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IBM Intelligent Workflows
Service Overview

IBM Intelligent Workflows combines process mining, user research and design thinking to give NHS
organisations a complete, data-driven view of how processes truly operate. By making the invisible visible
and enabling qualitative and quantitative discoveries, it helps hospitals target high-value improvements,
reduce waste and achieve real return on technology investment.

Features

Digital twin of processes to guide diagnostics and improvements

Hybrid approach combining process mining, process mapping and user research
Forensic analysis of delays, variation and repeated activity

Visibility of non-digital steps missed by process mining alone

Enterprise design-thinking used to co-create impactful interventions

Aids the adoption of process automation and Generative Al

Tool-agnostic with support from Celonis, IBM Process Mining and others
Supports the analysis of end-to-end clinical and operational pathways

Clear quantification of waste, opportunity and potential ROI

Rapid prototyping of interventions using user centred design approaches

Benefits

Accelerates improvement initiatives to deliver value 2x faster

Reveals what is actually happening through qualitative and quantitative insights
Makes invisible process steps visible by combining data with observation
Prioritises interventions using data rather than opinion

Improves user and citizen experience

Increases productivity and efficiency of your staff

Delivers sustainable savings that can scale

Reduces administrative waste and operational inefficiency

Prevents automating inefficiency when adopting AI or automation

Provides rapid, actionable insights in 6-12 weeks
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Key Differentiators

¢ Qualitative and quantitative discoveries driven by data, not opinion

e Hybrid approach combining process intelligence, in-person research and user-centred design
e Proven ability to turn insights into improvements - not just reports

e Library of templates and accelerators to accelerate time to value

e Deep healthcare expertise across outpatient, surgical and ICS pathways

e Fast delivery cycles producing actionable results within weeks

e Combines operational, digital and clinical insight for richer diagnostics

e Strong focus on sustainability of change, not one-off fixes

e End-to-end capability from discovery to digital solution implementation

e Vendor-agnostic process mining approach aligned to customer preference
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IBM Intelligent Workflows

Additional Service Detail

IBM Intelligent Workflows is a consulting-led approach that helps NHS organisations improve productivity,
reduce waste and enhance patient pathways by combining the complementary strengths of process
mining and process research.

This hybrid method enables teams to make qualitative and quantitative discoveries, using data — not
opinion — to understand what is really happening across clinical and operational processes and to prioritise
the improvements that will deliver the greatest value.

Process mining uses time-stamped system logs to create a forensic digital twin of a process, revealing
variation, bottlenecks, repeated activity and delays. But not all process steps happen inside digital
systems. Likewise, traditional process mapping captures intent but often cannot visualise real-world
complexity. By blending process mining with in-person user research, IBM makes the invisible visible,
providing a complete view of the end-to-end process at multiple levels of detail.

An iterative approach to
delivering improvements

Data Insights Interventions Outcomes

DELIVER

REFINE

Workshop 1 Workshop 2 Workshop 3 Workshop 4
Generate Shape Recap & Measure &
Hypotheses Interventions Launch Iterate

Having analysed a process, we generate insights that form the basis for identifying ingterventions. The
approach embraces agile and design thinking, bringing together a mix of staff to suggest and refine
solutions.

This approach ensures organisations achieve a return on investment from their technology spend. Process
mining alone can underwhelm if it simply confirms what staff already know, but when paired with design
thinking, agile delivery and digital expertise, it becomes transformative. Interventions are co-designed
with staff, ensuring improvements are not only identified but realised and sustained. Delivered over 6-12
weeks, the approach scales from single departments to ICS-wide pathways.

Interventions identified using the Intelligent Workflows approach helped University Hospitals Coventry
and Warwickshire (UHCW) achieve a 6% drop in wasted appointments releasing >700 appointments
outpatient per week.

https://www.ibm.com/case-studies/uhcw-nhs-trust
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About IBM
Supporting Government

We help government

organisations in the UK and

worldwide deliver and

transform essential public

services — our teams are

passionate and proud about helping you to
make a real difference to people’s lives.

Government Services Supported by IBM
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The problems we solve for clients are
complex and cannot be satisfied with
technology alone. They require a partner
that can also offer deep industry expertise
and a relationship of trust.

IBM combines the portfolio, people and
sense of purpose necessary to meet today’s
enterprise demands.

Every day, we support

and manage complex delivery for
government clients where the impact of
delivery has wide-reaching impact on
citizens and national services.

We bring access to the industry experience,
insight and technology capability to deliver
and operate secure, scalable, optimised and
available services for government.

We support you by bringing:

e Industry expertise — Professionals who
understand and are passionate about
delivering quality public services and can
bring industry insights and apply
innovation to your business processes

e Trust and security capabilities — Protecting
valuable data and insights and deploying
new innovations responsibly

e Innovative technology — Expertise in areas
such as AlI, blockchain, 5G, Automation,
IoT, cybersecurity and quantum, delivered
in a Hybrid Cloud environment

o Experienced Services professionals to
support strategy, innovation and deliver
transformation and change to processes,
applications, and cloud infrastructure

e Global alliances — valuable partnerships
with the world’s leading vendors



Changing the world

IBM was awarded World Changing
Company of the Year 2019 by

IBM runs P-TECH schools in
18 countries, helping 100,000

About IBM Fast Company students build skills for careers
of the future
Royal recognition
. Inventors

29 UK IBMers received honours
from the Queen for contributions IBM UK is home to many
to tech and society 7 Master Inventors, with

We have worked together >250 patents filed last

Diversity year alone
Wlth Organlsatlons n the IEM won the Global Diversity

Award 2019 and the ENEI's
UK for over 100 years, Gold Standard
with a rich history of joint G

Graauates
|nnovat|0n and IBM is committed to developing

future talent — we are Target
Jobs' Graduate Employer of
the Year 2019

achievements, built on
trusted relationships.

Volunteering

IBM dedicates >20,000
volunteering hours every
year for a better society

IBM Q, the world’s most
advanced quantum computing
initiative for commercial use,
is being used by CERN

1BM's focus on sustainability
began in 1971 with our first
environmental policy

Together, IBM and Red Hat are
working to deliver the world's
only next-generation hybrid
multicloud platform

IBM has been integral to the UK
economy for >100 years, and is
one of its largest tech employers

In the UK alone, IBM
invests £170 million
in R&D each year
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