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GET STARTED WITH EI

53% of organizations have
started RPA automation

53% will start within five
years

Less than 12 months
payback $
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BENEFITS OF RPA

SPEED INCREASE

Reduce turn-around time
Reduce cost through automating activities and
requiring fewer full-time equivalents

Nonstop performance

Boost employee engagement
by shifting personnel to make
interesting tasks

Improve executive
decision-making

Reduced potential for intentional
or unintentional error Increase quality by

avoiding human error

Increased capacity without long
build-up phase

COST REDUCTION

24x7 OPERATIONS

QUALITYINTERNAL CONTROL

TALENTDECISION MAKING

SCALABILITY

Without doubt RPA is the hot automation technology. The annual Deloitte RPA survey reveals that more 

than 53% of companies have already started their RPA automation journey with this number going up to 

72% within five years. 3 The reasons for this is that RPA is not only powerful digital transformation 

technology but also easy to implement, which in turn has potential for great ROI. Companies from 

various sectors such as finance, insurance, healthcare and telecom have seen tangible business benefits 

by automating repetitive and rule-based processes. 

Business benefits as in graph 1 have significant impact on the bottom line: direct cost reduction, 

available capacity, less internal control as well as compliance risk in addition to more satisfied customers 

as a result higher quality of service. All of these could lead to bigger competitiveness. 

Business leaders have identified improved compliance, improved quality and accuracy, better 

productivity and cost reduction as the areas of greatest impact.

Yet, research shows that when organizations look for better decision-making, RPA implementation is not

meeting or exceeding their expectations compared to compliance, accuracy, productivity or scalability 

with 43% finding that RPA had not delivered expected returns in management information. Even more – 

same research reveals that after initial implementation, organizations are finding it challenging to scale 

RPA in the organization.

Information management and gaining insight into the automation performance are dependent on 

powerful RPA analytics. RPA generates enormous amounts of data on all aspects of automation and 

business processes performance, which used in the strategic decision-making process could be 

transformational for the organization.
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Moreover, RPA benefits, as defined, can be identified only through in-depth analysis in the organization 

with subsequent trusted results, clearly communicated to numerous stakeholders within the 

organization. Only when these stakeholders recognize the real RPA benefits, they would authorize 

further automation adoption.

And we believe that, in addition to the multiple operational benefits, RPA could be really transformative 

for the organization, if the automation goals are related to organizational business outcomes and RPA

benefits and performance metrics are communicated within the organization. 

For all this to happen, the automation team must provide robust results, based on in-depth analysis of 

RPA performance and the related business impact. And while RPA generates enormous amount of data, 

both for bots as well as business processes performance, it is the way these data are analyzed and 

deployed in the decision-making process in the organization that is truly transformational.

Therefore, in this paper we will discuss how to use quantitative RPA analytics to understand automation’s

business impact and to align automation initiatives with the business goals of the organization.
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How to use RPA data for business impact analysis?

For business organizations to grow RPA adoption, they need to understand and consistently

demonstrate the business impact of RPA through in-depth and consistent analysis. So how and what do

we measure for RPA business impact?

RPA implementation generates huge amounts of data. We could structure the available data in many

ways, but at its core we work with quantitative and qualitative data to come up with business and 

operational measures. While operational measures are related to the performance of the automation 

and business to the business impact of the automation, both types of measure can be used to assess the 

business impact of the automation.

Another way to look at RPA data is from the quantitative and qualitative perspectives. And while analysts

need to consider both types of data, with some of the qualitative measures very important for RPA 

benefits like employee and customer satisfaction, using qualitative data required additional surveys and 

analysis. That is why in this discussion, we will focus on quantitative data, on the basis of which we

perform almost real-time analysis and make it available for decision-makers to deploy for fast and 

transformational initiatives.

4WHITEPAPER

Business
Measures

Qualitative
Data

Quantitive
Data

Operational
Measures



KPIs and metrics – the measures at the heart of
RPA analytics

Understand your KPIs and metrics

The connection between automation’s business impact and data are KPIs. We measure outcomes 

through KPIs and metrics. And RPA outcomes measurement depends on two types of KPIs and related 

metrics: operational and business. While the former is directly related to the RPA performance, the latter 

need to be attached to business processes and financial results.

Therefore, for proper measurement of RPA benefits and business impact, we need to apply management 

framework which accounts for organizational goals, RPA performance and quantitative measures like 

KPIs and different metrics. Here is how to relate business goals with KPIs and RPA.

At the heart of RPA analytics are Key Performance Indicators (KPI). KPIs are not just numbers on 

dashboards, they drive change and evaluate performance through predefined goals. 

Oxford's Dictionary definition of KPI: 
A quantifiable measure used to evaluate the success of an organization, employee, etc.  in 
meeting objectives for performance.

Investopedia's definition of KPI: 
A set of quantifiable measures that a company uses to gauge its performance over time.

Macmillan's Dictionary definition of KPI: 
A way of measuring the effectiveness of an organization and its progress towards achieving 
its goals.
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How to Build Strong RPA Objectives

The objective-KPI relationship is the most important for robust analysis. In turn, the objectives are not 

random. They are intertwined with the organization’s strategy, competitiveness and goals. In our case we 

clearly distinguish between organizational goals and specific RPA objectives. Then, we attach KPIs to the 

RPA objectives and use multiple measures and analytics techniques and technologies to evaluate RPA’s 

business impact.

Only when KPIs are reflective of a desired business outcome, they can contribute to reaching goals with 

impact in the organization. Therefore, KPIs are not just fancy numbers on a dashboard, they need to 

reflect a strategic objective in front of the organization. Some even say that one can understand a lot of 

an organization just looking at its KPIs.

KPIs are also integral part of the strategic decision-making process – they not only inform our progress 

but also they are an important input for the corrective decision-making. 

Metrics, on other hand, are the constructive elements of KPIs. An RPA analytics platform need to allow 

for broad reach and type of metrics to capture the broadest view of the organization’s and automation 

performance and impact.

A great tool for controlling your RPA metrics with the automation’s objectives is SMART.

WHAT IS METRICS?
Metrics are measures of quantitative assessment commonly uses for assessing, comparing, and
tracking performance or production. Generally, a group of metrics will typically be used to build 
a dashboard that management or analysists review on regular basis to maintain performance 
assessments, opinions, and business strategies.

Investopedia

S M A R T

Specific Attainable Time-bound

Measurable Relevant

6WHITEPAPER



Using the SMART framework to work on your objectives and KPIs will reduce some of the risks related 

to RPA measurement. Clearly defined and communicated KPIs will reduce the risk for confusion about 

their meaning in the organization. And with SMART you will ensure that what you are measuring is 

aligned with organization’s strategy and will have the impact you are looking for.
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Should be clear to people with a basic knowledge of the issue, program 

or initiative and clearly articulated, well defined and focused.

Specific: 

Should be able to determine the degree to which there is completion or 

attainment. Using the same (ideally quantifiable) methodology and 

information, findings should be able to be replicated. With regard to 

RPA, KPIs should be 

Measurable: 

Should be realistic, practical and attainable within operational 

constraints dependent upon availability of resources, knowledge, and 

timeframe.

Attainable: 

Should be closely tied to the organization and the customer in order to

achieve the desired outcome.

Relevant: 

Should have clear timelines/deadlines expressed.

Time-bound: 



Measuring RPA business impact – the framework

Not all RPA objectives and KPIs are the same for all organizations. This is the case because corporate 

strategies and business goals could be different for different organizations. While some aim to improve 

quality of service, others need to eliminate costs. While the former would try to achieve this with freeing 

human employees for higher value customer-facing activities, therefore reallocate employees, the latter 

could have number one priority of eliminating manual labor. These different business goals and 

strategies to achieve them determine RPA objectives and corresponding KPIs and subsequent analysis.

As first step we should identify our business goals to address with automation. As RPA is most powerful 

with expensive, manual labor on highly repetitive, high-volume activities, a good starting point will be to 

address: better quality of service, decreased costs, greater capacity or increased productivity. 

Next, we need to attach specific RPA objectives specifying how we can achieve business goals through

 RPA deployment. Very important at this stage is to choose appropriate RPA objectives and their aspect

 as true representation of their relationship with corporate goals. The business goals and RPA objectives 

could look like this:

BUSINESS
GOALS

RPA
OBJECTIVES

KPI METRICS

COST CAPACITYQUALITY PRODUCTIVITY

Improved
compliance

Optimized RPA
Costs

Human Effort 
Reduction

Faster
Service

Less Human
Error

Less Automation
Error

Errors Time 
Resolution

Throughput

Handling of
Increasing Loads
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Stability

Speed Increase

24x7 Operations

Fast Processing
Time

Errors Time 
Resolution



Costs related to automatization and RPA could be anything from the RPA implementation costs like

licensing fees, maintenance, and development costs through RPA operational costs, including 

substituted manual labor costs for ROI estimation. The combination of different metrics in terms of 

financial costs, time, number of employees help us to calculate KPIs related to ROI of the RPA. 

One of most popular costs metrics is full-time equivalents (FTEs), which measures the employee’s 

workload.

Some areas of measurement, like compliance, for example, could be related to different business goals. 

Compliance could include measures for both costs and quality of operations as compliance errors require 

costs for fixing them.

Accuracy is another similar dimension - the lesser the need to redo the work due to fix errors or redo 

work, the lower the costs for time for work on them.

Costs

Quality from the point of view of RPA could be related to metrics related to accuracy, consistency, 

compliance. Accuracy in the context of quality is related to the number of errors, both for manual and 

digital workforce. Depending on the automated process, lower errors related to customer-facing 

operations, lead to better quality perception for the customer.

Quality

Capacity in RPA is mostly analyzed through scalability and RPAs ability to ramp up and down to match 

demand peaks and throughs.

The scalability of software robots can be a valuable asset to be used in such times in order to reduce 

expenses and improve speed of delivery. The logic is that the marginal cost of scaling the robotic 

workforce during peak periods is less than the average cost of handling everything manually.

Scalability could be analyzed in two dimensions – ability to scale volume of automation with current 

processes and ability to add new processes quickly and easily.

Another popular metric for capacity and productivity is throughput. In simplest terms throughput is the 

output of a company, measured for a particular period.
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One of the major advantage of robots is their capacity for quasi continuous work, with infrequent 

upgrade interruptions. Robots could consistently perform for unlimited period of time. Therefore, 

measure comparing downtime between manual and digital workforce could be used.

Another aspect of productivity could be cycle time. Cycle time measures the process velocity, or the 

amount of time necessary for successful completion of a process. As robots do not take breaks, cycle 

times with automation should be lower than ones with manual workforce. 

As a result, of course, for same amount of time, automation should be able to handle greater volume of 

processes – an important metric.

Productivity
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Quantitative Metrics for RPA Business Impact Analytics

With advanced RPA analytics platform like Eagle INSIGHT, you can measure multiple business impact 

KPIs and flexibly deploy multiple metrics for 360˚ view of your RPA business performance. These KPIs 

and metrics could be financial, digital workforce, RPA performance or related to automated processes. 

Major risk when constructing your measures is to misalign KPIs with RPA objectives in the context of the 

corporate goals. As we can see, depending on your metrics, some RPA objectives could support different 

corporate strategies. Accuracy, for example, could facilitate both better operational costs as well as better 

quality of deliverables. Your choice of KPIs will determine the effect of accuracy on the organization.

Here are some of the most important quantitative measures for business impact.

Costs Measures

License Utilization

Cost Saving

FTE Saving

License usage rate (YTD)

Total costs saving per process

Total cost  involved in automating the process

Time Saving Time Saving Comparison - Actual Vs Forecast

Robot Errors Per Workflow

Human Effort Reduction Per Workflow

Measures the number of processing errors made by the robot 

as a percentage out of all processed transactions

Measures the number of minutes/hours saved as a 

consequence  of process automations

Quality Measures
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Capacity Measures

Robot Utilization

Total Transactions

Robot Utilization vs Capacity

Percentage of bot utilization (YTD)

Total number of transactions in the process

Monitors the percentage of acquired robot licenses that are 

utilized in production

Reopening issues on each workflow Measures the number of incidents not resolved that are re-opened

Daily Productivity

Time Saving (Hrs)

Automated process productivity compared to manual processing 

Number of FTE hours saved
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Average Handling Time Average Process Handling Time of the automated process

Total Automation / Manual
Average Handling Time (AHT) comparison for Automation vs 

Manual processing

Productivity Measures



Conclusion

In order to your RPA analytics platform to be transformative, not only for your automation initiatives but

also for the whole organization, a powerful analytics platform is needed that can provide you:

Dashboard with capability for customer defined KPIs. You need to be able to define and deploy 

KPIs and make them available in almost real-time.
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Predefined Financial & ROI KPIs

ROI

NPV

Payback Period

ROI in RPA context uses inputs for time, hours and financial 

costs saved

Net present value

Estimated payback period of the automated process

Automation Cost vs Benefits
Net present value

Net benefits

Average Time To Resolve Incidents
The time required on average to fix an error per each workflow

once is mentioned

Cycle Time
The idea is to compare the time it takes to run a complete 

cycle (from input to output) before and after the use of 

software robots, expecting that RPA increases process velocity



One of the most important, but often overlooked, aspects of KPIs is that they are a form of 

communication. As such, they abide by the same rules and best-practices as any other form of 

communication. Succinct, clear and relevant information is much more likely to be absorbed and acted 

upon. Therefore, the analytics platform needs be able to not only visualize KPIs progress but also to have 

strong reporting capabilities.

And finally, make sure the KPI is actionable. A KPI is only as valuable as the action it inspires. Use KPIs 

and RPA analytics actively to transform organizational operations through consistent strategic process:

Your analytics platform needs to be capable to use as broad as possible scope of quantitative 

metrics and to incorporate financial data from the organization for deep ROI analysis.

The analytics platform needs to have powerful reporting capabilities. As only when accurate KPIs 

are communicated to business executives, we can expect transformational decision-making. 

Integration with powerful AI and machine learning technologies for greater insight in available 

data.

Review progress
& re-adjust

Review business
objective

Set short and
long-term KPI
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Analyze current
performance

Review targets
with team
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For more information:
visit  https://eagleinsight.io

Contact us to try 
Eagle INSIGHT for FREE.

Take your 
automation journey
to the next level with

Eagle INSIGHT

mailto:enquiry@eagleinsight.io
https://eagleinsight.io/



