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Our executive interactions reveal critical imperatives that aggregate into five critical

performance themes across the enterprise and within functions

Capability
priority matrix

Business services
function issue

PEON .
1) Enterprise Issue
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Measure and manage
function performance and
business value

Optimize deployment of
function resources across
the organization (BU,
corporate, GBS, COE)

Increase function
customer-centricity

Reduce function
operating cost
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Support enterprise

innovation*
&£
R84
Improve function agility
Moderate

Importance

Modernize function
application platform(s)

Ensure security of function

gig data and systems

Support enterprise
customer-centricity*

888 Improve function
analytical, modeling and
reporting capabilities

Support enterprise digital
transformation*

PN

Align function skills and
talent with changing
business needs

Critical

Moderate

Ability to address

Low

@

Top 5 common critical

development areas:

Digital
transformation/
iInnovation

Information/

@ analytics
@ Customer-
centricity

@ Talent

@ Agility

Source: Key issues study, The Hackett Group, 2018
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Cybersecurity is the top business risk in 2019 followed by access to critical
talent; talent risk is projected to grow the most going forward

Current and projected high business risks

(Digital) business transformation risk drivers

D 72
@ 66%
(20— @—E2
48%
3% (5%) (11%)
36% 36%
33%
31%

o I
20 34%
(]
24%

Cyber / information = Access to critical talent Intensified competition Disruptive innovation ~ Reputational risk Regulatory risk ~ Global trade barriers/  Geopolitical risk
security tariffs / regulatory
change
m 2018 m Projected (2019-2020) Projected increase
%a. Th e H a ckett G rou p Source: Key Issues Study, The Hackett Group, 2019
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As Iin 2018, improving customer focus is the top 2019 enterprise initiative;
enterprise cost reduction has risen to number two

Percentage of companies with major initiatives on 2019 agenda

Customer-focus improvement 75%
Enterprise operations cost optimization 66%
Product/service portfolio innovation/expansion 63%
Expand market presence (e.g., geographies, segments) 55%
Innovate go-to-market strategy 54%
Improve caliber of enterprise talent 51%
Diversity and inclusion promotion program 50%
Global operations/supply-chain optimization 49%
Improve enterprise decision-making capability 49%
Develop or expand corporate social responsibility program 48%

SG&A cost optimization 45%

Il \ew capability development [l Cost structure rationalization [l Business optimization

%al Th e H a Ckett G rou p Source: Key Issues Study, The Hackett Group, 2019
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Causing a paradigm shift in how we organize work

FUNCTIONAL ORIENTATION &2 PROCESS ORIENTATION 4 CUSTOMER ORIENTATION

ORGANIZING PRINCIPLE: ORGANIZING PRINCIPLE: ORGANIZING PRINCIPLE:

Task specialization based on physical Data recording, manipulation and Capture data digitally at source and
proximity of people to recording, output generation from enterprise transform to create products &
manipulate and output data to create resource information technology services maximizing use digital
products & services systems to create products & services technology

*
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\
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As GBS organizations mature, the need for talent that has GBS specific
skills & capabilities is crucial to achieve World class performance levels

Stage
3 |
o :
% "
&n Stage |
z 2 |:
3 ]
= .
S -
Stage | .
1

Service-oriented stand-alone entity

Commercial performance profile ¥
Service catalog centric e’
Beginning-to-end service orientation

equinc;l: /
Revenue-enabling knowledge centers of excellence

Integrated
; . services
Innovation contributors

Total business value focus o operations
/ vodafone
>\ smijgfinephew
i
CISCO.

Multi-function org
End-to-end process orientation

Global Process Ownership

Integrated, infrastructure, or hybrid center model
Service management implementation

Enterprise standards driven

Performance technology improvement
Knowledge centers of excellence

BPO & managed services outsourcing  SIEMENS
Service effectiveness focus - BASF

The Chemical Company

Multi-function
integration

Functionally focused & owned platform
Transactional standardization
consolidatio

Single
function
consolidation

Transactional automation
Cost reduction focus

g% The Hackett Group
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Focus
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8% 14%

35% 48%

57% 38%

N% Indicates % of Shared Services /
0 GBS organizations at that Stage



G&A Actual and Forecasted Cost as a Percentage of Revenue through 2020

Digital transformation focus

Where you will
be without digital
transformation

3,41%

Procurement Procurement Procurement S E T Worl.d.'CIaSS
HR HR HR HR dlgltal
leaders
Finance Finance Finance Finance
gz Th e H a Ck ett G rou p Source: 2018 Hackett G&A Benchmark database analysis
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Hackett Digital Transformation Landscape

R R o ) Q) 9}

Global competition Margin pressure Merger and Acquisition Digital disruption Product and service innovation Business model innovation

v \4 v v

N PAAN
I] ﬂ I] 0o @ @ —Q) J]-H-H— Enablgjir(:%o@aation Support dn-making Exte@ie -

Cost leadership Delight customers Perfect quality Agile operations Flawless compliance leadership excellence partner value

v v v v

< 8 X 0 o

Design thinking Digital customer engagement Customer journey mapping Segmentation Individualization Omnichannel

A

A v v
DIGITAL OPERATIONS DIGITAL INSIGHT
- o 0 o8 e 8 3 i O

Conversational Predictive

modernization Cloud Mobility : Internet of things Orchestration interfaces : Smart data capture 4 modeling Analytics Big data
Lol @& | B Yy o r = P
-~ = Q& | (1) X
Social :  Disruptive point L
technologies Block-chain : Process mining : solutions Robotic Process Automation Cognitive Automation Data visualization Data integration Data mining

g% The Hackett Group
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‘Live’ Use Cases Are Even Being Seen in Areas That Were Previously
Resistant

utomation Heatmap: A2R and FP&A FP&A Heatmap

Robofic Process Cognitive

— T = I =i
Automation Automation ChatVoice/NLP Orchestration

Support, dewslap and menitar the strategic businass plan

S'tl'ate-git‘; EI.I 5 in ess Corsolidate finandal inpu: from busires s unis ard functons o strategic busines s plan
Planning Suppnrt Support praparadon of lang-term businessplars

Pravide sirategic planning expertise, assumpticns & analytical support to cther functians

Estahlish busines s and sconomic assumptians underkying anrual plans

A“nual Planning’l ::‘r\uparua;'ddl;:'lmlklm :;nmll:tudguc schedules

- nipuiting budget and capital plan ino respecive sysiems
BUdgeung F‘mpa:and consalidabe annF:nI:-.:hus mzﬁ:rn-dl.::m schedules
Provide assisianos o operations in praparing aparating budges plan
Establish busines s and scanamic assumptiors undertying fonscasis
Prepare and consolidate forecasss of PEL, balanoe sheet, cash dow stalements
_ Support Sales & Operations Planrirg and reconcile wa firancial forecasts
Furmsu“g Cashfiow farecasting
Input af forecasts into rmspecive sysems
Diributian of of perindic farecast
_ Corsoldatirg and reporting of curnent and prioe year actuals s budget ard forecass
Bus‘ln 855 Davelop and maintain busness parformanoe scorecands and relaied meincs
Performancea Carsoldatirg ard reporting of capital spending vs plan, budget and forecasts
Repnrﬁng Caloulatirg and reparting on cash flaw, margins and RO
fuckhac reporting

Planning and Performance Mangement

Pravide finarcial mformation far perfarmancs as sessments and investmant decisars
Aratyss of profrability, ocperations, contract and com patitors and trerds

Bu5in as5s ﬁnal?SiS Davelcpment of business cass ard firancial analysis of Capex spard requasts
Aralyses of proposed busines s ransactions

fralyses of cost accounting daca and pedarming cast analysis

Business
Analysis
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We create chemistry

First Results

Net Sales Forecast Quality Contribution Margin Forecast Quality
96,0% 95,00%
95,0% 94,00%
94,0% 93,00%
93,0%
92,00%
92,0%
91,0% e
90,0% 90,00%
89,0% 89,00%
88,0% 88,00%
Total Total t+6
mBusiness FC ®mEWS System mBusiness FC ®EWS System
o e 3 . = [ o~ T = N R E
Benefits

= Improved FC accuracy especially for mid-term outlook = |nput for Operational Planning
= Unbiased values = Create competitive advantage
= |Less effort for forecast generatlon

S ¥ S . < b
(GBS Executive-Advisory-Program| 11,21
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Digital Transformation Is About Combining New Tools, Techniques and
Technologies

Percentage of use cases incorporating disruptive tool or technique by category

Analytics RPA/Automation Platform

Infrastructure _/ | .\ Data

Voice / Conversational Smart Data Al tools and
Capture techniques

g% The Hackett Group
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Automation Is Bringing Together New Names, with Familiar Names

Analytics kapow RPA/Orchestration
amazon K bty EDWOOD Infosys NIA
4\ MathWorks - REDSHIFT @‘ @ alteryx e

AUTOMATION”
e C e l 0 n | S SPARKBEYOND AANY\{!EEBE Slack
yptableau ” ﬁ
"""""" > e (
B Microsoft | Power BI q55=N5= [141]
&= Microsoft Azure | >

ETHANA b React Tae / @RA‘[ () scanbot  ABBYY

& ASHESEWSKSFVEF Caffe (‘ Informatica 5;5 QF%H&M“

© JiraSoftware B SharePoint
[Uilpath  blueprism |, |, |, | AutoHotkey ~servicenow

Smart Data Capture

0
=_Ephesoft ™\ g NuaNce
L = Microsoft - .
‘e elastic ZGisener & U Gitlsb  SBEKS S'Peg -
oY . A
a2 StreamSets gdatabricks  axway > (G- lplt

_ Voice / Conversational
Al Tools and Techniques @ -
- () QlLuis
\ poche 0 € pgthon WlPr°}}§'= AmazonPoly ~Amazon Lex
Slgnite Keras o .
q9v
AKTANA e s @ TATA

€ xamarin vmware
i airwatch L b
. mongo DB SPARKBEYOND .v "F'TenSOI'FIOW AWS Lambda

Mobility / Infra.
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Source: 2017 & 2018 Awards Submissions, The Hackett Group
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Automation levels in GBS are often not known as they are not measured

Process perspective - indicators to manage GBS performance % Managed by GBS
maturity stage

mNone = Measured mTargeted m Managed Managed - KPIs defined, targets set; major initiatives defined
Targeted - KPIs defined, targets set; no major initiatives defined
Measured - KPIs defined, no targets set, no major initiatives defined

None - limited or no KPIs defined

g% The Hackett Group | |
Source: The Hackett Group’s Global Business Services (GBS) performance study, 2016
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Unlocking Digital Value — The Race to Transform First

“When digital transformation is done right, it's like a
caterpillar turning into a butterfly, but when done wrong, all
you have is a really fast caterpillar.”

George Westerman, Principal Research Scientist with the MIT Sloan Initiative on the Digital Economy

E The Hackett Group

tt Group, Inc. All rights reserved. Reproduction of this document or any portion thereof without prior written consent is prohibited.
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10 Characteristics of World-class GBS Organizations

10. TALENT MANAGEMENT
Emphasize talent retention and cross-functional

development for valued employees, stimulate
business partnering

9. ANALYTICAL CAPABILTIES

Create value beyond labor

arbitrage through analytics and other non-
transactional services

8. DIGITAL TECHNOLOGY
Lead on implementation of existing and emerging
technologies to create a digitized service portfolio

7. SERVICE MANAGEMENT
Master all elements of service management for an
uninterrupted, seamlessly delivered service

6. CUSTOMER-CENTRIC

Apply design thinking to create
a customer-focused service experience

g% The Hackett Group

1. STRATEGIC ALIGNMENT
Focus on business and GBS strategy alignment and
deliberately communicating value delivered

2. ORGANIZATION DESIGN

Push boundaries of GBS model and placement
between GBS, corporate center and business
organization

WHAT WORLD- 3. LEVERAGE

alance in-house versus third party capability for
CLASS GBS DO Balance in-h hird bility f
BETTER labor arbitrage maximization and productivity gain

, 4. GOVERNANCE
Set clear accountabilities that drive effective decision-

making and business partnership

5. END-TO-END PROCESS DESIGN Organize with
process (output) value in mind, transcending
organizational boundaries

Source: The Hackett Group
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This was the view in 2015: Robotics Impact on Individual Jobs (Study by
Oxford University)

' m (20+) Welcome! | LinkedIn X Y\ () Bérse und Kurse: Aktuelle X Y\ ‘) All - T.A. Cook * Y\ ‘) Agenda & Workshops - T XY =8 Will a robot take your jok x
« =>C A 0O .bbc.com/news/technology-3406694 v W D =

2% Apps  [9 Auf meinen Wunschz: (& Google (] Imported FromIE N Netflic USA BB Willkommen bei eBa: CIMA Shared Service: [ CIMA - All Document  [G] ACGBSP Sales Manac [ Box | Secure Content . €) Herzlich willkommen » [ Other bookmarks
EE € signin News Sport | Weather Shop | Earth = Travel More - Search Q,

NEWS

Home Video World UK Business Tech Science Magazine Entertainment & Arts Health World News TV

Technology

Will a robot take your job?

@ 11 September 2015 | Technology d Share

Type your job title into the search box below to find out the likelihood that it could
be automated within the next two decades.

About 35% of current jobs in the UK are at high risk of computerisation over the following
20 years, according to a study by researchers at Oxford University and Deloitte.

O O

6 0 —
A B o
L [}

g% The Hackett Group
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Robotics Example from Study: Chartered and Certified Accountant

'm (20+) Welcome! | LinkedIn x(u Bérse und Kurse: Aktuelle x{’ All - T.A. Cook

X“ Agenda & Workshops - T XIEE Will a robot take your job % W%

2 =a| x

€ > C A [) wwwbbccom/news/technology-34066941

2% Apps [ Aufmeinen Wunschz: G Google ([ Imported From IE

N Metfiic UsA g5 Willkommen bei eBa,  [fj] CIMA Shared Service:

w @ 0 =

B> CIMA - All Document  [B] ACGBSP Sales Manac  [B Box | Secure Content @) Herzlich willkommen » [ Other bookmarks

B

Chartered and certified accountants

Likelihood of automation?
It's quite likely (95%)

How this compares with other jobs:

26th of 366

100%
75%
50%
25%
0%
Most Least
likely likely

«; Share my result

-

T —— P — T

g% The Hackett Group

T T — ] — T
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Will Robots Take My Job ?

« o> C O & https//willrobotstakemyjob.com

$#5 Apps [ Auf meinen Wunseh. G Google || Imported From IE [€] Anmeldung Concur | M httpsi/hacketigbs.tt, B Ti CGBSP Student Sic @ Sign in to your Webl

WILL ROBOTS TAKE MY JOB?

Enter your job

or show random example

g% The Hackett Group
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Parting Thought — Ready your Workforce Today!

Traditional Roles are Changing New Roles Have and Are Emerging

Controller FP&A Data Scientist Behavioral Scientist

Robotic COE/ Digital Partner Digital Risk
Coordinator Activist

©06

(4,
M The HaCkett GI‘OUP Source: Symphony Digital Ecosystem Landscape, 2017
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New digital roles needed, created and filled

Role needed. not created Role created
Chief digital strategist 59%
Al specialist
Chief data officer

Digital transformation program manager 36%
RPA /intelligent automation
Digital content manager
Customer experience designer
Digital services delivery manager
Agile project manager

Social media manager 41%

Data scientist/modeler
Data architect

Cybersecurity specialist 34%

0

g% The Hackett Group
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Actual or preferred role fill

63% 31% 6%
44% 38% 19%
40% 33% 27%
63% 25% 13%
33% 33% 33%
42% 33% 25%
39% 44% 17%
29% 41% 29%
W |nternal placement | Hire externally m Contractor / or ESP

21



New Career Paths are opening up Huge Opportunities for our People

Sushma M Kaushik Data Savvy, Data analysis Analytics Wizard

Critical thinking

Collaborate with Supply Chain

Supervisor Judgement & Decision ~ on strategic decisions for Cash

Accounts Payable making

Manjicbne Creative, Innovative
Process Analyst Anticipates changes

Accounts Receivable

Solution Architecture

Design thinking
Problem Solving

g% The Hackett Group
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* Technology & Automation

Initiatives

Automation Artist

Designs “Unique” automation
solution integrating process
skills & RPA solutions

Excellence Ninja

Drives design thinking
concepts & solution approach
to resolve problems, focuses
on simplification &
automation

Source: Hackett Best Practice Conference 2018, Atlanta — Hewlett Packard — Marie Myers
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Increasing Amount of Title Rebranding:

Companies hire for ‘data wranglers,’ ‘growth hackers’ in the race for talent

TECHNOLOGY
- VISIONARY
/1

Same Job, New Name
Number of postings and searches on job site
Indeed.com with the following terms:

Rock star

M Postings M Searches

Ninja
50 50
40 40
W\ 30 30
20 20
. w v
0o | | | 0 "M
2015 16 17 ‘18 2015 16 17 ‘18
PRODUCT DATA Note: Based on a monthly sample of one million
postings.
E\/ANGEL‘ST WRANGLER Source: Indeed.com
i
7 The HaCkett GrOUp Source: WSJ 22.November 2018

tt Group, Inc. All rights reserved. Reproduction of this document or any portion thereof without prior written consent is prohibited.
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Talent Management does pay off — it Is proven

DEMAND MANAGEMENT RETENTION

q GBS workforce needs to be flexible and (g Effective talent management reduces uncontrolled
'/ knowledgeable to meet varying customer demand for attrition, lowers costs and provides more consistency

teec services in customer service

RECRUITMENT CAREER DEVELOPMENT

Having an attractive value proposition provides an Active preparation for career development to move

edge in competitive GBS locations %\/‘ people from role to role and business to shared

services and vice versa

TRAINING SKILLS

@ Is valued by employees, increases competencies, Skills and competencies over and above technical skills
R improves morale and productivity and the ability to are essential to successfully manage interactions with
add value to business customers clients and deliver customer excellence efficiently

GETTING IT RIGHT MATTERS

TALENT MANAGEMENT AND ENTERPRISE PERFORMANCE ARE POSITIVELY CORRELATED

Higher Return Higher Return Higher Net Higher EBITDA
M on Equity \ on Assets \ Profit Margin \
m 48% ﬂ 17% @ 13% 9 13%

g% The Hackett Group
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Smith & Nephew

LEGION® Revision
Total Knee
Replacement System

NOVOSTITCH® PRO
Meniscal Repair System

7:‘smith&nephew

RENASYS TOUCH
Negative Pressure
Wound Therapy
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S&N Purpose: Life Unlimited
S&N Culture Pillars: Care, Collaboration, Courage

S&N Five Strategic Imperatives:

1 Achieve the 2 Transform the 3 Expand in 4 Strengthen 5 Become the

full potential of business through high-growth talent and best owner
our portfolio enabling segments capabilities

technologies

GROW TOGETHER

27
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7'\‘ smith&nephew

GBS purpose:

Underpinning everything we do Is
an ongoing effort to listen to
feedback and continuously
Improve to achieve superior
customer experience

Superior customer experience
can be achieved only through
right Talents and Technology

28



Service Management — Shift Left Strategy >V smith&nephew

Strategy: Problem Strategy: Self- Strategy: Reduce

& Knowledge service portals & Chat Strategy: Strategy: Labor need, improve
Management tools Agents handle 3-5 arbitrage & service accessibility &
users per session levels multi-purpose

29



GBS Portal

Leverage capability of
online ServiceNow
platform to implement Shift
Left strateqgy

« Expansion of Knowledge
Management Database

« GBS Portal / Service
Catalogue Alignment /
Personas

e ServiceNow Cross-
Functional Chat
Capability

7'{ smith&nephew

Global Business Services

7(‘smith&nephew

My Tickets ° o English @ Justyna Piwowarczyk

13 T HR Procurement Travel & Expense MDM US Sales Support Knowledge Base

All systems reporting operational

Order Something

@

Travel & Expense

Corporate Travel Card, Processing
Expenses, Concur

Software & Business
Applications Support

Learncentre, Workday, SAP, AXAPTA,
Word, Excel etc.

&

Employee Management

Joining, Employee updates, Leaving,

Performance Management,

=y

Computer Hardware &
Telephony Support

Computer, Printer, Telephony
including Mobile

o,

Purchase & Supplier Support

PO's, PR's, Supplier Management

"l

Pay & Benefits

Salaries, Claims, Retirement etc.

All Other Services

View all services available in the
Service Catalogue

30



GBS Portal Service Catalogue >\ smith&nephew

7" smith&nephew

Global Business Services

Search

HR Procurement Travel & Expense Knowledge Base

My Approvals €Z) & english

Sarah Dennett

SERVICES

Personal Details

Pay & Benefits
Employment Update
Employee Relations
Time Off Work
Joining S&N

Leaving S&N
Performance Management
Company Cars
Vacancies

Team Management
LearnCenter

Report Request
workday Guides

Global mability Services

Order Something

Get equipment and other items

needed for your job

id=6983f0ee6f200000621 cc0754b3eedfs h

> Life Events

> Pension / Retirement
> Policy Question

> Job profile

> BEM Recognition

> Payroll Question

> Dental / Eye claim

> Health Insurance

> Other

Software & Business
Applications Support

Learncentre, Workday, SAP, AXAPTA,
Word, Excel etc.

HR Services

HR Services are the first point of contact for all your
HR needs including Workday support

All HR Services

gy

Computer Hardware &
Telephony Support

Computer, Printer, Telephony
including Mobile

-l -
>y smith&nephew
Global Business Services

My Approvals English Sarah Dennett
y App B!

T HR Procurement Travel & Ex| Knowledge Base

Pay & Benefits

Pay & Benefits

Salaries, Claims, Retirerr

©!

Policy Question

Life Events Pension / Retirement Job profile

Ask a question about life events Ask a question about your pension or Ask a question about policy Ask a question related to a job profile

retirement

($)

GEM Recognition Payroll Question Dental / Eye claim Health Insurance

Ask an employee recognition Ask a payroll question Ask a Dental or Vision Insurance Ask a health insurance question

question question

31



User-friendly Knowledge

Managing Spam and your Quarantine Folder KB0014352

2 Article Owned by Christian Ward « @ 182Views » & 2yago - % %k % %k 3

Solution:

The two documents below guide you through tips and tricks on how to effectively manage your spam and quarantine settings in your
email box. Both documents offer detailed instructions to help you.

Attachments
& How_To_Office365_ SPAM_Mgmt _Personal_Quarantine.pdf How_To_Office365_Managing_Junk_Email_Settings.pdf

Managing Your Junk Email Settings
JUNK MAIL: DESCRIPTION AND AVAILABLE OPTIONS

« Thereis a Junk E-mail folder available in the user's mailbox where all junk/spam emails are filtered to.
It can be added to the user’s favorites in Outlook:
4 Favorites
3 Inbox
(3 SentItems
&) Deleted Items
@ Junk E-Mail

« Multiple options are now available for users under the Junk dropdown:

—? TR IgnoT
i ‘l;(lunUD' x - _J - .
Ne Ao Delete | Reply Reply Forward B

ems - | (@ ink Al o

W & Block Sender

rites Never Block Sender

Inbex Never Block Sender's Domain (@example.com|
SentHten

Never Block this Group or Mailing List
Deleted 1
Junk E-M

@ Junk E-mail Qptions..

This is a quick way to Block or Never Block a sender or a company domain.

« And under Junk E-mail Options:

Options I: 1l
= (Outiook can move messages that appear to be jurk e-mail nto a special
Junk E-mai folder.

Choose the level of junk e-mal protection you want:

) o Automatic Fitering. Mal From blocked senders is sl moved to the
urk E-mail folder.

) Low: Move the most. cbvious jurk e-mailto the Junk E-mal folder.

© Hgh: Most junk e-mal s caughi, but some reguar mal may be caught.
s wel. Check your Junk E-mal folder often.

) 5afe Uists Only: Only mai from people or domains on your Safe
Senders List or Safe Recipients List wil be delivered to your Inbox.

e suspected furk moving it to the
Junk E-mail folder

Knowledge Article:

>¢ smith&nephew

>¢ smith&nephew

Junk email and quarantine

Global Business Services

if you're expecting an
email and it hasn't arrived,
please check your junk and
quarantine folders

To see, release or delete emails that
have been sent to your personal
quarantine folder, click here

g

In outlook you can quickly block or
unblock a sender or domain (e.g.
@smith-nephew.com) using the
Junk drop-down menu

I,

(=R

Send / Receive

v = i Ignore
' %3 Clean Up ~
+ New  New Delete
) E-mail Items ~
LSS LSS e SENEE Delete_ _ _ I
,
>\ smith&nephew
Global Business Services

Feedback - Cive us your feedback using the 'Submit Your Feedback’ option at the bottom

of the portal homepage

Ticket status - You can update and check the progress of your tickets by clicking on the ‘My
Tickets' section at the top of the portal homepage



GBS CX Feedback model > smith&nephew

Seeking C E S Service C SAT Service N P S
Service delivered recall

How easy was it? How good was it? Do GBS add value?
|

now o now

Survey every ticket logged Survey every time ticket :
+ enable ‘live’ feedback solved VEIGRIEE] SUUEY e Rl
0 Quantitative ratings 0 Qualitative insights + action




Concur detect

7(’smith&nephew

Artificial Intelligence (Al) auditing tool for expense reports

Current Process

W —
Submit Reporl Eammmmnd :— —
‘;Q‘//.

100% Concur 100% Manager
Manual Audit Approval

Future Process

® 0 Low/Med reports auto-
d approved within minutes
I I

1 1
AppZen '® !
Machine audits f e !
100% of line items % Q
against policy A\

ol |5

ManualReview of ~ 10% random Manager
High Risk Manual Audit Approval for
exceptions <2%

I
I
I
|
|
v

OoLD

Average Time Spent to
Complete Expense Reporting

2.5 hours

[per month per employee)

Savings

1. Reduce Required
Receipts

NEW
Average Time Spent Reduced
by 55%

&

-

2. System
Simplification

J 1.1 hours

[per month per employee)

3. Expand access to

Mobile App ‘

Cultural
Gli::gz 7,900 hours of productivity

returned
4. Remove Manager [49% of those hours will
Approval benefit the Commercial
organization)
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