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Foreword
Through the OGP Robotic Process Automation Framework, we 
have had the pleasure of supporting a wide range of departments, 
offices and agencies in their process automation journeys.  
The adoption of RPA is just one component of the broader 
digital agenda across our public services, and it has effectively 
demonstrated the benefits that can be achieved for both public 
servants responsible for delivery and the end users of services.
This Impact Report provides a series of case studies that identify 
the very material quantitative and qualitative benefits realised over 
the last 24 months. These include areas as diverse as COVID-19 
test reporting in the HSE and automation of the Garda Vetting 
Matching Process in Health Business Services; automation of job 
seekers requests and Pandemic Unemployment Payment (PUP) 
arrears communications in the Department of Social Protection; 
automating pensions processes in the Department of Education 
and Skills; and automating PAYE and Customs processes in the 
Revenue Commissioners. Through these and other projects 
thousands of hours have been saved, and other benefits such as 
improved timeliness, quality and accuracy delivered.

Importantly, the Framework has also facilitated the building of 
skills and capability across our public services.  This will enable the 
success achieved to date to be sustained and built upon.
I and all of my colleagues in Deloitte would like to thank the clients 
who have allowed their projects to be featured in this Impact 
Report. It is only though real life examples that the power of 
automation can be fully understood. We would also like to thank 
Derek Melia in the Office of Government Procurement, and Laura 
Mahoney, Philip McGrath and John O’Donoghue in the Department 
of Public Expenditure and Reform for their support for and 
advocacy of the Framework.

Shane Mohan
Partner, Deloitte Ireland
Government & Public Services Leader

I am delighted to provide the foreword for this comprehensive 
impact report on the benefits delivered to the Irish public service 
through the implementation of Robotic Process Automation (RPA). 
This innovative and flexible solution has been made available to the 
public service through a partnership between my own team in the 
Office of Government Procurement and the Public Service Reform 
Team in the Department of Public Expenditure and Reform. 

Improving the delivery of services to the Irish people through reform 
and innovation is at the core of our Department’s work. Naturally, 
digital transformation is increasingly playing a key role in enabling 
such innovation and in supporting public servants to focus on 
meaningful work of value to the citizen. Indeed, “Digital First” is one 
of the key themes of the recently published Civil Service Renewal 
2030 Strategy. In this respect, RPA represents a valuable case study 
of how digital innovation can deliver practical benefits for the public.

A key focus of this project from the outset was to empower 
public service staff to become self-sufficient in RPA through 
extensive training, upskilling and knowledge transfer supports. 
This collaborative and innovative solution provides all Irish public 
service bodies with cost-effective access to RPA software and 
services as well as the training in how to apply it to best effect. 
In addition, the team, led by this Department, have assisted in 
creating a number of Centres of Excellence across the Public 
Service to facilitate knowledge transfer and shared learning. 

This report highlights many of the positive benefits achieved 
through the delivery of this collaborative project in a collection 
of participating organisations. In a 12 month period alone, close 
to one million repetitive tasks have been processed, freeing up 
an estimated 110,000 hours of time for public servants in these 
organisations to focus on the delivery of services to the public. 

I would like to acknowledge the tireless work of colleagues across 
the Public Service in delivering these outcomes for our citizens. 
In particular, I would like to thank the RPA project team, the 
organisations named in this report, those involved in the early 
testing of RPA, and those who helped craft the procurement 
framework.

I also would like to recognise the role Deloitte played in the success 
of this initiative to date. Deloitte were appointed to this framework 
following an extensive and detailed tender process. Deloitte 
continue to deliver their services to the high standard required, 
providing tangible benefits to all Public Service Clients.

Building upon these successes, the OGP and the Department of 
Public Expenditure and Reform will continue to promote the uptake 
of these innovative solutions, delivering substantial efficiencies, 
time and cost savings for the benefit of the public.

Paul Quinn,
Government Chief Procurement Officer
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Benefits delivered to date through 
RPA Framework projects

hours (14,500+ working days) 
admin burden reduced / avoided*

110,000+

training Hours 
delivered360 people attended 

Training60

transactions processed* /
repetitive tasks removed from 
civil servant workload

933,000+
attended RPA Events / 
Briefings

1,800+

Executive Summary

*Calculations based on automations in operation within the Health Service Executive, Department of Social
Protection, Revenue Commissioners & Department of Education from April 2020 – March 2021

Robotic Process Automation is a key 
tool to deliver digital transformation 
that is within reach for all public sector 
organisations and business areas. Since 
September 2019, Deloitte is working in 
partnership with the Department of Public 
Expenditure & Reform (DPER) and the 
Office of Government Procurement (OGP) 
to build knowledge of the opportunity that 
Robotic Process Automation presents for 
Public Sector Bodies (PSB’s). In the past 
year alone Deloitte has worked with public 
sector partners to reduce administrative  
burden on their teams by over 14,800 
working days. The work already delivered 
through the RPA Framework in partnership 
with a range of public bodies is proving 
how automations can deliver material 
efficiencies, time and cost savings in very 
short time - a few months, or even weeks 
in some cases.

In this report, we outline the benefits 
of this partnership approach, providing 
a number of success stories of PSBs 
demonstrating intelligent automation 
projects and the benefits they have 
delivered for their organisations, 

employees and citizens. We also set out 
the significant opportunity that exists to 
build on the work to date and to accelerate 
the development of RPA capabilities 
across the Irish public sector, and other 
opportunities that this will present. 

How does the OGP RPA Framework 
work?
The OGP RPA Framework allows multiple 
Public Sector Bodies to use and procure 
RPA software, training, and support. 
Since September 2019, Deloitte is the 
preferred single provider for the Robotic 
Process Automation Framework for 
software licencing, training, support and 
consultancy services.

Under the Framework, our Deloitte 
Robotic & Intelligent Automation Team 
work alongside many public sector bodies 
from healthcare to local government to 
support them to reimagine how they 
deliver some of their essential services 
using RPA software.

What is Robotic 
Process 
Automation? 

Robotic Process Automation, 
robots or “bots” are software 
programs, which have been 
designed to automate computer-
based transactional processes 
and rules-based tasks by 
effectively mirroring how a 
person might interact with various 
software applications. RPA is a 
software program which can be 
deployed through a variety of 
service delivery methods such as 
off premises (for example cloud/
hosted) or on premises (within 
your IT infrastructure).  

Typically, RPA software programs 
automate high volume, computer-
based, and rules-based tasks. The 
software is intuitive, user friendly 
and should not require elevated 
levels of technical capability to 
manage the automated process.
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Other benefits delivered through the partnership 

Manage spikes / peaks
in demand

Automation supported teams to 
manage increased workload due to 

the pandemic.

Accelerate
rate to scale

For specific tasks, robots operated 
approximately twice as fast as 

a human. RPA supports staff by 
processing increased volumes, to 

help eliminate backlogs.

Employee / Citizen
experience improved 

Increased flexibility in resourcing. 
Reduced number of mundane tasks 
for employees, and faster processing 

time for citizens. Reduced lapsed 
time for completion of processes / 
removed handover delays between 

teams.

24/7
scheduling

Unattended robots do not require 
human validation or input allowing 
them to run outside working hours.

Quality
Improved

Increased data completeness. 
Increased data quality. Increased 

data security.

Accuracy
Increased

There has been reductions in 
total number of errors as the 

robot carries out the task in the 
same way each time it is run. This 

eliminates potential for human 
error.

Increased
Capacity 

Automating the process provided 
additional capacity back to 

employees, allowing them to focus 
more time to with colleagues, 

patients, citizens.

Recruitment /
Overtime avoided

As a result of a reduction in 
processing times,  the time and 

costs associated with recruitment 
to deal with increased volumes has 

been reduced.

Standardised
Processes

Once a process is automated, a 
robot will carry out the task in the 
same way every time it is run. This 
has provided agencies with reliable 
and consistent results for citizens, 

reducing the back and forth 
between citizen and employee.
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Office of Government Procurement Robotic Process Automation Framework | Impact report



Contact

Dublin
29 Earlsfort Terrace
Dublin 2
T: +353 1 417 2200
F: +353 1 417 2300

Cork
No.6 Lapp’s Quay
Cork
T: +353 21 490 7000
F: +353 21 490 7001

Limerick
Deloitte and Touche House
Charlotte Quay
Limerick 
T: +353 61 435500
F: +353 61 418310

Galway
Galway Financial Services Centre
Moneenageisha Road
Galway
T: +353 91 706000
F: +353 91 706099

Belfast
19 Bedford Street
Belfast BT2 7EJ
Northern Ireland
T: +44 (0)28 9032 2861
F: +44 (0)28 9023 4786

Deloitte.ie

At Deloitte, we make an impact that matters for our clients, our people, our profession, and in the wider 
society by delivering the solutions and insights they need to address their most complex business challenges. 
As the largest global professional services and consulting network, with over 312,000 professionals in more 
than 150 countries, we bring world-class capabilities and high-quality services to our clients. In Ireland, Deloitte 
has over 3,000 people providing audit, tax, consulting, and corporate finance services to public and private 
clients spanning multiple industries. Our people have the leadership capabilities, experience and insight to 
collaborate with clients so they can move forward with confidence.

This publication has been written in general terms and we recommend that you obtain professional advice 
before acting or refraining from action on any of the contents of this publication. Deloitte Ireland LLP accepts 
no liability for any loss occasioned to any person acting or refraining from action as a result of any material in 
this publication.

Deloitte Ireland LLP is a limited liability partnership registered in Northern Ireland with registered number 
NC001499 and its registered office at 27-45 Great Victoria Street, Lincoln Building, Belfast, BT2 7SL, Northern 
Ireland.

Deloitte Ireland LLP is the Ireland affiliate of Deloitte NSE LLP, a member firm of Deloitte Touche Tohmatsu 
Limited, a UK private company limited by guarantee (“DTTL”). DTTL and each of its member firms are legally 
separate and independent entities. DTTL and Deloitte NSE LLP do not provide services to clients. Please see 
www.deloitte.com/about to learn more about our global network of member firms.

© 2021 Deloitte Ireland LLP. All rights reserved.




