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The future of shared services is unstructured
Shared services involve centralizing services used by more than one department in a

company – such as finance, purchasing, HR, payroll and legal – and much of the work that

goes into shared services is not exactly rewarding. Processing invoices and purchase orders,
reviewing contracts, checking mail in the corporate inbox, new vendor onboarding – they all

involve a number of discrete steps that can be mundane and time-consuming, making them
ripe for process automation.

Consider a large enterprise that has hundreds or thousands of suppliers. It has invoices

coming from all of them, all using different formats. Traditionally, the only way to get these

invoices into their processing system of choice, typically an enterprise resource planning (ERP)
system, was to have a human read each invoice and manually enter relevant data – name,
date, amount, etc. – into the ERP system. Given the volume they’re dealing with, it’s not at

all uncommon for a large company to have dozens or hundreds of people performing this
function.

Shared services can also involve consolidating operations that are unique to a particular
business, and which may still require humans to “see and key” data from documents or

other assets. For example, this could be a financial services company tasking a team with

reviewing syndicated bank loans to understand debt obligations; or a healthcare organization
transcribing documents from hospitals or doctors into an electronic medical records system.
While many companies have improved productivity by adopting the shared services center
model, far fewer have achieved the goal of shared services process automation. Why?

Automation typically hits a roadblock when the process involves unstructured data – such as
PDFs, emails, Word documents and images – where relevant data is not necessarily found in
the same place in a document every time.

This causes a significant challenge for shared services groups: 85% of all data in large

enterprises is unstructured. So, while many forward-thinking enterprises have attempted
to leverage their proliferating data with technologies like Robotic Process Automation

(RPA), they’ve only been able to harness a meager 15% of what they have at their fingertips.
But achieving broader automation is now within reach thanks to breakthrough AI-driven

unstructured data technology – unleashing the next generation shared services organization.
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This eBook will examine the unstructured imperative for shared services organizations, as well
as best practices and technologies being employed by forward-thinking enterprises in order
to successfully leverage their unstructured data for the first time ever.

Digital technologies are transforming all business functions, from
SCM and finance to HR, customer experience, and more. Digital
transformation is essential in the journey to next generation
shared services, [marrying] operations and technology to create
innovative, seamless service lines on a global scale.1
– Vikas Gopal, Global Managing Partner, TCS

Read on to discover how world-class organizations, including one Fortune 100 insurance

company, are driving out costs, increasing productivity, and capturing new opportunities for
customer satisfaction and competitive advantage through their unstructured data.
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A perfect storm of new and established challenges exacerbated by the COVID-19 pandemic

pose significant risks and amplify the imperative for action for insurance companies when it

comes to their unstructured data. At the same time, new AI-driven technologies are changing

the face of unstructured data, turning this once untouched resource into an invaluable tool for
accelerating revenue, increasing efficiencies and elevating customer experience.

The risks
1. The global pandemic
For employees who have been mentally or physically burned out by the pandemic, and for the many
more who have reassessed their personal priorities amid a once-in-a-century health crisis, the prospect
of taking or remaining in a job that does not fulfill them has taken its toll. Consider data entry and data
processing professionals who spend hours of their work lives keying and rekeying unstructured form data.
Companies that don’t consider how they can augment the roles of these individuals risk losing them
– and risk the tremendous costs of training new people. And, they risk being unable to recruit against
other more satisfying digital jobs in software development or project management. In addition, many
companies have embarked on corporate “insourcing” projects to lessen reliance on offshore resources
which have been severely impacted by the pandemic.

2. Regulatory compliance
Aptly named, unstructured data is by its nature unorganized. This creates a considerable challenge when
it comes to complying with the requirements of complex privacy regulations, ranging from GDPR to HIPAA
and state-level personally identifiable information or personal health information (PII/PHI) laws. And, as
unstructured data continues to proliferate, so does the risk.

3. Cybersecurity
An enterprise’s unstructured data could include sensitive information, such as intellectual property,
employee’s personal information, or other strategic documents. This makes unstructured data incredibly
appealing for hackers, thieves or other bad actors. And, although enterprises have faced a continually
rising onslaught of incidents over the past five years, the threat has grown even greater in the past
eighteen months.

Next generation shared services organizations will embrace the very latest
technologies, such as digitalization and intelligent automation. They will
implement more resilient operating models, with hybrid workforces of human
and digital workers, and will deliver more services, higher up the value chain, for
a wider group of clients, whilst still ensuring that they get the basics right.2
– Phil Searle, CEO & Founder, Chazey Partners
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4. Competition
Odds are that even if you’re not taking advantage of your unstructured data, your competitors likely are
beginning to leverage theirs. According to a series of in-depth interviews conducted by Deloitte with global
business services leaders in 2020, participants “emphasized the importance of technology modernization,
digital labor, and automation.”3
Deloitte’s report suggested that many organizations are finally realizing technology solutions they have
been trying to deploy for years, and that companies should increase investment in new technologies as
they emerge from the pandemic. COVID-19 proved to these shared services leaders that working with
analog or outdated technologies could not handle their requirements or maintain resilience. Or, as the
research states, the “nice-to-haves” have become “must-haves.”

5. The unknown
When it comes to unstructured data, enterprises don’t know what they don’t know. And that presents
tremendous risk on several levels. Less obvious than compliance or security risks can be the uncalculated
costs of growing process inefficiencies and lost productivity. Consider the thousands of work hours spent on
manual data processing that could be accelerated or eliminated – and the value created, not to mention
errors reduced – by empowering shared services teams with unstructured data automation technologies.
At the same time, to remain competitive in their markets and attractive on The Street, enterprises need to
act now. Or else, they’ll be forced to face the music when digital disruptors steal share and outshine them
thanks to their impeccable expense ratios.

The opportunities
Unlike RPA or other automation technologies which deliver bottom line improvements, unstructured data
can also unlock topline revenue through new product or service opportunities. Consider the unlimited ways
shared services could leverage the untapped potential of unstructured data.
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Unstructured data presents opportunities for shared services organisations to drive out costs,
reduce risk, and unlock new opportunities for revenue acceleration and customer delight.
Consider these use cases.

Automating invoice and PO processing
Created by libertetstudio
from the Noun Project

Some may consider an invoice or purchase order (PO) to be structured content because they have
well-defined fields. But most companies deal with invoices and POs from dozens or hundreds of vendors,
each of which uses its own format. It’s all but impossible to train an RPA bot to deal with each of them. It’s
entirely feasible, however, to build an unstructured data model that can extract key pieces of information
from a PO or an invoice – such as customer name, invoice/PO number, amount and due date – and
translate it into a structured format. At that point, the RPA tool can step in and input the data into an ERP or
other downstream system for processing.

New vendor onboarding
Created
Addingbya Alzam
vendor to an ERP system is another process ripe for automation. It can take significant time to
from the Noun Project

input all the required data, such as contact information, addresses, phone numbers and data from W-9s,
industry-specific licenses and more. Perhaps you also need to do an online account setup and send a
welcome email. A good unstructured data tool will be able to handle the data extraction component.

Automating contract processing
Created by IcoMoon
from the Noun Project

Contract processing involves poring through contracts looking for specific language, ensuring language is
accurate and in sync with other documents. Many of the terms in the contract must be extracted and input into downstream systems, such as to ensure service level agreements and other criteria are met. This
can be tedious, especially given contracts can easily be dozens if not hundreds of pages long.
An unstructured data model can be trained to look for specific terms and language, saving potentially
hundreds of hours for humans. Then, once again, the terms can be handed off to an RPA tool, which inputs
them into the downstream systems.

Contract analytics
Created by ibrandify
from the Noun Project

Analyzing contracts is a time- and cost-intensive process. The variability of language in clauses can
present risks and have tremendous impact to both the top and bottom lines. Using an unstructured data
platform to digitize and make contacts searchable can create significant advantages for shared services
organizations. Instead of having to ask counsel to review contracts one by one, anyone can conduct a
simple search to flag potential issues. On the other hand, a platform like this could also be used to spot
opportunity as well as risks; consider conducting an analysis for contracts with favorable terms that have
proven successful in the long term that could be applied broadly in sales.
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Corporate email inbox automation
Created by DinosoftLab
from the Noun Project

Most companies today have a corporate email inbox for general inquiries, and many have more than one,
for sales, support and other key functions. These inboxes can be flooded with emails, each of which must
be read and processed. For large companies, that can mean dedicating dozens of representatives to the
task.
An effective unstructured data tool can “read” each email much like a human would, including
attachments such as PDFs and Word documents. The tool can discern what the topic is, classify it or even
route it to an appropriate subject matter expert. At the end of this guide, we’ll share a case study of a
Fortune 100 insurance company that has successfully implement such an unstructured data solution to
significant effect.
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Impact:

Unlocking value from
unstructured data
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Enterprises have long struggled with their unstructured data. Though effective with structured
data challenges, RPA vendors and point solutions have fallen down or fallen short with

traditional approaches to automation. But now, the tide is turning thanks to breakthrough
deep learning technologies.

At its simplest, deep learning is a type of machine learning that simulates the behavior of

the human brain, allowing it to be trained and learn from very large data sets. It can adapt
and recognize patterns in unstructured data in ways that RPA can’t – enabling it to take
unstructured documents and then restructure them for utilization.

At the forefront of this revolution is Indico Data and its pioneering Unstructured Data Platform.
Through its innovative AI and ML software, the Indico Platform allows enterprises to ingest
unstructured data at massive scale and add structure, enabling them to do what’s been

impossible with traditional automation and analytics tools: realize the unlimited potential of
their unstructured data. With the Indico Platform, enterprises can:

Automate

Automate the intake of unstructured documents, emails,
CSVs, images, videos, audio and more.

Analyze

Analyze unstructured data, extracting actionable business
insights and intelligence.

Apply

Apply this data, creating new application experiences to
transform manual processes into automated advantages.

For the first time, Indico gives shared services organizations a single solution that allows them

to ingest and structure a diverse range of unstructured formats – text, CSVs, videos, audio files,

PDFs, contracts, emails, and much more – and gain rich insights, as well as maximize the value
of their existing software investments, including RPA, CRM, ERP, analytics, and more.
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Empowering citizen data scientists everywhere
What’s more, the Indico Platform was built to automate processes without advanced data

science expertise. The process through which companies use Indico to build data models is

simple and highly effective. Business subject matter experts label the data points they deem
most important to whatever process they’re looking to automate. As they apply labels, the

model is updated on the fly and will start to show predictions on subsequent datasets. Once
you’re comfortable with the predicted results, you’re done building your model.

The beauty of this approach is that the people who understand the business problem and the
desired results – those on the business side of the house – are the ones who train the model.
With Indico, there’s no need to try to explain to a data scientist what you’re after and then

hope you get the appropriate results. Citizen data scientists can create models themselves.

Everything is in plain English and users can have fully working models in a matter of hours or
days, not weeks or months.

At a time when only 20% of AI-enabled initiatives make it to production, Indico’s approach has
delivered a 97% success rate in moving customers’ unstructured data projects successfully
into production. From there, the business impact of the Indico Unstructured Data Platform

has been immediate and pronounced for customers – including one Fortune 100 insurance
provider.
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Fortune 100 Insurance Provider

Delivering radical
email efficiency
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A Fortune 100 Insurance provider sought to create a “Smart Inbox” to augment and

automate managing policy change requests. The process was labor intensive, not to
mention tedious, comprising 25 key intent classes, each having 12-20 attributes.

The company had previously tried deploying a natural language processing solution (NLP),
but it had come up short in terms of accuracy and delivering return on investment.

How the company ensures efficiency with unstructured data
This leading insurance provider charged Indico Data with replacing its underperforming

legacy NLP solution with the Indico Unstructured Data Platform. And the bar was set high:

achieve 80% classification accuracy, 70% extraction accuracy, and far greater ROI than the
prior NLP tool.

The combination of the Indico Platform’s intuitive, point-and-click application and

advanced deep learning capabilities delivered a powerful, one-stop solution for smart

inbox automation. The insurance company trained its models with a “human in the loop”
throughout for quality control and stood up its smart inbox in record time. In fact, training
and deployment only required 300 samples classification and a 50 per classification
blind test.

All the while, Indico’s microservices architecture and Kubernetes supported the customer’s
AWS deployment, seamlessly integrating and further maximizing their existing technology
investments.

Unstructured data, unlimited results
With Indico, this Fortune 100 insurance company delivered immediate impact that exceeded
its expectations and previous performance benchmarks. Indico’s platform exceeded

accuracy goals with 86% Classification accuracy and 72% extraction accuracy. As a result,

the company experienced a dramatic increase in no-touch emails with a 50% improvement
over its existing solution.

Ready to unlock the value
of your unstructured data?
With the Indico Unstructured Data platform, big data
has never been more unlimited or more powerful.
To learn more about how you can put all your data to use,
request a demo and no-cost consultation at IndicoData.ai
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About Indico Data
Indico Data transforms unstructured data into actionable insights. With the Indico
Unstructured Data PlatformTM, enterprises of all sizes can automate, analyze, and apply
unstructured data –– documents, emails, images, videos and more –– to a wide range of
enterprise workflows. This enables them to gain rich insight and maximize the value of their
existing software investments, including RPA, CRM, ERP, BI, by enabling these systems to work
with unstructured data.

For more information, visit IndicoData.ai
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The information in this eBook has been prepared by Indico Data and is for informational and marketing purposes only. It does not constitute
legal, financial, business or investment advice of any kind and is not a substitute for qualified professional advice. You should not act or
refrain from acting on the basis of any content included in this eBook without seeking the appropriate professional advice. The contents of this
eBook may not reflect current developments or address your specific situation.

Indico disclaims all liability for actions you take or fail to take based on any content in this eBook. Although the information in this eBook has
been gathered from sources believed to be reliable, no representation is made as to its accuracy. This eBook is not an endorsement or
recommendation of any third-party products or services of any kind.
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