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INTRODUCTION

‘I would say that it’s critical that the Shared Services Industry knows that
there’s no way of hiding from the big impact Artificial Intelligence will have.’
Artificial Intelligence (AI) and all of its capabilities are complex to understand. Offering an array of technologies
and solutions, AI can help businesses in many ways, but overcoming the initial complexity of the technologies
can be off-putting. Shared Service Centres have started to introduce digital solutions into their business
process environment, with Robotic Process Automation (RPA) becoming a common tool throughout the
industry. SSON’s 2019 State of Shared Services Market Report shows that 57% of SSCs have implemented
RPA in some form, whether that be a pilot or scaling exsiting RPA capabilities. For many SSCs, it’s time to take
the next step and move towards implementing more cognitive AI technologies into their day to day business
functions. AI alone can help to increase productivity levels through the in-depth analysis of internal and
external information without compromising quality. The same SSON report states that 45% of Shared Services
are currently planning AI implementations, with 21% already implementing or testing.
In this exclusive interview, we spoke with Lasse Rouhiainen, the best selling author of ‘Artificial Intelligence: 101
Things You Must Know Today About Our Future’ and Artificial Intelligence expert. Lasse shared with us his insights
into AI in businesses environments, in particular the Shared Services industry as well as what tools would have
the best impact, how to successfully implement AI and why the industry should endorse AI’s empowerment
skill sets instead of fearing it. Read ahead to discover why AI should be the next step in your Shared Service
Centre’s digital transformation journey.

‘Bot farms to automate transactions and workflow - that’s old hat.
The real value comes in the ‘2020’ version of automation, which
redefines processes through Intelligent Automation, changing how
services are delivered and reducing risk to the enterprise.’
MATT ALEXANDER, PRINCIPAL OF EY ADVISORY SERVICES

LASSE ROUHIANEN

Best Selling Author and AI Expert
Lasse is a best selling author and expert on Artificial Intelligence and other
disruptive technologies. His main goal is to help companies to adapt to and,
leverage, these new technologies. Lasse has also spent a lot of time working
in digital marketing, helping companies to establish paid social media and
video marketing strategies. Aside from this, Lasse has also been involved
in hosting several keynote presentations and seminars across 16 different
countries and has recently done work with Universities and young people
to help them better understand and use these new disruptive technologies.
Lasse will be joining us at SSOW Autumn in Prague this October to host a
big ideas keynote session discussing the most important things you need to
know to move forward with Artificial Intelligence in your SSCs. To find out
more information about Lasse’s keynote, click here.
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How is AI changing business
dynamics?
“We are all moving towards a business environment
where data will be significantly important. Ten years
ago, we started to see growth and transitions within the
business environment but today, everything is changing
at a quicker pace. The reason for this is that we have
more access to data than ever before. In the future every
business will begin to resemble a database business and
this data will be used to run different AI algorithms and
models in order to improve business process. When
helping businesses to understand Artificial Intelligence
and Disruptive Technologies, I always start by helping
them to understand the importance of data. For example,
looking at the traditional hotel industry, in the future the
most successful hotel businesses will be the ones who are
able to use and analyse data successfully, in order to make
better decisions and create better products and services
for their customers.”

How will AI impact the Shared
Services Industry?
“I think AI will impact the Shared Services industry in a
similar way to other industries that have already started
this transition. The first AI tool that will have an impact
on the industry is Robotic Process Automation (RPA);
thanks to AI and Cognitive RPA the industry will be able
to automate many time-consuming processes to a high
standard due to the extent of data available. Aside from
this, and probably most importantly, the Shared Services
industry will be able to create more personalised services
for their customers. Right now, a lot of Shared Service
Centres are offering generic services instead of tailoring
them to a specific customer or client. AI will be able to
help make these experiences more personal, improving
the overall customer journey.”

‘Process automation generally
covers 40% of processing in a
shared environment, but that still
leaves 60% untouched. AI can
push into that 60%.’
GAVIN SEEWOORUTTUN, AI AND
ADVANCED ANALYRICS AT EYC3
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What specific AI technologies
do you think the Shared Services
Industry will benefit from?
“RPA has traditionally worked without AI but I think
that the next step in the technology journey will really
see RPA collaborate with other AI technologies. This
Cognitive Automation will be used to automate every
process possible, including more complicated processes.
In addition to RPA, chat bots are a essential investment
because they can be used everywhere in which there is
some form of communication between humans – and
they can be very effective. Alongside all this, chat bots can
be used internally within bigger organisations. I think that
every Shared Service Centre should look at how chat bots
can be useful to them when it comes to enhancing internal
and external communications. But most importantly, I
really recommend for the Shared Services industry to
take the time to think through why they’re implementing
AI and how they can still have high levels of emotional
intelligence and human communication.”

‘I normally recommend that every
company analyses how different
AI tools could help different
challenges that they have. Taking
the time to research and look at the
impact of each tools means that AI
implementation actually comes about
really quickly.’
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How can SSCs actually go about
implementing AI?
“It all depends on the specific centre but the
recommendation I always give is taking the time to
analyse their biggest problems and challenges and really
spending time thinking about how AI can be used to solve
those challenges. For many Shared Service Centres, their
aims could be communicating better with customers and
clients, or automating certain processes that are routine
and boring. Yet, at the same time, I would also say that it’s
critical that the Shared Services industry understands
that there is no way of hiding from the big impact that
AI will have. AI is growing exponentially and the earlier
companies start to understand it and learn from it, the
better. Of course, when you implement AI technologies
into your Shared Service Centre you’re not going to make
cost savings straight away but this will happen eventually
due to innovating and creating new services. In order to
implement AI you need to fully understand the tool as
well as educate everybody inside of the company, not only
mid-level management and top-management, but every
worker on how AI is impacting the company and how it’s
changing the Shared Services industry.”

What do you think are the main
challenges that come with AI
implementation?
“The biggest challenge is still the lack of understanding
of how tremendously AI will impact the Shared Services
industry and also how fast this will happen. More often
than not, businesses continue on the same technology path
as they have for the past few years because of their lack of
knowledge of exponential growth. The number one step
to overcome this is, as I’ve mentioned, is understanding
what AI actually is and how it will affect different business
areas. This will allow them to go forward with a pilot
program tailored to their needs. The better the basic level
of understanding on AI, the better the implementation
process will be. The next step to overcome AI challenges
would be to really start thinking about how they could
create and use new AI-based products in the future. If the
company is not thinking ahead, it will be in big trouble in a
few years. One thing I want to highlight is that this entire
process is demanding; it’s not easy. It really requires a
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lot of time sitting down, analysing and reflecting but it’s
important to remember that most successful businesses
are AI-driven. Top management need to include AI in
the overall strategy of the company. If the strategy is not
there, then a simple implementation will take place and
there will be no tangible in the long run.”

‘Intelligent Automation requires
a review of a company’s control
and risk management framework
in a whole new light because of
learning and decisioning impacts, not
only internal controls, but also for
reputation and other regulatory risks.’
GEORGE KACZMARKSJ, EY

Could you help the industry to
understand that AI is beneficial
rather than something to be
intimidated by?
“I’ve given a lot of lectures on AI to young people in
University and it’s really interesting because it’s the first
time I’ve seen young people scared but also a bit angry
because they think that these big technology companies
have too much power over their privacy and other
important things. AI is the first technology that we have
learnt about through Hollywood movies. AI is always
the technology that can do and overpower everything.
Entertainment aside, I think this creates a lot of confusion
in the business environment. Something everyone needs
to understand is that modern day AI is really only good
at completing specific set tasks. For example, if your
AI tool is trained to talk to a customer that is the only
thing it would be able to do. We should see AI as a tool
that will augment and empower us. I really recommend
understanding this difference. We use AI for repetitive
tasks and it is increasingly advantageous for companies
who are using it. At the same time, it’s good to analyse and
evaluate how it can help your Shared Service Centre to be
more valuable for the organisation, the shareholders and
the customers.
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CONCLUSION

‘Something everyone needs to understand is that modern day AI is really
only good for completing specific set tasks ... We should see AI as a tool that
will augment and empower us.’
It is clear AI is set to have a huge impact on all industries, including the Shared Services industry and those
that quickly adapt to this will benefit. Taking the time to analyse your business processes and identifying
where there are gaps that could be filled with cognitive technology is the best starting point for all Shared
Service Centres. Once these processes and subsequent solutions have been identified, SSCs should continue
learning about AI capabilities and how they will continue to shape the industry in the future.
This is only the starting point for Artificial Intelligence and there is more to come. When you ask yourself, is
Artificial Intelligence the next step for my Shared Service Centre? The answer should be yes. Endorsing the
opportunity now will set you ahead of your competition alongside improving overall business producitivity
and efficiency.

14 - 17th October, 2019 | Prague, Czech Republic
Gain further insight into how Shared Service Centres are taking the next steps in Artificial
Intelligence at this years Shared Services and Outsourcing Week, Autumn Edition. Discover
an opportunity to network and learn from professionals from world-leading businesses including,
Microsoft, Siemens, Fendi, Johnson & Johnson, Zurich, Allianz, ING and LEGO and many more.
Featuring 100+ practitioners, speakers, panellists and roundtable leaders, alongside practical
workshops, interactive discussion groups and personalised tracks this is the ultimate opportunity
to take your prepare your shared service organisation for the future!

DOWNLOAD THE AGENDA
www.ssoweekautumn.com

