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Executive 
Summary
Automation has finally reached a point where solutions and 
services have been battle-tested and are finally proving to be 
gamechangers for organizations trying to build a competitive 
edge in the digital era. 

Automation as a business strategy is not about fixing a single 
manual process. It’s the accelerator for achieving step change 
improvements in both user and customer experience, which are 
central to any digital transformation. 

Why organizations need to take 
back control of their digital destiny1
Why uncertainty is driving a step-change  
in automation adoption2

How automation can unite disjointed business processes  
and drive improved customer and employee experience3

Which automation adoption path you should you take4

What are the best practices for success5

What you will learn from this eBook: before the 5 points
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For the purposes of this project, IDC interviewed six Devoteam 
customers and shared their insights in the form of short case 
studies. Below are the three core areas that stand out as critical 
success factors for these organizations in relation to driving 
strategic business automation-led change: 

Throughout this paper, IDC also discusses the business impact 
of deploying business automation at Leo Pharma, Randstad, 
Adecco, PSA Sines, and a leading technology equipment OEM 
illustrating key messages through a series of case studies. 

• Efficiency and productivity are often drivers for automation. 
But improved employee and customer experiences emerge 
as additional transformative outcomes for the business. 

• Customers often lack the internal skills and knowledge to 
embark on automation programs. Seeking external support 
to advise, implement, and train internal teams, or as an 
extension to the business, can help accelerate the time to 
results.  

•  Automation often expands incrementally across the business 
as benefits are realized and learnings are shared. It frees 
people from performing time-consuming or low value tasks 
and gives them the tools to improve their own effectiveness, 
learn new skills, and support new business imperatives.
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Software platforms and digital ecosystems have enabled 
companies like Amazon, Netflix, and Uber to disrupt 
entire industries. For traditional organizations, this level of 
transformation simply can’t be achieved if they continue to run 
legacy software and systems that support the status quo. To date, 
organizations have been held back by a two-speed approach 
to digital transformation (DX) — between the old world of 
keeping things predictable and the new, where there is a need 
for experimentation and innovation. This has led to inconsistent 
approaches to DX.

Things are now changing radically thanks to advances linked 
to digital apps and services, cloud-native development, and 
automation technologies, which are advancing organizations’ 
ability to adapt and transform. They are not only consuming this 
tech, but are also building it…

Software is 
Eating the World!

By 2023, one in four of the largest 500 European 
companies will become software producers to digitally 
transform and maintain their status.
Source: IDC FutureScape: Worldwide Developer and DevOps 2021 Predictions
European Implications (Jan 2021)
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Organizations on the path of digital transformation have 5 
key aims:

The world of bi-modal IT has to change so that organizations can 
innovate at scale across departmental and functional boundaries 
with a unified purpose for change.

Organizations need to take back control of their digital 

Improve productivity,  
efficiency, and operational 

performance

Improve customer  
and employee experiences

Create business 
agility

Become highly automated  
and able to derive actionable 

insights from data

Connect people,  
partners, and ecosystems  

Once these aims have been met, organizations often start to 
look at how to identify new revenue streams from the digitally 
transformed foundation. 
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Digital trends and
microeconomic 
trends

Part 1
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CIOs are rethinking their role as 
digital innovation co-creators

Chapter 1

How does your company plan to approach software development 
and delivery to drive digital innovation? 

Expand Internal development 
capabilities

Digital 
Innovation 

Factory

Expand the developer 
ecosystem

Expand use of external contractual 
relationships with software 

development providers

Look to build and exploit 
co-creation models (customers/ 
suppliers/industry platforms/
incubators)

CIOs cannot undertake strategic Wholesale transformation 
without a digital-first business model and more reliable and 
automated practices.

Source: IDC European Accelerated App Delivery Survey, Sep 2020, N=410

57% 56%

54% 54%
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Digital innovation and automation go hand in hand

Digital innovation is an imperative for success, but CIOs in 
Europe are at different stages in their ambitions to deliver digital 
innovation across the business. By this we mean creating new 
digital platforms and applications that support the platform-
based digital enterprise. Over half are seeking to expand their 
internal development capability and developer ecosystem and 
looking to exploit co-creation models with that ecosystem. 

However, one in four CIOs in Europe are also seeking to expand 
their use of external contractual relationships. These CIOs 
recognize that they lack the internal skills to execute on their 
ambitions and need access to best of breed technologies, and 
access to the right talent and skills. This is particularly important 
since there is an explosion of tool chain complexity, from cloud-
based platforms to discrete digital apps. CIOs and LOB executives 
must shift from buying and extending software from a relatively 
finite number of vendors to sourcing software components and 
services from multiple sources. 
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CIOs should consider a digital innovation factory approach as 
they look to scale out from initial projects

IT organizations need to move from an ad-hoc, project-by-project 
approach to innovation and automation to creating a formal process 
with structure, governance and controls to help scale development 
and adoption.

Forward-thinking CIOs are now bringing their ecosystem partners 
together to create digital product “innovation factories“ and 
automation centers of excellence (CoE). These innovation factories 
must align human and technology resources and produce software 
and software-enabled products continuously.  
They must also establish practices to seek out opportunities for 
innovation and automation within the business, to have a continual 
pipeline to build and support adoption within the business. To achieve 
scale, reuse and automation become critical.  
To reap the benefits of enterprise scale, organizations must focus on 
what they can reuse and where. For many, this is a tech responsibility, 
as the end goal or requirement is to make these capabilities self-
service and automatable.

Agile and DevOps practices go hand in hand with digital innovation 
and automation. The challenge for CIOs is to ensure that enterprise-
scale DevOps is achievable. To enable DevOps to become business as 
usual, organizations must rethink business alignment and governance 
processes, but also consider tool complexity, culture, organizational 
goals, and sourcing models. As digital solutions become increasingly 
complex and are created by workers both inside and external to the 
organization, CIOs will have to find ways to manage development 
processes, especially agile ones, to keep all parties aligned and in sync. 

The Digital Innovation Factory becomes a central hub to unite 
innovations in digital platforms, apps. and services, with a view 
to scaling across the business. Enterprise automation will play a 
central role.
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Volatility, uncertainty, complexity 
and ambiguity (VUCA) is driving 
a rapid shift to Business 
Automation

Chapter 2

Never has the term VUCA been as meaningful as today, 
with the pandemic still impacting business and society on 
unprecedented levels.

COVID-19 has exposed many organizations  
in their failure to embrace automation. 

In conversations with IDC, many organizations admit they had 
broken or disrupted supply chains, delays and failure to execute 
orders due to new distributed working, and security breaches 
due to rapid changes to IT rules and actions. These organizations 
perceive automation as the cornerstone of digital resilience and 
customer centricity. 
Organizations across every industry are being forced to evaluate 
their business operations from multiple perspectives and 
look for ways to make their businesses more resilient to both 
unpredictable environments and financial stresses.  
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IDC’s research shows that automation is the single most 
important approach to navigate through each of the 
stages to a digital future. 

Automation has become the top priority to support 
organizational ambitions to deliver software-based digital 
innovation. 

• Driving business resilience in newly dispersed customer 
service, support, finance and operations functions — 
specifically through automation — is now at the top of even 
more executives’ agendas.

• Crisis recovery: React-Recalibrate-Reignite

Automation that drives out manual tasks, reduces errors, and 
processes tasks many times faster than humans is more reliable 
and resilient in the face of disruption.

Another repercussion is that the insourcing of teams will 
accelerate, because organizations will need to retain greater 
control of their automation investments to ensure that they are 
aligned to the new strategic imperatives of agility and resilience. 
For instance, systems and processes need to be able to increase 
adaptability for seasonal fluctuations. Controlling these levers of 
adaptation will need to be in the hands of the business users.
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70%

63%

85%

72%

74%

71%

75%

69%

63%

52%

60%

Finance

HR

IT

R&D/Engineering/Product Management

Marketing

Sales

Customer Service

Business Operations

Supply Chain

Legal

Facilities

Investments Planned in Automation by Business 
Function in 2021

Automation has become the top priority to support 
organizational ambitions to deliver software-based digital 
innovation.

• Top of the list is IT where 86% of organizations indicate 
planned investments in automation; next is customer service 
and support (75%); followed by marketing (74%), R&D (72%), 
sales (71%), finance (70%) and business operations (69%)

European
organizations

57%

Source: IDC European COVID Survey, Wave 11; Sep 2020, N=410
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Role of Business 
Automation in 
meeting business 
needs

Part 2
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At a strategic level, automation 
can augment business functions 
and teams, boost compliance, 
and drive improved productivity

Chapter 1

Automation is far more than a tactical lever to optimize 
cost and time

Business automation can span across the entire IT landscape. It 
can help run lean IT, open up the possibility of running self-service 
apps, help identify single points of failure in systems, eliminate 
inconsistencies in data, and connect multiple systems to unite 
teams in different parts of the business. In summary, it can lay 
the foundations for the digital-native enterprise, supported by 
intelligently automated data, tasks, and processes.

These benefits are aligned with the challenges 
companies face

People are spending more and more time on repetitive, often 
mundane tasks, rather than on their core value-adding work. This 
applies to those in the business and IT, who are held back in their 
ability to deliver value because of repetitive manual tasks that are 
ideally suited to automation.
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These benefits are aligned with the challenges companies 
face

IDC research shows that manual processes are the number-one 
bottleneck for European firms aiming to transform digitally.  
71% of European organizations cite this as their biggest headache. 
Meanwhile, three-quarters of European firms struggle to integrate 
modernization initiatives with legacy systems and processes. 

The challenges don’t stop there. IDC’s research also shows that 1 in 
4 large European organizations still rely on ad-hoc, siloed software 
development and delivery capabilities. Data is rarely shared and 
used collaboratively because of the long-standing data silos, 
multiple systems of record and engagement, and inconsistent 
processes. So, they aren’t operating with agility and are far from 
optimized internally to extract the benefits they’re looking for. 

At an operational level, the business doesn’t achieve its aims 
because users become frustrated by the repetitive manual 
workload and their inability to get access to real business insights 
and true cross-team collaboration. 

At the same time, customers become frustrated by the slow 
responsiveness and poor service this causes. This can have  
far-reaching consequences, such as increased customer churn, 
reduced net promoter scores (NPS), and ultimately failure of the 
business if it isn’t rectified.
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Business outcome-focused automation 
can mend fragmented and disintegrated 
processes — transforming experiences 
within IT and business

Organizations need help moving to an agile culture 

There’s a clear disconnect between what organizations claim to be 
achieving internally today and where they really are.

IDC’s research in DevOps maturity found that although 80% of 
European organizations practice agile/DevOps methods, only 10% 
are truly optimized. 

Organizations need help moving to an agile culture at scale 
because they still urgently need help improving business 
observability, security testing, and governance processes, as 
well as training, reskilling teams, and organizational redesign to 
optimize change.

A lot of these barriers are down to culture, which is very difficult to 
change from the inside-out without a pragmatic approach.
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European Organizations Challenged to: 

Organizations struggle to navigate the application complexities 
faced in their applcation modernization programs

Current dev capabilities Urgency to improve

Source: IDC European Accelerated App Delivery Survey, Sep 2020, N=410

 

devOps process and
governance 

55%

Security Testing 

56%

Organizational 
re-design 

43%

People training and
reskilling

46%

Automate and remove
manual processes 

70%

Integrate with legacy
and the business 

73%

Improve business
observability 

51%

Environment
standardization 

54%
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Adecco Group 
embraces cloud 

collaboration for 
business resilience

Use-case 1

Adecco Group is the parent company of global recruitment 
consultancy brand Adecco. Employing 30,000 employees 
worldwide, including 8,000 based across its major European 
markets of France and Switzerland (HQ), Adecco operates a 
number of brands in the workforce, talent, and technology sectors. 

IDC View: Adecco began with an urgent need for cloud 
collaboration during the pandemic as the business moved to work 
from home. The automation of manual processes then emerged 
as a natural next step to transform adjacent outdated working 
practices that were disrupted by the remote working model. 

IDC spoke with Julien Bryard, Adecco Group’s CTO based in 
Lyon, France, to understand how Adecco has responded over 
the past 18 months with automation-enabled solutions to boost 
resilience across the group. 
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The Business Challenge

Like many organizations, following the pandemic-enforced 
lockdown, Adecco Group had to move to a work from home 
model effectively overnight. The organization had to react 
quickly to this new reality, ensuring that all 9,000 employees 
in France had laptops, Microsoft Teams availability for remote 
collaboration, and business applications for productivity. Under 
normal circumstances, Adecco operates a high-touch working 
environment, with over 1,000 sites in France alone providing face 
to face client and candidate contact.

Another business challenge was to clean up and automate all 
repetitive tasks. 

The Solution

Adecco introduced a new work from home strategy that includes 
contingencies for the long-term as the new normal working 
environment becomes clearer. 
Collaboration via Microsoft Teams was critical to the project. In 
particular, the communications and marketing department were 
trained on Microsoft Teams Live Event for Adecco’s internal and 
external events. This was achieved rapidly, with implementation 
and training for 30 employees within the month. Before the crisis, 
only 30% of Adecco employees used Teams, and post-crisis it has 
scaled this to enable more than 90% of its workforce with Teams. 

From the go-live in September 2020 to March 2021, Adecco ran 
approximately 200 Teams Live events with as many as 1,000 
people on any event. This has been expanded since the beginning 
of 2021 to include the company’s big ‘kick off’ event from the top 
management. 

Adecco engaged with Microsoft and Devoteam to provide the 
Microsoft cloud-based platform including Teams and Teams Live 
suites as well as implementation and training for the business.
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Key Learnings 
 
Platform product expertise critical

Adecco has its own IT services business, Modis. However, it needed 
specialist Microsoft platform skills fast, which meant it needed to 
look to an external partner for delivery. Devoteam is a Microsoft 
Gold Partner, which was considered essential for this project. 
 
Place business before IT

Beyond that, the single most important factor was to select a 
technology provider that really understood Adecco’s business 
and the way it works. Bryard did not want another cookie cutter 
IT solution, which he sees as a significant pain point. Adecco 
prioritized business outcomes and focused on business value that 
the solution brought to its needs.  
 
Language of the business critical

Adecco wanted a tailored offering, and important to this was 
Devoteam’s ability to adapt itself and its language from a 
technical IT solution to the language of the business and its needs. 
This proved to be critical to achieving adoption success, since non-
technical users in communications and marketing were trained to 
understand how the solution worked.  
They are now able to customize the tool to their own needs 
without the need for hands on support. 
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Next Steps

Adecco is now looking to make more of the Devoteam and 
Microsoft partnership in RPA in areas where lots of manual tasks 
are still being performed. Bryard says the company is looking at 
mid-office business activities such as call center services to help 
branches in different cities in fields like contract fulfilment and 
timesheets.

Customized service

Bryard considered this a customized service for Adecco’s needs 
to provide enough support for the teams, but without taking 
ownership away from the business. In this way, internal IT still 
retains the control and oversight of the system, but it can call on 
external support if required.

IDC #EUR EUR147601321
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1 - Technology and process should be the enabler

Elevating the conversation above the technical detail is key to 
understanding the real business drivers for automation-led 
change that impact positively on people’s working environment. 
This involves engaging with the business to understand 
where the manual pain points lie that are getting in the way 
of employees performing their tasks as effectively as possible. 
Whether, for instance, data is not easily available to be processed 
or analyzed, whether multiple systems are being used that involve 
significant amounts of information to be rekeyed or duplicated. 
Understanding how these negatively impact productivity and job 
satisfaction is key.

Rethinking service delivery for 
Business Automation — unifying 
customer experience and 
employee experience

Chapter 2

Three ways to rethink Business Automation 
success
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2 - Redesign automated process to put people first

Understanding the way that people, processes, and technology 
will interact in the new automated environment is key to success. 
This means bringing together technologies like low code, RPA, 
and intuitive workflows that provide contextualized information 
to the employee, enabling real-time access to information 
without the need to swivel between systems. To ensure adoption, 
organizations should create a multidisciplinary team from IT, 
business, and other user groups to be deeply involved in the 
change program. It also means creating an operational model, a 
governance structure to allow it to develop at the rhythm of the 
needs of users, and the technological innovations.

3 - Ensuring all roads lead to business outcomes

Create an automation culture that is obsessive about optimizing 
the workflow between teams and aligned to business outcome 
objectives. KPIs will differ from one implementation to another 
and depending on where the automation is intended. But 
outcomes should always refer to overall employee experience 
and/or customer experience benefits intended. These can be 
measured by employee and customer satisfaction (ESAT and 
CSAT), net promoter scores (NPS), and impact on top- and 
bottom-line financial performance.
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Automation should unify people, processes, 
and technology with common outcome 
objectives

Improved Employee 
Experience

Improved Customer 
Experience

Via: 

• Intuitive workflows
• Integration between 

systems
• Contextualized information
• Data-driven insights
• Single pane of glass for all 

apps
• Self-service apps

Via: 

• Rapid and accurate 
response to queries

• Real-time performance
• Improved time to market
• Speed to results
• Seamless interaction and 

connectivity

Source: IDC Europe, May 2021

People

Process Technology
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Use-case 2

IDC View: Automation has evolved at Leo Pharma from being 
seen as a cost and efficiency play, to one that has been highly 
successful, supporting broader ambitions around hiring and 
retaining the best talent and ensuring competitiveness in the 
market. 

IDC spoke with Troels Ravn Baerentzen, Leo Pharma’s VP for data 
and analytics:

Automation  
delivering thousands 
of hours back to the 
business, improving 

employee satisfaction  

 

“People are super happy that their manual and repetitive 
work is removed and they are no longer doing 110% of their 

jobs. They can now have an improved work-life balance. We 
thought automation would be seen as a threat, but it’s been 
seen as a real help and an enabler for helping us transform 

our business.”  
Troels Ravn Baerentzen, 

Leo Pharma’s VP for data and analytics
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The Business Challenge

Like all pharma companies, Leo Pharma operates in a highly 
regulated space, and with that comes huge compliance processes 
to ensure it achieves laboratory, clinical, and manufacturing 
good practice (GxP). Operating in more than 100 countries and 
with as many partners and compliance processes requires many 
resources to, for example, make relevant R&D data available for 
doctors to check drug safety and ensure quality control checks 
of various processes. This involves a lot of repetitive manual data 
documentation and analysis on spreadsheets, which its highly 
skilled teams were spending thousands of hours working on — 
collecting, inputting, and accessing data across different systems. 
These are time-consuming tasks that distract its teams of skilled 
specialists from their core work which results in longer working 
days.

Related to this, Leo Pharma needs to ensure that it can compete 
for and retain the top talent and to be seen as modern company. 
Automation became part of its strategy to reduce manual 
processes and release employees to be more productive and 
efficient.

The Solution

Automation has been targeted at these complex data-led 
processes. Due to the lack of knowledge and skills internally in 
relation to automation, Leo Pharma sought an external partner to 
help it execute its ambitions.

Leo Pharma is a 110-year-old pharma company, headquartered 
in Denmark, specializing in the R&D and manufacturing of drugs 
for dermatology and thrombosis, with presence in over 130 
countries and 6,000 employees.
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Business Case

From a business case perspective, Leo Pharma sees automation 
as an efficiency tool, because it can deliver hours back to the 
business. This is the key metric by which it measures success. 
And it’s been very powerful so far. In 2020, it delivered 10,000 
hours back to the business through the automation of about 
25 processes. Baerentzen says the team in R&D are planning to 
deliver 30,000 hours to the business in 2021. Next year it expects to 
give back an impressive 60,000 hours.

Devoteams Role

Devoteams role is as a technical automation developer, advisor, 
and change manager. It now works as a key extension to the Leo 
Pharma team, with data engineers, automation developers, and a 
full stack project manager embedded in the business. Baerentzen 
expects Devoteam to “speak out loud”, challenge, “go beyond the 
code,” and this has been key to forming a successful relationship.

Devoteam also supports in the creation of Leo pharma’s 
pipeline of new bots, with good traction in clinical trial operation 
where it has many clinical studies with many data points and 
requirements for high data quality — not only for the data from 
the studies, but also for people monitoring the conduct of these 
studies, such as inspection-ready CVs and training files. Moreover, 
a clinical trial requires many different systems where data needs 
to be uploaded and this can potentially be automated.  

In addition to the core processes being automated, Devoteam 
helps Leo Pharma run citizen automation initiatives, which are 
focused on simple processes like creating bots to upload files to 
SharePoint or Excel spreadsheets. One specific citizen automation 
was to automate the ordering of flowers — something that was 
performed 200 times a year. 
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Key Learnings

One of the key learnings is that automation outcomes extend 
beyond the hard metrics defined in the business case to include a 
number of “soft benefits” such as improved employee satisfaction, 
respecting what people are good at, and being able to learn from 
pitfalls and share best practice.

Baerentzen pointed out that the original plan was to “train our 
own employees” in automation and bot creation. But he changed 
his mind as the complexity of the processes and thereby the bots 
required specialized skills. 

Leo Pharma has also shifted to explore expanding its use of 
automation across the business in a more measured way.  
It originally planned many pilots, including within functional 
teams such as HR and finance, but this needed to be anchored 
within the overall business strategy. So, it now focuses on more 
complex IT-led business processes and change management as 
the key to driving adoption and then scaling. 

The focus of automation is now very much to augment rather 
than replace Leo Pharma’s skilled employees. This will be 
particularly valuable when Leo Pharma launches new products, 
since automation provides scalability without the need to invest 
in new resources, so the business can focus on efficiency. This 
learning has even expanded into considering  that some bots 
may not provide many hours back to the business. But that is fine 
if they improve data quality or reduce timelines, because that in 
turn boosts productivity.
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The modern digital workplace is distributed, agile, and 
highly automated

Productivity applications like Microsoft Office 365 and increasingly 
Google Workspace are now used by most organizations for the 
core business. These are inherently built with users in mind, cloud-
based, available anywhere and on any device. However, integration 
with other business applications is increasingly needed to ensure 
that people can continue in the flow of work and not become 
sidetracked by opening and closing multiple applications and 
inputting and rekeying data between systems. 

Automation is often built into applications to speed up tasks, but 
it is not often built between applications. What the modern digital 
workplace needs is an intuitive user experience that has seamless 
connectivity between applications that are chosen and used by 
the business. 

Modern digital workplace 
demands Business Automation 
solutions

Chapter 3
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New user experiences underpin an improved employee 
experience

Thought needs to be put into designing, building, and 
orchestrating the teams and technologies to make this happen. 
This means having multiple options at your disposal, such as 
knowing when to use RPA or APIs to integrate applications, 
whether to build collaboration and workflow tools, and business 
intelligence/analytics, to support teams across multiple domains, 
industries, and languages. Having a safe pair of hands to advise 
and guide on technical issues as well as deployment and adoption 
is critical. 
 
Business users also need to be able to adapt their modern digital 
workplace to the speed of the business. This is where self-service 
and low-code development come into play, so that the business 
can react quickly regulatory or compliance changes, new product 
launches, or new customer marketing campaigns, for example. 
The ambition for self service and low code is to increasingly 
empower the user to execute automation and processes for 
themselves, and even consider building automation. But low code 
and other business user automation tools need to avoid turning 
into the “wild west of innovation” and require oversight from 
technical teams and IT to ensure they meet strict governance 
requirements.
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Automation benefits

Services become the glue that can bind all the pieces of the 
puzzle together. Overcoming fragmented and disintegrated 
processes can empower teams to deliver great customer 
experience. Business automation can mend this and even result 
in new services that weren’t possible before.

Customer outcomes can make or break brands

Improved customer outcomes are enabled by a service 
delivery mindset, because business automation isn’t just 
a technology solution. Services are essential across the 
transformation landscape to advise customers at the outset  
— to understand where the pain points lie and what options are 
available to them. Then it’s essential to have a safe pair of hands 
to design, integrate, and orchestrate automated solutions, as 
well as provide business-led change and training and encourage 
participation and adoption.

IDC #EUR147612721

Tech-led -Business led

Improve Biz
observability

Increase reliability 

Manage tech 
complexity

Accelerate response to 
business disruption

Enhance customer 
and user experience

Boost business
innovation
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Use-case 3

IDC View: Randstad responded to complex user needs during 
the pandemic, rolling out Google Workspace across its newly 
distributed workforce.  The automation of tasks could become 
the next frontier, using data and insights gathered from the 
integrated cloud applications. 

IDC spoke with Troels Ravn Baerentzen, Leo Pharma’s VP for data 
and analytics:

“A lesson we’re still learning is that we were very tech-
orientated two years ago, because we came up with an app, 

but not a solution.” 
PeterKnaepkens, 

Service and Operations manager at Randstad

Modern workplace 
enabled by 

cloud-based desktop
productivity suite
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The Business Challenge

Randstad is transforming into an organization that aims to put 
humans before technology and to transform the way people and 
jobs connect. It is also investing to create innovations that are 
scalable, data-driven, and measurable. However, it still grapples 
with legacy systems and processes that have restricted its ability 
to move to a more agile cloud-based working environment, and 
upon which these innovations depend. 

In early 2020, COVID-19 forced an urgent response from the 
business as overnight most of its staff were working from home 
and needed to be able to adapt their working hours to customer 
needs. People also wanted more flexibility to use their own 
devices.

The Solution

Modern Workplace

Knaepkens has been overseeing Randstad’s move from a 
Windows desktop environment to Google Workspace (formerly 
G-Suite). Devoteam G-cloud is the implementation and support 
partner for Randstad in Europe to establish best practice 
ahead of a global rollout. This involves switching from Windows 
PCs and laptops to Chromebooks, as well as supporting the 
implementation of a new communications platform that enables 
chat functionality across WhatsApp and other SoMe applications 
— “to use Google to the max.” Devoteam is also moving all 
Windows file shares to Google Drive. 
 

IDC #EUR147612721

Randstad is a multinational recruitment and HR consultancy, 
headquartered in the Netherlands. It employs 29,000 people 
across its parent brands and numerous subsidiaries and is present 
in over 39 countries worldwide.
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A trusted partner when things get tough

Randstad needed a partner to help advise and guide the business 
on its various technology tracks moving to Google. This included 
support evaluating the right technology, defining a business case, 
and then implementing. Knaepkens needed a provider that was 
responsive and skilled at project management and remediation.

Flexibility and adaptability also became important. The 
Chromebook rollout was interrupted by the pandemic. Stability 
issues also meant that the rollout was scaled down to a small user 
base while it was further tested before being launched into the 
wider corporate environment.

Key Learnings

“Don’t overwhelm people!” Knaepkens is adamant that a major 
program like this needs to include a period of adaptation and 
change, and a roadmap to get you where you intend to be. 
This is also the case for automation, which requires end-user 
involvement to make it a success. 

Data and Analytics

Closely tied to the Google Workspace investment is a second 
track with Devoteam around data and analytics, creating a 
data warehouse and BigQuery analytics, and a self-service 
data platform for the organization, to achieve more real-time 
intelligence on business performance. 
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Automation has been trialed but still needs more investigation.
RPA adoption and usage in the business has been less plain 
sailing. Knaepkens points out that some flows are now automated 
but the impact has been quite limited due other priorities from IT 
support, and within the platform itself.

Not everyone uses Google. Going all in on one solution needed 
challenging. wholesale transition meant that there were inevitable 
pushbacks from parts of the business where it didn’t support the 
end customer; for instance, in legal services, where practically all 
firms use Microsoft.

Get business processes aligned and clearly documented was 
the biggest learning from the company’s automation story to 
date. Without this in place, Randstad found it impossible to scale 
automation usage.
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Capabilities, 
tools, and 
skills needed 
for successful 
Automation

Part 3
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Complexity in the tech 
landscape leads to multiple 
routes to enterprise Automation

Chapter 1

Platform and service issues to consider for 
long-term competitive advantage

Business Automation enabled by the cloud and discrete 
digital apps and services are combining to extend 
innovation inwards to the core and outwards to the line of 
business.

Taking back control through best of breed tools

As enterprises take back control of their digital destinies, they 
are investing in an ecosystem of cloud-based applications and 
platforms such as Salesforce, Microsoft, Google, and ServiceNow to 
run functions and teams in a highly agile way. 

SaaS federates automation to the functional teams

These cloud-based platforms connect to the ERP and allow other 
applications, processes, or technologies to be developed and 
extended into the business. At IDC we call this a “federated SaaS” 
model. 

These tools are aimed at supporting teams in functions like sales/
customer management, finance, and IT, and can enhance the 
core ERP backbone through seamless integration and data 
sharing with the digital core.
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Digital apps and services extend automation and 
experiences outwards into the business

Organizations  then need to extend these capabilities and 
democratize participation across the broader business for 
maximum benefit. This is where discrete digital apps and services 
come in.

As they extend out into the business, automation tools like robotic 
process automation (RPA), and low code application development 
platforms are being adopted and integrated into the federated 
SaaS architecture to accelerate business outcomes.

• RPA, for instance, is increasingly being combined with SaaS to 
provide more contextualized automation in the flow of work. 

• Low-code tools are accelerating the development of new 
automation and workflows such as user-centric mobile apps, 
employee-facing apps, and workflow and process automation 
apps that are all aimed at improving productivity, efficiency, 
and in many cases customer and employee experience. 

Source: IDC Europe Future Enterprise research

ERP
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Use-case 4

IDC View: Transforming to a cloud CRM and deploying automated 
processes supercharged the outcomes for Devotam client as it 
moved away from outdated and broken sales practices, to deliver 
a modernized sales process with highly effective results.

IDC spoke with Claire Bouchet, Manager at Devoteam Customer 
Effectiveness team, to understand the client’s objectives, 
challenges and solutions using automation.   

Enhancing employee  
experience and resilience  

with cloud CRM and  
Business Automation   

productivity suite 

Devoteam’s client is a French food services, facilities 
management, and workplace and technical management 
services company with over 420,000 employees 
worldwide. This company serves 100 millions consumers 
daily across 64 countries. 
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The Business Challenge

The main objective for Devoteam’s client is revenue growth, and 
the C-Suite is focused on leveraging technology to drive growth 
globally and to empower all of its workforce to work towards the 
same goal. The client identified CRM as the pivotal foundation and 
engine to drive the growth objective.

The client’s  previous CRM was heavy, complex, time-consuming 
for management, and not user-friendly, and therefore not used 
effectively by the sales teams. 50% of users logged-in less than once 
a month; and its prospects and clients data were not recorded. 
This company needed to transform  the CRM with better user 
experience, mobility and with an engine for collaboration between 
sales teams  and different business units.

The Solution

Devoteam’s client deployed Salesforce in 2019 to provide  Sales and 
Operations Teams with a powerful tool for their day-to-day usage. 
The new tool was designed to eliminate most important pain 
points, as well as help them gain productivity with a brand-new 
experience. 

The client wanted to implement the new AS-IS CRM environment in 
9 months while engaging strong ambassadors to this huge change 
as actors to the company growth. With the new CRM – Salesforce 
Sales Cloud, the client wanted to reinforce alignment  between 
sales, operations and marketing as well as involve its employees 
in the tool change and solve main issues encountered with the 
previous system. 
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Devoteam’s Role

Members from Devoteam Customer Effectiveness team 
embedded themselves into the client’s team to get an inside 
view of business processes, operations, hurdles and technology 
challenges. This helped  Devoteam’s experts work closely with the 
clients’ stakeholders to together determine the right CRM engine, 
and build a core, standard model across the company’s global 
operations and build an adoption program. 

Devoteam also enabled the customer to translate the company’s 
go-to-market and business objectives  into concrete action. The 
technology transformation was focused on employee experience 
and process  excellence to encourage active participation and 
collaboration of sales teams. 

 

IDC #EUR EUR147601321
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Salesforce was deployed in 9 months across nearly 60 countries, 
for 3,000 users. This included translations  into 8 languages. 
Several applications directly integrated to the CRM allowed the 
client  to improve the user  experience and thus operational 
efficiency.  

• The design of a solution with at least the same functionalities 
as their current solution

• Delivering the right processes and change management to 
drive efficiency and effectiveness of the  new environment

• Automation/optimization of the business processes 
managed in their CRM

• Higher utilization of standard Salesforce capabilities

• Focus on business excellence and common growth goal   
Respect of production deadlines

IDC #EUR147612721

Devoteam supported the implementation of the new 
CRM whilst delivering on the client’s key mandates:

Outcomes

Devoteam client’s new CRM has a 71% correct dataset, which 
allows it to start from a solid and relevant  database.  

Sales are growing. The company is now able to identify the right 
people and influencers for prospects and  customers, leading to 
wins even in complex opportunities. 
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Key Learnings 

Transform the user experience.  This is an outstanding outcome 
of the project. It has provided sales users with paths and 
recommendations through a gaming experience while identifying 
the pain points.

Exploit data-led insights. The client  is now able to track 
performance indicators to drive adoption and  a community of 
ambassadors to further promote the continuous use of the new 
CRM.  

Next Steps

Devoteam client uses now the CRM to cover the client life cycle; 
from market intelligence to targeting, from opportunity creation 
to solution & contract Design , from solution mobilization, to 
Contract Management and Client retention

To reinforce the management of the whole Client Lifecycle & 
get robust client 360° view, Devoteam is now working on 3 main 
topics : 

Adoption: full adoption program with defines KPIs that translate 
strategic objectives into business actions 

Marketing and Sales alignment: lead generation and scoring

Sales and financial team alignment: High value in integrating 
finance views to sales operations.  

Redefined skills and roles – so that the client’s sales teams are 
now empowered and involved in  information-driven strategies. 
This applies to the CRM managers too, whose roles previously 
were limited to sales assistance. Now the new process and system, 
they are all moving to a Center of  Excellence team for customer 
championship. 
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Framing Business Automation 
Excellence: Understanding 
the Three Pillars for Optimum 
Success

Chapter 2

Business automation at scale is hard. In charting the way 
forwards, organizations must think carefully about the people, 
technology, and process design changes that need to be made. 

Moving from proofs of concept (PoC) to scaling solutions is 
disruptive. Automation solutions start to test stable paradigms 
and established cultural values. Solid game plans need to be 
in place that can tie the end-to-end program together from a 
strategic design, creation, integration, and change standpoint. 
This will require sound advice and in many cases resource input 
on the best approaches and the vision, and understanding the 
opportunities, addressing the selection criteria and deployment 
options, as well getting access to the right resources (dev talent, 
automation, security, etc.) and the ability to distribute innovations 
and encourage adoption. 
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The ultimate state of business automation excellence is 
one that supports successful organizational transition to 
an automation CoE capable of managing, governing, and even 
building new automation innovation, so that they are available 
and reusable across the business. This is a complex task, since 
it needs to be led by the business but with key stakeholder 
engagement from IT to help ensure governance and controls. 
Success will often be measured on adoption and usage by 
business teams as well as against key business outcome KPIs.

Source: IDC Europe, May 2021

People

Process Technology
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Use-case 5

IDC View: Automation is central to PSA Sines’ expansion plans 
at its port in Sines, Portugal, which expects to double in size in 
the next two years. Automated systems and processes are seen 
as the solution to challenges around operating efficiency and 
competitiveness and availability and access to skills. 

IDC spoke with Robson Moreira, PSA Sines’ Head of IT, to 
understand the ambitions and opportunities of using automation. 

“The faster we get a vessel in and out of the port, the more 
business we get. So, automation is essential for our long-term 

efficiency and competitiveness. Today, we are more precise, 
sharp, accurate, and competitive.” 

Robson Moreira, 
PSA Sines’ Head of IT

Low code provides a rapid  
digital solution automating  

time-consuming manual  
tasks productivity suite 
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The Business Challenge

PSA Sines was running a heavily manual process to manage 
the scheduling of port machinery and personnel on the yard. A 
complex environment with up to 250 staff per shift deployed on 
trucks, cranes, and vessels, PSA Sines was reliant on manually 
filling out and checking spreadsheets to assign personnel to tasks, 
which took hours daily and did not make the best use of people’s 
skills or willingness to learn new ones and was not adaptable to 
dynamic needs such as personnel on vacations. Attracting and 
retaining talent was therefore another challenge faced by PSA 
Sines in both IT and operations. This has the potential to be a 
barrier to expansion plans in which it aims to double in size over 
the next few years.

The Solution

PSA Sines embarked on an innovation project called auto 
deployment system (ADS) in 2019, to automate the manual 
assigning of port tasks. Robson Moreira selected OutSystems 
as the low-code application development platform on which to 
build the new system. A prototype was built very quickly to “sell 
to the business.” It was then easy to move to the full production 
version, which can connect with PSA Sines’s SAP back-end system 
to capture shift information and skills, as well as systems for 
managing the infrastructure. 

Sines is the largest artificial port in Portugal. PSA Sines 
manages the container shipments terminal, which 
accounts for over half of Portugal’s container cargo.



www.devoteam.com   53   

IDC #EUR EUR147601321

Devoteams Role

As an OutSystems partner, Devoteam provided the development teams 
to build the product and provide ongoing support. Its role was very 
much as an extension to PSA Sines’s internal teams. Working with the 
company’s HQ in Singapore and HR and engineering teams, it was able to 
develop the rules engine and the middleware on OutSystems to integrate 
data from different systems to automate the various scheduling and task 
assignment activities. The user interface created is highly visual and user 
friendly, with drag and drop functionality for the non-technical user to 
simply adjust schedules if required. It also integrates with visual displays 
that operations teams can see as they report for work, which provides 
them with immediate information on their assigned tasks and any alerts 
for the day.

Outcomes

User-led feedback driving improvements — Version 1 of the ADS was 
rolled out in just four months, allowing PSA Sines a fast response to the 
problem at hand. Numerous iterations have since been built on the initial 
platform to improve the system based on user feedback.

Improved employee satisfaction — Since tasks are now assigned 
automatically by the system, there is a level playing field for all employees 
on job allocations. The previous manual approach was not considered 
transparent.

Significant time saved through automation — ADS combines 
equipment demand data from different systems at its wharf and yard 
operations to match staff with the appropriate skillset automatically. This 
has removed the need for time-consuming manual referencing and task 

Skills rotation — ADS allows PSA Sines to rotate its personnel across 
various skillsets in an equitable manner to maintain skill relevance.
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Key Learnings

Better to have a partner to do this. Even though PSA Sines has 
an internal IT department, Moreira needed a team of experts in 
their chosen OutSystems solution. This was essential during the 
development and also in helping it identify the latest versions 
of the software and negotiate and implement upgrades on its 
behalf. “There is a cost of course, but a safety too, to know they’re 
there.”

Next Steps

PSA Sines is working on another phase of the ADS project. After 
continuously iterating on Phase 1, Phase 2 of the project was 
started in 2021. When combined with Automatic Equipment 
login & GPS tracing, the system will enable supervisors to track 
exactly where vehicles are in the yard and make changes during 
shifts. This is being developed by in-house IT and data teams. 
It will involve the use of data and link up with other PSA Sines 
proprietary systems to preempt workload and resource demand 
up to three days ahead and better match demand with supply of 
resources. 
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Rethink your 
Business 
Automation 
mindset

Part 4
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The dual service delivery pillars 
to successful enterprisewide 
automation

SKILLS & EXPERTISE

• Focus on a pragmatic consulting-led approach to understand 
the business challenge, and then work with existing 
applications to extend and enhance. This is likely to involve 
design thinking, bringing different stakeholders together to 
ideate and develop proofs of concept and align to common 
outcome objectives. 

• Focus on business need and keeping users at the center. 
Remain focused on the business need, addressing users within 
and across teams. The PoC/MVP phase is when the different 
technology options can be considered and tested.  

• Enhance new ways of working to create a modern workplace 
environment. Empower and reskill your teams using modern 
workplace tools so that they become used to working with 
the latest technology. This is also about future-proofing your 
workforce. 

• Bring deep technical knowledge to evaluate and curate 
the right technologies that can scale. Ensure your teams are 
trained and/or certified with a proven track record in delivering 
best in class solutions. 
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ADOPTION & CULTURE

• Engage a highly placed sponsor who can influence others 
and support the long-term vision.  This is especially important 
for complex change programs like enterprise automation, since 
projects will require careful negotiation across IT and business 
teams. 

• A strong but realistic ambition supported by a rigorous 
business case. This will ensure that the CIO and other senior 
leadership are on board and committed to the success of the 
project. 

• The establishment of an operational model and governance 
structure for enterprise automation. This is particularly 
important if building a new digital innovation factory or center 
of excellence where different stakeholders are involved.  

• An implementation process that is supported by a 
multidisciplinary team and agile delivery methods. This is 
critical to ensure that everyone is pulling in the same direction 
and engaging the best people. 

• Do not force adoption of the tools; allow them to develop 
at the rhythm of the needs of users and along with other 
technological innovations.



www.devoteam.com   59   

IDC #EUR EUR147601321

Use-case 6

IDC View: The client needed to move from an ageing, highly 
customized IT service management platform to a new solution to 
help it to transform processes and improve customer experience. 
Moving to ServiceNow, it has been able to support new business 
and revenue streams with SMB customers.

IDC spoke with Otakar Vlasak, principal consultant at Devoteam, 
to discuss the project and learnings.

Global Technology  
Equipment OEM  

Extends Support for  
New SMB Customers with  

ServiceNow Implementation  
productivity suite 

“The change in mindset of all stakeholders to agile development 
has been key to the technology transformation and to bringing IT 

and the business together.”  
 

Otakar Vlasak, 
principal consultant, Devoteam
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The Business Challenge

The client’s European business looked for key improvements in its 
service management platform to enables faster market response 
and quicker implementation of new innovative products and 
services, notably a new platform that enables the company to 
deliver an all-in-one IT managed service for small and midsize 
customers. Through the platform the client can offer services such 
as printing, service desk, backup, and security as a service. The 
existing customized ITSM system was not able to handle these 
new services for external IT services customers. 

The Solution

The company needed to modernize its IT management platform, 
which was a complex, highly customized tool that lacked flexibility 
and couldn’t easily be upgraded to meet changing business 
requirements. 

The client chose a new cloud-based ServiceNow solution to 
support both the customer service management (CSM) and field 
service management (FSM) needs of its customers. 

The client is a leading services provider with 9,000 
employees, delivering enterprise-level IT solutions to 
more than 500,000 customers. It also provides document 
management services and multifunctional peripherals to 
businesses. 



www.devoteam.com   61   

IDC #EUR EUR147601321

As a long-term partner for the client’s European IT business, 
Devoteam was already supporting the existing ITSM platform. 
Devoteam provided consultancy and advisory services as a 
multivendor agnostic provider during the investigation phase, 
which resulted in the recommendation of the new ServiceNow 
solution.  
 
Devoteam then provided the solution design, deployment, 
and configuration, as well as ongoing cooperation on further 
improvements, integration with other systems and data sources, 
training, and L3 operational support.

Outcomes

One integrated platform to manage interactions with 
customers. Replacing legacy solutions with a single platform 
and data source has improved user satisfaction and productivity, 
enabling faster time to market for customers’ new services and 
products. This is also future-proofed to support new types of 
services that the customer plans to roll out, such as ITBM (IT 
Business Management).

Improved CSM and FSM user experience. The customer now 
has a faster, more efficient platform with a modern user-friendly 
interface. The additional benefits of this are getting staff up 
and running on the solution quickly. Manual tasks have been 
automated so service agents can spend more time responding 
to customer queries. Meanwhile, better transparency helps the 
customer to build more trust with its own customers.

Innovation of customers’ own development processes 
Devoteam’s involvement in the continuous improvement and 
agile development approach helped to increase cooperation 
among teams and key business stakeholders.
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Key Learnings

One of the key lessons learned from the incumbent solution was 
that heavy customization can slow down innovation. Therefore, 
understanding and utilizing ServiceNow’s out-of-the-box features 
were key to ensuring ongoing agility during the development 
process.  
The new agile development approach enabled a change in 
mindset across the business and IT teams, and helped to build 
overall trust and stakeholder engagement, which finally led to the 
smooth go-live. 
Ongoing support from Devoteam’s ServiceNow center of 
excellence (CoE) ensures that the customer is continuously 
updated with the latest opportunities with ServiceNow.

Next Steps

Based on the successful rollout of the CSM and FSM modules, 
Devoteam is now working with the client to implement a 
pilot of ServiceNow ITBM focused on the demand and project 
management processes. They are also preparing for a further ITSM 
transition from the legacy system. 
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1

2

3

We are in a new paradigm, so it’s 
imperative CIOS embrace this reality.

Use best practices to guide and inform,  
but remain agile, able to challenge, and 
ready to change direction as needed.

Above all... Be prepared to 
think and act differently.

Conclusion
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About 
Devoteam
Devoteam is a leading consulting firm focused on 
digital strategy, tech platforms and cybersecurity. 
By combining creativity, tech and data insights, we 
empower our customers to transform their business 
and unlock the future.

With 25 years’ experience and 8,000 employees  
across Europe and the Middle East, Devoteam 
promotes responsible tech for people and works to 
create better change.

Creative tech for Better Change
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Creative tech for Better Change


