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Being hospitalized for a punctured lung is never fun, but for 
Asish Ramchandran, it had a silver lining. Ramchandran, a 
partner for growth and transformation at Deloitte 
Consulting LLP, observed firsthand the results of digital 
transformation—and experienced the benefits. 

His doctors’ notes and his test 
results were always just a tap away 
on his phone. While hospitalized, 
he could also use his phone to 
order food, control the lights, and 
even raise and lower the shades in 
his room. He noticed how nurses 
could turn off annoying beeps 
from medical equipment in his
 room without leaving their stations, 
and seamlessly hand him off to the 
next nursing shift via their own 
handheld devices.

“It was amazing,” Ramchandran 
recalled later. 

Executives in every industry 
can learn something from 
this example.

Not only was Ramchandran sure 
that he received better care due to 
the hospital’s workflow automation, 
but it also seemed the staff was 
more effective and attentive—all 
while enjoying an improved 
work experience. 

“

”



The future of the workplace is evolving even as we speak. The COVID-19 pandemic 
has driven many changes, but many were underway beforehand, including 
employees who crave more meaning at work. Many CIOs and senior IT professionals, 
meanwhile, want to automate workflows for increased efficiency, improved customer 
experience, and better service delivery while also reducing costs. As Ramchandran’s 
experience shows, the art of the possible—in the form of workflow automation—can 
accomplish all of the above while also connecting work, employees, and those they 
serve in a shared digital workspace.

Beyond physical workplaces such as hospitals, new 
automation tools can allow work to happen anywhere 
at any time, just in time for a crisis that demands that 
more people work outside of traditional workspaces. 
Yet, many organizations are still behind the curve.

Many organizations have invested in leading 
technology solutions for managing finances, supply 
chain, IT, human resources, customer service, 
facilities, and more. But each department hosts a 
myriad of portals and systems, with each typically 
requiring a different login and keeping data to itself 
versus sharing it with other systems. The problem is 
simple: these systems don’t speak the same language, 
which limits opportunities to collaborate and 
maximize productivity. 

It’s in this context that Bluewolf found that 70 percent 
of workers are forced to repeat data entry in more 
than one system to do their work.1 The result is 
duplicated effort and wasted time as siloed systems 
perform in isolation and employees spend time 
navigating between them. This contributes to 
lower-quality worker engagement, which, in turn, 
drives down overall organizational performance.2 

For CXOs, the situation is complex—and they know 
duplication hinders the productivity of the 
organization. This is compounded with the already 
existing challenges associated with managing the 
large volume of technology systems needed to keep 
their businesses running smoothly.  

Workflow orchestration has the potential to break 
down silos and help seamlessly connect the dots. It 
helps share data and create smoother, convenient, 
and more efficient workflows for employees, 
suppliers, contractors, and, ultimately, customers, 
who will receive better service.3 

Deloitte has innovated with solution provider 
ServiceNow to build market-making, industry-specific 
process flows within critical enterprise functions. 
ServiceNow, as implemented in partnership with 
Deloitte, is a “platform of platforms” that allows 
for true end-to-end digital transformation. 

Among the benefits:

• Better risk assessment accuracy

• Real-time, efficient enterprise reporting across
enabling solutions

• Increased decision-making effectiveness enabled
by greater visibility and access to data

The evolving 
workplace workflow



After deploying ServiceNow, one payment processor saw a 
25 percent faster monthly closing process that required 
30,000 fewer emails, providing faster, increased visibility into 
transactions completed than ever before. This also enabled 
more accurate and timely sales projections and reduced 
audit compliance issues, among other unexpected benefits.

Today’s enterprises face a crisis in confidence among 
their employees. Barely 42 percent of workers 
surveyed by Deloitte reported satisfaction with their 
daily workflows.4 Another finding points to a reason: 
Only 38 percent of workers say they’re happy with 
the technology they use at work every day.5

Fragmented and isolated solutions might require, for 
example, a new hire to interact with four different 
functions as part of their onboarding process. To get 
a laptop, they might have to interact with the 
technology department. For a badge, they typically 
have to engage with the security team. To sign up for 
benefits, they’ll need to reach out to HR, and to 
establish electronic deposits for paychecks, they will 
need to engage with the finance department. 

The business 
problem 

That’s a business problem 
because leading point 
solutions do not lend 
themselves to integration 
with each other,

Ramchandran says. In fact, even after they’ve 
started work, employees typically more than over a 
dozen different systems to do their jobs, according 
to a recent survey by Sierra-Cedar HR.6

“We need an end-to-end platform,” Ramchandran 
says. It starts with what Deloitte calls a “unified 
engagement platform,” that is, a user-friendly 
interface that links underlying systems to get work 
done more efficiently, for example, allowing a new 
employee to join the team with just one touchpoint.

However, such integration depends on more than 
technology. It also requires an organizational and 
operational mind shift.

“
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As an organization becomes connected like 
never before through integrated workflows, 
the entire enterprise must re-envision what its 
workforce will do when traditional roles have 
morphed into a hybrid reality. 

For example, consider the possibility of 
“Finance-in-the-Future” where there is no 
need to coalesce thousands of emails, 
hundreds of spreadsheets, and dozens of 
systems from global colleagues to close the 
books each quarter. This time savings allows
a focus on higher-level, more impactful 
activities designed to create new 
opportunities for serving customers, solve 
more complex problems, generate new 
revenue, and engage more employees. 

When organizations connect workflows across 
an enterprise, it can result in:

• More efficiency: work gets done faster

• Increased effectiveness: linked systems 
generate new insights 

• Better time to value: organizations develop
superior products as automation frees up 
leading resources.

These benefits can be realized in part from:

• Tasks are routed automatically to the right person
or team in a uniform platform

• Workflows are outlined with checklists and
instructions within the system; resulting in
procedures and policies being built-in 
and documented

• Data sharing is optimized and reduces 
duplicative work efforts

• Advanced reporting and analytics is 
supplied for managers 

• Orders for work, new equipment, requests for
proposals, and more, are generated automatically

ServiceNow’s cloud-driven technology connects collaboration tools, software applications, and enterprise resource 
planning (ERP) systems with minimal disruption to existing investments.

However, reallocating employee resources, 
redefining roles, adjusting budget allocations, 
and other change-management challenges can 
present themselves as such automated 
workflows take hold. “The change management 
is non-trivial,” Ramchandran says. “It changes 
the flow of work fundamentally.” 

That’s one reason most organizations turn to 
advisors experienced in global industry. An 
advisor such as Deloitte, with market-leading 
industry expertise, can help clients navigate the 
industry-nuanced change management (e.g., 
AML compliance in Financial Services vs. FDA 
compliance in Life Sciences vs. HIPAA 
compliance in Health Care) needed to deploy 
the ServiceNow platform.

The change 
management 
challenge

Technology to the rescue



ServiceNow works within a company’s current footprint to enhance 
existing processes with better consolidation and reconciliation 
tools through integrations and standardized tasks. Deloitte’s 
innovation in the area of workflow and process can aid a wide range 
of functions, including: 

• Financial Services

• Plant Workforce Management 

• Legal Workflow

• Finance Close Automation

A truly unified platform brings together disparate, leading solutions, 
such as SAP, Salesforce, Anaplan, Callidus Cloud, Qlik, Oracle, 
Workday, and more, into a seamless whole.

This is distinct from the more typical “link farm” that presents 
employees with pages of links for logging into different systems that 
don’t communicate with each other.

Instead, the unified platform provides a single interface that interacts 
behind the scenes with all of the different systems that employees 
use to get their work done and lets them all use the same data. The 
result is a unified source of truth: a master data set for assets, 
customers, employees, and more, pulled from the different 
systems used by the enterprise.

By its very nature, transitioning to a unified 
engagement platform requires looking at the 
workflows of an organization as a whole, across 
functions. However, organizations can simplify the 
process by first picking a material problem to solve 
and using it as a launch point. From there, they can 
standardize processes and lessons learned across 
the organization.

The good thing about it is, 
it’s not boiling the ocean,

Ramchandran says. This often means taking an 
ROI-positive, use-case-driven approach versus an 
all-in-at-once approach.

Deloitte also recommends easing the transition by 
keeping a strong focus on the desired employee or 
customer experience versus letting the processes 
slated for automation drive the bus. Creating 
personas, setting up targeted groups, and
 creating pilots are all ways that organizations 
can help put the user experience front and center 
during the transition.

Choosing a globally reputable partner such as 
Deloitte, with deep insights about your industry 
and the changing nuances of the new system, is 
essential to locking in success.

• Cyber Security

• Real Estate and Facilities
Management

• Workforce Experience

Tying the 
enterprise 
together

Getting 
started 
and 
leading 
practices

With the help of ServiceNow, one media 
company cut average customer service 
training times in half just by 
consolidating to a single user interface. 
It also reduced the number of required 
steps to complete the average customer 
service transaction from 160 to just 11.7

“
”



The 
bottom 
line 

Today’s customers and employees have come to expect high-quality 
experiences in every interaction with their personal brands and 
services. In contrast, most experiences within the enterprise have 
lagged behind, thanks to fragmented ecosystems that don’t 
communicate with each other and keep functions siloed versus 
operating seamlessly from end-to-end.

What’s needed is a unified engagement platform that links people, 
process, and technology across the enterprise to automate workflows 
and reduce redundancy. This platform can help create better, 
360-degree customer experiences that benefit the enterprise through 
exponential time savings, happy customers, and engaged workers. A 
unified engagement platform such as ServiceNow, as implemented 
with leaders like Deloitte, makes it all possible.

For more about how workflow automation can save time 
and free up resources for your organization, visit:

or contact:

https://www2.deloitte.com/us/en/pages/about-deloitte/
solutions/servicenow.html
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