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Introduction

The Foundation of Seamless

Service Delivery

Delivering services efficiently and consistently is a
cornerstone of organizational success. Yet, many
businesses grapple with fragmented processes, manual
interventions, and disconnected systems that hinder
progress. These challenges lead to delays, increased
costs, and missed opportunities to meet critical
business goals.

Workflow automation offers a direct and impactful
solution. By streamlining operations and connecting
teams, processes, and tools, it ensures tasks flow
seamlessly from start to finish. The result isn’t just
faster service delivery—-it’s measurable outcomes like
improved efficiency, enhanced collaboration, and
greater agility.

Why Workflow Inefficiencies Are Costly

Manual workflows and disconnected systems create
ripple effects across the organization. Employees

often spend valuable hours on repetitive tasks that
could be automated, with 51% of workers reporting
spending two hours or more on these tasks.' In addition,
miscommunications and delays further slow progress.

These inefficiencies aren’t just operational headaches-
they directly impact an organization’s ability to respond
to customer needs, scale operations, and maintain a
competitive advantage.

The Case for End-to-End Workflow
Automation

End-to-end workflow automation addresses these
challenges by seamlessly ensuring tasks, approvals,
and escalations happen. It creates a consistent flow of
work across departments, reducing errors, delays, and
miscommunications. Automation delivers faster service
delivery, greater accuracy, and improved agility—key
outcomes for businesses seeking to maintain relevance
in dynamic markets.

Organizations that implement comprehensive
automation strategies see measurable benefits. For
instance, McKinsey discovered that employees in
such businesses saw improvements in quality control,
customer satisfaction, and employee experience, as
well as reduced operating costs due to automation.?

What to Expect from This Guide

This ebook provides a roadmap for achieving seamless
service delivery through workflow automation. It explores
how automation can solve common challenges, improve
operational efficiency, and deliver outcomes that

align with business objectives. Along the way, it offers
actionable strategies and real-world examples to help you
plan your journey toward automation success.

' Formstack: 2022 State of Digital Maturity
2 McKinsey: Your questions about automation, answered
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https://resources.formstack.com/reports/state-of-digital-maturity
https://www.mckinsey.com/capabilities/operations/our-insights/your-questions-about-automation-answered

The Hidden Costs of Inefficient Workflows

Inefficient workflows can drain resources, erode productivity, and hinder an
organization’s ability to achieve its business goals. These inefficiencies may not
always be obvious, but their cumulative impact is significant, affecting both
day-to-day operations and long-term success.

The Tangible and Intangible Costs

Fragmented workflows come with a range of challenges
that disrupt efficiency and service delivery:

When workflows are slow or require frequent manual

intervention, critical tasks are delayed. This can result
in unmet deadlines, frustrated stakeholders, and missed
revenue opportunities.

2 Manual Processes Increase Errors

‘| Delayed Responses Lead to Missed Opportunities

and Operational Expenses

Repetitive tasks performed manually are prone to
errors, which often require additional time and resources to
fix. Such inefficiencies can cost companies between 20-
30% of their revenue annually.?

Silos Hinder Collaboration and
3 Slow Decision-Making

Disconnected systems and poor communication
between teams create bottlenecks, with tasks getting lost
or delayed during handoffs. This slows decision-making
and weakens collaboration.

The Impact of Inefficiency on Business
Outcomes

The effects of inefficient workflows aren’t limited

to operational performance-they ripple across the
organization and affect customer satisfaction, employee
morale, and profitability:

« Customer Satisfaction: Delays in responding to
requests or resolving issues erode trust and loyalty.

« Employee Productivity: Employees spend more time
navigating bottlenecks and fixing errors, leaving less
time for strategic tasks.

« Profitability: Higher operational costs and missed
opportunities directly affect the bottom line.

The Need for Connected, Automated
Workflows

Addressing inefficiency starts with connecting workflows
and automating repetitive, error-prone tasks. Automation
ensures that tasks flow seamlessly across teams, eliminating
silos, minimizing delays, and reducing operational costs. It
also provides visibility into workflow performance, enabling
leaders to make data-driven decisions.

The hidden costs of inefficient workflows are too great
to ignore. Connected, automated workflows aren’t just
an operational upgrade—they’re a strategic necessity
for improving service delivery and achieving measurable
business outcomes.

3Forbes: Drowning In Unnecessary Work? Here’s Your Life Preserver
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https://www.forbes.com/sites/rodgerdeanduncan/2023/03/28/drowning-in-unnecessary-work-heres-your-life-preserver/

Reimagining Service Delivery with
End-to-End Automation

In a business context, end-to-end workflow automation
means automating the entire lifecycle of a process—from
initiation to completion—while ensuring seamless handoffs
and integration across teams, tools, and departments. It
prioritizes:

« Seamless Task Handoffs: Automation ensures tasks
are routed to the right person or system at the right
time, reducing delays caused by manual assignments.

« Consistent Service Quality: Standardized workflows
enforce best practices, ensuring predictable,
high-quality outcomes.

 Faster Response Times: By automating approvals,
escalations, and repetitive actions, teams can
respond to requests and issues faster, improving
customer satisfaction and operational efficiency.

For example, a service request that would typically take
multiple manual steps—logging, assigning, following up, and
closing—can be completed end-to-end with automation,
significantly reducing the time and effort required.

Achieving Business Goals Through
Alignment

End-to-end automation creates alignment across teams,
systems, and processes by providing a single, connected
workflow that everyone can rely on. This alignment is
essential for achieving business goals such as operational
efficiency, cost savings, and improved collaboration.

« Teams Work Cohesively: Automation eliminates silos
by creating a shared framework where all teams
contribute to the same workflow. For instance, HR, IT,
and facilities can work together seamlessly to onboard
a new employee.

« Systems Communicate Effectively: Integrations
between platforms ensure that data flows smoothly
without duplication or errors, creating a unified view of
the workflow.

» Processes Stay Consistent: Automated workflows
enforce compliance with policies and standards,
reducing the risk of inconsistencies or errors.




Before and After Automation:
High-Level Scenarios

Scenario 1

Incident Management

Before Automation: A service request is logged
manually, and team members rely on emails or spreads-
heets to track progress. Delays occur as tasks are
assigned manually, and escalations are often missed.

After Automation: The request is logged
automatically and routed to the right team based on
predefined rules with escalations triggered if SLAs
aren’t met. Real-time dashboards show progress,
ensuring transparency and accountability.

Scenario 2

Onboarding a New Employee

Before Automation: HR initiates the onboarding
process, but IT and facilities teams receive requests
through separate channels, leading to delays in
provisioning equipment and workspace.

After Automation: The onboarding workflow is
automated end-to-end, triggering IT and facilities
tasks as soon as HR enters the new hire’s details.
Notifications keep everyone aligned, ensuring the
employee is set up on day one.

Approval Workflows

Before Automation: Requests for budget approvals
are emailed to managers, who often miss deadlines
due to a lack of reminders or follow-ups.

After Automation: The approval workflow routes
requests to the right stakeholders, sends automated
reminders for pending actions, and escalates overdue
approvals, ensuring faster decision-making.

End-to-end workflow automation reimagines service
delivery by creating processes that are fast, reliable,
and scalable. By aligning teams, systems, and
processes, automation enables organizations to
achieve their goals while delivering consistent, high-
quality service. In the next chapter, we’ll explore
how automation addresses specific challenges and
creates tangible business value.
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From Bottlenecks to Breakthroughs:
Solving Key Challenges

Workflow inefficiencies are more than just operational hiccups—they are costly
barriers that slow progress, reduce quality, and frustrate both employees and
customers. Common challenges, such as slow task execution, inconsistent results,
limited visibility, and cross-team disruptions, can be transformed with workflow
automation. By addressing these bottlenecks, organizations can significantly
improve performance and achieve measurable business outcomes.

Overcoming Slow Task Execution

Manual processes often involve repetitive steps like task
routing, notifications, and follow-ups that consume time
and delay progress. These inefficiencies compound over
time, slowing overall service delivery.

Automation eliminates these delays by streamlining
routine processes. Tasks are routed quickly, critical

issues are escalated automatically, and predefined rules
ensure timely completion. For example, automating the
incident management workflow can reduce response
times and improve SLA compliance. Faster task execution
enables IT teams to handle higher volumes of requests
without additional resources, directly impacting customer
satisfaction.

Ensuring Consistent Results

Inconsistent workflows lead to unpredictable outcomes,
errors, and service quality. Without a standardized
approach, tasks may be missed, delayed, or completed
incorrectly, creating frustration for stakeholders.

Automated workflows enforce consistency by following
predefined rules and processes. This standardization
minimizes human error and ensures predictable, high-
quality results every time. For example, an HR department
can automate its onboarding process, ensuring every new
hire completes all required steps on time. This can greatly
reduce onboarding errors, improve employee satisfaction,
and increase retention rates.




Gaining Visibility Into Processes

Fragmented systems and manual tracking make it difficult
for teams and leaders to monitor progress, identify delays,
or understand the overall health of workflows. A lack

of transparency impairs accountability and informed
decision-making.

Automation provides real-time visibility through
dashboards and analytics, allowing teams to track task
statuses and measure workflow performance. Predictive
insights highlight potential bottlenecks before they
escalate.

Eliminating Cross-Team Disruptions

Disconnected workflows across departments often result
in breakdowns in communication and coordination. Tasks
get delayed due to misaligned priorities, missed handoffs,
or siloed systems, causing frustration and inefficiency.

By integrating workflows, automation creates seamless
collaboration between teams. Notifications and real-time
updates ensure everyone is aligned on task progress and
deadlines.

The Measurable Impact of Automation

Resolving these challenges delivers significant benefits
across key business metrics. Faster task execution directly
improves SLA compliance, while fewer errors lower
operational costs. Enhanced visibility empowers managers
to make informed decisions, and better collaboration
between teams ensures consistent service delivery.

Workflow inefficiencies are costly, but they are also
solvable. Automation offers a path to faster execution,
better quality, and more aligned teams, allowing
organizations to achieve their goals with less friction.
In the next chapter, we'll explore the specific business
outcomes organizations can achieve by embracing
seamless automation across their operations.




Preparing Your Organization
for the Automation Journey

Embarking on the journey to workflow
automation requires careful planning
and alignment. Successful automation
isn’t about adopting technology for its
own sake-it’s about addressing specific
challenges and achieving measurable
outcomes. By taking deliberate steps

to prepare your organization, you can
set a strong foundation for smooth
implementation and long-term success.

Step 1

Evaluate Current
Processes

Before introducing
automation, it’s critical to
understand the strengths
and weaknesses of your
existing workflows. Identify
recurring bottlenecks,
delays, and inefficiencies
that slow down operations
or impact quality. Look for
tasks that are repetitive,
prone to error, or heavily
reliant on manual
intervention.

A clear understanding of
where automation can
have the greatest impact
will help you prioritize
and focus your efforts
effectively.

Step 2

Define Business
Goals

Automation must be tied

to measurable outcomes
that align with your
organization’s strategic
objectives. Whether your
goal is to reduce costs,
improve service quality, or
accelerate response times,
defining these targets early
provides clarity and focus.

Aligning automation
initiatives with your broader
business strategy ensures
that every effort contributes
to tangible results and long-
term success.

Step 3
Engage
Stakeholders

Automation affects teams
across the organization, so
building cross-functional
support is essential. Involve
key stakeholders early,
including leadership, IT,
and end-users, to foster
collaboration and ensure
alignment.

Stakeholder engagement
not only builds buy-in but
also ensures that workflows
are designed to deliver
value across the entire
organization.

Step 4

Adopt Incremental

Implementation

Large-scale automation
projects can feel
overwhelming, so it’s often
best to start small and
scale gradually. Begin
with workflows that are
high-impact but low in
complexity—processes
where automation can

quickly demonstrate value.

Use these initial successes
to build momentum for
broader implementation.

An incremental approach
reduces risk, allows for
ongoing optimization,
and ensures that teams
adapt to changes at a
manageable pace.
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Workflow automation isn’t a one-time project but a
strategic initiative that requires continuous alignment with
your organization’s goals. As market conditions evolve,

so should your workflows. Regularly review performance
metrics and adjust automation efforts to ensure they
remain relevant and impactful.

Automation should empower your organization to adapt
to new challenges, scale efficiently, and consistently

deliver value. By integrating it into your long-term
business strategy, you ensure it drives not just operational
improvements but also sustainable growth.

Preparing your organization for automation requires
thoughtful planning, collaboration, and alignment with
your strategic goals. By following these steps, you can
create a roadmap that minimizes risk, maximizes impact,
and positions your organization for success in today’s
fast-paced, competitive landscape.




Building a Future of Seamless
Service Delivery

End-to-end workflow automation offers more than just operational improvements
—it transforms the way organizations achieve their business goals. By streamlining
processes, enhancing collaboration, and reducing inefficiencies, automation
creates a foundation for consistent, high-quality service delivery.

A Long-Term Strategy for Success

As industries become more dynamic, automation equips ~— Smart Task Assignment - Routes requests to the
organizations with the tools they need to stay competitive. L © right teams instantly, reducing delays.

By embracing end-to-end workflows, businesses can
eliminate inefficiencies, improve customer experiences,
and empower employees to focus on strategic priorities.

:’ >/-— Real-Time Notifications & Approvals - Speeds up
decision-making and prevents bottlenecks.

How IFS assyst Enables Seamless

Service Delivery: @ Seamless Integration - Connects with existing Take the Next Step with IFS assyst

IT and business systems for a unified service

: Ready to explore how end-to-end workflow automation
experience.

~—~ End-to-End Workflow Automation - Eliminates can transform your organization? We’re here to help.

Q‘J manual tasks, ensuring smooth service operations.

By automating workflows with IFS assyst, businesses Learn more about the possibilities by requesting a demo
improve efficiency, reduce costs, and deliver consistent, tailored to your needs.

? Low-Code/No-Code Customization - Allows high-quality services—laying the foundation for long-

| </>

quick workflow setup and adjustments without term success. Get in touch
technical expertise.
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https://assyst.ifs.com/contact-us

About IFS assyst

Global brands trust IFS assyst to automate complex
business processes easily without fuss. We deliver
frictionless customer and employee experiences, one
intelligent workflow at a time. Our modern service
management technology lets you automate service
delivery and support so your customers get what they
need fast, and you can focus on building the future of
your organization. IFS assyst is uniquely easy to buy, set
up, use, and upgrade. Whether you’re in IT, HR, Facilities,
Finance, or any other team that provides services to
customers and employees, IFS assyst puts service
management technology within your reach.

Our process automation takes the boring out of
everyday tasks, allowing you to focus on work that
matters.

Every day we assyst!

assyst.ifs.com

About IFS our Parent company

IFS develops and delivers cloud enterprise software
for companies around the world who manufacture
and distribute goods, build and maintain assets, and
manage service-focused operations. Within our single
platform, our industry specific products are innately
connected to a single data model and use embedded
digital innovation so that our customers can be their
best when it really matters to their customers - at the
Moment of Service.

The industry expertise of our people and of our growing
ecosystem, together with a commitment to deliver value
at every single step, has made IFS a recognized leader
and the most recommended supplier in our sector. Our
global team of over 7,000 employees every day live our
values of agility, trustworthiness and collaboration in
how we support thousands of customers.

Learn more about how our enterprise software solutions
can help your business today at ifs.com.

2 | IFS assyst
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