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Abstract: 

This thesis attempts to find how well existing scientific literature supports Robotic 

Process Automation (RPA) implementations and improvement of the RPA 

organization. The thesis looks for a link between the popular business process 

improvement methodologies like BPR and BPM and looks for studies about evolving 

the RPA organization. The thesis is based on a case study of PricewaterhouseCoopers 

Oy, the Finnish branch of the global network. The thesis includes a lengthy discussion 

about the link between earlier literature, as well as a discussion about the case, finishing 

with a few possible ways forward for the RPA organization at PwC Finland. 

The finding of the thesis is that RPA can be linked back to the process improvement 

methodologies of the 1990s, but that RPA has not evolved from these. Instead, it is 

more the technological component that enables the transformation. Regarding the 

discussion whether RPA is heavyweight or lightweight, the findings support placing 

RPA into the heavyweight category, but this can be biased by the high corporate 

requirements of the studied corporation, especially in regards to compliance. The thesis 

proposes three ways forward for the RPA organization. The first option is to continue 

as-is. The second is to move to a hybrid Center of Excellence model, and the final 

option would be to move away from a technology-bound organization, to an umbrella 

organization for all automation. 
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1. Introduction 

The choice of topic has its source in both personal interest and the needs of 

my employer, PricewaterhouseCoopers Oy, where I have conducted the case 

study of the thesis. The thesis includes a literature study of Robotic Process 

Automation as well as a case study of the implementation of an organization 

to support the usage of Robotic Process Automation. The purpose of the thesis 

is to add real-world material to the research community and to widen my 

personal knowledge of the subject. I hope that my employer is also able to 

gain something from this thesis. 

1.1. Background 

Robotic Process Automation (RPA) is the name of a technology, which is 

based on a software system that can mimic a human user on a computer. RPA 

software has existed for many years, but the field has gained much traction 

during the last few years, and is now a multi-billion dollar industry with global 

presence. RPA is a very popular acronym in the business world right now, and 

in Finland, almost all large companies have implemented RPA at some level. 

For example, the finance group OP has talked much about their usage of RPA 

to reduce the workload of their employees as well as to speed up processes. 

Baranauskas (2018, p. 254) summarizes RPA as 

An IT based imitation of human daily work where a limited 

number of autonomous decisions are needed and, in most 

cases, great numbers in quantity should be done in a short 

period of time. 

RPA has, however, been associated with layoffs, like many other process 

optimization and automation tools and methods. While pure cost benefits are 

often what kick start the RPA journey at a company, RPA provides many other 

benefits, such as increased process speed, reduced error rates, and higher 

employee motivation. 
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Today, it is possible to use RPA in all the departments of a company, and it 

can handle increasingly complex tasks as the software becomes increasingly 

advanced. In the beginning, RPA was designed to handle data transfer 

between systems and other simple tasks but, today, the software is able to 

use technologies such as Computer Vision and Natural Language Processing 

to be able to make complex decisions based on context that only humans were 

capable of only a few years ago. The core functionality of RPA is, however, 

still the same: process streamlined tasks with high transactional volumes at a 

speed a human has no chance of competing with, and do so around the clock, 

every day, with a minimal number of errors. 

1.2. Research Questions 

The thesis will attempt to answer the following two questions: 

1) How does scientific literature support the creation of an RPA 

organization? 

2) After the initial adoption of RPA, how should PwC Finland continue 

their RPA journey? 

The questions were selected once the majority of the case study was 

conducted, based on the information gathered at that point. The first question 

was selected as it became clear early on in the study that scientific literature 

about RPA was scarce, and I wanted to find out the maturity of the academic 

research in the field. The second question became the obvious choice once I 

realized that there is very little material in terms of improving and evolving an 

RPA organization once it has been created. 

1.3. Outline 

The structure of the thesis is chronological. It starts with a literature review of 

RPA, where the history of RPA is explained first. It then moves on to explain 

what RPA is in detail, followed by a review of literature around the RPA 

organization. After this, in 2.6, I dive into the implementation process for RPA, 

followed by the results of implementation. I wrap up chapter 2 by going through 

the challenges of RPA today, the predicted future of RPA as well as a short 
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introduction of the major players in the field. The third chapter explains the 

methodology of the thesis. 

After the methodology, chapter 4 is a walkthrough of the history of RPA at PwC 

Finland, along with a short introduction of PwC Finland. Chapter 4 describes 

the case along with the detailed descriptions of the current state of the RPA 

organization at PwC Finland. 

In chapter 5, a lengthy discussion about RPA is conducted. The discussion 

compares RPA to the process improvement methodologies, and discusses the 

issues faced at the beginning of the RPA journey at PwC Finland. I will then 

propose a few options for how the RPA organization at PwC Finland could 

proceed, continued by the long-term goals of RPA at PwC Finland.  
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2. Literature review 

The definition of a robot in the traditional sense, the robot that walks around in 

sci-fi movies, is a machine that can sense, plan and act (Asplund, 2011). 

These three actions are often called the primitives and are commonly accepted 

in literature (Murphy, 2000). The traditional line between a machine and a 

robot is that the machine completes a task using predetermined paths, while 

a robot should use the sensed data to interpret a situation. This makes it 

possible for the robot to act in unknown environments (Asplund, 2011). While 

this definition is not directly applicable to software robotics, the link between 

physical and software robots can be found, as the primitives can be applied in 

a slightly modified way (Baranauskas, 2018). The software robot’s sensors are 

the various data inputs from different sources. The planning primitive is similar 

to the physical robots where it decides on different paths, and the final stage, 

acting, is done by modifying and inputting data as well as navigating different 

software in order to accomplish a certain task. Willcocks et al. (2015a) explain 

RPA in a similar fashion. RPA is not a robot that wanders about in the office 

performing tasks. It is the automation of digitally performed tasks that 

previously were performed by employees. Generally, RPA refers to software 

configured to, for example, transfer data from multiple sources (e-mail, 

ERP/CRM systems, etc.) to a single document or vice versa, as well as other 

repetitive and rule based tasks (Willcocks, et al., 2015b; Willcocks, et al., 

2015a). Willcocks et al. (2015a) also specify that RPA is not scripts or macros 

that merely assist the employee in his or her work, but rather complete 

software automation that takes care of a whole sequence of tasks that an 

employee does as part of his or her tasks. The main target of RPA is generally 

not reduction of workforce, but creating more efficient processes and 

increasing workforce satisfaction through less repetitive work (Willcocks, et al., 

2015b). 
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2.1. Conception and history 

It is probably not possible to specify the exact time of when RPA was created, 

due to the iterative development of automation software, regardless of type. 

The development of software robotics is in its own way logical and follows the 

development of technology in general, where all fields are moving towards 

more and more automated technology. Like the development of computer 

processors, the development of software and the level of programming 

complexity is evolving in an incremental curve. All this will lead to a more and 

more developed version of artificial intelligence (ANI, artificial narrow 

intelligence --> AGI, artificial general intelligence --> ASI, artificial 

superintelligence1). According to Baranauskas (2018), RPA could theoretically 

be traced back early 20th century and the management theories of Henry Ford 

and F. W. Taylor. A closer link can be found from the late 20th century, and the 

process improvement methodologies presented below. 

2.1.1. BPR, BPI, BPM, TQM 

The conception of RPA can be linked back to the 1980:s and 1990:s and the 

movement of Business Process Management (BPM), Business Process 

Reengineering (BPR), Business Process Improvement (BPI), Total quality 

management (TQM) and others (Baranauskas, 2018). Zairi (1997) defines 

BPM as “an approach which is dependent on strategic elements, operational 

elements, use of modern tools and techniques, people involvement and, more 

importantly, on a horizontal focus which will best suit and deliver customer 

requirements in an optimum and satisfactory way.” While there are many 

different definitions of BPM, BPI and BPR, they all strive for the same goal: to 

improve the business to be better than the competition by one mean or the 

other (or multiple) (Yu-Yuan Hung, 2006). The main differences between the 

different methodologies is the extent and size of the change taking place. BPR 

for example, is based on the notion that the process should be rebuilt 

(reengineered) from the ground up, while for example TQM and BPM are 

                                            
1 For an interesting (non-scientific) read on AI and its possible impact on humanity:  
https://waitbutwhy.com/2015/01/artificial-intelligence-revolution-1.html 
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aiming more at the continuous improvement of existing processes (O´Neill & 

Sohal, 1999; Yu-Yuan Hung, 2006). 

The main focus of BPM is to target processes with high leverage and potential 

gains (Zairi, 1997). He continues by stating that  

BPM has to be governed by the following rules: 

 Major activities have to be properly mapped and documented. 

 BPM creates a focus on customers through horizontal linkages between 

key activities. 

 BPM relies on systems and documented procedures to ensure discipline, 

consistency and repeatability of quality performance. 

 BPM relies on measurement activity to assess the performance of each 

individual process, set targets and deliver output levels which can meet 

corporate objectives. 

 BPM has to be based on a continuous approach to optimization through 

problem solving and reaping out extra benefits. 

 BPM has to be inspired by best practices to ensure that superior 

competitiveness is achieved. 

 BPM is an approach for culture change and does not result simply through 

having good systems and the right structure in place. 

Lee & Dale (1998) summarize the different definitions of BPM to “a customer-

focused approach to the systematic management, measurement and 

improvement of all company processes through cross-functional teamwork 

and employee empowerment”. In BPM, people management and process 

alignment are the core of the performance of the organization (Yu-Yuan Hung, 

2006). People management is defined by Yu-Yuan Hung (2006) as the 

empowering of the employees to better manage their work as well as the 

commitment of the top management and strong leadership. Process alignment 

on the other hand is defined as harmonizing the various parts of the 

organization to reach the common goals (Yu-Yuan Hung, 2006). Alignment 

can also refer to the structural alignment of the organization, strategic 

alignment and IT alignment. 

BPR aims for a radical improvement of the targeted process, without 

specifying any specific tools to achieve this. O´Neill & Sohan (1999) does add 

that IT is often in the center of BPR breakthroughs. Process automation is, 

however, not equal to process reengineering. While discussing BPR, O´Neill 

& Sohan (1999) add that process reengineering is not only about flattening the 
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company hierarchy, but also about reengineering the processes so that they 

no longer are based on a company functions, but instead focus on delivering 

value to the customer. For larger corporate groups it might even include 

spanning a process over multiple companies. O´Neill & Sohan (1999) 

summarize the different tools other authors have brought forward as tools to 

reengineer a process. The tools are: 

 Process visualization. Developing a vision for the process can be 

central to succeed with BPR. 

 Change management. The human side of process change has been 

the focus of many authors, and some authors even state that this is the 

largest task when reengineering a process. 

 Benchmarking. Comparing your own processes against other 

companies helps visualizing and the development of processes. 

 Process and customer focus. Some authors argue that the focus of 

BRP is to improve the process from a customer’s point of view. 

For BPR and other methods to succeed, senior manager buy-in is crucial 

(O´Neill & Sohal, 1999; Lee & Dale, 1998; Kiran, 2017). The senior 

management sets the vision and overall strategy, and is responsible for seeing 

the change management through. If the management is not leading the 

process change, it is not likely to meet the goals that have been set. 

2.1.2. Straight Trough Processing (STP) 

STP was created in the mid-nineties. The purpose of STP was to eliminate the 

need of entering the same information multiple times into different systems 

without human interaction (van der Aalst, et al., 2018). STP was first 

implemented by the financial industry. STP was, however, only suitable for a 

very limited amount of processes (van der Aalst, et al., 2018). STP was 

integrated into the Workflow Management systems used in the nineties, and 

later on evolved into the BPM systems described above. Today, the tasks that 

STP handled earlier are usually taken care of with system integrations, and 

RPA can be considered as the next step of process automation from STP, 

broadening the range of activities that are possible to automate.  
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2.1.3. Lean, Six Sigma 

There are, of course, many other as well as newer iterations and versions of 

methods to improve business processes. A well known one is Lean, also 

known as the Toyota Production System. Lean is based on TQM, and aims at 

minimizing the produced waste, with waste being defined as non-value adding 

activities (Kilpatrick, 2003). Lean also aims to increase the speed of the 

organization by tracing back from what the customers actually consider as 

quality (Voehl, et al., 2014). While Lean was designed for a producing 

company, many of the rules in Lean can be applied or adapted to service 

sectors (Hanna, 2007). Lean aims to reduce or eliminate the following types 

of waste: 

 Overproduction 

 Waiting 

 Transportation 

 Non-value-added processing 

 Excess inventory 

 Defects 

 Excess motion 

 Underutilized people 

Six Sigma is, like Lean, based on TQM (or more specifically, is a subset of 

TQM) (Voehl, et al., 2014). Six Sigma targets the process output quality. This 

is done by minimizing the causes of defect and variation in the process (Voehl, 

et al., 2014). Six Sigma relies on statistical models to reduce cost and improve 

the quality of the products. The framework also contains methods to measure 

the performance of the processes and monitoring process change (Voehl, et 

al., 2014). There is also a combination of the two models above, called Lean 

Six Sigma (LSS). LSS targets waste reduction and aims for a defects per 

million opportunities rate of 3,4 (Voehl, et al., 2014). When implemented 

successfully, a LSS program translates the long-term goals into short term 

plans, and through that, maximize the value, provide governance and 

management, and monitoring of the results (Voehl, et al., 2014). 

While the different methods discussed above do not promote IT as the way to 

reach the planned improvements, IT has often been found to be in a central 

role of the change. Many articles about BMP, BPR etc. are from around the 
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switch of the millennia, which makes them quite old when talking about 

technology. The same principles are, however, very much true today. The type 

of IT used in the process improvement evolves as IT itself evolves and IT 

continues to be in a central role of many process changes (Attaran, 2004). The 

articles referenced above are often talking about implementing information 

systems that make it possible to share information between departments. 

Today, this is common practice, and instead we are today talking about cloud 

infrastructure and IT systems being available anywhere and on any device as 

our work becomes less attached to any specific physical location. 

Several authors discussing the different business improvement methodologies 

also raise the issue that many of the improvement methodologies have been 

associated with layoffs, which automatically raises resistance to the 

methodology (Hanna, 2007; Kiran, 2017). RPA can easily meet the same faith, 

which means that change management and education can become the key to 

successfully implementing RPA. This topic will be discussed in more detail 

later in the thesis.  

As I will discuss later in the thesis, the problems and possibilities raised by the 

different methodologies mentioned above, are very much true for RPA 

projects. 

2.2. Software robotics (RPA) 

Exactly what is software robotics, or robotic process automation (RPA)? In the 

introduction to this chapter, I defined RPA to be a software that performs digital 

tasks that an employee earlier performed. RPA is based on software that is 

specifically created to configure, manage and monitor the digital workforce. 

The RPA software often includes a recorder that works in a similar way to the 

macro recorder in excel, but instead of functioning inside only one application, 

it works for the whole operating system. It scans the open windows and the 

programming structure of the windows and websites, and based on this 

information it is able to identify the different elements that create the programs 

that a human normally use on the computer. Through that, RPA software use 

the systems as a human would (Willcocks, et al., 2015b). The ideal product of 
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an automated process is that the robot handles the same work as a human, 

only much faster, with better precision and 24 hours of the day, leaving the 

human to do tasks that the robot cannot handle, such as answering the phone 

or conducting interviews (Willcocks, et al., 2015b). The recorders are also able 

to break down websites in the same way as the software installed on the 

machine, and thus the robots are able to perform a very wide range of tasks.  

 

Figure 1 Relationship between RPA and CI (Lacity & Willcocks, 2016) 

RPA today functions on the basis of structured, digital data. The above graph 

by Lacity & Willcocks (2016) visualizes the relationship between RPA and 

Cognitive Intelligence (CI). Although this division is becoming blurred due to 

the RPA software integrating increasingly cognitive abilities, for example, 

natural language processing (NLP), Machine Learning, and Text Analysis 

(UiPath, 2018). The development of the software is unlikely to stop and the 

products will become capable of handling a broader array of increasingly 

complex tasks. The link between RPA and Machine Learning is clear. The 

RPA software has the possibility to follow how a human solves an exception 

the robot hands over to the human agent, and through gathering this data, it 

is able to modify its own behavior (van der Aalst, et al., 2018). 

The term RPA is sometimes considered misleading (Willcocks, et al., 2015b). 

The term might to some entail that RPA is something the IT department does. 

This is as stated not necessarily true. Yes, the IT department has its own role 

in the picture, but the ideas and needs come from the business. The 

misunderstandings and conflicts that rise should not be solved by inventing 

new terms for RPA, but RPA should instead be better explained and the staff 
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educated in what RPA actually is, or in other words, the awareness should be 

raised (Willcocks, et al., 2015b; UiPath, 2018; Rajan, 2019). 

2.3. Automation levels today 

RPA and automation in general are hot topics right now. Despite this fact, RPA 

has been around for some time already and some service adopters have 

automated more that 35% of their transactions according to Willcocks, et.al, 

(2015a). The figure below from McKinsey & Company (2018) display a global 

market survey over the automation levels in the different market areas. The 

graph shows that in all market areas, more than 50% of all companies have 

replied that they have at least piloted automation of one function or business 

process. Technologies such as RPA are starting to be commonplace in large 

companies, and a study of the Global 2000 companies showed that more than 

50% of all the companies have already invested heavily in RPA (Fersht, 2018). 

The same study also show that the RPA market has grown by more than 200% 

between the years 2016 and 2018. Another proof of the speed of the market 

is that UiPath, one of the market leaders, reached unicorn status (being valued 

more than one billion USD) in 2018 after an investment of 153 million USD, 

having been valued at fraction of that in 2015 when it received an investment 

of 1,6 million USD. 
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Figure 2 Automation levels over the world (McKinsey & Company, 2018) 

2.4. Suitable processes 

What process is suitable for RPA then? The answer to this is being modified 

as the RPA software becomes more capable and flexible, but at the time of 

writing, the situation is as following: Annala (2017), UiPath (2018), Lacity et al. 

(2015), and Willcocks, et al. (2015a) all agree that the optimal process for 

automation through RPA is a process that is highly rule-based with little 

exceptions, has a high volume, is highly standardized and where the return on 

investment will be quick, no more than 6 to 9 months (Annala, 2017; Rajan, 

2019). The volume of transactions does not need to be stable, in fact, RPA is 

very well suited for seasonal and other processes with spiking transaction 

volumes due to the scalable nature of RPA. A certain level of predictability is 



A. Lindholm: Robotic Process Automation – From Project to Service - Case PwC Finland 

 13 
 

however needed for smooth performance when considering the impact on the 

infrastructure (Lacity, et al., 2015). By gathering basic information about a 

process, UiPath (2018) and Rajan (2019) organize the identified processes 

into four categories which are combined to form the so called automation 

quadrant pictured below: Quick wins, Low hanging fruits, Must-do 

improvements and Long-term improvements.  

The complexity of a process can be measured using various tools and most 

RPA software providers have their own model for calculating the complexity 

that depends on the software’s capabilities. The model for UiPath (2018) 

calculates the complexity by counting the number of screens involved in the 

process, the type and amount of applications used, how many branches the 

process contains (If-Else and case selections), the format of the inputs (level 

of structure and machine-readability), presence of standard inputs (templates), 

and whether the process requires image based automation (OCR, VDI etc.). 

Complexity also depends on from the type and amount of decisions that the 

robot has to do. 

In regards to the input data, the less information the robot has to fetch and 

process, the simpler the process from a robotics perspective. Although newer 

revisions of RPA software are starting to be capable of some level of 

Figure 3 The automation quadrant (UiPath, 2018) 
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processing of unstructured data, the existence of even one source of 

unstructured data still equals significantly higher complexity and larger amount 

of exceptions, lowering the automation potential of the process. 

The other axis of the automation quadrant can be specified by calculating the 

Return on Investment (ROI) and Full-Time Equivalent (FTE) savings 

potentials. FTE savings are calculated simply by multiplying the amount of 

transactions with the amount of time the process takes for a person to 

complete the process, and multiplying this by the cost of labor (wages, 

overhead etc.). The cost of automating the process is then subtracted from 

this to get the ROI (Lacity, et al., 2015). In a more accurate and specific ROI 

calculation provided in one of the cases studied by Lacity et al. (2015), the ROI 

calculations included things such as FTE avoidance, FTE redeployment and 

the actual costs for RPA (infrastructure, licenses, IT service staff etc.) into the 

calculations, in addition to direct FTE saving calculations. The amount of time 

it takes for the robot to complete the process is not relevant for the ROI 

calculation. While the ROI calculation is quite simple to calculate, as it is based 

on the amount of time it takes to define, build and implement the robot, exact 

estimations can be difficult to make.  

After this, the different processes can now be placed in the automation 

quadrant, but in practice additional factors such as company KPIs, ROI 

requirements, compliance requirements etc. either factor in when placing the 

processes on the automation quadrant, or at least when deciding on process 

automation prioritization (UiPath, 2018; Annala, 2017; Lacity, et al., 2015). 

Willcocks et al. (2015a) also mention that it is good practice to standardize and 

stabilize the processes before being automated to have lower exception rates. 

The identification of processes suitable for RPA as well as the IT and business 

impact assessment is something that many organizations need help with 

(Lacity & Willcocks, 2016). 

2.5. RPA organization 

Structuring an organization’s RPA efforts is very important. As with all 

organizations, there is no one right way to organize RPA, but most sources 
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(ex. (UiPath, 2018; Lacity, et al., 2015; Annala, 2017)) recommend a Centre 

of Excellence (CoE) organization as the backbone for RPA. The Centre of 

Excellence can be structured in different ways, with the most common ways 

being centralized, hybrid and federated (UiPath, 2018). Due to the specialized 

skills needed to maintain the RPA infrastructure, one can reason that some 

functions of the RPA organization should or must be centralized. The RPA 

operations are not required to be located within the IT department it can in fact 

be required for the Centre of Excellence to be located within the business for 

RPA to succeed (Lacity, et al., 2015). Where the operations are located is not 

necessarily important for the success of RPA (Willcocks, et al., 2015b). The IT 

department should, however, be involved in the RPA journey. Preferably, the 

IT department should also be involved from an early point, as it affects the 

level of successes the organization will reach (McKinsey & Company, 2018). 

Lacity et al. (2015) provides a real example of a reason why. In the beginning, 

RPA is usually quite small-scale and can as such be run without IT 

involvement (or purely For-Your-Information based). However, as the RPA 

operations begin to scale up, system failures caused by RPA starts to become 

a risk for the overall system performance and availability. Thus, IT 

infrastructure teams need to be involved in the daily RPA business to be able 

to forecast system and network loads. Depending on the organization (size, 

sector etc.) IT may also need to be involved purely for security and compliance 

reasons (Lacity, et al., 2015). Willcocks, et al. (2015b) write that RPA may fit 

inside the existing IT governance body, but due to the expansion of RPA 

applicability today, there might be some challenges with this structure. 

As discussed previously, the RPA core organization may be located inside the 

IT department or inside the business. Both have their own pros and cons. In 

many case studies done by Lacity et al. (2015) they found that RPA was 

implemented by the business, where it also remained. If the RPA Centre of 

Excellence is located within the business, the IT governance frameworks do 

not tie it down and the Centre of Excellence is located closer to the persons 

affected (Lacity, et al., 2015). RPA in the business also means that the IT 

department can focus on more traditional IT tasks such as maintaining the 

infrastructure and developing the ERP systems (Lacity, et al., 2015). Vice 
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versa, if the RPA Centre of Excellence is located in the IT department, there 

can be a more thorough understanding of the systems and infrastructure that 

the business uses, and the IT department often also has a better 

understanding of other solutions to achieve the same output, for example 

traditional system integration. 

In the figure below, the common types of organizing RPA inside a company is 

shown. Most organizations start with the centralized CoE (top left), and may 

later on, as RPA spreads and becomes commonplace in the organization, 

evolve to the federated (top right) model, or a combination of these, the hybrid 

organization (bottom). 

  

Figure 4 Typical ways of organizing RPA (UiPath, 2018) 
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In their article Willcocks et al. (2015b), however, conclude that in the end, the 

implemented organizational model has very little impact on the overall success 

of RPA within an organization. The major hurdles lie in educating and building 

the skill sets needed to complete RPA projects. The challenge and importance 

of educating the whole organization is something that others also urge to focus 

on (Annala, 2017; UiPath, 2018; Rajan, 2019). Like with other projects, IT or 

purely business, the misunderstandings and conflicts that rise from not 

understanding the technology or project should not be solved by inventing new 

terms for RPA. RPA should instead be better explained and the staff educated 

in what RPA actually is. In other words, the awareness should be raised 

(Willcocks, et al., 2015b; UiPath, 2018; Rajan, 2019). 

2.5.1. Central roles within the RPA organization 

Several roles and skills are required for an RPA organization to function. It is, 

of course, obvious that the actual RPA developers need to have a certain level 

of technical background to be able to complete more advanced process 

automation. However, how about the rest of the RPA organization? RPA is 

after all much about changing how the whole organization functions and 

changing individual processes. This requires persons that manages and 

communicates change, for example. Lacity et al. (2015) writes that in one 

studied company, the overriding skill requirement to be part of the RPA team 

was to be able to scan the chaotic business data for logical rules and 

structures to be built for the RPA software to execute. Other valued skills were 

a strong understanding of the business processes, a logical mind and a system 

analysis background (Lacity, et al., 2015).  

The Business Analyst role is often seen as the key role in the RPA organization 

(Rajan, 2019). The Business Analyst is closely tied to the identification of 

processes and the implementation of the new process that is using RPA. The 

Business Analyst is essentially the bridge between the business unit and the 

RPA developer organization (UiPath, 2018; Rajan, 2019). The business 

analyst helps the development team understand the project by providing an 

initial solution for the robot by translating the business problem into a 

technology problem (UiPath, 2018). This means that the business analyst 

needs to have a good understanding of the technology behind RPA, and they 
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should have experience building at least a very simple robot (Rajan, 2019). As 

the business analyst is the face of RPA to the business, the business analysts 

need to spread awareness and act as ambassadors to maintain a positive 

attitude towards RPA. This makes the role a key role. 

According to Annala (2017) the employees best fit for the role as business 

analyst are team leaders and process developers as these have a suitably 

broad view of the processes as a whole, and are usually not protective of the 

existing process due to the fear of losing their job. These employees often also 

have experience of project management and can thus assist in implementing 

the new process. UiPath (2018) lists six traits that are required for a good 

business analyst:  

 Business and industry knowledge for understanding.  

 Curiosity for embracing technology and discovering all the process 

pieces in detail.  

 Communication skills for translating the questions between developers 

and the business.  

 Patience to deal with change management and issues.  

 Vision to see possible ways to restructure the process and other 

solutions  

 As well as analytical skills to see the requirements from the viewpoint 

of all stakeholders.  

The business analyst also needs good documentation skills to be able to 

compact all the necessary information in to the required documents. Due to 

organizations sometimes preferring to minimize documentation to reach a 

quicker implementation cycle, the business analyst needs to be able to 

compact the required information (for development) as quickly as possible 

(UiPath, 2018). 

A final and important part of the business analyst role is to manage the update 

requests that the business presents (Rajan, 2019). This is due to the fact that 

while updates may seem minor for the end user, they may in fact be a very 

large undertaking from a technology perspective. Thus, the business analyst, 

in the role of an expert, has to evaluate the viability of the update. Many 

governance frameworks for RPA also treat an update to an existing process 

as a new project. This is partially because the fact stated earlier, but also 

because of the need to plan the developer resourcing. 
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Another role found in most RPA organizations is the Service Manager, which 

has the responsibility of holding all the different strings (Annala, 2017). The 

Service Manager discusses with the Business Analysts, the developers and 

the infrastructure team to make sure everything runs smoothly, and usually 

reports the results and needs of the RPA organization to a higher body (Rajan, 

2019). 

The final role I will highlight is the Subject Matter Expert (SME). The SME is 

usually not a fixed part of the RPA organization, and is in many cases only part 

of the project team that is automating a process (Rajan, 2019). The SME 

provides the detailed knowledge of the process to the automation team. 

Identifying the correct SME can sometime be challenging, but sufficient detail 

knowledge is very much needed for a successful RPA project. 

2.6. Implementation process 

The general aspects of implementing IT discussed by Weill & Ross (2009) can 

also be applied to the process of implementing RPA. Willcocks et al. (2015a) 

for example mentions that RPA needs a sponsor and project champion, much 

like any other IT implementation. Another aspect mentioned by Weill & Ross 

(2009, p. 115), do a little, benefit a lot and then do some more, is seconded by 

Annala (2017). Annala (2017) continues by adding that for RPA, this often 

means that an organization should do a few processes at a time, but not too 

many. Annala (2017) follows this up with mentioning the importance of pipeline 

management (managing the upcoming projects), which is needed for both 

resourcing as well as keeping the iteration speed high. This in turn poses a 

high learning curve for the pipeline management. The RPA developers should 

also always work on two projects at the same time (Rajan, 2019). Having the 

developers working on two projects at the same time also has another 

function. RPA development frequently get stuck due to some missing 

information or system access issues, and in those situations the developers 

can drop the project that gets stuck and keep working on the other (Rajan, 

2019). 
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The basic implementation process for RPA projects is similar for all 

companies. The basic process is shown in the figure below. At this point, I 

want to note that much of the information about the implementation process 

has been taken from non-public sources. 

 

Figure 5 RPA project implementation process (Rajan, 2019) 

2.6.1. Plan 

In the first part of the implementation of an RPA process, potential processes 

are mapped, validated, prioritized and assessed. The mapping part can be 

done in several ways. The business analysts are usually responsible of this 

task. The business analysts can for example organize workshops where teams 

write down the processes they work on. This list, the long list, is then validated 

against the criteria specified earlier in the suitable processes chapter to 

remove processes that are bad business cases, too complex or otherwise not 

suitable for automation. The shortlist is then prioritized using a prioritization 
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model. A transparent prioritization model is good to have to avoid prioritization 

conflicts. In the final stage, when a single process has been chosen, the 

process documentation is created, test data and cases are gathered and, 

finally, the stakeholders sign the documentation. Choosing the correct 

processes is very important (Sigurðardóttir, 2018). Choosing the wrong 

process to automate, especially in the beginning of the RPA journey, can have 

serious negative impact on the reception of RPA in an organization 

(Sigurðardóttir, 2018). 

2.6.2. Build 

In the build stage, the robot is built according to the specifications signed off 

in the planning stage. The development team carries out the building. Creation 

of support documents such as the solution design document (SDD) is also 

carried out and signed off. Once the robot has been built, it enters the testing 

stage, where the robot is tested against the test data and/or cases defined 

earlier. Issues and problems are fixed iteratively. In some cases, the PDD has 

to be modified to accommodate system or robot limitations. Finally, when the 

developers and business testers are happy with the robot, the robot enters the 

so-called hypercare period. The hypercare period is a period where the 

developer is available on short notice to fix problems that arise in the new 

robot. Many stress the fact that a robot is rarely perfect the moment it is 

released into the real environment (Annala, 2017; Rajan, 2019). This is 

important to communicate to the end users to avoid negative experiences 

about RPA. When the robot is stable, the robot is handed over to the next 

stage of implementation. 

2.6.3. Operate 

In the operation stage of the implementation cycle, both the business and the 

IT department, or dedicated infrastructure team, monitor the robot. The 

business side monitor that the output of the robot is according to specification 

and that the level of exceptions is acceptable, while the IT department 

monitors that the robots stay online from a technical perspective, and often 

monitor the workloads of the infrastructure behind the RPA software. In this 

stage, performance indicators are monitored and reported to the appropriate 

bodies. 
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Another important part of the operation stage is to handle the change requests. 

Change requests may originate from the business requesting new features, 

but can likewise originate from the IT when a system upgrade is approaching 

(Rajan, 2019). Sometimes changes that seem minor can be just that, or 

require extensive work to accommodate, and vice versa. Usually the business 

analysts are in charge of managing this task. 

2.6.4. Documentation 

The proper documentation of the RPA projects is important for the success of 

the RPA project (Rajan, 2019). I will however only briefly touch upon the 

subject here, as the documentation standard is not of much importance to the 

RPA organization itself. Generally, RPA projects are documented into a few 

documents. The Process Definition Document (PDD) is the most important 

document, and contains the required information of the process, including a 

very detailed description of how the robot should do its work. The work 

description builds around screenshots of the different pages the robot interacts 

with, and each click is written down and described to leave no room for 

interpretation. In addition to the PDD, the RPA developer usually creates a 

Solution Definition Document (SDD), where the developer specifies how the 

robot is constructed in the RPA software, to help other developers troubleshoot 

the process in the future. 

2.7. Results of implementing RPA? 

Implementing RPA affects many areas of the organization. The financial 

benefits gained by implementing RPA is spoken the most about, but RPA 

processes affect all areas of an organization. Below I briefly touch upon the 

following aspects: financial, strategical, and managerial. 

2.7.1. Financial 

The financial results are often what starts the RPA journey in an organization. 

In all its simplicity, the robots reduce the workload of the employees, which 

can be calculated as savings as the employees can proceed to do other tasks. 

For example, back office tasks were delivered at a much lower cost compared 

to earlier in one of the cases Willcocks et al. (2015a) studied. Other financial 
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gains RPA provides is a scalable workforce, reducing the need for hired 

workers, overtime and other human resource costs (Willcocks, et al., 2015a). 

Another resource related cost saving is that if the RPA process replaces the 

work of a large number of employees, the amount of managers needed to 

manage the employees also reduce, which can be a significant additional cost 

benefit (Lacity, et al., 2015). One example of the cost savings from RPA comes 

from a case by Lacity et al. (2015) where a utility enterprise gained an average 

reduction of 200 percent by using RPA instead of manual processes. In the 

table below, Willcocks et al. (2015b) list a few examples of the returns the 

implementation of RPA can bring and organization. 

2.7.2. Strategical 

While RPA may often be initiated due to financial gains, another major result 

of RPA are strategical improvements inside the organization. In some cases, 

these strategical improvements are also the sole reason for RPA. Strategical 

improvements can include better compliance, customer satisfaction, new 

services, lower error rates and better data quality (Baranauskas, 2018; 

Willcocks, et al., 2015a). In one case studied by Lacity et al. (2015) the 

implementation of RPA lead to significantly improved customer service. Of 

course, RPA is often implemented together with other process and 

organizational changes, so the exact contribution of RPA to the improvement 

is difficult to calculate (Lacity, et al., 2015). 

Figure 6 Financial RPA benefits (Willcocks, et al., 2015b) 
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To reach the improvements, the firm studied by Lacity et al. (2015) 

implemented a ‘customer first’ strategy. In this strategy, the humans worked 

together with RPA. The humans interacted with the customers over, for 

example, the phone and submitted the actual task to be completed by RPA. 

For example, RPA completed customer complain forms, while the human 

spent their time to solve the case. 

Due to the price and speed of transactions, RPA may also provide the means 

to new products and offerings (Lacity, et al., 2015). For example, RPA can be 

handed the task of sending updates to customers regarding the status of their 

order or request, removing the task from the humans and enabling much more 

thorough and frequent updates to the customer. This increases the customer 

satisfaction. 

RPA can also be implemented purely for compliance reasons. As concluded 

earlier, properly configured RPA does not make mistakes, and can report any 

discrepancies it finds for human processing. This means that the human error 

risk is removed from a process. As legislation around processes and data, for 

example GDPR and anti-money laundry, become increasingly strict, RPA can 

aid organizations lower the risk of input errors in high-volume tasks (Willcocks, 

et al., 2015a) and increase the data validation points. 

2.7.3. Managerial 

As RPA changes the work of the individual worker, it, of course, affects the 

managers in some way. RPA might reduce headcount and will at least change 

the way of working. The reduction and reassignment of employees come with 

their own challenges (Baranauskas, 2018). These I will not dive into in this 

thesis as they are related to change management in general and not RPA 

specifically. Another aspect of introducing RPA into the management is the 

management of the robots themselves. The robots, in most cases, have a login 

account like humans, and are often recorded in HR systems as “special” 

persons. This raises the issue that the accounts need to have a manager, and 

who these managers should be. The robot persons can be the responsibility 

of the manager under which the RPA process itself runs, but may also be 

under an IT manager. 
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The management also has another aspect, which is the responsibility of what 

the RPA processes do, and who carries the responsibility of a malfunctioning 

robot and the mess that can follow the malfunction. The division of 

responsibilities should be written down for each process, and the different 

stakeholders need to sign off on the process at various thresholds. These 

thresholds can be, for example, the finished documentation (process definition 

documentation, PDD) and the go-live of the process. 

2.8. Challenges for RPA 

RPA, like other technologies, face both technological and human challenges. 

RPA is, depending on the implemented governance and operating model, 

sometimes considered to be shadow or gray IT (Willcocks, et al., 2015b). What 

this means is that RPA is in essence an IT system, but can be developed and 

operated completely by the business. This leads to a new domain of IT 

management. Traditionally the management and implementation of IT 

systems have been the task of the IT department, but when the management 

instead lies in the business, there are new risks. Examples of these risks are 

system loads that the underlying system cannot cope with and licensing 

violations. The risks also face the other direction, where the IT department 

might carry out updates to systems that in the worst-case scenario break a 

business critical RPA process. 

This governance issue has been suggested to be solved by classifying RPA 

as ‘lightweight IT’. Lightweight IT is defined as cheap and available technology 

that is deployed and used bypassing the IT department completely (Willcocks, 

et al., 2015b). Examples of lightweight IT are mobile apps, sensors and similar. 

Willcocks et al. (2015b) also calls this the consumerization of Internet-of-

Things. Bygstad (2015) adds to the definition that lightweight IT is driven by 

competent end users that have a need for IT services. Bygstad (2015) also 

add that the traditional heavyweight IT and new lightweight IT should be 

integrated only loosely when it comes to technology, standardization and 

organization. 
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2.9. Future of RPA 

As stated earlier, the future of RPA is likely to be full of changes. The software 

available on the market is developing at an exponential pace, and the software 

is becoming more and more capable of handling various tasks. For example, 

machine-learning models are being incorporated into the platforms and new 

tools are emerging for handling tasks such as virtual desktop environments 

that earlier were both difficult to automate and unreliable to run. It is also likely 

that the software becomes easier to configure, so that the creation of robots is 

no longer tied to the IT department resources. 

On the human capital side, some people say that automation will leave little 

for humans to do, while Lacity et al. (2015) conclude that automation is likely 

to move to knowledge work type of tasks over the next years. In this type of 

tasks, the robots are likely to work side by side with humans, compiling and 

modifying data that is then presented to the human for judgement calls, after 

which the robot takes over once again. This is something that, of course, is 

very interesting for a company such as PricewaterhouseCoopers, where time 

can be freed up from tedious tasks relating to, for example, auditing. Lacity et 

al. (2015) makes the example of a robot-on-demand, where a robot is called 

upon to help the employee help the customer by gathering all the necessary 

data in a matter of seconds. Moffitt et al. (2018) provides an example closer to 

my own work. The example they highlight is the reconciliation, analytical 

procedure, and internal control & substantive testing. In practice, these tasks 

are performed by audit teams on all clients, but lacking standardization, the 

tasks are performed differently between teams. This reduces the automation 

potential as-is, but through process improvement, the potential savings can be 

noticeable. 

As part of the larger discussion about automation technologies that RPA is 

part of, is the likely disappearance of certain type of jobs (Mendling, et al., 

2018). The jobs at risk are the middle-wage and middle-education jobs that 

currently handle the semi-routine tasks that require some judgement, but are 

mostly rule-based (Mendling, et al., 2018). The amount of high-wage and high-

education as well as low-wage and low-education jobs is likely to grow as the 
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jobs in between are automated using various technologies (Mendling, et al., 

2018). There will probably be an increased demand for managerial roles, as 

the managers need to handle the distribution of workloads and exceptions, 

that the now automated processes cannot handle (Mendling, et al., 2018). 

2.10. Available software 

In this chapter, I will do a quick introduction and comparison of the different 

offerings currently on the market of RPA. As RPA is a new thing in regards of 

being a product of its own, the competition of market shares is fierce. The 

current top names in RPA software are according to Le Clair, et al. (2018) and 

Lacity & Willcocks (2016) Blue Prism, Automation Anywhere and UiPath. The 

figure by Le Clair, et al. (2018) below displays a comparison between the 

current market contenders concerning strategy and current offering. 

 

Figure 7 RPA Market comparison (Le Clair, et al., 2018) 
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The variety between the different offerings is large, and different solutions 

focus on different environments (desktop, server, cloud) as well as different 

customer segments (everything from SMEs to global enterprises) (Lacity & 

Willcocks, 2016).  

UiPath is one of the fastest growing RPA companies (Le Clair, et al., 2018). 

UiPath provides free online training for everyone who is interested, and the 

ecosystem as a whole is very openly displayed. UiPath has partnered with 

many companies that specialize in technologies that complement RPA, such 

as ABBYY (Optical Character Recognizing), CyberArk (credential 

management) and Celonis (process mining). UiPath also sets itself apart from 

the competition by providing a very robust and flexible central management 

platform, called the Orchestrator (Le Clair, et al., 2018). The Orchestrator 

manages the robotic workforce, distributes workloads and is able to separate 

departments from each other to comply with for example GDPR. 

Automation Anywhere on the other hand has a very strong partner network 

(Le Clair, et al., 2018). Automation Anywhere also has an extensive support 

network that spans globally. Automation Anywhere has evolved into the RPA 

market from a desktop integration solution, which gives the vendor a strong 

foundation (Le Clair, et al., 2018). Automation Anywhere is considered an 

affordable ecosystem, which is easy to implement, which is why it is chosen 

by many (Le Clair, et al., 2018). 

BluePrism provides a robust platform that focuses on security and stability. 

The vendor also mainly focuses on unattended automation, though it now 

offers support for attended robots (Le Clair, et al., 2018). The software has 

until late leaned heavily on the developers having a programming background, 

and is the only provider that has a certification program that is validated by a 

third party (Le Clair, et al., 2018). Le Clair et al. (2018) would, however, like 

the provider to make the software more accessible through providing more out 

of the box solutions and components (ex. connectors to SAP) and improving 

the user interfaces of both the control room (similar to the UiPath Orchestrator) 

and the design studio. 
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2.10.1. RPA infrastructure 

The infrastructure behind the RPA solution, of course, varies depending on the 

vendor, but the basic infrastructure is similar between the vendors. The 

solution often have a central server that manages and commands the robots. 

The robot machines on the other hand can be deployed in many ways. The 

unattended robot can be located on a physical laptop, exist as a virtual 

machine or be set up in a cloud platform. The attended robots on the other 

hand are installed on the machines the workers use. Common to all RPA 

solutions explained in this chapter, however, is one issue that many IT 

organizations face when implementing RPA on a larger scale for the first time. 

This issue is that once the RPA efforts are scaled up, the hardware they run 

on is sometime collected on a “take what we have” –basis, which causes the 

performance of servers and robots to be different. This complicates 

management and possibly development, for example in the case of different 

operating systems (Lacity, et al., 2015). The problem is solved by creating a 

uniform infrastructure for the RPA platform to run on, something that can mean 

an executive-level strategic choice due to the size of the investment  (Lacity, 

et al., 2015).  
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3. Methodology 

The final topic of the thesis was selected quite late in the process. Likewise, 

the research method was finalized only halfway through the process, when the 

topic and research questions became clear as the work progressed. As I was 

in a central role of the evolving of the RPA organization, I have had the 

possibility to access information and have an influence the typical academic 

research does not have access to. I have been in charge of implementing the 

RPA infrastructure and have been part of multiple RPA projects in the role of 

a service manager and developer. In addition to this, I have had the possibility 

to interview two persons in managerial positions in the IT organization at PwC 

Finland, to validate and add to my own conclusions presented in the 

discussion. 

The interviews were held with the Head of IT, Riku Lindfors, and Head of 

Business Operating Systems, Markku Rissanen. Due to time constraint, the 

held interviews were quite short, but resulted in useful discussions 

nonetheless. The interview with Markku Rissanen was held in person, while 

Riku Lindfors replied to the questions over e-mail. The questions the 

discussion revolved around in the interviews were the following. Due to 

different roles and circumstances, both interviewees chose not to reply to all 

of the questions. 

 Main pain points of the implementation of RPA in the beginning of the 

journey? 

o Later on in the journey? 

 What are your opinion on the role of strategy and vision in the journey? 

 Long-term visions for automation and RPA? 

 What problems do you think there are if business controls the 

implementation? 

o If IT controls it? 

 What are the effects of RPA on the way we work and PwC, short term 

and long-term? 

As stated earlier, the thesis is based on a case study of the RPA organization 

at PwC Finland. A case study is defined as a detailed and intensive study of a 

single case (Bryman & Bell, 2011). The case presented in the thesis has been 

studied over a period of more than two years, which should be a time long 
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enough to provide an in-depth illumination of the case. The case should also 

be representative of a real process of creating an organization to support RPA 

in a company. 

The case study is supported by a literature review of RPA and connecting 

subjects. As the field is quite new in terms of research, the availability of 

scientific material on the subject was very limited. To support the literature 

review, material from different public reports, the software providers and 

several private trainings organized at PwC Finland was collected. Thus this 

thesis is able to provide knowledge to the scientific community that would not 

be possible to collect through purely scientific research. 

The thesis has in other words been conducted as action research. Argyris et 

al. (1985) define action research as research where the researcher(s) 

experiment on real world problems inside an organization. The purpose of 

action research is to aid in finding a solution to the problem (Argyris, et al., 

1985; Bryman & Bell, 2011). Action research should be useful to the 

practitioner and it usually involves an iterative process to identify, solve, and 

evaluate the results. As action research can be influenced by bias and 

opinions, the researcher should be prepared to defend his or her work (Bryman 

& Bell, 2011). Defending might be needed both towards the organization 

subject to the study, as the findings can threaten existing structures, as well 

as the scientific community. Action research often results in multiple action 

possibilities that the subject organization is able to choose from (Bryman & 

Bell, 2011). Eden & Huxham (1996) adds that action research should always 

be clear about what the subject organization should take away from the 

research and the conclusions. While the case studied did not have a specific 

problem as such to solve, the thesis provides a few options on how to further 

develop the RPA operations further at PwC Finland. 
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4. Case PwC 

This chapter will go through the background on what PwC is, why PwC Finland 

started the RPA journey, and what it started with. It will then go through the 

journey of creating an IT service out of the technology with the necessary 

support organization. I have been in a central role of the creation of the 

organization. Thus, I have a detailed view of the different steps. Data for this 

thesis has been collected over a time span of two years. 

4.1. PricewaterhouseCoopers Oy 

PricewaterhouseCoopers Oy (PwC Finland) is a company that is part of the 

global PricewaterhouseCoopers network. PwC Finland has about 1100 

employees and a revenue of 150 million euros (PricewaterhouseCoopers Oy, 

2019). Globally the PricewaterhouseCoopers network has more than 250 000 

employees in 158 countries, with a global revenue of 41.3 billion US dollars 

(PricewaterhouseCoopers, 2019). The main services of PwC Finland are 

consulting, deals, tax, legal, audit, as well as other assurance services 

(PricewaterhouseCoopers Oy, 2019). PwC Finland is organized in the 

following lines of services:  

- Audit & Assurance handling Audits and risk assurance 

- Tax & Legal handling all assignments relating to taxation and legal 

services 

- Advisory consisting of consulting, deals and Strategy& 

- Internal Firm Services 

- Private Company Services matrix organization, which helps privately 

owned organizations on a broad spectrum of advising and solving 

problems (PricewaterhouseCoopers, 2019).  

4.2. The Beginning of the Journey 

The RPA journey at PwC Finland started in the spring of 2017. At that time, 

the Assurance line of service conducted a proof of concept project. The IT 

department did not have the capability to provide a solution for the proof of 

concept, and the project was handed over to an external partner. They 

provided the expertise of creating the PDD and hosting the final product. Using 
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an external party turned out to be quite a challenge due to network security 

requirements. A separate secure network channel had to be created, and the 

external vendor needed to be provided machines by PwC to gain access to 

the relevant services in the intranet.  

The first RPA project at PwC Finland automated the roll forward of audit jobs 

in the CRM solution and the creation of new databases in the Audit 

documentation software. In the CRM system, the RPA solution created new 

opportunities, completed risk questionnaires where possible as well as 

creating the new jobs once the risk questionnaires had been approved. To 

finalize a transaction, the new Audit documentation database was created, 

after which the robot selected the appropriate template for the database. A 

specially instructed team compiled the input data for the RPA process in Excel 

files. 

Following the initial proof of concept, a top-level decision was made on what 

technology was to be implemented and studied further at PwC Finland. The 

decision was that PwC Finland was to purchase UiPath, and to install said 

ecosystem. In addition to choosing a software provider, the top-level decided 

that the IT department at PwC Finland should start to build the capability of 

providing solutions using the UiPath ecosystem for internal projects. After the 

UiPath ecosystem had been installed, several smaller projects were 

conducted to start to build the technical knowledge and get some hands on 

experience of what RPA can be used for. An example of these projects is 

modifying access control lists in the main auditing system.  

The first major project involving RPA built by internal resources at PwC Finland 

was a centralization of the bank confirmation process. The project involved 

many other process changes, and was not as such a good representative of 

what RPA can deliver, but RPA played a key role in the automation chain. RPA 

was responsible for creating authorization letters based on a template, and 

then sending the template to the clients for signing. While the project as a 

whole was not very successful, the RPA part of the project succeeded. The 

project was revisited a year later, and at that point, the automation of data 
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transfer helped the service delivery center reduce their hired staff headcount 

during the peak season. 

In between these projects, the external party also handled another internal 

project. The project handled the creation of workbooks in a global system used 

by the Tax department. The project needed a finished solution on a very tight 

schedule, and the internal resources had already been booked. The project 

was successful, and has since been converted to run on the internal RPA 

platform using internal development resources. 

While the separate RPA projects at different departments had been successful 

until now, the expanded usage of RPA was bottlenecked by the lack of 

understanding of RPA in the average worker. In other words, the different 

transformation and business development teams provided the ideas for new 

RPA projects. To remediate this, a few trainings were held to the business, 

targeting both finding leads for clients for additional revenue as well as the 

awareness of RPA for internal usage. The trainings did not end up bringing 

new ideas for internal processes. The reason for this is likely that there was 

no central location for submitting ideas, and that there were no known persons 

responsible for processing the generated ideas. 

4.3. Transition from Project towards Service 

In the autumn on 2018, the creation of the RPA organization was started with 

more resources. I was appointed as the person in charge of building the Centre 

of Excellence. Among the first tasks that were done was to map out potential 

participants to join this organization from the business side. Recruiting suitable 

candidates from the different lines of services took a few months, but after that, 

a group of 12 persons had been collected. The group contains persons from 

all of the lines of services, as well as some application specialists. 

Figure 8 Project process 
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At the same time of recruiting the participants for the group that received the 

name RPA Working Group, the IT department built a governance model for 

RPA for internal processes, pictured above. The IT department also created 

the high-level governance and project approval model for internal RPA 

projects. 

The project process starts with any party generating the idea. The idea might 

come from the business or one of the participants of the RPA working group. 

The respective RPA working group participants then handle the idea, 

gathering the critical information about the process (see more in chapter 2.4), 

and if the process is deemed a suitable candidate for automation, the RPA 

working group participant brings the idea to the recurring meetings to be 

evaluated and prioritized against the other ideas. The idea is then placed on 

the project pipeline charter for visualization purposes. 

After this, the projects meet the first gate of the project process. The pipeline 

is presented and approved quarterly by the governing body, the Digital 

Transformation Board. The Digital Transformation Board is a partner level 

board that decides on funding and prioritization of different IT projects. In 

addition to approving the pipeline, the Digital Transformation Board can also 

approve further resources for hiring external help in case the internal 

development resources are not able to complete all the projects. 

Once the projects have been approved as a part of the pipeline, planning and 

process mapping is conducted, and the project manager, optional subject 

matter experts, and IT department create the Process Definition Document 

(PDD) as a joint effort. Once the PDD is completed and the stakeholders are 

satisfied with the document, the PDD is signed off by the RPA manager as 

well as the process owner. When the PDD is signed, the project has passed 

Gate 2. 

After this, the project enters the development and testing phase. During this 

phase, the IT department develops the end solution and the solution is tested 

from a technical and functional perspective, comparing it to the PDD. The 

solution is also tested using a testing plan to verify the behavior of the solution 

in different exception scenarios, in addition to the standard process.  
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4.4. Building the Centre of Excellence 

As said in the previous chapter, a group of 12 persons was assembled from 

the various lines of services to assume the role of Business Analysts. At the 

time of writing, the group had just recently received the needed training for the 

role as Business Analysts. The participants of the organization are to be 

responsible of being the first level contact point for the business for both the 

initial processing of new ideas (the viability analysis), as well as the first level 

of support for live processes. 

The Centre of Excellence will operate as a centralized organization. The 

centralized model was chosen mainly for resource efficiency reasons, as it 

would not be efficient to have a dedicated development resource for each of 

the lines of services in PwC Finland at this point. Another reason for choosing 

the centralized model is due to IT security and hardware resourcing. The IT 

resources are closely 

guarded and for example, 

data security regulation is 

very strict, and separation of 

data into training and 

production environments is 

not always possible. This, in 

addition to PwC Finland 

conducting audit work, 

would create a higher risk of 

independence or data 

breaches.  

Figure 9 Centralized RPA Centre of Excellence (UiPath, 2018) 
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5. Discussion 

In this chapter, I will discuss the findings from the case study, and compare 

these against the models for business process renewal. I will also discuss the 

bottlenecks found during the implementation of the new organization/service. 

I will wrap the discussion up by proposing three ways forward for the 

organization. I want to point out that the existing scientific research does not 

provide a stable foundation for building a support organization for RPA, which 

makes it difficult to validate the findings presented below. I will begin by 

discussing the connection between the process improvement methods. I then 

continue with the bottlenecks and setbacks, followed by what changes have 

been made to the vision along the way. I will wrap up with a discussion around 

the long-term goals of the RPA organization at PwC Finland. 

5.1. RPA and the implementation methodologies 

The process of automating a process using RPA is quite similar to the process 

of analyzing a process using the business process models. The 

implementation of an RPA process can mean a full process redesign equal to 

BPR, or it might be a simple improvement of an existing process, equal to 

BPM. The newer tools, such as Lean, can also be applied to the 

implementation of RPA in a process. The link between the implementation 

methodologies has not been widely discussed (Baranauskas, 2018). The link 

between the implementation methodologies and RPA is, according to 

Baranauskas (2018), clear, as RPA has become a tool to leverage the 

implementation methodologies. 

When applying RPA to an implementation of the BPR methodology, RPA is 

likely to be the IT component. RPA makes it possible to transfer data almost 

instantly between systems, and can tie together departments at a completely 

different level, especially if the underlying systems used by the different 

departments do not discuss with each other. RPA provides a quick way of 

integrating the systems with each other, compared to the much slower and 

more expensive system level integration. While the optimal situation, of 
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course, is that the departments use the same system, RPA can provide help 

during the time the organization waits for IT to deploy an organization-wide 

solution. When discussing RPA in the context of BPR, RPA can act as both 

the simple IT component, but can also act as the enabler of a cross-functional 

transformation that otherwise would be too expensive or impossible to do with 

the traditional IT implementation tools. 

When looking at RPA together with BPM, the same pattern as with BPR can 

be seen. As BPM is a method of incrementally improving an existing process, 

RPA can also be the enabler of this incremental improvement. RPA can be 

used to automate a small part of an existing process. RPA can then be the 

enabler of reducing headcount working on a process, speeding up the 

process, improving the quality etc. The rules of targeting processes by Zairi 

(1997) can be applied, almost without modification, to an RPA project. RPA 

requires major activities to be mapped to see potential additional processes to 

target or process dependencies. RPA is used to improve the customer 

satisfaction, external or internal, internal referring to for example the HR 

department supporting the employees. RPA also relies on high-quality 

documentation. Without proper documentation, RPA quickly becomes 

unmanageable. Measurements and targets should accompany RPA, so that 

the benefits can be tracked. RPA should continuously be improved upon. New 

parts of the process and major exceptions can be added to the existing 

process, further improving the process. RPA should continuously be revisited 

to make sure that the best practices are updated and applied to older 

processes and, finally, understanding of RPA needs to be distributed to the 

whole organization. Understanding of RPA across the organization reduces 

the fear of the technology and the changes it brings, but can also lead to more 

ideas for RPA or other automation. 

Elements of Lean and Six Sigma can also be applied to the implementation of 

RPA, although not to the same extent as with BPR and BPM. As Lean and Six 

Sigma focus on reducing the amount of waste and defects, RPA can mainly 

be helpful with the latter, as RPA operates without human error. As the 

frameworks are designed for improvement of physical production, RPA is not 

on its own a tool to apply inside the framework of Lean and Six Sigma. My 
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view of this can, however, be skewed as my experience of RPA is from a 

company that is based on knowledge services, not transactional services like 

for example a bank. 

Finally, I will discuss RPA in the context of lightweight versus heavyweight IT. 

Some authors consider that RPA fits well under the lightweight IT domain, as 

in essence RPA is very easy to implement by a person close to the process, 

with little to no support from the IT organization. While the lightweight IT 

classification could theoretically work, the experiences from the RPA projects 

at PwC do not support this classification. For the lightweight classification to 

work at PwC, the persons developing the RPA processes would have to have 

a thorough understanding of the system infrastructure behind the different 

systems used. The robots deployed so far at PwC all require interaction with 

the databases behind the different systems to operate reliably. This access 

again cannot be handed over to persons on the business side, as it would 

impose risks regarding independence (audit work), access to classified 

engagements, in addition to data misusage risks. These risks could be 

mitigated by having the RPA developers stand down from all client work and 

having them join the IT organization, but this approach would have to be 

validated by the legal and risk departments. Finally, I would like to state that 

even in this organizational model, the infrastructure management would likely 

have to be resided in the IT department anyway, as it would not be cost 

efficient to have the different departments on different infrastructures. 

5.2. Lessons learned 

In the start of the journey, the RPA projects were initiated, and in large parts 

completed, by the business. This story is similar to many other organizations’ 

RPA journey. This approach has pros and cons. In an interview with the head 

of business solutions, Markku Rissanen (2019), there was a discussion around 

the pain points in the beginning of the RPA journey. The main issue raised by 

Rissanen (2019) was the lack of a natural discussion between the IT 

department and the business. As there was no model for implementation or 

any specific requirements for the RPA projects, the implementation sort of 
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floated about, evolving to the requests of the business and the external 

solution provider. 

Another pain point in the beginning of the journey was the trust in the internal 

IT department’s capabilities (Rissanen, 2019). Of course, the worry had a 

reason, the IT department had no organization in place to handle RPA, and 

the IT department had never completed an RPA project before. Since the IT 

department at PwC Finland is relatively small, the rule was that support 

organizations were created from demand and not proactively like in some 

other PwC territories with larger resources. All of this resulted in a tug of war 

between the IT, which wanted to have control over the IT landscape and 

integrations, and the business, which wanted to have full control over projects 

that essentially only affected them. 

The lack of a business model and organization also resulted in issues around 

communication about for example process changes and system upgrades 

(Rissanen, 2019). The lack of insight in the projects from the IT departments 

perspective also meant that the tech vs. tech discussion was left out, and a 

single tech (RPA) was chosen to solve all the issues, even if other 

technologies perhaps would have done a better job. The final issue, which 

perhaps still is an issue, was the lack of discussion around the support for a 

process. The consensus is that the business who owns the process should 

also handle the first level support. Without a support model, questions are 

easily directed towards the IT department, which has very limited resources 

for handling end user support. 

The final discussion subject in the interview with Markku Rissanen (2019) was 

the comparison of problems if IT controls the implementation of new RPA 

processes versus if the business controls them. The main issues if the 

business has the control of implementation is, according to Rissanen (2019): 

 Division of responsibilities between IT and business 

 Continuance if the project manager leaves the firm 

 Compliance 

 Silo-based thinking (IT connects the departments) 
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On the other hand, if IT controls the implementation, Rissanen (2019) lists the 

following issues: 

 Agility 

o Resource limitations and conflicts 

o Building competence takes time 

 Process identification 

Since many articles about RPA organizations bring forward the same 

discussion as above, more research about this topic would be necessary. 

5.3. Going forward 

To put the information in this thesis to use, I will propose three possible ways 

forward for the RPA organization at PwC Finland. Action research often results 

in multiple action possibilities that the subject organization is able to choose 

from (Bryman & Bell, 2011). Eden & Huxham (1996) add that action research 

should always be clear about what the subject organization should take away 

from the research and its conclusions. The different ways proposed are 

developing the current organization, moving to a hybrid organization where the 

lines of services with the biggest automation potential have their own centers 

of excellence and, finally, moving to a umbrella organization to cover all the 

technologies that are being incorporated into the RPA software (ex. document 

scanning, machine learning). 

The first option, to continue as-is, can be considered the natural way forward, 

and is likely to be the easiest way forward. In this option, the current centralized 

organization continues. The main development resources stay in the IT 

department. The IT department will continue to build the governance models 

around RPA, and manage the project pipeline for all RPA projects conducted 

at PwC Finland. It is likely that this will be the way forward in the close future. 

Riku Lindfors (2019) commented in his interview that the IT department should 

be the main implementer of RPA, due to the RPA projects often being tied to 

the central business solutions, which only the IT has a wide enough 

understanding of. While this might be true at the moment, the march of the 

attended robots may provide a reason to give more control to the business.  
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The main risks with this approach is that the knowledge of the service does 

not become widespread in the organization, and that the development 

resources turn out to be insufficient once there are multiple projects to 

complete. The development resource issue can potentially be solved by 

outsourcing the development to another PwC territory, but the viability of this 

possibility is yet to be validated in any way. 

The main benefit of continuing with the centralized Centre of Excellence model 

is that the already gained knowledge regarding the different systems’ potential 

for automation is fairly well known, and that the risks regarding data misuse 

and independence issues are lower. This is because the IT staff is not bound 

by the same level of independence regulation and are well trained in the 

aspects of secure data management. The centralized Centre of Excellence will 

also be able to maintain a very good view of different system loads, licensing 

management as well as inbound system changes that potentially have a 

knockdown effect on the robotics services. Finally, the centralized model will 

better ensure that best practice models are followed, and likewise, that the 

governance models are followed in all the projects. 

The second way forward would be a hybrid Centre of Excellence model, where 

secondary centers are built in the lines of services that have the largest 

potential for automated processes. The assurance and tax & legal (TLS) lines 

of services are likely to receive their own centers in this model. The assurance 

line of service is likely to contain a significant amount of automation potential, 

both in the audit departments and in the service delivery center. The 

assurance line of service also encompasses the risk assurance department, 

but the automation potential in this department is uncharted so far. The tax 

department, in turn, has multiple transactional services that have a potential 

to be automated to some extent. The automation work in both departments 

has continued for some time already, but the organization still lacks a general 

understanding of the technologies behind automation. In this model, the main 

Centre of Excellence will continue to manage the infrastructure and serve the 

remaining lines of services for their automation needs. 
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The main issues with this model is the independence and data issues stated 

earlier. The model also contains the risk of the centers of excellence going 

rogue and starting to develop their own deployment models that may carry 

inherent risks. Other risks of this model are that the development resources 

might be over- or underutilized, and that the development knowledge gained 

in one Centre of Excellence is not distributed to the other centers. There is 

also a risk that the Centre of Excellence stops functioning if the leader of the 

satellite decides to leave the firm (Rissanen, 2019). 

The main benefits of this model on the other hand is that the development of 

RPA processes moves closer to where the process happens, and thus the 

project participants have a better understanding of the process and the 

adjoining processes. The local Centre of Excellence is also likely to be more 

agile than a fully centralized one, which could mean quicker deployments of 

processes, and potentially quicker problem resolving. Lindfors (2019), 

however, expresses the concern that the business rarely have the needed 

understanding of the web of dependencies between systems when automating 

processes in business operating systems. In the hybrid operation model, this 

could be solved by allowing the local centers create only attended robots, 

which have a lower risk of wreaking havoc in critical systems. 

Before moving to the final model, I want to add that the development resource 

issue in the hybrid model could be solved by having a development resource 

pool that is not bound to a specific Centre of Excellence, but can instead be 

booked by the different centers to develop process X. This approach helps 

with some of the issues, for example, the independence issues, but also 

removes some of the benefits of the hybrid model, most prominently the agility 

of the local center. Resource overloading can also in this case potentially be 

resolved by outsourcing development of projects if required. 

The final model for the RPA organization at PwC Finland is to move the 

existing organization away from a specific technology, and instead create an 

organization that possesses knowledge about various automation 

technologies, such as machine learning, artificial intelligence and document 

processing with OCR. This umbrella type of organization has already been 
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implemented by PwC Sweden, and other PwC territories are likely to follow. 

This organization can, of course, be deployed as both the centralized and the 

hybrid organization described earlier. The benefit of this organization is that 

automation is not tied to a specific technology, and that the organization will 

be capable of mixing and matching technologies as needed. The downside of 

the organization is that it is likely to be expensive for a smaller IT organization 

like the one at PwC Finland, as there are multitudes of different technologies 

that require a fair bit of technological understanding before deployment is 

viable. While it is likely that the RPA organization will become the 

aforementioned organization over time, a senior decision to resource this now 

can speed up the development of this organization. 

5.4. Long-term goals 

When discussing the future of RPA and the effects of RPA on the organization 

as a whole with Markku Rissanen (2019), I asked about the effects, both short 

and long-term, that RPA will have on the whole organization. Rissanen (2019) 

replied that process wise RPA will simplify the processes and hopefully 

reimagine the possible, which is one of the core values at PwC globally. Riku 

Lindfors (2019) also points out that RPA will assist PwC Finland on the road 

to digitalization. To benefit from the technology it requires that the organization 

understands RPA, which in turn requires the organization to invest in the 

education of the organization (Lindfors, 2019). A more specific example of 

changes that Rissanen (2019) hopes will happen due to RPA is that PwC 

Finland will be able to give the large amount of trainees that are hired for the 

busy season every year more meaningful tasks, not only routine tasks that 

relate to the audits. I also asked about the impact of RPA on the corporate 

culture, but to that Rissanen (2019) only replied that it is too early to tell, but 

he hopes that RPA will enable the employees to use more time to think about 

their job descriptions and to focus on more motivating tasks. 

Lindfors (2019) comment that RPA needs to stay in control of the IT 

department. RPA is likely to touch mostly upon the ERP and document 

management systems, which only the IT department has a wide enough 
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understanding of (Lindfors, 2019). The development of RPA has also been 

identified to be part of a much larger picture, where the other part is 

substantially more expensive and time consuming to create. An example of 

this is the master data. As RPA often consumes a large amount of data very 

quickly, issues with the master data are quickly uncovered when a process is 

set into motion. This needs to be taken into account in the future (Lindfors, 

2019). Lindfors (2019) also takes note of the tech vs. tech discussion. The 

ever-evolving cloud and SaaS systems are a burden to RPA. To future-proof 

the solutions, application interfaces (APIs) are important to use. The validity of 

an RPA project needs to be evaluated very thoroughly not to waste resources. 

It should also always be remembered that once a process has been automated 

using any technology, this automation will often requires maintenance. This 

brings me to the following summarizing quote of Riku Lindfors (2019): 

We have proven beneficial use cases in production, once 

RPA is found, employee's do not want to go back to the old 

days manual work anymore. 

5.5. Summary 

The thesis attempted to answer the following two questions: 

1) How does scientific literature support the creation of an RPA 

organization? 

2) After the initial adoption of RPA, how should PwC Finland continue 

their RPA journey? 

The answer to the first question is that some literature on creating an RPA 

organization exists. There is, however, a need for more scientific literature on 

the subject. To support this thesis, a large percentage of the sources used is 

non-scientific. The non-scientific and the scientific literature, however, do 

support each other. 

For the second question, I proposed three ways forward, according to the 

requirement of action research. The three propositions were to continue as-is, 

to change to a hybrid Center of Excellence model where the lines of services 

with the highest automation potential have their local centers and, finally, to 
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change the current RPA organization to be independent of technology, and 

instead act as a central point of automation knowledge. 

5.6. Further research 

The future research needed regarding RPA revolves around obtaining a more 

stable foundation for RPA in the scientific material domain. There is an 

extensive amount of material on the benefits of RPA and different ways of 

implementing RPA in organizations, but very little of this is scientifically 

reviewed material. The material that I found regarding RPA was mostly case 

studies of companies, or articles covering the basics of RPA and the benefit 

RPA can bring an organization. I also found no articles that cover the 

implementation of RPA in different types of organization. In addition, another 

more specific topic that needs more research is the business versus IT control 

of RPA implementation. Finally, another possible point of research around 

RPA is a comparison between the different tools available, and if there are 

differences in the value they can bring an organization. These are all areas 

that need further research in the RPA domain. 

5.7. Limitations 

This research has been severely limited by the lack of scientific material 

surrounding RPA and the implementation of a support organization for RPA 

deployment, which should be taken into account when using the findings of 

this thesis. Secondly, as the thesis is based on a case study that has been 

completed through action research, the thesis needs to be validated against 

other material. The findings contain a significant amount of opinions and 

thoughts that are not validated against any research. 
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6. Svensk sammanfattning 

Avhandlingen behandlar mjukvarurobotik (eng. robotic process automation, 

RPA) och mjukvarurobotikens koppling till olika processutvecklingsmetoder. 

Mjukvarurobotik valdes som ämne för avhandlingen eftersom området 

intresserar mig och det är någonting jag arbetar med på 

PricewaterhouseCoopers Oy (PwC Finland). Avhandlingen innehåller en 

litteraturstudie om mjukvarurobotik och en fallstudie över mjukvarurobotikens 

framgång hos PwC Finland. Avhandlingen fokuserar främst på organisationen 

runt mjukvarurobotiken. Den tekniska delen av mjukvarurobotik behandlas 

endast ytligt. Avhandlingens mål är att bidra med material från en 

implementation av mjukvarurobotik i ett företag och avlutas med några 

alternativ på hur organisationen kunde vidareutvecklas. 

Mjukvarurobotik är en viss sorts teknik. Tekniken baserar sig på emuleringen 

av en människas användning av olika datasystem. Mjukvarurobotik har redan 

existerat en tid, men branschen har växt exponentiellt under de senaste åren. 

Många företag visar nuförtiden även öppet att de satsar på mjukvarurobotik. 

De första investeringarna i mjukvarurobotik görs ofta på grund av finansiella 

skäl, men mjukvarurobotiken har många fler fördelar. Mjukvarurobotar kan 

operera mycket snabbare än en människa och robotarna arbetar även så gott 

som felfritt, dygnet runt. Genom dessa fördelar skapar mjukvarurobotar 

möjligheter för nya tjänster som inte annars skulle vara möjliga. 

Avhandlingen försöker svara på följande frågor: 

1. Hur stöder existerande akademisk litteratur skapandet av en RPA 

organisation? 

2. Efter grundandet av en RPA organisation, hur ska PwC Finland 

vidareutveckla sin användning av RPA? 

Det finns relativt lite litteratur om RPA och första forskningsfrågan valdes för 

att lyfta fram de områdena med bristfällig forskning. Den andra frågan blev 

självklar då det framgick att det egentligen inte finns någon litteratur om 

vidareutvecklandet av en RPA organisation. 

Avhandlingen har utförts som en aktionsforskning (eng. action research). I en 

aktionsforskning är forskaren i en central roll av utvecklingen, istället för att 
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vara en objektiv åskådare (Argyris, et al., 1985). Aktionsforskningens mål är 

att leda till förslag som den studerade organisationen kan ha nytta av och 

därmed baserar sig avhandlingen även på intervjuer av personer inom PwC 

Finland. I intervjuerna diskuterades problem som uppstått hittills, samt visioner 

om framtiden för RPA hos PwC Finland. 

Teoretiskt sett har RPA funnits redan sedan utvecklandet av Henry Fords 

produktionslinjer, men en starkare koppling kan göras till 

processutvecklingsmetoderna som skapades under den senare delen av 

1900-talet (Baranauskas, 2018). Omskapandet av affärsprocesser (eng. 

business process reengineering, BPR) är en processutvecklingsmetod där 

den gamla processen kasseras och därefter byggs det upp en mer 

kundcentrerad version av samma process  (O´Neill & Sohal, 1999). Hantering 

av affärsprocesser (eng. business process management, BPM) är en metod 

som har liknande mål som BPR, men försöker nå resultat genom att konstant 

göra små förbättringar av den existerande processen (Yu-Yuan Hung, 2006). 

Lean och Six Sigma är vidareutvecklade metoder av BPR och BPM som 

fokuserar på att minimera avfall, det vill säga icke-värdeskapande aktiviteter, 

och på att minimera antalet felaktiga produkter, både fysiska och icke fysiska 

produkter (Kilpatrick, 2003; Voehl, et al., 2014). 

Den ideala processen för mjukvarurobotar är en process som utförs ofta där 

all inkommande data är i en strukturerad och digital form, har få undantag och 

är tekniskt lätt att skapa (Annala, 2017; Lacity, et al., 2015; UiPath, 2018; 

Willcocks, et al., 2015a). För att ett RPA projekt ska vara lönsamt ska det 

generellt sett betala tillbaka sig på under ett år (Annala, 2017; Rajan, 2019). 

Mjukvarurobotar lämpar sig även mycket väl för säsongsbaserade processer 

där det sker en stor mängd transaktioner på en kort tid, eftersom kapaciteten 

hos RPA är mycket flexibel (Lacity, et al., 2015). 

En RPA organisation är ofta uppbyggd runt ett kunskapscenter, som kan vara 

strukturerat på olika sätt. De vanligaste sätten är ett centraliserat, hybrid eller 

ett utspritt (eng. federated) kunskapscenter (UiPath, 2018). Först används 

oftast den centraliserade modellen eftersom projekten är få och endast ett fåtal 

personer har den kunskap som krävs. Kunskapscentret behöver dock inte vara 
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beläget i it-avdelningen även om det är frågan om en it-teknik. Det kan till och 

med krävas att kunskapscentret ligger utanför it-avdelningen för en lyckad 

implementation av RPA (Lacity, et al., 2015). 

6.1. Diskussion 

Avhandlingen avslutas med en diskussion om kopplingen mellan RPA och de 

olika processförändringsmetoderna, samt om hur PwC Finland kunde 

vidareutveckla sin RPA organisation. Kopplingen mellan de olika metoderna 

och RPA är tydlig. RPA ersätter dock inte metoderna utan RPA kan ses som 

den tekniska komponenten som möjliggör de olika förändringarna som utförs 

med hjälp av metoderna. RPA gör det möjligt att enkelt koppla ihop olika 

system som inte diskuterar med varandra via de traditionella it-metoderna. 

RPA gör det även möjligt att skapa processer som genomförs tillräckligt snabbt 

och kostnadseffektivt för att vara genomförbara.  

Vid implementationen av RPA hos PwC Finland uppstod det en del problem. 

Det första problemet Markku Rissanen (2019) tog upp var att det första RPA 

projektet inte hanterades av it-avdelningen utan av verksamhetssidan. 

Projektet utfördes även av en tredje part, vilket medförde ytterligare problem. 

Det andra problemet Rissanen (2019) tog upp var förtroendet för it-

avdelningen då it-avdelningen inte tidigare hade slutfört ett RPA projekt. 

Eftersom it-avdelningen på PwC Finland alltid har varit väldigt liten har det inte 

heller funnits resurser att proaktivt skapa nya organisationer och ny kunskap 

innan det funnits en efterfrågan. Detta resulterade i en dragkamp mellan it-

avdelningen och verksamhetenssidan då båda ville kontrollera RPA projekten. 

Ett annat problem som uppstod av att verksamhetssidan hade kontroll över 

projekten var att olika tekniker inte jämfördes med varandra. Detta resulterade 

i att mjukvarurobotar användes för processer som skulle ha varit vettigare att 

utföra med hjälp av andra tekniker. Slutligen diskuterades även 

organisationsmodellen för RPA inom PwC Finland. Problemet med 

organisationsmodellen var att allt stöd för de nya robotarna hamnade på it-

avdelningens ansvar, när den första stödnivån borde ha varit hos ägarna av 

processen. 
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I avhandlingen presenteras tre möjliga vidareutvecklingsalternativ för RPA 

organisationen inom PwC Finland. Det första alternativet är att fortsätta som 

nu, det vill säga med en centraliserad modell. Detta är det enklaste 

alternativet, men resursbrister på it-avdelningen kan begränsa möjligheterna 

att utveckla RPA inom företaget. Den centraliserade modellen kan även 

begränsa spridningen av information inom företaget. 

Ett annat alternativ är att övergå till en hybridmodell, där de avdelningarna som 

har mest automationspotential skulle få sina egna kunskapscenter som lyder 

under det huvudsakliga kunskapscentret. Denna modell skulle delvis lösa 

problemen med den centraliserade modellen, men introducerar nya problem. 

Ett problem skulle vara problem med regler och regleringar, till exempel 

utvecklarnas självständighet. Det finns även en risk att satellitenheterna börjar 

utveckla egna modeller för implementation. 

Det sista alternativet som presenteras är att PwC Finland avstår från en 

teknikspecifik organisation, och istället skulle gå in för en automationsenhet 

som kan tillämpa olika tekniker på bästa möjliga sätt. I slutändan är det 

antagligen hit organisationen kommer att gå, men med ett medvetet beslut kan 

övergången göras snabbare.  
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