delivery (25%) 

» Fostering genuine digital customer, partner, and employee engagement (10%) 

» Embedding Design Thinking techniques to achieve continuous digital outcomes (5%) 

» Building a scalable digital underbelly that automates and digitizes (25%) 

» Achieving an intelligent digital support function without hierarchies and silos (10%) 

» Establishing intelligent, cognitive processes that promote predictive decision making (25%) 

 

 

But to be clear, we are not aiming to give all the answers on the impact of AI with this report. The best 

way to think about it is that it is the kick-off driving and facilitating discussions with all stakeholders in the 

industry. In the end, it is about capturing the journey toward the OneOffice and how AI is enabling and 

accelerating it. 

The 2017 AI-Powered OneOffice Premier League Table 

Exhibit 5 describes the companies that HfS is ranking as the early leaders in AI and alignment with the 

OneOffice concept. Two organizations stand out as having already been leading the OneOffice Premier 

http://www.hfsresearch.com/
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League, albeit in reversed order: Accenture for investing and guiding clients on innovation, and IBM for its 

Watson capabilities but more importantly for scaling out deployments.  

In our view, Accenture has articulated most succinctly how AI is impacting both the way Accenture is 

delivering services and how it is transforming clients’ applications and processes. This articulation is 

underpinned by a highly effective radar of identifying innovative startups and integrating them into the 

Artificial Intelligence Strategic Growth Initiative. An example of this initiative is the investment in 

MightyAI, which creates training data for machine learning algorithms. myWizard, which is Accenture’s 

lighthouse investment and showcase, underlines the holistic notion of automation with analytics, machine 

learning, and virtual agents as building blocks. Additionally, Accenture is leveraging a broad set of 

capabilities so that clients can send, for instance, general ledger information, and have it automatically 

sorted and integrated with all of the relevant data. The company is underlining the capability to re-imagine 

processes.  

Compared to Accenture’s expansive innovation radar, IBM is going a different way by focusing on Watson 

and a selective set of partners in order to scale. Suffice it to say that we have to keep in mind that Watson’s 

capabilities span from analytics and API services all the way to virtual agent capabilities. IBM has still 

challenges to articulate those expansive capabilities in a succinct and accessible way. After the evaluation 

deadline, IBM announced an ambitious new offering driving Watson deep into the IT-centric IBM Services 

Platform,  of which the key element connects Watson to the wealth of curated data from IBM’s data lakes 

and knowledge base. This data-centric mindset is critical for advancing AI capabilities, as we have 

described above in the Deconstructing AI section. 

At some distance, Genpact is following in third position. Its strategy is culminating in the announcement 

of the modular Cora platform, which is integrating all of Genpact’s automation and AI assets. This includes 

the recent acquisition of RAGE Frameworks, with capabilities allowing for an expansive integration of semi 

and unstructured data. Cora’s Command and Control Center provides a governance layer that is critical 

for scaling deployments. Other capabilities include machine learning and data science, computer vision, 

and conversational AI including Watson. Genpact’s core belief is to provide an open architecture 

underpinned by mature APIs offering clients an effective ecosystem of capabilities. This is another 

compelling example for the shift toward a data-centric mindset. 

Exhibit 5 summarizes the AI-powered OneOffice Premier League’s main capabilities along with HfS’ 

assessment of each member. It includes Wipro’s and TCS’ proprietary Holmes and ignio platforms, 

Capgemini’s aspiration of integrating data and knowledge on an industrial scale into its Automation Drive 

Framework, and many others.  

Two providers deserve a shout-out for their momentum in building out automation and AI capabilities, 

based on discussions HfS had after the deadline for the provider evaluation and ranking. TCS is quickly 

http://www.hfsresearch.com/
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accelerating its automation journey by moving from an emphasis on proprietary engines such as ignio to 

a much more holistic vision of enterprise intelligent automation with a dedicated umbrella organization. 

A broad set of capabilities featuring increasingly third-party tool sets including the Cognitive Computing 

Suite leveraging AlchemyAPI, Google Prediction API, and Amazon Machine Learning among other tool sets. 

Furthermore, as we had noted in our Watson Blueprint Guide, TCS displays refreshingly simple and clear 

articulation of an enterprise’s cognitive journey, including all the steps in between (e.g., reference 

architecture and data platforms) that typically complicate the implementation of Watson services. 

Another provider demonstrating a strong acceleration is EY. Its partnership with TrustPortal provides a 

close alignment with the OneOffice, while Managed Cognitive Services offer a broad set of third-party 

capabilities. One point to call out beyond just capabilities is EY’s intent to train and certify vast sections of 

its management and employees, which is one of the most comprehensive initiatives across the industry. 

This is especially pertinent because talent is one of the most critical aspects that we have to address as an 

industry. 
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Exhibit 5: The 2017 AI-Powered OneOffice Premier League 

2017 
Ranking 

Service Provider Comments 

1 Accenture 

 

Institutionalization of Automation and AI underpins impressive 

digital enablement. myWizard lighthouse automation 

investment, comprising Analytics, Machine Learning and Virtual 

Agents. AI practices including Watson, Amelia and Google 

accelerate build-out of vertical offerings around holistic notion 

of automation. Accenture Ventures runs one of the most 

effective and well funded innovation radars, investments 

include MightyAI 

 

2 IBM 

 

Watson capabilities strongest asset and differentiator, yet this 

also limits some of IBM's ecosystem options. Cognitive Process 

Re-engineering (CPR) and Cognitive Process Services (CPS) 

service lines provide further differentiation. IBM's approach to 

Cognitive Process Automation stands out through pragmatic 

focus on key partnerships underpinning unparalled scalability. 

Partnerships including LivePerson, underline alignment with 

OneOffice notion 

 

3 Genpact 

Expanding Lean Digital Framework with Cora AI Platform, 

leveraging an expansive set of AI assets. Those asssets include 

RAGE Frameworks and PMNsoft acquisitions. Cora is build in a 

modular fashion around conversational AI, computational 

linguistics, computer vision, machine learning and data science 

AI. Thus, aligned with the notion of the OneOffice by routing 

customer data all the way to execution. Offerings include 

Genpact Neural Intelligent Platform,  applying Cognitive for 

customer support and AI Reporting Solution, automating 

narratives and commentaries in complex reports 

http://www.hfsresearch.com/
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4 Wipro 

 

HOLMES is branding and focal point for automation; broad set 

of capabilities including NLP, knowledge transfer, machine 

reasoning; despite proprietary approach broader partner 

ecosystem is starting to take shape with mega ISVs but also 

Watson and Arago; the extension to Virtual Agents is work in 

progress, with more tactical chatbot deployments 

 

5 TCS 

 

ignio platform offers differentiating set of capabilities including 

Neural Networks, Machine Reasoning, What-if-modelling. TCS is 

evolving into one of the most compelling Watson practices with 

a broad set of vertical use cases. However, the aggregation of 

the vision as well as assets is work in progress. TCS is moving 

toward a more holistic Enterprise Intelligent Automation 

framework that blends its proprietary assets as well as an 

increasingly broad set of third party tool sets. Solid articulation 

of a broad set of use cases. TCS is clearly accelerating the build 

out of its capabilities which is likely to see Digitate being 

integrated into broader automation practice 

 

6 Capgemini 

 

Blending broad set of AI capabilities into Automation Drive 

Framework; Group Automation CoE catalogs and proliferates 

the automation services across SBUs, but organzational 

complexity remains; Watson practice around manufacturing 

and IoT; strong emphasis on integrating data on an industrial 

scale; Transversal partnership links NLP with expansive 

knowledge base 

 

7 Cognizant 

 

Corporate reorganization aligns Digital Operations unit with 

OneOffice concept. Holistic approach to automation, yet 

automation is largely aligned with vertical BUs with no 

overarching automation platform. A hub and spoke concept 

with vertical BUs driving solution definition is meant to address 

some those issues.  
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Cognizant’s automation team within the Emerging Business 

Accelerator (EBA) which is at the vanguard of educating the 

market place on the implications of automation, is shifting 

toward AI conversational services. Expansive set of partnerships 

including IBM Watson, IPsoft, Arago, Nuance, Narrative Science 

 

8 Deloitte 

 

Deloitte is driving a broad set of AI capabilities across its 

Cognitive Advantage offering. This approach has a strong 

alignment with the OneOffice notion . It is doing it by blending 

RPA with cognitive technologies,  by creating large-scale 

organizational intelligence with pattern detection and the 

ability to analyze multiple data sources around Cognitive 

Insights, and by using intelligent agents and avatars to deliver 

mass consumer personalization at scale around Cognitive 

Engagements. Partnerships include IBM Watson, IPsoft as well 

as smaller providers like Kira Solutions 

 

9 EY 

 

Expanding analytics capabilities through AI with a strong 

emphasis on mega ISV partnerships; driving Virtual Agents into 

internal audit capabilities; leveraging Design Thinking in 

Wavespace studios to rethink processes;  expansive initiative to 

drive training on AI internally, one of the most comprehensive 

initiatives across the industry. TrustPortal partnership provides 

strong alignment with OneOffice. Moving to Managed Cognitive 

Services with a broad set of third party tool sets 

 

10 Infosys 

 

Analytics driven approach; its Nia automation framework 

converges technologies previously known as Mana, AssistEdge, 

DEEP and IIMSS along with recently acquired advanced machine 

learning capabilities from SkyTree. SkyTree is providing 

advanced high-performance Machine Learning with automated 

selection of algorithms and methods to achieve best possible 

predictive accuracy. But, Infosys needs to develop a narrative 

what automation and AI mean to different stakeholders 

http://www.hfsresearch.com/
http://www.horsesforsources.com/
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11 TechMahindra 

 

Building a broad set of AI capabilities into its AQT automation 

framework including TACTIX is our AI platform to build cognitive 

applications, which require NLP/Machine Learning and Entellio, 

an AI based Chat bot platform. Blend of proprietary assets and 

third-party partnerships such as Microsoft, IBM, IPsoft and 

Avaamo. More thought-leadership needed to convey assets and 

align with OneOffice notion 

 

12 KPMG 

 

Stands out as the provider that is the most transparent and 

reflective on the disruption coming from the transformation of 

knowledge work through the rise of Intelligent Automation. 

Driving a broad set of AI capabilities across the spectrum of 

what KPMG refers to as Digital Labor. Partnerships include IBM 

Watson, IPsoft, Arago and Artificial Solutions. Focal point is 

driving cognitive capabilities across audit and other knowledge 

services. An compelling example is Athena, proprietary 

automation solution used for certain large scale regulatory 

compliance activities. Key intelligent technology features 

include supervised Machine Learning algorithms, NLP, and 

analytics. KPMG ingests large amounts of structured and 

unstructured data, text, graphics and prose to identify 

anomalies, contextual inconsistencies, and answer questions 

using probabilistic statistical modeling 

 

13 HCL 

 

DryIce orchestration and automation framework has a broad 

set of AI including the DryIce AI & Machine Learning Engine, 

Lucy, a Watson-powered virtual agent to reduce Level 0 support 

effort or Melvin, Self-service robot can automate physical tasks 

in workplaces. While HCL's technical capabilities are broadly 

aligned with the journey toward the OneOffice, it neeeds to 

follow up with narratives and go-to-market support to 

overcome organizational stovepipes 

 

http://www.hfsresearch.com/
http://www.horsesforsources.com/
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14 Atos 

 

Atos stands out by driving IA at the heart of its service delivery 

backbone. This includes linking business services and 

applications orchestration with infrastructure cloud 

provisioning. A crucial element in this strategy is integrating big 

data and operational analytics into the automation approach. 

Underpinned by the Codex analytics capabilities and extended 

to the Atos Virtual Agent by LivingActor and Cognicor. Yet, a 

succinct narative around AI capabilities is still work in progress 

 

15 DXC 

DXC continues to work through the integration issues with a 

strong emphasis of enhancing its platform strategy with AI. 

Focus is to integrate cognitive assets such as Watson, IPsoft and 

Microsoft Cognitive Services with ServiceNow and Lakeside. 

Virtual Agent build-out is largely still on PoC level 

16 NTT DATA 

 

Below the radar screen, NTT DATA is running the largest 

deployments of IPsoft’s IPcenter globally.  Furthermore, the 

company is helping to adapt IPsoft’s Amelia to the Japanese 

language and executives were suggesting strong traction. Yet, 

NTT needs to move toward a more connected global 

organization in order to deliver true Digital OneOffice 

capabilities 

 

17 Syntel 

Syntel has solid capabilities in Digital One, a cross-industry 

digital transformation service,  and its holistic SyntBots platform 

cutting across the traditional organizational stovepipes. Yet, 

Syntel has to demonstrate how it is helping clients to progress 

toward more data-centric models and how a broader AI 

ecosystem is supporting this journey 

http://www.hfsresearch.com/
http://www.horsesforsources.com/
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18 Sutherland Global 

 

Sutherland is building out predominantly front-office focused AI 

capabilities. This included offering a Managed Service for AI, 

similar to Omnichannel services, for clients that don't have 

established teams. Nuevore acquisition has accelerated a blend 

of analytics and Machine Learning 

 

19 NIIT Tech 

 

NIIT Tech is acelerating its holistic automation strategy with the 

launch of its TRON platform. Differentiating partnerships with 

Vistara and Arago. For Arago NIIT Tech will build out a CoE not 

least to train expertise in their semantic knowledge mapping 

capabilities 

 

20 EXL 

 

EXL is building Machine Learning into its EXLerator framework. 

To be able to react to specific client requirements, EXL has 

combined its Business Process Automation, RPA and Cognitive 

Automation under a single umbrella of Advanced Automation 

and Robotics practice that further collaborates with the Digital 

Solutions practice 

 

21 Conduent 

 

Conduent is building out a Cognitive Pracitice in the US as part 

of its Advanced Technology Solutions group. It is pursuingt a 

unified platform strategy that places a strong emphasis on data 

management strategies. Broadly speaking Conduent is evolving 

from a more RPA-centric mindset. AI assets include "Intelligenc 

Hub" underpinned by Machine Learning and Agent IQ, an agent-

facing Machine Learning interface 

 

22 Hexaware 

 

Expanding set of AI capabilities predominantly driven by the 

Hexaware Data Science and Community Lab. Those capabilities 

include a solid set of Watson accelerators. Partnerships include 

Arago and broader automation efforts 

 

http://www.hfsresearch.com/
http://www.horsesforsources.com/
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What to Watch in 2017 

Describing service providers’ capabilities is just one facet of much broader market dynamics. To 

understand both the applicability and the deployments of innovative AI approaches becomes much more 

challenging as organizations remain coy about their automation strategies. Therefore, over the next 12 

months, HfS Research will aim to play back the lessons learned and the best practices gleaned from the 

early deployments. This includes identifying new technology vendors and approaches that have the 

capability to transform service delivery. And, most importantly, we always love to hear from buyers about 

their experiences and learnings. 

What the broader market urgently needs is guidance on how to approach both governance and testing of 

AI and Cognitive solutions. The more organizations progress toward autonomous decision making, the 

more these issues become mission critical. Too many providers suggest testing and, consequently, 

governance is akin enterprise applications and User Acceptance Testing (UAT) would be a sensible 

approach. We vehemently disagree. Self-learning or even self-remediating systems require new 

approaches. Just take the European Data Protection Regulation GDPR as a concrete example. Any data-

centric model has to find practical steps to take to comply with the regulation. Similarly, data portability 

will become a critical factor in any ecosystem as buyers hate vendor lock-in. But these issues need also to 

be aggregated to broader discussions on ethics as these perceptions will strongly influence any decision 

making. 

Returning to the specifics of AI deployments, from a broader market perspective, we foresee the following 

developments over the next 12 months: 

» Broadly speaking, AI has a different starting point than RPA and we will see more nuanced articulation 

of AI as a distinct approach and some evolving use cases. 

» We will see the emergence of structured and funded AI practices starting with the supply side, but 

eventually mature buyers will begin incorporating them into their automation CoEs. 

» Reflecting the early development phase, more organizations will pursue AI solutions with a “bolt-on” 

approach, applying AI at the edge of the enterprise. As the market matures, AI will disrupt enterprise 

architectures and enterprise software. 

» In contrast to RPA, we see mega-ISV ecosystems such as Microsoft, Google, and AWS evolving their 

AI efforts. 

» Chatbots are low-level commodity technology, and, more importantly, are used in an inflationary 

way, thus blurring market perceptions. We expect a clearer articulation of and differentiation from 

virtual agents, which are routing customer requests all the way to execution. 

http://www.hfsresearch.com/
http://www.horsesforsources.com/
http://www.horsesforsources.com/Eu-Data-Protection_073016
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HfS Research: The Services Research Company™ 

HfS Research is The Services Research Company™—the leading analyst authority and global community 

for business operations and IT services. The firm helps organizations validate and improve their global 

operations with world-class research, benchmarking and peer networking.  HfS Research was named 

"Independent Analyst Firm of the Year for 2016" by the Institute of Industry Analyst Relations which voted 

on 170 other leading analysts. HfS Chief Analyst, Phil Fersht, was named Analyst of the Year in 2016 for 

the third time. 

HfS coined the terms "The As-a-Service Economy" and "OneOffice™", which describe HfS Research's vision 

for the future of global operations and the impact of cognitive automation and digital technologies. HfS' 

vision is centered on creating the digital customer experience and an intelligent, single office to enable 

and support it. HfS’ core mission is about helping clients achieve an integrated support operation that has 

the digital prowess to enable its organization to meet customer demand - as and when that demand 

happens. With specific practice areas focused on the Digitization of business processes and Design 

Thinking, Intelligent Automation and Outsourcing, HfS analysts apply industry knowledge in healthcare, 

life sciences, retail, manufacturing, energy, utilities, telecommunications and financial services to form a 

real viewpoint of the future of business operations. 

HfS facilitates a thriving and dynamic global community which contributes to its research and stages 

several OneOffice™ Summits each year, bringing together senior service buyers, advisors, providers and 

technology suppliers in an intimate forum to develop collective recommendations for the industry and 

add depth to the firm’s research publications and analyst offerings. 

Now in its tenth year of publication, HfS Research’s acclaimed blog Horses for Sources is the most widely 

read and trusted destination for unfettered collective insight, research and open debate about sourcing 

industry issues and developments. 

HfS was named Analyst Firm of the Year for 2016, alongside Gartner and Forrester, by leading analyst 

observer InfluencerRelations. 
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