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EXECUTIVE SUMMARY

CLOUD COMPUTING AND AI LEAD THE WAY IN THE DIGITAL
TRANSFORMATION OF PROFESSIONAL SERVICES FIRMS

Emerging technologies, such as cloud computing, artificial intelligence (Al) and
machine learning (ML), are disrupting the professional services industry. The
potentially dramatic impact, coupled with increasing competition, means that
firms are under pressure to quickly address the challenges of digitally transform-
ing their business.

To explore these issues, Hexaware commissioned SourceMedia Research to conduct
a custom survey of senior executives with decision-making responsibility for
technology at large U.S.-based accounting, tax, audit, legal, advisory and consulting
firms. The results indicate that cloud computing and Al are set to drive their digital
transformation strategies.

All respondents have started a digital transformation journey that comprises six
stages: business as usual; test and learn; socialize; strategize; deploy; and inno-
vate. More than half (60%) categorize their firms as being in the three most
advanced stages.

Cloud computing is the digital technology that is currently most accepted by respon-
dents, as well as the technology most likely to be accepted in the near (1-3 years) and
longer term (more than 3 years). Cloud computing is also the most implemented
technology, although firms expect to implement, test or pilot all emerging technolo-
gies in the near and longer term. (See Figure 1-3.)

Figure 1. Current Technology Usage Strategy

@ 'mplementing @ Testing/piloting @ Considering Not considering @) Don't know

3%
Cloud computing 52% 25% 14% I
Business process automation/
. . 31% 33% 23%
robotic process automation
5%
IT operations 30% 36% 23% I
3%
Artificial |ptelllgen§e/ B e o I
machine learning
Chatbots 28% 25% 18%
Blockchain 27% 29% 24%
Augmented/virtual reality 20% 22% 29%

Source: SourceMedia Research, March 2019
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Figure 2. Technology Usage Strategy in 1-3 Years
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Figure 3. Technology Usage Strategy in 3+ Years

@ mplementing @ Testing/piloting @ Considering Not considering @) Don't know
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Cloud computing 74%

Business process automation/

. . 70% 14% [10%
robotic process automation
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3%
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Blockchain 58% 10% | 14%

Augmented/virtual reality 55% 13% | 13%

Chatbots 56%

Source: SourceMedia Research, March 2019

The main objective of respondents in implementing cloud computing is to improve
technology and automation. Indeed, to improve technology/automation is the top
objective for implementing a range of emerging technologies, including Al, block-
chain, chatbots, BPA/RPA and IT operations technologies.
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Understandably, cost is an important component when respondents consider
whether they should adopt a major new technology or platform. Not surprisingly,

* reducing costs/improving efficiency is the top concern, with cybersecurity and
\/ streamlining processes ranking second and third. (See Figure 4.)
Red ucing COStS Figure 4. Top Consideration Factors in Technology Adoption
and improving @Rkl @Rank2 @ Rank3
EfﬁCIenCY, Cost reduction/efficiency 13% 11% 18%
cybersecurity and
stream I Ini ng Streamlines processes 13% 12% 8%
processes are top Integrates with existing
10% 10% 12%
systems/platforms
concerns when
Increases revenue 13% 8% 7%
considering
Innovative 9% 8% 11%
whether to adopt
Proven ROI 7% 7% 12%

a major new

Personalization support
technology
® Client experience B/ 9% 9%
Omni-channel support FY3 9% 3%

Competitive pressure RNV

Source: SourceMedia Research, March 2019

Itis clear that professional services firms are very much invested in pursuing a proac-
tive digital transformation strategy, and recognize the need to utilize disruptive new
technology to position themselves successfully for the future. For more detailed,
additional information on the results of the survey, please read our full white
paper on digital transformation in the professional services industry.
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Workload/
resources and
staff retention
are the biggest
challenges to
firms’ business
success

Cloud computing
is currently the
most accepted
technology and is
foreseen to be the
most accepted
technology in the
near future
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Challenges to firm’s business success

% Extremely/Very challenging

Workosdresources | <

Staff retention

New client acquisition

Gaining a competitive advantage
Engaging next generation clients
Attracting new talent/staffing
Improving margins/profitability
Increasing revenue

Staff training

Marketing/business development
Providing a one-stop solution for clients
Client retention

Firm diversification

Client satisfaction/client relationship
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Cloud computing
is the most
implemented
technology;
emerging
technologies

are mostly
expected to be
implemented/
tested/piloted in
the near future

Technology strategy - Currently
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Improving
technology/

automation is the

top objective for
implementing Al,
blockchain and
chatbots
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intelligence/machine learning
Top objectives for implementing
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Increase revenue 13%
Reduce costs 1%
Tra nsfor_m client 12%
experience
Improve intemal o |07 [N
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Blockchain
Top objectives for implementing
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Chatbots
Top objectives for implementing
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Improving
technology,
internal processes
and reducing
costs are the main
objectives for
cloud computing
and BPA/RPA
automation
implementation

Improving
technology is the
top objective for IT
operations
implementation
and transforming
the client
experience is the
top objective for
augmented/ virtual
reality
implementation
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Cloud computing
Top objectives for implementing

mRank 1 m

Improve
technology/automation
Improve intemal
processes

Reduce costs
Reduce reporting errors

Improve compliance

Transform client
experience
Become a platform
company

Increase revenue

Target specific client
segment needs

Grow client base

Rank 2 mRank 3

21% KV 14%

1%
1o

Business process automation/robotic

process automation
Top objectives for implementing

mRank 1 m Rank 2 Rank 3

Improve technology/automation 17% 9% 17%

Reduce costs 15% 16% 9%

Improve intemal processes [IMKEA 17% 8%

Reduce reporting errors ISRV 9%

Increase revenue [EFZMECYM 9%

Transform client experience [RSZME7N 10%
Improve compliance 13%
Grow client base 8%

Target specific client segment 6%
needs

Become a platform company 28574 6%

Cloud computing
Top objectives for implementing

mRank 1 mRank 2

Improve
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Improve intemal
processes

Reduce costs
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Improve compliance

Transform client
experience
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Increase revenue

Target specific client
segment needs

Grow client base

Rank 3

i
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Business process automation/robotic

process automation
Top objectives for implementing

mRank 1 m Rank 2 Rank 3

17% 9% 17%

Improve technology/automation

15% 16% 9%

Reduce costs

Improve intemal processes [IRERA 17% 8%

Reduce reporting errors R (Y 9%

Increase revenue I 9%

Transform client experience KM 10%

Improve compliance BV 13%

Grow client base &GN 8%
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9% 4%{F/
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Cost reduction/
efficiency and
cybersecurity
are the top
consideration
factors when
adopting a new
technology

Data security
is the most
challenging
barrier to
adopting new
technologies
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Technology adoption consideration factors
Top 3 factors

mRank 1 mRank 2 Rank 3

Cost reduction/efficiency 13% 11% 18%

Cybersecurity 13% 14% 12%

Streamlines processes 13% 12% 8%

Integrates with existing systems/platforms 10% 10% 12%

13% 8%

Increases revenue 7%

Innovative 11%
Proven ROI 12%
Personalization support 8% 9% 8%
Client experience 9%

Omni-channel support & 9% 3%

Competitive pressure “SZS70%

Technology adoption barriers
% Extremely/Very challenging

63%

Data security concerns

Risk

59%

Prove ROI 57%

Competing priorities 57%

Obtaining budget 53%

Cost/investment 52%

Lack of understanding 49%

Getting management support 47%

Vendor vetting/approval

Lack of strategy
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Firms are most
likely to invest in
an analytics
technology
partnership within
the next year

The majority

of firms have

a digital
transformation
roadmap; top
business objective
is to provide best
in class platform
for customers
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Technology partnership investment

plans
% Plan to invest in the next 12 months

Enterprise Automation / Al _ 46%

Tax/Audit/ Compliance product / _ o
platform 43%
Risk advisory product / platform _ 42%
Financial benchmarking product / _ o,
platform 40%
Engagement Management product / _
platform 40%
CRM/ ERP product / platform _ 39%

Document Intelligence product / _ -
platform 31%
Audit Rotation product / platform _ 22%

Other (please specify) . 6%

Technology partnership payment
method

From centralized IT annual

budgets 55%

According to multi-year

o
technology investment roadmap 52%

Dispersed local funding by
business based on need and
priority

35%

Ad-hoc 19%

Other (please specify)

35%

28%

Provide best in class Enhanced business
platform for customers  agility and innovation

Top business objective from digital
transformation journey

Total cost of operation
(TCO)reductionand compared to competition
improved efficiency

26%

10%

Differentiated model

Have a digital transformation roadmap




More than half of
firms are in the
later digital
transformation
stages: strategize,
deploy or innovate
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12%

Business as usual —

dependency on legacy
solutions, processes and
business models

Digital transformation stage

26%

16%

12%
9%

heavy Test and learn — Specific high Socialize — Results/learnings  Strategize — unified strategic
value cases are being of trials are socialized; actively initiatives commence; siloed
explored; various trials, testing engage community on digital  groups begin collaborative
and pilots of digital solutions initiatives being run engagements sharing data
and learnings; digital customer
journeys are created

digital customer first
transformation; new roles.

new business models are

digital first enterprise wide
strategy

Deploy — commencement of

teams and skills are sought;

developed in alignment with a

24%

Innovate — digital
transformation becomes a way
of business as executives
recognize that change is
constant; re-alignment of
products, services and
processes to digital



Methodology

In March 2019, SourceMedia Research conducted an online survey commissioned by Hexaware. Respondents include 112
senior level executives at accounting, tax, audit, legal, advisory and consulting firms, with revenues ranging from $500 million to
more than $5 billion. All participants have decision-making responsibility for technology.

About Hexaware

Hexaware is the fastest growing next-generation provider of IT, BPO and consulting services. Our focus lies on taking a leadership position in helping our clients
attain customer intimacy as their competitive advantage. Our digital offerings have helped our clients achieve operational excellence and customer delight. We
are now on a journey of metamorphosing the experiences of our customer’s customers by leveraging our industry-leading delivery and execution model, built
around the strategy— ‘Automate Everything, Cloudify Everything, Transform Customer Experiences. We serve customers in Banking, Financial Services,
Capital Markets, Healthcare, Insurance, Manufacturing, Retail, Education, Telecom, Travel, Transportation and Logistics, and Professional Services. We are the
only IT service provider to have an entire vertical dedicated to professional services as an industry, where we enable professional services firms Relmagine
Trust through innovative and valued solutions by leveraging emerging technologies. Hexaware services customers in over two dozen languages, from every
major time zone and every major regulatory zone. Our goal is to be the first IT services company in the world to have a 50% digital workforce.

Learn more about Hexaware at http://www.hexaware.com

NA Headquarters India Headquarters EU Headquarters APAC Headquarters

Metro 101, Suite 600,101 Wood 152, Sector - 3 Level 19,40 Bank Street, 180 Cecil Street,

Avenue South, Iselin, Millennium Business Park Canary Wharf, #11-02, Bangkok Bank Building,
New Jersey - 08830 ‘A Block, TTC Industrial Area London - E14 5NR Singapore - 069546

Tel: +001-609-409-6950 Mahape, Navi Mumbai - 400 710 Tel: +44-020-77154100 Tel : +65-63253020

Fax: +001-609-409-6910 Tel : +91-22-67919595 Fax: +44-020-77154101 Fax:+65-6222728

Fax:+91-22-67919500

About SourceMedia Research

SourceMedia Research provides full custom B2B research solutions for marketers, agencies and other targeting business sectors, such as accounting, banking,
payments, mortgage, insurance, HR/employee benefits and wealth management. SourceMedia Research is a unit of SourceMedia, whose B2B media brands
include Accounting Today, Financial Planning, American Banker, The Bond Buyer and Employee Benefit News.





