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THE FUTURE LIES IN AUTOMATION:
PRACTICAL APPLICATIONS OF
ROBOTIC PROCESS AUTOMATION

AN INSIGHTFUL WHITEPAPER FOR BUSINESS INNOVATORS



“The potential adoption rate is
stunning by any measure. The
McKinsey Global Institute
estimates that...more than 81
percent of predictable physical
work, 69 percent of data
processing, and 64 percent of
data-collection activities could
feasibly be automated.”

- McKinsey & Company
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Introduction to Robotic Process Automation (RPA)

Robotic Process Automation, commonly known as RPA, is a technology that enables

companies to automate various tasks and workflows, traditionally handled by human

employees. This technology operates across various platforms, applications, and

departments, merging smoothly with existing IT systems without the need for new

installations. This means organizations can automate crucial processes without

significant investment.

Reasons to Implement RPA
in Your Business

RPA's adaptable and non-intrusive design
makes it a popular choice for automating a
broad spectrum of applications and
business operations. It is particularly useful
in navigating the ever-evolving labor
market. For businesses aiming to stay
ahead in the competitive landscape,
adopting RPA is a strategic move. The
potential applications of RPA are vast,
including automating mass email creation,
analyzing PDFs and scanned documents,
generating and dispatching invoices,
validating employee records, and managing
payroll. A key advantage of RPA lies in its
data management capabilities. Given the
enormous volume of data produced in
today's business environment, RPA serves
as a critical tool for gathering, integrating,
analyzing, and handling this data deluge.

Advantages of RPA

Cost Reduction and Enhanced
Speed

Streamlining of Business
Operations

Improved Efficiency and
Precision

Boost in Productivity
Superior Customer Service
Better Compliance Adherence
Facilitation of Digital
Transformation
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According to Gartner's forecasts, by 2022, 90% of
large organizations worldwide will have
implemented Robotic Process Automation (RPA)
in some capacity. This trend is driven by the
desire to enhance critical business processes with
digital resilience and scalability while redefining

the role of human labor and reducing manual

tasks.
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The COVID-19 pandemic has significantly
accelerated the integration of automation
technologies like RPA. In this post-pandemic
era, automation has proven to be essential in
addressing the challenges and shifts in work
methodologies. Gartner's analysis indicates
that, despite the economic strains brought
about by the pandemic, the RPA market is
anticipated to continue its double-digit growth
rate through 2024. This underscores RPA's
growing significance as an invaluable tool for

organizations adapting to new ways of working.
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Exploring Over 50 RPA Applications: Enhancing
Operations and Customer Satisfaction

Learn how Robotic Process Automation (RPA) software is driving
operational excellence and boosting customer satisfaction across
various industries. This exploration provides insight into the top
automation use cases, showcasing the diverse applications of RPA
in different business contexts.
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RPA Use-Cases in the
Insurance Industry

Introduction to RPA in the Insurance Sector

Insurance companies manage a complex mix of legacy systems with

inflexible interfaces while striving to meet customer demands. To prevent
backlogs and enhance customer retention and growth, these companies are
increasingly turning to Robotic Process Automation (RPA). RPA enables
insurers to expedite claims processing, improve policy administration, and
gather detailed insights and analytics on customer behaviors. These

capabilities are crucial in delivering an enhanced customer experience.

Sales Automation with RPA

In the challenging realm of insurance sales and distribution, RPA offers significant assistance. It
can automate various processes such as generating sales scorecards, sending updates to agents,
and conducting necessary compliance, legal, and credit checks.

Policy Cancellation Process

RPA significantly streamlines the policy cancellation process, which involves calculating
various dates and terms. This automation can reduce the time taken for policy
cancellation by a third, illustrating RPA's efficiency in handling transactional tasks in the
insurance sector.

Streamlining Manual Data Entry

In the insurance industry, manual data entry, spanning from claims processing to
generating quotes, is a prevalent yet cumbersome task. Implementing RPA for these
repetitive duties allows skilled staff to focus on more strategic and value-added activities,

I thus optimizing productivity. '
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RPA in Registration and Processing of Insurance Claims

Robotic Process Automation (RPA) offers a solution to the challenge of information
isolation in legacy applications within the insurance sector. It facilitates the
integration of data from multiple sources for claims processing. RPA is capable of
automating various manual aspects of claim handling, including data extraction and
entry, advanced error detection, claims validation, as well as fraud identification
and verification. This automation spares employees from the time-consuming task
of navigating through several platforms to gather information. As a result, not only
is the internal process streamlined, but customers also enjoy faster, more efficient
service, leading to an improved overall experience.

RPA in Policy Administration and Servicing

In the realm of insurance policy management, procedures like rating, quoting,
binding, issuing, supporting, and renewing policies are essential yet often
cumbersome. Traditional policy administration systems can be expensive, require
extensive maintenance, and may lack the scalability needed to accommodate a
growing customer base. Robotic Process Automation (RPA) presents a solution to
these challenges. It can automate a wide range of transactional and administrative
policy functions, including accounting, settlements, risk capture, credit
management, as well as tax and regulatory compliance. This automation
streamlines these processes, making them more efficient and less resource-
intensive.

RPA and Regulatory Compliance in the Insurance Sector

The insurance industry, now more than ever, faces stringent regulatory oversight,
necessitating meticulous documentation and the creation of audit trails in
compliance with strict guidelines. In this environment, Robotic Process Automation
(RPA) emerges as a pivotal tool for enhancing regulatory processes. It addresses
the challenge of compliance by reducing the need for extensive manual resource
allocation. RPA enables insurance companies to automate several compliance-
related tasks, such as validating current customer information, generating
necessary regulatory reports, and managing the distribution of account closure
notifications. This use of automation not only ensures adherence to regulatory
standards but also streamlines operations, making the compliance process more
efficient and less labor-intensive.
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RPA Use Cases in Retail RPA Use Cases in Retail:
Managing New Product
Launches
e Automatic adjustments in inventory and In the dynamic retail sector, where new
pricing, enabling efficient stock products are introduced monthly, RPA plays a
management and pricing strategies. crucial role in ensuring smooth transitions and
e Gathering real-time customer feedback, updates. As new items enter the market, it
providing valuable insights into consumer necessitates adjustments in inventory levels,
preferences and behaviors. pricing, and updates to older products. RPA
e Benefiting various departments such as assists in:
marketing, sales, research & development, « Efficiently managing inventory, ensuring
and manufacturing with actionabl_*gata that stock levels are adjusted in accordance
derived from automated processes. with the introduction of new products.

o Automatically adjusting pricin%Lénables

This integration of RPA in retail not only retailers to adapt swiftly to market changes

increases efficiency but also provides a more and competitive pressures.

accurate*qd data-driven approach to various * Modifying product rates in real-time, based

on customer feedback, which helps in fine-

aspects of the industry.

tuning marketing strategies and pricing
models.
This applicatipn of RPA in new product launches
streamlines‘?lrge1 process, making it more
responsive and data-driven.

7
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RPA in Retail Customer Support
WV ELEL T

In the competitive landscape of retail, customer support is
a key differentiator, and Robotic Process Automation (RPA)
bots play a pivotal role in maintaining high customer
satisfaction. RPA bots enhance the shopping experience
by assisting customers in various aspects:
e Offering personalized product recommendations based
on customer preferences and shopping history.
¢ Facilitating smooth transaction processes, from order
placements to payments.
e Managing delivery logistics, ensuring timely and
accurate delivery of products to customers.
The deployment of RPA bots in customer support ensures
an effortless and seamless shopping experience,

significantly contributing to customer satisfaction and
loyalty in the retail sector.

RPA in Business and Sales Analytics
for Retail

Retail analytics, powered by Robotic Process Automation (RPA), is
becoming an indispensable tool for informed decision-making in
various aspects of retail business, including product introductions
and trade promotions. The role of RPA in this domain includes:

e Generating real-time reports: RPA can produce instantaneous,
data-driven reports focusing on specific features or products,
capturing customer preferences and behaviors.

e Automating analytics processes: By automating the analytics,
RPA provides insights into how customers interact with certain
products or their features, enabling more targeted and
effective strategies.

e Enhancing customer retention strategies: Retailers can utilize
these detailed reports to understand reasons behind customer
churn and identify opportunities to improve customer retention.

These capabilities of RPA in sales and business analytics allow

retailers to respond more dynamically to market trends and
consumer needs, ultimately driving better business outcomes. ”
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Enhancing Retail Operations with
RPA in Logistics and Supply Chain

Streamlining Retail
Logistics and Supply Chain

e The core of retail operations lies in
effective logistics and supply chain
management. Utilizing Robotic Process
Automation (RPA) in these areas
enhances cooperation among customers,
distributors, and suppliers.

e By automating these elements, RPA not

only improves collaboration but also
empowers employees to engage in more
strategic, value-added tasks.

Automating Invoice
Processing

e The monotonous and repetitive nature of
invoice processing consumes
considerable time and effort. The
traditional manual approach to this task
has been a drain on profitability.

¢ Introducing RPA in retail for invoice
processing ensures swift, error-free data
collection, sorting, and billing, thus
enhancing operational efficiency.

Implementing Automated

Checkout Systems

e With the rise of online retail giants
offering convenience, physical retail
stores need to enhance their in-store
experience. Implementing RPA for
automated checkouts can significantly
reduce waiting times for customers,
offering them a more enjoyable shopping
experience.

Optimizing Retail Supply
Chain Management

e Retailers are tasked with the efficient
transfer of goods from suppliers to
customers. This journey involves critical
stages like inventory tracking, customer
service, managing shipments, monitoring
order progress, and handling reverse
logistics.

¢ Implementing RPA in these stages
minimizes the need for manual intervention,
fostering better coordination between all
parties involved and elevating employee

roles to focus on strategic objectives.

Integrating ERP Systems
with RPA

¢ Integrating Enterprise Resource Planning

(ERP) with RPA is crucial for efficiently
managing billing, monitoring price
changes, addressing employee roles, and
other critical financial transactions.

This integration aids in automating various

labor-intensive back-office tasks,

significantly reducing human effort,

improving inventory management, expediting

payments, streamlining debt collection, and

speeding up shipping processes.

Automating Invoice
Processing
e Employing RPA for processing orders &

returns enables retailers to achieve
quicker processing times, avoiding delays
and freeing up resources for han8ling
exceptions and other critical tasks.
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RPA Use-Cases in the BFSI
Industry

Automating repetitive tasks is pivotal for the
efficient operation of banking services. RPA's
application in KYC processes is one of its most
successful implementations in banking. With
banks spending an average of $384 million
annually on KYC compliance, RPA offers a cost-
effective solution. It streamlines the process of
compiling, testing, and validating customer
data, reducing errors and labor costs, and
enabling quicker completion of processes.

=7

The primary goal of Robotic Process Automation
(RPA) in banking is to automate repetitive tasks.
This technology enables banks to interact in real-
time with customers, harnessing the benefits of
RPA. Given that the banking sector has incurred
over $321 billion in compliance costs and fines
over the past decade, RPA's role in handling
repetitive tasks is crucial.

Banks face the daunting task of adhering to
numerous regulations, a process that is both
challenging and time-consuming. RPA
streamlines this compliance process.
According to a 2016 Accenture survey, RPA is
projected to significantly influence
compliance in banking within three years. By
reducing the reliance on full-time employees
(FTEs) and enhancing process quality, RPA not
only boosts productivity but also allows staff
to focus on tasks requiring human
intelligence.

Traditionally, confirming and approving credit
card applications could take weeks, leading to
customer dissatisfaction and application
withdrawals. With RPA, banks can now expedite
this process dramatically. The entire procedure,
from collecting customer documents to
performing credit checks and making approval
decisions, can be completed in approximately
two hours.
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Anti-Money Laundering
(AML) and Fraud Detection

With the rise in technological
advancements, fraudulent transactions
have become a significant concern for
banks. Manually monitoring all transactions
to identify fraud patterns is increasingly
challenging. RPA bots can aid in detecting
potential fraud, flagging risky transactions
such as those completed unusually quickly
for further investigation.

Settlements

Settlement processes, often involving the
reconciliation of reports from multiple
departments or sources, are time-
consuming and error-prone. RPA can
streamline these processes, reducing both
processing and quality assurance checking
times, thereby lowering operational costs
and achieving near-zero error rates.

Account Closure Process

Banks process numerous account closure
requests monthly. The high volume of data
and varied processes increase the likelihood
of human errors. RPA can automate
identification requests and expedite
account closures based on predefined rules,
ensuring accuracy and efficiency.

Customer Service

Banks handle a multitude of customer
inquiries daily, ranging from account issues
to fraud and loan queries. Managing these
efficiently is a challenge. Implementing RPA
allows for simpler queries to be handled by
bots, freeing up customer service
representatives to tackle more complex
issues. This reduces response times and
improves customer relationships by
providing timely and accurate information.

Mortgage Processing

In the crucial area of mortgage lending, RPA
proves highly effective due to the process's
time-intensive nature. RPA can efficiently
manage various tasks, including loan
initiation, document processing, financial
comparisons, and quality monitoring, thus
expediting loan approvals and enhancing
customer satisfaction.

Loan Monitoring

Banks manage large portfolios of mortgages
and commercial loans, including covenant
and collateral monitoring and managing
overdue loans and foreclosures. RPA can
significantly reduce errors in these
processes, thereby improving the overall
quality of the loan portfolio.
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RPA Use-Cases in Manufacturing
Industry

According to a McKinsey report, a staggering 87% of the manual and routine tasks performed by
workers in the manufacturing sector are candidates for automation. Robotic Process Automation
(RPA) bots have brought about a significant transformation in the manufacturing companies'
production units. RPA plays a crucial role in minimizing various administrative and reporting tasks. It is
implemented in manufacturing businesses to effectively connect daily administrative operations with
production lines. This integration ensures that the back-office systems in the manufacturing industry
are as efficient as their factory assembly lines, leading to a boost in revenue. Automation of
production processes, quality control, packaging, and backend operations has resulted in a remarkable
reduction in operational costs, by as much as 40%.

Automating Administrative Bills of Materials (BOM)

Tasks Management
In the manufacturing industry, administrative In manufacturing, errors in business processes
tasks consume a substantial amount of time. can lead to substantial losses. RPA serves as an
Implementing RPA technology enables the effective method to ensure error-free
automation of a range of administrative duties, completion of tasks, particularly in managing
thereby allowing employees to concentrate on Bills of Materials (BOM). BOMs, which detail the
more critical functions. Some of the tasks readily parts and materials required to construct a
automated include tracking action items, product, are crucial in manufacturing. RPA
monitoring attendance, scheduling meetings, provides a reliable tool for giving employees
managing supply purchases, predicting computer comprehensive information about the process
issues, and handling invoice creation and filing. of creating new products. This includes details

on procurement and ensuring accuracy
throughout the process, thereby minimizing

errors in operations.
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ERP and RPA Synergy

Integrating Robotic Process Automation (RPA) with
Enterprise Resource Planning (ERP) systems transforms
repetitive tasks, enabling users to fully leverage the
capabilities of ERP and eliminate monotonous, non-core
activities. This integration can revolutionize ERP
functionalities, particularly in manufacturing, by offering
advanced inventory management, alerting about stock

levels, and streamlining various other processes.
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¢ Inventory and Supply Chain Management: RPA
solutions can monitor stock levels and provide alerts

o

for changes, enhancing inventory control. "# i
o Data Transfer: Automating data transfer from o
Customer Relationship Management (CRM) to ERP
systems ensures accuracy and efficiency in data
handling.
¢ Proof of Delivery (POD): RPA bots can be integrated
with logistics ERP modules to track and update
delivery information, generating receipts upon
successful delivery.
¢ Real-Time Reporting: RPA enables the generation of
real-time reports, offering insights into the activities
of different departments.

Inventory Management Automation Proactive Risk Management

Traditionally paper-intensive and laborious, inventory RPA facilitates proactive, automated business
management in manufacturing can be significantly process audits, capable of forecasting risks and
improved with RPA. This includes automating emails, alerting stakeholders about potential issues,
invoices, dispatch activities, and document digitization, enhancing overall enterprise risk management.
providing inventory managers with real-time data for

informed decision-making.

Strategic IT Operations
Efficient Invoice Processing Management

Manual invoice processing is often time-consuming and RPA offers IT teams improved visibility into IT
costly. RPA automates this process from receipt to infrastructure and operations, enabling strategic
payment recording, eliminating the need for manual data management of IT resources without relying on
updating. The automation includes gathering vendor manual processes.

invoice data and transferring it seamlessly to the

designated systems.
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RPA Use-Cases in the
Logistics Industry
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Order to Cash Optimization with
RPA

Introduction: Boosting
Productivity in Logistics with
RPA Automation

» Robotic Process Automation (RPA) offers a e The 'Order to Cash' process, crucial in processing

transformative approach to tracking vehicles and customer sales orders, is fraught with challenges

shipments in logistics. Efficient automation solutions like errors, low profitability, cost overruns, and

are estimated to potentially replace 15-25 traditional time lags.

checker checkpoints and package display locations. e Robotic Process Automation can significantly

* RPA enables logistics companies and their customers streamline various aspects of this process. It aids

to stay informed about the status of shipments in order fulfillment, reducing and even eliminating

through synchronized tracking and detailed shipment the need for manual intervention.

information. e RPA-enabled bots offer real-time assistance to

e The automation extends to managing pick-up, reload,
and delivery statuses, seamlessly integrating these
processes between any Transportation Management
System (TMS) and external customers.

customers by providing necessary information
and responding to queries, addressing issues such
as data incompatibility, late payments, and
improper handling.



PAGE-15

e Procurement, a critical component of

logistics, involves acquiring materials,
goods, or services, often from external
sources. Utilizing RPA in this phase can
significantly reduce manual labor,
potentially saving 20-25% on labor costs.
To fully benefit from RPA, it's essential to
apply it across the entire Procure-to-Pay
(P2P) cycle. Functions like purchase
requests and payment processing can be
fully automated with RPA, enhancing
efficiency and reducing manual errors.

In logistics, managing Less-than-Load
(LTL) shipments, typically ranging
between 150 to 20,000 Ibs, involves
coordinating with multiple systems,
adding complexity and operational costs.
This process can be efficiently managed
using RPA tools. These software robots
can handle a majority of the workload,
such as scanning and reading relevant
information (PRO numbers, contact
details, invoice numbers, etc.), thereby
speeding up the process and efficiently

managing load closures.

¢ Traditional manual processes for handling

invoices are time-consuming. RPA
transforms invoice processing from the
initial receipt to the final payment
recording.

RPA automates the collection and
transfer of vendor invoice data to the
destination systems, running at
predetermined intervals, thus eliminating
the need for human intervention and
streamlining the entire process.

RPA enhances the capabilities of ERP
systems by automating repetitive, non-
core tasks. This integration can lead to
transformative changes in various
operational aspects.

In inventory management, RPA enables
real-time monitoring of inventory levels
and provides notifications for low stock.
Common tasks like inventory and supply
chain management, data transfer, and
proof of delivery can be seamlessly
automated through RPA integration with
ERP systems. Additionally, RPA systems
can generate real-time reports, offering
insights into the activities of different

departments.
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RPA Use-Cases in the Human .
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Use Cases

RPA in Candidate Shortlisting and
Resume Screening

Robotic Process Automation (RPA) can significantly
streamline the process of candidate shortlisting and
resume screening in HR. Software robots are capable
of rapidly collecting and evaluating applicant files
against specific job requirements. These job
requirements serve as predefined criteria for the
selection process. RPA enables the identification of
the most suitable candidates, who can then be
automatically notified and invited for interviews.
Conversely, applicants who do not meet the
established criteria can be efficiently filtered out.
This entire process, traditionally performed by
human HR staff, can be effectively and accurately
managed by bots, leading to a more streamlined and
efficient recruitment process.

Resources Industry ir

Introduction: Elevating HR
Data Management with RPA

Robotic Process Automation (RPA) stands as a
powerful asset in enhancing the capabilities of
HR data management. It proves particularly
effective in automating tasks that are manual
and repetitive in nature. Examples of such HR
tasks that can greatly benefit from RPA include
onboarding new employees, processing payroll,
managing benefits enroliment, and handling
compliance reporting. By integrating RPA into
these processes, not only is there an increase in
data accuracy and processing speed, but it also
leads to a reduction in overall HR expenses. This
automation translates into more efficient and

cost-effective HR operations.
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, @ Onboarding is crucial for new employees to assimilate corporate culture,
understand their roles, and learn daily activities. RPA can simplify this complex
process, which involves setting up accounts, granting access rights, and
providing passwords. Software robots can automatically generate credentials
and initiate a templated onboarding workflow, making the process smoother

and more efficient.

Automating Induction and Employee Training

RPA technology can fully automate the induction process. As soon as a
candidate applies and accepts a job offer, a digital profile can be created.
This digital profile enables RPA to streamline the onboarding of new
employees, ensuring they are well-informed about company procedures,
compliance standards, and relevant legislation.

Payroll processing is typically filled with repetitive tasks and data entry, leading
to a high risk of errors. RPA bots can mitigate this risk and significantly reduce
processing times.

Accurate and timely payroll processing through RPA improves employee
satisfaction by avoiding delays in payments.

{ — Management of Travel and Expenses
| Manual processing of expenses often leads to issues like late submissions,
missing receipts, and unclear explanations, affecting compliance and employee
satisfaction.
RPA can automate the verification of individual expenses against company
policies and external criteria, thereby enhancing efficiency and compliance

RPA is utilized in HR for tracking employee attendance as a part of payroll
processing. Bots can compare self-reported timesheets with records in the

company’s system and flag discrepancies to HR.
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In the Healthcare Industry, where highly skilled
professionals' time is precious, approximately 40% of
their working hours are currently spent on non-
value-added activities. By implementing Robotic
Process Automation (RPA), these repetitive and
monotonous tasks can be automated, thereby
liberating healthcare professionals to focus on their
primary role - patient care. RPA offers a rapid,
accurate, and high-quality solutien for automating
processes in healthcaregwhich not only enhances
efficiency but.also allows healthcare workers to
dedicate more time to providing quality care to
patients. This shift towards automation represents a
significant advancement in optimizing healthcare
operations.

Accelerating Account
Settlements with RPA

In the Healthcare Industry, where highly skilled
professionals' time is precious, approximately 40%
of their working hours are currently spent on non-
value-added activities. By implementing Robotic
Process Automation (RPA), these repetitive and
monotonous tasks can be automated, thereby
liberating healthcare professionals to focus on
their primary role - patient care. RPA offers a
rapid, accurate, and high-quality solution for
automating processes in healthcare, which not
only enhances efficiency but also allows
healthcare workers to dedicate more time to
providing quality care to patients. This shift
towards automation represents a significant
advancement in optimizing healthcare operations.

Streamlining Patient
Insurance Eligibility with
RPA

¢ Insurance eligibility verification, particularly in
high-volume, manual processes, is vital for
timely patient access and treatment. Accurate
and prompt verification is essential for clinics to
provide appropriate therapy services within a
patient's healthcare plan without delays.
RPA bots can automate these manual
processes, achieving a 100% reduction in errors
and a 60% decrease in man-hours spent on
these tasks.
This automation ensures more efficient and
error-free insurance eligibility verification,

significantly enhancing patient care and

administrative efficiency in healthcare settings.
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Streamlining Claim Management with RPA

e The intricate tasks involved in claim management, such as data entry,
processing, and evaluation, often delay billing after healthcare services are
delivered.

e RPA-driven claim management can significantly reduce human errors and
automate time-intensive tasks in the claims process. Even partial automation in
this area can lead to considerable savings, reduced operational costs, and an
enhanced experience for both members and providers.

Automating Patient Appointment Scheduling

¢ Scheduling appointments, which often occur online, requires collecting
personal, diagnostic, and insurance information. Coordinating this with the
healthcare provider's schedule can be a complex task.

¢ Adjustments in schedules due to changes in a medical officer’s availability or
cancellations need to be communicated to patients. RPA can streamline these
processes by automatically collecting and processing data, and optimizing
appointment times based on various factors like diagnosis, location, and doctor
availability.

Improving the Healthcare Cycle with RPA

e Healthcare providers handle vast amounts of patient data, including personal
details, diagnoses, and treatment information. Consolidating and optimizing this
data for analysis, especially with the daily addition of new data, can be
challenging.

* RPA software facilitates the efficient recording and monitoring of this ever-
increasing information. When integrated with other digital systems, RPA can
optimize and extract data for analytics.

e These analytics provide deep insights into diagnosis and treatment options,
enabling healthcare providers to quickly analyze large volumes of data. This
efficiency allows them to focus more on patient care.



PAGE-20

R PA U S e - c a S e s Business Process Outsourcing (BPO) companies are
i n t h e T e I e c o m consistently working towards enhancing productivity and

minimizing operational costs. In recent times, BPOs have been
I n d u St ry transitioning from traditional on-shoring and off-shoring
models to adopting Robotic Process Automation (RPA). This
shift is largely due to the complexities associated with
workforce management. By integrating RPA and Artificial
Intelligence (Al), BPOs are able to significantly reduce operating
expenses and utilize their workforce more effectively. This not
only leads to increased revenue generation but also improves

O customer satisfaction through the consistent meeting of

Solutior

Service Level Agreements (SLAs). With the capability of robots
to operate 24/7 without breaks, RPA presents a substantial

opportunity to boost productivity in BPO settings.

Use Cases

o Effective network management is critical in maximizing
uptime and enhancing customer satisfaction, especially in
the telecom industry where there is a growing reliance on
internet connectivity and an increasing demand for data
services.

e Telecom companies often face challenges in maintaining
consistent service due to the complexities of managing
network architectures, which involve navigating
sophisticated applications, manual data entry, and handling
large volumes of customer data.

Robotic Process Automation (RPA) can be instrumental in
addressing these challenges by automating repetitive tasks
such as event management and diagnostics. By delegating

these routine tasks to RPA, network professionals can redirect

their focus to more intricate and critical procedures. This shift
not only improves network uptime but also enables a more
efficient allocation of human resources to tasks that require
deeper technical expertise and problem-solving skills. As a
result, RPA can play a pivotal role in enhancing the overall
efficiency and reliability of network services in the telecom

sector.
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RPA in Contact Center Automation

In contact centers, the integration of automated processes is
revolutionizing how agents interact with customers. By employing
Robotic Process Automation (RPA), repetitive tasks like data entry and

approvals are handled by robots, allowing agents to concentrate fully on
the customer's needs.

Streamlining Agent Assistance

RPA can provide agents with step-by-step guidance and necessary
information consolidated on a single screen. This approach not only
reduces the likelihood of errors and fraud but also ensures controlled
access to systems. By having all the relevant information readily

available, agents can provide more efficient and accurate assistance to

customers.

Quick Customer Identification

e When a customer reaches out to a contact center, the agent's first
task is to identify them in the system to access relevant information
like order status, order number, and support tickets. Traditionally, this
requires agents to juggle customer interaction while navigating

through multiple systems.

¢ RPA significantly speeds up the customer identification process by
displaying all relevant customer information on a single screen. This
immediate access to data eliminates waiting time for loading details,
thereby enhancing the quality of customer service and reducing the
duration of calls.

The use of RPA in contact centers marks a significant stride towards more effective and efficient
customer service. By automating routine tasks and providing agents with immediate access to
necessary information, RPA not only improves the customer experience but also enhances the
overall productivity of the contact center operations.
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CONTACT US

If you're looking to empower your business with Robotic Process Automation (RPA) and wish to
connect with experts in the field, you can reach out to them via email.

Contact our RPA professionals here: sales@bistasolutions.com.

By doing so, you can explore how RPA can optimize your business processes, increase efficiency, and
drive digital transformation in your organization. The RPA experts can provide insights, strategies, and

solutions tailored to your specific business needs.

@ https//www.bistasolutions.com/ Qe +1(858) 401-2332
]

1255 W 15th St, Suite 210,
Plano TX, 75075,

sales@bistasolutions.com




