








Considerations for a 
digitisation strategy
Given that RPA can automate approximately 45 per 
cent of manual work currently being conducted, 
it has tremendous scope within a digitisation 
strategy.

 There are two levels of consideration for 
developing this strategy:

•	 Direction setting: What are the major 
instruments that I want to employ for digitising 
my organisation? For example, a strategically 
important business process might be digitised by 
an organisation to retain control and IP, while a 
less strategically important process (e.g. payroll) 
might be outsourced to a third-party provider to 
take advantage of their scale.

•	 Solution setting: Focusing on internal processes, 
the solution is often an amalgam of technologies. 

–– This could be a combination of natural 
language processing (NLP) and RPA 
technologies to tackle more complicated 
issues. For example, the application of 
sophisticated NLP platforms to interact with 
customers paired with RPA platforms to 
execute on tasks.

–– Secondly, where work is suited to RPA, 
different vendors have different strengths. 
Having a clear understanding of how different 
RPA vendors align with your organisation is 
critical to maximising the RPA opportunity 
and ensuring long-term sustainability.
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Necessary considerations to 
successfully deliver RPA
Many organisations start RPA with 
a Proof of Concept (PoC) and enjoy 
a taste of its speed and productivity 
benefits. This can draw organisations 
into setting up an RPA programme 
which is simply a continuation of 
their PoC at a larger scale. Invariably, 
this results in issues as strategic 
considerations, such as how to realise 
benefits, RPA’s impact on the workforce 
and its fit with IT strategy, aren’t 
properly addressed.

Figure 3 outlines a range of 
considerations to be taken into 
account when starting to implement 
RPA at scale. Practically, after an 
initial PoC a mobilisation exercise to 
identify priority opportunity areas, 
address strategic issues and establish 
necessary build and run capabilities 
should be undertaken. Interestingly, 
many organisations struggle with 
the business-led, potentially agile 
approach to implementing RPA. 
Many of the issues addressed by an 
RPA programme can benefit other 
programmes that want to run agile 
practices.

There are two other ways that 
RPA can create benefits whilst not 
part of a long-term solution for an 
organisation. Firstly, some projects can 
use RPA to help introduce efficiencies. 
For example, if a project involved 
reviewing and potentially remediating 

many transactions or customer cases 
then a robot work force could be a 
faster, more efficient solution than 
manual reviews.

Secondly, RPA can be used as a 
productive transition to a longer term 
system upgrade. For example, an 
ERP upgrade is a costly and resource 
intensive exercise. Many organisations 
will look to defer these costs until 
absolutely necessary but may miss 
out on automating new processes or 
regulatory requirements. RPA can 
provide a productive way to design and 
document requirements, and put in 
place an interim digitisation solution 
that can be shut down in as little as 12-
18 months. The design documentation 
for the RPA can be used as input to 
the ERP upgrade. Short-term benefits 
are delivered and the costs of an 
ERP upgrade can be deferred and 
potentially made more efficient.

In all of these examples, a good 
decision-making capability around 
Enterprise Architecture is critical. 
RPA is a very good option but must be 
considered alongside other solutions. 
Your Enterprise Architecture option 
also needs to be across roadmaps for 
RPA vendors as new functionality is 
rapidly adopted.
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Figure 3: RPA deployment considerations
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Automation Centre 
of Excellence
It is vital to have a rigorous 
framework in place to ensure that 
the selection, implementation and 
running of automation is executed 
successfully. 

We recommend the Automation 
Centre of Excellence (CoE) 
methodology, which takes into 
account the holistic impacts of 
transformation on customers, 
employees, improvement 
frameworks, automation strategies, 
data and analytics, risk and 
cybersecurity, operations and 
technology considerations. It is 
underpinned by sound governance 
and process management, as well 
as development, maintenance and 
support of the RPA software itself. 

The Automation CoE methodology 
will ensure the change is executed 
well, improvements and benefits 
are measured, risks are mitigated 
and continually monitored, and the 
implementation aligns to customer 
strategy and enhances the customer 
experience. Figure 4 depicts the 
Automation CoE framework. 

•	 Automation pipeline 
management

•	 Process suitability assessment

•	 Benefits assessment

•	 Ongoing optimisation

•	 SLA management

•	 Impact management

•	 Bot development & 
maintenance

•	 Change control

•	 Quality assurance

•	 AI/Machine learning

•	 Vendor management

Automation Centre of Excellence

Figure 4: Automation CoE framework
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The role of the Automation CoE:



How we can help
PwC has extensive RPA experience across sectors 
including Financial Services, Retail and Consumer, 
Government, High Technology and Utilities. We look 
to work with clients who don’t want to simply ‘throw 
robots at processes’. We bring both RPA expertise and a 
broader perspective. This can include:

•	 Strategy: Ensuring that RPA is incorporated into an 
organisation’s strategy and aligned to key elements 
including operating model, IT, workforce and risk.

•	 Opportunity assessment: Considering benefits 
beyond simple cost reduction. Understanding how 
RPA can benefit customer experience, revenue 
growth, risk mitigation and operational agility. 

•	 Deployment: Bringing a range of RPA-specific 
lessons, for example:

–– governance models

–– agile work practices

–– integrating process, risk and customer experience 
into RPA design

–– Automation Centre of Excellence delivery

•	 Sustainability: Extending our support to managed 
service options for RPA.
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Visit pwc.com.au/rpa regularly to read our  
latest thinking on Robotic Process Automation
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