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INTRODUCTION

Productivity is becoming the great 
conundrum of the modern world. From 
businesses to consumers and even in 
politics – everyone wants more for less. 
Businesses want greater productivity 
from less resource, consumers 
want lightning fast, hyper-accurate 
customer service at marginal prices, 
and politicians consistently promise 
that it is possible to deliver more from 
less. Technology has delivered such 
rapid advances in speed and efficiency 
that people have begun to take them 
for granted. 

 

However, these expectations are 
frequently not met by reality. Whilst 
consumer electronics have increased 
at pace, many businesses and 
organisations use legacy equipment 
and applications, and rely on manual 
processing to deliver results. Regularly 
upgrading major systems can be costly 
and disruptive for businesses that need 
to continue seamless commerce, and 
yet relying on outdated applications and 
manual systems can cost businesses 
their competitive edge. A difficult 
conundrum.

 

The answer to regaining lost 
efficiency is the kind of intelligent 
process automation technology that  
Thoughtonomy specialise in. Process 
automation enables large volumes of 
tasks (e.g. repetitive data entry) to be 
achieved quickly and with the highest 
degrees of accuracy, whilst reducing 
costs and improving efficiency. The 
reality is that the longstanding fallacy 
of achieving ‘more for less’, is now not 
just possible, it’s already being achieved 
through Thoughtonomy’s intelligent 
automation.



1. HUMAN RESOURCES 
 & PAYROLL

BACKGROUND
HR can be very time-consuming and 
labour intensive, particularly where 
employee data processing is concerned. 
It’s a field where compliance and risk 
management are highly important but 
also involved inefficient and resource-
intensive processes. There can also be 
a large amount of duplication of work 
between departments such as HR and 
Payroll as they operate in tandem 
but within their own separate silos. 
Thoughtonomy solves the problem 
of having skilled resources operating 
in departmental isolation by using 
technology to break these silos down.

CLIENT CHALLENGE
A major outsourcing organisation 
with over 200,000 employees were 
struggling to manage new starters and 
leavers due to a staff turnover of over 
10,000 employees a year. The system 
for processing the onboarding and 
offboarding of employees was overly 
complicated and resource intensive, 
causing a major headache for this 
company in terms of efficiency and risk. 
They realised that they needed to change 
their approach and began exploring 
solutions to soothe their employee 
processing headache — without the 
expense and disruption of changing 
their existing applications. They realised 
Intelligent Automation could provide a 
solution to support the management 
of new starters and processing of 
leavers for both HR and Payroll. 
 
 

ANALYSIS
We began by examining their new 
starters process. The first stages were 
the identity and backgrounds checks. 
Once they had been authenticated, the 
employee details would be entered 
into a variety of disparate internal 
systems such as user accounts, 
payroll, identity passes and manager 
alignment. These processes were 
performed in isolation by departments 
such as HR, Facilities or IT, only passing 
information between each other via an 
unstructured email process and thus 
creating potential data error issues and 
inefficiencies such as the need to re-key 
information. The leaver process didn’t 
fare much better, with departments 
working in isolation to update payroll, 
disable IT accounts, and other exit 
processes related to staff leaving. 



SOLUTION
The Thoughtonomy technical team 
built an automation solution that would 
connect their disparate systems, 
or ‘process islands’, into a single 
automated end-to-end workflow. We 
provided a single point of entry for 
this automation: a secure web portal 
interface that initiates the required 
activity for starters or leavers and uses 
virtual workers to perform standardised 
processes at a department’s request. 
The tasks are executed as each  
department would on the required 
systems, except quicker and without 
the risk of human error by using 
a virtual worker. As a result, due 
to the minimal human intervention 
needed and reduction in the need 
for re-entry of data, the starters 
and leavers process has improved 
significantly and the organisation 
has greater resource availability.  
 

An additional benefit of a virtual 
worker implementing these 
processes is that once an employee 
leaves the organisation, they are 
immediately decommissioned from 
the organisation’s systems, meaning 
that risk to data and system security 
has been reduced exponentially. 
We are continuing to work with this 
company to expand automation 
across the enterprise, specifically 
looking at connecting high-volume 
processes and other process islands. 
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2. COMPLIANCE

BACKGROUND
The field of regulatory compliance 
presents its own unique challenges 
of complexity, including the need for 
security, accuracy, legal compliance 
and speed of response. Every business 
will have its own blend of systems 
and processes that present their own 
challenges, but it is rare to find any 
business that would not benefit from 
the automation of their processes.

CLIENT CHALLENGE
This multinational retailer was an 
early pioneer of internet shopping and 
generated sales of £4.1 billion in 2017.  
With this vast volume of commerce, 
the retailer was looking to simplify a 
complicated and demanding process of 
reporting on credit on their millions of 
customers.

To comply with regulatory 
requirements, their finance admin 
employees are required to deliver Data 
Subject Access Request (DSAR) reports. 
They process requests from their retail 
credit facilitators via phone, email 
or traditional post. The information 
needed to produce a DSAR was held 
on a legacy mainframe system that 
was challenging to navigate and gather 
data from. However, even though the 
system was inefficient to use, it wasn’t 
deemed viable to replace it due to the 
operational disruption and financial 
cost this would involve. Therefore, they 
needed to find a solution that would 
both work with their current systems 
and reduce the cost of regulatory 
resourcing. 

 

ANALYSIS
The retailer partnered with  
Thoughtonomy to deliver an automation 
solution that would streamline their 
financial reporting and reduce the ‘drag 
factor’. Our team began evaluating the 
DSAR process with their operations 
team. When a request for a DSAR was 
received, employees would access their 
mainframe and, due to the mainframes 
structure, pull down the customer’s 
entire record history. Staff then need to 
manipulate the data on spreadsheets 
and then format into a letter to respond 
to the requested date range from the 
credit facilitators. With over 300 DSAR 
requests being processed weekly, 
each taking between 45 minutes to 
5 hours to complete, it was evident 
that there was a compelling case to 
automate the process to produce a 
standardised completion time and 
thus reduce resource expenditure. 
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SOLUTION
Our team configured an automation 
process to emulate the human worker 
producing a DSAR report. An employee 
now receives a request via multiple 
trigger points including phone, letter 
or email, and now uses a custom web 
portal to initiate a virtual worker. Once 
requested, the virtual worker accesses 
the mainframe, extracts the data in its 
entirety, manipulates it into the relevant 

format and responds to the credit 
facilitators. 

Our team delivered this automation 
project within a mere three weeks and 
reduced DSAR reporting time down to 
ten minutes, from an average of over 
two hours. In addition to improving 
execution speed and delivering time 
standardisation, the accuracy of the  

 
reports was increased as any possibility 
of human error had been removed. By 
automating this single process, this 
major retailer made an 81% reduction in 
operational costs and estimated return 
on investment (ROI) of £300,000 
annually. We are continuing to work 
with this major retailer to enable them 
to deliver other digital transformation 
projects.



3. FINANCE

As a Process Owner, I wanted to automate the 
manualprocesses to improve our productivity 
and efficiency, reduce risk of errors in the 
business (impacting customer journey) and 
ensure full SOX and Audit Compliance, whilst 
ensuring cost savings and return on investment 
within 12-18 months. The Thoughtonomy 
Virtual Workforce® provided CCM with the 
solution to achieve these outcomes.

Martin Daly, Senior Financial Operations 
Manager

“

BUSINESS
Cabot provides a range of credit 
management services across a broad 
client base. We have active relationships 
with some of the largest credit 
providers in Europe including banking, 
consumer finance, telecommunications 
businesses, retailers, utility companies 
and government agencies. Our services 
include early stage collections, 
business process outsourcing, 
contingent collections, trace services, 
and litigation services, as well as debt 
purchasing.

CHALLENGE
CCM had a number of processes where 
manual intervention was required by 
human employees holding together 
a number of workarounds within 
payment processing, allocations and 
reconciliations across the business. 
Moving and manipulating large volumes 

of files and data manually presented 
a high risk of manual errors, possible 
compliance issues and potential 
customer impact. An intelligent 
automation solution was sought to 
mitigate potential risks, reduce the 
volume of manual processes, and 
achieve business driven change. 

A number of day to day processes 
were identified, which involved 
manual data manipulation, copy/paste 
from one spreadsheet to another, 
time-consuming data cleansing, and 
movement of data from input field into 
other systems.  These were repetitive, 
time consuming tasks that limited our 

colleagues to a rigid, documented, 
repetitive and structured approach.

Doing nothing meant:
A very burdensome compliance process 
for each new portfolio purchased, and 
each newly on-boarded vendor a lack 
of timely and accurate movements 
of funds and processing of activities 
resulting in loss of potential cash 
benefit to the business, and possible 
reputational risks associated with 
customer journey.



SOLUTION BENEFITS

SOLUTION
As CCM continues to grow, more 
and more resources will be required 
to manage the increase in manual 
processes and workarounds. Intelligent 
Automation was sought as a solution 
to support the reduction of these 
manual processes, and to serve as 
the framework and strategy for 
future financial integration programs 
for newly-acquired businesses and 
vendors. The Thoughtonomy Virtual 
Workforce® solution was selected to 
support the finance-related 
manual processes.

“We see Thoughtonomy’s Virtual 
Workforce® as a transformation tool 
that will bring efficiencies across our 
business that will ultimately benefit 
our customers.” – Martin Daly

Reducing, and ultimately removing, the 
repetitive tasks from our colleagues’ 
daily workstreams will result in:

More of our 
colleagues’ time will 
be freed up to focus 

on other critical 
business needs such 
as data cleansing and 
addressing anomalies 

and exceptions

An improvement 
in our compliance 

readiness & 
status

Overall 
improvement on 
quality control



4. REVENUES AND 
BENEFITS

BACKGROUND
There is a very simple business 
case to be made for the benefit of 
realising revenues whilst minimising 
expenditures and overheads, but 
sometimes legacy systems and 
inefficient processes can substantially 
erode profitability. Many of these cases 
are ripe for the deployment of process 
automation – which would allow 
them to remove bottlenecks, improve 
efficiency and restore revenues into 
profit.

CLIENT CHALLENGE
This public-sector department was 
responsible for correctly processing 
and handling the appeals on 10.8 million 
annually issued local authority parking 
and traffic tickets – and its system was 
plagued with inefficiencies. Under their 
previous system, the processing centre 
received appeals via traditional mail, 
then keyed the data into a centralised 
case management platform. This was a 
time-consuming and inefficient process 
and this public-sector department 
was determined it needed to digitally 
transform this process.

 

ANALYSIS
We started by analysing the appeal 
process to assess how it could be 
effectively automated. If a citizen 
appealed a penalty, they would fill 
out the form on the reverse of a 
ticket and post it with evidence to the 
processing centre. Once received, the 
ticket would be scanned, validated, 
and either processed or returned for 
more information. When being worked 
on, each appeal required employees to 
access various external information 
sources, then manually key the data 
into their case system, along with any 
communications, before a claim was 
either validated or refuted. This lengthy 
and human error-prone process 
delivered poor citizen experience and 
on examination, was found to be so 
deficient that it was actually costing 
more than the revenue received from 
the penalties.



SOLUTION BENEFITS
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SOLUTION
Our automation experts set out 
to digitise the appeals process by 
implementing a web-based portal, 
branded with local authority, to help 
bring consistency across the board and 
an improved citizen experience. The 
portal was designed to mirror the appeal 
form on the reverse of the penalty 
ticket. An immediate improvement was 
that rather than risking information 
being missed or entered incorrectly, 

it auto-validated the information 
against internal information – 
immediately removing 15% of manual 
rework from the processing centre. 

Once submitted, a virtual worker took 
the appeal and processed it across 
multiple systems internally and 
externally, executing all the information 
gathering and evidence collection 

for the appeal, before sending it to 
an adjudicator for final assessment. 
This new intelligent automation 
delivered a huge improvement in 
citizen experience and saved this 
public-sector department millions 
of pounds. Based on this outcome, 
we are working with other local 
authorities to expand the automation 
of traditionally paper-based tasks. 
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5. OPERATIONS

BACKGROUND
Day-to-day operations are a field 
where intelligent process automation 
can have a significant cumulative 
effect on overall performance and 
ultimately, the ‘bottom line’. There 
are always inefficiencies to be found 
– and when ROI from Thoughtonomy 
projects can happen over such a 
brief timescale, there are reasons 
for us to examine your processes. 

““By moving manually intensive tasks 
from service desk analysts to a virtual 
workforce initiated on-demand, we are 
able to offer rapid, error-free 24/7 
execution of key activities and allow our 
service desk staff to focus on providing 
world-class customer service.”
 - Simon Oecken, Group Director, 
Managed Services, Computacenter

CLIENT CHALLENGE
European IT provider Computacenter 
wanted to further enhance the quality 
and efficiency of their service desk 
operations, as well as ensure that their 
analysts were focused on the provision 
of service excellence to end users. They 
recognised that automating repetitive 
service desk activities and presenting 
users with the ability to self-serve 
for common requests would improve 
service levels and reduce resolution 
times and error levels.

ANALYSIS
An analysis of service desk agent 
activities revealed that a high proportion 
of time and effort was being expended 
on repetitive and manually intensive 
tasks and activities. Intelligent process 
automation and customer self-service 
were identified as potential solutions to 
increase efficiency, but with complex 
systems and applications to support 
across a multilingual community, 
traditional approaches and standard 
tools were deemed unsuitable. 



SOLUTION BENEFITS

SOLUTION
Using Thoughtonomy’s Virtual 
Workforce, Computacenter taught 
virtual agents the key processes 
involved in supporting and administering 
users. Virtual workers emulate the 
same processes and decision logic 
as their human counterparts. Via an 
integrated web portal, users are able 
to directly raise service desk requests 
which are then passed to the virtual 

workers for execution. Exceptions, non-
standard, or incomplete requests are 
escalated by the platform to human 
agents for immediate resolution.
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6. IT

BACKGROUND
The rapid pace of development in IT 
systems means that many systems 
improve much faster than businesses 
can efficiently update them. Many 
businesses find it challenging to offer 
cutting-edge customer service whilst 
operating on legacy systems that 
struggle to respond to demand.

CLIENT CHALLENGE
A savings, investments and pensions 
organisation, an organisation that is 
one of the oldest mutual life assurance 
companies in the UK, was searching for 
a way to better serve their 400,000 
customers. Their customer service 
employees handled requests via 
phone and email and were processing 
them on an 18-year-old mainframe 
application. As you might imagine, 
the age of this system and the size of 
their client base meant that delivering 
a high-quality service was challenging. 
Given the planned wind-down of 
the implicated services, the cost 
implications of replacing the system 
made it unviable. It was clear that if 
they wanted to deliver a modern, digital 
service, they needed to find a solution 
that would work with their current 
systems without disrupting them. 

ANALYSIS
As the organisation operated from an 
18-year-old system, the processing 
of cases also required the use of 
spreadsheets containing complex 
business rules to handle requests 
from policy-holders and assistance 
from independent financial advisers 
on activities such as updating records, 
beneficiary details, or calculating 
payments. This complex and manually 
intensive process meant that each 
case took an average of 20 minutes 
to complete. As this service was being 
wound down, no further IT investment 
was to be made, meaning employees 
had to cope with delivering a static 
service on their current platform. 



SOLUTION BENEFITS

SOLUTION
Our intelligent process automation 
experts decided to apply a staged 
programme to move from the most 
regularly used applications to the 
least, in order of priority. By applying 
this approach, virtual workers 
could execute requests quickly and 
accurately, reducing human execution 
time from twenty minutes to just two 
minutes. Once this was automated, 

we implemented a web portal with 
an interactive request form, allowing 
employees and clients to access and 
request the information they required.

As virtual workers now worked with 
the complicated legacy mainframe 
application, human error has ceased 
and regulated financial processes 
were followed precisely. With faster 

execution and removal of error, staff 
were free to deliver a modern and 
interactive service. The organisation 
made a return on their investment 
within two months and estimated that 
they will save £1.5 million annually. 
With many other processes spanning 
this organisation, we are excited to 
continue working with this company 
to automate other manual work.
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7. SALES AND 
MARKETING

BACKGROUND
There’s little that is more beneficial 
to Sales and Marketing than a 
satisfied customer base and high-
quality customer service provision. 
Offering additional services over and 
above the field, or using enhanced 
efficiency to compete on price all 
plays into the overall sales offering. 
Thoughtonomy’s involvement has 
helped numerous clients improve 
their sales and marketing as a direct 
result of efficiency improvements.

CLIENT CHALLENGE
Founded in 2005, this business 
Internet Service Provider (ISP) grew 
as a company by recognising that 
businesses need to stay connected to 
high-speed, reliable internet without 
interruption. The reliable provision 
of high-speed fibre and microwave 
networks established them as a trusted 
internet provider, giving them the 
strategic opportunity to add additional 
value-added services to their enhanced 
Internet provision. 

Unfortunately, the value-added 
services were consuming more of 
their resources than they anticipated 
and they were struggling to deliver 
them as planned. With growth plans 
restricted, they wanted to find a 
feasible technology to expand their 
services – without increasing costs. 

To achieve their growth plans they began  
searching for a technology vendor 
they could work with to intelligently 
automate their processes. 

ANALYSIS
In line with their provisional service 
strategy, the business ISP was required 
to deliver service level agreement 
(SLA) reporting to their clients on their 
IT environment. The service reporting 
process was very resource-intensive 
and involved employees having to 
access multiple systems, manipulate 
data, select key information and then 
carefully format it. The time taken to 
deliver customer service reports was 
at an unsustainable level of 1.5 days; 
preventing them from reaching key 
SLAs within their growth strategy.



SOLUTION BENEFITS

SOLUTION
Our team set about intelligently 
automating the reporting process so 
that rather than employees accessing 
and evaluating multiple systems, 
a virtual worker would quickly and 
accurately perform the process. The 
virtual worker seamlessly replicates 
employee interactions, accessing 
multiple systems, cross-referencing 
data, validating requests against SLAs 

and producing reports in the desired 
formats for clients. By automating 
reporting with virtual workers, reports 
that would have taken 1.5 days are now 
produced within a mere six minutes.

In addition to automating reporting, 
we worked with the business ISP to 
enhance their customer’s experience 
by constructing a web portal so 

that their customers can access up-
to-date reports on-demand. This 
business ISP is now able to provide 
real-time reporting easily and has 
released valuable resources within the 
company to face strategic business 
issues. We are continuing to work 
with this company to help them meet 
their growth demands and further 
enhance their customers’ experience. 
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CONCLUSION

Digital transformation is about 
delivering efficiencies to businesses 
around the world - this can include 
cutting overheads, automating 
repetitive data entry, giving back 
time to employees and departments 
as they continue to oil the wheels of 
commerce. As these real-world case 
studies clearly demonstrate, the 
potential for automation to deliver 
improvements for your business is 
immense. 

Thoughtonomy has a proven record 
of delivering improved productivity, 
reducing costs and increasing 
compliance and accuracy across 
a variety of business functions, 
including: IT & Payroll, Finance, 
Revenue and Benefits, Operations, 
IT, and Sales and Marketing.

Intelligent automation processing 
is expected to save companies 50 
to 70% on labour costs by not only 
improving speed and efficiency but 
also by improving the quality of 
work with near-zero error rates, 
improved compliance and reduced 

process cycle time. 
Intelligent automation can free up 
employees to focus their talents on 
less mundane, more people-focused 
tasks, working in synergy alongside 
the technology rather than being 
displaced. The truth is, ‘more for less’, 
is not just possible, it’s being achieved 
right now, as Thoughtonomy’s 
intelligent automation delivers 
the foundation for significant 
competitive advantage.
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