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EXECUTIVE SUMMARY: 
A STRATEGIC APPROACH TO RPA
As Frost & Sullivan points out in its recent report, Robotic Process Automation 2019 Market View for 
Customer Care: Virtualizing the Workforce Enterprise-wide for Cost Reduction and Customer Experience 
Differentiation, while Robotic Process Automation (RPA) has reduced costs and increased operational 
efficiencies across organizations for over 20 years, it has recently gained increased traction and visibility. 
Real deployments in the contact center, in particular, are seeing strong growth.

But Frost & Sullivan believes that to best appreciate the significant potential for RPA to impact 
businesses—in the contact center and beyond—there needs to be greater awareness of how it fits into a 
formalized operating model. Organizations also need to be thoughtful in their pursuit of the advantages 
associated with automation. The C-suite should start with an analysis identifying what can and should 
be automated in the pursuit of efficiencies. The operational framework that results should serve as a 
detailed blueprint for automation that can help re-engineer and simplify business processes. At the same 
time, any organization pursuing an RPA strategy needs to make sure that the operations and information 
technology (IT) departments are prepared to collaborate throughout—from project initiation to solution 
implementation.

FROST & SULLIVAN FINDS THAT RPA INCLUDES THE FOLLOWING:

CLEAR ADVANTAGES DEEP ORGANIZATIONAL 
IMPACT

TRANSFORMATIONAL
POTENTIAL

The obvious results of RPA 
adoption include improvements 
in the employee experience, a 

better customer experience (CX), 
and revenue growth. 

Next-generation cognitive 
technologies such as RPA can 
positively impact operational 

effectiveness, spur meaningful 
collaboration across business 

units (BUs), and produce 
significant business benefits. 

Done properly, RPA can 
help drive meaningful 

digital innovation.
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1. INTRODUCTION:  
RPA & BETTER BUSINESS OUTCOMES
Frost & Sullivan estimates that the global Robotic Process Automation (RPA) market—the use of 
software that incorporates technologies such as artificial intelligence (AI) and machine learning (ML) 
to automate routine, rules-based, high-volume tasks that are time-consuming and sensitive to human 
error—could be worth over $2 billion by 2020, expanding at a potential combined annual growth rate 
(CAGR) in the range of 50%-75% in the coming years. This makes sense considering that every industry 
today is made up of companies seeking elegant, seamless, and effective solutions that will improve 
business processes and positively impact the bottom line, accelerating business benefits in the short run. 
In turn, more efficient business processes help drive better business outcomes over the long term. And 
while the ROI and best fruits of RPA are too often cannibalized by systems integrators/consultancies  that 
include long processes of identification, documentation, and validation of processes to find out what to 
automate and where to start, when done right, automation helps achieve operational optimization and 
increases productivity while improving the quality, consistency, and efficiency of the workforce. For Frost 
& Sullivan, RPA is one innovation sure to impact the nature of business in real ways, introducing a set of 
solutions that will enable true digital transformation.
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In this spirit, RPA software “robots/agents” mimic human beings in the handling of certain types of 
processes, including the inputting or manipulation of data, triggering other processes, or communicating 
with other systems. This virtual workforce can work unattended, attended, or in hybrid automations. 
Tasks can be scheduled or triggered automatically or manually. RPA doesn’t replace existing Business 
Process Management (BPM) systems, case management systems, or contact center/back-office 
applications. But it does augment and complement these solutions without complex application 
programming interfaces (API) or coding, allowing for quick deployment.

2. THE KRYON SOLUTION: PROCESS DISCOVERY  
THAT ‘AUTOMATES THE AUTOMATION’
Kryon, founded in 2008, is an Intelligent RPA and Artificial Intelligence (AI) pioneer that seeks to 
transform the way in which enterprises do business in the digital age through what it terms “Continuous 
Process Optimization.” 

KEY POINT

Kryon has set out, “to revolutionize intelligent RPA by delivering enterprise customers with 
a unique full-cycle solution which first discovers business processes and then continuously 
optimizes them for a seamless, superior RPA experience.”.

As such, Kryon’s solution not only identifies which business processes can be automated, it documents 
workflows and prioritizes the order in which those workflows should be automated, making the 
development and deployment 
time of RPA significantly easier, 
more accurate, and more efficient. 
In essence, the company’s AI-
powered RPA platform offers quick 
deployment of robust, scalable, and 
cost-efficient virtual workforces for 
global enterprises, including Singtel, 
AIG Insurance, Allianz, American 
Express, Verizon, and Wyndham 
Hotel Group. Such firms are utilizing 
Process Discovery to improve 
their virtual workforce teams’ 
effectiveness. The result is not only 
operational and business efficiencies, 
but faster RPA deployments. 
The end result is actual digital 
transformation.

PROCESS DISCOVERY
The Kryon Process Discovery solution is unique and holistic in the 
sense that it’s an end-to-end process discovery and automation 
development tool, built from the ground up, to streamline the 
planning and implementation of automated work processes. 
The approach is designed to:

Examine real users as they work to understand how they 
perform business processes on their business applications.

Chart all variations of a process at action level.

Utilize a dedicated dashboard that illustrates the best 
processes to automate, taking into account process frequency, 
repetitiveness, and users’ time and volumes, as well as any 
other significant criteria for effective RPA decision-making.

Display a map of all users’ actions per discovered process.

Build a detailed workflow in the Kryon Studio.

ANALYZE

MAP

RECOMMEND

VISUALIZE

AUTOMATE
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The result is a more flexible approach for business clients with process experts lacking programming 
skills while being less costly and time-consuming than traditional manual discovery. And it utilizes 
proprietary AI technology (a platform leveraging machine-learning algorithms) to identify processes, 
correlate variations, and make recommendations for enhanced efficiencies via automation. It then 
seamlessly generates automation workflows (“with a single click”). With automation workflows 
established, companies can choose from one of three Intelligent RPA solutions to scale RPA operations:

Indeed, according to McKinsey & Company, “Kryon Process Discovery provides a significant improvement 
compared to a standard RPA implementation approach. At the current state of performance, we 
estimate this solution accelerates RPA implementation project(s) by more than five times, hence reducing 
implementation cost and broadening the scope of processes automation can be applied to.”

Frost & Sullivan also notes that Process Discovery is a unique technology because it is full “E2E RPA.” 
It’s an AI engine that crunches data and builds a behavioral understanding of workflows as it grows 
smarter and more effective. Kryon’s use of advanced AI and machine learning (ML) allows robots to 
learn and change as new data becomes available, improving capabilities over time. Meantime, RPA can 
be customized to a specific company or act as enterprise-grade software that is scalable and reusable. 
Moreover, RPA can provide generalized solutions because it propagates data into desktop applications 
or documents, or can be highly customized through applications that are geared to a specific vertical 
market or business area, such as accounting or finance. In other words, RPA can be fit-to-purpose—
applied generically, tuned to specific processes (document processing, accounting), or configured to 
vertical market-specific activities within industry verticals such as insurance, financial services, and 
telecommunications. 

• Unattended Automation — Virtual, machine-based RPA to execute 
repetitive, time-consuming tasks.

• Attended Automation — Desktop-based robots that help guide employees.

• Hybrid Automation — Collaboration between human and virtual workforces.
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3. KRYON’S RPA SOLUTION— 
INSURANCE AND FINANCIAL SERVICES

Insurance
While innovations in technology present opportunities to process large volumes of information faster, 
more accurately, and more efficiently, such a shift is easier stated than realized—particularly in staid and 
heavily regulated markets. Companies in the insurance industry face many challenges as they seek to 
thrive in a changing competitive environment, such as:

• Higher Consumer Expectations. Today’s consumer demands excellent customer experience 
(CX). In the insurance space, that means choice, price transparency, and feedback that is timely 
and helpful. 

• Legacy Applications. Too many disparate legacy systems and software-enabled backend 
processes. Implementing new technologies can be burdensome, time-consuming, and 
expensive. 

• Manual Data Entry. The manual process of gathering data and data entry is arduous, time-
consuming, costly, inefficient, and often error-prone. 

• Regulation and Compliance. Insurance carriers face mandatory regulatory compliance. 
Staying current with changing rules for capital requirements, transparency and reporting, and 
customer interaction is, therefore, a strategic necessity.

Kryon’s Solution
The following examples demonstrate how Kryon is helping insurance providers—an industry known for 
its back-office processes—negotiate the shift to the digital era.  

Overcoming the Manual Process Slog. A top provider was struggling with a manual, 
daily process that took one to two hours to execute per customer. It was burdensome to 
reconcile premiums payments with bank statements in the form of Excel files, and then 
enter approved payments in the ERP system. Kryon responded by implementing an RPA 
solution that reconciled the Excel files with bank statements, verified/approved payments, 

and efficiently entered information into the ERP system. Kryon also had its robots collect weather data 
from a government website to learn about typhoon warnings to determine whether to run a specific 
process (weekends, holidays, and typhoon days are non-work days in the region). The result was that 
Kryon’s solution:

• Saved the client thousands of FTE hours a year by processing each payment in 20 minutes.

• Completely eliminated human error.

• Empowered employees to work on other activities.
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Streamlining Disparate Systems. A global insurance company needed to verify and 
evaluate 40-50 claims a day before they could be approved for payment. These claims 
weren’t being processed fast enough because most arrived as unstructured data (PDFs or 
scanned documents). Pulling information and entering it into disparate systems in a timely 

manner was an exhausting, laborious process. As a result, every year, millions of dollars in claims were 
left open. Kryon’s response aimed to streamline claims processing and payments to increase efficiency 
and reduce costs in accounts payable. Kryon implemented ABBYY Flexi capture, which allowed robots 
to scan claims sent through email and run them through Flexi capture, while the robots changed 
unstructured data into structured, readable formats and reviewed data for the accuracy of information. 
Accurate claims were then sent to brokers and approved for payment. Inaccurate claims (or information 
with exceptions) were routed to a human agent for further investigation. Kryon’s solution:

• Reduced processing time by 80% (from 10 minutes to 2 minutes per claim).

• Reduced OPEX by 80% (5-7 agents could now complete about 40 claims—work that used to 
take 40 people).

• Accelerated claims processing such that the company could close its accounting books faster.

• Eliminated human error.

Improving Invoice Verification. A leading global insurance provider needed to verify that all 
payments were received from agents for each customer policy. Kryon responded by having 
robots reconcile credit card statements with policies to verify correct payments received, 
ensuring a better invoice verification process. In the end:

• Kryon helped the client complete in 30 minutes a process that used to take one full day to 
complete manually each month.

• Kryon reported discrepancies/issues for immediate action.

Running a Smart Search. A leading global insurance provider needed to visit 26 different 
bank websites to check the account status in each and verify/update that claims payments 
were made appropriately. Kryon RPA aimed for better accuracy by having its robots log in 
to each of the 26 websites and run a smart search for four different dates (depending on 

the month) to verify payments made against claims. The result was:

• Kryon could do in two hours a process that used to take four days each month to complete.

• Kryon eliminated incorrect searches that had resulted in missed customer claims or information 
that wasn’t collected.

• Agents have been free to work on other, more productive activities.
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Saving Time & Money. A leading global insurance provider faced a time-consuming, manual 
process—thousands of insurance claims needed to be processed weekly. Claims processors 
needed to examine each page to verify the ID, while each claim document (PDF) could 
contain 5-70 pages. Kryon set out to save time and money by having its robots identify IDs 

on each page and then save the file so that claims processors could open the file and go directly to the 
correct page without having to search through the entire document. This resulted in:

• Increased customer satisfaction.

• Thousands of FTE hours saved per year. 

• Significant time savings for claims processors.

KRYON’S VALUE PROPOSITION

A number of points stand out when considering Kryon’s RPA end-to-end modular solution 
in insurance:

• A Better Customer Experience (CX). As robots handle burdensome, repetitive 
tasks, insurers can focus their time and resources on satisfying their customers. 
An improved claims management process results from reduced turnaround time 
of claims payouts.

• Automate to Optimize. Claims processing is made more expedient, efficient, 
and accurate when manual labor-intensive processes such as sorting, data entry 
and validation, and the routing of documents are automated.

• Faster ROI. Enterprises start to see returns within weeks of deploying bots 
tailored to their needs. Kryon RPA delivers faster ROI through the non-invasive 
automation of tasks across all applications, including legacy systems, without 
requiring complex integrations. And it can execute business tasks on any system 
or application without affecting the underlying systems. 

• Compliance. RPA can produce detailed activity logs, with every step in the 
process documented, which improves governance and regulatory compliance 
while executing processes faster and eliminating human error.

• Employee Empowerment. Any employee can build and create automation with 
the company’s business user UI.
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Financial Services
Know your customer (KYC) compliance, the rising costs of anti-money laundering (AML), regulatory 
scrutiny and steep fines for non-compliance, as well as the pressure to compete with disruptive new 
entrants that have already digitized their business are all factors forcing financial institutions to consider 
new technologies that will reduce manual tasks, improve compliance, and reduce costs. In other words, 
digital transformation in today’s competitive financial industry requires unprecedented levels of speed, 
intelligence, agility, and cost efficiency. Clearly, companies face many challenges as they seek to thrive in 
this changing competitive environment. For example:

• Legacy Systems. Time-consuming, complex system integration projects result from the need 
to redesign legacy systems and can cost hundreds of millions of dollars. It’s little wonder few 
banks have had the appetite to re-engineer their processing structure.

• Back-office Inefficiencies. The back office is still burdened by manual processes that rely 
on people and paper, resulting in needless expense, slow handling times, and suboptimal 
customer service, even as banks have shifted toward digitizing many of their customer-facing, 
front-end operations.

• Manual Processes. Obviously, the heavy reliance on manually intensive processes is inefficient 
because it is time-consuming, repetitive, costly, and a risk to security.

• High Cost of Compliance with Regulations. In 2016, US financial institutions were fined 
a total of $300 billion for violations of the Bank Secrecy Act (BSA) and AML regulations. 
According to a recent Thomson Reuters survey, an average financial firm spends US $60 
million per year on KYC compliance, customer due diligence (CDD), and onboarding.

Kryon’s Solution
The following examples demonstrate that Kryon is helping the financial services industry enter the  
digital era.  

• Implementing, Scanning, and Verifying. A leading bank was dealing with a manual process 
that reconciled scanned files (PDF attached to email) of their external agents/consultants’ time 
sheets with approved contracts and then entered payments in the ERP system on a monthly 
basis. Each statement took approximately one hour to execute. Kryon implemented a solution 
that reconciled scanned documents with contracts, verified/approved payments, and then 
entered the information into the ERP system. As a result:

 ○ Human error has been completely eliminated as Kryon Reports highlight discrepancies/
issues for immediate action. 

 ○ Each payment is verified in 2-3 minutes, which saves thousands of FTE hours a year.

 ○ Those previously handling this process have been freed up to work on other activities.
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• Accelerating Beyond Cumbersome and Costly. A leading global financial institution faced 
a cumbersome and time-consuming card management process that took FTEs an average of 
two hours per case. The company wanted a more efficient process for issuing replacements 
for lost or stolen credit cards, risk assessment, and reversal of card charges. Kryon RPA was 
implemented to reduce manual tasks and accelerate the collection of customer information, 
verify the integrity of the cardholder (KYC process), and input information for issuing new 
cards. In the end, Kryon’s solution:

 ○ Reduced costs associated with risk management (KYC compliance) and customer due 
diligence (CDD).

 ○ Cut operational costs for gathering and inputting information in multiple systems.

 ○ Saved thousands of FTE hours a year, with each payment verified in 20 minutes. 

• Smart Searching. Compliance officers at a leading global bank needed to visit over 200 
different websites daily to monitor any new regulatory information or rules changes and 
ensure those websites were updated/integrated into the appropriate channels/systems. Kryon 
developed a solution where robots log in to each of the different websites and run a smart 
search to quickly capture regulatory information and verify that data against current inputs in 
the regulatory compliance systems. Improvements included:

 ○ Employees who previously worked on the process can now focus on other activities.

 ○ Kryon RPA eliminated incorrect searches characterized by human errors that often led to 
significant non-compliance fines.

 ○ A manual process that once took compliance officers 1-2 hours a day is now done in 20 
minutes.

 ○ Advanced business user UI.
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• Driving Transformation Through Automation. A global bank was looking for an end-to-end 
business process automation solution to drive service delivery transformation as it opened 
new customer accounts and closed existing accounts, both online and in local branches. The 
company implemented Kryon RPA to improve the efficiency of various business processes 
running on various applications, including legacy systems, and automate the process for 
opening new accounts and closing existing accounts. The company gained:

 ○ Cost-efficient process execution.

 ○ Process consistency.

 ○ Increased speed and responsiveness to customer requests, resulting in increased customer 
satisfaction.

KRYON’S VALUE PROPOSITION

The following points stand out when considering Kryon’s RPA solution in financial services:

• Rapid ROI. Kryon RPA delivers fast ROI through non-invasive automation of 
tasks across all applications, including legacy systems, without requiring complex 
integrations. And it can execute business tasks on any system or application 
without affecting underlying systems.

• Scale-up Operations. Kryon’s RPA Platform allows organizations to seamlessly 
add and expand existing automation workflows and add more robots to their 
workforce on demand, decoupling HR costs from process volume.

• Improve Compliance and Risk Management. Kryon RPA’s capability to monitor 
and aggregate data from multiple regulatory sources enables compliance officers 
to stay on top of new regulatory information or rule changes and incorporate the 
updates into appropriate channels and systems.

• Streamline Processes. Kryon RPA can be deployed non-invasively within 
existing IT architecture. It does not disrupt day-to-day operations while 
improving the accuracy and efficiency of processes already in place. This makes 
it especially suitable for use on legacy infrastructure, thus enabling financial 
institutions to achieve greater efficiency without unwanted IT costs.
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4. KRYON’S RPA SOLUTION—TELECOMMUNICATIONS
Telecommunications providers must modernize existing services and business processes to stay relevant 
and grow revenues at a time of digital transformation. After all, after decades of growth, the telecom 
sector has faced declining revenues as services become increasingly commoditized and new players 
offer innovative services at attractive prices. Companies face many challenges as they seek to thrive in a 
changing competitive environment, including:

• Higher Consumer Expectations. Today’s telco customers demand superior service across all 
channels. Customers also have little patience for network availability issues.

• Tight Margins. Many telcos face a steep drop in basic communications service revenues at a 
time of relentless competition, forcing them to reduce OPEX and CAPEX.

• Legacy Platforms and Applications. Too many telcos struggle with disparate applications 
and services at the core of their infrastructure, resulting in siloed data and overly complex 
processes. Managing several platforms and applications to support multiple products and 
services is a losing proposition.  

• Digital Transformation Imperative. Operators need to reimagine their business models while 
upgrading network infrastructure and creating next-gen offerings. They must evolve into digital 
service providers, fast and at scale.

• Employee Satisfaction. Expensive employee turnover is common due to low levels of 
satisfaction with the nature of work. 
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Kryon’s Solution
RPA can play a pivotal role in driving transformation across the telecom industry, bringing greater 
efficiency to telecommunications functions, from supply chain and operations to enterprise management 
and customer care. The following examples demonstrate how Kryon has helped telecommunications 
clients negotiate the shift to the digital era.

• Robots Making Agents Better. A leading telecommunication provider sought to improve the 
performance of contact center agents processing customer requests for address changes. 
Disconnected lines at new locations were causing repeat calls, customer dissatisfaction, and 
lost revenue. Kryon responded by implementing robots that guided novice agents through 
change address requests while sensors that summarized order entry provided scripts for 
agents to confirm before completion. The solution produced the following results:

Customer satisfaction 
(CSAT) improved 4.9% for 
new-hire agents and 1.6% 
for tenured agents, which 
included addressing the 

issue of incorrectly entered 
work orders that impacted 
service delivery time by up 

to two days lag time 
(thereby affecting customer 

satisfaction).

Bottom-line results 
improved as 

lost revenue was 
reduced by 14% 

for new hires and 5% 
for tenured agents.

First-call resolution (FCR) 
increased 2.2% for new-hire 

agents and 1.7% for 
tenured agents, while time 
to proficiency for new hires 

decreased and service 
delivery time improved.

4.9% 1.6% 2.2% 1.7%

14% 5%

• Simplifying the Ordering Process. A telco’s ability to bill its enterprise customers for various 
internet services to different locations and reduce churn was being negatively impacted by a 
complex ordering process prone to fallouts. By using Kryon RPA within the ordering process 
(across vendors and departments), the telco reduced the duration of each ordering step, 
improved SLAs, saved money, and increased customer satisfaction. In fact, ordering time was 
reduced by 80%. Along the way, Kryon:

 ○ Saved documents and sent email notifications by using programming commands.

 ○ Navigated menus and screens of various applications along the process by using a visual 
approach. 

 ○ Synced and compared information between applications by using HTML, .Net, and UI 
Integrations. 
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• Driving Sales. A leading telecommunications provider needed to generate increased revenues 
and drive ARPU (Average Revenue Per User) by driving up-sells and cross-sells for outbound 
contact centers. In response, Kryon implemented attended robots that identify orders placed in 
Salesforce, match the right bundle proposal, and prompt the agent via a pop-up with the exact 
customer script. When the customer 
accepts the offer, the agent triggers an 
unattended robot to complete the order 
process. As a result, Kryon helped:

 ○ Improve service delivery time.

 ○ Increase the average deal size and 
ARPU.

 ○ Reduce error rates to near 0% while 
increasing first-call resolution (FCR).

• Transforming Service Delivery. A global 
telecom provider sought to transform 
service delivery with an end-to-end 
business process automation solution 
that improves processes around billing 
for enterprise customers, customer order 
processing, and raising change tickets. 
Kryon RPA responded by improving the 
efficiency of various business processes running on numerous applications, including legacy 
systems. The client can now:

 ○ Automate PO processing on the SAP system using UI integration and interact with the 
legacy system using the visual approach to automate the work order process.

 ○ Automate change requests using Excel and file system commands.

 ○ Send notifications using email commands.

• Effortless Migration. The customer service organization within a leading telecommunications 
provider sought to migrate enterprise/business customers to new service contracts as their 
contract renewals became due. The process required manually changing the service-level 
agreements (SLAs) for each of the contracts; changing a contract in SAP manually took 12 
minutes per renewal transaction. Kryon’s solution featured unattended robots that automated 
66,500 transactions per month, the equivalent of 71 man-months of work if done manually. 
The client can now:

 ○ Verify contract parameters versus internal portal (HTML commands).

 ○ Read new contract parameters using Excel commands.

 ○ Log in, navigate, and update SAP systems with UI integration commands.

RPA can play a 
pivotal role in driving 
transformation across 
the telecom industry, 
bringing greater efficiency 
to telecommunications 
functions, from supply 
chain and operations to 
enterprise management 
and customer care. 
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• Overcoming the Manual Quagmire. A telecom provider wanted to improve a manual process 
that typically took over 30 minutes to complete—reconciling Excel files of suppliers’ payments 
with invoices sent (PDF attached to email) and then entering approved payments into the ERP 
system as they came in on a daily basis. Kryon implemented its RPA solution to reconcile the 
Excel files with the PDF documents, verify/approve payments, and then enter the information 
in the ERP system. Since weekends, holidays and typhoon days are non-work days in Taiwan 
(the deployment location), Kryon’s unattended robots also collect data from the government 
weather website to learn about typhoon warnings and determine whether to run the process. 
As a result, the client can now:

 ○ Read Excel files and PDF documents with programming commands.

 ○ Navigate the ERP system menus and screens using the visual approach and enter fields 
with HTML commands (UI integrations).

 ○ Use Javascript commands to read non-working days from weather website.

KRYON’S VALUE PROPOSITION

A number of points stand out when considering Kryon’s RPA solution in telecommunications:

• Improved Data Transmission. Kryon’s OCR algorithms and ABBYY integration 
improve telecom processes (e.g., raising purchase orders) by addressing 
data disparities arising from non-standard formats and siloed information, 
transforming data into uniform, actionable formats.

• Less OPEX. Kryon’s intuitive RPA platform enables operational cost efficiency 
and lower total cost of ownership (TCO) by addressing an over reliance on 
programming and development resources. It also offers training and workforce 
cost savings.

• Customer and Employee Satisfaction. When human agents have more time to 
manage relatively complex customer requests, they’re able to spend less time 
and energy on mundane back-office tasks. An improved customer experience 
(CX) means better retention.

• Enthusiastic Employees. Employee turnover can be expensive for organizations. 
Kryon’s RPA aims to help human agents develop new skills, allowing them to focus 
on more creative and gratifying work, such as managing complex value chain 
processes.
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5. CONCLUSION: THE BIGGER PICTURE
While today’s enterprises expect that next-generation cognitive technologies such as RPA and AI 
will help generate both operational and business benefits while spurring greater collaboration across 
business units (BUs), many of those organizations now view revenue growth as the next advantage 
gained by automation. After all, while efficiency gains and cost reduction are the primary goals of RPA, it 
can also invigorate revenue recouping and revenue-generation activities (such as up-selling products and 
services or uncovering accounting errors). Meanwhile, adjacent technology capabilities are bleeding over 
into the traditional RPA space. Consider that virtual agents, bots, and chatbots are gaining in features/
capabilities that automate cross-organizational business functions (this has led to confusion as RPA 
doesn’t necessarily incorporate AI functionality).  

For Frost & Sullivan, as cognitive tools transform businesses through digital service delivery, technology-
driven services and approaches will create advantages. In other words, RPA is contributing to digital 
transformation on a strategic rather than simply tactical level. Ultimately, it’s clear that RPA solutions are 
helping to achieve the following strategic goals:

• Improving the customer experience (CX).

• Creating new business models.

• Decreasing time to market for new and innovative products and services.

• Growing revenue.

• Enhancing employee motivation.

Kryon’s specific approach to RPA involves identifying processes, deploying 
automation, and leveraging smart analytics to optimize performance and achieve 
organization-wide processes. And for Kryon, process optimization doesn’t end 
with discovery or automation deployment. It’s an ongoing cycle of monitoring, 
analysis, and implementation to meet business goals.

Kryon’s specific approach to RPA involves identifying processes, deploying automation, and leveraging 
smart analytics to optimize performance and achieve organization-wide processes. And for Kryon, 
process optimization doesn’t end with discovery or automation deployment. It’s an ongoing cycle 
of monitoring, analysis, and implementation to meet business goals. Kryon’s smart analytics engine 
provides the actionable intelligence required to fuel continuous process optimization. Frost & Sullivan has, 
therefore, determined that the growth potential for Kryon’s technology-related services is considerable.
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Specific benefits of Kryon’s Process Discovery tool include the following:

• Visibility, Immediacy, Scalability. Provides insight into business processes to reveal 
opportunities for automation. Kryon Studio immediately generates automation workflows for 
each process it identifies; after a process has been automated, Kryon robots continue to gather 
analytics and pursue continuous process optimization over time.  

• Advanced Visual Recognition. Robots collect essential data on employees’ work processes 
in real time and create detailed process maps about user actions (rather than simply relying on 
less advanced system event logs).

• Software Compatibility. Offers an approach fully compatible with all types of software 
(legacy, Citrix, web-based, etc.).

• Empowered Employees. One business user is empowered to manage an entire process in a 
relatively short amount of time.

• Information Security. Robots gather information on-premises from employees’ computer 
screens rather than having to provide third-party access to system event logs or transmitting 
information online (the number of people who have access to sensitive information about 
processes within a company also can be limited).

• Lower Costs and Higher ROI. Lowers the costs associated with identifying processes 
manually or through third parties, as well as costs related to the deployment, development, and 
management of RPA, maximizing ROI.

        SOME KEY TAKE-AWAYS

• More than Cost Savings. Cost reduction is a primary goal of any RPA 
implementation; however, RPA also can be geared toward revenue-generating or 
revenue-recouping activities, such as upselling products and services or uncovering 
accounting errors.

• Getting More Out of Legacy Systems. Using RPA agents to access information 
on legacy systems and applications can extend the life of aging infrastructure by 
automating the rekeying of data between systems.

• Cross-organizational. RPA needs to be part of a cross-organizational plan for 
automation, as it can impact processes and people’s roles within any organization. 
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ACTION ITEMS
Frost & Sullivan recommends pursuing an RPA-driven strategy using the following steps:

Start with a Strategic Assessment. Look for RPA applications that are scalable and 
reliable, follow a development process that is repeatable and allows for robots that are 
maintainable and reusable (for instance, if an application user interface changes, it doesn’t 
“break” the RPA process), provide for access control and auditing, and can be managed 

similar to live agents with centralized control.

Make the Strategy Cross-organizational. Develop a cross-organizational automation 
strategy to determine which projects require heavy IT involvement and which can be 
done with simple RPA tools. Identify areas of high-volume, repetitive tasks, and then take 
advantage of vendor proof of concept to initiate a “land-and-expand” approach to cross-

enterprise automation. Use RPA to facilitate cross-organizational data dependencies and maintain 
consistency of data entry.

Don’t Bet on One-Size-Fits-All. Have a cross-organizational automation plan that will 
enable you to see where automation is and is not appropriate, which applications are 
successfully doing automation and where RPA would be redundant, and where it might 
make sense to use different vendor solutions simultaneously. 

Prioritize Privacy and Security. Adhere to advanced security and governance. Data 
privacy and security concerns, such as PCI compliance, HIPAA, GDPR, etc., can present 
considerable challenges. Bots should be managed with the same access control, 
monitoring, and auditing and reporting capabilities as live agents. Solutions should have  

full audit logs that trace and record user and robot actions.

Review and Assess. It is critical to review on-going RPA initiatives across the  
organization to assess additional areas where efficiencies, cost reduction, and revenue 
generation can be achieved. Also, while IT involvement may be minimal, it is still a 

necessary part of the overall plan.



Frost & Sullivan, the Growth Partnership Company, works in collaboration with clients to leverage 
visionary innovation that addresses the global challenges and related growth opportunities that 
will make or break today’s market participants. For more than 50 years, we have been developing 
growth strategies for the Global 1000, emerging businesses, the public sector and the investment 
community. Is your organization prepared for the next profound wave of industry convergence, 
disruptive technologies, increasing competitive intensity, Mega Trends, breakthrough best practices, 
changing customer dynamics and emerging economies?
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