
RPA Best Practice
Navigating the Path to Success 

in Local Government

Welcome

Charlotte Todd – Engagement Operations Manager

Connor Davies – Business Manager



Objectives &

Agenda
Share Learnings

• Harnessing a culture of collaboration

• Benefits, power, and scalability of RPA 

• Tips and Tricks for kick starting RPA projects

Inspire
• Norwich City Council 

• Warwickshire County Council 

• Swindon Borough Council 

• Moray Council

Excite
• Can you beat the bot?

• Create a fun, interactive and collaborative session!





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



Engage AccelerateProve BAUReadinessDiscovery

The Path to Success



The Path to Success

Readiness



The Path to Success

ReadinessDiscovery Education



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 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



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





• Response times below national average

• Improved efficiency

• Financial savings

• Environmental benefits

End-to-End Housing Repairs: Putting Residents 

First



• Faster accessibility fittings for residents with 

additional needs seeking independence

• Time savings of up to 50% for both Occupational 

Therapists and residents

• Eradicate data rekeying

• Improved accuracy and data quality

End-to End Home Visits: Supporting 

Independent Living



• Application turnaround time for parents and carers reduced by 66%

• 98% efficiency when processing data using RPA

• Effective management of a consistently high volume of applications

• Increased safeguarding of sensitive information 

• Reduction in data error

Free School Meals Automation



• Fast deployment of Breathing Space scheme

• Significant time savings when processing resident enquiries 

• Reduced negative financial impacts on residents

• Improved accuracy and data quality

• Unified inter-departmental data and information

Providing “Breathing 

Space” Debt Relief



RPA Bots in action



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



Excite – Beat the bot - Workshop



• You are part of the housing and community team. And this is the 

pressure you're under

• Shrinking team (staff absence, annual leave, school holidays)

• 4,000 applications in the backlog for homelessness 

• Growing Union & Political pressure 

• Keeping the lights on for day-to-day services, just about.

• Your job is to rekey data onto the application to get vulnerable 

members of the public appropriate access to support and services

Real life 

scenario



Beat the Bot



Rekey the information below into the e-Form provided

Full Name: John Smith

Organisation name: NDL Software Ltd

Course title: SX Developer Foundation

Course delivered by: Declan Malone

Email: johnsmith@gmail.com

Work contact number: 0207 434 2432

Start date of course: 24/10/2023

Set up to your requirements: Very good

Adequate for the training:    Very good

Skills of presenter:  Very good

Quality of presentation: Very good

Value of information: Very good

Did the training session meet your objectives: Yes

Did you find the training of value to you and your 

organisation: Yes

Would you recommend the training course to others?: Yes

Who would you recommend it to?: Anyone

Further comments/recommendations: Great course

mailto:johnsmith@gmail.com




• Benefit claims

• Single person discounts 

• eForm integration 

• Revs and Bens Enquires

• HR starters, leavers, movers 

• Free school Meals 

• Migration from system to 

system 

• National Living wage 

increase

• Tell us once 

• Data cleansing

• Attaching PDFs, case notes 

to CRM 

• Council tax DD set up 

• Housing applications 

• Responsive repairs

• Benefit claims 

• Grants

• National Reporting 

• Invoicing 

• Bulk waste collection 

• Missed bins automation 

• Abandoned vehicle 

• Food services (inspections) 

• Pest control 

• Parking permits 

• Blue badge 

• Fly tipping reports 

• Synchronising systems

Some ideas… 

How much 

time can we 

save?!



RPA Bots in 

action

What a bot can't 

do:

• Think for itself 

• Learn 

• Handle unique 

scenarios

• Problem solve 

• Fix bad 

processes

• Speed up 

systems

• No interpersonal 

skills 



Large Scale 

Document  

Migrations



SCALABLE ACCURACY SPEED PROVEN

FLEXIBLE QUICK TO 
DEVELOP

TACTICAL AND 
STRATEGIC TOOL 

SPRINGBOARD 
ENABLER 

Benefits of 

RPA



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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