Deloitte.

Al & Innovation:
Market Dynamics &
the Opportunity for

GBS MAKING AN

MATTERS
Prakul Sharma & Shri Chary, April 4t, 2024 Simte //@
—

N



Welcome and Introductions

Prakul Sharma Shri Chary
Managing Director In Strategy & Healthcare and Life Sciences
Analytics Practice Lead

Deloitte Consulting LLP. Deloitte Consulting LLP.




Agenda

% The Evolution of GBS

" Y Unleash Value through Al & Innovation

: : Case Studies and Lessons Learned
] Q&A

erated with DA

nroad cutting throug
Copyright © 2024 Deloitte Development LLC. All rights reserved.

ment lomertc




The GBS market has evolved over the last two decades from execution roles to mature
value-added roles through innovation and service portfolio expansion
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— 1990-2000

* Transactional processes
* Basic support system

* Isolated workforce

management

* Basic computing technology

Perform an existing process or service at
lower cost, retaining same quality and
delivery time
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Function 1
Function 2

2000-2010 2010 - 2019

* Expanded functional scope * Emergence of GS and CoEs

* Focused global delivery models * Increased service coverage

* Standardized workforce * Focus on global workforce strategy
strategy * Integrated governance & management

* Standalone tools and applications * Digital platforms, integrated tech, RPA

* Increased focus on analytics * Enterprise tech. and ERP for services

Moving up the Value Chain
Increase breadth of services with
increased sharing (tools & people)

Multi—furlctional lead

* Global Proc*s Owners *

Perform an existing process or service faster
without increasing cost and delivery time

Service Management
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Beyond 2020

* Strategic partnership with core business
* Transformation & innovation partner

* Global skills hub for enterprise
* Virtual and remote working spaces

* Automation, Al/ML and cognitive hub
* Mature enterprise tech, consolidated systems

Business Impact

Mature into service delivery partner delivering
business impact through innovation and
automation

GS lead

Glohal Pracess Owners

E2E
Processes
Process 1
Process 2
Process 3

Product
Development
Customer
Experience

IT facilities & support

Single Function
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Multi-Function Alignment

End-to-end process



GBS organizations are increasingly assuming responsibility for strategic and high-value
business functions, transitioning towards a multi-functional scope creation...

Functions performed by Global Services organizations

Finance 91% @

Human Resources @
Information Technology @
Procurement @
®
Supply Chain/ Mfg Support 19% @

Legal 18% @

Sales and Marketing 13% @

@ Increase YOY

@ Decrease YOY

@ Same

Engineering/R&D*  10% @

I Traditional functions delivered
New/strategic functions delivered

*increase from 2019, as data was not available for 2021

~60% Global Business Services organizations perform more than 5 functions which include both traditional (IT,
finance, etc.) and strategic functions (e.g., sales & marketing, etc.).
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Digital infused operations are harnessing new-age technologies like intelligent automation,
Al (& Gen Al), and process mining to drive process enhancements & efficiencies

Evolution of Process Improvement % of GS implementing different transformation levers

2023 Focus area in
Automation [ NNNENENEGEGEGEE 59% Ranking  next 1-3 years
A
single instance ERP |G 47% ! !
Exponential
. 2(1) 4
Shift Case Management/ Workflow tool || N N 45%
; Centralized analyti ti 3 5
entralized analytics reporting I 2 @

Shift & Performance Dashboard

Global standard processes [ NG 238%
Self service [ 18%
Cloud [ 15%

Process Improvement by
leveraging new age
technologies such as

RPA, Process Mining,
Business Process GenAl etc.

Management Suites

Value

Trgdltlonal .apr')r'oach t° for entire process Instilling a culture of innovation [l 11%
improve individual improvement life 3 @
processes (elimination, vl
i ycle Data lake 9
reducing hand-offs) - 8% 9 @
> Agile [ 8%
Capability 10 (1)
Source: Deloitte Research and Analysis Source: Deloitte 2023 Shared Services Outsourcing Survey

‘;k Organizations are increasingly looking at their GBS centers to drive Process Improvement initiatives

(]

s6s More than 50% of GBS organizations are prioritizing process transformation and improvement as a key skill to be developed within their centers

7~
Q‘F J For the next 3-5 years, there is an increased interest in global standard processes, centralized analytics, Al & Data and self-service
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GBS organizations are pushing the boundaries to maximize value creation
GBS should expand its functional portfolio to include new service areas, while pioneering data-driven, digitally-infused
operations and facilitating enterprise-wide adoption of emerging technologies like GenAl

Potential strategic levers for GBS value creation

High 1 q . . . . :
High Value Centre Digitally infused operations for established functions
(5% of total centers)
Cloud Paas$, SaaS
2 ‘ @ Data, Al & Analytics Data Lifecyccle, Advanced Analytics, Al/ML
Q Enterprise Technology ERP, CRM, BI
s . -
E - Transactional (;:::rea:?::s ilr)mlfilst::j- Integrated Workflows API Integration, Low-code/No-code
[T
- > egsas
£]38% Capabilities Intelligent Automation & GenAl NLP, RPA, ML, Al, GenAl
8|58
Elz5
=|&3
S|yl
g |9 S . " .
5l<e 5 Scaling emerging functions @speed
v ol ”79/- .
o g 5 €g glhgf
E = v Co’h u”ct/'o R&D Regulatory, Sustenance, NPD, Clinical
o R‘g ,-cl
5 0 % Commercial Sales, Marketing, Customer Services
g
Supply Chain Procurement, Vendor management
Legal Research & Analysis, Paralegal Services, Regulatory
8 Support
Low

Degree of GBS involvement in the parent’s business functions/processes

v

Low Degree of Involvement
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Life Sciences Example - Adoption of emerging technologies across the GS value chain

lllustrative Example

IIIIII- é .'l',.,
Al a Analytics ‘g RPA vl loT @ Blockchain
E o el Potential impact:  Low Medium || High |G

Drug discovery Manufacturing, Pharmacovigilance /
research, and Clinical trials supply chain and Marketing and sales complaints

Regulatory and

medical affairs

pre-clinical trials distribution management

Lead optimization Patient recruitment and Resource, demand and Market analysis and Market access and HEOR ADR intake / complaint Labeling, artwork and CMC
scheduling supply planning competitive intelligence capture
- = - af=: :f=: If=: b b 1
Safety assessment Clinical data management Quality testing, analysis and Patient access and support Sales support and Case / complaint processing  Product registration and
documentation programs salesforce effectiveness clinical trial applications
o — H ), 1o * g 'r’* é g 1 r’_. T 5 é T A é T — B é o — g
& = - PO R O = B s Em O s B O 5 = s & &
Data management Protocol development & Procurement and vendor Product support Market support and Reporting Regulatory writing, review
design management effectiveness and submission
b - if=y: - - b b if=y:
¥ OB O @ = & o D - g =
Biostatistics % statistical Distribution and logistics Contract management Signal and risk management  Regulatory information
programming support management
= - & if=: b ] iF=: e
B o e s ¢ E B g E O @ O g
Site management and trial Medical affairs
monitoring
ole e ™ S N S t
G m O ¢ = 5
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As organizations continue to invest in its digital core capability, GBS needs to integrate
Intelligent Automation, Generative Al and Data Management to accelerate value capture

TODAY WHAT IS NEXT WHY INTEGRATING GEN Al WITH IA IS IMPORTANT

Automation has delivered solid
and sustainable value

GenAl is poised to disrupt skilled workforce
in dramatic ways

Many GBS organizations have
delivered solid and sustainable
value through automation,
achieving 10%-40% savings

Capabilities are self-sustaining
IA Capabilities and goals are
driven largely by functional and
enterprise goals

Function Demand is narrowing
Demand support from functions is
narrowing on GenAl, GBS
Capabilities, and external thought-

GenAl is poised to offer 25-35%
additional value! when combined
with traditional automation and Al
tooling

GenAl Capability support requires
new ways to deal with trust in Al,
data management and change
mgmt. retooling

Avoiding GenAl duplication (and
lower returns) requires
centralized and coordinated
support to bring E2E & Cross-
Functional use-cases forward

leadership
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GenAl unlocks use-cases too complex for traditional IA, but it requires data, new
capabilities, and a centralized approach

Personalized
r omni-channel

experience

FAQ chatbots
& voice agents-

@,

Fraud

Code-Creation | S Detection ‘Q‘. Marketing
[~ .
Content Creation
Document
. Instant
Comparison
Document . p' ' answers on
Extraction / enterprise data?
Document
Extraction &
Generation3
Text @ Policy Document

Classification Creatio

Use-cases represent common solution patterns for Generative Al

2Deloitte-supported clients-through Search, realizing 26% efficiency gains on RAG Retrieval and Semantic Search patterns
3Deloitte-has built content generation GenAl applications for rganizations in Finance, Marketing, Regulatory, Commercial, Med-Tech
R&Dand Pharma R&D



To deliver full benefits of Al/Gen Al, Shared Services must focus on foundational

capabilities

Intelligent Automation and Analytics capabilities are among
top capabilities delivered through Shared Service today...

Process Excellence and Continuous Improvement
Reporting & Analytics

Intelligent Automation

End-to-End Process Ownership

Change Management and Training

Business Process Mining & Mapping
Vendor Management

Business Continuity Planning

Knowledge & Content Management
Program Mgmt. & Transition Mgmt.

GBS Footprint Strategy

Customer Experience & User Centric Design
Environmental, Social & Governance (ESG)

M&A Integration SWAT team

55%
53%
53%
50%
31%
48%
51%
39%
49%
34%
31%
23%
17% 20%

Have implemented

Source: Deloitte Shared Services & Outsourcing Survey 2023
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71%
36%
36%
32%
31%

47%
26%
22%

33%

23%
36%
37%
31%

Planning to implement

23%

Shared Services should focus on developing
core capabilities to deliver broader digital
transformation impact

o Foundational Al & Data Capability.

o Customer Experience & User Centric Design
e End to end process ownership
o Knowledge and Content Management

o Talent Upskilling and Retention
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To deliver full benefits of Al & Gen Al, Shared Services must focus on building the right
foundations across 5 key pillars and enabling a “platform” for innovation

+ How do we consistently a high volume of concurrent use case decisions to align funding model & value capture?
» How will the breadth of stakeholders impacted be aligned to achieve a cohesive Gen Al ?
* What should be the strategy to of an investment in the Gen Al space?
( )
+ How do we identify & address new IP, legal, ethical and regulatory risk?
+ What are the new data architecture, data governance and data science patterns? How do we minimize Al & data silos?
L] i i 7
Governance How to evaluate & adapt to a rapidly evolving tech partner landscape?
\_ ,
4 . . - . . . )
+ What unstructured data is needed & how do we make it usable? What should be the approach - training on public or private data for creating
Gen Al models?
+ How do we combine Gen Al, Traditional Al, and Analytics? What new data and data science tools do we need?

L Technology + Should we build, buy or adopt Gen Al solutions and models? y
4 )
» What are the roles, responsibilities, skills and delivery models needed to be successful at delivering Gen Al at scale? How do we access talent?

Talent, Org & + How do we support a culture of “Al First” & ensure Gen Al adoption?
\_ Culture )
+ How do we establish a consistent and to execute the backlog of Gen Al initiatives?
+ How can we to deliver Gen Al solutions with minimal investment?
+ What are the delivery best practices required to rapidly propagate ?
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Case Studies related to IA and GenAl delivery

Case-Study

Established GenAl COE to
automate use cases across GBS,
Corp, Commercial, R&D &
Supply Chain functions

Enterprise Wide
Large Life Sciences
Company

Business Impact: ~$3B

Establish the GenAl capability
and platform for addressing
Internal Audit (1A) use case
requirements

Business Impact: 30%
improvement in productivity

Internal Audit at Large Bank

Automate Variance
Anomalies Detection &
Reporting for GBS-Finance

(2]
&
(%]
@
o
n
@
(7]
©
=
@
(7]
)

Company

Business Impact: 90% accuracy
in anomaly detection

GBS Finance at Global

Copyright © 2024 Deloitte Development LLC. All rights reserved.

STRATEGIC DRIVER

The CEO has tasked their leadership team to develop a multi-year
Al/Generative Al (GenAl) strategy to deliver:

50+ GenAl use cases developed by end of year (spread across all
functions)

* Target 25%+ uplift in productivity from each use case

* 10K colleagues access to internal platform (version of chatGPT)

Internal Audit (1A) function wanted to establish capability and
platform to drive critical productivity and innovation use cases for the
function:

* Reduce labor costs associated with audit reviews and generating
required standard documentations

» Utilizing historical data (structured and unstructured) to augment
audit findings

* Establish a Gen Al CoE for IA that worked closely with broader
organization Gen Al CoE

GBS function looking to automate financial anomalies detection to:

* Reduce labor costs associated with identifying fraud and the
costs of unidentified fraud

* Generate automatic text reports from identified fraud cases

* Increase team’s throughput to service a large number of reports
without additional headcount

APPROACH TO BUILDING MOMENTUM - Supported by Deloitte

Define Gen Al strategy, operating model, and delivery approach to
productionize use cases supported by Deloitte team of ~200 resources)

Establish ethical Al framework for Gen Al
Establish 10+ value realization teams to identify & Qualify Gen Al use cases

Develop an organizational specific platform leveraging OpenAl and
reusable solution pattern framework

Defined the Gen Al strategy that covered the 5 critical dimensions —
Strategy, Governance, Technology, Talent and Delivery / Op Model

Develop and mobilize the technology architecture curated to integrate with
existing technology landscape

Develop and publish a playbook to support Gen Al use case development
that factors all leading practices around LLM models, Model Ops, Trusted Al
etc.

Develop, review, prioritize and mobilize critical use case development

Implemented automated anomaly detection model within the Azure Cloud
to identify automated detection of anomalous transactions in the accounts
receivable database

Utilized state-of-the-art advances in language modeling to generate text-
based reports of explanations for anomalous transactions, greatly reducing
time and labor costs required to report financial anomalies
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Key Learnings And Take Aways

Platform Centric Approach

Setting up of the core platform, including its components and
architecture

Democratize Al

Gen Al services should be built as a shared platform taking into
consideration scalability and data security.

Prototype First

Validate your hypothesis with tools like Jupiter notebooks or just GPT
directly to ensure your idea works.

Prompt Engineering/Validation takes time

Buffer time for prompt engineering and testing real data.

LLM Response Evaluation Framework

A well-defined framework during the High-Level Design phase

Copyright © 2024 Deloitte Development LLC. All rights reserved.

Product Mindset

Product-oriented mindset is essential, particularly for application
development work.

Business Analysts’ and Tech Teams

Techno-functional Business Analysts should work closely with Product
Owners.

Cross-Functional Teams

Building Use cases is much more than just building a model. It heavily
revolves around application development and experience.

Platform Education for Use case Teams
Understanding the Al CoE's functionalities, its capabilities
And how it can be leveraged to achieve business goals.

Learn how to Consume Al

Team needs to understand how to build products with Al. i.e., Al fits into
customer journeys and not the other way around.
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Deloitte

About Deloitte

Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited, a UK private company limited by guarantee (“DTTL”), its network of member firms, and their related entities. DTTL and each of its member
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