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Robotics Process Automation: 
Very easy to start, but not so easy 
to scale
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1. About us
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4. About our project

5. What we learned

6. Our future plans regarding 

automation

7. Questions 

(just ask when you think of it)
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The Danish Government’s 
Agency for IT-services & Operations

We are

- An agency of The Ministry of Finance, providing IT-services to state 

institutions in 16 ministerial areas

- Established January 1st 2010

- 100 percent Customer-financed

Key figures

- Approximately 400 employees

- +19.000 users

- +5.000 server instances

- +550.000 software installations

- +5.000 software products from +1.600 producers

- We provide network for 250 different addresses around the Nordics.
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Our customers
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Core tasks

‘The Governmental 

IT workplace’
(one desktop for everybody)

Standardization of general 

administrative systems

IT infrastructure operations

Reducing costs on outsourced 

operation contracts
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Our role in the future

In the next 4 years, our 

portfolio will be expanded with 

those state institutions, which 

currently stands outside a 

larger IT community. That 

means 19,000 additional 

users. 

We will furthermore take over 

the responsibility for 

outsourced IT operations and 

supplier management from our 

new customers. 
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About me

• M.Sc. (cand.merc) SOL (Strategy, Organization and Leadership) 

from Copenhagen Business School in 2010.

• Development of digital services in 3 different roles within the 

Agency for Governmental IT Services.

• I build bridges between technology and customer/business in a 

very tech-oriented organization.

• Project manager for our new RPA-service.

• Former projects include implementation of ServiceNow, 

XenMobile, service culture projects as well internal forum for 

innovation. 

• I currently work in our Digitization-department.

• I work year-round as a volunteer at Roskilde Festival

and I blog about implementing tablets into business life at  

ipadsogarbejdspladsen.com



But lets talk about 
robots…
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What you probably want to hear from me:

• For the past 9 months, the robots within our 

agency has completed more than 7600 user-

requests. The robots do their work on a scalable 

(and virtual) infrastructure

• A lot of these user-requests require between 2 

and 4 minutes of human interaction, but the 

robot completes it within 20 to 30 seconds.

• RPA-development is relatively easy and 

affordable to initiate.

• Therefore the business case is really good if 

you have lean processes and a lot of repetition.

• But….

I have to be honest with you:

• Working with automation is 10-20 percent 

technology (like RPA-development) and 80-90 

percent process optimization.

• If your process contains subjective choices, you 

need a good amount of data in order to 

automate that part.

• The good news is that the above is true for all 

types of automation tools – from simple scripts 

to RPA-development and machine learning.

• RPA-development is not easy if the specific 

systems or IT-infrastructure is complex.

Framing the talk
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About Robotic Process Automation (RPA)

• RPA is a type of software robots.

• The most popular vendors in this part of 

Europe are UiPath and Blue Prism.

• I often refer to RPA-robots as duct tape, as it 

is

– Easy to set up

– Can be combined with other automation 

tools like VBA-scripts 

– It is a great tool for going across different 

systems.

• Credentials can be assigned to the robots 

like regular employees since the robots also 

work on a Windows desktop.

• Two important terms are ‘attended’ robots 

and ‘unattended’ robots.
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RPA-software

Source: Forrester wave: Robotic Process Automation, Q2 2018
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We started in-house

In order to build a service and a platform for 

RPA, we completed a proof of concept in order 

to learn more:

• We developed three automated process 

within our user administration, involving 

ServiceNow and Active Directory

• We developed two processes within our 

service reporting, involving Outlook and 

Excel

• We implemented a central scheduling server 

(Orchestrator)

• Internal hire of developer with no RPA-

experience. Now we have two of them.

• The first process took 2 weeks to build. 

The second took 1 week and the third took 

3 days. 

• We iterate the robots regularly.

• UiPath is simple to apprehend and we only 

used external help the first couple of weeks.

• We frequently exchange knowledge with 

several consultancies, customers and 

public partners as well as private 

companies through RPA-networks.

• Our POC-experiences were used in the 

build of our scalable infrastructure.
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From project to service

- New virtual infrastructure for a lot of 

robots.

- Unique robot-user, a mix between a 

regular user and a system user.

- Collaboration with customers (both 

internally and externally), process 

managers and security consultants 

internally.

- Teaching our organization about 

optimizing their processes for 

automation.

Hardware

Platform

Service

Today
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Information package for the RPA-interested

New to RPA

• 3 levels of automation-
readiness tests and 
documentation.

Already doing pilot 
projects

• Whitepaper: best 
practice for 
development of  
robots (with input from 
our partners).

For the 
experienced

• Templates for 
documentation of 
processes and test 
cases

• Functional 
Requirements 
Questionnaire

• Process Definition 
Document

• Solution Design 
Document
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• Volume, quality and service 

• Complexity

• Structured input data

• Number of systems involved

• Credentials and user management

• Risk assessment

When is a process ‘ready’ for automation?
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Learning to think like a robot:
Guess the difference between the 3 processes below

Hint: 

The dark blue color is done by a robot
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• RPA is not a ‘silver arrow’ for automation. Bad 

processes will result in bad (or unstable) automation.

• If the robot breaks down, have a clear manual 

procedure in place.

• It is crucial to train managers and employees in 

optimizing their processes for automation, so they can 

spend their time on more complicated tasks.

• Chose the right automation tool for the job – some 

times you have to combine different ones (like RPA 

and PowerShell)

• We don’t always have to automate end-to-end 

processes. Sometimes a part of the process is just as 

valuable.

• RPA-software is developing a lot right now. New 

functionality, changes in the licensing model and so 

on makes this technology difficult to plan ahead using 

traditional waterfall project-planning.

• There is a big difference between a pilot project with a 

couple of processes running on a laptop and a 

production-set with unattended robots working on 

virtual desktops in a datacenter.

• It is important that the IT-department and business 

side work together – your robots have to gain the 

same system credentials as you do.

• Robot life cycle management – when should a robot 

be replaced, how expensive are they to maintain 

(compared to implementing a proper API or a new 

system)

• Communicate openly about your robots in the 

organization – and remember to answer all the silly 

questions as well.

What we learned so far…
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The future of automation with us

Now

• 5 (almost 6) customers use our RPA-service.

• Primary focus on UiPath, secondary on Blue Prism.

• We are learning from the marked through participation 

in seminars like this one and RPA-networks.

• We collaborate with process optimization experts 

(both internally and externally)

• Published first version of white paper/best practices 

for RPA-development as well as the readiness-tests.

• We train our management on what processes could 

gain from using RPA-robots – bots AS-IS processes 

and TO-BE processes.

• We still automate through other classic IT tools like 

macros and scripts.

• We are simultaneously testing, PowerBI and Data 

warehouse-tools for automation.

In the future

• More of our +90 customers use our RPA-

service.

• RPA as time-share robots between customers 

when the software can support it.

• Focus on broader automation like:

• Machine learning (built in to several RPA-tools 

already), but also automation-tools in services 

like ServiceNow (for example chatbots).

• Continuously testing alternative RPA-software

• Organization: Learning from more mature RPA-

organizations: centralized RPA-infrastructure and 

decentralized ‘RPA-plants’.

• Communicating our findings to other organizations.
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Questions?
bts@statens-it.dk
linkedin.com/in/bscherlund


