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RPA Moves To Center Stage

Robotic process automation (RPA) is a technological evolution 

of business processes that enables employees to focus on 

more strategic tasks while it automates business processes in 

the background. Organizations are just beginning to touch on 

the capabilities of RPA; however, both business leaders and 

employees are already concerned that RPA or, more commonly, 

bots will take over human jobs. This is partly true, but it will also 

create new roles that depend on RPA/bots and will ultimately 

boost employee productivity. The more RPA is used, the more 

beneficial it will be to organizations and the more it will drive 

higher levels of business efficiency. 

Key Findings

Say goodbye to repetitive, mundane tasks. 

Employees and business leaders are excited 

about RPA and its value for their work and 

organization. They cited error reduction and 

accuracy as key benefits.

Organizations must manage the change 

management process. Firms need to better 

communicate with employees what they plan 

to do with RPA/bots to reduce employees’ 

fear for job security.

Partner with the right specialists. 

Organizations pointed to the lack of skills and 

expertise when it comes to implementing RPA/

bots, which is why firms should seek specialist 

solution providers.
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The need for rapid digitization has pushed RPA to a prominent 

position in automation strategies. RPA’s ability to automate highly 

repetitive, rule-based tasks is set to make current roles more 

effective and efficient by reducing manual errors (41%), especially 

with 47% of employees stating they sometimes/often forget a step 

in the process. RPA also improves efficiency and effectiveness by 

lowering costs (36%) and taking over routine tasks to allow human 

workers to focus on more strategic work (34%).

According to Forrester’s research, RPA’s growth will continue,  

with global spending on RPA services in 2019 set to exceed  

$5 billion — and $12 billion by 2023.1 

Managers and employees highlight 
manual errors as a top issue, revealing 
that quality of work is a concern and a 
key driver for RPA adoption. 
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RPA: The Tool For Quality Output/Service

“What effect do investments in RPA have on the 
employee’s job?” Rank top three

Base: 51 respondents whose seniority level is manager or above
Source: A commissioned study conducted by Forrester Consulting on behalf of NICE, November 2019

Reduce manual errors

Lower costs by replacing  
low-value human activities

Take over routine tasks, 
enabling human workers 
to focus on more 
strategic work

41%

36%

34%
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Managers Expect RPA To Boost CX, 
Reduce Costs, And Improve Self-Service 
Capabilities

In the age of the customer, RPA is a crucial tool for human agents 

to reduce focus on systems and develop their customer-centric 

skills. As such, RPA is considered to be important in improving 

customer service team efficiency (80%), enabling a more holistic 

view of the customer.

RPA is not only a key component of a broader digital 

transformation but also a cost mitigation strategy (88%). Further, 

72% of managers are looking at RPA as an enabler of customer 

self-service in emerging channels. This aligns with how customers 

increasingly use self-service as the first point of contact with 

customer service organizations.

“How important is it that you gain the following 
from leveraging RPA-enabled digital workers  
to engage with employees?”

Base: 51 respondents whose seniority level is manager or above
Source: A commissioned study conducted by Forrester Consulting on behalf of NICE, November 2019

Expand self-service to emerging channels 
such as mobile apps, social media, and 
mobile messaging

Use RPA bots to gather diverse information 
from legacy systems to create an efficient 
360-degree view of the customer

Use digital workers to offload routine 
existing contact center agents’ tasks

Deliver the same service but at a lower cost

Improve overall workforce productivity

Make customer service teams more efficient

Improve business process efficiency

Improve customer satisfaction metrics

Increase win rates with customers

55% 33%

49% 37%

43% 37%

53% 35%

49% 35%

39% 37%

31% 41%

31% 47%

41% 31%

O
verview

S
ituatio

n
C

halleng
e

O
p

p
o

rtunity
C

o
nclusio

n

FORRESTER OPPORTUNITY SNAPSHOT: A CUSTOM STUDY COMMISSIONED BY NICE | NOVEMBER 2019

THE RISE OF RPA WILL DRIVE HIGHER LEVELS OF BUSINESS EFFICIENCY

Very important Important

C
us

to
m

er
 e

xp
er

ie
nc

e
O

p
er

at
io

na
l e

xc
el

le
nc

e
F

ro
nt

-e
nd

/s
al

es
 e

na
b

le
m

en
t

S
ituatio

n



5

Employees Recognize RPA’s Ability To 
Improve Customer Service And Delivery

Employees like call center agents need to collect information about 

a customer, but they must often open several apps to understand a 

customer’s history. RPA bots interact with agents to help move the 

contact center from fax-and-paper tedium, errors, and repetitive 

tasks to better customer interaction, advice, and judgment, 

resulting in more engaged workers. When we asked employees 

about RPA’s role, almost half (49%) said RPA has removed some or 

all mundane tasks and helped them to focus better on their work. 

For example, a customer’s identity, query, and overall business 

context are often buried in multiple slow legacy systems. With 

RPA, a customer support representative (CSR) gets immediate 

access to relevant customer information, drawn from core systems, 

including business information, previous engagements, and 

recommendations on the next best actions to take.

“Does RPA remove significant mundane work/
tasks, allowing for better engagement with your 
work and customers?” Select one

Base: 53 respondents who work as an individual contributor 
Note: Not all responses shown.
Source: A commissioned study conducted by Forrester Consulting on behalf of NICE, November 2019

45%

28%

4%

19%

Yes, it has removed some 
mundane tasks and enabled 
employees to focus better 
on their work/customers

Yes, it has removed mundane 
tasks, but it hasn’t enabled 
employees to focus better on 
their work/customers

No, it hasn’t removed 
mundane tasks from 
employees

Yes, it has removed all 
mundane tasks and enabled 
employees to focus better 
on their work/customers
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Automation Drives Fear  
Into Employees’ Jobs

The sentiment we often hear in the news is, “Robots will take over 

your job; whatever you can do, they can do better.” Headlines like 

these often drive fear about the automation market. However, it’s 

more complex than that: While some jobs will be replaced with 

bots, dependent work will also be created. For example, lower-

skilled workers can gain technical and vocational certifications in 

RPA maintenance.

Nevertheless, 58% of employees are still worried that their job 

security is at risk due to the rise of RPA. In turn, this creates 

additional fears: 53% of employees feel that the more successful 

bots are, the more investment will be diverted toward the tools, 

rather than the people. 

“What are the top risks or challenges  
you perceive from your organization’s use  
of digital workers/bots?” Select all that apply

Base: 53 respondents who work as an individual contributor
Source: A commissioned study conducted by Forrester Consulting on behalf of NICE, November 2019

58%

53%

36%

36%

15%

Fear of job security

The success of the bot will 
lead to more investment in 
bots and less investment 
in people

I won’t have the skills to 
keep up with its evolution

There will be a 
cultural resistance 
at operational levels

It will negatively impact  
me on a psychological level
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RPA Still Needs To Overcome Some 
Operating Barriers

As with any new technology, firms often underestimate or simply 

don’t know how to best implement the technology. In other words, 

firms are bound to run into barriers when implementing new 

technologies. For instance, just under half of business leaders say 

the lack of internal skills to implement and operate the system is a 

top challenge (49%). 

Reinforcing the employee sentiment of job security, 45% of 

business leaders say that RPA tools are making employees feel 

uncomfortable about their job security. Forty-one percent think that 

if their companies don’t address the incoming change, they will 

face resistance within the company, which is why it’s important to 

include different lines of business to ensure a successful change 

management process. 

“What are the top risks or challenges you 
perceive from the use of digital workers?” 
Select all that apply

Base: 51 respondents whose seniority level is manager or above
Source: A commissioned study conducted by Forrester Consulting on behalf of NICE, November 2019

49%

45%

41%

37%

35%

Lack of internal skills 
to implement and 
operate such systems

Make employees feel 
uncomfortable about 
their job security

Internal culture 
change resistance 
at operational levels

Governance issues

Technology is still too early 
in its development lifecycle 
and prone to failure
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Organizations Should Automate 
Processes With The Highest ROI Potential 

Organizations are mostly meeting or exceeding the benefits they 

expected from the implementation of RPA. However, there is 

organizational lag in the value from RPA in reducing costs. This 

means that either the expectations are too high or organizations are 

not managing the change in the right way. This could also derive 

from choosing automation for the more complex, time-consuming 

processes rather than the ones that drive the highest ROI. 

Automated tools today can prioritize and recommend the processes 

with the highest ROI potential.

“When your organization implemented RPA,  
what benefits did you expect the technology  
to have on your business? What benefits did  
the technology actually have on your business?”

Base: 51 respondents whose seniority level is manager or above
Source: A commissioned study conducted by Forrester Consulting on behalf of NICE, November 2019

49%

49%

47%

49%

57%

39%

43%

47%

41%

47%

47%

37%

33%

27%

39%

24%

Benefits expected Benefits actually received

Reduction in 
manual efforts

Improved 
compliance

Improved 
data quality

Increase productivity 
(throughput)

Better customer 
service

Lower 
headcount

Better employee 
engagement

Cost reduction by replacing 
low-value human activities
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Automation Leads To  
A Liberated Workforce 

With the RPA services market exploding, RPA platform vendors are 

pushing for innovation. In turn, employees want bots to execute 

routine tasks on their behalf quickly and accurately (41%). This 

enables employees to focus on more strategic tasks and increases 

their energy and productivity levels (31%). However, the most 

intriguing employee desires for RPA are the need for real-time 

guidance and next-best-action recommendations (33%). 

Most companies today invest in AI to reduce costs or, as a 

defensive measure, to keep up with or get ahead of peers. But 

automation is much more than that. It can lift employees to new 

levels of commitment, energy, and productivity; put a human face 

to a brand; and provide customers with new experiences. 

“What would you like see RPA do going forward?” 
Rank your top three

Base: 53 respondents who work as an individual contributor
Source: A commissioned study conducted by Forrester Consulting on behalf of NICE, November 2019 

Rank 1 Rank 3Rank 2

17%

12%

9%

9%

3%

2%

13% 41%

31%

33%

22%

17%

13%

10%

11%

7%

7%

4%

11%

9%

13%

6%

7%

7%

Execute routine tasks, on my behalf, quickly and accurately

Increase productivity levels

Provide me with real-time guidance and next-best-action 
recommendations

Enable me to provide better customer experience/services

Deliver rich, contextual data drawn from multiple systems

Offer real-time on-screen compliance guidance
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Conclusion

Forrester’s study of business leaders and employees yielded 

several key findings: 

Current RPA’s benefits are just the tip of the iceberg. 

Increased worker productivity, improvements in business 

efficiency, and better employee engagement are just beginning 

to be realized and tracked.

Human-centric change management. RPA’s success within 

your organization depends on your change management 

capabilities; employees want to feel valued and safe, not fearing 

job security. They need to clearly see how RPA can assist them 

with tasks and improve quality of their work and their overall 

performance. 

Seeking partners is a must. Solution providers that understand 

RPA and cognitive automation will be able to help all types of 

organizations to implement RPA, train their employees on how 

to use the new technology, and track benefits.

Project Director:
Tarun Avasthy, Market Impact Consultant

Contributing Research:
Forrester’s Infrastructure and Operations
research group
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Methodology

This Opportunity Snapshot was commissioned by NICE. To create this 
profile, Forrester Consulting supplemented this research with custom 
survey questions asked of 51 business leaders and 53 information workers 
who are responsible for RPA (business leaders) or users of RPA technology 
(employees). The custom survey began in March 2019 and was completed 
in November 2019.

ABOUT FORRESTER CONSULTING
Forrester Consulting provides independent and objective research-based consulting to help leaders succeed in 
their organizations. Ranging in scope from a short strategy session to custom projects, Forrester’s Consulting 
services connect you directly with research analysts who apply expert insight to your specific business challenges. 
For more information, visit forrester.com/consulting.

© 2019, Forrester Research, Inc. All rights reserved. Unauthorized reproduction is strictly prohibited. Information 
is based on best available resources. Opinions reflect judgment at the time and are subject to change. Forrester®, 
Technographics®, Forrester Wave, RoleView, TechRadar, and Total Economic Impact are trademarks of Forrester 
Research, Inc. All other trademarks are the property of their respective companies. For additional information, go to 
forrester.com. [E-42531]

Demographics

1,000 to 4,999 employees: 38%

5,000 to 19,999 employees: 24%

20,000 or more employees: 38%

Contact center: 8%

Human resources: 15%

Finance/accounts: 31%

Operations: 46%

Canada: 50%

US: 50%

Individual contributor: 50%

Manager or above: 50%

COUNTRY OF RESPONDENT

ROLE OF RESPONDENT

SIZE OF ORGANIZATION

DEPARTMENT  

OF RESPONDENT

ENDNOTES

1 Source: “The RPA Services Market Will Grow To Reach $12 Billion By 2023,” Forrester Research, Inc., July 10, 2019.
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