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1. THE ABSTRACT

This research explores the potential for Ernst & Young (EY) to leverage Robotic Process Automation (RPA) in
the financial sector with a focus on Accounts Payable, Accounts Receivable, and General Ledger processes.
Thematic analysis revealed prevalent manual processes indicating that automation could significantly enhance
efficiency and strategically allocate human resources. The key themes include operational inefficiencies, financial
process optimization, skills development and training, employee well-being, efficiency and strategic solutions,

risk in automation, and building agile teams.

The study identified challenges such as communication gaps, employee unhappiness, and concerns about job
security within EY's finance team. To address these challenges, various models and frameworks were proposed
aligning with identified themes. Solutions include the application of Six Sigma for operational inefficiencies, the
70:20:10 model for skills development, Agile Risk Management for handling risks in automation, Lewin's Change
Management Model for addressing change-related challenges, and the Scrum framework for building an agile

RPA team.

The discussion highlights the relevance and application of each model emphasizing the need for a systematic
approach to problem-solving. The proposed models offer tailored solutions to specific challenges within EY's
financial processes, providing a roadmap to navigate complexities and enhance operational efficiency and

employee well-being through RPA adoption.
CHAPTER ONE

2. INTRODUCTION

Organization Overview: Ernst & Young (EY) is a multinational professional services firm and one of the largest
of the "Big Four" accounting firms globally that is founded in 1989 through the merger of Ernst & Whinney and
Arthur Young & Co. EY provides a wide range of professional services that include assurance, tax, consulting,
strategy, and advisory services and the firm has a vast global presence with offices in numerous countries and

serving clients across various industries.

RPA Overview: Robotic Process Automation (RPA) is a technology that utilizes software robots or "bots" to

automate repetitive and rule-based tasks within business processes. These bots mimic human interactions with
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digital systems and perform tasks such as data entry, transaction processing, and communication across various
software applications. RPA aims to increase efficiency, accuracy, and productivity by automating routine tasks
and allowing human workers to focus on more complex and value-added activities (Ribeiro et al, 2021, pp.51-

58). There are several RPA tools in the market, such as UiPath, Automation Anywhere, and Blue Prism.

3. BACKGROUND OF THE RESEARCH PROBLEM

The research tackles manual inefficiencies in EY's client financial processes such as Accounts Payable, Accounts
Receivable, and General Ledger. Repetitive and Rule-based manual processes in finance create inefficiencies and
high costs and despite technological progress, these processes remain error-prone and costly therefore, the study
focuses on the use of UiPath RPA for automation to address these challenges. The issue stems from the absence
of automation which impacts efficiency, accuracy, and cost-effectiveness negatively (Fernandez et al, 2018,
pp.123-132). Through qualitative interviews, the study aims to understand the opportunities and challenges of
RPA implementation and the business value that lies in RPA's potential to reduce errors and enhance efficiency
while positioning EY competitively and the focus is on practically applying RPA to cut costs and improve

efficiency in crucial financial operations.

4. SCOPE
4.1. Aim

This initiative showcases the potential for Ernest & Young to leverage Robotic Process Automation (RPA) within
the financial sector and aims to reduce costs and enhance efficiency for clients by focusing on repetitive manual
processes in Accounts Payable, Accounts Receivable, and General Ledger. Using RPA aims to make things run
smoother, cut down on mistakes, and speed up how quickly tasks get done It also helps to save on manual labor
costs and ensures that processes are free from human errors. Additionally, the aim is to make these processes
human-independent, allowing the automation solution to be run at any time as needed, leading to the achievement

of desired results.

4.2. Research Question and Objectives
Research Question Research Objective
How does Robotic Process This study assesses how using Robotic Process Automation (RPA) in
Automation enhance efficiency in financial processes like accounts payable, receivable, and General
financial processes, particularly in Ledger maintenance saves time and enhances overall efficiency.
Accounts Payable, Receivable, and
General Ledger maintenance which
helps its client to save cost and

improve efficiency?

[JRTI2509046 International Journal for Research Trends and Innovation (www.ijrti.org)



http://www.ijrti.org/

© 2025 IJRTI | Volume 10, Issue 9 September 2025 | ISSN: 2456-3315

How does EY's finance department Examine EY's finance department to assess the utilization and impact
manage RPA specifically in terms of of an in-house RPA team versus reliance on the central RPA team or
having a small in-house team Center of Excellence.

versus relying on the central RPA

team or Center of Excellence?

How is Ernst & Young's finance This study looks at how EY's finance team is developing advanced
team working on their advanced skills. We want to see what strategies they're using and how much
skill development and what level of support they get from management in this skill improvement process.
support are they receiving from the

management?

Does Ernst & Young's finance team This study aims to check the risks for EY's finance team if they use
face the risk of operational delays automation. We want to find out what challenges might come up and
and inefficiencies if automation is how they could affect the team's efficiency.

initiated in their current

operations?

4.3. Outline of Methodology
The research takes a qualitative approach that focuses on understanding the challenges and opportunities in RPA
implementation in EY's Client Financial Operations and participants from EY's operations will be purposefully
sampled specifically in the general ledger, accounts payable, and receivable and this study aims to reveal insights
into RPA complexity through in-depth interviews and content analysis of interview transcripts will identify
patterns and aligning to showcase manual processes in daily operations and the data validity will be ensured
through triangulation and merging opinions from multiple interviewees where the reliability will be maintained

through strict guidelines and comprehensive documentation.

4.4. Research Significance
This study is crucial as it fills a vital gap by practically exploring how Ernst & Young (EY) can leverage Robotic
Process Automation (RPA) in its client financial operations and it addresses the challenges and opportunities of
RPA implementation by Focusing on areas like general ledger and accounts. The research contributes practical
insights into driving down costs and boosting efficiency for EY's clients by particularly showcasing the potential
of UiPath RPA tools and using a qualitative approach with in-depth interviews has not only uncovers RPA
complications but also aligns with real-world scenarios that provide valuable perspectives. Lastly, through
triangulation and strict guidelines, this research aims to offer actionable insights for EY and advance the broader

understanding of RPA's impact in the financial sector.

We can save a lot of manual labor hours by automating repetitive tasks and this shift makes the process less reliant
on human involvement and decrease the chances of errors. At the same time, employees can use their time for

more productive work.
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4.5. Format of a Business Project Report
The business report begins with an introduction that provides an organizational overview, offering insights into
Robotic Process Automation (RPA) while outlining the research problem's background, scope, and objectives.
The literature review explores key areas such as digitization in financial operations, general ledger management,
accounts payable and receivables, and the implementation process of RPA with the UiPath tool. It elucidates the
UiPath operating model and discusses building an agile RPA team with the Scrum framework. Within the same
section, it addresses risk assessment using the Agile Risk Management Framework, thematic analysis framework,
Six Sigma methodology with its DMAIC, and skill management using the 70:20:10 model. The research
methodology section explicates the philosophy, approach, time horizon, and strategy with technique.
Subsequently, findings, analysis, and discussion sections present the outcomes and insights. The research

concludes with a robust set of conclusions and recommendations.

CHAPTER TWO:

5. LITERATURE REVIEW

According to Boote & Beile (2005, pp.3-15), the literature review is a critical examination of existing scholarly
works that are relevant to a particular topic or research question, Graham (2011, pp.224-225), states that It
establishes the basis for current research by summarizing and evaluating prior studies identifying gaps and trends
and justifying the significance of new research. A literature review informs the research methodology by guiding
method selection and question formulation and in findings, it contextualizes results within existing knowledge

aiding interpretation (Ortiz, 2007, pp.205-207).

Within this study, the literature review delves into models, tools, and frameworks to underpin the inquiry about
In what way the integration of Robotic Process Automation contributes to optimizing financial processes
specifically in the domains of Accounts Payable Receivable and General Ledger maintenance through the
automation of routine manual tasks resulting in substantial time savings in manual labor hours?" This review
assists the EY team in executing the end-to-end automation solution and aids in bridging communication gaps

and managing change effectively with risk management.

5.1. Digitization in Financial Operations

5.1.1. General Ledger
EY, a global professional services firm can explore automation for clients, particularly in automating general
ledger management is pivotal for business efficiency and offering benefits such as improved accuracy and time
and cost savings that enhance compliance and real-time financial data access (Gridlex, 2024). The manual
processes involved in General Ledger management encompass tasks such as data entry, transaction
categorization, and report generation. Whereas, Russo (2022) argues that manual ledger entries can pose

challenges such as time-consuming input, error-related delays, and the risk of inaccurate statements.
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KPMG's July 2021 report advocates for Robotic Process Automation (RPA) in finance's digital transformation
with RPA streamlines tasks which enhances efficiency and aids CFOs in strategic focus. Considerations for
automation include error-prone and rule-based with 24/7 high-volume complex tasks are suitable processes for
RPA ranging from compliance to price comparison that offer benefits like visibility, security, and cost reduction

(KPMG, 2021).

Whereas, in Gartner's press release, Lavelle (2019) highlighted the potential of Robotic Process Automation in
finance departments and the report stated that deploying RPA in financial reporting processes could save finance
teams up to 25,000 hours annually, primarily due to the reduction of avoidable rework caused by human errors.
However, only 29 per cent of finance departments utilizing RPA have applied the technology to financial reporting,

missing out on significant efficiency gains.

5.1.2. Account Payable and Receivables
EY can not only automate the general ledger management but can also explore the potential of RPA in automating
client accounts payable and receivable processes and this will enhance efficiency and achieve cost savings in
these critical financial functions. In accordance with the study by Kuprina (2017), Manual accounts receivables
processes involve creating invoices and sending them to customers and tracking payments and also the team
follows up on overdue payments by maintaining documentation and ensuring accurate financial records. On the
other hand, as per the study by Tuychiyev (2010), the manual process in Accounts Payable involves the manual
entry, verification, and processing of invoices, often leading to increased errors and longer processing times.
According to the article by Lhuer (2016), an RPA presents a remarkable 30—200 per cent ROI in its first year by
automating repetitive tasks through software that mimics human actions. While some studies suggest significant
RPA ROI varies based on automated processes and the organization's infrastructure and implementation strategy.
For example, a study in Deloitte by Horton (2017) emphasizes the impact of automation level and process
complexity with results differing across organizations, and achieving claimed ROI figures is not guaranteed

universally.

As per Taylor (2022), The global RPA market witnessed substantial growth from $0.8 billion in 2017 to $10.5
billion in 2023 showing a 1,212.5 per cent increase over six years. Despite concerns about job displacement the
surge reflects the market's impressive expansion where a study by Chui et al. (2016) argues that while automation
can create new opportunities it also has the potential to eliminate certain jobs particularly those involving routine

and predictable tasks.
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Figure I Robotic process automation market size worldwide 2017-2023 (Taylor, 2022).

5.2. Implementation Process in RPA

5.2.1. RPA with UiPath Tool
UiPath Inc., based in New York is a global leader in RPA solutions which provide an Al-integrated platform for
end-to-end automation. The company emphasizes low-code development for easy automation creation and
prioritizes corporate governance, contributing significantly to process efficiency and digital transformation across
industries. (Velocity, 2023). There are a lot of RPA tools in the market such as Automation Anywhere, Blue Prism,
and Microsoft Power Automate but when navigating the world of Robotic Process Automation (RPA) it's crucial
to assess top platforms like UiPath which is known for a remarkable 94 per cent customer satisfaction (UiPath,
2023) and also UiPath (2019) study show RPA implementation leads to improved efficiency (86 per cent) and

deeper customer insights (67 per cent) with enhanced customer service (57 per cent).

5.2.2. Uipath Operating Model
According the the study by Catalli (2020), many companies follow four stages to effectively expand their
automation efforts as illustrated in the diagram below as a company moves through these stages the leader
supporting automation where automation comes from and the reasons for investing in it will all evolve which
leads to the growth and improvement of the automation operating model. Whereas McKinsey Digital reports that
integrating RPA can yield a 30 per cent to 200 per cent increase in ROI within the first year, while the Institute of
RPA predicts potential labor cost savings of 25 per cen to 40 per cent through RPA solutions (Lhuer, 2016; Gartner,
2023, pp.1-19), whereas, as per Deloitte a substantial 78 per cent of organizations intend to notably boost their

RPA investments within the next three years (Vemulapalli, 2020)
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Figure 2 Automation Program Stage (Catalli, 2020)

In the proving stage, a few initial processes are automated with less than 10 software robots in a single department
to showcase the effectiveness of the technology and garner support typically lasting a few weeks to three months

(Catalli, 2020).

In the Establish stage, processes are actively implemented and completed within a business area, lasting three to
six months challenges may arise if automation sources are concentrated in one unit and if there's limited
understanding of RPA across the organization that potentially leads to stagnation without clear accountability and

a need for adjustments in the automation operating model (Catalli, 2020).

During the expansion phase, a comprehensive plan for automation is established that enables standardized
onboarding of multiple business units over one to three years and the organization gains a full understanding of
RPA benefits, and key performance indicators (KPIs) are clearly defined and tracked (Yurovsky, 2019). Whereas,
as per Violino (2020), the developers in the automation will be concentrating on high-ROI (Return on Investment)
opportunities it’s evident that the organization needs to enhance the skills of its employees to tackle various
straightforward, team-level, and personalized automation tasks that also state by Wu (2020) that the upskilling
the staff by supporting certain employees to become RPA citizen developers and enabling them to create

automation for their teams and departments

In the Scale phase, the team deploys advanced automation technologies organization-wide and embraces a "robot
for every person" approach with business champions promoting RPA while citizen developers implement
automation from the bottom up and executive sponsorship often led by a CEO or CFO integrates RPA into broader
digital transformation initiatives (Sukavanam, 2019). Whereas Garter et al, (2022) argue that scaling automation
often faces challenges such as integration complexities, resistance from employees high initial costs, and the need
for continuous adaptation to evolving technologies. Balancing human-machine collaboration and ensuring

seamless integration with existing systems are key hurdles in successfully scaling automation.
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5.3. Building the RPA Agile Team

5.3.1. Scrum Framework
According to Kissflow (2023), the agile team has experts with diverse skills who collaborate to develop a product
efficiently and the team structure is optimized for time and resource utilization which enables the swift breakdown

and completion of larger projects compared to conventional teams (Kissflow, 2023).

As per Schwaber (2019), the team consisting of a Scrum Master, a Product Owner, and Developers is a cohesive,
cross-functional, and self-managing unit focused on a Product Goal and it remains nimble with around 10
members and productive but far too large then it may reorganize into multiple teams sharing the same goals and
the team is responsible for all product-related activities that empower to manage their work and accountable for

delivering a valuable increment every Sprint.

Table 1 Scrum Team Members

Developer In the Agile Team the developers are individuals dedicated to producing a
usable Increment every Sprint and the required skills for developers are
diverse and depend on the specific domain of work developers bear the
responsibility of crafting a Sprint plan, the Sprint Backlog, ensuring quality
through adherence to a Definition of Done by adjusting their plan daily
towards the Sprint Goal and maintaining accountability among themselves
as professionals (Schwaber, 2019).

Scrum Master The Scrum Master ensures adherence to Scrum principles by creating
understanding within the team and organization and they enhance the
Scrum Team's effectiveness by enabling continuous improvement within
the Scrum framework by serving as leaders the Scrum Masters support the
team through coaching in self-management, focusing on high-value
Increments, removing impediments, and ensuring positive and timely
Scrum events and they also assist the Product Owner in techniques for
effective Product Goal definition, clear Product Backlog items, empirical
product planning, and facilitating stakeholder collaboration (Schwaber,
2019).

Product Owner The Product Owner is responsible for maximizing the product's value from

the Team's efforts with varied approaches across organizations and their
accountabilities include defining and communicating the Product Goal,
creating, ordering, and ensuring transparency of Product Backlog items and
the Product Owner may delegate tasks but remains accountable, requiring
organizational respect for their decisions, visible in the Product Backlog's
content and order. The Product Owner the one person representing
stakeholders makes decisions that can be influenced by convincing rather
than forming a committee (Schwaber, 2019).

5.4. Risk Assessment
According to Carmichael (2023), risk assessment is essential in IT projects to proactively identify potential
challenges allocate resources efficiently, and ensure project timelines are met. It helps in prioritizing risks and

supporting decision-making while communicating effectively with stakeholders and by addressing potential
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issues early on the IT teams can enhance project resilience and maintain quality standards which increase the

overall likelihood of project success in the dynamic and complex IT environment.

5.4.1. Agile Risk Management Framework
ISACA defines risk as the likelihood and impact of an event which considers both potential benefits and barriers
and in business the opportunities and risks are intertwined especially in activities with uncertainties In Agile
project delivery it's crucial to assess these risks to decide which ones to pursue and anticipate the expected value

in return (Carmichael, 2023).

-
Context
A Ny
Risk Assessment:
i
Risk Response Analyzing Risk
~ Risk Assessment d
{Mﬂﬂnﬁq“
Response

Figure 3 Agile Risk Management Process Cycle (Carmichael, 2023).

Before each sprint and at the project kick-off the risks are discussed in the setting context step and the stakeholders
including the project team identify and prioritize risks and address high-risk requirements early in the sprint cycle.

Regular updates to a risk register occur throughout the project's sprint cycles. (Carmichael, 2023).

In the Risk Assessment Steps: Identify, Analyze and Determine at the beginning of the project cycle the team
looks at the product backlog during the sprint planning meeting. They discuss the risks related to each
requirement, identify and evaluate new risks, and plan how to respond this helps the team become aware of
potential issues and take planned actions such as identifying problematic features without solutions during the
sprint planning session and also the team might decide to do an architectural spike (a proof-of-concept) during

the sprint to explore viable solutions (Carmichael, 2023).

Hamilton-Whitaker (2009) states that the team plans the tasks for the sprint they take into account any potential
risks and they have to make sure that the sprint includes tasks to address these risks and ensure a successful
delivery also an important result is the update of the product backlog to include risk-related activities for the
product features and this way the future sprint cycles will consider these tasks when estimating effort and planning

the sprint tasks (Carmichael, 2023).

According to Reaiche et al (2022), agile risk monitoring uses scrum events like stand-ups and sprint reviews to
manage deliverables and meet stakeholder expectations which reduce the risk of unsatisfactory solutions and
retrospectives identify risks at project and sprint levels also the success relies on shared understanding, team

commitment, and active engagement in decision-making with a strong foundation of risk ownership.
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5.5. Lewin’s change management model
According to Hussain et al (2018, pp.123-127) Lewin's Change Management Model was developed by
psychologist Kurt Lewin and is a three-stage framework designed to guide organizations through the process of
initiating and implementing change the model emphasizes the psychological and social aspects of change which
focus on how individuals and groups respond to and adapt to new circumstances. The three stages of Lewin's

model are:

Lewin's Change Model

UNFREEZE CHANGE

Figure 4 Lewin Change Model (Mulholland, 2023)
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The initiative transforms the organization by changing mindsets and behaviors, fostering awareness, and
addressing resistance and it includes recognizing the need for change, effective communication, and overcoming
biases. "Unfreezing" destabilizes the current state for a shift in perspective essential for successful organizational
transformation. Whereas as per OCM Solutions (2019), the drawback of the Unfreeze phase in Kurt Lewin's
Change Model within OCM Solution lies in its potentially combative nature, rigidity, and perceived lack of detail

for complex change scenarios.

In the Change stage, the emphasis is on executing planned transformations deploying new elements and actively
involving employees highlighting the importance of continuous learning effective communication, and
comprehensive education for successful implementation. Hussain et al (2018, pp.123-127) argue that its
simplicity may lack the detailed guidance needed for complex organizational transformations, potentially leaving

gaps in the change strategy.

The Refreeze stage solidifies changes in the organizational culture making them the norm by reinforcing
behaviors, celebrating successes, and establishing feedback for continuous improvement highlighting the need
for regular reviews and reinforcement for lasting impact. According to Malik (2022), In Lewin's Change Model,
the "Unfreeze" phase involves preparing for change creating urgency gaining buy-in, and addressing concerns

through communication and strategic analysis.

5.6. Thematic Analysis Framework
The six-step thematic analysis process outlined in the article on Interaction Design Foundation by Mortensen
(2019), guides researchers in systematically analyzing user interview data It begins with familiarization, where

researchers acquaint themselves with the extensive data followed by generating initial codes to categorize and
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describe the content. The process advances to developing themes by collating and interpreting codes into broader

patterns across interviews.

Familiarize

yourself Define and

with the Search for name
data themes themes
@ & @ ® & )

Generate Review Produce the
initial codes potential report
themes

Figure 5 Thematic Analysis steps (Ustuk, 2020)

Reviewing themes ensures coherence, identifying contradictions, and refining them as needed. Defining and
naming themes clarifies their essence and relevance, contributing to a coherent narrative. Finally, producing the
report involves compiling findings, using quotes or multimedia with participant consent, and maintaining
transparency about the research process. The process emphasizes flexibility, making thematic analysis applicable
to both explorative and deductive studies while highlighting the importance of honesty and transparency in

representing the data and ensuring the validity of research results (Mortensen, 2019).

5.7. Six Sigma Methodology with its DMAIC
The Six Sigma methodology with its DMAIC approach is a structured and data-driven strategy for process
improvement. DMAIC stands for Define, Measure, Analyse, Improve, and Control. It provides a systematic
framework to identify, analyze, and enhance processes, with the ultimate goal of minimizing defects and
variations. According to the case study by Gaikwad et al (2017, pp.229-238), the DMAIC approach improves
operational efficiency by defining problems measuring performance analyzing root causes, and implementing
targeted improvements, This systematic methodology fosters a culture of continuous improvement, optimizing

resources, and deepening process understanding for lasting enhancements.

The phases are as follows:

Define Measure Analyze Improve Control
Who s the :::wd:v:a: What is How can we '
causing eliminate or How can we
wxz'oa&dey v:‘l:::;s; :‘: deviations or minimize sustain the
elia? PRSI defects in these improvements?

pach o, what we do? defects?

Figure 6 Six Sigma DMAIC (Lee et al, 2015)
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Define: Clearly articulate the problem, project goals, and customer requirements. Establish the boundaries of the

process under consideration.

Measure: Quantify the current state of the process to establish a baseline. Collect relevant data and metrics to

understand the magnitude of the issue.

Analyze: Investigate the data to identify root causes of problems and inefficiencies. This phase aims to uncover

the reasons behind variations in the process.

Improve: Develop and implement solutions to address the identified issues. This phase focuses on making

necessary changes to enhance the process and achieve the desired improvements.

Control: Establish controls and measures to sustain the improvements over time. This phase ensures that the
process remains within the desired parameters and continues to deliver improved outcomes. The DMAIC
methodology is widely used in various industries to enhance operational efficiency, reduce defects, and optimize

processes for better overall performance.

5.8. Skill Management: The 70:20:10 model
As per the report on Harward Business Review report by Glaveski (2016), global spending on training reached
$359 billion. However, dissatisfaction among managers stands at 75 per cent of employees lack essential skills
only 12 per cent apply newly acquired skills to their jobs and merely 25 per cent perceive training as effective in
enhancing performance existing training drawbacks involve timing issues irrelevant content focus, and rapid

forgetting of acquired knowledge.

The 70:20:10 model emphasizes on-the-job experience (70 per cent), social learning (20 per cent), and formal
training (10 per cent), serving as a guide for effective training program balance and fostering a high-performance
learning culture (Cloke, 2022). As per Jos Arets (2018), the 70:20:10 model revolutionizes the approach to work,
performance, and learning in the 21st century and its implementation shifts the focus from formal learning

solutions to seamlessly integrating learning into the workflow.
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70-20-10
Training Model

THINKIFIC
Figure 7 70-20-10 Training Model (Nunaley, 2021).

According to Nunaley, (2021) the Implementation of the 70-20-10 model involves carefully planning and
balancing experiential, social, and formal learning components which designed courses with a mix of engaging
elements like videos, activities, and peer discussions and maintaining a strategic approach avoiding overemphasis
on one aspect. Utilize an eLearning storyboard for lesson planning to ensure a well-rounded and transformative

learning experience for optimal engagement and retention.
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CHAPTER THREE

6. RESEARCH METHODOLOGY
Research is the process of discovering in a somewhat systematic manner information that was previously
unknown (Walliman, 2011) and the methodology, as defined by Brown (2006) serves as the philosophical

framework guiding the research process or the underlying foundation upon which the research is built.

The study aims to utilize Robotic Process Automation in the financial sector of Ernest & Young to cut costs and
boost efficiency also focusing on manual processes in Accounts Payable, Receivable, and General Ledger, RPA
aims to enhance smooth operations, reduce errors, expedite task completion and save on manual labor costs As
per Harris (2022) article on Datagrafic and automation elevates employee productivity by freeing them from
repetitive tasks fostering innovation and improving job satisfaction and he also added that the these advantages
delivering time savings reduced errors and overall organizational success through efficient processes. Based on
this EY could assist clients in seamless operations allowing employees to focus on more value-added tasks with
the time saved and the ultimate goal is to make these processes independent of human intervention and enable

on-demand automation for desired outcomes.

Similar Study published on the Uipath platform, UiPath Inc (n.d.) the case study on Fleet Innovation's adoption
of UiPath's robotic process automation (RPA) technology has resulted in remarkable efficiency gains, with 45 per
cent of monthly purchase invoices processed by robots that free employees to focus on more meaningful tasks
and the positive impact on time utilization and workload management is evident, aligning with the company's
growth plans and fostering a culture of efficiency. The enthusiastic embrace of automation by employees reflects
its seamless integration into daily operations. The strategic partnership with Efima and UiPath, marked by
openness and shared business understanding, has played a crucial role in Fleet Innovation's successful automation
journey. Overall, this case study serves as a compelling example of how RPA can drive growth, enhance

operational efficiency, and contribute to a culture of continuous improvement within an organization.

6.1. Research Philosophy and Approach
According to Kaushik et al, (2019), Pragmatic research philosophy prioritizes practicality and emphasizes real-
world applications and flexibility in methodology to address practical challenges and derive useful insights and
this study follows a pragmatic research philosophy by prioritizing practical insights in exploring the
implementation of Robotic Process Automation at Ernst & Young's financial sector and it recognizes the
importance of real-world experiences and perspectives of EY employees regarding RPA challenges and

opportunities.

The methodology employed in this study adopts an inductive approach which is characterized by a process of
reasoning that involves specific observations to derive general principles. Primary data-based research has been
conducted by in-depth interviews with EY's financial team by embodying the inductive approach which is defined
as a reasoning method that moves from specific instances to broader generalization (Thomas, 2006, pp.237-246).

Inquiries were made about the extent of daily manual business processes and the potential time savings for clients
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through automation and a qualitative study was conducted to address the research question: "How does the
implementation of Robotic Process Automation contribute to the optimization of financial processes, particularly
in Account Payable, Receivable, and General Ledger maintenance, by automating daily manual tasks and

resulting in significant time savings in manual labor hours?"

According to the study by Gotthardt and others (2020, pp.90-102) the implementation of RPA encounters
challenges such as complex task automation limitations, data quality concerns, and transparency needs, and
overcoming these hurdles demands a holistic approach with a clear mindset and cross-departmental collaboration
with strategic precision, Therefore the study also investigated the challenges encountered in building an RPA
team within the department. Whereas, the chosen approach, tailored to a small and distinct sample size enables
the collection of data related to motivations, perceptions, and values associated with the phenomenon or event
because as suggested in the study by Eder (2013, pp.167-182), A small sample size like a 5-person interview is
beneficial for studies aiming to demonstrate the existence of a new effect within a system, particularly in
psychophysical investigations and it allows researchers to assert the presence of an effect in the majority of the

population with confidence.

Another reason to move with this type of study is because the subject of RPA is complex and it is a complicated
and ever-changing process in the real world conducting several interviews with experts is helpful because they
can clearly explain why RPA is important with its advantages and the challenges it poses and this is better than

using other methods for qualitative research (Gephart, 2004, pp.454—462).

Additionally, this research method is the most suitable for studying sensitive internal and confidential business
information and to ensure reliable results, individual interviews are conducted, analyzed, and compared. Since
this thesis explores financial processes within the EY finance sector a total of five employees from EY are

interviewed with a specific focus on one level of the company, particularly the financial department.
Table 1 provides a brief overview of the respondents.

Table 2 Overview of the respondents.

Name Designation Interview Duration
Yugendra Balachandran Finance Consultant, Ernst & 20 Minutes

Young
Allwin Peter Manager Business 30 Minutes

Consulting, Ernst & Young

Sumeet Mittal Senior Consultant, Ernst & 30 Minutes
Young

Gaurav Singh Consultant, Ernst & Young 30 Minutes

Harsh Mehta Associate Consultant, Ernst 30 Minutes
& Young
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6.2. Research Time Horizon
I initiated contact with the respondents in December 2023 after formulating the interview questions. However,
scheduling interviews during this period proved challenging as Ernst & Young (EY) like many organizations
typically adheres to a standard fiscal year calendar concluding in December, and given the finance team's
substantial year-end workload I encountered difficulties in securing interview slots until January. In five days, I
successfully conducted all the interviews. The sessions included a comprehensive 50-minute interview with
Yugendra Balachandran a finance consultant at Ernst & Young and a subsequent 40-minute interview with the
remaining four team members following a hierarchical structure. The final interview lasting 60 minutes involved
associates and consultants focusing on understanding the real challenges they face. This session aimed to uncover
gaps between management and employees exploring reasons for limited time allocation for acquiring new skills.
Issues such as lack of motivation training structure deficiencies and incomplete performance feedback due to
company training models were addressed highlighting the complexities employees encounter in skill

development.

This research is a one-time study and there are no plans for an extension over time. The entire research process
took approximately two months encompassing the collection of primary data using the thematic analysis
framework followed by data analysis. Before conducting the main analysis one month was dedicated to
establishing models and frameworks. The findings were then derived based on these established models and

frameworks and recommendations were provided.

6.3. Research Strategy with Technique.
According to Buckley and Chiang (1976), research methodology is a strategic design for problem-finding or

problem-solving and the choice of methodology depends on the type and features of the research problem.

Table 3 Research Strategy

According to Saunders et al, (2009, pp.106-135), Research philosophical alignment
ensures coherence, validity, and ethical consistency in the research process, guiding
methodological choices and interpretation of findings and therefore, establishing a
connection with the chosen pragmatic research philosophy and underscoring its
relevance in accommodating real-world applications and the inherent flexibility

required to dissect the practical challenges associated with RPA.

As per Campbell et al, (2020, pp-23-39), Purposive sampling involves selecting
participants based on specific characteristics or criteria relevant to the research
study's objectives, thus a careful selection process identifies specific individuals
from EY's financial sector to participate in the study. The decision was to have a
small but diverse group to obtain detailed insights and a better understanding of the

subject. The selected member is listed in the above table 1.
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Outlined the methodical development of a semi-structured interview guide,
integrating predefined questions to specifically target quantitative aspects of RPA
impact in accordance with the study by Kallio et al, (2016, pp.2954-2965) which
benefits research by creating a well-thought-out guide for interviews helps make the

research more reliable and trustworthy, improving the quality of the study results.

Resnik (2020) states that ethical considerations are crucial in research to ensure the
well-being, rights, and confidentiality of participants are respected, maintaining trust
and integrity in the research process therefore this report discussed ethical aspects,
including securing permission, keeping information private, and handling sensitive

details responsibly in thorough interviews.

Emphasized the vital role of building rapport and trust with participants by
explaining the methods used to foster an environment for open and honest sharing
of experiences is important and this aligned with the study Wilkins (2008) says that
effective engagement requires trust, emphasizing the importance of reliability,
honesty, and mutual respect. Kennedy (2020) added that the lack of trust undermines
effective engagement and leads to communication barriers diminished collaboration

and the inability to cultivate meaningful connections.

Chosen a thematic analysis framework for understanding the interview data,
focusing on finding patterns, recurring themes, and different perspectives because
Thematic analysis is a qualitative data analysis method commonly applied to textual
sets like interviews or transcripts, involves a six-step process: familiarization,
coding, generating themes, reviewing themes, defining and naming themes, and

writing up (Caulfield, 2022).

As articulated by Nadarajah et al. (2014, pp.522-531), a comprehensive comprehension of business processes is
crucial for initiating any alterations in process execution and formulating advanced solutions. Consequently, an
in-depth exploration of the business process was conducted during these interviews and this aimed to identify the
challenges encountered by the team in automating their manual processes, and the essential issues were deduced

by synthesizing feedback gathered through interview questions.

The interview responses were detailed and varied in perspective since the interviews were conducted with
individuals of different designations. Associates faced certain issues, while senior managers encountered different
challenges. By sampling these unstructured problems, 20 key points were generated, encompassing the problems
of each employee. Subsequently, these 20 points were analyzed to derive five main findings addressing all the
identified issues. Based on these problems, frameworks and models were discussed to facilitate a seamless RPA

transition in the account.
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This research employed a dual data set categorization strategy that focuses on issues confronted by associates
and consultants engaged in real-time manual processes during the adoption of RPA and challenges encountered
by higher management in establishing a small agile RPA team and providing employee training. The associates'
hesitancy to openly discuss problems with management hinted at a potential communication gap. To substantiate
this observation the study drew on the work of Adler et al. (2015), emphasizing the importance of effective

communication in organizational settings.

Consequently, a dedicated interview with consultants was conducted to gain insights into their experiences and
challenges, further informed by the communication accommodation theory (Giles & Coupland, 1991). On the
managerial side the reluctance to embrace RPA as a formidable task aligned with the findings of Davenport (2018)
and Robey et al. (2013), highlighting the challenges organizations face in integrating emerging technologies and
also the study's comprehensive approach involved integrating primary data collected over two months by utilizing
the thematic analysis framework and subsequently establishing models and frameworks over a month that align
with best practices in qualitative research (Creswell & Poth, 2018). The research duration adhered to a one-time
study with a meticulous timeline and ensured a thorough investigation without extending over time also the
strategic approach included a 3rd separate interview with consultants, emphasizing the importance of
triangulation in qualitative research (Denzin, 1978) and providing a holistic view of the challenges faced at

different organizational levels.

CHAPTER FOUR

7. FINDING

Ernst & Young (EY) is a major global professional services network that is ranked among the Big Four accounting
firms. In EY's finance operations the manual processes especially in accounts payable, Receivables, and General
Ledger maintenance are prevalent, and considering comprehending those manual processes through the

interviews, they are:

Account Payable Documenting invoices
Tracking payments
Reconciling payment entries with expenses Handling credit

notes.

Account Receivables Aligning cash payments with customer records.

General Ledger Concluding and finalizing journals at month-end
Adjusting ledger

Reclassifying financial transaction

Issuing monthly and annual financial statements.

Automating repetitive tasks in finance allows the team to focus on value-added activities like analysis and

forecasting and this not only aids strategic decision-making but also saves time for clients and boosts efficiency,
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providing greater value. The study uses thematic analysis to understand interview data, identifying patterns and

recurring themes in a six-step process (Caulfield, 2022).

Step 1: Familiarisation: In the first step of the Thematic Analysis framework, interview data is explored to
establish familiarity with qualitative data, including interviews and transcripts, and a consolidated transcript from

all three interview sessions is created for thematic analysis. (Javadi, 2016, pp.34-40).

Comprehended perspectives from finance consultants, associate consultants, and management are categorized
into two viewpoints: consultant and management. This aims to bridge the gap and provide solutions for the
seamless integration of Robotic Process Automation, leading to time savings for EY and its clients by enhancing

overall performance. (Javadi, 2016, pp.34-40).

Step 2: Coding: Moving forward, the next step involves coding the data and coding entails the identification and
highlighting of specific sections within our text, typically phrases or sentences. Afterward we assign short and

simple labels which are known as 'codes' to describe the content of these identified sections (Javadi, 2016, pp.34-

40).

Table 4 Thematic Analysis Codes

Interview Extracts (summarized)

Codes

Regarding data processing within

the organization currently, 70
percent of resources are dedicated to
manual tasks, causing significant
inefficiency. This not only wastes
time but also hinders the workforce's
ability to focus on critical aspects
such as productivity enhancement,
value-added  tasks,  budgeting,
forecasting, and financial analysis.
The financial closing process takes a
lengthy 7 days, with the team
generating a balance sheet for
management. Introducing Robotic
Process Automation (RPA) could
reduce this period to just 2 days,
allowing more time for in-depth

analysis.

MP_INEFFICIENCY: Manual processing inefficiency: 70 per cent spend
on manual tasks leading to time wastage.

TASK FOCUS IMPEDIMENT: Impediment in focusing on
productivity, value-added tasks, budgeting, forecasting, and financial

analysis.

FIN PROCESS DELAY: Financial processing delays: 7 days for
closing, the potential to reduce to 2 days with RPA.
COMMUNICATION ISSUE: Lack of

communication from

management causing backlog, reduced morale, and increased workload.

SKILLS OVER TRAINING: Preference for hiring skills over
providing training, impacting future investment in employee
development.

EMPLOYEE UNHAPPINESS: Employee unhappiness due to lack of
support, fear of job loss, and difficulty in learning new technologies.
INCENTIVIZE LEARNING: Need for incentivizing learning to
overcome challenges in adapting to new technologies.
POOR_MGMT_COMMUNICATION: Lack of effective management

communication leading to confusion among employees.
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A lack of communication from
management has led to a backlog of
routine work diminishing morale
and forcing employees to work
overtime, including training
sessions. The company's tendency to
hire skilled individuals rather than
invest in training hampers future
advancements. The current
technology-focused approach lacks
emphasis on human considerations,
effective

necessitating change

management for seamless
integration. Employee unhappiness
persists due to a lack of support in
testing and training, compounded by
fears of job  loss  post-
implementation. Addressing these
issues requires incentivizing
learning, improving communication
from management, and strategically
focusing on both technological and
human aspects for effective
solutions. There is also a perceived
risk in automating daily operational
processes, and agreement on this

lacks an agile team setup for RPA.

DELAYED CURRENT WORK: Current work lagging due to

implementation issues, requiring strategic solutions.

CHANGE MANAGEMENT IMPORTANCE: Emphasis on the
importance of change management for the successful integration of new
technologies.

PRODUCTIVITY_ DECREASE: Decrease in overall productivity due to
manual processes and communication gaps.

BACKLOG_EFFECT: Backlog effect on usual work, resulting in
employees working extra time.

FEAR OF JOB_LOSS: Fear among employees of losing their jobs post-
implementation of new technologies.

CONFUSION DUE TO LACK: Confusion among employees due to
lack of clear communication from management.

SYSTEM_OVER EMPLOYEE FOCUS:
technology systems without considering the well-being of employees.

STRATEGIC _SOLUTIONS REQUIRED: Requirement for strategic

Excessive focus on

solutions to address current work delays and implementation issues.
MORALE REDUCTION: Reduction in employee morale due to the
prolonged manual processing and communication issues.
EFFICIENT RPA UTILIZATION: Emphasizing the potential for
efficient utilization of RPA to streamline financial processes and allow
for more analysis time.

RISK IN AUTOMATION

Automating the processes linked to daily operations poses a risk of daily
operation delays.

BUILD AGILE TEAM

There is a need to establish an agile RPA team due to its small size which

makes it easier to build.

Step 3: Generating themes.

After creating codes, we review them to find common patterns and begin forming themes. Themes are usually

broader concepts than individual codes, often involving the combination of several codes into a single theme. In

our example, we may group codes together to create overarching themes (Javadi, 2016, pp.34-40
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Manual Processing Inefficiency (Theme: Operational Inefficiencies)

Codes: MP_INEFFICIENCY, TASK FOCUS IMPEDIMENT

Financial Processing Challenges (Theme: Financial Process Optimization)

Codes: FIN_ PROCESS DELAY

Communication and Management (Theme: Communication and Management Gap)

Codes: COMMUNICATION_ISSUE, POOR MGMT COMMUNICATION

Employee Development (Theme: Skills Development and Training)
Codes: SKILLS OVER _TRAINING, INCENTIVIZE LEARNING

Employee Well-being and Satisfaction (Theme: Employee Well-being)
Codes: EMPLOYEE UNHAPPINESS, FEAR OF JOB_LOSS, MORALE REDUCTION

Efficiency and Strategic Solutions (Theme: Efficiency and Strategic Solutions)
Codes: DELAYED CURRENT WORK, CHANGE MANAGEMENT IMPORTANCE,
STRATEGIC SOLUTIONS REQUIRED

Risk in Automation (Theme: Daily Operation Disruptions)
Codes: RISK IN_ AUTOMATION

Building Agile Team (Theme: Establishing Efficiency in RPA Team Structure)
Codes: BUILD AGILE TEAM

Step 4: Reviewing Themes.

Now, we ensure themes accurately represent the data by checking against the dataset. If issues arise, we modify,

combine, discard, or create new themes for enhanced usefulness and accuracy.

To address the Communication and Management Gap we can eliminate them within the identified themes because
the Efficiency and Strategic Solutions theme encompasses change management with communication being a
crucial element. Additionally, we introduce two more themes to address concerns related to the risks associated
with automation and the essential task of building an agile team to effectively manage and develop automated

solutions. They are :

Risk in Automation (Theme: Daily Operation Disruptions)
Codes: RISK IN_ AUTOMATION

Building Agile Team (Theme: Establishing Efficiency in RPA Team Structure)
Codes: BUILD AGILE TEAM
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Step S: Defining and naming themes.

Table 5 Thematic Analysis Themes

Name Definition

Operational Inefficiencies Theme Highlighting inefficiencies in manual processing and

challenges in focusing on critical tasks.

Financial Process Optimization Theme Addressing challenges in financial processes and emphasizing

the optimization potential with RPA.

Skills Development and Training Theme Emphasizing the importance of employee development through

skills enhancement and incentivized learning.

Employee Well-being Theme Focusing on factors affecting employee well-being, including

unhappiness, fear of job loss, and reduced morale.

Efficiency and Strategic Solutions Theme Addressing issues related to delayed work, change management

importance, and the need for strategic solutions.

Risk in Automation Theme Highlighting the potential risks associated with automating

daily operational processes.

Building Agile Team Theme Emphasizing the need to establish an agile RPA team for

efficient development and management.

Step 6: Writing Analysis

This marks the final stage of the thematic analysis framework and the analysis derived from the findings is

presented below.

8. ANALYSIS/DISCUSSION

Recognizing manual inefficiencies is crucial for companies because it impacts overall productivity as per
Brynjolfsson and McAfee's 2014 study and addressing these issues and leveraging RPA for financial process
optimization based on Deloitte's (2022) report by Polner et al. it is vital for improved efficiency and speed. The
research question, " How does Robotic Process Automation enhance efficiency in financial processes, particularly
in Accounts Payable, Receivable, and General Ledger maintenance which helps its client to save cost and improve
efficiency?." has addressed that the operational inefficiencies often arise from manual processes and errors and
the Six Sigma methodology with its DMAIC (Define, Measure, Analyze, Improve, Control) approach, is a data-
driven model that can significantly contribute to identifying and reducing defects in processes as discussed in the
literature review. During the Define phase EY places a strong emphasis on gaining a clear understanding of the
problem, particularly addressing inefficiencies in manual processing. Measurement involves quantifying the
current state while Analysis delves into comprehending the root causes of these inefficiencies. The Improve phase
provides an opportunity for EY to implement changes and Control is instrumental in ensuring that improvements

are sustained over time. Recognizing financial processes as critical components of business operations, EY
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emphasizes the importance of optimizing them for overall efficiency. The rigorous methodology of Six Sigma
ensures a systematic approach to identifying and eliminating defects in financial processes. Additionally, the
integration of the UiPath Operating Model which emphasizes the four stages of proving, establishing, expanding,
and scaling RPA efforts discussed more in the literature review provides a holistic framework for financial process
optimization. This model aligns to achieve a 30 per cent to 200 per cent increase in ROI within the first year, as

reported by McKinsey Digital, and potential labor cost savings of 25 per cent to 40 per cent through RPA solutions.

EY has EY Skills Foundry which is an innovative upskilling platform that offers tailored learning experiences
and addresses skills gaps through Al-driven solutions among the top 25 Work Tech vendors it supports
organizations in workforce transformation and HR evolution that ensures a future-ready workforce (EY, 2023),
but even EY emphasizes advanced skill development and management support despite training focus employee
motivation is lacking often completing it after hours affecting focus. Pillans and Dalton (2020) stress training for

competitiveness aligning with Kuoppala (2019, pp. 904-915) on well-being's impact on success.

Map

the size and shape
of your skills gap.

Map

Q

o

%, £

Move > 9 Develop
the right people to \—/ the skills you need,
the right role. not the ones you
don't.

Figure 8 EY Skills Foundry Cycle (EY, 2023)

In EY Skills Foundry, businesses can map existing skills, identify gaps, and assess upskilling opportunities,
strategically move talent to fill role gaps, and develop workforce capabilities through targeted learning content,

ensuring adaptability and readiness for organizational growth (EY, 2023).

The analysis of the question “How is Ernst & Young's finance team working on their advanced skill development
and what level of support are they receiving from the management?” has led to the suggestion of implementation
of a 70:20:10 model which is inspired by the 70 20 10 Institute's (2017) case study on "Increasing Sale

Performance and Retention,".
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Figure 9 Example of learning by working 70-20-10 (Jos, 2018)

EY benefits in its Skills Development and Training theme by adopting a holistic learning approach as per
Lombardo and Eichinger (1996), the model allocates 70 per cent of learning to on-the-job experiences which
emphasizes practical skill development and aligning with EY's organizational growth goals. The 20 per cent
dedicated to social learning fosters collaboration that enhances communication and knowledge sharing among
EY staff as noted by Bingham and Conner (2015) and the remaining 10 per cent in formal training supported by
Dobbs and Clark (2008) were EY employees can allocate 10 per cent of their working hours to focus on skill
development ensures a structured foundation. EY can leverage engaging elements following the principles of
multimedia learning (Mayer, 2009) to enhance employee engagement and knowledge retention, contributing to
the firm's success in skills development. Addressing the question of employees lacking time for personal training
after working hours, the 70:30:10 approach offers incentives such as money or shopping vouchers after
completing training, as suggested by Prasad et al. (2013) and this approach aims to motivate employees and
enhance their engagement in skill development activities while providing valuable insights into the team's skill
development efforts and the level of support received from management. The worry regarding job security
diminishes as employees engaged in manual processes start acquiring new skills through learning and actively
participate in the automation journey. This, in turn, not only boosts their morale but also enhances their skills,

ultimately contributing to the improvement of the company's value.

Pertheban et al. (2023) stress proactive measures for organizational resilience by addressing challenges like
delayed work, change management, and strategic solutions. Additionally, Hillson (2003, pp.85-97) underscores
the importance of understanding and managing risks in technological implementations to prevent disruptions and
ensure long-term success. Discussing the question “Does Ernst & Young's finance team face the risk of
operational delays and inefficiencies if automation is initiated in their current operations?”, the research findings
indicate that EY management perceives risks in automating daily operations because if daily operations are

automated then the employees should be equipped to address any potential defect issues to maintain operational
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efficiency. Additionally, the management is concerned that if clients face issues with the results of automation,

it may be attributed to the inefficiency of the robot.

To address this challenge EY can significantly benefit from the Agile Risk Management Framework in the context
of automation, specifically addressing the Risk in Automation Theme. As the organization increasingly adopts
automated processes this framework provides a systematic approach to anticipate, evaluate, and manage risks in
IT projects. Automation poses challenges such as intricate integrations, employee reluctance, and substantial
initial costs and the Agile Risk Management Framework becomes instrumental in prioritizing risks by making
informed decisions and ensuring the resilience of automation projects by leveraging this structured risk
management approach, EY can enhance its ability to navigate the complexities associated with automation
leading to more successful and secure implementations. Research by Kalluri (2022, pp.38—44) explores human
factors affecting risk management in complex Agile Scrum projects within large enterprises highlighting essential
risk factors such as job insecurity, resource allocations, and communication issues and the impact of
organizational culture on Agile practices also emphasized all of which can be effectively managed through the

application of the Agile Risk Management Framework.

Global Enterprise Risk Management
Global Enterprise Risk Management Market is Expected to Account Market, By Regions, 2022 to 2029
for USD 6591.92 Million by 2029
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Figure 10 Global Enterprise Risk Management Market (Data Bridge Market Research, 2021)

The study by Data Bridge Market Research (2021), delves into the pivotal role of enterprise risk management
(ERM) amid the swift digitization of the finance sector that highlights its contributions to improving customer
experience, reducing costs, and addressing evolving risk management requirements and the market was initially
assessed at USD 4328.00 million in 2021, is anticipated to achieve USD 6591.92 million by 2029 that indicate a
growth rate of 5.4 per cent. Once the EY finance team focuses on implementing the Agile Risk Management

Framework, all the issues associated with automation identified in the findings will automatically be resolved.

To analysis of the findings of the question “How does EY's finance department manage RPA specifically in terms
of having a small in-house team versus relying on the central RPA team or Center of Excellence? reveal that the
EY has a CoE central team of Intelligent Automation, and this team is responsible for automating processes across

all departments. However, due to the extensive work and time required to make them understand the business
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processes' complexity it is challenging to push toward the automation solution within their department. Therefore,
The suggested approach advises training the finance team to set up infrastructure and tools by dedicating time to
start automation work alongside operational tasks and also highlights employee readiness but managerial clarity
lacks which suggests the Agile team-building framework to address this. Transforming the finance team with the
Scrum framework is vital for efficiency and adaptability in the financial process ensuring swift adaptation to

changing needs and industry shifts through iterative and collaborative methods.

The Naydis paper (2020, pp.15-24) categorizes project management approaches into classical and flexible
methods, highlighting that Agile particularly Scrum enhances adaptability and reduces gaps between
organizations and clients. Therrien's research (2008) indicates that agile teams lead to quicker adaptation, faster
value delivery, and higher customer satisfaction. Establishing an agile RPA team is crucial for efficient
development and management, maximizing automation benefits. If EY implements RPA, employees could save
70-80 per cent of their time, redirecting it to more productive tasks, enhancing operational efficiency, and

contributing strategically to the company's success.

At last, after all four research questions have been addressed one last analysis from all the findings also indicates
the need for well-structured change management within the team to facilitate the adoption of new changes. To
enhance the RPA, journey the EY can apply Lewin's Change Management Model and this model aids in
addressing challenges such as delayed work, change management, and communication gaps that offer a
systematic approach through the Unfreeze, Change, and Refreeze stages. A case study by Kobiruzzaman
illustrates how Netflix embraced Lewin's model by transitioning from a pay-per-rental model to a subscription
system in 1999 and introducing online streaming in 2007 ongoing adaptations such as mobile apps and "Skip

Intro," reflects Netflix's commitment to evolving with market changes and user preferences.

The EY finance team first initiated the change by creating awareness among the finance team about the benefits
and necessity of implementing RPA to enhance efficiency and accuracy in their manual processes. This can be
achieved through workshops, training sessions, and clear communication about the positive impact of the change.
Secondly, facilitate the change by providing the necessary resources, tools, and support for the finance team to
adapt to the new RPA systems seamlessly which involves offering hands-on training, mentorship, and a supportive

environment to encourage the adoption of automated processes.

Lastly, institutionalize the change by integrating RPA into the finance department's standard operating procedures
and creating a culture that embraces continuous improvement through automation which involves regular
evaluations, feedback loops, and a commitment to ongoing learning to ensure that the benefits of RPA are
sustained over time and by following Lewin's model the EY can effectively implement and embed RPA

automation in their finance department that leads to streamlined operations and improved financial processes.
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CHAPTER FIVE

9. CONCLUSION

To sum up, this study uncovered the difficulties Ermnst & Young (EY) encounters in its finance operations,
especially in handling accounts payable, receivables, and general ledger tasks. The manual methods used in these
areas cause problems like inefficiencies, making work less productive and affecting important decision-making.
The analysis of interviews showed various important themes, such as issues in operations, improving financial
processes, gaps in communication and management, developing skills and training, employee satisfaction,

efficiency and solutions, risks in using automation, and creating an agile team.

The study systematically tackled the first research questions beginning with understanding the impact of robotic
process automation (RPA) on efficiency in financial processes and the findings highlighted the importance of
recognizing manual inefficiencies, leveraging RPA for financial process optimization, and adopting
methodologies like Six Sigma for systematic improvements and the study also emphasized the potential benefits

of integrating the UiPath Operating Model to achieve increased ROI and labor cost savings.

The second research question delved into how EY's finance team is working on advanced skill development and
the support received from management. The suggestion involves implementing a 70:20:10 model for learning
and development, inspired by the 70 20 10 Institute's case study. This model aims to address the need for a holistic
approach to skill enhancement. The EY Skills Foundry, an upskilling platform, can be further optimized to align

with this model, fostering a future-ready workforce.

The third research question explored the risks associated with the initiation of automation in EY's current
operations. The Agile Risk Management Framework was proposed as a systematic approach to anticipate,
evaluate, and manage risks in automation projects, and leveraging this framework can help EY navigate

complexities associated with automation, ensuring successful and secure implementations.

The final research question investigated how EY's finance department manages RPA, specifically in terms of a
small in-house team versus relying on a central RPA team or Center of Excellence and the findings suggested the
establishment of an agile RPA team by adopting the Scrum framework for efficiency and adaptability in financial
processes and the transformation of the finance team with this approach could lead to significant time savings

and operational efficiency.

In addition to addressing the research questions, a comprehensive analysis recommended the application of
Lewin's Change Management Model to facilitate the adoption of new changes, particularly in the context of
implementing RPA. The model's Unfreeze, Change, and Refreeze stages were identified as crucial steps in

creating awareness, facilitating change, and institutionalizing RPA within the finance department.

Overall, this study provides valuable insights and practical recommendations for EY to enhance its finance
operations through the adoption of RPA, skills development, risk management, agile team structures, and
effective change management. By implementing these suggestions, EY can streamline its financial processes,

improve efficiency, and position itself for long-term success in the dynamic professional services landscape.
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Successfully establishing the RPA team and initiating the automation journey within the team through employee
training can lead to substantial benefits like allowing each employee to automate 70-75 per cent of their
departmental manual work and this not only enhances internal operational efficiency but also significantly
contributes to client satisfaction. Automation enhances service delivery, accuracy, and productivity, positioning

the company as technologically advanced for mutual benefits with clients.

10. RECOMMENDATION

Creating a focused RPA team following the Agile methodology and using the Scrum framework is essential for
efficient and adaptable financial processes. Starting the automation journey involves thorough employee training
programs to ensure successful integration and a strategic goal is to automate 70-75 per cent of departmental
manual work that enhances internal operational efficiency and significantly contributes to client satisfaction. EY
integrates the 70:20:10 model for learning and development prioritizing practical experiences, social learning,
and formal training (Cloke, 2022). The EY Skills Foundry platform aligns seamlessly with this model by offering
tailored learning experiences and addressing skills gaps particularly in providing Scrum Master and UiPath
training to employees EY (2023). Additionally, EY encourages employees to explore and utilize the free learning
resources on the UiPath Academy for UiPath tool training and the emphasis on free UiPath tool learning
underscores EY's commitment to accessible and valuable learning opportunities UiPath Inc (2018). Upper
management plays a crucial role by encouraging managers to learn the Scrum framework and actively supporting

its implementation within their teams, fostering a culture of continuous learning and skill development at EY.

To establish an agile team at EY adept at managing risks in automation projects, it's crucial to foster an agile
mindset among team members and by providing comprehensive training on the Agile Risk Management
Framework will define roles clearly and implement agile methodologies like Scrum or Kanban. Form cross-
functional teams break down automation projects into iterative cycles and prioritize risks systematically. Conduct
regular risk assessments allocate resources and time for robust risk management and cultivate a culture of
continuous improvement by emphasizing open communication and collaboration to keep everyone informed
about project progress and challenges. This approach ensures EY builds a dynamic and responsive team capable

of navigating the complexities of automation projects while effectively managing risks (DROZD, 2023).

To build an internal Agile team at EY for RPA, the adoption of Lewin's Change Management Model is pivotal.
Initiating the Unfreeze stage involves creating awareness within the finance team about the benefits and necessity
of RPA and this includes highlighting the positive impact on efficiency and productivity by providing the team
with necessary resources, tools, and support to facilitate a smoother transition during the Change stage by
ensuring they are well-equipped for the shift. Through targeted training on the Agile framework and UiPath tool,
the team gains essential skills to embrace the Agile approach to RPA implementation and to address
communication gaps by emphasizing open channels and collaborative platforms. Motivating continuous learning
can be achieved by showcasing success stories setting achievable milestones, and fostering a culture that values

ongoing development. Finally, during the Refreeze stage, reinforce the new practices and encourage the team to
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apply their newfound knowledge by solidifying the transition and ensuring the sustained success of the RPA Agile
team at EY (Hussain et al, 2018, pp.123-127).

In order to improve inefficiency in their current manual processes the EY systematically implements Six Sigma
DMAIC methodologies to optimize the automation. They start by clearly defining project goals and scope,
followed by measuring current inefficiencies to establish a baseline and in the analysis phase the statistical tools
are employed to identify root causes of inefficiencies and EY then implements targeted improvements in the form
of advanced automation technologies and optimized workflows during the Improve phase. The Control phase
ensures sustainability by setting up monitoring mechanisms, key performance indicators (KPIs), and regular
audits. Throughout this process the EY fosters collaboration among cross-functional teams to align solutions with
overall business objectives which will result in the systematic identification and elimination of inefficiencies in

finance process automation (Gaikwad et al, 2017, pp.229-238).

It’s also important for EY to ensure effective Monitoring and Evaluation (M&E) by establishing a robust
mechanism to track the progress of each recommendation this involves conducting regular assessments to
evaluate the effectiveness of implemented changes and EY utilizes a comprehensive set of performance metrics
and gathers feedback to gauge the impact of the implemented measures. The M&E process is dynamic and allows
for adjustments based on real-time information and insights gained from ongoing assessments and this continuous
feedback loop is instrumental in identifying areas of improvement and ensuring that the organization remains
adaptable to changing circumstances. By prioritizing regular evaluations and adjustments the EY maintains a

proactive approach to enhancing processes and achieving sustained success (curry, 2018, pp-147-150).
Creating a timetable with approximate costs for the outlined initiatives involves a dynamic and phased approach:

Table 6 EY Agile Transformation Initiatives Timetable and Costs.

Initiative Duration Approximate Cost
Focused RPA Team Adoption

- Employee Training Programs 3 months $50,000
- Automation Journey Kick-off 1 month No additional cost
- Strategic Goal Achievement Ongoing No additional cost

Learning and Development with
70:20:10 Model

- EY Skills Foundry Platform
Integration

- Scrum Master and UiPath

2 months $30,000

o 4 months $80,000
Training
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- Utilizing UiPath Academy Ongoing No additional cost
Upper Management Involvement
- Scrum Framework Training for
2 months $40,000
Managers
- Continuous Learning Culture ) o
_ Ongoing No additional cost
Implementation
Agile Risk Management
Framework Implementation
- Comprehensive Training 3 months $50,000
- Cross-Functional Team o
_ 1 month No additional cost
Formation
- Iterative Project Breakdown and ) o
) o Ongoing No additional cost
Risk Prioritization
Lewin's Change Management
Model Adoption
- Unfreeze Stage (Awareness and
2 months $30,000
Resources)
- Change Stage (Training and
_ 4 months $70,000
Implementation)
- Refreeze Stage (Reinforcement _ .
o Ongoing No additional cost
and Application)
Six Sigma DMAIC Methodologies
Implementation
- Define and Measure Phases 3 months $60,000
- Analyze and Improve Phases 4 months $80,000
- Control Phase Ongoing No additional cost
Monitoring and  Evaluation
Framework
- Mechanism Establishment 2 months $30,000
- Regular  Assessments and _ o
Ongoing No additional cost

Adjustments
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This timetable provides a structured and cost-effective plan for EY's initiatives, emphasizing a balance between
financial investment and leveraging existing resources for continuous improvement and sustained success. Costs

are approximations and may vary based on specific organizational needs and market conditions.

REFLECTIVE STATEMENT
Kolb's Experiential Learning Model has four stages: engage in a new experience, reflect on it, make sense of it
by developing theories, and then apply these concepts in practical settings. It's a continuous cycle starting with a

new experience and leading to another (Bhattarai, 2020).

Concrete Experience: The adventure began with the ambitious aim of utilizing RPA to enhance efficiency and cut
costs in financial processes at EY. The practical application of RPA in areas like Accounts Payable, Receivable,
and General Ledger maintenance was our focal point. Inspired by success stories from companies like Fleet
Innovation and UiPath the expectations were high envisioning seamless operations and significant time savings.
During the research I engaged in in-depth interviews with members of EY's financial team. This hands-on
experience allowed me to grasp the refinement of their daily manual processes understand the challenges faced
and uncover the potential time savings through automation. However as Gotthardt and others (2020, pp.90-102)
highlighted the journey was not without hurdles such as complex task automation limitations and transparency

needs.

Reflective Observation: The pragmatic research philosophy adopted in this study prioritizes practical insights
aligned with the real-world challenges faced by EY. The inductive approach moving from specific instances to
broader generalizations resonated with the complexity of RPA in the financial sector. Conducting a small sample
size of interviews proved beneficial enabling a deeper exploration of motivations perceptions and values
associated with RPA. One notable observation was the dynamic nature of RPA in the real world. The complex
and ever-changing landscape required a focused approach and interviews with experts emerged as the most
suitable method for qualitative research. The intimate setting allowed experts to articulate the significant

advantages and challenges of RPA surpassing the efficacy of other research methods.

Abstract Conceptualization: The findings unveiled critical themes such as operational inefficiencies, financial
process optimization, communication and management gaps, skills development and training, employee well-
being, efficiency, strategic solutions, and risks associated with automation. As Kaushik et al. (2019) emphasized,
the study's pragmatic approach successfully addressed the real-world experiences and perspectives of EY
employees. The identified themes led to a comprehensive understanding of the challenges and opportunities
inherent in implementing RPA. The 70:20:10 model proposed for skills development resonated strongly, offering
a holistic learning approach that aligns with EY's growth goals. The Agile Risk Management Framework emerged

as a strategic solution to navigate the complexities associated with automation.

Active Experimentation: As the research moved forward, my role went beyond just being a regular student

researcher. I started tossing around ideas based on the themes we found. Suggesting to create a quick and
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adaptable RPA team using the Scrum framework and pushing for using Lewin's Change Management Model to
make new things happen marked a shift from just watching to being part of the action. The hands-on phase was
all about imagining how these ideas could really work at EY. The idea of having a flexible RPA team, saving a
bunch of time, and making things run better got me pretty pumped. Using Lewin's Change Management Model

looked like a good plan for smoothly fitting RPA into the finance department.

Looking back at my journey with the Kolb Reflective Model I can see how I went from a curious student
researcher to someone who's actively pitching in at EY. Checking out RPA wasn't just about learning more but it
also gave me the confidence to suggest smart solutions. This whole learning adventure showed me how theories
and real-world stuff mix and match making me really appreciate the hands-on side of research and putting ideas

into action.
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Interview Question

Objective

How would you describe the manual

repetitive tasks involved in Accounts
Payable, Accounts Receivable, and General

Ledger?

Conducting a high-level evaluation of the manual
repetitive tasks to document the entire manual process
facilitates a clearer understanding of the process

complexity for the team.

How many hours per week do employees

dedicate to engaging in the manual

processes integral to the operational

functions?

To quantify the weekly time commitment of employees
involved in manual processes within the operational
functions and aim to understand the extent of resource

allocation and potential areas for process optimization.

What difficulties did the team encounter in
previous attempts to explore and implement

RPA solutions in the past?

To identify and analyze the specific challenges and
obstacles faced by the team in previous attempts to
explore and implement Robotic Process Automation
(RPA) solutions to gain insights into potential areas for
improvement and successful implementation in future

initiatives.

Does the team possess the requisite skill set
for end-to-end implementation of RPA
solutions, including proficiency in RPA

infrastructure?

To assess the team's capability for comprehensive
implementation of RPA solutions, including a thorough
evaluation of their skill set in both executing end-to-end
RPA solutions and managing RPA infrastructure
effectively.

the RPA

and

Challenges in streamlining

solution, including dependencies

technical deficits.

To identify and analyze challenges in streamlining RPA
solutions, focusing on dependencies and technical
deficits, to improve the efficiency and effectiveness of

the implementation process.

To what extent is the team confident in
initiating the use of RPA tools to streamline
and automate their repetitive and rule-

based manual processes?

To gauge the team's confidence level in adopting RPA
tools to streamline and automate repetitive, rule-based
manual processes that aim to understand potential

barriers and areas for improvement in the

implementation process.

How can the research findings be utilized to

provide actionable insights and
recommendations for the team to effectively
implement RPA tools in streamlining and

automating their repetitive and rule-based

manual processes?

To derive actionable insights and recommendations from
the research findings that facilitate the team's successful
implementation of RPA tools for the streamlining and
automation of their repetitive and rule-based manual

processes.
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