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EXECUTIVE 
SUMMARY

Robotic Process Automation (RPA) emerges as a key technological 
advancement in the contemporary quest for operational efficiency 
and automation, enabling organizations to automate routine tasks 
through software robots. 

These robots can perform a wide range of tasks previously dependent on human 
intervention, from interpreting screens to extracting data, and navigating systems with 
notable precision and consistency. RPA stands out for its ability to work continuously, 
significantly increasing productivity and reducing the likelihood of human errors, leading 
to a notable reduction in operational and labor costs.

The scalability of RPA allows companies to adjust their robotic workforce according 
to fluctuating demands, improving not only operational efficiency but also employee 
satisfaction and strategic focus. With applications ranging from data processing and 
verification to supply chain management, RPA has become a transformative tool in 
sectors such as banking, retail, customer support, and human resources management, 
demonstrating its potential to optimize processes and improve decision-making across a 
wide range of industries.

The adoption of RPA in Latin America, partly driven by the COVID-19 pandemic, highlights 
its role in accelerated digital transformation, focusing on business continuity, risk reduction, 
and knowledge generation. Financial institutions and retail companies, in particular, have 
adopted RPA to enhance operational efficiency and customer service, with successful use 
cases showing significant time and cost savings, as well as improvements in customer 
experience.

Successful implementation of RPA is crucial, requiring the selection of stable processes for 
automation, involvement of process experts during development, effective management 
of security and access, and careful consideration of development, licensing, and 
maintenance costs. Best practices for RPA implementation include meticulous planning, 
engagement of process experts, and a modular approach in selecting tools, as well as 
preparing for greater integration of AI. These strategies, combined with a strategic and 
adaptive vision, enable organizations to successfully navigate the automation landscape, 
maximizing the operational and strategic benefits of RPA.
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INTRODUCTION TO  
ROBOTIC PROCESS  
AUTOMATION (RPA)

In the contemporary digital landscape, the quest for operational efficiency and automation 
is paramount. Robotic Process Automation, or RPA, emerges as a significant technological 
advancement in this context, facilitating the automation of routine tasks.

RPA is a technology that enables the development, deployment, and management of 
software robots designed to emulate human interactions with digital systems and software. 
These software robots can perform a wide array of tasks, such as interpreting what is 
displayed on a screen, making selections, navigating systems, identifying and extracting 
data, and completing various other actions that typically require human intervention. The 
essence of RPA lies in its ability to replicate human actions within digital interfaces and 
applications, executing tasks based on predefined programmatic rules.

The implementation of RPA technology offers several advantages to 
organizations, including:

Efficiency and Productivity 

RPA robots are capable of operating continuously, which significantly 
reduces the time needed to perform tasks. Their ability to work without 
pauses or breaks contributes to heightened productivity levels.

 
Accuracy and Reliability

By automating tasks, RPA minimizes the likelihood of human error, 
ensuring that processes are executed with consistency and precision.

Benefits of RPA
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APPLICATIONS OF RPA

The following examples illustrate the broad range of RPA applications, demonstrating 
its transformative potential across various functions and sectors.

USE CASES

Data Processing and Verification

RPA excels in processing consistency by adhering to predefined rules 
for information extraction from standardized documents. This capability 
extends to extracting essential records such as contracts, financial 
data, and other information that must be documented across different 
interfaces or files. The effectiveness of RPA in this domain relies on its 
programming based on a known methodology from the outset. For 
optimal performance, it is crucial to predefine the formats and languages 
the robots will encounter, allowing them to be programmed with the 
necessary standards and guidelines.

 
Financial Reconciliation

RPA plays a crucial role in financial reconciliation by comparing data across 
multiple systems. This functionality enhances data accuracy and identifies 
discrepancies, facilitating corrective actions to adhere to or address 
deviations from established parameters. Automating reconciliation 
processes with RPA not only yields reliable systems based on precise data 
sources but also significantly reduces the workload on teams responsible 
for these resource-intensive accounting tasks.

Cost Reduction

The automation of repetitive tasks can lead to considerable savings in labor 
and operational costs. 

 
Scalability

RPA systems are inherently scalable, allowing for the adjustment of the 
robotic workforce according to fluctuating demands, without the need for 
extensive changes in infrastructure or workforce management.

 
Employee Satisfaction

The automation of monotonous tasks frees up employees to engage in 
more meaningful, strategic, and intellectually satisfying work. This shift 
can lead to increased job satisfaction and morale.
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Processing of Payments and Invoices

In the realm of financial and accounting operations, RPA stands out for its 
ability to monitor and identify invoices ready for processing continuously. 
It accurately extracts information from invoices and integrates this data 
into various ERP systems. Upon completing the data processing, RPA 
schedules notifications to inform business users of the completion status 
or any interruptions requiring intervention. The deployment of RPA for 
invoice processing on separate virtual machines ensures that its operations 
do not disrupt business users, enabling seamless automation that can be 
scheduled to avoid interference with daily activities.

 
Customer Service and Support

RPA significantly enhances customer service by automating responses 
to common inquiries, managing appointment bookings, and updating 
customer records. By handling routine questions and tasks, RPA allows 
customer service representatives to focus on more complex and personalized 
customer interactions, leading to improved customer satisfaction.

 
Human Resources Management

In human resources, RPA streamlines processes such as resume 
screening, employee onboarding, and leave request management. 
Automating these tasks reduces manual effort and speeds up the HR 
workflow, making the recruitment and management processes more 
efficient and less prone to error.

 
Supply Chain Management

RPA improves supply chain operations by automating order processing, 
shipment tracking, and inventory management. This application of RPA 
not only enhances efficiency but also provides real-time visibility into supply 
chain activities, enabling better decision-making and responsiveness to 
market demands.
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GLOBAL RPA  
IMPLEMENTATIONS 
DIVERSE INDUSTRY  
INSIGHTS

Postbank Bulgaria recognized the need to enhance the efficiency 
of various business operations and initiated a pilot project in its loan 
administration division1. This project identified 20 processes suitable 
for automation within a six-month timeframe. The decision to employ 
RPA technology was driven by the need for robustness and traceability 
in handling repetitive, manual tasks that offered little value to the 
employees involved. Before automation, these tasks demanded four 
hours daily from seven bank employees. By automating these processes, 
Postbank saved the equivalent of two full-time employees, reallocating 
their efforts to higher-value tasks and eliminating errors.

The Spanish multinational, Acciona, implemented RPA to automate over 
30 processes, particularly in the human resources department2. This 
automation focused on tasks requiring extensive data extraction and 
documentation management for hundreds of temporary workers and 
contractors. The impact on Acciona’s HR operations extended beyond 
cost savings; it enhanced overall operational efficiency. Automation 
allowed the company to allocate time saved towards data analysis, 
better-understanding customer interests, and aligning activities 
more closely with its core business objectives, resulting in increased 
satisfaction among workers and customers.

Nielsen, a global market research firm, integrated RPA technology to 
support its data analysis-centric business model3. RPA was instrumental 
in Nielsen’s digital transformation, enabling faster delivery of analytical 
insights to clients across retail, manufacturing, media, and advertising 
sectors. The adoption of RPA significantly boosted operational 
efficiency, allowing Nielsen to provide timely, accurate data to clients. 
This transformation facilitated the design of more effective action plans 
and strategies by reducing manual tasks and enhancing the company’s 
capacity to offer real-time insights.

POSTBANK 
BULGARIA 

TRANSFORMS LOAN 
ADMINISTRATION 

WITH RPA

ACCIONA’S 
SERVICES 

DIVISION SEES 
SIGNIFICANT 

TIME AND COST 
SAVINGS WITH 

RPA

NIELSEN 
DRIVES DIGITAL 

TRANSFORMATION 
WITH RPA

1. Postbank Bulgaria Transforms Loan Administration with RPA, Published by UiPath, https://www.uipath.com/resources/automation-case-studies/postbank-
banking-rpa
2. Acciona’s Services Division Achieves Important Time and Cost Savings in HR and Back-Office Operations with RPA, Published by UiPath, https://www.
uipath.com/resources/automation-case-studies/acciona-sustainable-infrastructure-renewable-energy-rpa
3. Nielsen Embraces RPA at Scale to Drive Digital Transformation, Published by UiPath, https://www.uipath.com/resources/automation-case-studies/nielsen

https://www.uipath.com/resources/automation-case-studies/postbank-banking-rpa
https://www.uipath.com/resources/automation-case-studies/postbank-banking-rpa
https://www.uipath.com/resources/automation-case-studies/acciona-sustainable-infrastructure-renewable-energy-rpa
https://www.uipath.com/resources/automation-case-studies/acciona-sustainable-infrastructure-renewable-energy-rpa
https://www.uipath.com/resources/automation-case-studies/nielsen


TECH REPORT: RPA 10

ACCELERATING DIGITAL TRANSFORMATION

The RPA landscape in Latin America is experiencing a notable increase in companies with 
planned automation processes, improving from 11% to 17% in the past 3 years4. Additionally, 
the presence of RPA within organizations has grown, indicating a stronger commitment 
to digital transformation. Financial and retail sectors, in particular, have embraced RPA to 
initiate automation processes:

RPA is expected to assume a transformative role across diverse market segments, 
driving changes in operational models and demanding a strategic vision for automation. 
Organizations are anticipated to progress towards fully automated enterprises, adopting a 
proactive approach to automation and balancing tasks between software robots and human 
employees. This evolution promises enhanced performance, ROI, and competitiveness, 
enabling employees to assume more strategic, less bureaucratic roles.

Financial Sector 
Nearly half of the financial companies have started automation processes, 
focusing on enhancing operational efficiency and customer service.

Retail Sector 
Faced with the need to improve online sales systems, retail companies 
are leveraging RPA to meet consumer demand and streamline logistics 
for product delivery. Approximately 34% of retail companies have 
initiated RPA processes, with a significant portion planning or scaling 
their automation solutions5.

4. Uso de RPA en América Latina, Published by Teknei, 06/16/2021, https://www.teknei.com/2021/06/16/uso-de-rpa-en-america-latina/
5. Estudio muestra que RPA ha ganado escala en América Latina, Published by Prensario Tila, https://prensariotila.com/32643-estudio-muestra-que-rpa-ha-
ganado-escala-en-america-latina/

RPA
IN LATIN AMERICA

The rapid adoption and evolution of RPA in Latin America, significantly influenced by 
the COVID-19 pandemic, marks a pivotal shift towards accelerated digital transformation 
across diverse sectors. This profound change has not only reshaped the motivations behind 
RPA investments but also underscored its critical role in enhancing operational stability 
and strategic decision-making capabilities. Initially, companies were motivated to invest 
in RPA for cost reduction, performance improvement, and revenue increase. However, 
the pandemic has redirected these motivations towards prioritizing business continuity, 
resilience, knowledge generation, and risk reduction. This shift highlights the integral role 
of RPA in ensuring businesses can adapt and thrive amidst challenges, paving the way for 
a future where automation plays a central role in the operational and strategic framework 
of companies in Latin America.

https://www.teknei.com/2021/06/16/uso-de-rpa-en-america-latina/
https://prensariotila.com/32643-estudio-muestra-que-rpa-ha-ganado-escala-en-america-latina/
https://prensariotila.com/32643-estudio-muestra-que-rpa-ha-ganado-escala-en-america-latina/
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6. BAC Credomatic Case Study, Published by Alvaria, https://www.alvaria.com/resources/case-studies/bac-credomatic-cs
7. Leveraging Intelligent Process Automation: 1300% ROI Delivers Increased CSAT and $7M in New Revenue Streams, Published by Automation Anywhere, 
https://www.automationanywhere.com/resources/customer-stories/bancolombia
8. Bancolombia Automates Core Banking Processes to Optimize Customer Service and Reduce Risk, Published by Bizagi, https://www.bizagi.com/en/
customers/case-studies/financial-services-bancolombia
9. Enabled Process Automation, Published by BTOES Insights, 03/04/2020, https://insights.btoes.com/2020-award-finalist-spotlight-bancolombia-best-
achievement-in-technology-enabled-process-automation
10. Casos implantados de RPA, Published by Agencia de Gobierno Electrónico y Sociedad de la Información y del Conocimiento de Uruguay, 02/07/2020, 
https://www.gub.uy/agencia-gobierno-electronico-sociedad-informacion-conocimiento/comunicacion/publicaciones/casos-implantados-rpa

BAC Credomatic leveraged RPA to significantly enhance customer 
experiences and improve efficiency via automation. The bank 
developed over 30 bots to support various services, such as collections 
and online banking, ensuring customers could self-serve effectively. 
This approach led to a 12% increase in digital collections and enabled 
30% of interactions to occur outside traditional contact center hours, 
showcasing the transformative impact of RPA on customer service and 
operational efficiency6. 

Bancolombia has harnessed RPA to significantly improve its banking 
operations, focusing on optimizing customer service and reducing 
operational risks. By implementing a digital workforce, Bancolombia 
managed to process a vast amount of structured, semi-structured, and 
unstructured customer data, automating hundreds of processes. This 
initiative not only increased back-office efficiency but also led to notable 
customer satisfaction improvements and the creation of new revenue 
streams. The bank achieved a 1300% ROI7, demonstrating the profound 
impact of intelligent process automation on their operations.

Furthermore, Bancolombia automated core banking processes, 
enhancing customer experiences and ensuring compliance8 9. This 
automation freed human talent from repetitive tasks, allowing for 
better customer service. The initiative resulted in a 59% increase in 
service efficiency, support for 24 million transactions per month, and 
significant operational risk reduction. Over 1,700 processes were created, 
benefiting from enterprise-wide intelligent automation, demonstrating 
Bancolombia’s commitment to leveraging digital technologies for 
operational excellence and improved customer interactions.

The Uruguayan government utilized RPA to streamline and enhance 
public service efficiency, focusing on speeding up procedures not just 
through digitalization but by optimizing processes for time and cost 
savings. Implementing RPA across various ministries, such as Defense, 
Industry and Energy, Social Development, Housing and Environment, 
and the Presidency, led to significant reductions in process times—
achieving between 40% and 75% time savings10. This strategic 
deployment allowed employees to shift from routine tasks to higher-
value activities like analysis and decision-making, ultimately benefiting 
citizens with quicker access to services without the need for physical 
travel, showcasing a measurable positive impact on society.

BAC CREDOMATIC 
ENHANCES 
CUSTOMER 

EXPERIENCE AND 
EFFICIENCY WITH 

RPA

BANCOLOMBIA 
OPTIMIZES 

OPERATIONS AND 
CUSTOMER SERVICE 

WITH RPA

URUGUAYAN 
GOVERNMENT 

TRANSFORMS PUBLIC 
SERVICES WITH RPA

EXAMPLES IN LATIN AMERICA

https://www.alvaria.com/resources/case-studies/bac-credomatic-cs
https://www.automationanywhere.com/resources/customer-stories/bancolombia
https://www.bizagi.com/en/customers/case-studies/financial-services-bancolombia
https://www.bizagi.com/en/customers/case-studies/financial-services-bancolombia
https://insights.btoes.com/2020-award-finalist-spotlight-bancolombia-best-achievement-in-technology-enabled-process-automation
https://insights.btoes.com/2020-award-finalist-spotlight-bancolombia-best-achievement-in-technology-enabled-process-automation
https://www.gub.uy/agencia-gobierno-electronico-sociedad-informacion-conocimiento/comunicacion/publicaciones/casos-implantados-rpa
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Selecting processes for automation requires a deep understanding of their stability 
and how frequently they change. It’s essential to prioritize stable processes 
with minimal changes over time, as processes that frequently change demand 
considerable maintenance, affecting efficiency. According to industry standards, the 
process selected for automation should ideally not undergo any significant changes 
for at least 6 months. This ensures that the automated process can deliver its 
intended efficiency gains without the need for continuous updates or modifications, 
thereby optimizing operational efficiency and reducing maintenance overhead. 
Additionally, assessing whether the volume of operations justifies the investment 
is crucial. For tasks with low operational volume, the cost-effectiveness of hiring 
human intervention might be more beneficial than implementing automation.

The contribution of a process expert is crucial, requiring their involvement for 2-3 
hours weekly during the RPA development phase, which typically lasts 10-14 weeks. 
This involvement ensures that the automation accurately captures the process’s 

BEST PRACTICES FOR  
RPA IMPLEMENTATION: 
INSIGHTS AND 
RECOMMENDATIONS

Understanding the intricacies of RPA, from selection to execution, underscores the need 
for meticulous planning and engagement. This guideline incorporates best practices and 
leverages IDB’s extensive experience in developing projects with RPA.
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Adhering to these recommendations enables organizations to effectively navigate the 
complexities of RPA, facilitating the successful implementation of automation technologies 
and achieving long-term operational efficiency and strategic benefits.

nuances. Additionally, due to RPA’s susceptibility to failures in other systems, it’s 
essential to maintain a team knowledgeable about all system interactions, not just 
RPA. This dual focus on expertise and comprehensive system understanding is key to 
mitigating risks and enhancing the reliability and efficiency of RPA implementations.

Security and access management are critical, advocating for the creation of generic 
user profiles instead of using real individuals’ accounts or pre-existing profiles. These 
generic profiles, equipped with specific roles and permissions, help mitigate risks 
and maintain process integrity by ensuring that access is controlled and aligned 
with the automated tasks, without tying activities to personal user accounts.

Financial considerations, including development, licensing, and maintenance 
costs, significantly impact RPA strategy. A modular approach to selecting RPA 
tools from various providers can enhance technological fit, cost efficiency, and 
performance. Setting an expected ROI within 3-4 years serves as a benchmark 
for evaluating the feasibility and success of RPA initiatives, allowing organizations 
to strategically navigate financial commitments and optimize their automation 
investments for long-term benefits.

Recognizing the distinction between RPA and AI is crucial, as RPA is not inherently 
intelligent. Integrating AI solutions for specific tasks could yield superior outcomes, 
considering AI’s growing capabilities. Organizations are advised to prepare for a shift 
towards more modular architectures with an increased reliance on AI over RPA 
due to AI’s rapid advancement. This evolving landscape demands flexible strategies 
that can adapt to changing technology ecosystems, ensuring that organizations 
can leverage the best of both technologies for optimal efficiency and innovation.

The approach to maintenance can vary significantly depending on the scale of RPA 
implementation. For instance, in cases where only one or two RPAs are deployed, 
the maintenance responsibilities can often be managed by the business team, 
with partial support from IT for system integrations and other technical aspects. 
This collaborative approach ensures that the automated processes remain aligned 
with business needs while leveraging IT expertise for complex technical issues. 
However, when RPAs are implemented in bundles or at a larger scale, it becomes 
crucial to consider a structured Knowledge Transfer to a dedicated resource tasked 
with providing ongoing support to the business. This dedicated support role is 
instrumental in addressing any changes, updates, or incidents related to the 
automated processes. By ensuring that there is a knowledgeable individual or team 
in place, businesses can maintain operational continuity, quickly adapt to process 
changes, and resolve issues efficiently, minimizing downtime and maximizing the 
benefits of RPA.
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