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Overview
As one of the Big Four, this company had an outstanding 
reputation as one of the largest, most established 
professional services networks, with offices in over 150 
countries worldwide. It is a global leader in the consulting 
domain across industry horizontals and many verticals. 

A long-time proponent of global business services, with its 
own GBS advisory team, it wanted to better manage the flow 
of communication, refine handling of bot exceptions, achieve 
seamless human-bot handoffs, and improve operational 
transparencies, across its finance and administration (F&A), 
risk management, and engagement management teams.
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Communication overload creating inefficiencies 
and taking up resource

The F&A team were struggling with communication overload, 
thanks to an excessive volume of incoming emails and the 
endless billings for client firms across different geographies 
and time zones on a single platform. This made overall 
reporting and triaging of work to the appropriate teams a 
demanding task which drained resources, impacted efficiency 
and made the team slow and cumbersome at a time when it 
needed to be agile, connected and fully end-to-end. 

Multiple 
problems

Poor process automation creating ongoing 
bottlenecks

In risk management, however, the issue was more around 
process automation, and in particular the deployment of bots. 
The firm’s GBS has around 100 dedicated employees and 50 
bots in its conflict management process. The bots uploaded 
and retrieved data from multiple systems before updating 
the same onto a SharePoint portal for user access. But the 
lack of visibility led to automation silos and exceptions that 
were not being resolved on time. This started blocking the 
workflow and causing teams to frequently miss service level 
agreements. Also, robotic process automation developers 
had to get involved each time there was an exception, in turn 
creating needless bottlenecks. Doing a root cause analysis at 
this point was simply laborious and time-consuming.

Process heavy function creating unnecessary risk 
and inefficiencies

At the same time, the tax function of the GBS consisted of 17 
different processes and 250 users across five geographies 
operating in silos, which in turn created unnecessary risk and 
inefficiencies. For example, the engagement management 
team, which provided services to different engagement 
partners in various geographies, was operating in a silo, with 
no visibility of what other teams were doing, with duplication 
of work commonplace. The firm wanted to address all 
these pain points without extensive changes to its standard 
operating procedure.
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One 
solution

To tackle all these problems required an approach which 
could be rolled out consistently across each function within 
the GBS. The firm chose Enate’s Process Orchestration 
platform, trialling it first within F&A before deploying it in other 
departments. 

In F&A, the orchestration framework was able to streamline 
and organise case-based communication, providing that 
triage service previously lacking and thus solving the issue of 
missed emails, inconsistent work review, and poor visibility of 
the information workflow. 

In risk management, a more efficient work-handoff process 
between humans and bots helped improve exception 
management. Enate’s platform helped speed up the 
exception handling process as users could directly resolve 
issues without waiting for RPA developers. This in turn made 
it easier for bots to restart work because humans were in 

control, while performing root cause analysis was much 
simpler because the orchestrator could exactly pinpoint the 
area for improvement. Unprocessed work could instantly be 
flipped from bots to humans as well, allowing them to better 
cater to SLAs. In short, the firm was able to unlock end-to-
end visibility of its workforce through the platform. 

For the tax function division, Enate created a unified view 
of operations, keeping all stakeholders in the loop. Thanks 
to Enate’s combination of workflow, business process 
management and work management into one platform that 
easily integrates with existing legacy frameworks, the firm’s 
GBS could resolve all its problems without compromising its 
existing systems.



5HOW A BIG FOUR FIRM IMPROVED MULTIPLE GBS TEAMS WITH ONE PLATFORM

Simplifying technology for streamlining services

Another benefit of this activity was the simplification of the 
technology stack used to deliver services.

Multiple tools and platforms had already been implemented 
by the firm, including SharePoint and Outlook, in addition 
to macros and trackers. The company used them to collect 
data and collaborate smoothly with the human workers, 
as and when needed. All of this was streamlined into one 
Enate platform, simplifying operations and providing more 
efficiencies. Ultimately, this led to the business teams being 
able to holistically view processes across a hybrid workforce, 
thus ensuring efficient process execution and timely delivery.

Faster turnaround and effort reduction to improve 
end-to-end value

Within 12 months, utilisation of Enate’s platform within the 
GBS moved from around 100 humans and 50 bots to over 
578 users in risk management alone. Overall, the teams 
implementing Enate’s platform experienced streamlined 
operations that resulted in 15%-20% quicker turnaround times 
and an 18-20% reduction in effort needed to deliver services. 
In addition, the firm has found immense benefit from factual 
reporting and readily available management information, with 
clear data to deliver continuous improvement goals. This all 
adds up to greater end-to-end value across the GBS teams.  

From function to country in the drive for efficiency

Enate platform users within the firm have grown from 100 in 
2019 to nearly 1500 in 2020, and the firm has plans to further 
expand Enate’s usage into country-specific offices for driving 
operational efficiencies.

Additional 
benefits



About Enate

Enate is a SaaS Process Orchestration platform that manages 
a workforce of humans and digital workers for simplified 
end-to-end business processes. With Enate, you can plug 
and play any technology (RPA, AI, cognitive, NLP, machine 
learning), from any vendor, to get digital fast. The platform 
enables the delivery of services from multiple locations to 
local standards while maintaining complete visibility and 
control (including the automation of KPIs and SLAs), all 
aligned to detailed reporting of cost and productivity. Enate’s 
platform deploys within weeks.

Enate was founded by automation industry expert Kit Cox. 
Customers include TMF, CMS, Mizuho, Utmost Group and 
Capgemini. Enate was named a Hot Vendor 2019 by HFS 
Research.

Include Enate in your digital  
transformation roadmap

1.  Is digital transformation a strategic goal for your 
organisation?

2.  If you could orchestrate processes with more 
transparency, efficient work-handoffs, and SLA 
adherence, would that improve your ROI from 
automation and be a win for your business?

3.  Do you need a long-term orchestration strategy to 
adapt to the future-of-work?

If your answer is yes for any of the above, then please contact 
the team on sales@enate.net to find out how Enate can help 
you and your business.

To see a demonstration book 20 minutes with our 
team or click here to find out more about our work 
in the GBS sector.  Alternatively, follow Enate on 
LinkedIn @enate and Twitter @enateLtd.
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