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Testimonials: 

 “The RPA pilot has proven the 
potential of the technology and 
provides significant benefits 
from a number of standpoints. 
It delivers a more accurate, 
consistent and efficient service 
to our PAYE taxpayers. It frees 
our skilled staff to focus on 
higher-value work and more 
strategic projects. This is hugely 
positive from our perspective 
and allows us to better deploy 
our staff and optimise our 
performance, productivity and 
output.” 

John Barron, CIO Revenue Commissioners

The Revenue Commissioners supported by Deloitte, commenced 
work on a proof-of-concept automation project in March 2018 
before the OGP framework was in place. The success of this “Spouse 
Creation” project, led to further collaboration between Deloitte and 
Revenue Commissioners on automation projects. These projects have 
generated a host of benefits for both Revenue and the public alike. 
Revenue is continuing to explore opportunities for further deployment 
of RPA technologies.  Revenue has recently renewed its RPA licensing 
agreement using the OGP framework. 

Key Benefits

Staff freed to work on higher-value 
work
Across all the processes staff were enabled to refocus 
their efforts from repetitive clerical work to work that was 
more rewarding and of a higher value.

Increased accuracy and consistency
Particularly for large complex processes such as the PAYE 
Basis of Assessment Mismatch process, robot workers 
can complete processes more accurately and more 
consistently than human workers. 

250,000+ 
Export Control System 
cases closed by bots - 

Backlog eliminated

17,000+ 
Customs Auto 
Release cases 

closed 

44 
Robots could 

handle 44 times as 
many cases each 
week as human 

workers



Case Study 1 

PAYE Spouse Creation Link

The RPA challenge
The “PAYE spouse/spouse link” creation process was performed 
daily throughout 2018, with 20,566 work items which needed to 
be processed because of a form 11 and PAYE modernisation and 
data alignment initiative.

Cases were randomly worked by employees across various 
departments (500 to 1000 employees potentially solving cases) 
with an average of 85 cases solved per day and an estimated 
processing time ranging from 1 hour to 3 hours, depending on 
the complexity of the case. 

Results Delivered

Automation Re-Configurability
Automations and business objects developed for 
this process can be easily reconfigured for other 
processes, thus increasing automation efficiency.

Case Study 2 

Export Control System

The RPA challenge
The Export Control System is a system in place across 
the EU that controls indirect exports. The manual 
process in place resulted in staff members manually 
searching for Movement Reference Numbers (MRN) 
and using the Export Control System to request the 
status before then completing the relevant details 
and closing of the movement.

Results Delivered

Improved Reputation
Previously Ireland had the most 
outstanding cases in the entire EU and 
was regularly called out on it by the EU 
Commission. As a result of this project, 
Ireland has received praise from the 
EU for its efforts to tackle these legacy 
cases. 

100 
The capacity of cases 

each robot could 
handle daily

20,000
Each robot has the 

ability to handle 20,000 
cases per week, this 

compares to 450 cases 
per week prior to 

automation

250,000 
Cases closed to date 

using automation
8 

minutes 
The average time RPA 

takes to process a case; 
this saved approx. 2 

hours per case

Case Study 3 

PAYE Basis of Assessment 
Mismatch

The RPA challenge:
On the Revenue Commissioners system, when 
customers submit forms for assessment that 
conflict with their current basis for assessment 
it is necessary to initiate a clean-up process. The 
established manual process had over 200 steps and 
was not well documented resulting in a high level 
of inconsistency in how Revenue Commissioners’ 
hundreds of staff members executed the process.

Results Delivered

Improved Accuracy & Consistency
Due to the complex nature of the process, manual 
input was prone to errors and inconsistencies; 
automating the process significantly reduced these 
issues.

Staff Freed to Focus on 
Higher Value Work
Automation of the process 
allows staff to refocus 
their efforts from clerical 
work to work that is more 
rewarding and of a higher 
value.

250 
Each robot has the 

capacity to handle over 
250 cases per day
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Case Study 4 

Customs Auto 
Release

The RPA challenge:
When importing goods to Ireland, 
an importer completes a Single 
Administration Document 
(SAD) detailing the items being 
imported. Depending on the 
types of goods being imported, 
additional control checks may 
be required by Department 
of Agriculture, Food and the 
Marine (DAFM) and the Health 
Service Executive (HSE). The RPA 
solution has fully automated 
the processing of the control 
check notifications received from 
DAFM/HSE.

Results Delivered

Reduced Risk
Automation significantly reduced the risk of shortages of food and 
other essential items if Revenue Commissioners couldn’t handle the 
high caseload that might result from a hard Brexit.

Recruitment / Outsourced Support Avoided
Automating the process allowed Revenue Commissioners to manage 
additional workload without incurring the additional costs of 
recruitment / outsourcing. 

24/7 
processing 
Most cases were 

expected in the early 
morning outside of normal 
working hours; automation 

means these cases can 
be handled as they 

arrive

10,000 
The number of 

cases RPA can process 
per week significantly 

reducing the processing 
time of each case to 

only 1 minute
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