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Drawing the Big Picture: 
How Automation 
Platforms Anchor AI
For Business Value
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Generic GenAI Consumer 
Service “Magic” Has Created 
FOMO Frenzy In Business

64%
organizations 
investing significantly in 
GenAI, or have already 
implemented use cases

Source: Future Enterprise Resiliency & Spending 
Survey Wave 4, IDC, April, 2024, WE N=220

Created with Microsoft CoPilot 
Designer (Dall-E 3)

Prompt: 
“FOMO frenzy”
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A Growing, Diverse Set of GenAI Use Case Examples

▪ Content automation

▪ Contact centre 
automation

▪ Commerce

▪ Product information

▪ Procurement

▪ Technical document 
analysis

▪ Hyper-personalized 
commerce customer 
experience

▪ Radiology service 
innovation

▪ Product innovation

▪ Fraud detection ▪ Virtual Agent

▪ Customer feedback 
analysis

▪ Quality management

▪ Using LLMs to build 
LBMs of robots
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Three Types of GenAI Use Cases

Q: Thinking about your investment in GenAI in next 18 months, how will these investments be allocated to the following types of use cases?

Industry-specific

Enabling new business 
models, products or 
services; or creating 
industry-specific moats

Function-specific

Contextualized 
experiences, improved 
decision making, improved 
functional effectiveness

Productivity

Task productivity and 
operational efficiency

36.5% 32.9% 30.7%

Source: Future Enterprise Resiliency & Spending Survey Wave 2, February 2024, IDC; N=204 (Europe)
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Lasting ValueCommoditization

Where’s the Value?

Q: Thinking about your investment in GenAI in next 18 months, how will these investments be allocated to the following types of use cases?

36.5% 32.9% 30.7%

Source: Future Enterprise Resiliency & Spending Survey Wave 2, February 2024, IDC; N=204 (Europe)

Industry-specific

Enabling new business 
models, products or 
services; or creating 
industry-specific moats

Function-specific

Contextualized 
experiences, improved 
decision making, improved 
functional effectiveness

Productivity

Task productivity and 
operational efficiency
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A Spectrum of GenAI Implementation Choices

Outcomes

ModelsData

Consume a 
packaged service

Outcomes

ModelsData

Grounding 
(various 

techniques)

Outcomes

ModelsData

Model fine-tuning

Outcomes

ModelsData

Custom build 
models

Individual / team 
task productivity

Product / service 
innovation

Business function / 
process effectiveness
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GenAI Limiting Factors: Skills, Risks, Costs, Business Alignment

Overall - What two factors are most significantly limiting further evaluation or expanded use of GenAI in your organization?

18.2%

20.3%

20.6%

20.7%

21.9%

22.1%

23.2%

23.2%

29.8%

None

Concern that GenAI jeopardizes our control of data and intellectual property

assets

Lack of clear use cases or initial offerings that align with our business needs

Lack of effective cost management and use case ROI methodologies

Excessive costs associated with adopting GenAI enhanced application

software

Excessive infrastructure costs associated with model training or running

GenAI applications

Concern that GenAI use will expose us to brand and regulatory risks

Concerns about accuracy or potential toxicity (bias, hallucinations in the

outputs)

Lack of GenAI skills or expertise within the organization

Source: Future Enterprise Resiliency & Spending Survey Wave 4, IDC, April, 2024, WE N=220
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The Big Picture: a Blueprint For Modern AI-Powered Automation
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5x Clusters of Automation Technologies Play Across the Blueprint

Documents
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RPA App 
Integration

Decision 
Mgmt.

Advanced 
Analytics

Operations 
Insights & 

Actions

Data 
Integration

Process 
Mining

Task 
Mining Planning & 

Simulation

Service 
Desk

Virtual 
agents

Content 
Services

Document 
Processing

Search

Workflow 
automation

Low-Code 
App

Platforms
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AI Technologies Add Value Throughout

Documents
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Real-time 
performanc
e prediction

Enhanced 
conversational 
interfaces

Personalized
, natural 
search

Request 
classification, 
extraction Task / content 

suggestions
Document 
classification, 
extraction

Generative 
AI

Predictive
AI

Enhanced 
discovery 
analytics

Discovery 
Copilots

Design and 
development 
Copilots

Interpretive
AI

Adaptive 
application 
UI 
automation

Insights Copilots
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Automation Leaders: It’s Your Time to Shine (Again)

The ability to locate AI 
business opportunity 
and measure AI value 
is critical

AI FOMO 
Energy Is 
Not Enough

Automation 
Platforms 
Orchestrate 
a Growing 
Value Toolkit

Generic 
Productivity 
is Only the 
Start

AI use cases that really 
“move the needle” are 
anchored within 
business processes

A strategic approach 
to automation 
embraces multiple tools 
and technologies to 
deliver maximum value
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Thank you!

Neil Ward-Dutton
VP AI, Automation & Analytics Europe
nwarddutton@idc.com
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