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State of the World

COVID-19:

• exposed fragilities and vulnerabilities in 
many international supply chains

• limited humans’ physical presence in offices, 
warehouses and factories

• created sudden peak pressure on crisis 
management processes, healthcare, 
customer care, and governmental aid



State of Business

Organizations have a tremendous amount of 
“collective” debt (technical, process, data, 
architecture, talent, security and social)

Causes:
• an extensive and expensive set of 

business processes 
• a patchwork of technologies that are often 

not optimized, lean, connected, consistent 
or explicit

• IT departments that cannot keep up with 
demand for their help



For every Facebook, Google or Baidu that uses 
data and algorithms to fully automate ad 

placement, there are hundreds of other types 
of enterprises that still perform operations 

with a large staff, extensive real estate, 
decades-old systems and other costly 

infrastructure.

Gartner, “Three Steps to Hyperautomation.” Published 19 August 2020 - ID G00728868



Hyperautomation

• A business-centric
automation approach 

• That uses one or more 
technologies

• To rapidly automate and 
augment business 
processes

• In a scalable way





https://youtu.be/pfTGy39ERY0


Technologies

AI (Machine Learning) Natural Language 
Processing

Chatbots
Process Mining & 

Task Mining

RPA





RP
A • Existing manual tasks

• Non-disruptive
• Fast and agile
• Business driven, DIY

BP
M • End-to-end process

• Transformational
• Planned and long-term
• IT driven

Positioning in BPM space



IT
involvement
required

Source: Diann Daniel for Techtarget

Lean and RPA



… Covid-19 contact tracing 
researchers from the MHS complain 
to the “Volkskrant” newspaper 
about the use of system PZ. It is 
illogical and cumbersome, with a 
tricky UI and UX. Another problem 
is that the various MHS regions 
within the system cannot exchange 
information with each other, 
because those environments are 
technically separated. 

Contact tracing research 
suffers from software

The employees tell the newspaper 
that their contact tracing research is 
suffering from the complicated 
software. "With this program, 
contact tracing takes extra work and 
a lot of information is lost," an 
anonymous source told the 
newspaper. "And the software can 

also easily crash and it sometimes 
takes half an hour to log in again." 
In the summer of 2020, it was 
decided to continue with PZ for 
contact tracing research. This 
happened in the run-up to its 
upscaling. From the beginning of 
June of this year, anyone with minor 
[Covid-like] complaints could have 
themselves tested for the virus. To 
this end it was necessary to use 
better software. The umbrella 
organization for the MHS 
recognized that PZ is not suitable 
for this and started looking for an 
alternative. This was available with 
Go.Data from the World Health 
Organization. However, the MHS 
objected, because PZ was their 
“trusted program”. Meanwhile, more 
ICT specialists have been hired to 
make the software more stable…

https://tweakers.net/nieuws/174490/software-bij-ggds-is-niet-geschikt-voor-huidig-bron-en-contactonderzoek.html

Case: 
Municipal Health Services (MHS) in the Netherlands during Covid-19

https://www.mentimeter.com/s/428fb3f3cf619531713b0b61cad6ce3c/4f6092364feb/edit






Both would be a good option….



Receive
Service Order

Validate
Order Screening

PlanningParts
orderingParts picking

In night
delivery Repair Invoicing

Case: Servilux on site repair process



• Huge pile of historical data – complaint 
description & parts used 

• Specific TV brand, in home, in warranty, 
Dutch & French language

• At least the same first-time-fix level 
(77%) with lower handling time

“My TV is 
showing
random 

intermittent
horizontal

white lines“

Model type 
SDHJASK234e

Category
LED 

panel

RPA, Machine Learning and Natural Language Processing



Receive Service 
Order Validate Order

Determine
language and

keywords (NLP)

Classify problem
and category (ML)

Retrieve BoM
(RPA)

Provide predicted
parts to screener

(RPA)
ScreeningParts picking

In night delivery Repair Invoicing

New process



The Future

From Exploitative to Explorative:
• New business / new business models

Open Challenges:
• Management of hyperautomation

projects
• ROI 
• BPM and RPA



“In this new, hyper-competitive age, 
none of us - none of us - can afford 

to be complacent.”

www.reijers.com
@profBPM

Barrack Obama in his commencement address at 
Arizona State University on May, 13, 2009

http://www.reijers.com/
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