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Foreword  

This report covers the latest findings about the RPA (Robotic Process Automation) market in Finland. 
The authors of the report, team members working for the Nordic Intelligent Automation Center of 
Excellence at Capgemini, compiled the information not only for the benefit of their own team, but to 
share insights with everyone interested in the topic.  

As we interact with our customers on a daily basis, we are constantly asked questions such as: “How 
are other companies running their RPA programs?”; “Are they behind or ahead of us?” ; “How are other 
companies investing in RPA?” ; “Is someone changing their core RPA technology?” ; or “What kind of delivery 
models are they following?”  

The RPA market and people and technologies related to it, have developed a lot over the past few 
years in Finland. Initially, when some of our currently employed RPA experts started doing RPA, their 
teams were often positioned as internal start-ups or trials in a corner of a company with no big 
expectations. Early RPA adopters saw a development of a totally new industry, with investment areas 
evolving e.g. from small  pioneer teams running pilots to specialized teams running global automation 
programs. Development focus was shifting from cowboy coding and automations running on laptops 
to best practice implementation models running in cloud platforms. Three years ago, if you typed 
RPA in LinkedIn search, you would find only a few thousand people listed with that skill. At the time 
of writing this study, it listed 192,378 hits. Robotic process automation is becoming more mature, 
industrialized and professionally managed.  

RPA companies are making acquisitions and building up their automation suite to cover 
automation potential ranging from discovery and process mining (e.g. UiPath’s acquisition of 
ProcessGold and StepShot or Blue Prism’s acquisition of Thoughtonomy) to increased end-to-end 
Intelligent Automation fueled business cases at enterprise level, with long-term strategies being 
established. This is evident in the rising willingness of enterprises to invest in growth, especially 
among early adopters. 

So, we can confidently say now that RPA is here to stay while companies are whiteboarding their RPA 
roadmaps and visions across the new decade. RPA has proven that it is not only a band-aid for a short 
period but a technology to support agile digital transformation for real needs. Still, there is a lot of 
ground-work to be done, especially in our ability to scale up. We hope that this report gives you food 
for thought and that you find something that helps you with your RPA journey. Enjoyable reading 
moments! 
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https://www.uipath.com/newsroom/uipath-acquires-process-gold-unparalleled-process-understanding
https://www.uipath.com/newsroom/uipath-acquires-stepshot-adds-process-documentation-to-market-leading-rpa-platform
https://www.blueprism.com/thoughtonomy/


The current state of RPA in Finland  

Background information of respondents

The Finnish RPA Market Survey was conducted 
in September 2019 by the Capgemini Intelligent 
Automation experts. The research responses 
were collected with an online questionnaire, 
which was sent to 100+ persons in Finland  who 
were pre-screened or were identified as decision 
makers in their own organizations’ RPA initiatives. 
The total number of respondents was 38 in 

Finland. To avoid bias towards a specific RPA 
program or a big company, we limited the 
number of responses from each company or 
organization to one, but due to anonymity of 
independent responses we cannot fully prove 
to you the veracity of this case. But here is an 
overview of the profiles we interviewed. 

• Financial and Insurance Services (FS) industry was the biggest 
respondent industry (~29%).

• The second biggest represented industry was Manufacturing (~13%).

• The third biggest was Information Technology (~11%).  

• Over half of the respondents (54%) were from IT department and 
18% from Accounting and Finance .

• Only 18% responded that they are working as a technology expert / lead in organization. 

• Most of the respondents were working in project management, program owner or 
organization development roles.  

• Most of the respondents (78%) were primarily making their revenue in a domestic 
market and only 22% were making most of the revenue in an international market.  

• Half of the respondents were working in SME company (<1000 employees) and 
¼ in a large company (>10.000 employees). 
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Figure 1: Respondent’s industries. Other industries included logistics, facility services, wholesales, gambling.     
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Figure 2: Respondents’ business units and departments. There were no respondents within human 
resources & payroll, marketing & advertising, supply chain & logistics and legal.      
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We are delighted to see that many people have shown 
interest towards the study already in the information 
collection phase. This is clear proof that there is an 
increasing need to understand how organizations’ RPA
programs benchmark to others.” 

Jaakko Lehtinen, 
Head of Nordic Intelligent 
Automation CoE, Capgemini 
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Figure 3: Number of employees in respondents’ organization      

Figure 4: Respondents’ companies’ turnovers        



RPA, as we know it, landed in Finland in early 
2015 when organizations started their first 
implementations. Our survey respondents did 
not come from any of these organizations. We 
are aware of some RPA pilots having taken place 
in Finland already in 2014, but that cannot be 
concluded from the study responses.  

39% of our survey respondents started their RPA 
journey in 2018, which was a remarkable year for 
RPA in Finland (Figure 5). There is no clear 
indication of any specific industry being 
especially relevant as an innovator or an early 
adopter, but the first individual companies have 
been from telecommunications, IT and Finance 
sectors (Table 1).  

2019

2018

2017

2016
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18%

18%
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The early beginnings and the present scene of RPA in Finland - 
How far are companies in their RPA journey?   

Figure 5: When did your company first deploy robots?       



When did companies start their RPA journey by industry?Table 1

Industry Starting year

Construction 1 1

Consumer Products 11

Energy & Utilities 211

Financial & Insurance Services 1161 3 1

Health Care and Social Assistance 321

Information Technology 42 1 1

Manufacturing 521 2

Oil and Gas 11

Other industry, what? * 411 2

Public sector 11

Real Estate, Rental and Leasing 11

Retail 11

Telecommunications 31 2

*Other industries included Logistics, Facility Services, Wholesales/Logistics and Gambling. 

More than 60% of the companies interviewed in the study are happy or extremely happy with 
their RPA program, 30% are somewhat happy and only 8% are somewhat dissatisfied. None 
were disappointed.  

2016 2017 2018 2019 Grand Total 

Grand Total 38157 9 7
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Figure 6: How happy are you with your RPA program?      

How happy are the companies with their RPA initiative?

AVE 3.6



What has been the 
biggest positive outcome 
regarding RPA?” 

2.

1.

3.

4.

5.

6.

It seems that overall RPA has brought value 
to companies, which can be perceived as a 
contributing factor in favour of continuing 
investments in RPA use cases in the future. 
This interpretation gives direction, but is not 

conclusive, as it should be kept in mind that 
most of the respondents are employed within 
RPA initiatives, hence causing some bias on 
the mood in responses.  

It seems that positive learnings will 
mostly fall into four categories:  

• Ease in implementation 

• Rapid development   

• Solution for age-old issues  

• Widespread interest as a new 
technology to learn 

If you are comparing the satisfaction 
levels of RPA to that of other new 
and emerging technology initiatives 
ongoing around us, such as virtual 
reality, blockchain, or artificial 
intelligence, I don’t think the rates 
are as high. On the other hand,
we have not seen any emerging 
enterprise software technology 
getting this large adoption in only a 
few years. It would have been 
impossible to predict growth rates 
like this back in 2014 when I first 
started seriously looking into RPA 
and the opportunities it provides.”

Jaakko Lehtinen, 
Head of Nordic Intelligent
Automation CoE, Capgemini
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Ease and 
speed of 

implementation.

Rapid 
development.

Business 
benefits 

realization 
speed.

It really 
works, most of 

the time.

That’s how 
complicated 

things a robot 
can do.

People’s big 
interest and 

positive 
attitude towards 

the new 
technologies.

- Respondents
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Again the challenges then fall under these categories: 

• Lack of a robust RPA strategy and roadmap 

• Difficulty managing organizational change 

• Concerns about IT security and compliance 

• Lack of experienced RPA resources       
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Even though positivity and happiness about RPA exists, there are 
areas still evolving. Those relate to: 

• How fast companies can adopt new technologies and get 
employees onboarded  

• How implementation time and costs are optimized  

• How change management and RPA operations are managed 

What are the biggest challenges regarding RPA? 

Amount of 
manual work
 needed for 

development is 
still quite high.

The slowness 
of our own 

organization 
to take part in 
RPA projects.

Lack of understanding 
of the current business 

processes and lack 
of time from business 
to invest in improving 

their processes.

Initial misconception 
that RPA is not an IT 

tool and development 
can be done by anyone. It 

is regular IT tool that 
need to be used by 

fully dedicated 
tool experts.

Competence 
build up 

(not so many 
“ready” resources).

Change resistance 
from the benefiting 
organizations that 
makes it harder to 
recognize further 

improvement 
possibilities.

1. 2. 3.

4. 5. 6.

- Respondents



If we go back in time a few years, negative experiences were mostly related to how to maintain steady RPA 
operations and arrange change management. It seems that the majority of these issues have been fixed 
with best practice models and technology development, but it continues to cause issues at some level. 
Now, it seems that the big question is how to enable growth and scale. For being able to scale, quite many 
areas should be improved within a company, such as raising awareness, getting people onboarded, having 
industrialized RPA operations model and reasonable investments. 

The maturity level growth can also be seen from the focus which is shifting from piloting towards more 
industrialized way to build and maintain operations. Tangible business benefits have been gained, time of 
“happy path” coding is ending when no allowance for exceptions or errors was given in a default scenario. 
Based on open answers, there is an increasing focus on building robust solutions in an industrialized 
manner, which would take into account all possible sorts of exceptions. RPA is no longer seen as a “Swiss 
army knife” for every single business problem. As powerful as it is for suitable use cases, companies are 
also looking for alternative technologies  to support their business process automation transformation to 
which, RPA has given a boost. 

In the good old times problems existed before the solution.”
old wisdom 
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Surprisingly in this study, Customer Service 
took the leading position in areas gaining the 
biggest benefits from RPA. Our hypothesis had 
estimated that Finance and Accounting would
be the biggest beneficiary of RPA but we agree 
that there is a lot of automation potential in 
customer service. Also, HR, Production, and 
Supply Chain & Logistics are potential areas 
for driving automation.

While industry-specific processes in Financial 
Services continue to see the highest benefits 
of RPA and accounts for over half of the overall 

RPA software market, supply chain and logistics 
is also showing potential growth in terms of 
reaping benefits from RPA as well as with other 
emerging technologies. 

Our opinion is that Supply Chain and Logistics 
is the area which has not yet even touched the 
surface of intelligent automation benefits. Of 
course, there are some exceptions in this domain 
as well who have really invested heavily into 
intelligent automation. 

The early enterprise adopters have passed the stage of learning lessons 
in their adoption curve  and are currently focusing on establishing the 
groundwork for scaling their RPA across all business functions. They are 
setting up industrialized operating models and scalable platforms to 
explore other business areas to automate.”

Lauri Huhtamaa, 
Automation Consultant, Capgemini 
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Figure 7: Which business areas do you see getting the biggest benefit from RPA?   



‘AI’ was mentioned by six different respondents as the emerging or disruptive 
technology they are planning to use within next three years. With the latest 
development in the market it is easy to see that majority of RPA vendors are 
placing their bets providing embedded AI solutions to provide holistic 
end-to-end automation suite for their enterprise customers.

The respondents shared only a few different 
answers which drill down to the following responses:
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Key trends in technology field 

What other emerging or disruptive 
technologies are you planning 
to utilize in the next 3 years? 

AI

Machine 
learning

Blockchain
I think they 

will be mostly around 
intelligent automation, 
machine learning and 

AI models utilizing 
deep neural networks 

being in the core

Automate 
process discovery 

tool and simple RPA 
development tools 
for non-technical 

persons.

1.
2.

3. 4.

5.



RPA’s impact on business   

RPA potential is viewed to be high among the respondents. On a scale from 1 to 5, most of the 
respondents see the potential to be 4 or 5, and none of the respondents chose the lowest value.  

According to the responses, most companies start their RPA journeys by automating financial 
processes and it is clearly the most common function in which to implement RPA solutions. This is 
understandable, because finance departments usually have well defined, repetitive and documented 
processes, which might have already been outsourced or centralized to a service center. Also, 
financial processes are relatively stable and IT system renewal periods are long, thus enabling 
good grounding for RPA use.    

• 31 of the respondents (82%) have implemented RPA in Finance and Accounting. 

• Followed by Customer Service (16 respondents, 42%) and Human resources 
       (14 respondents, 29%).

• It is also notable that most of the respondents (20) have focused their RPA efforts 
only in 1-2 key departments. 

• Only 6 respondents (16%) have implemented RPA in more than 3 departments.

• The least interesting areas for automation according to the responses are legal and R&D.

As only 16% of companies have implemented RPA 
into more than 3 departments, it shows us that 
RPA has not been scaled yet.” 

Johannes Kaarnijoki, 
Senior Business Analyst, Capgemini 

AVE 3.9
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RPA potential for business processes

Figure 8: What potential do you see in RPA regarding your business processes?  

1                                    2                                  3                                           4                                     5



When looking at the differences between industries, clearly Financial & Insurance Services 
have implemented the most automations mostly in the F&A area. F&A automations are 
done also within all other industries and HR in almost all sectors, whereas Customer Service 
automations are more focused on Financial & Insurance Services, Information Technology 
and Telecommunications. What we see in the market though, is that organizations working 
more with legal topics are looking more into NLP and machine learning technologies as 
their work is more unstructured and not solely relying on a rule-based structure that RPA as 
a standalone solution is providing. 

Accounting and Finance

Customer Service
Human Resources

Information Technology

0%  10%  20%

82%

37%

30% 40% 50% 60% 70% 80% 90%

42%

Production 24%

24%

Supply Chain and Logistics 24%

Other, What? 11%

R & D 5%

Legal 3%

 

I think that Finance and Accounting will beat Customer Service also in the
 future regarding the number of robots implemented. This is because 
Customer Service work is constantly under heavy changes and systems 
and processes are constantly developed and changed. Also, we see 
more benefits coming from system renewals and conversational AI 
implementations rather than RPA. Hence, the RPA script lifetime value 
is lower in Customer Service than in Finance and Accounting.” 

Tiina Lehto, 
Senior Business Analyst, Capgemini 
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Figure 9: Number of functions in which RPA has been implemented 

Marketing and Advertising 8%



Time savings and operational efficiency 
improvements are viewed as the most important 
metrics for RPA benefits according to the survey. 
However, it is to be noted that the time saving is 
usually utilized to allocate the employees’ time in 
new or more meaningful work (89% of the cases), 

hence the fear of losing one’s job completely for 
robots is not valid in most of the cases. However, 
there are some companies also with larger FTE 
reductions and these are the companies, 
which have worked with RPA already for 
several years.  

The less commonly used metrics include customer and employee experience. The rationale behind 
it may be in the qualitative nature of measuring them compared to time savings or operational 
efficiency which can be measured numerically more easily. Other metrics mentioned by the 
respondents include revenue leakage (prevention), new revenue potential and synergy benefits 
with IT development and testing. 

Years with RPA FTE Reduced 

None Less than 5 5-20  20-50  Over 50 

1 13.5% 

29.7% 

5.4% 

2.7% 

2.7% 

5.4% 

2 2.7%

3 10.8%

10.8%

8.1%

4 2.7%

5.4% 8.1%

5.4% 2.7%

2.7%Total 56.8% 16.2%

According to our experience, customers are mainly 
looking for a couple of easy-to-measure KPIs to prove the 
power of RPA at least with the first pilot projects. However, 
quality aspects such as error reductions are also considered 
very important and, in many cases, they outweigh time 
savings and improvements in throughput time if you can 
address a cost for a single error.” 

Anna Valaja,  
Business Analyst,  Capgemini
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Percentage of respondents with certain number of FTE reduced vs. number of years with an 
active RPA program in production.

Table 2

Business metrics for RPA benefits

I don’t know 

2.7%

2.7%

2.7%



Time savings realized in new or more 
meaningful work

Operational efficiency such as improved
throughput or processing time

Quality improvement

Time savings realized in personnel cost

Error reduction

Employee experience

Customer experience

Other, what?

0%  10%  20%

92%

30% 40% 50% 60% 70% 80% 90%

71%

71%

55%

53%

37%

26%

8%

100%

With the first automations, often one of the key goals of the implementations is 
to grow knowledge and understanding of RPA inside the organization. Hence, the 
actual saving targets from PoCs can be more modest or fully lacking, and connection 
to strategic targets missing.

What we also see now in the market is that companies are understanding that 
RPA KPI measurement on a larger scale will require looking into performance of 
the whole process. E.g., process mining can be continuously used to quantify and 
measure effects of your RPA program.”

Tiina Lehto, 
Senior Business Analyst, Capgemini 

None 
Less than 5

5-20 

0  10  20  30  40

16%

57%

11%

50 60

I dont know 8%

Over 50 5%

20-50 3%
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Figure 11: What business metrics do you use with RPA? 

Figure 12: How many employees have been reduced due to RPA



How many FTEs have been reduced due to RPA in terms of how big investments will be 
made into RPA in the next three years?Table 3

Investments and ideas for the future 

45% of the survey respondents report that they 
have a long-term enterprise-level RPA strategy 
established.  

Out of the 15 respondents who are planning to 
spend over 500k€ in RPA over the next three 
years, nine have a long-term RPA strategy and 
plan in place. This is surprising, because with this 
kind of magnitude in the investments, one would 
assume that there are already solid plans and 
business case calculations behind every case.   

In most of the cases, the individual companies, 
which have gained the biggest benefits in terms 

of FTE savings and have worked with RPA for 
several years, are also the ones willing to invest
the most during upcoming years (see Table 3 
below).  

Within the biggest investors (planning to invest 
more than 3M€), the RPA program is owned by 
the business. It is also notable that the biggest 
investors in the upcoming years are the same, 
which have already spent most euros in their RPA 
programs until now (Table 4).  

Less than 500K€  

500K - 1M€    

1M - 3M€      

Over 3M€       

16 2 

1 

4

4 1

1 2 

1 1

1

1

1

Less than 500K€  

500K - 1M€    

1M - 3M€      

Over 3M€       

9 1 

1 

1 

2

9 4

2 1 1 

3 

2

Total 3 20 6 4 1 2

Total 3 11 11 5 6

None I don’t know Less than 5 5-20  20-50  Over 50 

Less than 
50 000 €  

I don’t know 50 000 € – 
200 000 €   

200 000 € – 
500 000 €  

Over 
500 000 €  
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How much companies have already invested in their RPA programs (horizontal axis) and 
how much are they planning to spend in the next 3 years (vertical axis)?Table 4



It is rather visible that RPA has been a stepping stone for intelligent automation adoption in business 
processes. It is expected that the use of RPA will increase and there will be complementary 
technologies supporting it like machine learning, and it is expected to find a way to be democratized 
for business users.  

19

How our respondents see the future and evolvement of 
IA in the next 3-5 years 

1.

AI has already 
become operational,
so in 3-5 years it will 

become fully  
integrated in 

business processes.

2. 3.

5.4.

Technology will 
become cheaper 

to utilize and it will 
become more 

capable in terms of 
being able to utilize 

more widely.

Growing will be 
in significant role 

in business 
development.

I think we will 
have a huge 

change in internal 
processes due to 
new intelligent 
technologies.

RPA/AI/ML etc all 
combining and 

interacting with each 
other. User interfaces 

will become more user 
friendly, thus making 

automation easier  
for larger masses.



How are companies running 
their RPA operations?  

In half of the companies the ownership of RPA is divided between IT and single business departments. 
Respectively, approximately one fifth of the respondents report that RPA initiatives are only taken 
care of by the business department, and in 22% of the companies only the IT department has the 
ownership of RPA. 

Based on the study findings, business-owned RPA programs have more than a double-value future 
budget for RPA compared to IT driven RPA programs. Programs driven jointly by IT and business have 
a moderate budget.   

The fact that business wants to spend more money in RPA 
than IT is unsurprising. For business, RPA is finally a cure for 
some of their legacy challenges while one of the many IT 
departments’ key metrics is a total spend in IT. It should be 
separately noted however that future budget alone is not 
indicating the complete truth about the success or failure 
of one’s RPA program.” 

Jaakko Lehtinen, 
Head of Nordic Intelligent 
Automation CoE, Capgemini 

Business  

IT

Both     

15 

6 1

0 2 0

1         0 0

3 3 1         0 1
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500k-1M Less than 500k 1M-3M   Over 3M  No Answer  

RPA ownership and organization 

How much companies are willing to invest on RPA depending on the RPA program owner 
(Business, IT or Both)?  Table 5



120

100

80  

60  

40  

20  

0  
0  5 10 15 20 25 30 35 

140

As part of the study we wanted to find out how many automations companies are covering 
with their robots and whether chosen automation platform has effect on this.

UiPath Blue Prism

Key findings 
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RPA technology choices made by companies

Figure 13: Number of (process) automations per backend automation or unattended robot
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• UiPath back-end robots on average = 5.6, median = 2 

• Blue Prism back-end robots on average = 5.3, median = 2.5

• Figures concerning Blue Prism and UiPath users  

                  Automations on average = 27.2, median = 10

                 There are approx. five automations per robot on average

Linear(UiPath) Linear(Blue Prism)



Regarding the RPA software the predominant 
technologies are UiPath (61%), Blue 
Prism (34%) and Robot Framework (24%).  

BluePrism 

UiPath    

Others (NICE, SikuliX, Pega,..,)    

Robot Framework     

Started RPA Programs in Total  

6
2

5

5 1 1

6 10 5 

0 0 0

0

7

2

9

6

15

1

7

From data points and trendline we can see that automations vs. robot ratio is 
fractured between companies. From our viewpoint, it tells us that market is still 
developing best practices and understanding of what RPA really is and where to 
use it. Some companies have implemented variety of tasks and been focused on 
task automation and some companies have focused on end-to-end process auto-
mation. What we have seen is that KPI selection on day 1 is really influencing how 
your automation program will proceed.”  

Kustaa Kivelä, 
Managing Business Analyst, Capgemini 

Even though we have seen many companies having unhealthy ratio of 
automations per each back-end robot in early years of RPA, it seems that 
there has been a change towards healthier balance. It is also interesting 
to see that the use of desktop robotics is increasing for task automation.”  

Kustaa Kivelä, 
Managing Business Analyst, Capgemini 

A recent trend in the Finnish market has been the dominant market leader, Blue Prism, facing tough 
competition over the years from UiPath.  Since 2017, UiPath has been leading as the RPA technology 
provider of choice  among the survey respondents. We have also witnessed growing interest towards 
open source technology Robot Framework as an RPA technology.

2016 2017  2018 2019

22

2

6

How companies have selected RPA technologies as compared to their RPA adoption year?Table 6



We do not currently use any

UiPath

BluePrism

Automation Anywhere

WorkFusion
Kofax
Kryon

Pegasystems/OpenSpan

SikuliX

Thoughtonomy

0% 10%  20%

61%

30% 40% 50% 60% 70%

34%

NICE 3%

3%

3%

Other, What? 5%

Robot Framework 24%

Note that due to the structure of the question it might contain some unwanted bias. Our intention 
was to collect information about technologies that companies are using for RPA. We hope and 
assume that none of respondents replied e.g., Robot Framework for software testing.  

Going beyond the traditional RPA technologies, 66% of the companies have tried out supporting 
technologies to complement their business process automation. Figure 14 depicts the division 
between various technologies, which typically are associated with Intelligent Automation, and 
how many companies are using them to improve their process automation.  According to this survey, 
most common technologies are chatbots, machine learning and optical character recognition, 
whereas less common technologies include process mining, natural language processing and 
advanced analytics. 

79% of the respondents are either happy or 
extremely happy with their choice of core RPA 
technology. Aligning with the satisfaction and 
happiness with the current RPA technology, 84% 
of the companies are not considering changing 
the core RPA tool that is in use. Over half of the 
respondents (62%) have also tried more than one 

RPA software tool. Companies have mainly 
tested the most common RPA tools from such 
as UiPath and Blue Prism while some are familiar 
with Automation Anywhere, Kofax, Kryon, NICE, 
SikuliX and Robot Framework. 

We have seen multiple companies who started their journey with open source tools 
ramping up also with commercial RPA tool, and vice versa, companies who started 
with commercial tools they are looking into open source possibilities. It seems that 
having commercial and open source side by side is not an exception anymore but 
considerable option at least in some functions and use cases such as month closing 
and conversion projects in which resource scaling is useful.”

Johannes Kaarnijoki, 
Senior Business Analyst, Capgemini 
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Figure 14: What technologies are currently in use respondent’s organizations?  



Figure 15: Technologies used to additionally improve business processes 

Conversational AI (Chatbot, Voicebot, 
Virtual agent etc.)

Process mining

0%  5% 10% 15% 20% 25%

Machine Learning 32%

Advanced analytics 16%

Natural Language Processing (NLP) 16%

Optical Character Recognition (OCR) or 
Intelligent OCR

37%

30% 35% 40%

32%

16%

Lately, we have seen that utilization of chatbots and virtual agents has been increasing 
remarkably compared to previous years. Also the interest in process mining has been increasing 
but the technology pricing might be the biggest single reason keeping its adoption low. 
Potentially many are still seeing process mining as a one-time tool to visualize how processes 
are currently done and not as a tool for continuous business improvement.
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Partnering in RPA delivery is common. 84% of the 
survey respondents report that their organization 
has an RPA partner that is, in more than half of 
the cases, a global partner i.e. a company that is 
operating in multiple continents. The 
respondents’ attitude towards their current RPA 
partners is relatively neutral. None of the 
respondents are completely dissatisfied but also 
only two respondents are extremely happy with 
their partner. 87% of the respondents are either 

happy or neutral with the current RPA partner.

Up to 92% of the respondents said that they 
use local resources to implement software 
automation. Also, many of the companies 
enhance the RPA implementation by using 
nearshore and offshore resources as well. All in 
all, 27% of the respondents confirmed using 
nearshore and 22% of them reported using 
offshore in the implementation.

RPA adoption in companies is following the typical pattern as when 
companies are implementing new technologies, First they want to have a 
partner to support them and then they will build their own competencies 
to support that technology. As some Finnish suppliers have been among 
the first ones to introduce fully managed RPA services, we see that almost 
1/3 of companies have decided to buy their RPA with “as a service” 
approach from a partner.”

Lauri Huhtamaa, 
Automation Consultant, Capgemini 

One of the crucial parts of automation business 
case is the implementation cost per automation. 
Over 50% of companies have an average 
implementation cost per automation that is 
between 5.000 € and 15.000 €, which we see 
as a normal range for implementation of 
medium complexity automation. Based on 
results, when the maturity and amount of 
automations in production increase, the 

average implementation cost per automation 
will decrease below 10.000 €. Note that drawing 
any confirmed conclusions is not possible based 
on these results. The cost per automation will 
heavily depend on how companies view 
automation: an end-to-end process booster or 
a means to optimize single employee output.  
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The delivery model of RPA production for business-critical processes varies within companies. 
Figure 17 illustrates how the RPA production is taken care of in the companies. Clear majority of the 
respondents uses 3rd party services to some extent. In the figure, the 3rd part involvement is 
depicted with a light blue colour. 

The most common delivery model is to have an RPA platform running in the company’s standard IT 
provider’s servers, which is then managed by the company’s own employees rather than a 3rd party. 
Only around one fifth of the companies have a platform running in their own cloud subscription, 
which is then managed either by the 3rd party or company’s own employees. If the RPA production 
delivery model is outsourced to an external automation service provider, it usually also includes 
incident management on business process automation level.

0%  5%  10% 15% 20% 25%

I do not know

30%

Less than 5K€  14%

5K -10K€  30%

10K- 15K€  27%

15K-20K€  14%

20K-30K€  5%

Over 30K€  0%

11%

No Yes
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Figure 16: Average implementation cost per automation

Figure 17: Delivery models for business-critical RPA production

RPA delivery model for business-critical processes 
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So far companies seem to act in a relatively 
steady manner with their delivery models. 
Only 13% of the respondents have changed 
their delivery model at some point. Yet, this 
can partly be explained by the novelty of using 
RPA technologies and natural movement from 
piloting to scaling phase. Still, only 16% of the 
respondents are planning to change their RPA 
delivery model in the future.

In the survey, we asked companies whether they 
have implemented business critical automations 

on a scale of 1 to 5, 1 meaning not at all and 5 
that most of them are business critical. It 
should be noted that business criticality can 
vary significantly based on respondent’s point 
of view, but results, nonetheless, qualify as an 
indicator. Based on responses, it seems that 
only 1/5 have implemented larger part of 
business-critical processes while more than 
half are leaning towards non-critical 
processes (Table 7).

Typical transformations have been RPA platform consolidations across 
countries and/or transition from on-premise IT to company’s own 
cloud subscription, at the same time standardizing or formulating the 
platform management related best practices”.

Pekka Jalonen, 
Senior Technical Architect, Capgemini

The data about many avoiding business critical automations is quite 
well aligned with another finding in our study. Even 41% of respondents 
replied that they do not have clearly defined operational or service level 
agreements in place for their RPA operations.” 

Jaakko Lehtinen, 
Head of Nordic Intelligent 
Automation Center of Excellence,  Capgemini 
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RPA clichés versus reality 
Like in all walks of professional life, RPA professionals, too, are subject to outside views and 
assumptions. Some may be valid based on informed views, others may have no truth in them due 
to lack of knowledge. To correct misinterpretations for the sake of education, we decided also to 
collect the most common clichés regarding RPA. Here are the ones the respondents shared. 

What is the silliest or most inaccurate marketing cliché or 
hype-based statement you have heard or read about RPA? 

The hype in overall 
- practical solutions 
need to be brought 

up even more.

It’s so easy that 
everyone can 

automate their 
own work.

“Implement in 
2-4 weeks.” In theory 
yes, but considering 

the other teams needed 
outside RPA COE, 

hardly ever 
possible.

For Basic RPA: 
“What if the Bot 
goes crazy and 

starts developing 
itself?” Really 
people, really?

It causes people 
to lose their job. It 

cannot do as good job 
as people because 
they have specific 
knowledge (that 

still follows rules).

Even I can 
implement an 

automation in only 
one evening.

Anyone can do it
Step recorder. It 
does not work 

at all

Everyone will 
make RPA easily 

and quickly (I agree 
in demo mode but 

in production is 
another story).

Anyone without 
coding skill can easily 

create process

That it can do almost 
anything, but that is 

not the truth.

That it solves 
everything.
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Conclusion 
As we have seen from the results, innovators and early adopters have scaled their RPA programs to 
the level that they have received tangible results in their profit and loss statements. It seems that 
these results have also justified further investments in scale-up programs. We have learned that the 
majority of respondents have not yet fully scaled their RPA programs, even if some have already 
taken steps towards cognitive automation. 

However, with the RPA ecosystem evolving to address the hurdles of enterprise adopters, RPA 
vendors are also investing in enhancing the customer experience, making training more accessible, 
and expanding their solutions portfolio. In our view, the time of hesitation is coming to an end. Most 
of the companies are satisfied with their initial RPA experiences and are now considering to scale up. 
Still, many are setting grounds for their scale-up and RPA operations to serve the whole enterprise 
with end-to-end automation even for business critical processes. Based on the results it is fair to say 
that there is no single RPA delivery model which would suit all companies, but we see a wide 
spectrum of different delivery and operation models.  

The following insights are the Capgemini automation experts’ consolidated views, without any direct 
correlation with the survey data. But from a specialist experience perspective we are witnessing the 
following market trends to a large extent: 

• Increasing demand for health checks to understand and validate the efficiency of ongoing 
RPA programs and RPA operations 

•     Development silos and hubs are being dismantled, and platforms and operations 
are heavily being centralized while their scale is increasing

• There are doubts among some of the early adopters whether their technology 
selection has been correct or whether there is a need to reconsider

• The most important question for many is “How can we scale?”

• There are many large corporations which are still in very early steps in their 
RPA journey, rather concentrating on single person efficiency than in end-to-end 
automation. 

• On the other hand, there are also some large corporations who have been 
successful in end-to-end automation and are now considering how single person 
efficiency can be improved with desktop automation.
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About the study 
The study was conducted with an online questionnaire in September 2019 by Capgemini’s Nordic 
Intelligent Automation Center of Excellence. The survey was sent to 100+ persons in Finland who 
have been pre-screened or were identified as influencers in their own organizations’ RPA initiatives. 
The total number of respondents was 38 in Finland. As our target was to provide a benchmark study, 
the survey concentrated on people, who work closely with RPA initiatives. We chose this profile 
deliberately under the assumption that it would lead to a more accurate learnings on initiatives and 
their related numerical figures. The survey was sent only to one person in each company with a 
request to limit the response to one single responder from that company. The survey was anonymous. 

The survey included 41 substance questions and 7 questions related to the respondents’ backgrounds. 
The majority of the questions were multiple choice questions with an option to specify in a free text 
cell, if the given options were not applicable.  
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