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Robotics Process Automation (RPA): 
Driving Business Transformation

AUTOMATION: AT THE CUSP OF 
ALTERING THE OUTSOURCING MARKET

The robotics process automation (RPA) 
landscape has changed considerably in the 
past several years and has evolved from purely 
an emergent phenomenon to being the central 
theme of discussions among outsourcing market 
participants; RPA adoption could speed up from 
2015 onward as buyers are increasingly demanding 
enhanced operational excellence, agility, and cost 
savings.

BUSINESSES ARE INCREASINGLY SEEKING 
ENHANCED VALUE DELIVERY

Outsourcing clients are looking to move away from 
FTE dependency: While growth in revenues for most 
service providers has been dependent on the increase in the 
deployed headcount, clients are now looking at transactional 
and gain-sharing pricing models as one way to break that 
dependency. Robotics provides an attractive additional tool 
to help raise revenue per FTE and aid in managing attrition 
by eliminating mundane work. 

Businesses lack full visibility into their technology 
supply chain: Given the current siloed approach of many 
firms towards processes/delivery, their business leaders 
lack full visibility into their systems. Furthermore, increased 
work load per employee due to insufficient staff prevents 
the workforce from focusing on truly transformative work; 
instead they are spending time on mitigating/resolving 
process issues and managing basic maintenance tasks.

Renewal contracts have grown in value: The value of 
service contract renewals in process areas (e.g. finance and 
accounting) have risen significantly in the past 5-7 years. 
Given that clients are looking for value creation beyond 
what was achieved previously, robotic automation with its 
potential to shift the workforce balance and drive increased 
efficiency at a lower cost on existing processes, is highly 
attractive in these situations.

There is a greater need for establishing competitive 
differentiation: Many capabilities that were once 
differentiating (e.g.: noiseless delivery, global delivery model, 
process methodologies, lean and six sigma deployment, 
etc.), have now become standard business features. RPA, 
given its proven capabilities, can deliver differentiated 
process solutions and provides a window of 6-18 months for 
early adopters.

Demand for innovation requests from clients has 
risen: The quality of higher strategic work delivered by 
service providers namely analytics, technology, and more 
creative methods for achieving growth (innovation) has 
generally been mediocre for majority of buyers. Robotic 
automation in this regard enables achieving innovation 
in a quick and impactful way that can drive near-term 
quantifiable benefits to help improve clients’ negative 
impression.

RPA EMERGES AS A TRANSFORMATIONAL 
TECHNOLOGY

In the short term, it is likely that more businesses will adopt 
RPA as a point solution; leveraging its capabilities for a 
specific function and not looking at it as a holistic value 
proposition. Over time, however, adopters are expected to 
increasingly view RPA as a transformative technology, and 
the robotic automation sector could witness the emergence 
of internal “innovation” centers of excellence with the focus 
on developing an automation roadmap and operational 
framework to guide them along the automation journey.

Improves business performance metrics: The 
technology delivers advanced operational and process 
analytics and ensures technical viability at more affordable 

Simplification of business supply chain 
technologies/processes is the need of the 
hour for clients in order for them to ensure 
greater systems control, better efficiency, 

and enhanced revenue per employee

Exhibit 1:  RPA Capabilities/Deliverables
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This reusability accelerates development and delivers 
greater consistency in operations. Service providers who 
are aligned with specific industries/verticals (e.g., utilities, 
billing) or delivering horizontal processes (e.g., F&A, CRM) 
could greatly benefit by sharing common modules in various 
similar operations.

Helps achieve outcomes without radically 
transforming: In addition to the above cited benefits, 
another very critical benefit of robotic automation is its 
ability to generate desired outcomes without needing to 
radically transform and modernize the existing legacy 
applications/systems. With robots accessing legacy 
systems via the user interface, an application maintains 
all of its built-in business rules and provides exactly the 
same level of control.

ADOPTION WILL LIKELY ACCELERATE IN THE 
NEXT 3-4 YEARS

Easier RPA implementation bodes well for increased 
self adoption: Many outsourcing clients are likely to 
adopt a DIY approach towards automation of their own 
processes – this is more like BYOR (Bring Your Own Robot) 
than tapping outsourcing firms. Some large companies have 
already taken the DIY approach, using third parties in only a 
consultative capacity.

Automation will blur the lines of differentiation 
between players: As the RPA technology gets more 
intelligent with time (with the potential incorporation of some 
elements of artificial intelligence), and more processes get 
automated, the price edge enjoyed by some outsourcing 
firms over their peers due to economies of scale (reduction 
in FTE costs by ~20% in large delivery centres) will be quickly 
diminished.

Deployments have so far have been tactical: Given 
that the overall technological developments are running in 

price points that were unimaginable with previous 
automation approaches. Outcomes such as reduced ‘Days 
Sales Outstanding’ rise in working capital and improved 
customer satisfaction scores are now easily attainable when 
the underlying processes are automated and effective.

Lowers error incidences, strengthens compliance 
management: A key feature of RPA is elimination of human 
intervention in process works, which helps in significantly 
reducing instances of unintended errors or delays. This 
is a crucial source of value creation (efficiency and 
effectiveness) in practices where even a small error can lead 
to a considerable “delivery noise” (e.g., payroll processing) 
or when regulatory compliance is a critical business success 
factor (for instance, health care claim processing).

Provides analytical insights on process optimization: 
The technology is equipped with a data capturing 
mechanism through which it records every action performed 
during a task completion. The attached data repository 
enables clients and service providers to comprehensively 
review process performance and identify/mitigate previously 
undiscovered bottlenecks.

Enables process scalability: Client/service provider 
teams can create and redeploy pilot robotic automation 
re-usable modules in other processes with similar tasks. 

Accuracy, 24/7 access, execution flexibility, 
and compliance management are the key 

factors where robots have consistently 
outperformed human effort.

Exhibit 1:  RPA Capabilities/Deliverables

Note: Factors highlighted in green reflect ‘input/task’ variables; the ones 
marked in red denote ‘business outcomes/value’
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parallel with the recent spike in automation focus, early RPA 
adopters are expected to benefit from increased speed, 
volume, and quality of transactions. Nonetheless, despite 
winning contracts from many large corporations, revenues of 
third-party vendors have remained small, signifying limited 
tactical RPA deployments. The quantum leap in growth is 
likely to be realized when clients will start adopting RPA as a 
holistic solution.     

Some of the recent trends that point towards the 
characteristics of the existing RPA deployments are 
highlighted below: 

1. Today, service providers are either building RPA tools 
in-house or acquiring them. Several of these providers 
are currently working on pilots for full deployments of 
RPA-style tools.

2. Service providers are currently employing RPA tools 
only in select areas of client processes, focusing 
on achieving consistency, risk reduction, and cost 
reduction.

3. Most of the RPA deployments today are repeatedly 
used for replacing staff that are aligned in FTE-based 
contracts. Providers generally deploy RPA tools, not 
in the midst of an ongoing project fearing potential 
revenue reduction, but mostly during contract renewals.

4. Deployments at the buy-side are predominantly tactical 
in nature, which include internal factors such as order 
backlogs and issues related to staffing, or external 
factors like regulatory changes, spike in insurance 
claims, etc.

5. Currently, the adoption of third-party business process 
software is led by the banking and financial services 
industry (17%), followed by the travel, hospitality, and 
leisure sector (13%). 

RPA OFFERS INCREASED OPPORTUNITY TO 
DIVERSIFY CLIENT BASE

RPA is most valuable to firms that are 
looking for legacy system replacements, 

more streamlined processes, and innovative 
cost-effective client delivery mechanisms.

 Source: HFS, Industry Journals, news article, Sutherland Global Analysis  

Exhibit 5: RPA Applicability Potential

Note: The above showcases indicative examples of potential RPA 
applications across horizontal processes derived from results generated 
from various surveys conducted with early adopters

Exhibit 4: RPA Applications across Horizontal Processes

Robotics Process Automation (RPA): 
Driving Business Transformation
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SUCCESS STORIES OF SOME RPA IMPLEMENTATIONS

Exhibit 5: RPA Case Studies
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