
RPA Best Practice
Navigating the Path to Success 

in Local Government

Welcome

Elizabeth Haigh – Business Manager

Connor Davies – Business Manager



Business

• Infrastructure team

• Business analysts 

• Programme/Project Managers

• Applications team

• Business Leads

• Executive sponsor (s)

• Subject matter experts

• System Users 

• Head of services/Service leads 

• Digital champions

• Account Manager 

• Professional services team 

• Helpdesk team

• Neighbouring organisations 

• Like for like systems 

• Business area contacts 

• Within supplier community 

• General Front-end community
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The Path to Success



The Path to Success

Readiness
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Share Learnings



Key roles within an organisation

Human Workforce Virtual Workforce

Repetitive tasks

Accuracy 

Consistency

Logical processing

24/7  

Unemotional decisions

Creativity

Planning 

Subjective thought

Emotion

Compassion

Verbal communication

Unstructured 

Information
Structured 

Information



What are the options? 

RPA WorkflowRekey APIs



What is Robotic Process Automation (RPA)?

• Software robots execute rules based tasks

• Bots ‘drive’ the user interface of a system 

• Can be used at scale

• Alongside user or not (Attended or Unattended) 



• Automate repetitive tasks

• Follow pre-programmed rules & logic 

- Follow complex workflows

• Work quicker than a human 

• Work more accurately than a human 

• Drive any system 

• Work 24/7

• Scale up and scale down 

What a Bot CAN do…



• Think for itself 

• Learn 

• Handle unique scenarios

• No interpersonal skills 

• Problem solve 

• Fix bad processes (without process refinement)

• Speed up systems

What a Bot CANNOT do… 



Front-end Integration 

Migration 

 

Synchronisation 

How can RPA be used?

Extraction 

Data Integration 

Intelligent Automation



• Front end to the back office

• Incorporating our human workforce

• Monitor inboxes

• SMS’s

• Send emails

• Other workflows

How do we bring the landscape together? 





• Usually provided by vendor

• Allows software components to communicate

• Number of different types

• Most common RESTful, SOAP and web service 

connections 

What is an API? 



• Are they available?

• Are they cost-effective?

• Does it do what you want it to do? 

• If yes, USE them but:

• Difficult to configure?

• Requires complex development resource

Are they the right choice?



• Import an Open API definition 

• Codeless visual experience 

• Converts between Webservices and Databases

• Step-by-step Wizard

• Provides gateway to AI and Cognitive services 

(will come back to that!) 

NDL Connect



NDL Connect



What is Intelligent Automation (IA)?

AI  / Cognitive Services

Unstructured information

Input 

Layer

Hidden 

Layer

Output

Input #1

Input #2

Input #3

Input #4

Bots HR

Finance

CRM/PAS

Departmental

Robotic Process Automation

Structured information



Inspire – Use Cases



Case Study: Moray Council

Revolutionising processes for Housing Repairs 
operatives with combination of mobile apps and 
RPA.



The Challenge

• People call in to book repairs 

• Rekeyed to 4 different systems 

• iWorld Housing (Register)

• Optitime (Scheduler)

• Lagan (CRM)

• Servitor (Materials)

• Pushed out as paper-based job sheet for morning 

collection

• Paper notes collected on the job

• Rekeyed into the back office through all 4 systems



The 

Solution

• Combination of Mobile Apps and RPA

• Call handler enters data once into Lagan (CRM) and RPA updates the rest

• Information pushed to Mobile App- increased functionality & 

flexibility 

• Job information recorded on the app

• Submit information at the end of day

• RPA integrates with all 4 systems



The 

Results

Increased data 

quality
Saved money

Job Satisfaction
Saved time (rekeying 

and travel)

7 staff members re-

assigned to other 

business areas



Case Study: South Lanarkshire

Revolutionising processes at corporate scale 
with RPA  



The Challenge

• Huge traffic overwhelming contact centre 40,000 

transactions annually 

• Many of these requests needed actioning, many of 

these manual time intensive processes requiring re-

keying across various systems 

• Focus particularly targeted at reporting (Systems in 

property management & waste)

• Desire to increase service efficiency 

• Channel shift providing modern avenues of 

engagement shifting customers away from 

telephone 



The 

Solution

• Procuring RRA and taking a corporate lens on 

processes 

• RPA implemented and used in combination with 

Jadu forms (Interchangeable & complimentary)

• Replicable processes repurposed aiding speed of go 

to live



The 

Results

Improved resident experience

1282 days of work saved in 

the housing department 

saved alone 

Reduced data risks

ROI on licence costs with 

one process. - Food waste 

bag replacement 

Without the need to manually process 

high volumes of requests the council 

has made significant savings



Large Scale 

Document  

Migrations



RPA Bots in action



The organisation is required to manage the Active Directory profiles 
on behalf of their 5 Local Authority partner organisations, which is 
comprised of changes for starters, movers and leavers (SLaM)

Challenge: 

• Huge administrative overhead (emails not sent or missed)

• Funding Microsoft licences which are no longer in use

• Notable security issue – staff may still be able to access systems

The challenge



Once an employee is marked as “left” in the HR system, this triggers 
an email to a mailbox monitored by Flow which kicks off the 
automated process.

Benefits

• 25 minutes saved per transaction

• Saving money through not paying for unused AD profiles or MS 
licences

• Improving the new starter onboarding process

The benefits



Is your organisation ready?

Readiness



How ready are you for transformation? 

Readiness

▪ Do you truly understand your challenges and processes with clear 

priorities?

▪ Are key stakeholders clear on the capabilities of the tech?

▪ What technologies do you need? The right tool for the job!

▪ Do you have to ‘as is’ and ‘to be’ mapped?



Are you clear about the benefits?

ROI

▪ Have a strategic pipeline of processes to drive the ROI you need!

▪ What are your key drivers? How do you define ROI? 

▪ Financial? 

▪ Time saving? 

▪ Reducing risk? 

▪ Have you baselined your processes to measure against this?

▪ How can you make the investment sustainable?  



Prioritising Processes

▪ Planning your pipeline

▪ Is it feasible? Have you got a process map? Have you baselined? 

▪ Where can we modularise to accelerate development?

Process Target per item Annual/Monthly 

volume 

Total time 

(hours) 

FTE Annually 

Process 1 40 6,258 4,172 2.3

Process 2 10 8,925 1,488 0.8

Process 3 2 41,736 1,391 0.8

Process 4 15 2,860 715 0.4

Process 5 20 10,000 3,333 1.2

Total savings 

anticipated



Example from NDL Community 



Example from PAHT



▪ Education, Education, Education!

▪ Communicate appropriate messages to appropriate 

stakeholders – at the right time! 

▪ Set the right expectations

▪ Balance excitement with delivery!

Keep people at the center of the journey



NDL | Connect

NDL | DigitiseNDL | Automate

NDL | Flow



Next steps

• Beat the bot workshop

• ROI workshops

• Product demos

• Inspiration sessions- Learn and replicate other council success

Let us know!

Charlotte.todd@ndl.co.uk | info@ndl.co.uk | Connor.Davies@ndl.co.uk

mailto:Charlotte.todd@ndl.co.uk
mailto:info@ndl.co.uk
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