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Abstract 

The feasibility of implementing Robotic Process Automation (RPA) in a way that satisfies both the needs of users and the stakeholders in 

this technology was examined, with a focus on long-term viability. We used the Weighted Sum and Tchebycheff techniques to assess the 

efficacy of the model's execution after developing it with many objectives in mind. Using investigational hypotheses, questionnaires, and 

brainstorming sessions with corporate stakeholders, data was collected via an enterprise case study. The findings show that the 

implementation evaluation is improved by including user needs into the multi-objective model, which highlights the importance of user 

requirements in the RPA environment. Here are some practical rules to follow while designing and managing RPA with an eye on 

sustainability. Robotic process automation is one instrument in this technological arsenal. Robotic process automation (RPA) is a new 

technology that automates tasks that used to be done by humans. Compared to more conventional IT systems, RPA is both simpler and faster 

to deploy, according to prior studies. On the other hand, there is a lack of data about how organizational actors comprehend and justify RPA 

deployment. This research aims to understand the way RPA implementation unfolds by exploring the ways organizational actors give and 

make sense of RPA during the process, through the sensemaking lens. Prior literature has been researching the unfolding of change in 

organizations as processes of sensemaking and sensegiving. 
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Introduction 

Software robots, or "bots," that imitate human movement 

and behaviour may now be used by businesses to do 

monotonous activities and rule-based automated procedures. 

With labor prices on the rise and efficiency being of the 

utmost importance, many companies are relying on 

technology to increase production while decreasing error 

rates. Since its introduction in the mid-2000s, RPA has 

grown into one of the most significant technologies in 

several industries, allowing businesses to automate 

processes that were previously handled by people and free 

up valuable resources. Traditional methods of automation 

rely on ad hoc solutions and typically need the development 

of code for each application; in contrast, RPA provides a 

visual design platform that enables people to accomplish 

tasks, even if they do not know how to code. Artificial 

intelligence, screen scraping, and optical character 

recognition were all integrated into RPA, which greatly 

enhanced its automation capabilities.  

One useful tool for companies is RPA, or automation of 

robotic processes. Automating routine tasks that are based 

on rules is what it's all about. With RPA, or robotic process 

automation, companies may use AI to manage routine and 

repetitive work, freeing up employees and other resources 

for more strategic endeavors. RPA aids in the elimination of 

human error, the enhancement of accuracy, and the 

simplification of business operations. Teams are therefore 

free to concentrate on higher-level, more creative endeavors, 

thanks to the time and resources made available. In addition, 

RPA makes life easier for permanent human operators, 

which leads to better and faster production.  

Robotic process automation (RPA) also helps firms 

automate decision-making, which means teams may make 

better use of data to guide choices and achieve better 
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outcomes. Because bots can automate many administrative 

tasks, including human resources and accounting, this can 

lead to better utilization of resources overall. With the rise 

of digitalization, RPA will be crucial in assisting firms in 

being more nimble, productive, and lucrative down the road. 

Smart automation, made possible by RPA, has put 

automation in the realm of science fiction. Businesses 

frequently use RPA, or robotic process automation, to boost 

their production and efficiency. It makes use of software 

robots that automate and imitate tasks that people would 

typically carry out. With RPA, companies can automate 

boring and repetitive tasks, which boosts productivity, cuts 

down on human error, and saves money. 

 

 
 

Literature Review 

Aguirre, Santiago et al. (2017) [1]. An emerging software 

solution for automating rules-RPA refers to business 

processes that are based on computers and include things 

like structured data, predictable outcomes, and repeatable 

procedures. According to recent studies, RPA has the 

potential to boost productivity, speed, accuracy, and 

efficiency while decreasing costs and increasing cutoff 

times. Conducting a case study on a BPO provider allowed 

us to verify the benefits and effects of incorporating RPA 

into a service business process that encompasses both front- 

and back-office operations. Most of these apps dealt with 

back-office business operations in which the customer had 

no direct involvement, hence this was necessary. While this 

scenario did not result in a decrease in time, the data do 

demonstrate that productivity enhancement is the primary 

advantage of RPA. 

Das, Arindam et al. (2019) [2]. As a technological solution 

for business processes and services, one potential 

transformation lever that goes beyond outsourcing is robotic 

process automation, or RPA and conventional business 

process management. We look at how this can be 

implemented. Robotic process automation is a new kind of 

software promises to automate repetitive business 

operations enterprise-wide, leading to higher service quality, 

faster service delivery, and maybe FTE savings. In order to 

understand the user groups' expectations for the benefits and 

difficulties of RPA deployment, this exploratory study 

surveyed RPA practitioners extensively. In the RPA product 

development communities, we also discover supplementary 

viewpoints. As a result, we suggest strategies for bringing 

together the user and developer communities to foster a 

shared understanding and ultimately benefit the companies. 

Practitioners working on RPA product development or 

integrating RPA into their IT ecosystems might benefit from 

the results and suggestions. 

Chaurasia, Shubham et al. (2024) [3]. By automating routine, 

rule-based processes, An industry-altering development, 

RPA (Robotic Process Automation) is corporate operations 

and bringing about significant gains in efficiency, cost 

savings, and accuracy. The possible perks of robotic process 

automation (RPA) in several business processes are 

examined in this study paper, along with the difficulties of 

implementing RPA and ways to overcome them. The 

research makes use of a mixed-methods strategy, including 

expert interviews, case studies, and a thorough literature 

analysis. According to the results, RPA might greatly 

improve efficiency and output in a variety of sectors. 

Process appropriateness, scalability, governance, and 

change management are just a few of the considerations that 

must be properly considered and carried out by 

organisations when they use RPA. Companies seeking a 

competitive advantage via the usage of RPA will find this 

research helpful as it contributes to the current literature on 

the topic. 

Doguc, Ozge. (2020) [4]. Over the last decade, several 

software automation approaches have been created with the 

goals of lowering costs, increasing customer happiness, and 

decreasing mistakes. Robotic process automation, or RPA, 

is becoming more popular among companies. Software 

robots, or bots, are given the capacity to mimic human 

behaviour using RPA. While a human agent is busy with 

computer work, an attended robot may continue to work 

beside them. Robots that are meant to run automations 

without human involvement, on the other hand, are able to 

do so while concealed behind closed screens. Two types of 

AI are computer vision (CV) and robotic process 

automation (RPA) that enable robots to detect and mimic 

human behaviours in order to automate previously manual 

tasks. 

Ershova, Alena et al. (2023) [5]. "Robotic" is really process 

automation" describes the practice of using computer 

programs to carry out mundane, repetitive jobs. For this 

reason, they have several potential uses in accounting and 

finance. Some examples of jobs that may be automated 

using RPA include sending emails, accessing apps, and 

moving data across different financial systems. With RPA in 

place, human workers will be free to concentrate on higher-

level banking processes, customer engagement, and 

decision-making rather than repetitive, manual tasks. 

Automated process automation may cut down on data 

reconciliation, transcribing, and repetitive human labour by 

as much as 70% of it is in the financial sector. Right now, 

RPA might completely transform financial institutions' 

operations at a rate no other technology has seen before. 

With its potential to boost company efficiency, production, 

and bottom-line results, RPA is quickly gaining traction. 

 

Robotic Process Automation (RPA) and Its Application 

to PSA Systems 

The principles of interpretivism, a philosophical school that 

maintains that our subjective and impacted by our social and 

conceptual surroundings worldviews are upheld in this 

study. An essential aspect of the ongoing study, which 

interpretivism has bolstered, is comprehending the myriad 

challenges encountered by insurers in integrating RPA into 

policy administration systems across various worldwide 
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locations. Interpretivism enables us to delve further into the 

subjective viewpoints of many stakeholders in RPA 

adoption, which is necessary due to the complexity, reasons, 

and organizational dynamics involved.  

Insurance companies have several challenges, including 

integration issues, organizational resistance, and regulatory 

difficulties. This article takes a deductive approach by 

reviewing previous research on RPA adoption ideas and 

concepts. This study starts with reviewing the existing 

literature and theories on RPA in the insurance industry, 

then moves on to the evaluation of these hypotheses by 

secondary data analysis. By not testing any specific 

hypotheses or reaching any general statistical conclusions, 

this study seeks to learn as much as can be learnt about the 

subject at hand-an exploratory research strategy. 

Because RPA implementation in the insurance industry is 

still relatively young, this study design offers a rare chance 

to look into unexplored patterns, challenges, and 

experiences. Examples of secondary qualitative data include 

the research articles, industry reports, and news items that 

were utilized to gather data for this study. Since it 

incorporates the diverse and insightful experiences of 

insurers from throughout the globe, this type of information 

is a fantastic resource. The use of theme analysis to the 

gathered data allows us to more easily identify recurrent 

concepts that may point to issues with RPA deployment. 

Many concerns have been voiced about RPA's potential 

application in insurance policy administration systems; one 

method allows for the presentation and evaluation of 

qualitative information in a way that brings attention to 

these issues. 

Conventional wisdom holds that the insurance sector's 

robotic usage is defined by its heavy dependence on 

structured data and labour-intensive manual processes. The 

administration of policies, a crucial tactic in the insurance 

industry, is a tedious and error-prone process that requires 

constant attention to detail. In light of these concerns, RPA, 

or robotic process automation, has been introduced globally.  

 

Significance of RPA 

This research is significant because it thoroughly examines 

the ways in which big organizations might automate their 

business operations with the help of AI and RPA. That 

which is paramount for organizations to know as they go 

through digital transformation is how these technologies 

will affect them and what they can do with them. 

1. Enhanced Operational Efficiency: Automated 

processes and artificial intelligence have the ability to 

greatly enhance operational efficiency, which is one of 

its main advantages. Reduced manual effort and faster 

process execution are the results of RPA's automation 

of repetitive, rule-based operations. AI's capacity to 

handle increasingly complicated jobs, analyses massive 

amounts of data, and make intelligent judgements 

further increases process efficiency. This research is 

helpful because it reveals how big companies may use 

this technology that may boost productivity, decrease 

expenses, and enhance efficiency. 

2. Strategic Decision-Making: When it comes to making 

better long-term decisions, AI tools, such as models for 

predicting future outcomes and machine learning, are 

priceless. Better, more data-driven judgements may be 

made with the help of AI by examining data trends and 

producing practical insights. Examining how AI can 

automate decision-making is the focus of this study. It 

provides helpful suggestions for organizations that want 

to use AI for strategic objectives, better forecasting, and 

market competitiveness. 

3. Workforce Management and Change Adaptation: 

Workforce management is greatly affected by the 

combination of AI and RPA. Employees will have more 

mental bandwidth for strategic initiatives, more 

strategic work as a result of these technologies' ability 

to automate mundane chores. Effective change 

management tactics, such as reskilling and training for 

employees, are necessary for this transformation, 

nevertheless. Companies may use the study's insights 

on managing organizational change to better educate 

their staff for new jobs and make the transition to 

automated processes smoother. It also emphasizes the 

significance of addressing workforce impacts.  

4. Ethical and Governance Considerations: Ensuring 

justice, transparency, and compliance with legislation 

are some of the ethical and governance difficulties that 

AI usage brings. If we want to keep people's faith in AI 

systems and prevent the problems that come with 

biassed or opaque systems, we must solve these 

problems. organizations may benefit greatly from this 

study's recommendations on how to responsibly use AI, 

create strong governance structures, and set ethical 

rules due to its emphasis on these areas.  

5. Practical Insights and Recommendations: This report 

offers insights and suggestions for major organizations 

looking to use RPA and AI technology by reviewing 

real-world case studies and empirical evidence. 

organizations may use the data so that you may weigh 

the benefits and drawbacks of different technologies, 

which will help them make educated decisions and 

implement best practices for automation. 

6. Contribution to Academic and Industry Knowledge: 

By examining RPA and AI Academic and industry 

knowledge is enhanced by the research within the 

framework of business process automation. It 

contributes to the current literature on these 

technologies by providing fresh viewpoints and ideas 

that can guide studies and applications in the future. 

Experts, consultants, and decision-makers in the field 

who want to know what's new with automation 

technology may also use the study's results. 

 

AI Changing Enterprise Automation 

RPA's rapid development has been impressive. Data input, 

scraping, and extraction are examples of repetitive, high-

volume processes that RPA automated using low-code, 

easy-to-adopt automation techniques, therefore removing 

long-standing productivity bottlenecks. 

Intelligent Automation was built on top of this RPA-led 

corporate automation framework and integrates RPA with 

cognitive technologies including generative AI, fuzzy logic, 

fields such as computer vision, machine learning, and NLP. 

By utilising generative AI, automation creation and 

interaction have become more easier and faster, completely 

transforming business automation capabilities. By 

incorporating generative AI into Intelligent Automation 
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platforms, several benefits have been realized. These 

include automation assistance through natural language, the 

ability to generate functional automations automatically, 

which speeds up the automation development lifecycle, and 

robust, self-repairing automations. These capabilities allow 

for the automation to self-recover from changes to 

underlying applications, which was previously a weakness 

of RPA-driven automations, and they have reduced 

execution failures by more than 50%. 

Generative AI is also the backbone of artificial intelligence 

agents, a game-changing technological development that 

allows LLMs to reason, learn, communicate with people in a 

natural way, and act to accomplish objectives. For AI agents 

to take action, we need to link them to the systems and apps 

that allow them to send emails and save reports, among 

other things. Agentic workflows include the option to select 

RPA bots for precise task execution at the process level. 

Actually, the way forward for organizations in creating, 

deploying, and managing AI agents is through platforms 

that offer Intelligent Automation solutions using RPA and 

AI. Artificial intelligence (AI) and robotic process 

automation (RPA) automation systems are prepared to 

handle the privacy, governance, and security challenges that 

come with business deployments, and they are designed to 

help with everything from managing data sources to 

application access restrictions. Also, they can handle 

hundreds of automations with ease and centralized control 

because of their scalable design. 

 

Conclusion 

The most exciting part of this study trip was also the 

occasional assistance from the university supervisor and the 

case company. The first study issue concerned the amount 

of time it took to complete tasks; to answer this, researchers 

used a questionnaire to gauge both the efficiency of the 

process and the effect that RPA had on this time. The 

section on notable results provides further details on the 

findings. After implementing RPA, most respondents found 

that manual, repetitive, and time-consuming jobs took less 

time overall, and they were able to focus on other tasks 

while RPA processed their work or ran reports. Along these 

lines, most respondents felt that monthly and quarterly 

deadlines are simpler to manage after RPA adoption. 

Examining RPA's dependability on the claim of the error-

free operation of RPAs and the reliability of RPA output 

revealed different perspectives, nonetheless. 
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