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ABSTRACT (MAX. 200 WORDS):

The automation of work tasks has been of high interest for over a century, where different
technologies have been developed to serve this purpose. Robotic Process Automation (RPA)
is one of these technologies, which automates the execution of monotonous and repetitive
work tasks previously performed by humans. As a consequence, the employee whose job con-
sists of these work tasks might perceive effects on their job characteristics, since these consti-
tute the essential attributes of a job. The use of RPA is becoming vital for organisations to re-
main competitive in the long run and is predicted to drastically increase during the upcoming
years. In line with this, the aim of the study is to describe what effects the employee perceives
on their job characteristics on an individual level, from using RPA. It is a qualitative study us-
ing semi-structured interviews with eleven participants. The study has focused on the five job
characteristics: skill variety, task identity, task significance, autonomy, and feedback. Conclu-
sively, the study identified that the employee perceives effects on all job characteristics except
from feedback, due to the use of RPA. Results from this study give further insights into the
employee’s perceived effects from the use of RPA.
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Definitions

Employee Defined as the human employee whose job requires execution of
time-consuming repetitive and monotonous work tasks.

Job Defined as a collection of work tasks, unstructured as well as
structured (Devi & Uthariaraj, 2016) consisting of certain job
characteristics (Hackman & Oldham, 1976).

Structured Defined as routine work tasks, including work tasks of a repetitive

Work Tasks nature. Consequently, these work tasks could be accomplished by
procedural solutions (D1 Felice, Lochovsky, & Mosser, 1991).

Unstructured Defined as complex and problem-solving work tasks, which are

Work Tasks problematic to support procedurally due to its non-repetitive nature

(Di Felice et al., 1991).
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1 Introduction

1.1 Background

For more than 200 years, new innovations have changed the way organisations and industries
work (Xu, David, & Kim, 2018). Previously, there was a focus to facilitate mass production
(Xu et al., 2018), but for more than a century, it has been of high interest to managers to auto-
mate work tasks, creating an organisation who use their resources in a more efficient way
(Lacity & Willcocks, 2016). In 1960, information technology (IT) was used to further auto-
mate production (Xu et al., 2018). Furthermore, already in the early 1980’s, it was argued that
robots undoubtedly would constitute an even larger part of the job environment in the future,
possibly creating new jobs but also threatening to both reduce and replace human labour
(Albus, 1983; Knod et al., 1984). Moreover, in the 1990’s researchers argued that automation
resulted in changes in jobs and affected the human worker (Andersen & Kraemer, 1994),
which subsequently caused effects on job characteristics since these constitute the essential
attributes of a job (Kelloway & Barling, 1991). For the purpose of this thesis, effect(s) refers
to possible changes in the employee’s job characteristics due to his/her use of robotic process
automation (RPA). Moreover, the importance of technology continues, as IRPA (2015)
clearly states:

2015 is to robotic process automation (RPA) what 1994 was to the Internet — an auspi-
cious start, but we ain’t seen nothing yet! - (p. 2)

RPA is a technology and a software robot that is adapted in the context of business process
automation (Asatiani & Penttinen, 2016), where Gartner (2019, online) describes business
process automation as “the automation of complex business processes and functions beyond
conventional data manipulation and record-keeping activities, usually through the use of ad-
vanced technologies”. RPA is a technological imitation of an employee with the aim to
streamline structured work tasks (Asatiani & Penttinen, 2016), where Lacity and Willcocks
(2016) argue for the importance for organisations to pay close attention to and communicate
the effects RPA can have on the employee. The technology implicates immense benefits for
organisations by efficiently maintaining the business’ structured work tasks, hence diminish-
ing the need for the employee to perform repetitive and monotonous work tasks, and entails
cost and time savings for the organisation (Bourgouin, Leshob, & Renard, 2018; Lacity &
Willcocks, 2016; Madakam, Holmukhe, & Jaiswal, 2019). Consequently, RPA is predicted to
become vital for organisations to remain profitable and competitive in the long run (Shetty,
2018). Hence, the opportunities that automation and RPA provide, result in an increased pres-
sure on organisations to utilize these opportunities in their administrative work processes
(Houy, Hamberg, & Fettke, 2019). Still, according to Dilmegani, Korkmaz, and Lundqvist
(2014), several organisations have a long way to go in order to take full advantage of the ef-
fects and possible benefits derived from digital adoptions.

Due to customers’ increased demand for response urgency, automation has had a big impact
on and transformed the service industry (Karmarkar, 2004). In a similar way, citizens and
businesses now expect the public sector to enhance the full capability that the digital transfor-
mation enables, to meet their needs in a more efficient way (Dilmegani et al., 2014). Moreo-
ver, SKL (n.d.) argues that the demographic development has generated vast challenges for
municipalities, due to an increased need for welfare. Subsequently, SKL (n.d.) argues for a

1=
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need to automate processes in order to meet the increased demands, which is further sup-
ported by Scheepers, Lacity, and Willcocks (2018) who argue that customer enquiries contin-
ues to radically grow in several industries, such as the utility, financial and public sector.
Hence, employees whose jobs, constituted by work tasks, consist of many work tasks that are
repetitive and monotonous are influenced by the increased demand of digitalisation and inte-
gration of RPA (Lhuer, 2016) since these parts of their work have been identified as suitable
to replace with RPA (Bourgouin et al., 2018; IRPA, 2015; Madakam et al., 2019; van der
Aalst, Bichler, & Heinzl, 2018). Consequently, these employees might perceive effects on
their job characteristics, when parts of their work tasks are automated by RPA. For the pur-
pose of this thesis, perceives refers to how an employee experiences that RPA has had effects
on their job characteristics.

However, it has been argued that automation also entails certain downsides, deskilling em-
ployees and eliminating jobs as a result of computers’ ability to execute work tasks that were
previously performed by humans, consequently replacing them (Westerman, Bonnet, &
McAfee, 2014). Yet, organisations and researchers argue that the reason behind using RPA is
to relieve the employee from structured and unchallenging work tasks to allow them to put
more focus on unstructured work tasks, including complex and problem-solving work tasks,
to further enhance their individual skills and knowledge (Bourgouin et al., 2018; Lacity &
Willcocks, 2016; Madakam et al., 2019).

1.2 Problem Area

Previous research has argued that automation and RPA brings vast opportunities for organisa-
tions in sense of cost and time savings by replacing the repetitive work tasks, leading to more
complex and unstructured work tasks (Bourgouin et al., 2018; Lacity & Willcocks, 2016;
Madakam et al., 2019). Additionally, Hallikainen, Bekkhus, and Pan (2018) stress that RPA
can provide organisations with a noteworthy return on investment, which makes it a desirable
technology to adopt. Furthermore, RPA is topical since its deployment is increasing and is
predicted to further increase (IRPA, 2015; Le Clair, 2018), where Gartner predicts RPA to be
deployed by 85 % of large organisations by the end of 2022 (Shetty, 2018).

Research regarding RPA have previously focused on consequences on an individual level in
regards to employees experiencing a competition by RPA which consequently impacts the
employees moral (Asatiani & Penttinen, 2016), even though Lacity and Willcocks (2015) ar-
gue that RPA has not been observed to have any negative consequences on employees’ job
losses. Other studies have looked at consequences of RPA adoption on an organisational
level, studying RPA’s impact on providers of business process outsourcing (Hallikainen et al.,
2018). Moreover, Lacity and Willcocks (2016) conducted a study that focused on the internal
adoption of RPA on an organisational level. However, when looking at literature regarding
the consequences from RPA, it seems to be a lack of IS research and theory that highlights
what effects the use of RPA has on job characteristics on an individual level, in the context of
an employee in an office environment that perform mental rather than physical work. Even
though it is not a new phenomenon that organisations replace human labour by automating
work tasks (Lacity & Willcocks, 2016; Xu et al., 2018), the context in which it has been ap-
plied in organisations through RPA is new - automating structured work tasks for the em-
ployee (SKL, n.d.), by mimicking human skills (Asatiani & Penttinen, 2016; Lhuer, 2016)
and therefore affect a new category of employees (Gallie, 1991; Vallor, 2015).

_2_
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A similar lack of knowledge has been identified by Markus (2017) who argues that IS re-
search on algorithmic intelligence, referring to artificial intelligence (Al) in domains such as
robotics, needs to further study how decisions around this technology change over time and
what consequences they bring. Moreover, Markus (2017) argues that Al is a technology that
should be applied to work tasks that have repetitive characteristics and where patterns needs
to be identified, since these work tasks are better performed by the technology than by hu-
mans. Since Al serves as a predecessor to RPA (IRPA, 2015), it could be argued that a similar
extension in the research field of RPA would be of further interest. However, even though re-
searchers argue that several benefits derive from replacing the human execution of certain
work tasks with technology such as RPA (Bourgouin et al., 2018; Lacity & Willcocks, 2016;
Madakam et al., 2019; Markus, 2017), Giinther et al. (2017) stress that human intelligence is
required when deriving insights from data and patterns. Even though robots are becoming
smarter, Xu et al. (2018) argue that they do not possess the essential capacity of moral reason-
ing and van der Aalst et al. (2018) further highlight the importance to extend research around
the interplay between humans and RPA.

1.3 Research Question

The intended knowledge contribution of this study is to describe what effects RPA has on job
characteristics on an individual level. Hence, this study aims to answer the following research
question:

What effects does the employee perceive that RPA has on their job characteristics?

1.4 Purpose

It seems to be a lack of knowledge in what effects the employee perceives that RPA has on
their job characteristics on an individual level, referring to the individual level as an individ-
ual’s perception of something. Hence, this thesis aims to describe what effects the employee
perceives that RPA has on their job characteristics on an individual level, by providing a list
of these effects to subsequently contribute to close the identified gap of knowledge. This the-
sis aims to contribute with knowledge to the IS field by studying effects on an individual
level, in a context of RPA being used as a support for the employee in an organisation to auto-
mate repetitive and monotonous work tasks.

1.5 Delimitation

RPA could have several application areas (Mendling et al., 2018). However, this thesis will
focus on the term as the tool used to automate structured work tasks for the employee now
having RPA as a support in their everyday work tasks. Additionally, when bringing up the in-
teraction between humans and robots within the context of RPA, this thesis will focus on this
interaction via a user interface (Aguirre & Rodriguez, 2017; Fong, Thorpe, & Baur, 2001),
since this interaction equals the one between RPA and its users (Asatiani & Penttinen, 2016;
van der Aalst et al., 2018).
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Additionally, since this thesis focus on the interplay between RPA and the employee’s job
characteristics from an individual level, this thesis will refer to the employee as the human
employee whose work requires execution of time-consuming repetitive and monotonous work
tasks.

Moreover, as stated in Chapter 1.1, this thesis use effect as a term to define the employee’s
perceived effects from RPA, referring to effect(s) as possible changes in the employee’s job
characteristics due to his/her use of RPA. Hence, this thesis will exclude to identify any other
effects, such as economic effects.
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2 Literature Review

2.1 Automation

Automation is not a new concept and has been present for more than a century (Lacity &
Willcocks, 2016), where humans always have been trying to increase the efficiency of work
processes and used different tools to achieve this (Hitomi, 1994). Moreover, it has been a con-
stant discussion during the last two decades, of whether automation and new technology will
and should replace certain jobs completely or just act as a support (Autor, 2015; Markus,
2017). Cambridge Dictionary (2019b) defines automation through a general definition and
outlines it as the replacement of human labour in a factory or office environment, using tech-
nology or machines instead of humans to execute a job. Hence, automation can have several
application areas and definitions depending on the context (Cambridge Dictionary, 2019b;
Hitomi, 1994). For instance, it depends on if it is factory automation, defining it as the “flow
of materials” where mechanical automation or process automation is directly concerned with
the production processes (Hitomi, 1994, p. 123), or office automation, referring to it as the
“flow of information” and implicates the management and control of productive activities
(Hitomi, 1994, p. 123). Moreover, Hitomi (1994) argue that the term automation was coined
by D.S Harder in 1936, through a definition as the transmission of work parts between ma-
chines in a production process, exclusive of human interaction. Subsequently, this thesis will
use Hitomi’s (1994) definition of office automation when using the term automation.

Researchers discuss the history of automation and argue that it has gone through several steps
(Autor, 2015; Hitomi, 1994; Xu et al., 2018). Firstly, they argue that automation was done
through the development and use of certain tools to increase the efficiency of manufacturing.
Secondly, the researchers argue that machines replaced human labour to increase the produc-
tion and manufacturing efficiency. Thirdly, they claim that machines replaced the human
mental labour, referring to the use of machines to automatically operate and control machine
tools rather than through skilled human workers. Finally, it could be argued that a further di-
mension has emerged from the third step through the rise of technologies such as Al and ma-
chine learning, enabling machines and technologies to learn from experience and execute
more complex and less defined work tasks (Autor, 2015; van der Aalst et al., 2018; Xu et al.,
2018). The emergence of these technologies put work tasks that are performed by humans,
which have not been threatened to be replaced by technology before, in risk to be partly or
fully automated, subsequently endangering certain job categories (Autor, 2015; van der Aalst
et al., 2018). However, even though automation has put certain job categories and work tasks
at risk to diminish or be eliminated, it has also created new work tasks and categories (Autor,
2015; Xu et al., 2018). In line with Devi and Uthariaraj (2016), this thesis argue that a job
consists of multiple work tasks that are interdependent on each other.

Humans interacting with robots is not a new phenomenon, in fact it has been going on since
mid-1900’s (Fong et al., 2001). However, Laengle et al. (1997) argue that the previous goal
with automation, to exclude the human interaction, has changed. Instead the authors argue
that the objective has evolved, and a demand for robot systems that are adaptable for uncer-
tain environments has arisen. Hence resulting in solutions combining both the robot, being
more accurate and time efficient, and the human capabilities, being more flexible (Laengle et
al., 1997), leveraging the abilities from both the robot and the human (Harriott et al., 2015;
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Hinds, Roberts, & Jones, 2004). For instance, Lacity and Willcocks (2016) argue that soft-
ware robots were high performing when combined with humans, where the software robot
were liable for the high volume of structured work tasks while humans were in charge for the
work tasks including problem solving skills and customer interaction.

Conclusively, automation has developed over time and evolved from mainly executing physi-
cal work tasks through a hardware robot (such as production machines), into executing more
complex and mental tasks through a software robot (such as Al and machine learning). How-
ever, in line with Laengle et al. (1997), even though the objective with automation could be
argued to be changed from the prior predominant reason to replace human workforce, the rea-
son behind automation itself might not have changed quite that much but rather the sophisti-
cation of explaining the reasons behind it (Davenport & Ronanki, 2018).

2.1.1 Automation and its Effect on Work

As we’ll demonstrate, there’s never been a better time to be a worker with special skills
or the right education, because these people can use technology to create and capture
value. However, there’s never been a worse time to be a worker with only ‘ordinary’
skills and abilities to offer, because computers, robots, and other digital technologies are
acquiring these skills and abilities at an extraordinary rate. - Brynjolfsson and McAfee
(2014, p. 11)

According to Lacity and Willcocks (2016), there exists many diverse views on what effects
automation will have on how work is performed. As Brynjolfsson and McAfee (2014) reason,
technologies are generating both positive and negative effects due to its ability to replace em-
ployees and automate the performance of certain work tasks. The introduction of new technol-
ogies has not only brought opportunities but also entailed dilemmas regarding how the, often
unprepared, employees have been affected by the changes the new technologies has intro-
duced to their everyday work (Andersen & Kraemer, 1994). Hence, according to Andersen
and Kraemer (1994), the changes introduced by automation of work processes includes,
among others, Speed-up of work and Control/autonomy of individuals and jobs.

Speed-up of work is referring to the fact that technologies are enabling the employee to speed
up their work by shortening the cycle time for processes, leading to an increased expectation
of fast responses (Andersen & Kraemer, 1994). Consequently, workers at all levels are experi-
encing an increased level of stress along with enhanced time pressure (Andersen & Kraemer,
1994; Kraemer & Danziger, 1990). Furthermore, the changes in technologies have resulted in
a higher stress for workers, when not trained in a sufficient manner (Andersen & Kraemer,
1994). In contrast, not all researchers agree upon this consequence of automation. For in-
stance, Kraut, Dumais, and Koch (1989) argue that automation results in less workload which
consequently leads to employees perceiving a decreasing pressure and stress related to their
work tasks. Additionally, the authors argue that the automation also leads to increased mental
health and happiness.

Furthermore, (Andersen & Kraemer, 1994) argue that control/autonomy of individuals and
jobs is another change introduced by automation, referring to it as the enhancement of diffi-
culty for the employees within the superordinate role. This since the technology constitutes a
dependency for these employees, and prior skills and knowledge might be considered obsolete
(Andersen & Kraemer, 1994; Kraut et al., 1989). Additionally, the automation is, according to
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Andersen and Kraemer (1994), argued to result in particular administrative employees per-
ceiving increased control over their job as a consequence of the increased time pressure. Fur-
thermore, according to Bjern-Andersen, Eason, and Robey (1986), employees perceived an
enrichment in their view of their work tasks as a result of automation. In contrast, the authors
also highlighted that the employees perceived a constraint regarding how and when they had
to conduct their work tasks, because of the automation. Moreover, it could be argued that au-
tomation also can have an impact on the employee’s social interaction regarding the increased
interdependence among both workers and different work units (Andersen & Kraemer, 1994;
Kraemer & Danziger, 1990).

Conclusively, the above-mentioned effects that automation has on a job, does not cover all ef-
fects of automation and it is important to highlight that other effects are also of relevance in
relation to automation. For instance, there is Tighter coupling of work, where the outcome of
automation relates to the aim to create unified work groups through a centralised system
(Andersen & Kraemer, 1994). However, this example and other effects are outside the scope
of this study and will therefore not be further discussed.

2.2 Robotic Process Automation

According to van der Aalst et al. (2018), continuous developments within Al and machine
learning constantly makes authors within the engineering and IS field question what work
tasks should be automated and not. Robotic Process Automation (RPA) is one of those devel-
opments and serve as a development of previous technologies, such as Al (IRPA, 2015; van
der Aalst et al., 2018). As Aguirre and Rodriguez (2017) mention, even though the word robot
often is associated with electromechanical machines, it is important to highlight that RPA is
not a physical robot but rather a software based solution that is configured to perform repeti-
tive operational work tasks and procedures, previously performed by humans (Aguirre &
Rodriguez, 2017; Lacity & Willcocks, 2016). Hallikainen et al. (2018) have a similar defini-
tion of RPA and define it as a tool that is used to automate service tasks that were previously
performed by humans. This is further supported by Madakam et al. (2019) who explain that a
common application area for RPA is to replace humans with a configured software when
transferring input data from multiple sources, such as e-mail or spreadsheets, to Customer Re-
lationship Management (CRM) systems. Hence, RPA automates work tasks with determinis-
tic outcomes, structured data and routine characteristics, consequently automating rule-based
processes (Aguirre & Rodriguez, 2017). Moreover, van der Aalst et al. (2018) define RPA as
an umbrella term for tools operating on the computer system’s user interface in an identical
way to how a human would. Consequently, RPA is a software robot that communicates with
other computer systems via front-end, in contrast to traditional software that mainly manage
this communication via backend (Aguirre & Rodriguez, 2017; Asatiani & Penttinen, 2016).
Hence, RPA does not require any changes in the already existing IT-systems (Asatiani &
Penttinen, 2016). Practically speaking, this implies that RPA mimics the human use of com-
puter systems, by reacting to events on the computer screen, but also by repeating specific and
rule-based steps, rather than interacting with application programming interfaces (API) of
other systems (Asatiani & Penttinen, 2016).

The actual and intended application of RPA is to automate the service of work tasks, previ-

ously performed by humans (Madakam et al., 2019). So, what makes RPA different from pre-
vious automation tools? One way RPA differs from other automation technologies, such as
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Business Process Management Systems (BPMS), is that RPA never touches the underlying
programming logic of other systems, solely accessing other systems’ platforms through their
presentation layers, since RPA sits on the top of already existing systems (Aguirre &
Rodriguez, 2017; Lacity & Willcocks, 2016). Additionally, RPA differs from BPMS since
RPA aims to use existing business application while BPMS aims to create new business appli-
cations (Cewe, Koch, & Mertens, 2018; Forrester Research, 2014). Furthermore, Davenport
and Ronanki (2018) argue that RPA mainly differ from other automation tools due to the soft-
ware robot’s ability to act as a human in its work while inputting and consuming information
that comes from several IT systems. This automation enables the performance of work tasks
in an easier, faster and better way, by replacing employees with technology when executing
monotony and repetitive work tasks (Madakam et al., 2019). Moreover, Autor (2015) argues
that automation often intends to substitute for labour. However, he further argues that automa-
tion also complements employees, which, in line with Aguirre and Rodriguez (2017) and
IRPA (2015), is very much like the case for RPA. Similarly, in a study from 2018, Davenport
and Ronanki (2018) found that the primary objective behind the choice to use RPA rarely was
to completely replace employees.

Conclusively, this thesis will align with Aguirre and Rodriguez’s (2017) definition of RPA;
a software based solution that is configured to carry out repetitive operational work tasks and
procedures that are used to be done by humans.” (p. 66), since this thesis focus on what ef-
fects the employee perceive that the technology has on their job characteristics on an individ-
ual level.

2.2.1 Benefits and Challenges with RPA

RPA is a technology that brings both benefits and challenges to organisations (Aguirre &
Rodriguez, 2017; Asatiani & Penttinen, 2016; Madakam et al., 2019; Willcocks, Lacity, &
Craig, 2015). This thesis will further discuss some of these.

Researchers argue that there are four main benefits that the use of RPA brings for organisa-
tions; cost reduction, increasing process speed, error reduction, and productivity improvement
(Aguirre & Rodriguez, 2017; Madakam et al., 2019; Willcocks et al., 2015). Firstly, a major
benefit is argued to be the cost savings being generated through its use (Aguirre & Rodriguez,
2017; Hallikainen et al., 2018), where Aguirre and Rodriguez (2017) mention productivity
improvements as a cause for this cost reduction. Moreover, Madakam et al. (2019) mention
that organisations dramatically can improve the efficiency for how they use their employees,
subsequently generating a more viable workforce in regard to factors such as cost and effi-
ciency. Secondly, increased process speed is another benefit that is generated through the use
of RPA, where Willcocks et al. (2015) argue that the software robot can outperform employ-
ees on speed, quality and efficiency, which shortens the delivery time and allowing organisa-
tions to act quickly and decisively. This also brings us to the third benefit, which is error re-
duction, where RPA perform structured work tasks in a precise and quick way, which resulted
in an increased regulatory compliance due to the robots ability to outperform an employee on
factors such as error rate metrics, speed, and quality (Lacity & Willcocks, 2016). Lastly,
productivity improvement is the fourth benefit that the use of RPA brings for organisations.
Researchers reason that robots perform high volume, repetitive work tasks better than em-
ployees, meaning that the robots eliminates the risk for errors where the work task is vulnera-
ble to human specific errors (Asatiani & Penttinen, 2016; Willcocks et al., 2015), such as
matching numbers across several different tables (Asatiani & Penttinen, 2016).
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But as well as RPA is bringing benefits for organisations, there are also challenges with the
software robot (Asatiani & Penttinen, 2016). In a study from 2015, Lacity and Willcocks
(2015) stated how their findings implied that the use of RPA mostly led to positive feedback
and did not indicate that organisations experienced any significant job loss due to use of RPA.
However, Asatiani and Penttinen (2016) argue that even though Lacity and Willcocks (2015)
study did not indicate any negative feedback from the use of RPA, there is still a risk of em-
ployees considering the software robot as a direct contestant for their job. Therefore, the au-
thors argue that a possible consequence from this could be tensions between the management
and employees, subsequently influencing the employee’s morale in a destructive manner.

RPA is a bad fit for work tasks that requires complex interpretation skills, creativity or subjec-
tive judgement and is therefore best suited for structured work tasks (Asatiani & Penttinen,
2016). Hence, previous research suggests that RPA’s ability to only handle structured work
tasks is another challenge, where it needs to become smarter to be able to handle unstructured
work tasks as well, to maximise the benefits for organisations in their work (Asatiani &
Penttinen, 2016; van der Aalst et al., 2018). For instance, van der Aalst et al. (2018) argue that
the goal with RPA is to teach the software robot how to learn in the same way as Al and ma-
chine learning, which would enable RPA to adapt and manage unstructured work tasks that
requires more complex skills. Due to this challenge, Asatiani and Penttinen (2016) reason that
RPA only serves as a temporary solution in its current state, since it lacks the skills and ability
to cover entire processes involving both structured and unstructured work tasks. Hence, the
authors mention there is still a need for human interaction to execute these processes, since
RPA does not possess all the required skills to execute unstructured work tasks, and conse-
quently needs to be complemented by humans to execute the more complex skills.

2.3 Skills

The definition of skill differs depending on what context it is put in, and researchers argue
that it is important to identify what definition that is suitable for the specific context (Gallie,
1991; Vallor, 2015; Wood, 1987). For instance, Wood (1987) argues for the need to distin-
guish between an individual’s skill and the skills that is essential for certain jobs. This is im-
portant to distinguish since, in line with Wood (1987), skills of a specific individual do not
necessarily have to be affected by technological changes even though work tasks might
change due to them. Hence, this thesis defines skills as the skills that are vital for a particular
job, since the main focus of this thesis is to investigate what effects the employee perceives
that the use of RPA has on their job characteristics on an individual level. Subsequently, this
thesis will use the terms “skill” and “skill set” as synonyms for each other since skill sets of-
ten refer to skills that are required for a specific job (Cambridge Dictionary, 2019e;
MacMillan Dictionary, 2019a).

2.3.1 Deskilling

Vallor (2015) argue that “deskilling” is a concept that has been used to explain how advance-
ments of machine automation in the twentieth century has generated a devaluation of practical
knowledge and certain skills, which historically has been nurtured by highly trained workers,
such as machinists. Attewell and Rule (1984) have a similar view on the concept and define
deskilling as a perspective indicating that automation deprives conceptual work tasks out of
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skilled jobs. Subsequently, the authors explain how computer algorithms or exceedingly
smaller numbers of high-level specialists replace the conceptual, referring to the concept of
automation. Both Vallor (2015) and Attewell and Rule (1984) base their explanation on
Braverman’s book Labour and Monopoly Capital: The Degradation of Work in the Twentieth
Century, where he discusses around deskilling and upskilling, with a focus on the historical
process of occupational change and the transformation of work due to the evolution of man-
agement and technology, which subsequently influenced social life (Braverman, 1998).

According to Cambridge Dictionary (2019c¢), one definition of the term deskill implies lower-
ing the level of skills that someone needs to execute a specific job, which aligns with both
Vallor’s (2015) and Adler’s (1986) definition of the term. Additionally, Gallie (1991) reasons
that an increased concern by the management to constrict their control over the work process,
1s assumed to be the underlying dynamic behind the process of deskilling. Vallor (2015), on
the other hand, discusses about something that could be seen as an extension of deskilling,
namely technological deskilling. The author argue that the computer revolution has deskilled
workers that previously have not been affected by automation, where the rise of technologies
such as robotics and Al is cultivating new work tasks in a variety of occupations. For in-
stance, researchers mention how technologies are now freeing white collar workers (assum-
ingly referring to employees in an office environment that perform mental rather than physical
work (Cambridge Dictionary, 2019f)) from repetitive work tasks such as filing and copying,
to subsequently enable them to focus on more complex and knowledge-laden work tasks
which cause new demands on traditional professions and their related skills (Gallie, 1991;
Vallor, 2015).

2.3.2 Upskilling

The opposite of deskilling is “upskilling” (Giuliano, 1982), where the term connotes the pro-
cess for improving and learning new skills, in order to make the employees better at their job
(Cambridge Dictionary, 2019d; MacMillan Dictionary, 2019b). Upskilling often implies that
new technologies enable an advancement of employees’ skills rather than deskilling them
(Attewell & Rule, 1984; Giuliano, 1982). For instance, Giuliano (1982) argues that the auto-
mation of work tasks mainly occur in work situations that are already routinized, meaning that
the technology facilitates the information processing by, for instance, automating time con-
suming and monotonous work tasks such as filing and moving messages. Moreover, Littler
and Innes (2003) mention how debates regarding issues of skill change increased in the
1990’s, where an increased need for maintaining education and training consequently led to a
general process of employee upskilling.

In addition to this, Carey (2007) discusses another view on upskilling in relation to different
settings, where new skills were needed due to changes of work tasks. The author mentions
how it has been argued that this change of work tasks has not only been seen as upskilling
from the employee’s perspective, where they perceived a loss of skills rather than developing
new ones. Moreover, the author explains how the employees seemed to perceive that the up-
skilling, in relation to the new work tasks, diminished the amounts of work tasks which the
employees felt constituted their profession. Subsequently, Carey (2007) explains how this re-
sulted in the employees not experiencing upskilling and benefits from the skills that originated
from the new work tasks, but rather a covert deskilling in the long run due to this change.
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2.4 Job Characteristics

In the 1970’s, Hackman and Oldham (1975, 1976) developed a job characteristics model,
which has been used by researchers (Loher et al., 1985; Piccolo & Colquitt, 2006; Renn &
Vandenberg, 1995) where some argue that it might be the best work within the area of how
job dimensions are related to performance and job satisfaction (Spector, 1986). Hackman and
Oldham (1976) argue that five dimensions comprises job characteristics:

o Skill Variety - the level of skills needed when carrying out the work, referring to dif-
ferent skills and talents of a person (Hackman & Oldham, 1976; Loher et al., 1985;
Piccolo & Colquitt, 2006; Renn & Vandenberg, 1995).

o Task Identity - the level to which the job needs to be fulfilled as a “whole” piece of
work, or performing a work task from the beginning to the end with an evident out-
come (Hackman & Oldham, 1976; Piccolo & Colquitt, 2006; Renn & Vandenberg,
1995).

o Task Significance - the level of extensive impact that the job has on the lives or work
of other people, both regarding the internal and external environment of the organisa-
tion (Hackman & Oldham, 1976; Loher et al., 1985; Piccolo & Colquitt, 2006; Renn
& Vandenberg, 1995).

e Autonomy - the level of freedom, independence, and discretion that are allowed for an
employee while organising the work, but also when determining the procedures for
carrying it out (Hackman & Oldham, 1976; Piccolo & Colquitt, 2006; Renn &
Vandenberg, 1995; Spector, 1986).

o Feedback - the level of information that is communicated to an employee about its
work performance (Hackman & Oldham, 1976; Piccolo & Colquitt, 2006; Renn &
Vandenberg, 1995). Hence, feedback refers to whether an employee has obtained clear
information of the effectiveness of its performed job, or not.

This thesis defines job characteristics as a collection concept for the attributes being essential
for the job itself (Kelloway & Barling, 1991), which in our study is skill variety, task identity,
task significance, autonomy and feedback. However, it is worth mentioning that some re-
searchers discuss about other job characteristics as well (Albers Mohrman, 2003; Morgeson &
Humphrey, 2006; Sims, Szilagyi, & Keller, 1976). This thesis will, however, focus on the
above mentioned job characteristics since they originates from the well cited researchers
Hackman and Oldham (1975, 1976), whose model for job characteristics often has been used
as a foundation for many other researchers’ work (Loher et al., 1985; Renn & Vandenberg,
1995).

Moreover, these five job characteristics, equalling the core job dimensions in Figure 2.1, is
argued to have effects on the employee’s motivation for the work (Hackman & Oldham,

1975, 1976). Hackman and Oldham (1975, 1976) mean that the core job dimensions generate
the level of critical psychological states. For instance, the authors reason that the level of skill
variety, task identity and task significance determine the perceived meaningfulness of a job,
that autonomy decide one’s perceived responsibilities for the work outcomes, and where feed-
back implies one’s knowledge of the actual results from the work activities. Furthermore, this
lead to personal and work outcomes such as; high internal work motivation, high quality work
performance, and low absenteeism (referring to absenteeism as when an employee is not at
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work when they are supposed to be (Cambridge Dictionary, 2019a)) and turnover (Hackman
& Oldham, 1976). Lastly, Hackman and Oldham (1975) refer to employee growth need
strength as an individual’s desire to grow and develop within their work. The model is pre-

sented in Figure 2.1 below.
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Figure 2.1: The Job Characteristics Model of Work Motivation (adapted from Hackman & Oldham, 1975, p. 161)

Moreover, researchers also define the job characteristic model (see Figure 2.1) as both job de-
sign model and job design theory. (Gerhart, 1987; Kiggundu, 1981). However, in line with the
founders Hackman and Oldham (1976), this thesis will refer to it as a model.

Furthermore, there are two main categories regarding the design of a job, which “are aimed at
engaging the motivational forces of workers' egoistic needs through the establishment of job
characteristics that generate intrinsic reward” (Gallagher & Einhorn, 1976, pp. 359-360). This
thesis will focus on one design from each of the two main categories, including job enlarge-
ment and job enrichment, and will therefore not focus on neither job extension nor job rota-
tion from the first category. Firstly, according to Gallagher and Einhorn (1976), job extension
is described to be closely related to job enlargement and will, therefore, partly be covered in
the section for job enlargement (see Chapter 2.4.1) since work tasks variety is emphasized in
both designs. Secondly, job rotation is outside the scope of this study, since this thesis focus
is on the employee’s perception of RPA’s effects on their work tasks, and not how to make
the employee’s job more varied by rotating the employee through different departments
(Gallagher & Einhorn, 1976; Rush, 1971).
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Conclusively, this thesis will mainly focus on the core job dimensions in the job characteris-
tics model, but also touch upon the critical psychological states, and personal and work out-
comes. Hence, since measuring the employee’s desire to grow and develop within their job is
outside of the scope for this thesis, this thesis will not focus on the part of the model regarding
employee growth and strength. Furthermore, the job characteristics model is only used as a
guide for this study to see the connections between the core job dimensions, the critical psy-
chological states, and personal and work outcomes. Hence, this study will exclude the numeri-
cal measurements of the components within the model.

2.4.1 Job Enlargement

Job enlargement is by several researchers defined as “horizontal job loading” (Chung & Ross,
1977; Gallagher & Einhorn, 1976; Herzberg, 1968) and refers to when work tasks are added
resulting in a greater variety among the work tasks. Consequently, in order to accomplish en-
larged jobs, the attributes of a work task must include; Task Variety, Meaningful Work Mod-
ule and Performance Feedback, Ability Utilization, Worker-paced Control (Chung & Ross,
1977).

The task variety refers to the reduction of monotony among work tasks (Chung & Ross, 1977;
Gallagher & Einhorn, 1976) by enhancing performance and mental activation among the em-
ployees through increased stimulus variation and intensity (Chung & Ross, 1977). Moreover,
this has overlapping characteristics with Hackman and Oldham’s (1975, 1976) description of
the job characteristic “task significance”. Another task attribute within job enlargement is the
meaningful work module which refers to the added motivational value among the employees
by making them feel appreciation for the fulfilment of a work task by increasing the job char-
acteristic “task identity” (Chung & Ross, 1977; Hulin & Blood, 1968). Furthermore, another
task attribute in job enlargement is the performance feedback, referring to the employee’s
knowledge of results from their accomplishments in their work, which can result in an in-
creased motivational level among the employees (Chung & Ross, 1977). This task attribute
could be achieved by enhancing the utilization of the job characteristic “feedback”, since this
job characteristic refers to whether an employee has obtained clear information of the effec-
tiveness of their performed job, or not (Hackman & Oldham, 1976). Additionally, ability utili-
zation is a task attribute within job enlargement that refers to the employee’s utilization of
their skills and abilities, resulting in an increased satisfaction for the job among the employees
(Chung & Ross, 1977). This task attribute has overlapping characteristic with Hackman and
Oldham’s (1975, 1976) definition of the job characteristic “skill variety”. Hence, it is subtle
to, in accordance to Chung and Ross (1977), balance the level of skill variety, since the de-
mand of too many new skills to accomplish the work tasks could lead to the opposite and in-
stead create frustration among the employees. The last attribute in order to accomplish job en-
largement is the worker-paced control, which covers that the employee have more control to
desire their work-pace (Hulin & Blood, 1968), and could result in absenteeism and employee
turnover being reduced (Chung & Ross, 1977).

Conclusively, researchers (Chung & Ross, 1977; Gallagher & Einhorn, 1976) argue that ac-
complishing job enlargement will have a positive motivational effect by increasing job satis-
faction among the employees, and result in provoking inherent motivation for the employees.
In contrast, Herzberg (1968) argues that job enlargement only is about structurally enlarging
the job, with an embedded risk of only enlarging the meaninglessness of the job and provok-
ing the inherent motivation for the employee.
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2.4.2 Job Enrichment

Unlike job enlargement, job enrichment is defined as “vertical job loading” (Chung & Ross,
1977; Gallagher & Einhorn, 1976; Herzberg, 1968) and has the objective to “fostering intrin-
sic motivation through granting increased responsibility in the work situation” (Gallagher &
Einhorn, 1976, p. 360). The idea originated in order to improve productivity along with in-
creasing the satisfaction and motivation of employees at work (Hackman & Oldham, 1975;
Paul, Robertson, & Herzberg, 1969), potentially providing the employees with psychological
growth (Hackman & Oldham, 1976; Herzberg, 1968). Hence, this could be achieved by in-
creasing the responsibility of employees’ work tasks, along with making them more challeng-
ing (Herzberg, 1968; Katz, 1978; Paul et al., 1969). In order to accomplish job enrichment,
Chung and Ross (1977) argue for the need to include the following task attributes; Employee
Participation, Goal Internalization, Autonomy and Group Management.

The employee participation, within the context of accomplishing job enrichment, includes en-
hancement of the employee’s job satisfaction and performance by allowing them to take part
in the managerial decisions (Chung & Ross, 1977; Herzberg, 1968; Ugboro & Obeng, 2000).
Furthermore, Chung and Ross (1977) argue goal internalization is another task attribute to ac-
complish job enrichment, which is essential in order to succeed with the job enrichment. The
authors refer to the attribute as the employees being a part of their work group’s or organisa-
tional goal setting, resulting in a maximisation of the employee’s motivation. Hence, it could
therefore be argued that the task attributes employee participation and goal internalization
could both result in employees experiencing an enhancement of the job characteristic “task
identity”, since these attributes could increase the level of impact the employees perceive that
their work task has on the entire work process (Hackman & Oldham, 1976).

Moreover, the task attribute autonomy is defined as giving the employee increased control and
autonomy over their job, in order to take greater responsibility (Chung & Ross, 1977). Hence,
this task attribute has overlapping characteristics with the job characteristic “autonomy”, since
autonomy as a job characteristic is defined as the level of freedom and independency the em-
ployee have to control and structure how and when to perform their work tasks (Hackman &
Oldham, 1976). Furthermore, the last task attribute needed to accomplish job enrichment is,
according to Chung and Ross (1977), group management. However, since this attribute con-
cern employees on a group-level, it is considered to be outside the scope of this study since
this study focus on the individual level. Hence, this task attribute will therefore not be further
discussed.

Conclusively, enriched jobs allows employees to perform decisions and functions previously
restricted to the management level, leading to an enhancement of accepting decisions being
made (Chung & Ross, 1977). Consequently, job enrichment remains significant in order to
design jobs that motivates the employees (Herzberg, 1968), since it does not only enhances
the quality of the job but also make the employees perceive meaningfulness of their job
(Hackman & Oldham, 1975).

2.4.3 Job Satisfaction

Researchers argue that job characteristics are closely related to an employee’s job satisfaction
(Daly & Dee, 2006; Hackman & Lawler, 1971; Kelloway & Barling, 1991), a highly re-
searched construct (Daly & Dee, 2006), which this thesis define as the sense of well-being
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that results from one’s ability to accomplish valued goals at the job (Daly & Dee, 2006;
Locke, 1969; Spector, 1986). Yet, Loher et al. (1985) argue that this relationship is moderate
and reason that job satisfaction cannot be fully determined if mainly looking at aspects occur-
ring on an individual level. The authors imply that external situational characteristics need to
be considered, such as supportiveness from a work group, when determining the real incentive
behind an employee’s job satisfaction. However, Kelloway and Barling (1991) argue that job
characteristics are likely to influence intrinsic job satisfaction, such as job-related compe-
tence, more than extrinsic job satisfaction, such as salaries. Additionally, Hackman and
Lawler (1971) reason that it is the employee’s perceived experience of the job characteristics
that influences their reaction to a job rather than its actual objective. Hence, the relationship
between job satisfaction and job characteristics could influence the quality of an employee’s
job, but also enable organisations to understand whether behavioural or organisational “is-
sues” originates from an employee’s relationships to their job (Hackman & Oldham, 1975).
However, Hackman and Lawler (1971) highlight that the objective of job characteristics is
also of importance, since it influences employee’s perception and experience for a job. Yet,
the authors stress that it is not possible to assume that the employee’s perception of job char-
acteristics is assured just because the objective of job characteristics has been measured.

2.5 Summary of the Literature Review

The chapter for the literature review is visualized below through a conceptual model, explain-
ing the relations between the main concepts and structure. However, the model is destined to
provide the reader with a general picture of the concepts and why these are relevant for this
thesis. Therefore, the model visualizes their relations with a pre-required condition, that RPA
is suitable for use in an organisation.
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Skill Variety _ require | Skill

Task Identity

Task Significance Job Characteristic

Autonom g -
Y A have >
N -
N

Feedback

. J support
consist of L‘ . g Job | Employee = RPA
?consist of
perceive used for
— t
Work Task - grecte
‘ L ‘ on [ Perceived ,
Effects
Unstructured Structured
Upskilling
Work Task Work Task
perceive ;l

| automate )
— — — Automation

Figure 2.2: Summary of the Literature Review Chapter

To further clarify the relations between the concepts in the literature review chapter, each sub-
chapter (2.X) will be summarised below.
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Automation has developed since its infancy, where its main objective is argued to have ad-
vanced from simply replacing human workforce to support human in their work, subsequently
generating a human-robot workforce. (see Chapter 2.1)

Moreover, new advancements in technology aims to work as automation tools to support the
the employee in their job, such as RPA - a software robot that is used in organisations today to
automate structured work tasks that previously have been executed by the employee. A job
consists of work tasks that are either structured or unstructured, where RPA is only able to au-
tomate the structured work tasks. However, the structured work tasks could still be executed
by the employee but do not necessarily have to, since RPA is suitable for executing structured
work tasks being monotonous and repetitive. Therefore, RPA can replace this type of work
tasks to allow the employee to focus on unstructured work tasks, which cannot fully be exe-
cuted by RPA itself and requires human interaction. Additionally, skills are required to enable
the execution of work tasks. However, the execution of unstructured work tasks requires more
complex skills than the execution of structured work tasks, which is the reason for RPA only
being able to execute structured work tasks. (see Chapter 2.2; 2.3)

In order to be an employee, the employee needs to have a job that requires certain skills. The
required skills depend on the work tasks. Additionally, when the employee use RPA as a sup-
port to automate structured work tasks, this could generate in the employee perceiving effects
on their job. These perceived effects could be; job satisfaction, job enlargement, job enrich-
ment, job satisfaction, upskilling and deskilling. (see Chapter 2.3; 2.4)

Furthermore, a job also consists of job characteristics. These job characteristics is influenced
by what the job comprises and can vary in level, depending on how the employee perceive the
job characteristics and the configuration of their work tasks. Hence, the level of these job
characteristics can change if the work tasks undergo some kind of reconfiguration, i.e. due to
the use of RPA. These changes can lead to the employee perceiving effects on their job. Con-
sequently, these perceived effects might lead to a reduced or increased level of how the em-
ployee perceive their job characteristics. (see Chapter 2.3; 2.4)

Below is a brief example of how some relations in the model is connected:

The employee use RPA as a support. RPA is used to automate structured work tasks. If the
employee perceive that the use of RPA has increased the level of skill variety (being one of
the job characteristics), this change could lead to the employee perceiving upskilling (being
one of the perceived effects).
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3 Research Methodology

3.1 Research Strategy

In order to reach an answer to our research question, a qualitative method was applied in this
study since we aim to study the employee on an individual level, where the qualitative method
enabled us to access people’s own subjective experiences of a certain phenomenon (Kvale,
1996; Kvale & Brinkmann, 2005). Since a qualitative method helps to provide knowledge to
understand the human conditions (Kvale, 1996; Kvale & Brinkmann, 2005), the use of a qual-
itative method was considered suitable for our study because it allowed us to understand the
phenomena studied - what effects the employee perceives that the use of RPA has on their job
characteristics on an individual level. According to Goldkuhl (2012), pragmatism and inter-
pretivism are two important and possible alternatives regarding research paradigms for quali-
tative research in IS and the author argues that pragmatism is appropriate to use when the re-
searcher aims to intervene. However, since we do not intend to intervene with the respond-
ent’s work, we considered, in line with Goldkuhl (2012) and Bhattacherjee (2012), the use of
an interpretive strategy to be suitable for our study. Our role as researchers, is with the objec-
tive to engage in understanding rather than engaging in the change, which further supports our
choice to use an interpretive approach (Goldkuhl, 2012).

Additionally, Bhattacherjee (2012) argues that interpretive approaches are well suited when
trying to describe the social reality interpreted through sense-making rather than hypothesis
testing. This makes the interpretive approach appropriate for our research, since we consider
our studied phenomena to be dependent on the context. Consequently, the author argues that
an interpretive approach is suitable when studying events or processes that are context-spe-
cific, which applies to our study since we aim to describe the interplay between a certain tech-
nology (RPA) and the employee on an individual level. The interpretive approach is however
closely related to subjectivism, referring to that the weight is put on words rather than numeri-
cal data in an interpretive research (Recker, 2013). However, Maxwell (1992) argues that
generalisability could be greater in studies using quantitative methods, due to the wider range
of respondents in studies using quantitative methods rather than qualitative. Nevertheless,
Seale (1999a, 1999b) reasons that there are aspects of generalisability within qualitative re-
search, which will be further discussed in Chapter 3.4.

However, Gummesson (2003) argues that all research is somehow interpretive. Recker (2013)
partly supports this by highlighting that the human factor constitutes a large part of qualitative
research, consequently generating subjectivity and leaving room for interpretation. Several
other research paradigms exist (Bhattacherjee, 2012; Goldkuhl, 2012; Recker, 2013) but we
consider interpretivism as suitable for our qualitative study due to already mentioned argu-
ments.

Moreover, we consider that our study consists of descriptive characteristics, since we aim to
present a rich description of an individual’s perception of our studied phenomena (Recker,
2013). In our research, we have compared previous theoretical findings, of what effects the
use of RPA has had on employees and jobs, against our data collection. Additionally,
Bhattacherjee (2012) argues that research of descriptive type often aims to answer questions
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such as “what”. Due to our study being of a descriptive nature, we have formulated our re-
search question in line with this type of research. This applies to our thesis, since we aim to
describe what effects the employee perceives that the use of RPA has on their job characteris-
tics.

3.2 Progression of the Literature Review

The first step for our study was to conduct a literature review. When we conducted our study,
we took Bhattarcherjee’s (2012) three-folded purposes of literature reviews into account.
These purposes were presented as 1) investigating what knowledge that already exists within
our selected research area, 2) identifying key authors, actors and articles within our research
area, and 3) performing gap-spotting to understand what focus areas that needs to be further
investigated due to a lack of knowledge (Alvesson & Sandberg, 2011; Bhattacherjee, 2012).
Moreover, in order to find where to contribute to close the gap of knowledge, but also since
our study has an interpretive approach, we considered it to be of importance to find literature
of contrary and alternative interpretations (Randolph, 2009).

In line with Randolph (2009), certain criteria were set regarding what literature to include and
exclude in our study, before commencing our data collection. These criteria focused on our
study’s objective and were used to provide transparency of the study, in order to enable other
researchers to replicate the study as largely as possible (Randolph, 2009). In our study, these
criteria consist of several queries (constituted by keywords that were used both standalone and
combined) where some of them are listed below:

e (“RPA” OR “Robotic Process Automation) AND (“task automation” OR “automa-
tion”)

o (“skill” OR “skill set”) AND (“job characteristics™)

e (“automation”) AND (“effect” OR “employee”)

e (“job characteristics” OR “employee””) AND (“Job Enlargement” OR “Job Enrich-
ment”)

o (“work task” OR “task” OR “structured work task” OR “structured task” OR “unstruc-
tured work task” OR “unstructured task™) AND (“upskilling” OR “upskill” OR “de-
skilling” OR “deskill”)

e (“employee” OR “human labour”’) AND (“upskilling” OR “upskill” OR “deskilling”
OR “deskill”)

The queries listed above were documented in parallel to the data collection in order to, in line
with Randolph (2009), generate a study with a greater validity and subsequently making it
more transferable. Furthermore, when using the queries, we included both the full notation,
such as Robotic Process Automation, and its acronym, such as “RPA”. However, we firstly
identified the intended context and use of RPA in each specific literature source we examined,
when RPA has been used in the query. This was done to avoid misinterpretations and miscon-
ceptions of what robotic process automation is, since RPA is used as an acronym for other
concepts as well, such as “replication protein A” (Chan et al., 2018; Li et al., 2019; Pokhrel et
al., 2017) and “random phase approximation” (Fiddy, Alisafaee, & Tsu, 2014). Furthermore,
“RPAS”, the acronym of the full notation “remotely piloted aircraft systems” (Antunes,
Bousson, & Garcia-Manrique, 2018; Giordan et al., 2018), often dominated the search results
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when using the query “RPA”, due to their similarities. The search engines LUBSearch, pro-
vided by Lund University, and Google Scholar has predominantly been used when searching
for the literature. Furthermore, in order to ensure a high quality of the selected literature, we
mainly selected literature being peer-reviewed, and when possible, articles from the basket of
eight, but also other established IS associations and IS-journals such as CAIS and Scandina-
vian Journal of Information Systems. However, we are aware of the fact that other acronyms,
queries etc. might have been foreseen by us. Nevertheless, we would argue that the selected
use of acronyms and queries have provided us with qualitative content, since it originates
from reliable sources.

In line with Randolph (2009), we used references in articles when trying to find new data,
since the author stresses that is where 90 % of sources arise. If the secondary sources turned
out to be valuable for our research, we located ourselves to the primary source to validate
whether the stated information was correct and unbiased, rather than just assuming, in order to
increase validity (Randolph, 2009). Even though this process were more time consuming, we
argue that it helped us to increase the quality of our study, since it diminished the risks of fall-
ing into the pit hole of doing one of the most common mistakes in research - blindly relying
on secondary sources without controlling the primary source and risk to use biased infor-
mation in our theory (Randolph, 2009).

Recker (2013) mentions how other reference disciplines could contribute with valuable data
for a research, even though it necessarily is not from a reference discipline that intuitively is
associated with IS. Hence, as well as secondary sources have been one way to find and collect
relevant data, we reason that other reference disciplines expanded the scope of valuable litera-
ture for our study, because of its close relation to the IS field and our research topic. For in-
stance, we argue that research fields such as computer science is relevant for our study, since
our study focus on the interplay of RPA and the employee. Conclusively, the literature review
ended when the point of saturation was reached and no new articles of interest arose
(Randolph, 2009).

3.3 Data Collection

3.3.1 The Design of the Interview Guide

When designing our interview guide, we decided to design a predefined interview structure of
a semi-structured nature (Recker, 2013), since this type of design is argued to be one of the
most used types in qualitative research in IS (Myers & Newman, 2007). Hence, we used a
predefined script as a guideline for our interviews (Myers & Newman, 2007; Recker, 2013),
to more efficiently receive information about what we wanted to know (Booth, Colomb, &
Williams, 2008), which in our study is what effect the employee perceives that the use of
RPA has on their job characteristics on an individual level. In line with Booth et al. (2008),
we argue for the importance to still have a script, since it enabled us to be prepared for our in-
terviews and diminished the risk to be unprepared and having to aimlessly ask the respondent
questions. As the authors stress, it is not appropriate to keep going back to the respondents
due to lack of preparation. However, in line with Myers and Newman (2007) and Recker
(2013), our script was incomplete when conducting the interviews, where we had some pre-
pared questions but not a complete and set manuscript to leave room for improvisation during
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the interview. In line with the authors, we argue that the room for interpretation enabled us to
ask follow-up questions on the predefined questions, which subsequently enabled us to go in
depth with the respondent. Additionally, using an incomplete script was, in line with Booth et
al. (2008), preferred since a complete script could have risked to freeze the respondents.

Moreover, we structured our interviews through Myers and Newman’s (2007, p. 14) four
steps, since they allowed us as interviewers to prepare questions and use them as guidelines in
our interviews, but did not limit us to a set manuscript. The four steps we followed are listed
below:

Preparing the opening
Preparing the introduction
Preparing the key questions
Preparing the close

b

The opening section of our interview guide included general, but important, information and
questions for the respondent, representing Myers and Newman’s (2007) first step - preparing
the opening. Some details we informed the respondent about, was our role as researchers and
the purpose of our study, but also privacy related questions (Myers & Newman, 2007; Recker,
2013; Walsham, 2006). Moreover, we recorded as well as transcribed all of our interviews,
which Recker (2013) and Bhattacherjee (2012) stress for being key sources of evidence for
the interviews. However, the authors also argue for the importance to ask the respondents for
permission to record before starting the interview, but also whether they wanted to be anony-
mized or not throughout our study (this is further discussed in Chapter 3.6). Hence, in the
opening section of our interview guide, we asked the respondents for their permission to be
recorded and for their preference of being anonymized or not. For further details about the
structure of the opening section of our interview guide, see Appendix 1-2.

Bhattacherjee (2012) stresses for the importance to start an interview with questions that the
respondent finds non-threatening, such as an individual’s name and what position he/she pos-
sesses. Hence, we decided to start the interview with very general and open-ended questions
that focused on the respondent’s position and how they used RPA in their everyday work.
These questions constitute the introduction section of our interview guide and is where the re-
cording of our interviews starts. Myers and Newman (2007) mention how this part should in-
clude an explanation of the purpose of the interview. However, in line with Bhattacherjee
(2012), we argue for the importance to mention this even before the interview and recording
starts, in order to allow the respondent to make a valid decision on whether to participate or
not. Therefore, we structured this section as an introduction of the respondent, allowing them
to introduce themselves and their relation to RPA. Hence, we prepared an introduction in line
with Myers and Newman’s (2007) second step, preparing the introduction, but with the inter-
pretation of an introduction in accordance to Bhattarcherjee’s (2012) advice on how to start an
interview. For further details about the structure of the introductory section of our interview
guide, see Appendix 1-2.

In line with Kvale and Brinkmann (2009), we allowed the respondent to give their own view
and general picture of the phenomena of interest (RPA and its use in the respondent’s every-
day work) during the introduction of the interview. The authors argue that this should be done
before starting to introduce the respondent to the more direct questions, introduced in the third
section of our interview guide that consists of our key question, representing Myers and New-
man’s (2007) third step: preparing key questions. In line with Recker (2013), we phrased our
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questions in a way that allows follow-up questions, since we aimed to do semi structured in-
terviews. Hence, the majority of our key questions start with a direct question, which is fur-
ther expanded through follow-up questions (see “Interview Questions” in Figure 3.1). Moreo-
ver, in accordance to Kvale and Brinkmann (2009), we decided to develop two interview
guides for the section of our key questions - one with the thematic questions for our study and
one for the interview questions. Since we aimed to do semi-structured interviews, our inter-
view guide included, in line with the authors, an outline of topics that we wanted to cover.
Thematising was used for this part, referring to thematising as formulating interview ques-
tions and creating a theoretical clarification of our topics (Kvale & Brinkmann, 2009). In our
study, the main topic was job characteristics, including the subtopics of skill variety, task
identity, task significance, autonomy and feedback. This aligns with Ritchie and Lewis (2003)
view on achieving both depth and breadth in the interview questions, by mapping the ques-
tions by content and thereafter formulating a variety of questions around each selected con-
tent. As mentioned, we chose to use the job characteristics as our content mapped questions
for our study (see “Main Interview Questions” in Figure 3.1) since they outline the main topic
of this study. Thereafter, we formulated our interview questions around each job characteristic
(see “Interview Questions” in Figure 3.1) in order to obtain answers of both depth and
breadth.

Consequently, the two interview guides were merged into one interview guide (see Figure
3.1) to create an intuitive overview for how we thematised our questions and why we asked
them. However, only the interview questions were asked to the respondents since these ques-
tions did not include any academic terminology and were phrased in a way that aligned with
the respondent’s terminology. Hence, this was done since our aim was to create a comfortable
atmosphere for the respondents, to subsequently enable us to obtain more in depth infor-
mation (Kvale & Brinkmann, 2009; Myers & Newman, 2007).
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Main Interview Questions

\ Interview Questions

Does the employee perceive that
the use of RPA generates effects
on the skill variety for the em-
ployee, including deskilling or up-
skilling?

Do you perceive that the skills required from you in executing your everyday work tasks, has
changed due to the use of RPA?

®  Ifyes- What is different? How has it changed?

Do you perceive the work tasks you have now to be equally, more, or less challenging com-
pared to how they were before RPA was used?

®  Ifmore - What are more challenging? Why do you think so?
®  Ifless - What is the reason for you perceiving it less challenging?
Do you perceive that the use of RPA has freed time for you to develop new skills?

®  Ifyes- What skills do you perceive that you have been able to develop? Was this re-
quired or voluntary? How have you developed them?

Do you perceive that the use of RPA requires you to have more problem-solving and com-
plex skills?

®  [fyes- What type of skills are now required compared to before using RPA?

Does the use of RPA result in the
employee perceiving a higher or a
lower degree of task identity?

Do you perceive that the use of RPA has influenced the impact and responsibility you have,
throughout the entire work processes?

® [fyes- What is different from before? In what way do you feel more involved?

Do you perceive that the use of RPA has influenced the importance of your work tasks, in

regards to the organisational outcomes?

®  [fyes- What is different from before? Why do you perceive that this has resulted in
you having a larger impact on the organisational outcomes?

Does the use of RPA lead to that
the employee perceive an in-
creased task significance, ena-
bling them to focus on more un-
structured work tasks?

Many believe that the objective with RPA is to free time from monotonous and repetitive
work tasks to enable the employees to work with more complex and challenging work tasks -
what is your opinion to this statement based on your own experience with RPA?

® Do you perceive that RPA has enabled you to spend more time on certain work tasks,
that you did not have enough time to before?
® Ifyes- What do you perceive that you can spend time on now and why is this
enabled through RPA?
®  Ifno— Do you perceive that you are still working with the exact same work
tasks as before? What do you perceive are the reasons for you not perceiving to
have more time than before, even though the RPA is assumed to automate mo-
notonous and repetitive work tasks?
Do you perceive that the use of RPA has enabled you to focus more on work tasks involving
interactions with citizens/customers/colleagues?
®  Ifyes- What can you put more focus on today compared to before RPA was used?

®  Ifno— Do you perceive that the use of RPA has freed up time for you to focus on any
other work tasks? What other work tasks are these and why?

Does the employee perceive that
the use of RPA enhances the au-
tonomy of the employee’s work
tasks?

Do you perceive that the use of RPA has allowed you to more freely structure and control

your work tasks?

®  Ifyes - In what way has this changed compared to how it was before using RPA? How
do you perceive that the use of RPA allowed you to structure/control your work more
freely than before?

Do you perceive any differences regarding time pressure on your work tasks, since using

RPA in the organisation?

®  Ifyes- What are the differences and how does it differ from before using RPA?

Does the employee perceive that
the use of RPA causes any effects
on the employee’s feedback of a
work task?

Many believe that the use of RPA streamline processes due to its ability to automate work
tasks - do you perceive, from your own experience with RPA, that RPA’s automation of pro-
cesses has had an impact on how rapidly you obtain feedback about your work performance?

®  Ifyes- What are the differences? How has the use of RPA enabled this?

®  Ifno - Isit equal as before?

Figure 3.1: Key Questions of Our Interview Guide

Conclusively, we followed Myers and Newman’s (2007) fourth step, preparing the close. Be-
fore ending the interview, we asked the respondents whether they felt like we had missed any
important questions regarding the study and if they wanted to add anything. Moreover, we, in
line with Myers and Newman (2007), asked the respondents about the possibility to get back
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to them if any question was in need for clarification or if any other question would arise.
Lastly, we also asked whether the respondent wanted us to send our thesis to them when it has
been published.

3.3.2 Execution of Data Collection

Since we are doing a qualitative study, we will use the most predominant technique to collect
data for qualitative methods, interviewing (Recker, 2013) — to enable the respondent and the
researcher to integrate through a conversation in order to get in-depth data (Schultze & Avital,
2011). As already mentioned in Chapter 3.1, our study is of a descriptive nature since we aim
to interview several individual to understand their perspectives regarding our studied phenom-
ena, to attain an extensive and multifaceted description (Recker, 2013). Therefore, we have
used descriptive interviews for our data collection since we, in line with Recker (2013, p. 90),
want “to provide a rich description of a phenomenon as perceived by individuals . Our inter-
views was of a semi-structured nature and we have, therefore, utilized the opportunity of our
script being incomplete (Recker, 2013). In line with Myers and Newman (2007), this allowed
us to improvise and further extend our key questions with follow-up questions to go more in
depth with the respondents. Furthermore, this allowed us to execute the technique “mirroring”
on some of their answers, in order to confirm that we understood their answers correctly from
what they implied and intended to say. We did this by creating sub questions through the use
of words and phrases from the respondent’s answer, which is argued to be beneficial in quali-
tative interviewing (Myers & Newman, 2007). For instance, one example of how we mirrored
an answer from one of our respondents is: “So, if I understand you correctly, do you mean
that RPA has freed up a lot of time for you to focus on more complex work tasks than be-
fore?” (Appendix 4, table row 11).

Interviews in a qualitative study could be executed in a variety of ways (Booth et al., 2008;
Recker, 2013). Due to geographical circumstances, where the respondents were located in dif-
ferent cities and countries, we decided to do all the interviews via telephone. This allowed us
to reach a wider range of respondents, which is argued to be one of the main advantages with
executing the interview via telephone (Elmholdt, 2006; Kvale & Brinkmann, 2009). We de-
cided to conduct all interviews by telephone, even though some respondents were located rel-
atively close to where we were based, since we wanted to provide the same conditions and in-
terview environment for all the respondents to enhance the reliability of our study (Angle,
Ellinwood, & Carroll, 1978). However, there are some opportunities that we missed out on,
by not conducting our interviews face-to-face (Bhattacherjee, 2012). For instance, the oppor-
tunity to interpret and judge the quality of information (provided by the respondent) by ob-
serving the respondent’s face expression and body language, vanished when having the inter-
views on telephone instead of having them face-to-face. Hence, this could generate in a de-
crease of quality since it increases the risk for a wrongful interpretation of the given answer
(Bhattacherjee, 2012). Nevertheless, it was important for us to interpret the respondents’ an-
swers as correct as possible and we will further discuss why and how we did this in Chapter
3.6, where we discuss the scientific quality and ethics of this study.

Walsham (2006) argues for the importance to respect the likelihood of the respondents having
busy schedules. Since this was the case for our respondents, we therefore aimed to adapt to
each of the respondent’s schedule, in order to avoid taking up too much of their time. Hence,
this resulted in interviews being all between 20-40 minutes. Worth mentioning is also that
RPA in many of the organisations (both private and public) we have contacted, still were in
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the pilot or implementation stage or only had used it for a couple of weeks. Since our aim was
to study RPA’s effects on the employee already using it for their everyday work tasks, as de-
fined in our first listed inclusion criteria for selection of respondents (see Chapter 3.4), the or-
ganisations that were in these early adoption stages did not fit into these criteria. Additionally,
this also resulted in making it hard for us to reach respondents, since many of the organisa-
tions that are currently using RPA today, especially within the public sector, have already
spent much time to provide other researchers, municipalities, and etcetera with information
about their work. Hence, we were therefore informed that they needed to deny interviews
nowadays, in order to enable the employees to have time to manage their work tasks. How-
ever, in some of these situations, we were offered to interview managers instead. This suited
our second inclusion criteria, regarding our selection of respondents (see Chapter 3.4). Fur-
thermore, it should be stressed that employees that are now using RPA in their everyday
work, are experiencing a high workload due to increased demands of their services, which ad-
ditionally limited our reach of respondents. Moreover, some banks that were contacted denied
participation in interviews since they considered their processes, in which they used RPA, to
be too confidential to talk about.

Moreover, all the interviews were offered in either Swedish or English depending on what the
respondents felt more comfortable in. The reason for why the interviews were only offered to
be held in these two languages was because they are the only two languages that we, as re-
searchers, have academic knowledge within.

3.3.3 Data Transcription

The last step of our data collection was to transform our oral interviews into written text, in
order to facilitate our data analysis. In accordance to Kvale (1996), this was done by transcrib-
ing the recorded interview right after the interviews had been held, referring to transcribing as
the process of transforming the data from one shape to another (Kvale, 1996). Moreover, we
used the software tool Trint when transcribing our interviews and manually corrected the text
while re-listening to the recorded interviews, since we wanted to make sure that the transcrip-
tion fully aligned with what was actually said. To guarantee that our respondents are anony-
mized throughout the entire thesis, we anonymized specific data that could be directly identi-
fied with the respondent or the organisation, as well as any mentioned name of both the em-
ployee and the organisation. The reasons for why and how this was done will be further dis-
cussed in Chapter 3.6.

Since transcribing, in line with Hancock, Ockleford, and Windridge (2007, p. 25) “is the pro-
cedure for producing a written version of an interview”, decisions must be taken for how to
realize the feelings and meanings within the interview. For instance, we have followed Han-
cock et al.’s (2007) advice to use punctuation marks in the transcription, to clarify the mean-
ing of what the respondent and interviewer intended to say.

3.4 The Research Context and Informant Selection

According to Recker (2013), qualitative methods have been designed to support the researcher
in understanding the context of the studied phenomena. Moreover, the author reason that qual-
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itative research uses purposive sampling, referring to purposive sampling as when the selec-
tion of study sites and respondents are based on whether they fit the purpose of the study. This
is a non-random technique that does not require neither a specific number of respondents nor
underlying theories (Etikan, Musa, & Alkassim, 2016). As mentioned in Chapter 3.1, our
studied phenomenon is what effects the employee perceives that the use of RPA has on their
job characteristics on an individual level. Hence, in accordance to Etikan et al. (2016), we de-
fined two criteria of what type respondents we wanted to interview in order to obtain relevant
data. The two criteria were:

e Anemployee working with work tasks that requires execution of time consuming re-
petitive and monotonous work tasks, but where these work tasks now have been re-
placed by RPA, meaning that they now are using RPA as a support in their everyday
work tasks.

e A person working in an organisation where RPA is used and having knowledge of
what effects the use of RPA has had on the employee on an individual level, even
though they are not using RPA as a support in their everyday work tasks themselves.

In line with Bhattacherjee (2012), we argue that the research context for this study is where
the event (use of RPA) occur, rather than, for instance, a specific organisation. This is also the
reason for why the two criteria were set, in order to find respondents in the right context for
our research. The criteria listed above outlines this study’s inclusion criteria. According to
Robinson (2014), both inclusion and exclusion criteria, referring to exclusion criteria as crite-
ria that is disqualifying respondents from being selected, must be set in order to define a sam-
ple universe. Therefore, we also conducted the following exclusion criteria:

e A person that only had taken part of the implementation process of RPA, resulting in
no or limited knowledge about what effects the use of RPA has had on the employee
that is using RPA as a support in their everyday work tasks.

e A person working in organisations where RPA is used but with no or limited
knowledge of what effects the use of RPA has had on the employee, using RPA as a
support in their everyday work tasks.

Bhattacherjee (2012) argues that the generalisability upsurge if the number of respondents in-
crease, since different respondents might have different experiences and opinions in certain
questions. Hence, Maxwell (1992) implies that a wider range of respondents diminish the risk
for creating a very context specific study, subsequently generating a study with higher gener-
alisability than a study with a lower range of respondents. However, a qualitative method is
more applicable to our study since we focus to go into depth with our respondents, more than
having results being generalisable in the sense of a wide range of respondents. This choice is
supported by Bhattacherjee (2012), who argues that a smaller quantity of respondents is ac-
ceptable in interpretive research if they fit the purpose of the study. Moreover, Seale (1999a)
stresses for the unlikelihood to study every single possible scenario in a qualitative research
and reason for the impossibility to create statistical generalisability for this type of research.

Eleven respondents were conclusively chosen for our study. Seven of the respondent repre-
sented employees that are working with RPA as a support in their everyday work tasks (E1-
E7), being able to give an honest and correct picture of what effects the employee perceives
that the use of RPA has on their job characteristics on an individual level, since being the ones
experiencing the effects of RPA. The other four respondents are working in an organisation
where RPA is used and have knowledge of what effects the employee perceives that the use
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of RPA has on an individual level (M1-M4). Hence, these respondents are only able to have
an idea of the employee’s perception of what effects the use RPA has on the employee’s job
characteristics on an individual level. We stress for the importance to differ the interview
guide for these two types of respondents (E1-E7 and M1-M4), since E1-E7 are directly and
individually perceive the effects by the use of RPA, while M1-M4 only can assume what ef-
fects the employee perceives that the use of RPA has on the employee’s job characteristics.
Lastly, even though we do not achieve statistical generalisability through this number of re-
spondents, we argue, in line with Seale (1999a, 1999b), that this number is enough to reach
some aspects of generalisability since the respondents are selected within our set criteria in
order to fit the purpose of our study.

3.5 Data Analysis

In accordance to Recker (2013), we argue that the data collection and analysis of this thesis
consisted of vast amount of data that are largely interwoven and dependent on each other.
Hence, in line with Miles and Huberman (1984, 1994), it is important to extract and under-
stand how the collected raw data should be prioritized to best fit our research objective. The
authors explain that this is done by selecting, focusing, simplifying, abstracting and trans-
forming the raw data and argue for this being a part of the analysis due to its ability to sharp-
ening, sorting, focusing, discarding and organising data that facilitates conclusion drawing.
Hence, we have used coding to, in line with Bhattacherjee (2012) and Recker (2013), reduce
and make sense of the vast amount of data and reach the emphasis of qualitative research. By
executing coding, we were able to categorize and organise the collected data (Bhattacherjee,
2012; Kvale & Brinkmann, 2009). The categorization of coding could, in line with Gibbs
(2007), be done by either data-driven coding or concept-driven coding, in which we chose the
concept-driven coding. According to the author, concept-driven coding mean that the codes
were developed in advance. Hence, in line with Gibbs (2007), we created a list of thematic
categories (see “Codes” in Table 3.1) originating from the literature before starting to code,
which outlined the base for the thematising of our interview guide. These categories align
with the main theme of our thesis, being the five selected dimensions of job characteristics -
skill variety, task identity, task significance, autonomy and feedback. Moreover, we developed
some sub-categories (see “Sub-Codes” in Table 3.1) for four out of five of these dimensions.
Feedback were the only dimension that did not get expanded with sub-categories, since we
only aim to understand one angle around this job characteristic - the employee’s perception of
whether it has changed how rapid they now obtain feedback. The sub-categories were con-
structed from the definition of each job characteristic (thematic categories) in order to see it
from different angles and to create a comprehensive description of how the employee perceive
that the use of RPA has brought effects to each of the job characteristics.
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Table 3.1: Coding Scheme for This Thesis

Codes Description of the Codes Sub-Codes Description of the Sub-Codes

SV Skill Variety SV-CS Change in Skills
SV-CLS Complex Level of Skills
SV-DS Developing Skills

TI Task Identity TI-IP Impact on Process
TI-R Responsibility
TI-TIm Task Importance

TS Task Significance TS-SI Social Interaction
TS-TC Task Complexity

A Autonomy A-SC Structure and Control
A-TP Time Pressure

F Feedback - -

Moreover, we used the software tool “NVivo”, version 12, as a support when extracting and
understanding which of all our collected data that was of greatest value for our research, since
this is argued to be of importance (Miles & Huberman, 1984, 1994). Nevertheless, we only
used NVivo as a support in the beginning of our analysis since software tools, in line with
Recker (2013), might oversee some underlying patterns. Hence, in line with Gummesson
(2003) and Recker (2013), we did not let Nvivo constitute our main work in interpreting the
collected data, but rather assist us as researchers to structure and analyse our collected data. In
line with Recker (2013), we argue that this enabled us to create basic patterns and a general
understanding of our content, but also facilitating our process to organise our collected data
since it simplified our process in drawing conclusions from our collected data. Conclusively,
this was done since, in accordance to Gummesson (2003) and Miles and Huberman (1984,
1994), this approach was valuable for our analysing process when drawing conclusions from
our research material.

3.6 The Quality and Ethics of the Study

3.6.1 Quality and Ethics of the Literature Review

In line with Klein and Myers (1999), we stress for the importance to understand the historical
background of our research setting, since it enables the reader to understand the current situa-
tion. Hence, we have started the chapter of our literature review with the history of automa-
tion and how it evolved, since RPA automates structured work tasks and, therefore, is a part
of automation. Moreover, in accordance to Miles and Huberman (1984), we defined certain
concepts and terms already from the start of our data collection, in order to be consistent
throughout the entire thesis to subsequently enable valid conclusion drawings.

When conducting our literature review, we often read articles that based their arguments on,
or cited, other authors. Even though the quote or argument from the secondary source seemed
reliable, we did not simply assume that it was correct. Hence, in line with Randolph (2009),
we always located ourselves to the primary source if the secondary sources seemed to be of
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value for our research, in order to validate whether the stated information was correct and un-
biased, rather than just assuming, in order to increase validity.

3.6.2 Quality and Ethics of the Data Collection

We applied voluntary participation when conducting our data collection, which, according to
Recker (2013) and Bhattacherjee (2012), offers the respondents to freely choose whether to
participate or not without any consequences. Furthermore, in line with Walsham (2006), we
offered all the respondents confidentiality, including us not stating their names or organisa-
tions in our publication. However, since there are limited with municipalities in Sweden that
are using RPA, we stress for the difficulty to offer full confidentiality to these respondents.
However, we aimed to follow the advice by Booth et al. (2008), to protect and not cause any
harm to the respondents. This was done by offering all respondents to firstly confirm that they
were okay with us recording the interview, and secondly whether to be anonymized through-
out the entire study. However, it was only one respondent who wished to be anonymized,
whereby the other respondents did not have any preferences on whether to be anonymized or
not. Yet, in line with Bhattacherjee (2012), we conclusively chose to anonymize all respond-
ents to diminish risks of causing any harm for the respondents. Furthermore, the author
stresses for the importance to provide disclosure, which refers to offer the potential respond-
ents information about the study before executing the data collection and, hence, give them
the possibility to withdraw their participation based on this information. This was done by ei-
ther emailing or/and calling the respondents to, in line with Bhattacherjee (2012), provide
them with information about us as researchers and the objective with the study. However, in
order to offer disclosure and still avoid the risk of getting biased answers from the respond-
ents (Bhattacherjee, 2012), we did not send the entire interview guide to the respondents on
beforehand but only provided them with a brief overview of our objective with the study.

In line with Seale (1999a, 1999b), we value accurate transcription of our interview results, but
also for using a clear documentation of our used methods since it increases the dependability
of our study, by constituting a prominent chain of evidence. We executed the transcription in
a four-step process. Firstly, as already mentioned in Chapter 3.3.3, we used the software tool
Trint to create the first transcription of our interviews. However, Trint was only used to tran-
scribe the interviews that were held in English (Interview number 1-6, 8 & 9), due to the
tool’s inability to perform a consistent transcription of the interviews that were held in Swe-
dish. In line with Kvale and Brinkmann (2009), we therefore performed two transcriptions for
each of the Swedish interviews to enhance the reliability of our interview transcript. In ac-
cordance to the authors, these transcriptions were created by both of us, independently execut-
ing a transcription of each interview.

Secondly, the interviews that had been transcribed by Trint were equally divided between the
two of us to complete, by filling in where the tool had missed words or misinterpreted the re-
cording. In this step, the Swedish interviews, that had resulted in two different transcriptions
of each interview, was compared to provide a quantified reliability check (Kvale &
Brinkmann, 2009) and conclusively merged into one transcription. Moreover, we translated
the Swedish transcriptions into English, to increase readability for the readers of this thesis
(since the rest of the thesis is written in English). Consequently, in line with Nikander (2008),
we argue that this improved the transparency of our study, since it enables the readers of our
thesis to examine the data on which our analysis is based on. Moreover, we have presented
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both the Swedish and English transcription next to each other in the tables for the translated
transcription, in order to provide the original data to the readers. We stress for the importance
to not hide the original data from our readers since, in line with Nikander (2008), this could
violate the validity of the transcript’s transparency. Moreover, in line with Kvale and
Brinkmann (2009) and Poland (2003), we rendered all of our transcriptions in a more fluent
written style, since verbatim might appear as unclear and scattered speech. Hence, we ex-
cluded sounds like mumbling, laughter or break words, such as “ehm”, in our transcriptions to
provide a fair picture of the respondents. Thirdly, each of the English transcriptions was
cross-checked by the research partner and then verified (see Table 3.2), which allowed us to
increase the credibility of our study due to our use of independent confirmations by the re-
search partner (Bhattacherjee, 2012). Moreover, we took notes every time we found disagree-
ments in the transcription while cross-checking each other’s transcripts, to compare our inter-
pretations and reach a mutual agreement. Between three to nine disagreements were identified
in the majority of the transcripts. For these disagreements, we listened to that part of the inter-
view recording one more time independently and once again compared our results. If disa-
greements still occurred, the same process was repeated until we could reach an agreement of
what the respondent said. The Swedish transcriptions had already been verified in the second
step through the same comparison between our two different versions. However, a further ver-
ification of the translated transcriptions (from Swedish to English) was done through the same
process for cross-checking as described above.
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Table 3.2: Summary of the Data Transcription

Appendix | Interview Respond- | Interview Lan- | Transcription | Transcribed | Verified
Number ent guage Tool by by

3 1 El- English Trint Therése Sandra
Employee

4 2 E2- English Trint Sandra Therése
Employee

5 3 E3- English Trint Therése Sandra
Employee

6 4 E4- English Trint Sandra Therése
Employee

7 5 ES- English Trint Therése Sandra
Employee

8 6 E6- English Trint Sandra Therése
Employee

9 7 E7- Swedish - Therése Sandra
Employee

10 8 M1- English Trint Sandra Therése
Manager/
Specialist

11 9 M2- English Trint Therése Sandra
Manager/
Specialist

12 10 M3- Swedish - Sandra Therése
Manager

13 11 M4- Swedish - Therése Sandra
Manager

Lastly, Maxwell (1992) argues that mishearing and misinterpretation are main concerns for
qualitative studies. In line with Ritchie and Lewis (2003) and Seale (1999b), we wanted to
avoid these by increasing the validity of our transcriptions through the use of membership or
respondent validation. This was done by sending the transcriptions back to the corresponding
respondent, in order to perform a final verification. The respondents performed an independ-
ent confirmation of the interpretations and meanings in the transcription, which consequently
enhanced the credibility of our research (Bhattacherjee, 2012). At this step, some changes
were made in some of the transcriptions, where i.e. the respondent felt like the message was
not clear. For instance, words like “it” were in some occasions (more exactly referring to
“some occasions” as a total of ten separate changes across all transcriptions) replaced by the
specific thing they were actually talking about, such as “RPA”. We took additional ethical ac-
tions regarding the transcriptions by sending them to the respondents. This was done since
ethical issues associated with transcription relates to how the interview is transferred from
oral language to written language, along with the respondents’ confidentiality (Kvale &
Brinkmann, 2009). Yet, even though some modification of the transcriptions occurred in this
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step, the initial meaning and context did not change due to the modifications. In line with
Kvale and Brinkmann (2009), we argue that these four steps improved the validity of our re-
search, since it enabled us to perform checks on whether any invalidity occurred, conclusively
diminishing the risks for mistranscription and misinterpretation of our data collection. How-
ever, as the authors stress, there is no universal and objective transformation from oral data to
written data, since the transformal of a conversation into a literary style exclude important as-
pects, such as tone of voice. Hence, the authors argue for the impossibility to answer to what
“correct valid transcription” is and how to fully achieve it.

Conclusively, Poland (1995) argues that one of the most frequent occurring, and potentially
preventable errors, of transcriptions originates from the tape recording having poor quality.
Since all our interviews were executed over phone, we considered this risk of low audio qual-
ity to be relatively high. Hence, we recorded the interviews on two different devices in order
to increase the possibility to identify all that was said during the recordings. This could, in
line with Kvale (2007), be argued to ensure the quality of our audios, and subsequently lead to
enhanced reliability of the transcriptions.

3.6.3 Quality and Ethics of the Data Analysis/Conclusion

In line with Gummesson (2003), we have provided arguments that are both for and against the
possible interpretations that can occur from our collected data, to provide high scientific qual-
ity and enhance the credibility of our research. Hence, we have kept our conclusions lightly
from the start to, in accordance to Miles and Huberman (1984), maintain openness and scepti-
cism of what we study in order to generate explicit conclusions from what have been vague at
first.

Moreover, in line with Klein and Myers (1999), we have questioned the shallow meaning of
what our respondents have said, in order to understand the deeper meaning of our collected
data. This is the reason for why we asked our respondents to answer our interview questions
from an employee’s viewpoint, since we wanted to obtain answers from one single standpoint.
However, we have considered the risk that prejudice can occur depending on whether the re-
spondent is mixing professional and individual standpoints when answering our questions.
Hence, we have followed Recker’s (2013) recommendation to pay close attention to whether
connotations occur, in order to ensure as much objectivity as possible for our thesis.
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4 Empirical Results

4.1 Skill Variety

As mentioned in the literature review of this thesis (see Chapter 2.4), skill variety is defined
as; the level of skills needed when carrying out the work, referring to different skills and tal-
ents of a person. To enable the creation of a comprehensive description of how the employee
perceives the effects on this job characteristic, it has been divided into the three sub-categories
- Change in Skills, Complexity Level and Developing Skills - which are described below:

Change in Skills
Referring to whether the employee perceives the use of RPA has resulted in any changes of
the skills being required to be able to execute their everyday work tasks.

Complexity Level of Skills

Referring to whether the employee perceives the use of RPA has resulted in an increased or
decreased complexity level of the skills being required to be able to execute their everyday
work tasks.

Developing Skills
Referring to whether the employee perceives the use of RPA has resulted in them now having
more time to, or need to, develop new skills to execute their everyday work tasks.

4.1.1 Change in Skills

Six of the respondents perceive a change in the skills being required to execute their everyday
work tasks (E2:10; E3:14; E5:8; E5:10; E6:8; M1:12; M3:4). However, there are respondents
who mention that the only reason for why a change has occurred, is due to the technical skills
now being required to understand and use RPA. Independently on whether the respondent
perceived a change for the required skills or not, four of all the respondents perceive that
some change in skills have happened due to the need to understand the technology (E4:6;
E5:8; E7:10; M4:6). Among these respondents, two express that RPA has created a different
process for him/her when working (E5:8; E6:8). For instance, ES mentions that he/she per-
ceives a change in required skills to execute everyday work tasks, since E5 is not used to
work with the new processes that RPA has created. Hence, ES perceives this to be a change in
skill for him/her, but mentions that the change in skills is only related to the software robot,
and that no additional skills are needed due to the use of RPA (E5:10).

Well of course it has changed because all the process was redesigned regarding what the
robot could do. - E6:8

On the other hand, five of the respondents answer that they do not perceive any changes in the
skills being required for executing their everyday work tasks (E1:8; E1:12; E4:6; E7:10;
E7:22; M2:8; M2:14; M4:6). For instance, E1 perceives that no new skills are required for
him/her as an employee if they are working with RPA as a support, and that new skills only
are required if the employee are creating the actual software robot (E1:12). Moreover, M2
mentions that some new skills are required from the employee since they started using RPA,
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but that these skills are fulfilled by other employees, referring to other employees as i.e. IT
personnel (M2:14). Hence, M2 highlights his/her beliefs that the employee who is using RPA
as a support when executing his/her everyday work tasks, does not perceive any change in the
requirements of skills.

However, it is important to stress that even though the majority of the respondents perceive a
change in the skills being required to execute their everyday work tasks, the respondents men-
tion that these are skills they also had before RPA was used. RPA only freed up time for the
employee to put more focus on the work tasks that require the use of these skills. Moreover,
eight out of all the participating respondents highlights that the employee perceives an in-
creased possibility in utilizing their skills better now, compared to before RPA was used
(E1:20; E2:10; E2:14; E3:14; E4:34; E6:28; M1:12; M3:4; M4:14). For instance, M1 mention
that the skills required for executing the employee’s everyday work tasks has changed due to
the use of RPA, but indicates that the skills now being required, are skills the employee had
even before RPA was used (M1:12).

...the tasks that they are working on at the moment is more challenging. But I mean, it's
more challenging compared to the tasks that the robot is doing. But it's not more chal-
lenging in terms of the skill set that they have. - M1:12

4.1.2 Complexity Level of Skills

Six of the respondents perceive an increased complexity level in the skills required from them
in their everyday work tasks (E1:16; E2:10; E4:32; E5:26; M1:28; M3:8). However, four out
of these respondents stress that more complex skills is not required specifically for the use of
RPA as a technology, but rather due to the time it frees up for work tasks requiring more com-
plex skills (E1:16; E2:10; E4:32; M1:28).

Yes, I do believe that it has definitely changed. Because the robot can actually eliminate
the part of the manual work so we can concentrate on doing the work where we have to
think and analyse and need to decide and advice. - E2:10

Moreover, only one respondent mentions that he/she are not sure whether RPA has had any
effects on the skills’ complexity level (E3:36). Nevertheless, the respondent mentions that this
is hard for him/her to judge since the respondent is relatively new in the organisation and
therefore cannot give a fair answer (E3:30).

On the contrary, four out of all the respondents perceive that the use of RPA has not generated
an increased complexity level of the employee’s skills (E6:18; E7:12; E7:20; M2:16; M4:12).
For instance, E6 perceives that his/her job is still the same as before RPA was used, meaning
that RPA only has replaced simple work tasks and, therefore, does not require any more com-
plex skills to execute his/her job (E6:18).

...no that are skills we were supposed to possess even before. — E7:22
Conclusively, out of all respondents, either considering an increased or a decreased complex-
ity level, two were under the impression that the complexity level of skills possibly have in-

creased, due to the need for technological knowledge related to RPA (E5:26; M4:12). How-
ever, even though the two respondents agree on the need for technological knowledge that
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RPA requires has increased, their overall perception differ for whether the complexity level of
skills being required to execute their everyday work tasks has increased. While one of these
respondents perceives that the complexity level of skills have increased in general, but also
due to a need for technological knowledge related to RPA (E5:26; E5:38), the other respond-
ent perceives that the need for technological knowledge related to RPA is the only reason to
why the required complexity level of skills has increased (M4:12).

Problem solving because sometimes there's some problem with robot. So you need to
understand what is the problem. And you might have to figure out how to fix it. - E5:26

4.1.3 Developing Skills

Six of the respondents perceive that the use of RPA has freed up time for them to develop
new skills (E1:18; E1:20; E2:14; E3:26; E4:6; E5:16; E5:22; E6:20). For instance, E4 per-
ceives that RPA has freed up time for him/her to develop new skills, but express that he/she is
still quite new at his/her job and that he/she is constantly developing new skills because of
this reason (E4:14). However, E4 further mentions that due to RPA, there is now more time
for him/her to develop himself/herself and skills that he/she is required to have, but also other
of his/her own professional interest (E4:14; E4:26). E3 and E6 further support this, by high-
lighting that they now can develop new skills in regards to their own interests and require-
ments (E6:20; E3:26).

I'm still quite new at *anonymized* so I develop skills constantly and I really need that
extra time to develop those skills. I would definitely say it is a time saver. - E4:14

Because I can now learn new stuff depending on my own requirements, what I need,
what I am interested in and so on. - E6:20

One respondent does not perceive that RPA has enabled the employee to develop new skills
due to it freeing up time (E7:16; E7:22). However, the respondent agrees that RPA has freed
up time to do other additional things, such as coming up with ideas on how to improve the or-
ganisation (E7:16). Nevertheless, the respondent perceives that he/she already possessed the
skills required for these work tasks (E7:22).

Four out of the respondents said neither yes nor no (M1:14, M2:28; M3:8; M4:14). M1 be-
lieves that it is hard for him/her to answer whether the employee perceives to have more time
freed up to focus on the development of new skills. However, M1 highlights that the type of
work that RPA has replaced, is work where it is not possible to specifically say that the em-
ployee is developing their skills (M1:14). Moreover, the respondent mentions that if RPA
frees up time, it is therefore more time for the employee to focus on work tasks that can in-
crease their skills (M1:14). Hence, M1 mentions that he/she hopes that the employee per-
ceives that RPA has enabled them to develop their skills and focus on more value or skill add-
ing work (M1:14). This is further supported by M2, M3 and M4, who perceive that the use of
RPA has freed up time for the employee, which possibly could make the employee perceive
to now have extra time for more creative and complex work tasks (M2:28; M3:8; M4:14).
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4.2 Task ldentity

As mentioned in the literature review of this thesis (see Chapter 2.4), task identity is defined
as; the level to which the job needs to be fulfilled as a “whole” piece of work, or performing a
work task from the beginning to the end with an evident outcome. To enable the creation of a
comprehensive description of how the employee perceive the effects on this job characteristic,
it has been divided into the three sub-categories - Impact on Process, Responsibility and Task
Importance - which are described below:

Impact on Process
Referring to whether the employee perceives the use of RPA has resulted in any changes of
the impact the employee’s work tasks has on the entire work process within the organisation.

Responsibility

Referring to whether the employee perceives the use of RPA has resulted in an increased or
decreased level of responsibility the employee has throughout the entire work process within
the organisation.

Task Importance
Referring to whether the employee perceives the use of RPA has resulted in any changes in
how important the employee’s work tasks are in regards to organisational outcomes.

4.2.1 Impact on Process

Eight out of the respondents perceive that the use of RPA has effects on the impact that their
work tasks has for the entire work process (E2:16; E4:26; E4:30; E6:26; E7:24; M1:28;
M2:20; M3:22; M4:18). E2 perceives that the gained experience he/she has obtained from be-
ing involved in the creation of the robot, has led to an enhanced creation of value for the
whole organisation (E2:16). For instance, E2 explains how he/she perceives that “...you create
more value for the company” as an employee, now when using RPA in the organisation and
mentions that this is a result from him/her developing new skills due to the use of RPA
(E2:16). Additionally, E7 highlights his/her perception of how the use of RPA has enabled the
employee to have a bigger influence in managerial decisions, by taking part in discussions of
how the organisation can work with and utilize the software robot (E7:24). Moreover, three
out of these eight respondents express their belief that the employee perceives an increased
impact of the entire work process, in regards to the organisational outcomes. This due to the
employee now being able to focus on more business critical work tasks that require more
complex skills, now when RPA has replaced most of the repetitive work tasks (M1:28;
M2:20; M4:18). For instance, M4 believes that the employee now can see their role in the big-
ger picture of the organisation, since the employee now can concentrate their time on work
tasks where they can utilize their competence, in order to make a larger impact on the organi-
sational outcomes (M4:18).

Definitely yes. Because, I mean, for the specific departments and teams where RPA has,
taken over the majority of the manual tasks, they are focusing more on, business critical
tasks that require more of the human brain to work to be creative and make decisions
based on several data points or information points. So that, in practice then means that
that type of work that requires those skills is more important for the business. - M1:28
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Lastly, three out of all respondents did not perceive that RPA has any effects on the impact
that the employee’s work tasks have for the entire work process (E1:30; E3:46; E5:34). For
instance, ES mentions that he/she does not feel any difference in this compared to how it was
before RPA was used (E5:34). However, the respondent mentions that he/she has not worked
with the software robot for a very long time (E5:34). Hence, more time with the software ro-
bot might result in a different answer.

4.2.2 Responsibility

Four respondents perceive that the use of RPA has increased the responsibility the employee
has throughout the entire work process (E3:22; E3:42; E3:44; E5:30; E5:32; E6:24; E7:24).
For instance, E3 mentions that he/she now has additional responsibility since the use of RPA
has freed up time for other work tasks, which has enabled him/her to also be the leader of the
scripting from his/her team (E3:42; E3:44). Furthermore, E6 explains that even though RPA
takes over most of the repetitive work, it is still the employee who prepare these cases and de-
cide the rules the software robot should follow (E6:24). Hence, E6 perceives that the final re-
sponsibility still lies on the employee, regarding the assurance of whether the robot’s sugges-
tions are correctly or not.

So when we start using the robot, we have more responsible for our work. - E5:30

Six out of all the respondents perceive that the use of RPA has neither increased nor de-
creased the responsibility that the employee has throughout the entire work process (E1:30;
E2:18; M1:24; M2:18; M3:16; M4:16). For instance, E2 mentions that RPA has had effects
on the responsibility since the software robot has taken over some work tasks, but that the re-
sponsibility neither has increased nor decreased (E2:18).

I still feel very responsible for what I do and how I do it. And if the robot does some
kind of mistakes, I still feel as it is mine because it should have been seen. - E2:18

Lastly, one respondent does not directly answer to the responsibility aspect of our question
(E4:24). However, the respondent mentions that if the software robot fails, it is still the em-
ployee’s responsibility to investigate the failure and ensure that the robot’s suggestions are
correctly (E4:10; E4:12; E4:22). This opinion aligns with the perceptions of two other em-
ployees, who mention they perceive that RPA has had effects on their responsibility, regard-
ing the execution of certain work tasks, but still consider themselves having the final say and
therefore being fully responsible for any suggestions and possible mistakes that the software
robot might do (E2:18; E6:24). Moreover, both M1 and M3 do not believe that the use of
RPA has neither increased or decreased the employee's perceived responsibility due to the use
of RPA, but rather that the use of RPA has enabled the employee to free up time to focus
more on their primary responsibility that the employee initially was hired for (M1:24; M3:16).

[ mean, I would say that it hasn't affected their responsibility. [...] But what it has done

is that it has freed up time for them so that they can focus more on their primary respon-
sibility that they are hired to actually do. - M1:24
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4.2.3 Task Importance

Five of the respondents perceive that the use of RPA has increased the importance of their
work tasks in regards to organisational outcomes (E6:24; E6:26; E7:36; M1:28; M2:20;
M4:14; M4:18). For instance, E6 perceives that he/she is able to focus on work tasks that re-
quire more complex skills, since the use of RPA has resulted in less manual intervention for
simple and monotonous work tasks, consequently resulting in less mistakes (E6:24; E6:26;
E6:28). Hence, E6 express his/her perception of an increased task importance, since he/she
now can focus on work tasks that are more complex (E6:28). Moreover, M4 perceives that the
employee sees the advantages of working with RPA and that the employee perceives an in-
creased task importance since the software robot has taken over simpler work tasks and ena-
bled the employee to use their competence and time to perform work tasks where they make a
bigger impact each day (M4:14; M4:18).

...they can utilize their competence and time to do things where they can make a bigger
impact each day. - M4:18

On the contrary, four out of all the respondents were under the impression that the importance
of his/her work tasks, in regards to the organisational outcomes, has not increased compared
to how it was before RPA was used (E1:32; E2:20; E3:46; E5:34). However one of these re-
spondents stresses the fact that his/her answer could be due to that he/she has not worked with
RPA for a long time (E5:34).

Probably not. The tasks are the same important as they were before. - E1:32
No. I don't know, it hasn't affected me. - E3:46

Finally, two of the respondents did not answer whether the employee perceives that the im-
portance of his/her work tasks, in regards to the organisational outcomes, has increased or de-
creased compared to how it was before RPA was used (E4:26; E4:30; M3:20; M3:22). For in-
stance, E4 express his/her beliefs of the importance to understand and use RPA, since this will
benefit the employee itself but also the organisation in the future (E4:26). Moreover, M3 men-
tions that he/she is under the impression that the employee, now having the administrative
work eliminated due to the use of RPA, perceives a positive change in their work tasks but
without explicitly saying that the importance of the work tasks has changed in regards to or-
ganisational outcomes (M3:22). However, neither of the two respondents do explicitly men-
tion how he/she perceives that RPA has changed the importance of the employee’s work
tasks, and if there is any differences compared to before RPA was used (E4:26; E4:30;
M3:22).

4.3 Task Significance

As mentioned in the literature review of this thesis (see Chapter 2.4), task significance is de-
fined as; the level of extensive impact that the job has on the lives or work of other people,
both regarding the internal and external environment of the organisation. To enable the crea-
tion of a comprehensive description of how the employee perceive the effects on this job char-
acteristic, it has been divided into the two sub-categories - Social Interaction and Task Com-
plexity - which are described below:
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Social Interaction

Referring to whether the employee perceives the use of RPA has resulted in the employee be-
ing able to focus more or less on work tasks involving interaction with customers, citizens, or
colleagues.

Task complexity
Referring to whether the employee perceives the use of RPA has resulted in the employee be-
ing able to focus on more complex work tasks.

4.3.1 Social Interaction

Eight of the respondents perceive that the use of RPA has enabled the employee to focus more
on work tasks involving social interaction (E1:40; E2:10; E2:28; E3:54; E3:56; E7:46; E7:50;
M1:32; M2:26; M2:28; M2:36; M3:6; M3:8; M4:20; M4:22). For instance, E7 strongly per-
ceives that the use of RPA has enabled him/her to focus more on work tasks including social
interaction, since he/she now can put more time on work tasks including social interaction
with the citizens (E7:46; E7:50). Moreover, E1 perceives that the use of RPA has enabled
him/her to focus more on work tasks involving interaction with customers. However, E1 also
stresses that the freed up time in regards to the use of RPA has enabled him/her to spend more
time on all types of work tasks, and not solely on the work tasks including social interaction
(E1:40). This opinion somewhat aligns with M2’s perception of how the employee perceives
RPA’s effects on the work tasks. M2 mentions that the employee probably perceives to have
more time for social interaction, such as cooperation with their colleagues, since their use of
RPA takes away simple work tasks for the employee and frees up time (M2:28). However, the
respondent mentions that RPA only takes away smaller work tasks in their organisation that
does not occur every day (M2:36). Hence, M2 does not believe the employee perceives that
the use of RPA results in a big change for whether the employee has more time for social in-
teractions or not, but rather frees up time for the employee to focus on more complex work
tasks (M2:26; M2:28; M2:30; M2:36).

So, now we have much more time freed up on our hands and also, with this robot we
can actually do more. Such as give more time to our customers. - E2:10

Yes, if you take away a simple task of typing numbers in a system. If you take that
away, yes then you have more time for other things including cooperation with col-
leagues. - M2:28

On the other hand, two out of the respondents did not perceive that the use of RPA has ena-
bled them to put more focus on work tasks involving social interaction, neither with custom-
ers nor colleagues (E5:52; E6:32). For instance, E6 mentions that he/she do not have any di-
rect interaction with customers and, therefore, does not perceive any differences compared to
how it was before RPA was used (E6:32). Moreover, E6 mentions the use of RPA has not
changed how he/she can interact with colleagues and perceives to have just as much time for
this interaction as before (E6:32).

Finally, one respondent perceives the answer to this question depends on the day, implying

that the amount of social interaction differ each day and depends on what work tasks that
RPA can handle (E4:36). However, the respondent does not explicitly express whether the use
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of RPA has freed up time for him/her to focus more on work tasks that involve social interac-
tion. However, he/she implies to perceive that RPA has freed up time for the employee to put
more focus on other things than just administrative work tasks (E4:36; E4:38).

It depends on the day, how much you have communication with the client and how
many of the tasks that the robotics can handle. - E4:36

4.3.2 Task Complexity

Ten of the respondents perceive that the use of RPA has effects on the work tasks and enabled
the employee to work with more complex and challenging work tasks (E1: 36; E2:24; E2:28;
E3:22; E3:24; E4:32; E5:38; E6:14; E6:16; E7:44; M1:6; M1:12; M2:26; M4:14; M4:20). For
instance, E7 perceives that he/she now have time to execute some work tasks that are more
complex, which he/she did not have time to execute before RPA was used (E7:44). Further-
more, E2 mentions that the use of RPA has freed up time form repetitive work tasks and ena-
bled the respondent to spend more time on both their actual activities along with connecting
and collaborating with colleagues (E2:28). In contrast to E2, M2 express that RPA only has
had an effect on a small work task in his/her situation. However, in line with E2, M2 believes
that it is possible to argue that the employee perceives an increased complexity level of their
work tasks since RPA takes away simple work tasks (M2:26). Moreover, M1 stresses for the
fact that he/she believes the employee perceives their work tasks to only be more challenging
compared to before using RPA, but not challenging in regards to any new requirements for
enhanced skills from the employee (M1:12). Therefore, M1 argues that the employee’s skills
still fits in the scope of work tasks the employee were employed to perform (M1:6), but that
the employee might perceive that RPA has enabled him/her to focus on work tasks with a
higher complexity level than the work tasks the software robot has taken over (M1:6; M1:12;
M1:30).

...the robot does the same tasks that we did manually, so now, as I said before, all of us
have more time for other tasks. Additional things that usually requires a lot of time, ef-
fort and of course, your involvement. - E1:36

So I would say that the employees have primarily been able to focus on the work that
they were employed to specifically do, rather than doing a lot of tasks manual. - M1:6

Yes, on average. It is only a small task in our situation. But I think you could argue that,
because simple tasks are taken away. On average, his tasks have increased in level or in
complexity. - M2:26

However, one of the respondents mentions that he/she does not believe that the employee per-
ceives the use of RPA to have resulted in their work tasks being neither more nor less chal-
lenging, but rather stress for the fact that the employee now have more time to focus on the
work tasks the employee was hired to execute (M3:10; M3:12). Nevertheless, the respondent
mentions that the employee indeed is likely to perceive that the use of RPA has affected their
work tasks, since the employee now can focus on work tasks requiring more complex skills
that consist of more social interaction with citizens (M3:10; M3:12).

Conclusively, no respondents perceive that the use of RPA resulted in no effects on work
tasks, nor in less complex and challenging work tasks.
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4.4 Autonomy

As mentioned in the literature review of this thesis (see Chapter 2.4), autonomy is defined as;
the level of freedom, independence, and discretion that are allowed for an employee while or-
ganising the work, but also when determining the procedures for carrying it out. To enable the
creation of a comprehensive description of how the employee perceive the effects on this job
characteristic, it has been divided into the two sub-categories - Structure and Control and
Time Pressure - which are described below:

Structure and Control
Referring to whether the employee perceives the use of RPA has resulted in changes regard-
ing how freely the employee can structure and control their everyday work tasks.

Time Pressure
Referring to whether the employee perceives the use of RPA has increased or decreased the
time pressure for the employee, regarding the completion of their work tasks.

4.4.1 Structure and Control

Six of the respondents perceive that the use of RPA has allowed the employee to more freely
structure and control their work tasks (E4:38; E5:54; E5:56; E6:10; E6:34; E6:36; E7:56;
M1:34; M1:36; M4:26; M4:28). For instance, E7 explains that he/she feels that RPA has
made it easier to plan and structure his/her work, since RPA shows how many customer re-
lated cases the software robot have prepared for the employee, along with the proposals of
each case (E7:56). Consequently, the respondent perceives this enables him/her to estimate
how long time these cases will take (E7:56). Hence, E7 explains that he/she perceives that
RPA facilitates the process to plan and structure work tasks (E7:56).

...to manually do one task, that took me like five minutes, now takes less than one mi-
nute to prepare, for the robot to do it. So yeah, it means a difference for me and I can
save up to four minutes per case. - E6:10

Furthermore, E4 perceives that the use of RPA has made it easier for him/her to spend more
time on work tasks not being repetitive and monotonous (E4:38). Hence, E4 perceives the
freed up time, due to the use of RPA, has made it easier to control his/her work tasks. While
three out of all respondents answered either yes or no to whether the use of RPA has allowed
the employee to more freely structure and control their work tasks (E1:44; E1:46; E2:22;
E2:28; E2:32; M3:24), some of the answers from these respondents are very similar to E4’s
perception of what effects RPA has on his/her ability to structure and control work tasks. For
instance, even though E1 not explicitly say that the use of RPA has allowed him/her to more
freely structure and control his/her work tasks, he/she mentions that the use of RPA has freed
up time for him/her that now can be spent on work tasks not being repetitive and monotonous
(E1:46). Moreover, E2 explains that he/she perceives that RPA has not contributed to any-
thing more than simply freeing up time from repetitive work tasks (E2:32). E2 does however
mention that the software robot has changed how he/she work and manage the job (E2:22),
which saves him/her up to ten hours each month to put on his/her actual work tasks instead
(E2:28). Additionally, M3 believes that the employee probably perceives the use of RPA has
partially enabled the employee to more freely structure and control their work tasks (M3:24).
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For instance, M3 explains that the employee might perceive more flexibility in how to struc-
ture their work tasks, since M3 believes that RPA has enabled the employee to be more crea-
tive and have more room to discuss certain things that they did not have time to before
(M3:24). However, M3 explains that their organisation have certain deadlines that are inde-
pendent on RPA and that the situation, therefore, also plays a big role on whether RPA has
enabled the employee to more freely structure and control the work tasks (M3:24).

I mean, the robot is just another tool, but it definitely does not change how you work
and how you think, how you do and how you manage stuff. - E2:22

Yeah, I would say it helped me control my work tasks. I'd say you can still perform
work tasks without using robotic but it's easier because you know how much time you
can spend on those other tasks for doing refunds. So, it's definitely easier because you
just have more time. - E4:38

Lastly, two out of the respondents did not perceived the use of RPA has allowed the employee
to structure and control its work tasks more freely (E3:50; M2:32). M2 stresses for the fact
that he/she perceives that the use of RPA has only had an effect on the employee by taking
away simple work tasks and does not see how this can change the structure and control of the
employee’s daily work tasks (M2:32). Moreover, E3 perceives to be more guided by certain
deadlines that the software robot sets up, which results in a need for the employee to now
structure their work a bit more than before RPA was used (E3:50).

Yes I know it has. We only have those hours that the robot works, so you need to finish
up a task before it starts running. Because if you do not finish it you will need to wait
for next run. So, it is maybe a little more structure than before, but you need to get used
to it. So, it wasn't easy at the beginning. - E3:50

4.4.2 Time Pressure

Out of all respondents, six perceive that the time pressure to execute the employee’s work
tasks has decreased, due to the use of RPA (E1:36; E1:40; E1:50; E2:28; E2:34; E2:36;
E4:40; E7:58; E7:60; M2:34; M2:36; M3:28). For instance, E1 mentions how the use of RPA
has resulted in him/her feeling more relaxed, since now having more time to focus on other
important work tasks that require more time, effort and involvement (E1:36; E1:40; E1:50).
Moreover, E2 perceives that the use of RPA has decreased the time pressure to execute
his/her work tasks, by not having to perform the repetitive work tasks that RPA has replaced
(E2:28; E2:36). Hence, E2 explains that he/she perceives a lower time pressure, since RPA
has resulted in him/her now feeling that the deadline is achievable and possible to work
around (E2:34). However, E2 mentions that this is only applicable for the work tasks that
RPA replaces and not for any other work tasks (E2:34; E2:36). Additionally, M2 believes that
the employee in his/her organisation perceives similar effects from RPA, since the software
robot takes away some time consuming work tasks and, therefore, affecting the time pressure
for the employee (M2:34). However, M2 highlights his/her opinion of RPA only generating a
slight benefit for the employee, in regards to time pressure, since the software robot only re-
places a very small work task for the employee in their organisation (M2:36).

Maybe that particular task that the robot does, has led to that I now feel that the deadline
is achievable and actually possible to work around. But otherwise, regarding all the
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other tasks, these are with the same pressure. Nothing has changed in the other places.
- E2:34

After I learned how to use the robot, after being thought, I definitely felt how much time
I had saved. - E4:40

Four out of the respondents perceive that the time pressure to execute the employee’s work
tasks has neither increased nor decreased due to the use of RPA (E5:42; E5:44; E5:46; E5:62;
E6:10; E6:40; M1:38; M1:40; M4:20; M4:26; M4:32; M4:34). For instance, E6 perceives
he/she always have been able to execute his/her work tasks fast and, for that reason, never felt
any specific pressure to execute his’/her work tasks in time (E6:10; E6:40). E6 does, however,
mention that RPA has enabled him/her to save time on each case and perceives that RPA has
had effects on his/her work because of that reason, but not in regards of increasing or decreas-
ing time pressure (E6:10; E6:40). Furthermore, M4 mentions that RPA has freed up time for
the employee to focus on other work tasks or to put extra time on a specific case (M4:26).
However, M4 further explains that the use of RPA also has resulted in the organisation lower-
ing the number of employees that handle these type of cases (M4:20) and therefore resulted in
an increased need for each employee to be more efficient, since the employee has to handle a
larger volume of cases now compared to before RPA was used (M4:26; M4:34). M4 does not
explicitly mention that their use of RPA has neither increased nor decreased the time pressure
the employee perceives for executing their everyday work tasks, since some deadlines are in-
dependent on the use of RPA (M4:32), but rather implies that the use of RPA has had effects
on how the employee work in their organisation (M4:20; M4:26; M4:32; M4:34).

...to manually do one task, that took me like five minutes, now takes less than one mi-
nute to prepare, for the robot to do it. So yeah, it means a difference for me and I can
save up to four minutes per case. - E6:10

Conclusively, only one of the employee perceives an increased time pressure when executing
his/her work tasks, since using RPA (E3:64). For instance, the respondent stresses that the
software robot puts more pressure on him/her when it does not work, since the customers has
got used to the earlier deliveries that RPA now has enabled (E3:64). Because the respondent
perceives that the customers now expect to receive their money earlier than planned, the re-
spondent explains that he/she expects a reaction from the customer when the delivery is not
earlier, but simply just on time. Subsequently, the respondent explains that he/she perceives
an increased time pressure when the software robot is not working (E3:64).

4.5 Feedback

Ten of the respondents do not perceive that RPA’s automation of processes has an impact on
how rapidly the employee obtains feedback about their work performance (E1:54; E2:38;
E2:40; E3:74; E4:42; E5:64; E5:66; E6:52; E7:66; E7:70; M2:46; M3:38; M4:42). For in-
stance, E2 mentions that his/her organisation has a strong feedback culture in itself and that
RPA has not had any effects on how rapidly he/she obtains feedback about his/her work per-
formance (E2:40). M4 aligns with this perception and explain that he/she does not believe the
employee perceives any change in how rapidly they obtain feedback, since starting to use
RPA. Moreover, M4 rather stresses how this has to do with the relationship the employee has
with his/her boss and, hence, has nothing to do with the use of RPA (M4:42). Furthermore, E7
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does not perceive and M2 does not believe the employee perceives any change in how rapidly
the employee obtains feedback since starting to use RPA (E7:66; M2:46). However, both re-
spondents also mention the employee might perceive to obtain the feedback more rapidly in
some cases, since the use of RPA has enabled the employee to speed up their work perfor-
mance (E7:70; M2:46).

However, M3 does not explicitly mention if the use of RPA has had effects on the employee
in how rapidly they obtain feedback, but rather implies that RPA has not generated any
changes in this. M3 base this belief on the difficulty to measure work performance of the em-
ployees, since they work closely with people (M3:38). However, M3 mentions his/her organi-
sation is currently considering to implement a robot in the organisation, which is able to
measure the employee’s work performance in a fair and correct way to subsequently allow
more informative and correct feedback to the employee (M3:38).

I don’t agree with this. Because you receive feedback for your work, it doesn’t matter if
you have a robot or not. So, people want to give you feedback, it has no connection to
whether using a robot or not. - E1:54

No, I do not think that has changed a lot. It might have occurred sometime that his work
was not finished. And now he is sooner the ready with his work. And therefore the
change in feedback. But no, I do not think so, that there is any influence on the feedback
from colleagues etcetera. - M2:46

Lastly, one of all respondents does however believe that the use of RPA has resulted in the
employee perceiving to obtain feedback about their work performance less frequently
(M1:48). For instance, the respondent believes that the employee perceives a slower feedback
loop since starting to use RPA, for the reason that RPA enables the employee to now focus on
long term work tasks that takes a longer time to complete (M1:48). Hence, the respondent rea-
sons that the employee would obtain feedback less frequently in that sense, but believes that
the employee would understand that their job is more valuable now and, therefore, be okay
with obtaining feedback a bit less frequent than before RPA was used (M1:48).

I would say that the majority of the tasks that they're working on after RPA is imple-
ment, is more long term tasks that take longer to complete. So the feedback in that sense
would be obtained less frequently. But I think that the employee understand that the
work that they're doing is more valuable. Hence, it's okay that this feedback or the ap-
praisals comes a bit later. - M1:48
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5 Discussion

5.1 Skill Variety

As Asatiani and Penttinen (2016) argue, RPA is useful to replace repetitive and structured
work tasks but can however not replace unstructured work tasks that require complex and
problem-solving skills. In a similar fashion, the empirical findings indicate that the employee
perceives that RPA has taken over the work of repetitive and monotonous work tasks to sub-
sequently enable the employee to focus on work tasks requiring subjective judgement and
skills that are more complex. This empirical finding aligns with Gallie (1991) and Vallor
(2015) who argue how technologies are freeing employees from repetitive work tasks, conse-
quently enabling them to focus on more complex and knowledge-laden work tasks.

Even though the empirical findings showed differences in whether the employee did or did
not perceive changes in the required skills, changes in the complexity level of skills, or
changes in their ability to develop new skills, the underlying reasoning was almost identical.
The employee seemed to perceive that even though the work tasks they can focus on now are
more challenging, and hence requiring more complex skills, these work tasks are not new to
the employee. Therefore, the employee perceived that the use of RPA has enabled them to uti-
lize their already existing skills more and highlighted that these are not skills they have devel-
oped due to the use of RPA. Hence, for this study, it could be argued that the use of RPA has
fulfilled one of the task attributes (ability utilization) that a work task should attain in order to
accomplish job enlargement (Chung & Ross, 1977), since the employee perceives that they
can utilize their skills and abilities, consequently increasing the job satisfaction.

Although the employee did not perceive that the use of RPA has required them to use or de-
velop skills they did not have before, the empirical findings showed that the employee per-
ceived that RPA freed up time for them. Consequently, the majority of the employees per-
ceived that this time now partly could be used to develop new skills, such as technological or
personal development. However, it was also stressed that the freed-up time did not necessarily
result in the development of new skills, but simply just had freed up time to dedicate to what-
ever is of interest or necessary for the individual employee in the organisation. Hence, the em-
pirical findings indicated that most of the employees perceived freed-up time, generated due
to the use of RPA, has enabled the employee to advance their skills to some extent. Therefore,
in line with Attewell and Rule (1984) and Giuliano’s (1982) view of upskilling, this study
shows that the employee perceives upskilling rather than deskilling when using RPA, since
they experience an advancement of their skills rather than a degradation (Adler, 1986; Vallor,
2015).

Conclusively, the empirical findings show that the use of RPA has generated effects for the
job characteristic “skill variety” and, in line with the literature, suggest an upskilling and that
the employee perceive an increased level of job enlargement and job satisfaction due to these
effects. Even though the empirical findings indicates that the use of RPA has not changed the
level of skills needed to carry out the employee’s work tasks, there are still effects on this job
characteristic since employee now perceives that they have more time to focus on work tasks
requiring more complex skills, but also developing new skills to some extent. Hence, resulting
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in a contribution of both job enlargement, job satisfaction and upskilling of the employee’s
work tasks.

5.2 Task Identity

Researchers have argued that the use of RPA can result in productivity improvements, by di-
minishing the risk for errors where the work task is vulnerable to human specific errors, often
occurring for high volume and repetitive work tasks (Aguirre & Rodriguez, 2017; Willcocks
et al., 2015). Additionally, RPA has also been argued to increase regulatory compliance, due
to the software robots ability to outperform an employee on factors, such as process speed and
quality (Lacity & Willcocks, 2016; Willcocks et al., 2015). Since RPA takes over the execu-
tion of structured work tasks, the empirical findings suggest that the employee perceives to
now be able to put more focus on work tasks that have a bigger impact on the entire work pro-
cess. In line with previous research (Aguirre & Rodriguez, 2017; Asatiani & Penttinen, 2016;
Madakam et al., 2019), these findings show that the use of RPA have resulted in the employee
perceiving an increased task identity. Hence, as previous research indicate (Chung & Ross,
1977; Hulin & Blood, 1968), we argue that this could increase the employee’s perception of
the level of appreciation for accomplishing their work tasks. Consequently, resulting in the
fulfilment of “meaningful work module”, being one essential task attribute for achieving job
enlargement. It could be argued that this task attribute is fulfilled, by the employee’s percep-
tion of the increased level of appreciation for accomplishing their work tasks, due to them
perceiving their work tasks to have a bigger impact on the entire work process.

The empirical findings suggest that the employee perceives an equal or increased responsibil-
ity due to the use of RPA. In some cases, this has led to the employee perceiving an increased
importance of their work tasks regarding organisational outcomes. Even though RPA replaces
the structured tasks, the findings of this thesis indicates that the employee still perceives to re-
tain the primary and final responsibility of any suggestions and possible mistakes that RPA
might make, regarding these work tasks. Nevertheless, the empirical findings indicates that
the employee seems to perceive the use of RPA has enabled them to concentrate their time
and put more focus on their primary responsibility, such as unstructured work tasks. Conse-
quently, this could enable the employee to make a larger impact on the organisational out-
comes, since these work tasks enables the employee to further utilize their competence. One
evident example of this in the empirical findings is that the employee now perceives to have a
bigger influence in managerial decisions, since the employee started to use RPA in the organi-
sation. This empirical finding appears to boost the reasoning of several researchers (Chung &
Ross, 1977; Herzberg, 1968; Ugboro & Obeng, 2000), that the inclusion of the employee in
managerial decisions fulfils two task attributes of job enrichment, “goal internalization” and
“employee participation”, where the attribute for employee participation is the most evident.
The inclusion of an employee in managerial decisions could foster job enrichment, due to the
increased responsibility and, hence, enhanced impact on the work process that the employee
might perceive. Consequently, an increased job satisfaction and motivational growth for the
employee could occur if they feel more involved from the beginning to the end, also generat-
ing an increased level of task identity. However, as it is only a vast minority in the empirical
findings that explicitly stresses a perception of increased influence in managerial decisions, it
is not feasible to generalise this conclusion, since the connection to one of the task attributes
of job enrichment (goal internalization) cannot clearly be drawn to the rest of the empirical
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findings. In contrast, a majority in the empirical findings indicates the perception of an in-
creased impact on the organisational outcomes, since their use of RPA has enabled them to
utilize competence required for work tasks that are more complex. Hence it could be argued
that the job enrichment’s task attribute “employee participation” is fulfilled.

Conclusively, the empirical findings show that the use of RPA has generated effects for the
job characteristic “task identity” and, in line with the literature, suggest that the employee per-
ceives an increased level of job enlargement, job enrichment, and job satisfaction, due to these
effects. The findings suggests that the employee perceives that their work tasks now generate
a more evidential outcome, since the use of RPA has enabled the employee to put more effort
in work tasks that have a bigger impact on the organisational outcomes.

5.3 Task Significance

According to the literature, RPA is argued to enhance the performance of work tasks by auto-
mating repetitive and monotonous work tasks with deterministic outcomes, previously done
by humans, which does not require complex interpretation skills, creativity or subjective
judgement (Aguirre & Rodriguez, 2017; Asatiani & Penttinen, 2016; Madakam et al., 2019).
The empirical findings of this thesis support this assertion, where a substantial majority per-
ceive a reduction of repetitive and monotonous work tasks for the employee, now enabling
them to focus on work tasks with an increased complexity level due to the use of RPA. Con-
sequently, basing the conclusion on the literature (Hackman & Oldham, 1975; Herzberg,
1968; Katz, 1978; Paul et al., 1969), it could be argued that the employee perceives an enrich-
ment of their job, since the work tasks could be perceived to have an enhanced quality and
meaningfulness compared to before RPA was used, due to the possibility to now focus on
work tasks being more challenging and having an increased complexity level.

In some occasions, the empirical findings did however indicate that the employee did not per-
ceive that RPA has generated either more or less challenging work tasks, but simply enabled
the employee to focus more on the primary work tasks they are hired to execute. In this sense,
it could be argued that the use of RPA has not generated any effects on the job characteristic
“task significance” for the employee. However, even though the empirical findings in some
occasions do not indicate any change in how challenging the employee perceives their work
tasks, it could still be argued that they now perceive an enhanced quality and meaningfulness
of their work, since not needing to execute repetitive and monotonous work tasks that does
not require any complex skills. Hence, in line with the literature (Hackman & Oldham, 1975),
this could possibly result in the employee now perceiving that their job is being enriched.

Nevertheless, it is only a small minority of the empirical findings that indicates no change re-
garding task complexity, which makes it reasonable to conclude that the use of RPA has ena-
bled the employee to focus on work tasks with an increased complexity level. Hence, this
study argues for this conclusion to be more generalisable, since it gives a unified answer for a
clear majority of the empirical findings. Consequently, the empirical finding appears to fulfil
two of the task attributes of job enlargement, “task variety” and “ability utilization”, since the
use of RPA seems to enable an enhanced performance and mental activation for the em-
ployee. As a result of this, an employee could make full use of their skills and abilities, when
executing work tasks that requires more social interaction than before RPA was used. We
base this conclusion on previous research’s description of how the two task attributes should
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be fulfilled (Chung & Ross, 1977; Gallagher & Einhorn, 1976). Subsequently, supporting our
argument from previous research (Chung & Ross, 1977; Gallagher & Einhorn, 1976), this
could generate an increased job satisfaction for the employee, since the meaningfulness of the
job likely is perceived higher when working with unstructured work tasks.

As mentioned in the literature review of this thesis, previous research indicates that the em-
ployee might perceive a covert deskilling if their work tasks change (Carey, 2007). This could
be applicable within the context of RPA, since the empirical findings indicate that the soft-
ware robot affects how the employee carries out work tasks, taking away the work including
repetitive and monotonous work tasks. Consequently, the employee must perceive a loss of
skills rather than the development of new ones to generate a covert deskilling as an effect of
RPA (Carey, 2007). The empirical findings do however show that the employee perceives an
upskilling rather than a covert deskilling, since the employee seems to perceive an apprecia-
tion for the change of work tasks. The findings of this thesis indicate that the employee is
happy to get rid of the monotonous tasks, since now being able to focus on work tasks with a
higher complexity level, including social interaction with and more analytical thinking, which
they were initially hired to execute. Finally, according to the empirical findings, the employee
seems to perceive an upskilling due to the use of RPA since they can now put more focus on
work tasks that is perceived to have an increased level of impact, both internally and exter-
nally of the organisation.

Conclusively, the empirical findings show that the use of RPA has generated effects for the
job characteristic “task significance” and, in line with the literature, suggest that the employee
perceive an upskilling and an increased level of job enlargement, job enrichment, and job sat-
isfaction, due to these effects. The findings indicate that the perceived effects are rather clear
for this job characteristic, where the employee perceives that RPA has diminished their job
with time-consuming and monotonous work tasks, subsequently enabling them to put more
focus on work tasks with a higher level of impact on other people.

5.4 Autonomy

As mentioned in Chapter 2.2, previous research argues that the use of RPA has resulted in an
increased process speed, since the software robot can outperform the employee on speed, effi-
ciency, and quality (Lacity & Willcocks, 2016; Willcocks et al., 2015). The empirical findings
of this thesis suggest that the employee now perceives an increased freedom in how to struc-
ture and control their work tasks, since RPA has taken over the structured work tasks and,
hence, freeing up time for the employee. The findings indicate that the employee now per-
ceives their deadlines are easier to reach, due to this freed up time, subsequently facilitating
the employee’s process for organising the work. Hence, it could be argued that a fulfilment of
the task attribute “autonomy” within job enrichment has occurred, since the findings of this
thesis indicate that the employee perceives that RPA has enabled them to have more control
and autonomy over their job (Chung & Ross, 1977). In a similar fashion, these findings have
overlapping characteristics with the definition of one out of job enlargement’s task attribute
“worker-paced control”, referring to that the employee perceive that they have more control to
desire their work-pace (Hulin & Blood, 1968). Consequently, the empirical findings indicate
that the majority agreed upon the fact that the employee now perceived a reduced time pres-
sure, compared to before RPA was used. These findings align with the one made by Kraut et
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al. (1989); that automation contributes to the employee perceiving decreased stress and pres-
sure related to their work tasks, due to the lowered workload.

However, some contradictory findings have been identified for a minority in the empirical
findings, where the employee seems to perceive an increased time pressure due to the use of
RPA. This finding falls in line with the findings of Karmarkar (2004) and Andersen and
Kraemer (1994), who argues that there is an increased demand for response urgency among
customers, which has generated an increased need for automation in order to meet the de-
mands. As other researchers also mention, RPA can outperform humans in process speed and
decrease delivery times (Lacity & Willcocks, 2016; Willcocks et al., 2015). The empirical
finding confirms this, by indicating that the employee now perceives it to be essential to de-
liver customer enquiries before set deadlines, since the customers expect deliveries before the
set delivery date due to RPA’s rapid working pace. Hence, in line with the literature
(Andersen & Kraemer, 1994; Kraemer & Danziger, 1990), the empirical finding indicates that
the employee perceives an increased time pressure, as the process speed has increased since
RPA has taken over the work with structured work tasks. However, this study concludes that
the employee seems to perceive an increased level of job enlargement due to the use of RPA,
since a majority of the empirical findings indicates that the employee perceives an increased
control of their desired work-pace. Therefore, it could be argued that the task attribute
“worker-paced-control” for job enlargement is achieved.

Furthermore, a minority of the empirical findings also stressed that the use of RPA has made
the job more structured. Since the software robot only runs on specific times, they now need
consider these times and structure their work around them. Additionally, this empirical find-
ing aligns with the research made by Bjern-Andersen et al. (1986), which highlights that auto-
mation could lead to the employee perceiving a constraint in how to structure their work
tasks. However, a contradictory finding shows that the employee perceives the use of RPA
has increased the flexibility in how to structure their work tasks, since certain deadlines in the
organisation are independent of the use of RPA. Moreover, these findings indicate that RPA
might have introduced some deadlines, but that most deadlines were already established
within the organisations before they used RPA and, therefore, did not cause any major effects.
Moreover, even though the majority felt that the use of RPA has freed time from repetitive
and monotonous work tasks, not all perceived that the freed up time necessarily resulted in
them having more flexibility in how to structure and control their work tasks.

Conclusively, the empirical findings show that the use of RPA has generated effects for the
job characteristic “autonomy” and, in line with the literature, suggest that the employee per-
ceives an increased level of job enlargement and job enrichment, due to these effects. The
findings points to that the employee perceives that using RPA has enabled them to organise
their job more freely and independently.

5.5 Feedback

From what has been identified in this thesis, the literature lacks a clear connection between
the use of RPA and how the employee obtains feedback. The lack of an evident connection
between RPA and how the employee obtains feedback is further reflected in the empirical
findings where all cases, except from one, stressed that the employee’s perception regarding
how they obtain feedback not has been changed due to the use of RPA.
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As already stressed, a vast minority perceived that the use of RPA has resulted in the em-
ployee obtaining feedback about their work performance less frequently. This perception is
based on the likelihood of the employee now perceiving their feedback loop to be slower,
since RPA has taken over the structured work tasks and enabled the employee to focus on
long term work tasks that require more time from the employee in order to be completed. This
finding does however indicate that the employee is most likely satisfied with obtaining the
feedback a more slowly than before, since they perceive that RPA has enabled them to focus
on work tasks with a bigger impact. Since feedback reflects upon the employee’s work perfor-
mance, this study argue for the likelihood of an employee perceiving to obtain more informa-
tive feedback when performing work tasks that are considered to be more valuable for the em-
ployee. Hence, in line with the literature (Hackman & Oldham, 1975), we therefore argue that
the employee could perceive an increased job satisfaction due to the use of RPA.

Moreover, since a clear majority in the empirical findings does not perceive any effects on the
feedback from the use of RPA, no conclusions could be drawn in regards to whether the em-
ployee’s knowledge of results from their accomplishments in their work, has either increased
or decreased due to the use of RPA. Hence, the empirical findings could not be used in order
to draw inferences and connections to what has been stated in the literature (Chung & Ross,
1977) for whether the “performance feedback”, one of the task attributes of job enlargement,
has increased or decreased due to the use of RPA.

Conclusively, since a clear majority of the empirical findings show that the use of RPA has
not generated any explicit effects for the job characteristic “feedback”, this thesis concludes
that the employee perceives that the use of RPA has not caused any effects for how rapidly
the employee can obtain informative feedback about their work performance. Hence, the em-
pirical findings rather indicate that the employee perceives the feedback as vastly independent
from RPA.

5.6 Discussion Summary

Based on the empirical findings discussed above, we argue that the use of RPA has resulted in
the employee perceiving effects on all job characteristics, being presented as the “Core Job
Dimensions” in the “Job Characteristics Model of Work Motivation” (see Figure 2.1), except
from feedback. Being guided by the model, conclusions could be drawn that the employee
perceives an increased meaningfulness of their work, but also an increased responsibility for
the outcomes of their work, since the empirical findings indicate that the employee perceive
an increased level ofj; skill variety, task identity, task significance, and autonomy. Subse-
quently generating higher internal work motivation, and higher quality work performance for
the employee.

Lastly, we argue that no major conclusions can be drawn regarding effects on feedback, since
the empirical findings suggest that the employee does not perceive that the purpose behind us-
ing RPA is to influence this job characteristic. Hence, we reason that not much could be con-
cluded for whether the employee perceive that the use of RPA has had any effects on neither
their knowledge of the actual results of the work activities, nor absenteeism and turnover.
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6 Conclusion

6.1 Research Question and Purpose

The purpose of this thesis was to describe what effects the employee perceives that the use of
RPA has on their job characteristics, by comparing the relation between what is already said
in similar contexts in existing theory and the empirical findings from this thesis. We aimed to
reach a conclusion, by attempting to answer the following research question:

What effects does the employee perceive that RPA has on their job characteristics?

Based on our study, we provide a list of the identified effects on the employee’s job character-
istics on an individual level.

6.2 Key Findings

By comparing our empirical findings with existing theory of what is already said in similar
contexts, this study supports some of the findings of previous research that have been done
regarding the use of RPA. In the light of previous research, it has been argued that the reason
behind the use of RPA has been to free the employee from structured work tasks, to subse-
quently enable a larger focus on unstructured work tasks to further enhance the employee’s
individual skills and knowledge. The findings of this thesis aligns with this argument, where
the employee seems to perceive an enhanced ability to work with more complex works task
and, hence, better utilize their skills compared to before RPA was used. Due to the increased
ability to put more focus on complex work tasks, the empirical findings showed that the em-
ployee now perceives an enhanced impact on the organisational outcome.

Moreover, previous research argue that RPA could outperform humans in process speed for
structured work tasks, and therefore complement the employee in their work. In a similar
fashion, our empirical results indicated that the employee perceived RPA as a valuable sup-
port for their everyday work tasks, making the work process more efficient by RPA taking
over structured work tasks. Consequently, diminished the employee’s job with time-consum-
ing structured work tasks, enabling the employee to more freely structure and control their
work and additionally put more focus on work tasks with a higher level of impact on other
people.

Summarised, the identified effects that the employee perceives on their job characteristics,
due to the use of RPA, are presented in the list below:

o Skill Variety - enhanced utilization of more complex skills
Even though the use of RPA has not changed the level of skills needed to carry out the
employee’s work tasks, the employee perceives that RPA has freed up time for them
to focus on work tasks requiring more complex skills, but also developing new skills
to some extent. Hence, resulting in a contribution of both job enlargement and up-
skilling of the employee’s work tasks.
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o Task Identity - enhanced impact on the organisational outcomes
Due to the use of RPA, the employee now perceives that their work tasks generate a
more evident outcome, since RPA has enabled the employee to put more effort in
work tasks that has a bigger impact on the organisational outcomes. Hence, resulting
in a contribution of both job enlargement, job enrichment and job satisfaction of the
employee’s work tasks.

o Task Significance - enhanced impact on other people
The use of RPA has generated effects for the employee, who now perceives that RPA
has diminished their job with time-consuming and monotonous work tasks, subse-
quently enabling them to put more focus on work tasks with a higher level of impact
on other people. Hence, resulting in a contribution of job enlargement, job enrichment,
job satisfaction, and upskilling of the employee’s work tasks.

e Autonomy - enhanced freedom in organising the work
The employee perceives that the use of RPA has enabled them to organise their job
more freely and independently, for how and when to perform their work tasks. Hence,
resulting in a contribution of job enlargement and job enrichment, of the employee’s
work tasks.

e Feedback - no changes in the rapidity of obtaining feedback
The employee perceives that the use of RPA has not caused any effects for how rap-
idly the employee can obtain informative feedback about their work performance.
Hence, the empirical findings rather indicate that the employee perceive the feedback
as vastly independent from RPA.

Conclusively and more significantly, the comparison between the theory and our empirical re-
sults show that the employee perceives that the use of RPA has effects on all job characteris-
tics except from “feedback”.

6.3 Further Research

Considering RPA to have the same abilities as presented in this study (automating structured
work tasks), a study where conclusions could be more generalisable, in the sense of respond-
ent range, could be considered. Therefore, we invite researchers to continue contributing to
the knowledge of what effects the use of RPA has on employee’s job characteristics, by en-
couraging a quantitative study to be made on this topic.

As previous researchers discuss (van der Aalst et al., 2018), one of the main goals with RPA
is to make it smarter by enabling it to learn in the same way as Al, to subsequently be able to
handle unstructured work tasks. Continuous development of technologies are constantly hap-
pening (van der Aalst, 2018). We argue for a similar study as ours to be of value if RPA con-
tinues to be developed in this direction, since RPA would then have the ability to automate
unstructured work tasks as well. Hence, there is a possibility for the employee then perceiving
other effects on their job characteristics if RPA becomes smarter. Moreover, researchers have
argued for a need to further study the consequences of technology changes (Markus, 2017),
which supports our reasoning for the interest of further research within this area, since devel-
opments of RPA might generate different consequences for job characteristics, compared to
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what it does today. Additionally, as Lacity and Willcocks (2016) outlines, it is important for
organisations to pay close attention to and communicate what effects RPA can have on the
employee. Hence, we argue that the identified effects in this study can serve as a starting point
for describing and understanding how RPA impacts the employee and, consequently, organi-
sations on a larger scale.
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Appendix 1: Interview Guide for Employee

Opening

e Introducing ourselves as researchers.
e Confirming that the respondent is ok with us recording the interview and explain the purpose for why

we are doing it.

e Explaining the purpose with our study.

e Explain for the respondent that we will transcribe the interview and inform the respondent that he/she
has the possibility to be anonymized throughout the entire thesis.

e Inform the respondent that we will send the transcription to him/her, to enable them to give their con-
sent to that the transcription is in line with what they intended to answer.

e Addressing whether the respondent has any further question about the interview or our study before

starting.

Introduction

e Can you please introduce what position you possess in your organisation and what you do?
e Can you please explain how you use RPA in your organisation and the objective for its use?
e In what form are you involved in the process to which RPA has been applied?

Does the employee perceive
that the use of RPA generates
effects on the skill variety for
the employee, including de-
skilling or upskilling?

Key Questions
Main Interview Questions Interview Questions

Do you perceive that the skills required from you in executing your eve-

ryday work tasks, has changed due to the use of RPA?

e Ifyes- What is different? How has it changed?

Do you perceive the work tasks you have now to be equally, more, or

less challenging compared to how they were before RPA was used?

e Ifmore - What are more challenging? Why do you think so?

e Ifless - What is the reason for you perceiving it less challenging?

Do you perceive that the use of RPA has freed time for you to develop

new skills?

e Ifyes - What skills do you perceive that you have been able to de-
velop? Was this required or voluntary? How have you developed
them?

Do you perceive that the use of RPA requires you to have more prob-

lem-solving and complex skills?

e Ifyes - What type of skills are now required compared to before us-
ing RPA?

Does the use of RPA result in
the employee perceiving a
higher or a lower degree of
task identity?

Do you perceive that the use of RPA has influenced the impact and re-

sponsibility you have, throughout the entire work processes?

e Ifyes - What is different from before? In what way do you feel
more involved?

Do you perceive that the use of RPA has influenced the importance of

your work tasks, in regards to the organisational outcomes?

e If yes - What is different from before? Why do you perceive that
this has resulted in you having a larger impact on the organisational
outcomes?

Does the use of RPA lead to
that the employee perceive an
increased task significance,
enabling them to focus on
more unstructured work
tasks?

Many believe that the objective with RPA is to free time from monoto-

nous and repetitive work tasks to enable the employees to work with

more complex and challenging work tasks - what is your opinion to this

statement based on your own experience with RPA?

e Do you perceive that RPA has enabled you to spend more time on
certain work tasks, that you did not have enough time to before?
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e If yes - What do you perceive that you can spend time on now
and why is this enabled through RPA?

e Ifno— Do you perceive that you are still working with the ex-
act same work tasks as before? What do you perceive are the
reasons for you not perceiving to have more time than before,
even though the RPA is assumed to automate monotonous
and repetitive work tasks?

e Do you perceive that the use of RPA has enabled you to focus more on
work tasks involving interactions with citizens/customers/colleagues?
e Ifyes - What can you put more focus on today compared to before
RPA was used?
e Ifno— Do you perceive that the use of RPA has freed up time for
you to focus on any other work tasks? What other work tasks are
these and why?

Does the employee perceive e Do you perceive that the use of RPA has allowed you to more freely
that the use of RPA enhances structure and control your work tasks?

the autonomy of the em- e Ifyes - In what way has this changed compared to how it was be-
ployee’s work tasks? fore using RPA? How do you perceive that the use of RPA allowed

you to structure/control your work more freely than before?
e Do you perceive any differences regarding time pressure on your work
tasks, since using RPA in the organisation?
e If yes - What are the differences and how does it differ from before

using RPA?
Does the employee perceive e  Many believe that the use of RPA streamline processes due to its ability
that the use of RPA causes to automate work tasks - do you perceive, from your own experience
any effects on the employee’s with RPA, that RPA’s automation of processes has had an impact on
feedback of a work task? how rapidly you obtain feedback about your work performance?
e Ifyes - What are the differences? How has the use of RPA enabled
this?

e Ifno - Is it equal as before?

Closing
e Is there anything else you want to add before ending the interview?
e Isit okay if we get back to you if anything is in need for clarification or if any other question arise?
e Thank you for taking the time to participate in our study, would you like us to send a copy of the study
when it has been published?
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Appendix 2: Interview Guide for Manager/Spe-
cialist

Opening

e Introducing ourselves as researchers.

e Confirming that the respondent is ok with us recording the interview and explain the purpose for why
we are doing it.

e Explaining the purpose with our study.

e Explain for the respondent that we will transcribe the interview and inform the respondent that he/she
has the possibility to be anonymized throughout the entire thesis.

e Inform the respondent that we will send the transcription to him/her, to enable them to give their con-
sent to that the transcription is in line with what they intended to answer.

e Addressing whether the respondent has any further question about the interview or our study before
starting.

Introduction
e Can you please introduce what position you possess in your organisation and what you do?
e Can you please explain how you use RPA in your organisation and the objective for its use?
e In what form are you involved in the process to which RPA has been applied?

Key Questions

Main Interview Questions Interview Questions

Does the employee perceive e Do you believe that the employee perceives that the skills required for
that the use of RPA generates him/her in executing his/her everyday work tasks, has changed due to
effects on the skill variety for the use of RPA?

the employee, including de- e Ifyes - What is different? How has it changed?

skilling or upskilling? e Do you believe that the employee perceives the tasks that he/she have

now to be equally, more, or less challenging compared to how they
were before RPA was used?
e Ifmore - What are more challenging? Why do you believe they
think so?
e Ifless - What is the reason for them perceiving it less challenging?
e Do you believe that the employee perceives that the use of RPA has
freed time for him/her to develop new skills?
e Ifyes - What skills do you believe that employee perceives that
he/she has been able to develop? Was this required or voluntary?
How do you think the employee have developed them?
e Do you believe that the employee perceives that the use of RPA re-
quires him/her to have more problem-solving and complex skills?
e Ifyes - What type of skills are now required compared to before us-

ing RPA?
Does the use of RPA resultin | e Do you believe the employee perceives that the use of RPA has influ-
the employee perceiving a enced the impact and responsibility he/she has, throughout the entire
higher or a lower degree of work processes?
task identity? e If yes - What is different from before? In what way do they feel

more involved?

e Do you believe the employee perceives that the use of RPA has influ-
enced the importance of his/her work tasks, in regards to the organisa-
tional outcomes?

e Ifyes - What is different from before? Why do you believe that this
result in the employee perceiving to have a larger impact on the or-
ganisational outcomes?
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Does the use of RPA lead to
that the employee perceive an
increased task significance,
enabling them to focus on
more unstructured tasks?

Many believe that the objective with RPA is to free time from monoto-
nous and repetitive work tasks to enable the employees to work with
more complex and challenging tasks - what is your opinion to this state-
ment based on your own experience with RPA?

e Do you believe the employee perceive that RPA has enabled the
employee to spend more time on certain work tasks, that he/she did
not have enough time to before?

e Ifyes - What do you believe the employee perceives that
he/she can spend time on now and why is this enabled
through RPA?

e Ifno— Do you believe the employee perceives that he/she is
still working with the exact same tasks as before? What do
you believe are the reasons for the employee not perceiving to
have more time than before, even though the RPA is assumed
to automate monotonous and repetitive tasks?

Do you believe that the employee perceives that the use of RPA has en-

abled him/her to focus more on tasks involving interactions with citi-

zens/customers/colleagues?

e [fyes - What can the employee put more focus on today compared
to before RPA was used?

e Ifno— Do you believe the employee perceives that the use of RPA
has freed up time for the employee to focus on any other work
tasks? What other work tasks are these and why?

Does the employee perceive
that the use of RPA enhances
the autonomy of the em-
ployee’s work tasks?

Do you believe that the employee perceives that the use of RPA has al-

lowed him/her to more freely structure and control his/her work

tasks?

e Ifyes - In what way has this changed compared to how it was be-
fore using RPA? How do you believe the employee perceives that
the use of RPA enabled the employee to structure/control his/her
work more freely than before?

Do you believe the employee perceives any differences regarding time

pressure on his/her work tasks, since using RPA in the organisation?

e Ifyes - What are the differences and how does it differ from before
using RPA?

Does the employee perceive
that the use of RPA causes
any effects on the employee’s

Many believe that the use of RPA streamline processes due to its ability
to automate work tasks - do you believe employee perceives, from your
own experience with RPA, that RPA’s automation of processes has had

feedback of a work task? an impact on how rapidly he/she obtain feedback about his/her work
performance?
e Ifyes - What are the differences? How has the use of RPA enabled
this?
e Ifno - Is it equal as before?
Closing

e s there anything else you want to add before ending the interview?
e s it okay if we get back to you if anything is in need for clarification or if any other question arise?
e Thank you for taking the time to participate in our study, would you like us to send a copy of the study

when it has been published?
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Appendix 3: Interview Transcript (E1)

Section | Person | Text Code
1 I Can you please introduce what position you possess in your organisation and
what you do?
2 El I am a bank operations specialist working with factoring as a product. Do
you need any more detail?
3 I No, that’s fine. That’s totally fine.

So, can you please explain how you use RPA in your organisation and the
objective for its use?

4 El Well. We have, at the moment, one robot that we use of our skills specifi-
cally. That is closing of a task that we did previously manually. I'm not sure
how much time this robot saved, but at least for me it’s few hours per
month.

5 I Okay perfect.

So, in what form are you involved in the process to which RPA has been ap-
plied? Have you been involved in that process?

6 El During the preparation stage, no. I would say. We were only asked at the
end when the robot was already made. The team was asked to double check
if... because the robot had left some exceptions that he didn't close so our
colleague that was responsible for the robot asked us to check if that is cor-
rect and don't leave that exception. So, that is basically it.

7 I Okay perfect.

Okay, so now we will start the more specific questions about RPA and your
everyday work. So, do you perceive that the skills required from you in exe-
cuting your everyday work tasks, has changed due to the use of RPA?

8 El No, they haven't. I have not created the robot myself. No. It did not change | SV-CS
the tasks for us.

9 I Okay. Perfect. So, you feel like it’s the same? Just that you save time due to
the robots?

10 El Sorry could you repeat?

11 I So, do you think it’s the same skills required just that you save time? Is that
what you said before?

12 El For this specific robot, yes. We don’t need any special skills. If youre the SV-CS

one that helping to create the robot, then yes. You need to know a bit deeper.
But if you just use it as the end user, no.

13 I Okay, perfect.

And do you perceive the work tasks you have now to be equally, more, or
less challenging compared to how they were before RPA was used?

14 El Well, as I said it’s only done the manual job which was previously for us.
So, we save time and we can do other additional things that we usually
didn’t have that much time for.

15 1 So, what kind of things are these, that you have more time for now?

16 El Specifically, for me, it is helping our newcomers, since I have a robot help- | SV-CLS
ing our newcomers, so [ have more time. And these tasks of course, some-
times need the more specific knowledge.

17 I Okay perfect. Do you perceive that the use of RPA has freed time for you to
develop new skills?
18 El Yes. Of course. SV-DS
19 1 So, what skills do you perceive that you have been able to develop
20 El Working with people. As I mentioned just before, I am working with new- SV-CS

comers. Also helping our team with their learning plan for training. So that SV-DS
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kind of skills I have more time to develop. I also have more time to partici-
pate in specific meetings and workshops and even go to do some learning,

21

Okay, perfect.

And, was this something required by the organisation that you develop these
new skills? Or was it voluntary from you that you had the interest in devel-
oping them?

22

El

Talking about our newcomers, so this I have volunteered in this part. I don't
have to do it. I mean, anyone can participate if they want.

23

Okay, yeah. Perfect, thank you.

And, do you perceive that the use of RPA requires you to have more prob-
lem-solving and complex skills? You said that you are more in contact with
customers now?

24

El

I'm not sure.

25

No worries.

26

El

Can you repeat once again the question?

27

Yeah. So, do you perceive that the use of RPA requires you as an employee
to have more problem solving and complex skills? Compared to before?

28

El

Talking specifically about our robot, probably not. Since I don’t use it that
much. In fact not all that much. But if [ would be creating the robot, then
yes. It would definitely need some more complex skills and problem solv-
ing.

29

Okay, thank you.
So, do you perceive that the use of RPA has influenced the impact and re-
sponsibility you have, throughout the entire work processes?

30

Probably not. It is not that big robot, I would say.

TI-IP
TI-R

31

Okay. So, do you perceive that the use of RPA has influenced the im-
portance of your work tasks, in regards to the organisational outcomes?

32

Probably not. The tasks are the same important as they were before.

T1-TIm

33

Okay. So, like, that goes kind of hand-in-hand with the question before per-
haps?

34

Mhm.

35

Yeah, okay.

So many believe that the objective with RPA is to free time from monoto-
nous and repetitive work tasks to enable the employees to work with more
complex and challenging work tasks - what is your opinion to this statement
based on your own experience with RPA?

36

El

Well, I agree. Because at least in our work, the robot does the same tasks
that we did manually, so now, as I said before, all of us have more time for
other tasks. Additional things that usually requires a lot of time, effort and of
course, your involvement.

TS-TC
A-TP

37

Yeah. Okay perfect.

And, do you perceive that the use of RPA has enabled you to focus more on
work tasks involving interactions with citizens/customers/colleagues? You
mentioned something before about this, right?

38

El

Well, probably not I would say. We have worked with the customer the
same way as we do now, before the robots. So, I wouldn't say that it has
affected them. That it has anything to do with the connection with the robot.

39

So, but the experience, like the use of RPA has enabled you to spend more
time on the customers?

40

El

In general, we have more time. So yes, we can spend more time on custom-
ers as on the other stuff that we have. Yeah.

TS-SI
A-TP

41

Okay perfect. So, like, what kind of tasks can you now spend more time on?
And how do you believe that RPA has enabled this?
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42

El

Well as [ said, it just saved some time. So, if you have any kind of additional
tasks that, like, long term problems, you can spend time on that. And you
have like, I don’t know, something for the plan that also required more time
so you can spend

this saved time here. You can also interact more with your colleague and
with another team. Spend more time on like learning, workshops or so.

43

Okay perfect.

So, do you perceive that the use of RPA has allowed you to more freely
structure and control your work tasks?

44

El

It’s really hard to say. More structured, I wouldn 't say. Probably not. A little
bit it is connected but...

A-SC

45

Yeah, I see. I was just thinking about what you mentioned before about the
workshops. Like that you now could spend more time, maybe that could be
seen as freely structuring the work? Like since you don 't spend the time on
autonomous tasks?

46

El

Yeah well in this kind of way, yes. Since you have more time, you can
spend it on additional things. Your self-development and etc.

A-SC

47

Yeah, okay perfect.

Have you perceive any differences regarding time pressure on your work
tasks, since using RPA in the organisation?

48

Well when you have more free time you are not that stressed. That is true.

49

Yes. So, it’s basically that you have more time now that you... That makes
you feel that you are not that stressed?

50

Yeah, it makes me feel more relaxed because you now that you have a few
extra hours to do other really important things or just tasks.

A-TP

51

Okay perfect.

So, many believe that the use of RPA streamline processes due to its ability
to automate work tasks - do you perceive, from your own experience with
RPA, that RPA’s automation of processes has had an impact on how rapidly
you obtain feedback about your work performance? I know it’s a long ques-
tion and please, I can repeat it again if you want to.

52

Yes, please.

53

What were trying to say here is that many believe that RPA streamline pro-
cesses due to its ability to automate work tasks. We just want to know if you
perceive that RPAs automation of processes had an impact on how rapidly
you obtain feedback about your work performance?

54

El

I think probably... I don’t agree with this. Because you receive feedback for
your work, it doesn 't matter if you have a robot or not. So, people want to
give you feedback, it has no connection to whether using a robot or not

55

Okay perfect. So, you believe it hasn’t changed since the use of RPA?

56

No.

57

Okay.

Just before ending the interview, do you have anything else you want to
add?

58

No. I think I have said everything when answering the question.

59

Yeah, perfect.

And is it okay for you if we get back to you if anything needs clarification or
if any other question arises?

60

Yes, of course.

61

Yeah.

So, we just want to thank you so much for participating in the study. And
would you like us to send a copy of the study when it’s published?
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62 El Yeah, that would be nice to read. Sure.

63 I Perfect. Okay. Thank you so much for your time and have a great rest of the
day.

64 El Thank you. You're welcome.
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Appendix 4: Interview Transcript (E2)

Section Person | Text Code
1 I Can you please introduce what position you possess in your organisation

and what you do?
2 E2 So, I am currently working as a bank operation specialist for factoring large

corporate international institutions. I do work with all the *anonymized*
countries, [ work with *anonymized*, and also with the customers.

3 I Thank you.
Can you please explain how you use RPA in your organisation and the ob-
jective for its use?

4 E2 Currently, we have this very... I would say boring tasks which takes a lot of
time, but which necessarily do not need a lot of brain to do, so more of the
manual work. So, we use most of our robots to do the manual work tasks.

5 I Okay, thank you.
So, in what form are you involved in the process to which RPA has been
applied?

6 E2 You mean like creating the robot, or actually interacting with it?

7 I It is more about how you are interacting with it, now afterwards in the pro-
cess?

8 E2 So, the robot that we currently have in our department, I mean in our team,

is not very interactive. We just prepare the excel sheets and then the robot
just filters it through. And the ones with the okay status have to be closed
or the payments have to be checked. But more or less, this is the one part.
And then we have, we are now creating another one for gathering the tradi-
tional report. In that form, it would all be triggered by the excel sheet and
not touched by the human. So almost no interaction is needed.

9 I Okay perfect.

So, now we are going into more the more detailed questions about RPA.
Do you perceive that the skills required from you in executing your every-
day work tasks, has changed due to the use of RPA?

10 E2 Yes, I do believe that it has definitely changed. Because the robot can actu- | SV-CS
ally eliminate the part of the manual work so we can concentrate on doing | SV-CLS
the work where we have to think and analyse and need to decide and ad- TS-SI

vice. So, now we have much more time freed up on our hands and also,
with this robot we can actually do more. Such as give more time to our cus-
tomers. Because now we have much more time on our hands and we can
actually do something with it. And in case of preparing the material for the
customer, or just present stuff with the new solution. So yes, it has been

very good.

11 I Okay. So, if I understand you correctly, do you mean that RPA has freed up
a lot of time for you to focus on more complex work tasks than before?

12 E2 Yes. Yes, definitely.

13 I Okay perfect, thank you. Do you believe that the... Or do you perceive that

the tasks... Sorry, I just answered this myself now.

So, do you perceive that the use of RPA has freed time for you to develop
new skills?

14 E2 You might say so. I think, not particularly the robot freed up, but when we | SV-CS
created this continuous improvement idea, which helps us build the robot, I | SV-DS
think while creating it and while searching for new opportunities. It is not
the robot that creates it and made us now more intelligence or the ability to
learn new skills. But definitely, at least, give us more time and a bit more
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knowledge, like how to work with it. But it is not about the robot, it is still
about the person whether to develop.

15

So, is it more because it has freed time that you have had the ability to de-
velop new skills you mean?

16

E2

Yeah. And also, it is when you are actually given a possibility. Because
first you need to create a robot and to define it in the big company as
*anonymized* is. You firstly need a really good idea and you need to de-
fend it, why this robot should have the priority in your list. And then even
in the whole department. So, by these also additional tasks while creating
it, you definitely learn a lot. And then, from that experience you just bring
it up more and more and more, and the you create more value for the com-
pany. Definitely.

TI-IP

17

Okay perfect, thank you.

Do you perceive that the use of RPA has influenced the impact and respon-
sibility you have, throughout the entire work processes?

18

E2

Not for me. I think that is... since we do work with portfolio and I have my
set of customers, I still feel very responsible for what I do and how I do it.
And if the robot does some kind of mistakes, I still feel as it is mine be-
cause it should have been seen and it should have been... Yes, we should
have seen it previously so it is not about the robot doing the mistakes but it
is still us at *¥anonymized*, me as a person, me as a manager of these cus-
tomers. I still feel the responsibility.

TI-R

19

Okay.

So, do you perceive that the use of RPA has influenced the importance of
your work tasks, in regards to the organisational outcomes?

20

E2

No, I do not think so.

TI-TIm

21

Okay.

22

E2

I mean, the robot is just another tool, but it definitely does not change how

you work and how you think, how you do and how you manage stuff. So, it
is just at tool for you to do things something a bit faster. But it is definitely
not changing anything.

A-SC

23

Okay.

So, many believe that the objective with RPA is to free time from monoto-
nous and repetitive work tasks to enable the employees to work with more
complex and challenging work tasks - what is your opinion to this state-
ment based on your own experience with RPA?

24

E2

I agree to that, hundred percent.

TS-TC

25

Okay.

26

E2

And T hope in the future, we can have a more complex robot but for now
that is exactly what the robot does.

27

Yeah okay, can you give me any example of what you can spend more time
on now and why this has been enabled through the use of RPA?

28

E2

I had this one very boring task for which I had to spend at least 10 hours
every month, on the repetitive task. And now I can spend that time on my
actual activities in my work field where I try to impact the whole depart-
ment of the actual change that we have created and that we think will be of
better use in the future. So, now I can focus a bit more on that part and also,
maybe connecting and collaborating with your colleagues because if you
have a lot more time on your hands to speak with them and actually collab-
orate, actually think of new solutions and better ideas.

TS-SI
TS-TC
A-SC
A-TP

29

Okay. So, do I understand you right that you can interact more with your
colleagues and to customers in general in the organisation?

30

E2

And also, definitely, the additional activities for the department to take. So
that we would develop our skills in the future. This is also one of my own
personal tasks that I work on.
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31

Okay perfect, thank you very much.

So, do you perceive that the use of RPA has allowed you to more freely
structure and control your work tasks?

32

E2

I would not say it is because of that. I think in general, the more you work
with some of the tasks the more you get familiar to it. And then it is not, as
I mentioned before about the robot... maybe it is because we have only one
robot and then we have few of the script and then a few other coming up.
But for me, now at this stage, the robot did not do much more than freed up
time from the repetitive tasks.

A-SC

33

Okay.

Do you perceive any differences regarding time pressure on your work
tasks, since using RPA in the organisation?

34

E2

Maybe that particular task that the robot does has led to that I now feel that
the deadline is achievable and actually possible to work around. But other-
wise, regarding all the other tasks, these are with the same pressure. Noth-

ing has changed in the other places.

A-TP

35

Yeah. So, you feel that RPA has allowed you to more easily reach the time
limit than it was before using RPA?

36

E2

Yeah. Yes, definitely for that task. Because otherwise I was always late for
that certain part, I was always late for at least more than a week because |
had a lot of those agreements that had to be checked. And now. the robot
has erased around 90 percent of my work that I get for all of those agree-
ments.

A-TP

37

Okay. Thank you.

So, many believe that the use of RPA streamline processes due to its ability
to automate work tasks - do you perceive, from your own experience with
RPA, that RPA’s automation of processes has had an impact on how rap-
idly you obtain feedback about your work performance?

38

E2

No, I would not say that this is because of the RPA, regarding feedback
about the work. I would not say so. I would not agree with that.

39

Okay. So, you believe that it is not much different from how you get feed-
back from how it was before you used RPA?

40

E2

Yes, we always have this very open and mostly honest communication. We
have a strong feedback culture. So whatever we do, we do definitely re-
ceive the feedback straightforward. So, the robot did not change anything
for that part.

41

Okay, perfect. Thank you very much.

42

E2

Thank you.

43

So, we are basically done now with the main questions here. Is there any-
thing else that you feel that you want to add before we are ending the inter-
view?

44

E2

No, I do hope that I answered your question but if I did not then you can
also hit me up with an e-mail if you have any other questions.

45

Okay. Thank you very much. So, thank you for taking the time to partici-
pate in our study. And would you like us to send a copy of the study when
it has been published?

46

E2

I think I would actually like to see what you did. That would be very nice.

47

Okay perfect. We will send it to you then.

48

E2

Thank you. Thank you for that.

49

Thank you very much.
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Appendix 5: Interview Transcript (E3)

Section | Person | Text Code
1 I Can you please introduce what position you possess in your organisation and
what you do?
2 E3 My position?
3 1 Yes.
4 E3 So, I work in banking. Mostly working with payments and doing like every-

day payments, and doing refunds. And most of my work is on computer or
some of the other time just spending in meetings discussing about our im-
provements that can be done and implemented in the system.

5 I Okay perfect.

So, can you please explain how you use RPA in your organisation and the
objective for its use?

6 E3 Can you repeat the question?
7 I Yes. Can you please explain how you use RPA in your organisation and the
objective for its use?
8 E3 So, with RPA you mean the robot?
| Exactly, the robot.
10 E3 Yeah, okay. So, we only have one robot that [ work with, it is a refund robot.

So, we had to do refund manually before it. But now there is a time limit, ac-
tually two times during the day. It is from 10.30 to 12.30 and from 3 to 5
p-m. Then the robot runs. So, now it's much easier because we only need to
write a comment, like a short script for our robot and it does not take so
much time as it used to be. Have I answered the question?

11 I Yes. It is perfect.
So, in what form are you involved in the process to which RPA has been ap-
plied?

12 E3 Like, the refunds are our everyday tasks. I have only worked here for a half

of a year. So, when I started working, the robot was in the developing stage.
So mostly what I took part in was just a little bit of testing. Like every day I
just tested, did comments and watched how it was going to work and if my
refund will be completed. And say my opinion about it, how we can improve
it and how we can change routines.

13 I Okay perfect.

I will go into the more key questions now. Do you perceive that the skills re-
quired from you in executing your everyday work tasks, has changed due to

the use of RPA?

14 E3 Yes I think it has changed. It is now simply... our work now is a little bit SV-CS
shorter. So, we have more time for other tasks, for additional responsibilities.

15 1 So, what additional skills do you see is required now?

16 E3 Because of the RPA?

17 I Yes I exactly, if it has freed you time, do you think it has required some ad-
ditional skills?

18 E3 Yes, every day you learn some new skills, but nothing in specific I think.

Not really. It is a really simple robot. You don't need very specific skills.

19 I Okay, perfect.

Do you perceive the work tasks you have now to be equally, more, or less
challenging compared to how they were before RPA was used?

20 E3 It may be more challenging now, but I don't know if it is due to the robot or
not. Because our work is changing a lot. It is a lot of our improvement made.
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A lot of new things made. Because of the robot, it really helped us make. Be-
cause of the robot, I would say everything is more easier now.

21 I Okay. So, do you perceive that some work tasks are more challenging now
due to that it has freed up time from the monotonous tasks?
22 E3 Not because of that it has freed up time, but because we have additional re- TI-R
sponsibilities. So, that is why it is harder now. TS-TC
23 I Okay, so is it more that you have to focus on a bit more complex tasks now
that makes it more challenging?
24 E3 Yes. Yes. TS-TC
25 I Do you perceive that the use of RPA has freed time for you to develop new
skills?
26 E3 Yes. Yes, | am learning new things, new processes. So, yes. SV-DS
27 I So, these new skills, were that required by the organisation that you had to
learn this? Or was it voluntary, that you wished to expand on these skills?
28 E3 Some of them are voluntary skills. Like, I'm learning scripting because I
have more freed up time. But some of them are mandatory.
29 I So, what kind of skills is now mandatory to expand on? Do you have any ex-
ample?
30 E3 It's like really specific type of things like, doing new processes like *anony- | SV-CLS

mized* matches. Or we are just doing *anonymized*. It's a little bit like new
process for me but not for all the team members. Because I have not worked
here for a long time so it is a new skill for me.

31 I Oh I see. And these new skills, how did you develop them? Was it through
workshops or how is it working?

32 E3 Yes. Like work shadows, or most of the time just workshops. Or just col-
leagues trying to explain new. Or just reading the instructions and so on

33 I Yeah, I see. Perfect.

Do you think that the use of RPA requires you as an employee to have more
problem solving and complex skills now?

34 E3 Can you repeat the question?
35 I Yeah, do you perceive that the use of RPA requires you to have more prob-
lem-solving and complex skills?
36 E3 Hm. Hard to say. I do not know about this question? SV-CLS
37 I You just quickly mentioned before that you now can put more time on more
complex skills. Maybe this is the way it works for you?
38 E3 So, yeah. Basically, I can just repeat the same as I said before I have nothing
more to add.
39 I Okay, Perfect.

Do you perceive that the use of RPA has influenced the impact and responsi-
bility you have, throughout the entire work processes?

40 E3 Yes, we have been affected a little bit. I would say again, the same like, be-
cause it saves a lot of the time and we can use that time for other things.

41 I Yeah.

So how have you experienced an increased responsibility? Do you have any

examples?

42 E3 Yeah. Like now, I am delegated from the team to the scripting community. TI-R
So I have the time to go to the scripting community, for example for me. I do
not know?

43 I No, it is perfectly fine. So, basically it has freed up time for you now to de-

velop more skills and that has also led to increased responsibility, have I un-
derstood you correctly?

44 E3 Yes, so that my responsibility now is to be the leader of the scripting in our TI-R
team.
45 I Yeah, okay perfect.
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Do you perceive that the use of RPA has influenced the importance of your
work tasks, in regards to the organisational outcomes?

46

E3

No. I don't know, it hasn't affected me.

TI-IP
TI-TIm

47

Okay.

Many believe that the objective with RPA is to free time from monotonous
and repetitive work tasks to enable the employees to work with more com-
plex and challenging work tasks - what is your opinion to this statement
based on your own experience with RPA?

48

E3

Yes, I agree that it frees up the time. Definitely. The main thing is it did not
serve the time as good as here for us. We have tried to do as many tasks as
we can because we have always deadlines. Then you work for *anony-
mized*, so it is really important for us to have the time to finish the process
on time. And it has helped. Because you can concentrate on one process.
Now you do not need to look at the refunds all the time and just go from one
process to another. Because it changes so quickly. Now we can just look at
one process at the time.

49

Okay perfect.

So, do you perceive that the use of RPA has allowed you to more freely
structure and control your work tasks?

50

E3

Yes I know it has. We only have those hours that the robot works, so you
need to finish up a task before it starts running. Because if you do not finish
it you will need to wait for next run. So, it is maybe a little more structure
than before, but you need to get used to it. So, it wasn't easy at the beginning.

A-SC

51

Okay, so now you need to structure work more because you have these spe-
cific times that the RPA is running?

52

E3

Yes.

53

Perfect.

So, do you perceive that the use of RPA has enabled you to focus more on
work tasks involving interactions with customers/colleagues?

54

E3

In our work we don't talk to the customer a lot. Mostly we connect via
emails, so not so much. It has not affected me so much.

TS-SI

55

Okay, perfect. But if I modify it a bit and we change it to colleagues. Do you
perceive that the use of RPA has enabled you to focus more on work tasks
involving interactions with colleagues?

56

E3

I would say yes, if we are talking about colleagues.

TS-SI

57

Okay.

You have kind of answered this, but do you perceive any differences regard-
ing time pressure on your work tasks, since using RPA in the organisation?

58

E3

Time pressure?

59

Yes, time pressure on the tasks.

60

E3

Can you repeat that question?

61

Yes of course. Have you perceive any differences regarding time pressure on
your work tasks, since using RPA in the organisation?

62

E3

Not so much no. I did not experience this, as I understand the question.

63

We just basically wanted to know if you perceive like more time pressure or
less time pressure now on the tasks that you are expected to perform in the
organisation?

64

E3

Just sometimes it puts a little bit more pressure when the robot does not
work. Because sometimes, you know, there are some issues with the robot.
Then we have some more pressure from the clients. And when the robot does
not work properly, and you don't check it. Because not every time you get a
chance to check if it is really working or not so. You deliver the process on

A-TP
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time, but sometimes the robot delivers it much earlier. So, they are used to
have their money earlier and then you deliver it a little later, and then we
have a reaction. But it is still on time.

65 I So, it is more about that the customers now expect it to be quicker and there-
fore, when the robot does not work, you experience more pressure?

66 E3 Yeah.

67 I Yeah okay perfect.

Many believe that the use of RPA streamline processes due to its ability to
automate work tasks - do you perceive, from your own experience with
RPA, that RPA’s automation of processes has had an impact on how rapidly
you obtain feedback about your work performance?

68 E3 So yeah. Automation has lot of effect on our daily tasks. And I still see there
can be another one robot in our daily routine, and another one. I think it is
going to affect the type of job that I am doing.

69 I Yeah. So, do you feel that the feedback somehow has been affected by this?
How rapidly you obtain the feedback?
70 E3 So, of course we have a lot of feedback and we try to obtain it as rapidly as

we can. Because the number one priority for us is our customer and their
opinion. We tried to make that process as smooth as we can.

71 I Yeah I see. So do you feel it has changed since the use of RPA?

72 E3 The feedback?

73 I Yeah, how rapidly you obtain the feedback now compared to before?

74 E3 In my station it has not changed. F
75 I Okay, perfect.

Before ending the interview, because we are actually heading in that direc-
tion now, do you have anything else to add?

76 E3 No, I am fine.

77 I Okay, and we just wanted to double check if it is okay for you that we get
back if we need to clarify anything from the interview? Or if any questions
arise?

78 E3 Sure, it is okay. You can email me or call me.

79 I Yeah. Thank you so much.

80 E3 No problem.

81 I Then I just want to say thank you so much for participating in our study, it

will really help us. And just last question, do you want a copy of our study
when it's published?

82 E3 Yeah, sure.

83 I Okay, perfect. Then we will email it to you then.
84 E3 Okay.

85 I Thank you so much.

86 E3 Thank you.
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Appendix 6: Interview Transcript (E4)

Section | Person | Text Code
1 I Can you please introduce what position you possess in your organisation and

what you do?
2 E4 Yeah I'm at bank operations specialist. Here I do all sorts of different opera-

tions for capturing clients. Both small and bigger. Both of them clients. Yeah
that's pretty much it, I don't know if you want me to get more into detail of
what kind of operations.

3 I No that's absolutely fine thank you.

So can you please explain how you use RPA in your organisation and the ob-
jective for its use?

4 E4 Yeah. Well we have a few robots that I use. But. I've never really, I haven't
been here when they were developed and started to be used here in *anony-
mized*. But once I came I mainly used the refund robot. Probably the one
you heard most about. | use it every day, every workday pretty much. And it
really depends on the day whether it is more or less. | would say, the refund
robot I use definitely daily... But also a payments robot, I think if that is
what it is called. But I'm not really sure but, yeah. Which helps with our pav-
ing all the inpayments. But it doesn't really save us as much time as refunds
robot but it still does. It still helps. But these two robots I use in my daily
work.

5 I Yeah okay, perfect.

So, do you perceive that the skills required from you in executing your eve-
ryday work tasks, has changed due to the use of RPA?

6 E4 I would say a bit, but when I started I had to learn to do the processes manu- | SV-CS
ally and after learning to do the manually you get clear how everything SV-DS
works and how to do things. And I didn't really need to develop any new

skills to use RPA. So, I’d say no. But for someone who doesn't know how
the processes work in general, then they would need to develop some new

skills.

7 I Okay so if I understand it correctly, for you the required skills are pretty
much equal to how they were before RPA was used? Is that correct?

8 E4 Yes. That is correct.

9 I Okay.

So, do you perceive the work tasks you have now to be equally, more, or less
challenging compared to how they were before RPA was used?

10 E4 It seems like they are less challenging. But it is also, still depends in some TI-R
cases. Because, it sometimes happen that the robot failed to do some tasks
and you actually need to investigate what actually caused... What was the
reason for failure. So, I don't know.

11 I Yeah okay. But if you said, because, if it is less challenging, do you have
any example on what exactly has become less challenging than before?
12 E4 Well first of all you don't really need to do as many tasks. But way less tasks | TI-R

with the robot so you don't really need to collect the things you need to col-
lect to view of refund manually. Because the robot does the most of the job
for you. But other said, in occasions failed, it still is a bit of a challenge. Be-
cause, it doesn't happen too often, but if it fails you'll have to go... You have
some information that you have from robot. But you still have to gather extra
information that robot was supposed to do. You have to go back and do that
manually, and you have to remember what the case was about. That is a
challenge. But overall I would say definitely less challenging.

13 I Okay, thank you.
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Do you perceive that the use of RPA has freed time for you to develop new
skills?

14 E4 Yes definitely. I wouldn't say it's definitely a yes for every day. But for most | SV-DS
of the time it is. Bu not everyday we have that many refunds. But still quite a
few of them and it helps me. Definitely me, it helped to save at least half an
hour/an hour a day I would say. I am still... I'm still quite new at *anony-
mized* so I develop skills constantly and I really need that extra time to de-
velop those skills. I would definitely say it is a time saver.

15 I Yeah okay, perfect. Do you have any examples of what type of skills you
have enabled thanks to RPA?
16 E4 Well, not completely. Well actually, yeah I could say that I'm learning a new

process. It's not a new process for *anonymized* but for me it is like the on
boarding process. The other day I had quite a few refunds which would have
taken me quite a lot of time to do manually. But I should gather all the infor-
mation I needed through a robot and let it do its work and I continued to
learn that new process. [ am learning now, I am still learning it but it defi-
nitely helps.

17 I Okay perfect. Is there's something that was decided for you to do voluntar-
ily? Was it your decision or is this something that *anonymized* as an or-
ganisation required from you to develop?

18 E4 No I would say it’s definitely up to everyone themselves whether to use it or
not. If you have time you can definitely go ahead and do everything manu-
ally. It is not mandatory to use it. But I think it's better to do so. But it's defi-
nitely not mandatory now.

19 I Okay, yeah. So is it's something then that you believe is beneficial for you
and *anonymized* as an organisation, but still up to you if you want to de-
velop those skills or not?

20 E4 Yeah exactly.

21 I Okay, thank you.

Do you perceive that the use of RPA requires you to have more problem-
solving and complex skills?

22 E4 Well in fact you say so, unless, as I've already mentioned cases where it TI-R
failed so you have to investigate the reasoning for that. But, it does not hap-
pen that often and the reasons are more or less the same. So once you have
done it once, it's easier to do it the second time. You know the reason and if
you know what to look for.

23 I Yeah, okay.

Do you perceive that the use of RPA has influenced the impact and responsi-
bility you have, throughout the entire work processes?

24 E4 I do not know actually. I can't really answer that question, can you repeat TI-R
that question?
25 I Yes that is fine.

So do you perceive that the use of RPA has influenced the importance of
your work tasks, in regards to the organisational outcomes?

26 E4 Yeah I would say so, because it is better for you to use RPA. Because in the | SV-DS
future the more attentive it is, the better it will be. The more time you will be | TI-IP
able to save. And you will have more time to develop yourself as well. So TI-TIm

definitely. I believe you have to learn how to use it because it is important in
the future. It is important now and the development of it as well.

27 I Yes. So, why do you perceive that this results in you having a larger impact
on the organisational outcomes?

28 E4 Can you repeat that question?

29 I So why do you experience that the use of RPA has resulted in you having a

larger impact on the organisational outcomes?
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30

E4

I believe if you are willing to learn how to use robotics and you are willing
to understand it, you will in the future be more... How do I say it, it will be
easier for you for a *anonymized* employee to use new robotics as well.

TI-IP
TI-TIm

31

Okay perfect. Yeah, thank you.

So, many believe that the objective with RPA is to free time from monoto-
nous and repetitive work tasks to enable the employees to work with more
complex and challenging work tasks - what is your opinion to this statement
based on your own experience with RPA?

32

E4

I definitely agree with that statement. Especially, some days you really have
a lot of refunds for examples. Especially when you have the same refunds to
do and to do them all one by one. Half of a day and very much like that. And
you can't really concentrate on the extra tasks. What is challenging that ro-
botics can't handle yet.

SV-CLS
TS-TC

33

Yeah, so do I understand you correctly if you think that RPA has enabled
you to spend more time on certain work tasks that you didn't have enough
time to spend on before?

34

E4

Yeah [ would say so. I mean it is difficult, sort of difficult for me to judge
because I don't really do all the processes yet. So some of the more challeng-
ing processes are still yet to come to me that I need to learn. But still, when |
first came every process was difficult for me. Every new process was chal-
lenging; in learning how to use the robotics was a lot of help to concentrate
on the most difficult tasks that I have.

SV-CS

35

Yeah perfect, thank you.

Do you perceive that the use of RPA has enabled you to focus more on work
tasks involving interactions with customers/colleagues?

36

E4

I would say no probably to that question because we do not have a lot of in-
teractions with the customers. But I would say it is partly yes and partly no.
It really depends how much you communicate. It depends on the day, how
much you have communication with the client and how many of the tasks
that the robotics can handle. But you still prioritize the customers. So, in any
way, even if you had to do the tasks manually, still go to the customer task.

TS-SI

37

Yeah, okay.

So, do you perceive that the use of RPA has allowed you to more freely
structure and control your work tasks?

38

E4

Yeah, I would say it helped me control my work tasks. I'd say you can still
perform work tasks without using robotic but it's easier because you know
how much time you can spend on those other tasks for doing refunds. So, it's
definitely easier because you just have more time.

TS-SI
A-SC

39

Yeah I see. Perfect.

So, have you perceive any differences regarding time pressure on your work
tasks, since using RPA in in *anonymized*?

40

E4

Yes, me personally definitely. When I started at *anonymized*, when I
learned all the processes, how to do them manually. As a newbie, it defi-
nitely did take a long time. After I learned how to use the robot, after being
thought, I definitely felt how much time I had saved.

A-TP

41

Yeah okay. So perfect, thank you.

Many believe that the use of RPA streamline processes due to its ability to
automate work tasks - do you perceive, from your own experience with
RPA, that RPA’s automation of processes has had an impact on how rapidly
you obtain feedback about your work performance?

)

E4

I don't know. It is also difficult for me to answer this question because I
haven't personally felt that yet.

43

No worries, that is absolutely fine.
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So, we are heading to the end of the interview and I just want to ask you if
there's anything that you feel that I missed out and if there is anything you
want to add before we are ending the interview?

44 E4 No, I would honestly say that I believe that I have shared all I know. Maybe
someday in the future I could be able to answer more but for now that is
what I can say.

45 I Yeah perfect.

Would you be okay if we get back to you if anything is in need for clarifica-
tion or if any other questions arise?

46 E4 Yes, sure that is fine.

47 I Thank you.

Well, thank you then for taking your time to participate in our study and the
last question is only if you would like us to send a copy of the study when it

has been published?

48 E4 Yes I would love to have a read that.

49 I Okay perfect. We will send it then when it is published. And thank you very
much for helping us out with this study. It means a lot to us.

50 E4 Yeah, thank you so much.
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Appendix 7: Interview Transcript (ES)

Section | Person | Text Code
1 I Can you please introduce what position you possess in your organisation and

what you do?
2 E5 I am a bank operation specialist. Working with payments and we are work-

ing with refund robot. So it is the first time for me to be working with a ro-
bot. It was unusual for me. So that's the first question.

3 I Yeah perfect.

Can you please explain how you use RPA in your organisation and the ob-
jective of its use?

4 E5 So we do things for refunds. So we find like a wrongly paid or double pay-
ments. And yes, as I told, this is the first time for me using that robot. For
me it's saving time and it is fast.

5 I Yeah of course.

In what form are you involved in the process to which RPA has been ap-

plied?

6 ES So I am applying the form. Like VAT refunds. So the robot refund in Excel
sheet. So I fill all information about the refund and that's it.

7 I Okay perfect.

We will start with the key questions now. Do you perceive that the skills re-
quired from you in executing your everyday work tasks, has changed due to
the use of RPA?

8 E5 The skills will be like; it's like a new thing for me. And, you must be on a SV-CS
time check if robot is all the time working. And if he is not working you
should do that refund manually. So it's a different process.

9 I So, if I understand you correctly it's more skills regarding the robot and not

any additional skills required except from the robot? Like any new skills?
10 E5 Yeah. It is, at least it is for me. SV-CS
11 I Yeah okay, perfect.

So do you perceive the work tasks you have now to be equally, more, or less
challenging compared to how they were before RPA was used?

12 ES So for now I work faster. I like that they routine the robot, that works faster.
I like that they routine the robot, so for me it is better when the robot is
working.

13 I Yeah. So, the work tasks themselves, do you perceive any change in how
challenging they are for you?

14 E5 I don’t know. I don’t see that now. I need more time to see that.

15 I Yeah, perfect.

Do you perceive that the use of RPA has freed time for you to develop new
skills?

16 ES5 Yes of course. SV-DS

17 I So what kind of skills? Do you have any examples of what kind of skills you
have developed?

18 ES5 To be more concentrated. To do the work in time.

19 I So there's no like specific skills that the organisation wanted you to learn
due to the use of RPA?

20 ES So if T understand good so, that any of the skills that I learned in organisa-
tion using the robot?

21 I Yes and basically the question is about if you perceive that the RPA has

freed you time to develop new skills?
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22 E5 So I have free time, more free time to develop another skills. So, it is kind SV-DS
of.
23 I Okay, so was that the skill set you talked about before? Did I understand it
correct then?
24 ES Yes.
25 I Yeah. Okay perfect.
Do you perceive that the use of RPA requires you to have more problem-
solving and complex skills?
26 E5 Yeah. Problem solving because sometimes there's some problem with robot. | SV-CLS
So you need to understand what is the problem. And you might have to fig-
ure out how to fix it.
27 I Yeah, perfect. So basically it's like the problem solving skills in relation to
when the robot doesn't work?
28 E5 Yes.
29 I Yeah.
Do you perceive that the use of RPA has influenced the impact and responsi-
bility you have, throughout the entire work processes?
30 ES Yes we have like more like responsible of the work because there is another | TI-R
team who is checking the refunds. So when we start using the robot, we
have more responsibility for our work.
31 I So, you believe that the responsibility has increased since using the RPA?
Have I understood you correctly then?
32 ES Yes. TI-R
33 I Yeah.
And, do you perceive that the use of RPA has influenced the importance of
your work tasks, in regards to the organisational outcomes?
34 E5 I don't think so. I don't see it now, because I have not worked a long time TI-IP
with the robot. TI-TIm
35 I Mhm. That's okay.
So, many believe that the objective with RPA is to free time from monoto-
nous and repetitive work tasks to enable the employees to work with more
complex and challenging work tasks - what is your opinion to this statement
based on your own experience with RPA?
36 E5 Can you repeat that a little bit?
37 1 Yeah of course. So, when we have read a lot about RPA, we have seen that
many believe that the objective with it is to free time from monotonous and
repetitive work tasks and now enable the employees to work with more
complex and challenging tasks. What do you perceive, or what is your opin-
ion to this statement? Do you agree or not?
38 ES I think that I agree of that. Some of. Like, I agree for this position because it | SV-CLS
is a little bit true. Yeah, there is more challenges. TS-TC
39 I Yeah okay.
So have RPA enabled you to spend more time on certain work tasks that you
didn't have enough time to before?
40 E5 Before we had like... what you mean?
41 I Yeah, before using RPA, do you think that you now, when using RPA, have
more time to spend on certain work tasks that you didn't have time to be-
fore?
42 ES Yes. Now we have more time. A-TP
43 I Yeah okay, so now you have more time? So do you experience that you

have the same amount of monotonous and repetitive work tasks as before or
do you see any changes here?
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44 ES I think that this save like more time and I see more changes now, It is like A-TP
different routine in our work.
45 I Okay perfect. I think I understood you correctly when. You have more time
now, but it's not like specifically because of that you don't have the repeti-
tive tasks. But more like in general that the robot is implemented?
46 ES Yes. A-TP
47 I Okay.
Do you perceive that the use of RPA has enabled you to focus more on work
tasks involving interactions with citizens/customers/colleagues?
48 E5 I don't hear like anything, like respond from the customers for now. But they
don't say anything negative. So for me it seems that for them it's okay. And
it has changed nothing for customers. I think maybe that it is changed for us.
Maybe for customers change that you get money faster. And regarding from
colleague; I hear that it's like easy and also faster to work.
49 I So RPA has enabled you to focus more on tasks involving the customers?
50 E5 I don't think that they involve customers.
51 I Okay, so then it hasn't changed anything? Like from your position?
52 ES Yes, exactly. TS-SI
53 I Perfect.
Do you perceive that the use of RPA has allowed you to more freely struc-
ture and control your work tasks?
54 ES Yes. A-SC
55 I Can you give me an example or how has it changed?
56 E5 So it has changed like I always have to check robot refund, the report that A-SC
the refunds are made. So we do that when we get the robot report. And also,
if robot done that we can't make a refund, I should go back and check that
refund and do it again. So it is more like to check the quality and everything
is working.
57 I Okay so do you believe it's more structured or more freely structured than
before?
58 ES I think it is more structured.
59 I More structured, okay perfect. So does it makes you need to control your
work tasks more than before you were using RPA? Do I understand it cor-
rectly then?
60 E5 Yeah. You should check like the report that everything is good.
61 I Okay, perfect.
Have you perceived any differences regarding time pressure on your work
tasks since using RPA in the organisation?
62 E5 No, the same I think. A-TP
63 I It is the same, okay.
Many believe that the use of RPA streamline processes due to its ability to
automate work tasks - do you perceive, from your own experience with
RPA, that RPA’s automation of processes has had an impact on how rapidly
you obtain feedback about your work performance?
64 E5 No. F
65 1 No. So how rapidly you obtain feedback is the same as before?
66 ES5 Yes. F
67 I Yes okay, perfect.
That was actually the last question. So, before ending the interview, is there
anything else you want to add?
68 E5 There is no question.
69 I Okay perfect.
70 ES Thank you.
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71 I Is it okay for you if we get back to you if anything needs clarifications or if
other questions arise?

72 E5 Yeah sure, for me it is okay.

73 I Yeah okay, thank you. Then we just want to thank you for participating in
our study. And would you like us to send a copy of the study when it's been
published?

74 ES Yes.

75 1 Yeah okay. Thank you so much for your time.

76 E5 Okay, see you.

77 1 See you.
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Appendix 8: Interview Transcript (E6)

Section | Person | Text Code
1 I So can you please introduce what position you possess in your organisa-

tion and what you do?
2 E6 Well basically I'm bank operations specialist in factoring unit. And yeah,

we are working with payments, contacting the clients, introducing our ser-
vices to our clients, keeping that all operations which would affect the cli-
ents is done responsibly. So basically that is it.

3 I Yeah okay, thank you.

Can you please explain how you use RPA in your organisation and the ob-
jective for its use?

4 E6 I'm sorry, the second part of the question?

5 I So if you can first explain how you use RPA in your organisation and then
the objective for using RPA?

6 E6 Oh okay. So basically we are using it for different processes. Well basi-

cally I helped to develop the robot in our team. I was writing the instruc-
tion for it and I was testing that by developer. So basically it did the pro-
cess faster than the human can and it helps us to do our own job faster.
And the objective is to deliver work that was probably to the client that
they would not notice that something changed. And they will deliver some
kind of process like in this case works faster.

7 I Okay, perfect.

So, do you perceive that the skills required from you in executing your
everyday work tasks, has changed due to the use of RPA?

8 E6 Well of course it has changed because all the process was redesigned re- SV-CS
garding what the robot could do.

9 I Yeah, okay. Do you have an example about what is different? Like on a
specific tasks or skills that are required now?

10 E6 If you need the time it saves you the time. So like manually, like to manu- | A-SC
ally do one task, that took me like five minutes, now takes less than one A-TP

minute to prepare, for the robot to do it. So yeah, it means a difference for
me and [ can save up to four minutes per case.

11 I Okay. So you feel that the use of RPA has freed up time for you to spend
on other work tasks that you didn't have time to spend as much time on be-
fore?

12 E6 Yeah of course it is. I mean it depends how many cases where you use ro-

bot. But I mean if you have a lot of... It saves a lot of time to do them.

13 I Okay. Yes.

Do you perceive the work tasks you have now to be equally, more, or less
challenging compared to how they were before RPA was used?

14 E6 I mean it's not challenging at all, it is even easier to do it so. I mean the TS-TC
RPA is making process simpler. I mean before developing the robot you
would be the one to do them. So you discussed what is the best way to do
it. So, like, to make it more easier to use for people. So that is why it is
like easier to use. In development stage where you decide how it will be
used, nobody will make it harder to use it than to do it manually. So RPA
helps to do it but it includes a lot of planning in the process, redesigning of

course.
15 I Yeah. So do I understand you correctly that the use of RPA has made the

entire process of working easier?
16 E6 Yes it is. TS-TC
17 I Yeah okay.
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So then, do you perceive that the use of RPA requires you to have more
problem-solving and complex skills?

18

E6

Not really. Well, because, first of all. That process you designed to use
RPA in, it was done before manually. And you took all these cases manu-
ally. in these cases, like then you use RPA you just do it manually where
there are exceptions. Which the robot couldn't. But it is the same job as it
is before, so it doesn't really make it any more challenging.

SV-CLS

19

Mm okay.

Do you perceive that the use of RPA has freed time for you to develop
new skills?

20

E6

Yeah I think so. Because I can now learn new stuff depending on my own
requirements, what I need, what I am interested in and so on.

SV-DS

21

Yeah. Do you have any examples of what type of skills that you've devel-
oped?

22

E6

Well I have not developed but I can I put my efforts in more like different
tasks. For example.... Because as I didn't have that time before because I
did manual things that is automatized now. But I could do more, helping
other team members with other stuff or work to do.

23

Okay yeah.

Do you perceive that the use of RPA has influenced the impact and re-
sponsibility you have, throughout the entire work processes?

24

E6

Well, yeah because you need to prepare correctly the cases that the robot
would not understand. I mean the RPAs would understand. Because the
RPA tool is only applicable to rule based things. So if it is not, like I mean
rule based things... What I mean is, a person is thinking, right? The robot
is not thinking. So, you need to prepare that case where the robot would
understand other steps. And all other job would still be done by the person.
So, yeah. I hope I responded the question.

TI-R
TI-TIm

25

Yeah, yeah that is good.

So, do you perceive that the use of RPA has influenced the importance of
your work tasks, in regards to the organisational outcomes?

26

E6

I think so. The mistakes it reduced. Because with less manual intervention
approach. It be the main intervention in company.

TI-IP
TI-TIm

27

Yeah, okay.

And so, moving on. Many believe that the objective with RPA is to free
time from monotonous and repetitive work tasks to enable the employees
to work with more complex and challenging work tasks - what is your
opinion to this statement based on your own experience with RPA?

28

E6

Well, if the process can be done by a robot it should be automatized. Be-
cause we are human, we are not supposed to do that stupid job which I
done step by step every single day. It will get redeemed that people get
bored with it so, it's better to spend more time on other tasks, such as in-
clude thinking and stuff like that. So my opinion is that, if the process can
be automatized, it should be used to create RPA for that process.

SV-CS
TI-TIm

29

Yeah, okay. So do I understand you correctly that you are under the im-
pression, or that you feel that RPA has enabled you to spend more time on
more complex work tasks that you didn't have enough time to spend on be-
fore?

30

E6

Yes.

31

Okay, thank you.

So, do you perceive that the use of RPA has enabled you to focus more on
work tasks involving interactions with customers/colleagues?
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32

E6

Well, I don't really notice that big difference because you still have time to
talk to your colleagues or something. Because you're not talking to cus-
tomers in here. So basically, we always time to talk to each other. So I
don't think I can answer that question.

TS-SI

33

Okay, that's fine. Thank you.

Do you perceive that the use of RPA has allowed you to more freely struc-
ture and control your work tasks?

34

E6

Well you're getting the report from the RPA, so which then helping the
task that are done and how many exceptions that was. So you can have a
bit statistics on that. So, yeah.

A-SC

35

So, do you believe now with RPA, like that the work tasks are more struc-
tured and controlled? Is that what you're saying?

36

E6

Statistically yes. But it is not that controlled for me. I mean, if RPA is sup-
posed to change my, how to say, the working or something like that. It just
helps me to make it easier.

A-SC

37

Okay I see.

38

E6

I mean, I don't know.

39

No, but it's perfectly fine.

So, have you perceive any differences regarding time pressure on your
work tasks, since using RPA in the organisation?

40

E6

No. I mean, I'm a hard worker, so I am used to be brought up for a job to
do it fast. So it wasn't a big problem it just freed up time for me more than
it have before. So I didn't have the pressure of, I mean not doing stuff in
the work.

A-TP

41

Yeah okay. Then you said it freed up more time for you, do I understand
then that, thanks to RPA, it is easier for you to reach deadlines? Or do you
feel that you have less time pressure on you since RPA frees up time for
you?

42

E6

Well, basically, RPA is still cancelling the payments as we did when we
did the process manually. So it doesn't like, counts at this point. So yeah, it
saved up more time as I said previously that I didn't really need to do it
manually. So it saves up time for me. As I can go to, I don't know, play ta-
ble tennis during the work time for a relaxation. So, the life is easier with
automation in work process. So it's easier if you have a lot of cases and in
this case it have quite a few. And it helps for us as a team.

43

Okay, I understand. Thank you.

So many believe that the use of RPA streamline processes due to its ability
to automate work tasks - do you perceive, from your own experience with
RPA, that RPA’s automation of processes has had an impact on how rap-
idly you obtain feedback about your work performance? I can repeat it if
you didn't get it, is really long.

44

E6

Yeah, can you please repeat it?

45

Yeah of course. So, many people believe that using RPA allows you to
streamline processes since it can automate work tasks. Do you perceive
from your own experience that the automation that RPA is doing for the
processes, has had an impact on how rapidly that you can obtain feedback
from your own work performance?

46

E6

Feedback?

47

Feedback, yes.

43

E6

Okay. Well, I didn't notice that. Probably. I don't know how to answer this
question. I don't know. I get that feedback if like, I did a great job while
testing the robot. But not, like working with feedback.

49

So the feedback, the speed of you obtaining feedback back from what
you've done is basically equal as before after using RPA?
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50 E6 Oh, I mean maybe I didn't give that word right. Is it feedback, like giving
the person that feedback?
51 I Exactly, yes.
52 E6 Oh okay. So I think that it should be the same. I mean it shouldn't like, the | F

RPA doesn't change the delivery of process, right? So it should be the
same as it was before, just quicker with less mistakes. So, just the work
that should be improved. But regarding the feedback, so I don't really

know.

53 I Okay. But you can say like, if the work is now faster to complete the pro-
cesses, is this also the case for the feedback?

54 E6 Yeah, so basically it completes the work and it is good.

55 I Yeah okay.

So we are coming to the end of the interview. So I don't have any more
questions. But I want to ask you if there's anything that you feel like I have
left out or if there's anything that you want to add for the interview?

56 E6 Well I don't know. I think is a lot of people who are afraid of RPA right
now in society. Because they think that the robot, which work in factories
like building a car, they are going to change their place. That RPA tool, for
example a lower position. But it is vital I think, because like me a banker
operations specialist work less on operations and will do more on the cus-
tomer service thing. I think so. So, that is the thing I wanted to add. But it
shouldn't be, like people and like a worker, the employee shouldn't be
afraid of RPA tools and should encourage it just try and see how it helps in
working with operations.

57 I Yeah, okay. Thank you. So is it okay for you that we get back to you if an-
ything is in need for clarification or if any other questions arise?

58 E6 Yes of course you can.

59 I Okay thanks. And yes, thank you for taking your time to participate in our
study. Just, lastly would you like us to send a copy of the study when it has
been published?

60 E6 Yes please.

61 I Oh okay perfect. We'll do that then.

Thank you one more time for participating. It really means a lot for us.

62 E6 No worries, thank you.
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Appendix 9: Interview Transcript (E7)

Section | Person | English Text (Translated Text) Swedish Text (Original Text) Code

1 I Would you like to start by explaining Skulle du vilja borja med att for-
what position in your organisation you | klara vilken position i er organisat-
possess and what this includes? ion som du besitter och vad denna

innefattar?

2 E7 Yes, I am a social secretary, basically Ja, jag ar socialsekreterare i grun-
worked since *anonymized* with eco- | den, jobbat sen *anonymized* med
nomic aid. We are a total of eight so- ekonomiskt bistand. Vi &r totalt atta
cial secretaries at this department right | socialsekreterare hos oss just nu,
now, and then it is an administrator, a och sen ar det en administratdr, en
coordinator, a customer coordinator, a | koordinator, en kundkoordinator, en
group manager and a unit manager. gruppchef och en enhetschef.

3 I Okay, great. Okej, toppen.

Would you like to explain how to use Skulle du vilja forklara hur du an-

RPA in your organisation and what the | vinder RPA i er organisation och

purpose of using RPA is? vad avsikten med anvindningen av
RPA ér?

4 E7 We use it for the monotonous, the ad- Vi anvinder den for det monotona,
ministrative that takes so much time. det administrativa som tar sa
We then mapped and automated the mycket tid. Den delen som gér att
part that can be automated so that it automatisera har vi da kartlagt och
will support us, so that we have more automatiserat sd att det ska stotta
time for administration otherwise. So it | oss, sa att vi har mer tid till admi-
has been a way, more preparatory. | nistration annars. Sa det har varit ett
know that many municipalities had, sitt, mer forberedande. Jag vet att
and also the municipality of *anony- manga kommuner, och som ocksa
mized*, were administrators or investi- | *anonymized* kommun hade, det
gating assistants, that they can also be | var ju administratdrer eller utred-
called for, but we do not have that ningsbitrdden som de ocksé kan kal-
here. This means that the social secre- | las for, men det har inte vi hér. Det
taries should do everything when an innebdr att socialsekreterarna ska
application arrives. Then the applica- gora allt nér en ansokan inkommer.
tion also came in paper form, which Da kom ocksa en ansdkan in i pap-
we had back then, and then you had to | persform, som vi hade da, och da
type in everything in the system, then fick man knappa in allting i syste-
make a calculation and then make a met, sedan gora en berdkning och
decision. With RPA now, after we sedan fatta ett beslut. I och med
have received a digital application, it RPA nu, efter att vi har fatt in en di-
can then read off the application that gital ansokan, sa kan den da ldsa av
comes in and fill in all the parts that den ansdkan som inkommer och
were previously entered manually, into | fylla i alla de delar, som tidigare
the system, produce a calculation, pro- | knappades in manuellt, in i syste-
posal for a decision and then let one met, ta fram en berdkning, forslag
know when it is finished. When it till beslut och sen plingar den till
does, we go in and look for it to be nir den &r klar. Nar den gor det gar
correct, sign and make a payment. vi in och tittar s att det &r korrekt,

signerar och gdr en utbetalning.

5 I Do I understand you correctly, that it Forstar jag dig réatt, att den ger for-
makes proposals for decisions, but itis | slag till beslut men det 4r ni som so-
still you as a social secretaries who ap- | cialsekreterare som godkénner be-
proves the decisions? sluten?

6 E7 Exactly. Precis.

7 1 Okay, great. Okej toppen.
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Then we have some main questions.
Do you perceive the skills required
from you, regarding the performance
of your everyday tasks, have changed
due to the use of RPA?

Da har vi nagra huvudfragor. Anser
du att de fardigheter som krévs fran
dig, géllande utforandet av dina var-
dagliga arbetsuppgifter, har forand-
rats pa grund av anvindandet av
RPA?

new skills. There has been more time
for other things. There has been much
more time to come up with suggestions
for new ideas on how to improve the
business. It has been more for our citi-
zens, in order to be able to support
them. For a certain period when it did-
n't really work, then it was a lot that
one sat with the administrative and one
barely had time to meet the customers.
It becomes vulnerable for the custom-
ers, because they are the ones we are
for. So with RPA, we have had more
time for meetings that can be used to
clarify things or whether it is general
questions or just information about
economic support. So more time for
such. Then we also have in the group,
other social secretaries who then have,
on the basis of being released so much
time, they have been able to work
more with residence issues being very
topical. We have a lot of homeless

nya fardigheter. Det har varit mer
tid till annat. Det har varit mycket
mer tid till att komma med forslag
pa nya idéer pa hur vi ska forbittra
verksamheten. Det har varit mer till
for vara medborgare, att kunna
stotta dem. For en viss period nér
det inte riktigt fungerade, da var det
mycket att man satt med det admi-
nistrativa och man hann knappt
traffa kunderna. Det blir sérbart for
kunderna, for det ar de vi ar till for.
S& med RPA har vi fatt mer tid for
méten som kan va till for att klar-
gora saker eller om det dr allmidnna
frégor eller bara information om
ekonomiskt bistand. S& mer tid for
sadant. Sen har vi ocksé i gruppen,
andra socialsekreterare som da har,
utifran att de frigjorts s& mycket tid,
sa har de kunnat arbeta mer med bo-
stadsfrdgorna som &r véldigt aktu-
ellt. Vi har en hel del bostadsldsa

8 E7 Sorry, can you repeat the beginning of | Forlat, kan du repetera borjan av
the question? fragan?
9 I Absolutely. Do you consider that the Absolut. Anser du att de att de far-
skills, or "skills" in English, required digheter, eller “’skills” pa engelska,
of you as an employee have changed... | som krivs fran dig som anstilld har
Regarding your everyday work tasks fordndrats... Géllande dina vardag-
have changed due to the use of RPA? liga arbetsuppgifter har forandrats
pa grund av anvindandet av RPA?
10 E7 No, not for my part but I can imagine Nej, inte for min del men jag kan SV-CS
that the only thing that could change, tdnka mig att det enda som skulle
in that case, is to understand the tech- kunna foréndras, det &r i sa fall att
nical. But from my perspective it was | forsta det tekniska. Men for min del
no major problem. var det inga stdrre problem.
11 I Okay, great. Okej, toppen.
Do you believe that the work tasks you | Anser du att de arbetsuppgifter som
have now are equal, more, or less chal- | du har nu ar likvérdiga, mer, eller
lenging, compared to how they were mindre utmanande, jamfort med hur
before using RPA? dem var innan RPA anvéndes?
12 E7 No, I don't think it's a difference. Nej, jag tycker inte att det & nagon | SV-CLS
skillnad.
13 I So you believe they're as challenging Sa du anser att de &r lika utmanande
now as they were before the introduc- | nu som de var innan inforandet?
tion?
14 E7 Yes. Ja.
15 I Awesome. Do you perceive that the Toppen. Anser du att anvindandet
use of RPA has freed up time for you av RPA har frigjort tid for dig att ut-
to develop new skills? veckla nya firdigheter?
16 E7 Yes. It was a good question. Develop Ja. Det var en bra fraga. Utveckla SV-DS
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people in the municipality of *anony-
mized* and it becomes incredibly pro-
lix to just keep booking them in hotels,
let them stay in hotels day in and day
out, without actually working more
forward with it together with them. We
now have 1,5 full-time jobs for just
that part and we didn't have that before
the use of RPA.

personer i *anonymized* kommun
och det blir otroligt omsténdligt att
bara hélla pa att boka in de pa ho-
tell, later de bo pa hotell dag in och
dag ut, utan att egentligen att jobba
mer framét med det tillsammans
med dem. Vi har 1,5-heltidstjénst
for bara den delen och det hade vi
inte innan anviandningen av RPA.

17 I Okay. So one might say that you now Okej. Sa skulle man kunna séga att
perceive that you can do the work du nu upplever att du kan gora de
tasks you are supposed to do instead of | arbetsuppgifter du ar tinkt att utfora
just working administratively, now that | istéllet for att bara jobba administra-
RPA is introduced? tivt, nu nir RPA inforts?
18 E7 Exactly, exactly. Precis, precis.
19 I Great. Toppen.
As an extension of that question, do Som en pabyggnad av den fragan,
you perceive that the use of RPA re- upplever du att anvindningen av
quires that you now have more skills in | RPA kréver att du nu har mer fir-
problem solving and complexity? digheter kring problemlésning och
komplexitet?
20 E7 No more than it was before. Inte mer &n vad det var innan. SV-CLS
21 I Okay, I was thinking since you now Okej, jag tanker pé i och med ni nu
are more in touch with the citizens? ar mer i kontakt med invanarna?
22 E7 I understand, but no that are skills we Jag forstar, men nej det &r redan fir- | SV-CS
were supposed to possess even before. | digheter vi skulle ha haft innan. SV-CLS
But since we made a reorganisation Men i och med att vi gjorde en om- | SV-DS
and became fewer, based on the fact organisation och blev férre, utifran
that we do not have the investigator as- | att vi inte har utredningsbitrddena
sistants or the administrators, it lead to | eller administratrerna, s blev det
that we had to work with everything att vi fick arbeta med allt sjdlva. S&
ourselves. So then we still did every- dé gjorde vi dnda allting.
thing.
23 I Okay. Oke;.
So if we move on. Do you feel that the | S& om vi gar vidare. Upplever du att
use of RPA has affected your oppor- anvindandet av RPA har paverkat
tunity for influence and responsibility | din mgjlighet for inflytande och an-
throughout the work process? svar genom hela arbetsprocessen?
24 E7 Yes really, it has. Ja verkligen, det har det. TI-IP
TI-R
25 I Could you give an example? Skulle du kunna ge ett exempel?
26 E7 Yes. Because I have also been in- Ja. For jag har ocksa fatt vara med

volved in developing our RPA that we
have in the municipality and also re-
garding the further development of our
RPA. For example, that we also have
come up with "would not the robot be
able to do this as well? Could we not
be able to automate this part to make it
easier for us?” Because when we dis-
cover things during the meantime in
the group, we bring it to the project
manager and the management and de-
pending on what it will cost and what
it will give, we decide different solu-
tions to improve and develop. So then
we are all participating in that.

och utveckla var RPA som vi har i
kommunen och dven gillande vida-
reutvecklingen av var RPA. Till ex-
empel att vi ocksa kommit pa
“skulle inte roboten ocksa kunna
gora séhar? Skulle vi inte kunna
automatisera den hér delen for att
underlétta for oss?”” For nér vi upp-
téacker saker i gruppen under tiden,
sa lyfter vi det till projektledaren
och ledningen och utifran vad det
ska kosta och vad det ska ge sa be-
stammer vi olika 16sningar for att
forbéttra och utveckla. Sa da &r vi
alla med dér.
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27 I So you feel that you all can participate | S& du kénner att ni alla kan vara
in suggestions for what RPA could be | delaktiga i forslag till vad RPA
used for? skulle kunna anvéndas till?

28 E7 Exactly, yes. Even in the municipality | Precis, ja. Aven i kommunen i stort.
as a whole. The municipality has Kommunen har ju kopt licensen till
bought the license for the entire RPA hela RPA sé vi kan anvidnda roboten
so we can use the robot in other parts i andra delar ocksa. Vi brukar ocksa
as well. We also usually have common | ha gemensamma workshops-lik-
workshop-similar events, just to be nande bara for att kunna informera
able to inform what we use the robot vad vi anvéinder roboten for, for att
for, to be able to suggest ideas within kunna vicka idéer inom andra en-
other units regarding what they could heter for vad de skulle kunna an-
use the robot for. So we work with it in | vdnda roboten for. Sa vi jobbar med
general. Then I also want to add that det i stort. Sen vill jag ocksa tilldgga
another colleague to me handles the att en annan kollega till mig for sta-
statistics. We have split the work a lit- | tistiken. Vi har delat upp lite. Alla
tle. Everyone writes down statistics re- | skriver ner statistik géllande hur bra
garding how well it works or when an | den jobbar eller nér det sker ett fel.
error occurs. This is then reported to Detta rapporteras da till min kollega
my colleague who then compiles, and | som da sammanstéller, och sen gar
then we go through the compilation vi igenom sammanstéllningen veck-
weekly, in large group. ovis, i stor grupp.

29 I Okay. Is your colleague also a social Okej. Ar din kollega ocksi social-
secretary? Just to clarify. sekreterare? Bara for att fortydliga.

30 E7 Yes, my colleague is also a social sec- | Ja, min kollega &r ocksa socialsek-
retary. reterare.

31 I Okay, does it then happen that you also | Okej, hdnder det da att ni ocksa gar
go to workshops regarding how other pa workshops gillande hur andra
parts of the municipality have used the | delar av kommunen har anvént
RPA? RPA?

32 E7 We are actually the first in the house, Vi éar faktiskt forst i huset, sa det ar
so it is usually us who get to present. oftast vi som fér presentera. Och sen
And then it is then the adult group that | ar det da vuxengruppen som ocksé
is also in the same authority as us, who | dr i samma ndmnd som oss, som
have also begun. So it is usually our ocksa har paborjat. Sé det &r oftast
two units that gets to present, but the vi tvd enheter som far ga och pre-
idea is that more and more people will | sentera, men tanken &r att fler och
enter. We know, for example, that fler ska in. Vi vet till exempel att
building permits want to enter and that | bygglov vill in och att fakturahante-
invoice handling currently has entered. | ring &r inne just nu.

33 1 How exiting. Vad spinnande.

34 E7 Yes. Ja.

35 I This is also an extension of the previ- Detta dr ocksé en pabyggnad pa
ous question. forra fragan.

Do you perceive that the use of RPA Upplever du att anvindandet av
has affected the importance of your RPA har péverkat betydelsen av
work tasks in relation to organisational | dina arbetsuppgifter i forhallande
outcomes? till organisatoriska resultat?

36 E7 Well, based on that... We have a lot of | Jo, utifran att... Vihar juen hel del | TI-TIm

goals within our unit, and it is primar-
ily to get people to become self-suffi-
cient, and we do so in connection with
our colleagues who sit at the unit next
to us, the career leaders who They call
themselves are divided into *anony-
mized*. Social secretaries here do not
do the whole work, so a career supervi-

mal i var enhet, och det &r ju forst
och framst att f ut ménniskor till att
bli sjalvforsorjande, och det gor vi i
samband med véra kollegor som sit-
ter pa enheten bredvid oss, karriir-
ledarna som de kallar sig &r uppde-
lat i *anonymized*. Socialsekrete-
rare hir gor ndmligen inte hela bi-
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sor does the planning but the aid deci-
sion itself is then taken by a social sec-
retary. So we work very closely and
synchronised with that unit and, as I
said before, it was very messy before
we had this support, the administrative
support, that it really is produced. And
then it leads to me being able to focus
more on the customer by also then, it is
scientifically proven that one then
faster can motivate people to become
self-sufficient, or find another solution
to become self-sufficient.

ten, sa planeringen hélls av en kar-
ridrhandledare men sjélva bistands-
beslutet fattas da av en socialsekre-
terare. Sa vi jobbar vildigt titt och
synkat ihop med den enheten och
som jag sa tidigare sa var det valdigt
rorigt innan vi hade detta stodet, ad-
ministrativa stodet, att det verkligen
tas fram. Och dé leder ju det till att
jag kan fokusera mer pa kunden ge-
nom ocksa da, det ar vetenskapligt
bevisat man dé snabbare kan moti-
vera ménniskor till att bli sjalvfor-
sorjande, eller hitta en annan 16s-
ning till att bli sjalvforsorjande.

37 I Exactly, because I also think about Precis, for jag tdnker ocksa pa hur
how it has affected the importance of det har paverkat betydelsen av dina
your work tasks. For example, you arbetsuppgifter. Till exempel du
might now perceive a greater responsi- | kanske nu kénner ett storre ansvar
bility now... I mean since you now can | nu... Jag tinker mer att i och med
make suggestions on how RPA can att ni nu kan légga forslag pa hur
work, so perhaps these suggestions, if | RPA kan jobba s& kanske dessa for-
implemented, can also show in organi- | slag, om de genomfors, ocksa kan
sational outcomes? visa sig i organisatoriska resultat?

38 E7 Well, oh sorry. I probably misinter- Jaha, oj forlat. Jag misstolkade nog
preted the question then. fragan da.

39 I No worries at all, I just thought I could | Verkligen ingen fara, jag tinkte
see if [ could angle it from another per- | bara jag skulle kunna se om jag
spective. kunde vinkla den ur ett annat per-

spektiv.

40 E7 Yes, but exactly. We have worked very | Jo men precis. Vi har ju jobbat vil-
much together with both the manage- digt mycket tillsammans med bade
ment and the development managers, ledningen och utvecklingsledarna,
who have been project managers in the | som varit projektledare i robotdelen.
robot part. And much of that coopera- | Och mycket av det samarbetet har
tion has led to changes being made pri- | ju lett till att det har blivit forénd-
marily because it facilitates our work. | ringar just for att det underléttar vart
And actually it is not just our work that | arbete. Och egentligen &r det inte
should be facilitated but at the same bara vart arbete som ska underléttas
time the National Board of Health and | utan samtidigt sa kréver ju social-
Welfare require statistic, so there are a | styrelsen statistik, sa det 4r en hel
lot of things that one should consider del grejer som man bor tinka pé sa
in order for it to work in the entire or- | att det fungerar for hela organisat-
ganisation. But the management has ionen. Men ledningen har varit vl-
actively listening to us who know the digt aktiva i att lyssna pa oss som
job, since our management team has kan jobbet, utifran att ledningsgrup-
not worked as social secretaries in the | pen hos oss inte har jobbat som so-
first place. So it has been a very good cialsekreterare i grund och botten.
and close contact with the manage- Sa det har varit en vildigt bra och
ment, welcoming discussions and sug- | tit kontakt med ledningen, hogt i
gestions, and a very flat organisation I | tak och en véldigt platt organisation
would say. skulle jag vilja siga.

41 I That is nice. Sé skont.

42 E7 Yes, we are very dynamic so we can Ja, vi &r valdigt dynamiska sé att vi

make changes quite quickly since no
strict limitations are being outlined. So
if it in reality does not work, then we
revise or improve in another way.

kan gora fordndringar ganska snabbt
dé ingenting &r ristat i sten. For om
det i verkligheten inte fungerar, d&
gér vi tillbaka eller forbattrar pé ett
annat sétt.
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43 I Okay, but great. Okej, men toppen.
The next question is a little longer so Nasta fraga ar lite langre sd be mig
please let me know if you want me to géirna upprepa den. Ménga anser att
repeat it. Many believe that RPA is RPA anvinds med avsikt for att fri-

used with the intention of freeing time | gora tid fran repetitiva och mono-
from repetitive and monotonous tasks, | tona arbetsuppgifter, for att istéllet
in order to allow the employee to work | lata den anstillda kunna arbete med

with more complex and challenging mer komplexa och utmanande ar-
tasks. What is your opinion on this betsuppgifter. Vad ar din asikt kring
statement, based on your own experi- detta pastaende, baserat pa din egen
ence with RPA? erfarenhet av RPA?
44 E7 Well, I totally agree. It really our ini- Jo, jag haller fullstandigt med. Det TS-TC
tial idea when we were to introduce ar verkligen vad var tanke ocksa var
RPA here, for the reason that we did frén borjan nér vi skulle infora RPA
not cope with the other parts that we hér, just for att vi inte hann med de

would like to and want to do because it | andra delarna som vi gérna vill och
is part of the mission we have. So I to- | ska gora for det ingar i uppdraget.
tally agree with the assertion, it is true. | S& jag haller fullstindigt med det
pastaendet, det stimmer.

45 I Do you have any example... You men- | Har du ndgot exempel... Du sa att
tioned that you now could spend more | dunu kan ldgga mer tid pa kom-
time on complex tasks, would you plexa arbetsuppgifter, skulle du bara
mind to clarify which ones these work | vilja fortydliga vilka dessa &r?
tasks are?
46 E7 Yes, it can for example be a family Ja, det kan till exempel vara en fa- TS-SI
that has an autistic child and really milj som har ett autistiskt barn och
wants to discuss this with us and vill verkligen diskutera det hir med
maybe want to arrange a larger apart- oss och kanske vill ordna en storre

ment, an accommodation. The munici- | ldgenhet, bostad. Kommunen &r inte
pality is not obliged to do so in the first | skyldig till att géra det i forsta lidge

instance, for certain cases. For exam- for vissa fall. Det kan till exempel
ple, it can be such a thing, and then it vara en sédan grej, och da &r det s&
is so that instead of just rejecting the att istéllet for att bara avsla ansokan
application, you can meet the customer | si kan man traffa kunden och ga
and go through exactly what the diffi- | igenom exakt vad som é&r svarighet-
culties are behind, and what the need erna bakom, och vad som egentli-
really is. Is it just about an apartment gen &r behovet. Handlar det bara om
or are there other initiatives that we en lagenhet eller finns det andra in-
could offer as a municipality, and then | satser som vi skulle kunna erbjuda
I refer to other units within the social som kommun, och da tinker jag
services. But that option did not exist, | andra enheter inom socialtjdnsten.
but one only rejected this before be- Men den typen fanns inte, utan man
cause economic aid has nothing with it | avslog bara detta innan for det &r

to do, and only refers to another unit. ingenting som ekonomiskt bistand
But then it is like that, that we can tar vid, och bara hanvisar till en an-
book a meeting to listen to the cus- nan del. Men da ar det sa att vi kan

tomer and understand what the need is, | boka in ett méte for att lyssna pa
in order to then be able to refer them to | kunden och forsta vad behovet ér,
the right unit where they could get for att sedan kunna hénvisa till ratt
other contributions that can facilitate stdlle dér de skulle kunna fa andra
the everyday life of this customer. This | insatser som underléttar vardagen i
is one example, and then there are lots | livet for denna kund. Det &r ett ex-

of other examples that I also can pre- empel, sen finns det massor med
sent, but in general this is what it is andra exempel som jag ocksé kan
about. That we previously didn't have dra, men ungefar det handlar det
the time to meet the citizens who om. Att vi inte tidigare hade tiden

wished to meet us, however there is no | att triffa medborgarna som gérna
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requirement that we need to meet eve-
ryone because everyone still gets to
meet their career counsellor in *anony-
mized*. But there are still individuals
who want to talk about their problems
and maybe also want support in where
to turn, and that is something that is a
part of our duty.

vill det, det ar inget krav att vi beho-
ver tréiffa alla for alla far 4nda traffa
sin karridrvégledare i *anony-
mized*. Men det finns dnda indivi-
der som vill beritta om sina besvar
och kanske ocksé vill ha ett stod i
vart de ska vinda sig, och det &r na-
got som ingér i vart uppdrag.

47 I That was a great example. Then we are | Det var ett jattebra exempel. D4 &r
more aware of what work tasks it vi mer inforstadda i vilka arbetsupp-
could include. gifter det skulle kunna innefatta.

48 E7 Well, great. Ja men toppen.

49 I So if I understand you correctly, do Sa om jag forstar dig rétt, upplever
you perceive that the use of RPA has du anviandandet av RPA har péver-
affected your ability to focus on more | kat dina mdjligheter att fokusera pa
tasks involving interaction with citi- fler uppgifter som innefattar inter-
zens? aktion med invanare?

50 E7 Yes. Ja. TS-SI

51 I Well, great. I think it was very clear in | Men toppen. Jag tanker att det var
the example you gave before? véldigt tydligt i det exemplet som

du gav innan?

52 E7 Yes, exactly. Ja, precis.

53 I Okay. Oke;j.

Next question, do you perceive that the | Nista fraga, upplever du att anvén-
use of RPA has allowed you to struc- dandet av RPA har gjort det mojligt
ture and control your work tasks more | for dig att strukturera och kontrol-
freely? lera dina arbetsuppgifter mer fritt?

54 E7 Yes it does. Also the possibility of Ja, det gor det. Ocksa mojligheten
working from home, to a greater ex- till att arbeta hemifran, i storre ut-
tent. Plan in another way because I strackning. Planera in pa ett annat
now can see how many cases ad- sitt for jag kan se hur manga &ren-
dressed in my name, in the digital plat- | den som kommer i mitt namn, i den
form where they submit the applica- digitala plattformen dir de lamnar
tions and that is where the robot goes in ansokningarna och det &r dér ro-
in and works. There I can go in and boten gar in och jobbar. Dir kan jag
search on myself, and see how many gé in och soka pa mig sjilv, och se
cases that has arrived and then also de- | hur manga drenden som har kommit
cide myself, that if I for example re- in och da dven bestimma att om jag
ceived 5-6 cases but when it might be | till exempel fatt in 5-6 drenden men
8-10 then maybe I can sit and work the | nir det bli kanske 8-10 da kanske
afternoon in peace and quiet at home. | jag kan sitta eftermiddagen i lugn
Many work from home when, for ex- och ro hemma. Manga gor dven sa
ample, if someone has to come and om det till exempel har nagon som
check something in their apartment or | ska komma och kolla pa nagot i de-
that someone needs to pick up a pack- | ras ligenhet, eller att ndgon behover
age in the afternoon, and this is enables | hamta ut ett paket pé eftermiddagen
since you can sit and work digitally da kan man bara jobba hemma istél-
based on that there are no secrecy doc- | let den tiden da man kan sitta och
uments that you need to access. jobba digitalt utifran att det inte ar

nagra sekretesshandlingar som man
behdver komma 4t.

55 I So, RPA has made it possible for you Sa, RPA har mojliggjort det for er
to see how many cases you will have? | att se hur manga drenden ni nu kom-

mer ha?

56 E7 Yes, or how many cases that has ar- Ja, eller hur ménga som har kommit | A-SC

rived through the digital application.
So it has not directly with RPA to do,
but RPA makes it easier for us when

in genom den digitala ansokan. S&
det har inte direkt med RPA att gora
men RPA underléttar for oss nér vi
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we know that “Okay, this many have
been prepared and I need to go through
them, there are so many suggestions
and the I can go through them and plan
for them because then I somehow
know how long time it can take”, and
then I can plan that 10-20 maybe I
could have in a afternoon. But that's
just an example.

vet att “Okej, sahdr ménga har for-
beretts och jag behover ga igenom
de, det finns s& har manga forslag
och da kan jag gé igenom dem och
planera for da vet jag pa ett ungefar
hur lang tid det kan ta”, och da kan
jag utifrén det planera in att 10-20
kanske jag skulle kunna ha en hel
eftermiddag. Men det ar bara ett ex-
empel.

57 I Okay, great. Okej, toppen.

Do you perceive any differences in re- | Upplever du nagra skillnader i for-
lation to time pressure on your work hallande till tidspress kring dina ar-
tasks, since the use of RPA has been betsuppgifter, sedan anvéndandet av
introduced in the organisation? RPA har inforts i organisationen?

58 E7 No, or it has been less time pressure. I | Nej, eller det har blivit mindre tids- | A-TP
would say, because for the economic press. Skulle jag séga, for ekono-
aid, it has become less since we previ- | miskt bistdnd har det blivit mindre
ously had to go through all cases and for tidigare behévde vi gé igenom
we still had the same amount of cases. | alla och vi hade fortfarande samma
So then, I needed to type in everything | drendeméngd. Sa da behdvde jag
myself, but now I do not have to, be- knappa in allt sjdlv, men nu behéver
cause it is already there. jag inte gora det, for det finns redan

dar.

59 I Great, so you believe the time pressure | Toppen, sa du anser att tidspressen
has decreased now that RPA has been | har minskat nu néir RPA har inforts i
introduced in the organisation? organisationen?

60 E7 Yes, based on that it not requires that Ja, utifran att det inte &r lika mycket | A-TP
much time of me. tid som krévs av mig.

61 I Okay thank you. Okej, tack.

We have a final question, and it is also | Vi har en sista fraga, och den ar
a bit longer but I will try to make it ocksa lite langre men jag ska for-
clear Many believe that the use of RPA | stka gora den tydlig. Manga anser
streamline processes due to its ability att anviandningen av RPA har effek-
to automate work tasks. Do you be- tiviserat processer pa grund av dess
lieve, from your own experience with egenskaper att automatisera arbets-
RPA, that automation through RPA uppgifter. Anser du, fran dina egna
has influenced how rapidly you obtain | erfarenheter med RPA, att automati-
feedback about your work perfor- seringen genom RPA har paverkat
mance? hur snabbt du som anstélld kan fa
feedback aterkopplat till dig gil-
lande din arbetsprestation?

62 E7 I do not know, it's a little tricky. You Jag vet inte, den ér lite klurig. Du
mean if [ get feedback from my man- menar om jag far feedback fran min
ager? chef?

63 I Exactly, because many people believe | Precis, for manga anser att RPA

that RPA speeds up work processes,
and our question is then if you con-
sider your feedback from your man-
ager... I do not know if you work in
longer work processes now compared
to before since it has freed up time
from you since it performs many mo-
notonous and repetitive work tasks,
and our question is then whether this
has affected how rapidly you perceive

snabbar upp arbetsprocesser, och
var fréga ar da om du anser att din
feedback frén din chef... Nu vet jag
inte om du jobbar i ldngre arbets-
processer dn vad du tidigare har
gjort da den har frigjort tid frén dig
dé den utfér ménga monotona och
repetitiva arbetsuppgifter, och var
fréga &r dd om detta har paverkat
hur snabbt du upplever att du far
feedback pé dina arbetsuppgifter?
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that you receive feedback on your
work tasks?

64 E7 Okay, then I am with you. Yes, or | Okej, dé ar jag med. Ja, eller jag
would like to highlight my colleagues skulle vilja lyfta mina kollegor dir,
there, because [ was quick even before, | for att jag var snabb innan ocksa jag
and [ want to say this without taking vill sdga det utan att ta cred” har.
any “cred" here. But I know there is Men jag vet att det finns ndgon i
someone in the group who has really gruppen som verkligen har blivit
been quick and also now offers to help | snabba och ocksa nu erbjuder sig att
if someone else is a little behind. So hjalpa till om nagon annan ligger
we are some who tell the others when lite back. Sa vi dr nagra som siger
we are ready and offer us to either help | till de andra nér vi ar klara och er-
or take on something else where we bjuder oss att antingen hjdlpa till el-
can help. So I do not think that I ... ler ta pa oss nagot annat att géra dér
Possibly a little since it of course gains | vi kan hjdlpa till. Sa jag tycker inte
time. att jag... Mgjligen lite for givetvis

ar det en tidsvinst.

65 I But you don't believe your feedback Men du anser inte att din feedback
necessarily has been affected? nddvandigtvis har paverkats?

66 E7 No, I always get it. I even in certain Nej, den fér jag alltid. Jag handldg- | F
situations handle cases faster than the ger till och med snabbare &n roboten
robot. So I might be the wrong person | i vissa lagen. Sé jag kanske &r fel
to ask this question to. Because I actu- | person att stélla fragan till. For jag
ally measured the time a few times just | har faktiskt mitt tiden ndgra ganger
for fun. bara for skojs skull.

67 I That must be fun to feel this way. Men det méste ju vara roligt att

kénna sa.

68 E7 Yes, that is fun. But there are some in Ja, men det dr roligt. Men det finns
the group that we have seen becoming | vissa i gruppen som vi har sett som
much more effective since the use of har blivit mycket mer effektiva se-
RPA. dan RPA.

69 I So, these colleagues then might get Sa dessa kolleger far da eventuellt
feedback faster now? feedback snabbare nu?

70 E7 Yes, but [ would say that. They now Ja, men det skulle jag sdga. De far F
receive it faster from the manager. det snabbare nu fran chefen.

71 I Great, it was actually all the main Toppen, det var faktiskt alla huvud-
questions. fragor.

Before we finish the interview, is it Innan vi avslutar intervjun, ar det
something you would like to add? nagot du skulle vilja tilligga?

72 E7 Yes, I really would like to add an im- Ja, jag skulle egentligen ocksa vilja

portant thing that I really disturbed on,
if you get to express yourself in this
way, when [ started as a social secre-
tary and were about to learn the job
then I was hanging a lot with my col-
leagues. And in some cases we are ac-
tually two where we know that the cus-
tomer can be drunk or are reported to
the police and such things, then we
usually are two from a safety perspec-
tive. And then it was very many times
as colleagues to me, former colleagues,
who said "this person was unpleasant"
or "this person is like this" or "I know
this person, so we could ignore this
and that, and grant it anyway” or that

tilldgga en viktig grej som jag verk-
ligen stérde mig pa, om man far ut-
trycka sig sa, nir jag borjade som
socialsekreterare och skulle ldra mig
jobbet da hangde jag valdigt mycket
med kollegorna. Och i vissa drenden
ar vi faktiskt tva dér vi vet att kun-
den kan vara full eller ar polisan-
mald och sadana saker, da brukar vi
vara tva for sdkerhets skull. Och da
var det véldigt ménga ganger som
kollegor till mig, tidigare kollegor,
som sa att “den hér personen var
obehaglig” eller “den hér personen
ar sahar” eller “jag kdnner for den
hér personen, s vi skulle vél kunna
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you do not allow because the incom-
patibility not is working. This was
something that I experienced many
times and it really did disturbed me a
lot. Because just because you felt
something for this customer, then poor
the other customer you did not feel that
way for. We have to work according to
laws and regulations, we are obliged to
make correct decisions independently
on what one believes or whether the
one experiences any incompatibility or
not. So that has been essential for me,
in this job. I promised myself that the
day I make a decision based on what I
think about a certain person then I will
resign. Because this is a very serious
thing as I see it, and I have witnessed
several times that a person says "yes
but it can get or it cannot get" for these
reasons. So the introduction of the
RPA makes a reduction of 90%, just
because you do not believe and feel.
The human factor disappears, which I
absolutely believe brings both pros and
cons, but above all - correct it should
be and everyone should be treated
equally. And in those cases where indi-
vidual assessments are required and
where other assessments are made than
what the law says, then of course, we
still execute those assessments as well.
And it also requires a lot of manual
handling of special applications, too,
because the robot cannot handle every-
thing, because it cannot interpret what
all the information could be if this is
not specified but instead may be stated
under "other cause" based on their ap-
plication for example. Then it obvi-
ously ends up in manual handling be-
cause we should not risk making an in-
correct payment. But, as I just men-
tioned regarding emotions and feel-
ings, it completely disappears. Because
now, we have also automated the part
where they end up in order to be re-
viewed, so no one should have to feel
that they always end up there because
they are called a certain name, "is that
why I end up being reviewed every
time?". And his completely disappears
and I think that is incredibly good, in
addition to freeing us more time, so I
think that part now disappears and I
think that is so important. So that no
judgments are made based on hair col-
our, skin colour or name.

bortse fran det hir och bevilja énda”
eller att man dé inte beviljar for att
personkemin inte fungerar. Jag har
varit med flertalet gdnger om séddana
saker och det storde mig otroligt
mycket. For att bara for att du kénde
nagot for den hdr kunden, stackars
den andra kunde som du inte kénde
for da. Vi maste jobba efter lagar
och regler, vi méste fatta korrekta
beslut oavsett vad man tycker och
téanker eller om personkemin inte
fungerar sa &r vi skyldiga att fatta
korrekta beslut. Sa det har varit A
och O for mig, i detta jobb. Jag lo-
vade mig sjélv, att den dagen jag
fattar ett beslut utifran vad jag
tycker eller tainker om en viss per-
son da ska jag sidga upp mig. For
detta dr en jatteallvarlig grej som
jag ser det, och jag har ett flertal
génger varit med och vittnat till att
en person siger “ja men den kan fa
eller den kan inte f&” av de hér an-
ledningarna. Sa infoérandet av RPA
den gor sa att 90 % forsvinner, bara
av att man inte tycker och kénner.
Den minskliga faktorn forsvinner,
for- och nackdelar kan jag tycka ab-
solut, men framforallt- korrekt ska
det vara och alla ska behandlas lika.
Och i de fallen dér det krévs indivi-
duella bedémningar och dér det gors
andra beddmningar &n det som la-
gen séger, sa sjdlvklart, vi gor fort-
farande de beddmningarna ocksa.
Och det krivs ocksa mycket manu-
ell hantering av sirskilda ansdkan
ocksa, for roboten kan inte hantera
allt, utefter att den inte kan tolka
vad alla uppgifter skulle kunna vara
om detta inte &r specificerat utan
kanske star under “annan orsak” uti-
fran deras ansokan till exempel. Da
hamnar det sjalvklart i manuella
hanteringen for att vi inte ska ris-
kera att gora en felaktig utbetalning.
Men som jag ndmnde géllande
kénslor och tycka, det forsvinner
helt. For nu har vi ocksa automatise-
rat den delen dér de hamnar for
granskning, s ingen ska behdva
kénna att de alltid hamnar dér for att
de heter ndgot visst namn, “ar det
dérfor jag hamnar pa granskning
varje gang?”. Och det forsvinner
helt och det tycker jag &r otroligt
gott, utdver att den frigdr mer tid for
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oss, s tycker jag att den delen for-
svinner och det anser jag &r sa vik-
tigt. Sa att inga beddmningar gors

utifran harfirg, hudfirg eller namn.

73 I It is a very important example you Det ar ett vildigt viktigt exempel du
bring up. Do you now feel that it has tar upp. Kénner du nu att det blivit
become more “by the book™ since the mer regelmassigt rétt sedan anvand-
use of RPA? ningen av RPA?

74 E7 Yes, both that, and our work routines Ja, bade det och véra arbetsrutiner
and guidelines. Because a human being | och riktlinjer. Fér en ménniska kan
can make mistakes but the robot does gora fel men roboten gér som man
as it is told to. har sagt att den ska gora.

75 I Yes, thank you so much for that input. | Ja, tack s& mycket for den inputen.
Is it okay for you if we contact you if Ar det okej for dig att vi hor av oss
there is something that needs to be till dig om det &r ndgot som behover
clarified or if any question appears? fortydligas eller om nagon fraga

skulle dyka upp?

76 E7 Of course. Sjélvklart.

77 I Great, then I would just like to thank Toppen, da skulle jag bara vilja
you so much for letting you have this tacka dig sa jattemycket for att du
interview with you. It has really been stillt upp pa denna intervju. Det har
beneficial from our side. verkligen varit till stor nytta.

78 E7 Perfect. Perfekt.

79 I So, thank you so much. Sa tack sa jattemycket.

80 E7 Thank you too! Tack sjélva.

81 I Then we send the transcription as soon | S& skickar vi transkriberingen sa
as it is finished. fort den &r fardigstalld.

Just one last question, would you like En sista fraga bara, skulle du vilja
us to send a copy of our study once it att vi skickar en kopia av var studie
has been published? nér den har blivit publicerad?

82 E7 I would love you to. Jéttegérna.

83 I Great, then we do so. So once again, Toppen, da 16ser vi det. Sa éterigen,
thank you so much and I wish you a tack sa jattemycket och s far du ha
nice rest of the day. en fortsatt fin dag.

84 E7 Thank you, you too and good luck. Tack detsamma, lycka till.

85 I Thank you so much, buy. Tack sa mycket, hejda.

86 E7 Buy. Hejda.
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Appendix 10: Interview Transcript (M1)

Section | Person Text Code
1 I Can you please introduce what position you possess in your organisation

and what you do?
2 M1 Yeah sure, so my name is *anonymized* and I am head of RPA Center of

Excellence here at *anonymized*. My main role or main goal within the
bank is to ensure that RPA is implemented in a secure and viable way. But
then also to make sure that all of the specific RPA teams, developers and
analysts, develop and work with RPA in a secure and long term way. So
we have specific standard that we want everyone to follow. So it's our job
to ensure that those specifics are followed. But then it is also our responsi-
bility to ensure that, all advances and all future functionalities are imple-
mented in a correct way.

3 I Okay, perfect.

So can you please explain how you use RPA in your organisation and the
objective for its use?

4 Ml Sure. So, the main objective is to automate manual processes that are, for
the specific individual or just a specific employee, extremely manual and
none value adding, work that specifically is not very valuable, so the work
that they're doing in that sense is extremely manual and very repetitive.
And if you look at an organisation, like a major bank, you have within the
bank sort of a tool bag with a lot of technology that you primarily want to
use. Automate processes and also make this sort of organisation and spe-
cific issues that you will, well let's say automate, or more sort of stream-
line that are more easy to use. And RPA, in that sense is therefore intro-
duced within the bank to be another tool that the bank can use to automate
processes, but then also make streamlined processes within the bank more
efficient. So that is the main cause. So it is a complement and addition to
the tools that the bank has.

5 I Okay perfect.

So, going into the more key questions. Do you believe that the employee
perceives the skills required for executing their everyday work tasks has
changed due to the use of RPA?

6 M1 I would say specifically, no. At this point, I would say in general not just TS-TC
*anonymized*. The way that this technology has been used so far, is to
eliminate extremely manual work. So work where you sit and you enter
very, very straightforward data. Work where you move data from one sys-
tem to another. So, in its essence that means that those types of, that type
of work that people are doing has been removed. And that they in a sense
will be able to focus on this specific task that was primarily meant for
them to focus on. Because the main challenge that a lot of companies have
with all their systems is that although the system have been implemented
and although they are automating large process, what that has meant in
practice is that it has created a lot of smaller tasks which are manual,
which the employee has been forced to handle but which wasn't planned to
be part of the daily work. So I would say that the employee has primarily
been able to focus on the work that they were employed to specifically do,
rather than doing a lot of tasks manual. A lot of outside tasks that was not
planned.

7 I Okay I see. So, it's actually more that this allows them to focus on what
was meant to be their job from the beginning?

8 Ml Yeah because a lot of... a lot of tasks and a lot of projects that drive their
division forward rather than doing manual administrative work that you
need to do daily.
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Okay, perfect.

So this question kind of go hand-in-hand with what you already said. But,
do you experience that the employee perceive their tasks they have now to
be equally, more or less challenging compared to how they were before
RPA was used?

10

Say that again please.

11

Yeah. So, do you experience the employee perceives that the tasks they
have now to be equally, more or less challenging compared to how they
were before RPA was used?

12

Ml

I would say more. So that the tasks that they are working on at the moment
is more challenging. But I mean, it's more challenging compared to the
tasks that the robot is doing. But it's not more challenging in terms of the
skill set that they have.

SV-CS
TS-TC

13

Okay I see.

So, moving on. Do you find that the employee perceive that the use of
RPA has freed time for them to develop new skills?

14

M1

It's a difficult question for me to answer. But I would say that if you look
at the work that the robot is doing, I mean it's not work whereby you spe-
cifically can say that the employee is growing in their skill set by doing.

So if RPA then frees up that specific time, but that should mean that there
would be more time for specific work tasks increasing their skills. But then
also, hopefully have more time to work on personal development. That can
be courses that could be seminars, it could be certificates. So, in practice it
should mean that they would be able to focus on more value or skill adding
work.

SV-DS

15

So these new skills, or skill adding, are they required from the organisation
or could they also do some volunteering skills? Like expand on skills that
they voluntary want to? Or do you see what | mean?

16

No.

17

No sorry. So these skills that they now can expand on, are they voluntary
or are they required from the organisation?

18

M1

Okay. Yeah, it's difficult for me to answer that question. But if you look at
the hiring process. You do not hire the individual based on the skillset to
complete, the manual work or manual tasks that. You hire that employee
based on, the experience and the knowledge that person have. So, if you
look it that way, then I would say that it's not voluntary skillsets. Did I an-
swer your question there?

19

Yeah, yeah you did.

20

Did I? Okay.

21

Yeah you did, perfect.

So, do you experience that the use of RPA has affected the impact and re-
sponsibility the employees have throughout their entire work process?

22

Ask that question again.

23

Yes, so do you experience the use of RPA has affected how the employee
perceive the impact and responsibility they have throughout their entire
work process?

24

Ml

I mean, I would say that it hasn't affected their responsibility. You haven't
changed their responsibility. But what it has done is that it has freed up
time for them so that they can focus more on their primary responsibility
that they are hired to actually do.

25

Yeah, perfect. So it is basically what you said before, right? That now they
can more focus on what they actually were hired to do?

26

Ml

Yeah exactly.
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27

So, do you experience the use of RPA has affected how the employee per-
ceive the importance of their work tasks in regards to organisational out-
comes?

28

Ml

Definitely yes. Because, | mean, for the specific departments and teams
where RPA has taken over the majority of the manual tasks, they are fo-
cusing more on business critical tasks that require more of the human brain
to work to be creative and make decisions based on several data points or
information points. So that, in practice, then means that that type of work
that requires those skills is more important for the business.

SV-CLS
TI-IP
TI-TIm

29

Yeah, perfect.

So, many believe that the objective with RPA is to free times from monot-
onous and repetitive work tasks to enable the employee to work with more
complex and challenging tasks. What is your opinion to this statement
based on your own experience with RPA?

30

Ml

That's definitely the goal and that is definitely what happens once you start
using RPA within the business more broadly. But I would say it's not nec-
essarily accurate to everyone that is using RPA. The main reason is that,
there are a lot of organisations that don't really understand RPA, or doesn't
really see the value of RPA. Because RPA, from an IT standpoint, is a
quick fix and not really solving the underlying problem in the underlying
system. So for organisations where IT and business in general is against
RPA, they do not get the main benefits from RPA within the business.

TS-TC

31

Okay, yeah.

So, do experience that the employee perceive the use of RPA has enabled
them to focus more on tasks involving interaction with the customers?

32

M1

If their job is relating to that, then yes. Let me give you an example. For
example, | was working for one of the biggest *anonymized* companies in
Sweden where we automated the whole damage claim process. So that
meant that we digitalised all claim forms that they had on their website.
Built a backend/infrastructure to manage claims to than finally send them
to the robot. We also had logic built in the process so that the robot could
base on how the customer answered the claim, be able to determine
whether or not the claim advisor needed to look into the claim any further
not. The robot logged on to all the underlining systems and registered the
claim, looked at whether or not the customer had active insurance; if the
claim was covered by an active insurance. And then send that specific
claim back to the claim advisor. That meant that the handler then only fo-
cused on communicating with the customer and looking specifically on
whether or not the claim is accurate or not. That meant, in practice that
yeah, the handler only focused on the specific customer.

TS-SI

33

Okay, thank you so much for expanding on that one. It's a great example.

So, do you consider that the use of RPA has allowed the employee to more
freely structure and control their work tasks?

34

Yes. I don't have an example for it, but yes.

A-SC

35

Okay, so you believe that they perceive to now be able to more freely
structure and control their work tasks?

36

Yeah, definitely. Because they do not need to handle the sort of adhoc ad-
min that comes in regularly.

A-SC

37

Yeah okay.

Have you experienced any differences regarding time pressure the em-
ployee perceive of their work tasks since using RPA in the organisation?

38

No.

A-TP

39

No, so you believe, like, the time pressure on the work tasks for the em-
ployees is the same as before?
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40

Ml

Yeah. Because, I mean the tasks hasn't necessarily, or work hasn't neces-
sarily changed. It's just that they are able to focus their work more. I mean,
I wouldn't say that because RPA is taking a lot of manual work that their
responsibility within their work changes.

A-TP

41

Okay, perfect.

This is a bit of a long question so please let me know if I need to recap it
once again. Many believe that the use of RPA streamline processes due to
its ability to automate work tasks. Do you believe from your own experi-
ence with RPA that RPA’s automation of processes has had an impact on
how rapidly the employee perceive that they obtain feedback about their
work performance?

42

Ml

I would say no.

43

Okay.

44

Ml

I would say no. I mean, as I understand this question I mean, it's the spe-
cific satisfaction that an employee feel when they complete a task.

45

Exactly.

46

Yeah. And you're asking whether or not, because this smaller tasks or pro-
cesses that have been automated with RPA, they don't necessarily feel that
they are getting the feedback saying that "oh, you've done a great job".

47

No exactly. Because of the processes now being quicker with RPA stream-
lining them. If they now experience more rapidly or like that they now ob-
tain more rapidly feedback?

48

M1

I would say that the majority of the tasks that they're working on after
RPA is implement, is more long term tasks that take longer to complete.
So the feedback in that sense would be obtained less frequently. But |
think that the employee understand that the work that they're doing is more
valuable. Hence, it's okay that this feedback or the appraisals comes a bit
later.

49

Okay I see. So like, the tasks that they now are doing is taking a longer
time, but as you say, they're also more valuable. Or there are also experi-
enced to be more value in the tasks. So the feedback itself, perhaps will be
slower due to the longer processes they are in?

50

Yeah.

51

Okay perfect. So we're actually heading to the end. And I just wanted to
ask you if you have anything else to do add before ending the interview?

52

So far no.

53

So far no, perfect. Also a quick question, is it okay if we get back to you if
anything is the need for clarification or if any other questions arise?

54

Yes that is fine.

55

Perfect. So thank you so much for participating in our study. It will truly
help us. Would you like us to send a copy of the study when it's published?

56

Yeah please do.

57

Yeah okay, perfect. Then that's it. Thank you.
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Appendix 11: Interview Transcript (M2)

Section | Person | Text Code
1 I So, can you please introduce what position you possess in your organisation

and what you do?
2 M2 Obviously, I'm working with *anonymized*. I am working in the department

that is doing technical reports for *anonymized*. You can think about how
much CO2 we emit or how much gas we use to produce electricity. How
much electricity we do produce. So, a lot of technical KPIs are reported by
our department. And within our department... Because my role is to monitor
the measurements. There are quite a lot of measurements used within the re-
port. And it is my role to monitor them, if they are functioning correctly.

3 I Okay. Thank you.

Can you please explain how you use RPA in your organisation and the objec-
tive for its use?

4 M2 Yes. Again, this is quite short. I have talked about these measurements, and
most of the measurements are connected by wire to our computer systems.
But there are some measurements, for example for the use of water that are
not connected to our computers and they are mostly noted on a paper and this
paper is filled in in the system and system takes over this measurement read-
ing to you to the computer, to the database. And now, because it was used to
be done monthly, writing it down and then type it over in other systems and
then it is introduced in the database. And now the role of the RPA is to take
the... the measurements are now filled in in an excel sheet and the RPA takes
the excel sheet and transport these metadata into the database by itself every
month. So, there is no longer need for the operator to type it in two times and
then it is in the database. So that is what the RPA does for us now.

5 I Okay, perfect. Thank you.

So, now we are heading to the key questions. Do you believe that the em-
ployee perceive the skills required for them in executing the everyday work
tasks, has changed due to the use of RPA?

6 M2 Skills that it takes?
7 I Yes.
8 M2 Not really. They have to be... No. It was a quite simple task and it is now au- | SV-CS

tomated but I am sure they still have the same skills and they need the skills
for other things. It's not like they lose the skills. No, I do not think so.

9 I Okay. Thank you.

So, do you experience that the employee perceives the tasks they have now to
be equally, more, or less challenging compared to how they were before RPA

was used?

10 M2 No. Not less challenging. They gain time, but it is not a matter of challenging
or not challenging. They just gain some time extra.

11 I Okay yeah. Do you have any examples on what they can use this time for in-
stead?

12 M2 Well, other tasks of their business, do some checks, making reports. And all
the other stuff that they have to do.

13 I Okay, perfect.

So, do you think that the use of RPA requires the employees to have more
problem solving and complex skills?

14 M2 No. Well not the employees themselves, but obviously there are some other SV-CS
skills required. But they are fulfilled by other employees. For example, if the
robot does not work, it requires someone from IT. Or if the robot has to
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change his program, there is another person who has to reprogram the RPA.
So, for the employee itself there are no other tasks required, but these tasks
are shifted to the IT or a dedicated person who is involved in programming
the robot.

15

Okay. So, if I understand you correctly, the RPA has not really changed the
required set of skills for the individual employee who is working with RPA as
support? It is just other employees with that type of skills that come in and do
certain parts instead?

16

M2

Yes, correctly. The tasks regarding RPA are within the IT or this dedicated
person. But the task of the meter readings is not bothered with any extra work
or extra knowledge or nothing else.

SV-
CLS

17

Okay, thank you.

Do you experience that the use of RPA has affected the employee’s perceived
impact and responsibility that they have throughout the entire work pro-
cesses?

18

M2

Well, slightly at most. Because, now it is done automatically so the only thing
the employee has to check is whether the tasks are performed by the RPA.
Furthermore, no it hasn't changed.

19

Okay.

Do you experience that the use of RPA has affected the importance the em-
ployee perceive for their work tasks, in regard to the organisational out-
comes?

20

M2

No definitely not, this was a simple task. I am sure he is glad, that he is not
bothered with the simple task. And you can argue that his importance has
grown because he can... well, be occupied with other work. So, no. I think if
you want... It has slightly grown because he can do more important tasks.

TI-IP
TI-TIm

21

Okay, thank you.

So, moving on to the next question. It is quite long so please tell me if you
want me to repeat it

22

M2

Okay.

23

Many believe that the objective with RPA is to free time from monotonous
and repetitive work tasks to enable the employees to work with more complex
and challenging tasks. So, what is your opinion to this statement, based on
your own experience with RPA?

24

M2

Well it is more like the previous question. In our situation it is a simple task
that is taken over by RPA. So yes, on average his level of work has grown.
You could say that.

25

Yeah, okay. So, do I understand you correctly that RPA has allowed him to
do more complex and challenging tasks than before, due to these simpler and
monotonous tasks being replaced?

26

M2

Yes, on average. It is only a small task in our situation. But I think you could
argue that, because simple tasks are taken away. On average, his tasks have
increased in level or in complexity.

TS-SI
TS-TC

27

Okay.

Then, do you experience that the use of RPA has enabled the employees to
focus more on tasks involving interactions with colleagues for example?

28

M2

Almost the same result as in the previous question. Yes, if you take away a
simple task of typing numbers in a system. If you take that away, yes then
you have more time for other things including cooperation with colleagues.

SV-DS
TS-SI

29

Yes. Okay.

30

M2

It is only slightly, but I think you could you could argue that. Yes.

TS-SI

31

Okay.
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Do you consider that the employee perceive that the use of RPA has allowed
them to more freely structure and control their work tasks?

32

M2

No, I do not think so. I do not think this has anything to do with the structure
of their other tasks. It is just that this simple task is taken away and it has no
influence on the structure of his daily work. No, I do not think so.

A-SC

33

Okay.

Have you experienced any differences regarding time pressure that the em-
ployee perceives on their work tasks since using RPA in the organisation?

34

M2

Yes, slightly. Same again, because some time consuming tasks are taken
away. Obviously, this affects his time pressure. Yes, I think so.

A-TP

35

Yeah. So, could you say that it is sometimes easier then, for the employee, to
reach deadlines since RPA is taking away these time consuming tasks or?

36

M2

Yes. Well, we have to remind that it is only a very small task that is taken
away. Only once a month, I think for two hours on average, and because it is
only a small task the impact is not very big. But then again there is a slight
benefit from it, yes.

TS-SI
A-TP

37

Okay. Thank you.

So, this is another question that is long so, please let me know if you want me
to repeat it.

38

M2

No problem.

39

Many believe that the use of RPA streamline processes due to its ability to
automate work tasks. Do you believe, from your own experience with RPA,
that RPA's automation of processes has had an impact on how rapidly the em-
ployee perceives to obtain feedback about their work performance?

40

M2

That is a long question indeed. What this mean, whether the feedback on this
task has improved or change, correctly?

41

Yes exactly.

42

M2

I do not think so. I do not think there is any influencing in that. And that is
because the task you are fulfilling was for its own purpose. There is not much
for reporting. So whether he does it himself or the robot does it for him, there
is no people outside our department do not use this figures. No, there's no
change in feedback whether the robot does it or the employee does it himself.

43

Okay. So would you... Has it changed anything in how rapidly that the em-
ployee perceives to obtain feedback back from his own work? We have been
talking about it a little bit before when you mentioned that it is only saving
two hours, but still takes away some time consuming tasks. Does that make it
a change in how rapidly that the employee obtains feedback from his own
work?

44

M2

Well, maybe I am misunderstanding the feedback. You made the feedback
from colleagues or?

45

Yes exactly.

46

M2

No, I do not think that has changed a lot. It might have occurred sometime
that his work was not finished. And now he is sooner the ready with his work.
And therefore the change in feedback. But no, I do not think so, that there is
any influence on the feedback from colleagues etcetera. No, I do not think so.

47

Okay. Thank you very much.

So, we are heading to the end of the interview now. Is there anything that you
feel like I have left out or anything that you feel like you want to add before
we are ending the interview?

48

M2

No I do not think so. I think the questions were quite related to each other.
But I hope I have given consistent answers.

49

Yeah, definitely. We are very happy with the answers. Thank you.
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So, would you be okay if we get back to you if anything is in need for clarifi-
cation or if any other questions arise?

50 M2 No problem at all.

51 I Okay. So, would you like also if we send a copy of this study when it has
been published?

52 M2 That would be nice, I am very interested in the results of this report regarding
RPA.

53 I Okay perfect. So we will email you the transcription of the interview then af-
terwards, and thank you very much for taking your time to participate in our
study. It means a lot for us.

54 M2 Well, good luck with your study. And no problems from my side.

55 I Thank you so much. And you have a great rest of the day for you then.

56 M2 Thank you, bye.

57 I Bye.
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Appendix 12: Interview Transcript (M3)

And then I say digitalize because at
that point, we introduced the possi-
bility of applying for economic sup-
port via an e-service. And then we
started with the application from cli-
ents who were recurring and who
had already applied for economic
support earlier, in other words - not
those who were new. And so we kept
on until *anonymized*. Then in
*anonymized*, we opened up to
search digitally for those who ap-
plied for the first time as well, be-
cause in *anonymized* a decision
was made that we should automate
and that we should buy a robot that
will handle economic support.

We have looked at *anonymized* a
bit before but we have chosen an-
other model that we, between us, call
the *anonymized* model. And we
have been very clear that the purpose
of the automation is to create more
time for the social secretaries, for the
clients. What is important to con-
sider is that social services are very
much affected by what is happening
in society. Since we have had quite a
high economic situation lately, the

Och da séger jag digitalisera eftersom
dé inforde vi mgjligheten till att ansoka
om forsdrjningsstod via en e-tjanst.
Och da borjade vi med ansokan fran
klienter som var aterkommande och
som redan sokt forsorjningsstod tidi-
gare, alltsé inte de som var nya. Och sa
holl vi pa fram till *anonymized*. Sen
i ¥*anonymized* oppnade vi upp for att
soka digitalt dven for de som sokte for
forsta géngen, for att i *anonymized*

da fattades ett beslut om att vi ska auto-

matisera och att vi ska kdpa en robot
som ska behandla forsorjningsstod.

Innan har vi tittat lite pd *anonymized*
men vi har valt en annan modell som
vi, oss emellan, kallar for *anony-
mized* modellen. Och vi har varit jat-
tetydliga om att syftet med automatise-
ringen dr att skapa mer tid for social-
sekreterarna, for klienterna. Det som &r
viktigt att tinka pa &r att socialtjénsten
paverkas vildigt mycket av vad som
hénder ute i samhéllet. I och med att vi
har haft ganska hog konjunktur sista ti-
den, s& mélgruppen som har kvar inom
socialtjdnsten &r personer som befinner
sig langt ifran arbetsmarknaden och
med omfattande problematik. Och da

Section | Person | English Text (Translated Text) Swedish Text (Original Text) Code

1 I Would you like to start by explaining | Skulle du vilja borja med att forklara
what position in your organisation vilken position i er organisation du be-
you possess and what it includes? sitter och vad denna innefattar?

2 M3 I am a unit manager for economic Jag ar enhetschef pa forsorjningsstod
support and integration. And that och integration. Och det betyder att jag
means I am the unit manager for two | dr enhetschef for tva grupper dér den
groups where one works with eco- ena jobbar med forsorjningsstdod och
nomic support and the other with in- | den andra med integration. Budget- och
tegration. Budget- and debt counse- skuldradgivare, dodsboutredare, alla in-
lors, estate administrators, all are gar 1 samma grupp och det &r runt 30
part of the same group and it is about | personer. Forsorjningsstdd har 16 soci-
30 people. Economic support has 16 | alsekreterare, varav tva gruppledare el-
social secretaries, two of whom are ler forste socialsekreterare, och integ-
group leaders or the first social sec- | ration har tva socialsekreterare. Sen
retary, and integration has two social | finns det en del andra befattningar, bo-
secretaries. Then there are some stadssekreterare bland annat, integrat-
other positions, secretary of housing | ionssamordnare, administrativ personal
for instance, integration coordina- och sa vidare.
tors, administrative staff and so on.

3 I Great, would you like to explain how | Toppen, skulle du vilja forklara hur de
employees use RPA in your organi- | anstéllda anvidnder RPA i er organisat-
sation and what is the purpose of its | ion och vad som &r avsikten med dess
use? anvéindning?

4 M3 We started digitalize * anonymized*. | Vi bdrjade digitalisera *anonymized*. | SV-CS
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target group that remains in the so-
cial services are people who are far
from the labour market and with ex-
tensive problems. And then it has
been a need in some way, or the need
has increased in order for social sec-
retaries to be able to meet these peo-
ple more often and sometimes, liter-
ally, for example, accompany them
the police station to obtain ID cards,
or accompany them to psychiatry
and attend trialogues and such. And
then we have reasoned that, if we get
a robot, the social secretary will have
more time to work with client meet-
ings. And then we have said that
when we automate, we should move
forward slowly. With slow progress I
mean that * anonymized * has said
that when they introduced their auto-
mated processes, they discharged all
staff and then recruited them with
other tasks. Firstly those who will
work with change management, who
does not work with exercise of au-
thority, and then they hired a group
that would work with the exercise of
authority. And when we started, all
social secretaries worked with both
change management and with the ex-
ercise of authority so that, when the
robot has progressed, change a little
parts in the organisation. And then,
the robot has first started to actualize
all cases per capita, which was a re-
lief for all social workers. After that,
we have gone to the next step where
the robot performs the calculations
that lies as a foundation for the eco-
nomic support (norm calculation).
And then, all the social secretaries
have still worked with their cases,
but they have received help with ac-
tualizing and norm calculations.
Then we have proceeded by letting
the robot make proposals for deci-
sions, not that it goes all the way,
meaning that it takes decisions and
pay out money, but rather making
proposals for decisions that a social
secretary look at and then pay out
money. So all social secretaries were
involved in that sense, but some-
where when one came to a decision,
we have also started to take out so-
cial secretaries. In other words, free-
ing them from administrative work.
The social secretaries we have taken
out are those who work with young

har det pé nagot sétt varit behov, eller
behovet har okat for att socialsekrete-
rare ska kunna triffa de hér personerna
oftare och ibland, bokstavligen, till ex-
empel folja med till polisstationen for
att skaffa ID-kort, eller folja med till
psykiatrin och nérvara pa trepartsmdten
och sadant. Och da har vi resonerat att,
om vi skaffar en robot s& kommer soci-
alsekreteraren att fa mer tid &t att jobba
med klientméten. Och da har vi sagt att
nér vi automatiserar sa ska vi gé lang-
samt framat. Med langsamt framat me-
nar jag att *anonymized* har sagt att
nér de infoérde sina automatiserade pro-
cesser, sé sa de upp all personal och
sen anstillde pa nytt med andra arbets-
uppgifter. Forst de som ska jobba med
fordndringsarbete, som inte har med
myndighetsutévning att géra, och sen
anstéllde de en grupp som skulle jobba
med myndighetsutdvning. Och nér vi
bdrjade sa jobbade alla socialsekrete-
rare bade med foridndringsarbete och
med myndighetsutdvning for att sen,
nér roboten har gatt framat, férandra
lite i verksamheten. Och dé har roboten
forst borjat aktualisera alla drenden per
capita, vilket var en littnad for alla so-
cialsekreterare. Sen har vi gtt till nésta
steg, att roboten gér normberdkningar.
Och da har alla socialsekreterare fortfa-
rande jobbat med sina drenden, fast de
har fatt hjalp med aktualisering och
normberdkning. Sen har vi gatt vidare
till att roboten gor forslag till beslut,
inte att den gér hela vigen, det vill sdga
fatta beslut och betala ut pengar, utan
att den gor forslag pa beslut och sen far
en socialsekreterare titta pa det och sen
betala ut pengar. Sa det var sa att alla
socialsekreterare var inblandade, men
dér nagonstans nir man kom fram till
ett beslut har vi ocksa borjat ta ut soci-
alsekreterare, alltsd att befria dem frén
administrativt arbete. De socialsekrete-
rare vi har tagit ut dr de som jobbar
med ungdomar, och deras priméra ar-
betsuppgift ar inte att sitta och rdkna
forsorjningsstod utan sitta och jobba
med ungdomar, traffa dem mycket of-
tare &n vad man har gjort tidigare, upp-
ratta handlingsplaner som ska leda till
sjalvforsorjning och folja upp fordnd-
ringsprocessen. Sen har socialsekrete-
rarna ocksd kommit sjélva pa en del ge-
mensamma aktiviteter for klienter, till
exempel jobbsokaraktiviteter. De har
ocksé fatt mer tid for att medverka i
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people, and their primary work task
is not to sit and calculate economic
support but rather to sit and work
with youths, meeting them much
more often than they have done be-
fore, establish action plans that will
lead to self-sufficiency and follow up
on the change process. Moreover, the
social secretaries have also come up
with some common activities for cli-
ents, job searching activities for ex-
ample. They have also had more
time to participate in meetings at the
psychiatry and other things, depend-
ing on the clients' needs.

The next group we have taken out is
a group that works with clients,
which is a little closer to the labor
market. Their job is also to establish
action plans and meet clients, follow
up on action plans. And lastly, we
have taken out those who work with
long-term. So, in principle, the last
three months, we have said that the
social secretaries should not perform
the administration over decision-
making. In contrast, they make an
action plan to later follow up the ac-
tion plan and, based on what they
write, the persons who take care of
the robot should be able to ensure
that decisions are made.

We have not reached our goal to
100%. The social secretaries may
still jump in and do some things
when it comes to, for example, deter-
mining a rejection and so on. We are
looking at a schedule where the so-
cial secretaries serve, which we call
ambulatory. And that means some-
thing like this; that the automated ap-
plication comes in and is put in a box
where there are four people who
work with these applications, who
check that the robot has really made
all the operations and that it is paid.
Then there are box number two,
where you put in paper applications
and there we have also developed an
input service, which means that pa-
per applications are first being en-
tered by the case worker and then be-
ing processed by the robot. Then we
have box number three ... It is im-
portant to say that all people who
work with that input, they are not so-
cial workers. And then we have box

méten hos psykiatrin och annat bero-
ende pa klienternas behov.

Naésta grupp som vi har tagit ut ar en
grupp som jobbar med klienter, som &r
lite ndrmare arbetsmarknaden. Deras
jobb &r ocksé att upprétta handlingspla-
ner och traffa klienter, folja upp hand-
lingsplaner. Och sist har vi tagit ut de
som jobbar med langvariga. Sa, i prin-
cip de sista tre ménaderna har vi sagt
att socialsekreterarna inte ska halla pa
med administration dver beslutsfat-
tande. Utan, de gor handlingsplan och
sen foljer de upp handlingsplanen och
utifran det som de skriver sa ska perso-
nerna som ombesorjer roboten kunna
se till att beslut fattas.

Vi dr inte i mal till 100 %. Det ér fort-
farande sa att socialsekreterarna far
hoppa in och gora vissa saker nir det
géller till exempel avslagsbeslut och sa.
Vi tittar pa ett schema dér socialsekre-
terarna tjénstgor, som vi kallar det am-
bulerande. Och det betyder ungefar sa-
hér; att den automatiserade ansdkan
kommer och ldggs i en 1ada dér det sen
finns det fyra personer som jobbar med
de hér, som kollar att roboten verkligen
gjort alla operationer och att det blir ut-
betalt. Sen finns det 1ada tva, dar man
lagger in pappersansokningar och dér
har vi ocksa utvecklat en inmatnings-
tjénst, vilket betyder att pappersansok-
ningar forst matas in av handlaggare
och sen behandlas de av roboten. Sen
har vi lada tre... Det &r viktigt att siga
att alla personer som jobbar med det in-
matning, de &r inte socionomer. Och da
har vi 1ada tre, och till den kommer det
som roboten inte kan hantera. Det &r
allt som gar utanfor vanligt f6rsorj-
ningsstdd, vanligt ekonomiskt bisténd.
Da fattar den ambulerande socialsekre-
teraren beslut om de, och de dr ambule-
rande under en vecka dér tanken ar att
de ska behalla kompetens i beslutsfat-
tande, just nér det géiller det har med
myndighetsutovning och beslutsfat-
tande, och att de ska kunna hoppa in
om det behdvs. S& ddr ar vi nu. Men
det verkar inte vara slut for vi upp-
ticker hela tiden nya saker att forédndra
och ibland &r det s att vi forsoker for-
andra och paverka de automatiserade
processerna. Och ibland ar det sé att vi
ar tvungna att gora vissa forandringar
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three, and to that box comes every-
thing that the robot cannot handle. It
is everything that goes beyond eco-
nomic support, usually economic
aid. Then does the ambulatory social
secretary make decisions on them,
and they are ambulatory for a week
where the idea is that they should re-
tain competence in decision-making,
specifically when it comes to this
with the exercise of authority and de-
cision-making, and that they should
be able to jump in if needed. So there
are we now. But it doesn't seem to be
over because we are constantly dis-
covering new things to change and
sometimes we try to change and in-
fluence the automated processes.
And sometimes, we have to make
certain changes depending on how
the automated processes are done.

beroende pé hur de automatiserade pro-
cesserna gar till.

come to, at least not fast, that the ro-
bot takes over all the work. In order
to provide economic support, one
has to look to people, and they are
different individuals who have dif-
ferent needs. The robot works every-
where where you can put stencils, if
we say so. The robot usually works
so, that if we say we put a command;
it is a single person who is looking
for costs and who have rent up to
6500, it is granted. Then you put a
number of barriers. So, if one has
been granted the first time, which is
done by the social secretaries, then
the robot itself must not raise the fig-
ure more than what has been granted.
If there are two people, then you
start to signal that it has now become
a change. I mean, it is in such cases
the robot works. But if we say that |
am applying for dental care, there are
a few different solutions. * anony-
mized * has done so that if it is den-
tal up to *anonymized* crowns a
year, then you can get it. And that
means that everyone who seeks re-
ceive up to *anonymized* crowns
per year. This saves time. But we

till, 1 alla fall inte fort, att roboten tar
over allt arbete. For att géllande for-
sOrjningsstod maste man se till ménni-
skor, och de dr olika individer som har
olika behov. Roboten fungerar dverallt
dar man kan sétta schabloner, om vi si-
ger sd. Roboten jobbar oftast s att om
vi séger att vi sitter ett kommando; att
ar det en ensamstaende person som so-
ker for kostnader som har hyra upp till
6500, sa beviljas det. Sen ldgger man
ett antal spérrar. S&, har man blivit be-
viljad forsta gdngen, vilket gors av so-
cialsekreterarna, da far inte roboten
sjalv hoja siffran mer &n det som ar be-
viljat. Blir det tva personer, da borjar
man signalera att det nu har blivit en
forandring. Jag menar, i sddana fall
jobbar roboten. Men om vi sdger att jag
ansoker om tandvard, dar finns det lite
olika 16sningar. *anonymized* har
gjort s att dr det tandvard upp till
*anonymized* kronor per ér, da kan
man fa det. Och det betyder att alla
som soker far upp till *anonymized*
kronor per ar. Detta spar tid. Men vi
téanker att man maste gora en individu-
ell bedomning ocksa, for det finns béde

5 I So, if I understand you correctly, it Sa, om jag forstar dig rétt kravs det
still requires, to some extent, that fortfarande, till en viss del, att era an-
your employees need to supplement | stdllda behover komplettera arbetet
the work with the robot, but that the | med roboten, men att roboten dnda har
robot yet has released a lot of time frigjort mycket tid for era anstéillda
for your employees that they can som de nu kan spendera med kunder
now spend with customers and resi- | och invanare?
dents?
6 M3 Yes, and we do not think we should | Ja, och vi tinker inte att vi ska komma | TS-SI
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also think that one must make an in-
dividual assessment as well, because
it exists both for when it is dental
care and when it is intercourse trips
and when it is home education and
such things. It is very much that can
work in different ways and which
one has to take into account. And
then we want a person to look at it,
which is, a social secretary.

nér det ar tandvard och nér det 4r um-
gingesresor och nér det &r hemunder-
visning och sddana saker. Det &r vil-
digt mycket som kan fungera pa olika
sdtt och som man maste ta hinsyn till.
Och da vill vi att en ménniska tittar pa
det, alltsa en socialsekreterare.

that one can work with ordinary sys-
tems and manage them without ma-
jor problems. But when we have
planned this, then we have said that,
okay if we are implementing the ro-
bot then we can save 2.2 services.
And just to repeat, not discharging
people or anything, but we should
have 180 hours more per week to
work with clients. But what no one
thinks of, or at least very rarely,
when you do this is that there is a lot
of maintenance required. Because
when there are be changes, when you
have worked in something called
SSBTEK, it is a database that col-
lects information from the National
Insurance Office, from the Employ-
ment Office, from the National Tax
Agency and so on, and it is also de-
livered to us in per capita that we
work with. And there are changes
there, then it affects our robot and
then we also have to look at it. And
this has also created an openness to
digital solutions so that everyone
who works within the economic sup-
port has become more creative. Be-
cause in the beginning, we mostly
thought about how we work and then
we were afraid of the thought that a
robot might be able do the same as
we do. Now it is more that we are
creative and think that we want to fly
to the moon, can we get a robot that
can sort it out? Then you can ask an

heter och att man kan jobba med van-
liga system och hantera dem utan stora
problem. Men nér vi har planerat det
hér, da har vi sagt att, okej om vi infor
roboten da kan vi spara 2,2 tjdnster.
Och bara for att upprepa, inte avskeda
folk eller nagot, utan vi ska ha 180 tim-
mar mer per vecka for att jobba med
klienter. Men det som ingen ténker pa,
eller i alla fall véldigt séllan, ndr man
gor det hér ar att det ar vildigt mycket
underhall som kravs. For nér det blir
fordndringar, nir du har jobbat inom
nagot som heter SSBTEK, det &r en da-
tabas som samlar uppgifter fran forsik-
ringskassan, frén arbetsférmedlingen,
fran skatteverket och sa vidare, och den
levereras till oss ocksa i per capita som
vi jobbar med. Och blir det forand-
ringar dér, da paverkar det varan robot
och d& maste vi ocksa titta pa det. Och
detta har ocksa skapat en 6ppenhet pa
digitala 16sningar sé att alla som jobbar
inom forsorjningsstod har blivit mer
kreativa. For i borjan tinkte vi mest pa
hur vi jobbar och sen var vi ridda om
en robot skulle kunna gora samma sak
som vi gor. Nu dr det mer s att vi ar
kreativa och ténker att vi vill flyga till
manen, kan vi fa en robot som fixar
det? S& kan man stilla en dppen fraga,
for vi har upptéckt att det &r véldigt
mycket som robotar fixar. S& dels en
kompetens som krévs, en som kénner
socialt arbete och som ocksa ér lite haj
pé robotar. Men jag tror det hir dven &r

7 I Great, thank you so much. Toppen, tack s mycket.

Then I will go more into our main Da kommer jag gé in mer pa véra hu-

questions now. Do you think the em- | vudfragor nu. Tror du att den anstéllda

ployee perceives that the skills re- upplever att de fardigheter som krévs

quired from their side, regarding the | fran sin sida, gillande utférandet av de-

performance of their everyday tasks, | ras vardagliga arbetsuppgifter, har for-

have changed due to the use of RPA? | dndrats pa grund av anvindningen av
RPA?

8 M3 Both yes and no. Somehow, my view | Béde ja och nej. P4 ndgot sitt dr detsd | SV-
of society today is that one should att min syn pd samhillet idag ar att CLS
have, or that it is seen as general ed- | man ska ha, eller att det ses som all- SV-DS
ucation, that one has IT skills and ménbildning, att man har IT-firdig- TI-SI
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open question, because we have dis-
covered that robots are fixing a lot.
So it is both a competence that is re-
quired, one that knows social work,
but also that has some knowledge of
robots. But I think this is also some-
thing for, for example, children and
schools, meaning the administration
within *anonymized* municipality
that is also beginning to digitalize.
So they will face the same issue.

I believe that what is going on is a
great demand for interdisciplinary
people who are somewhere between
IT and any specific industry, such as
social services, economists or what-
ever it may be. That there is an IT
revolution that will create a need for
such. It's one thing. Then it will also
be that, questions that I think we will
face in the future, is that if the social
secretaries are only meeting the cli-
ents and do not sit and work with pa-
per, because before that we have
talked about how much we sit with
applications and how much we meet
with the clients. But now it is that, if
you meet clients, how many clients
is it appropriate to meet each day?
For example, in psychiatry where
work is mostly about client meeting,
the question has been relevant. We
have also said, and we have been
very clear about this, that according
to tradition it is that the social work-
ers who work with change manage-
ment and do not work with exercise
of authorities, have higher salaries
than those who work with exercise
of authorities. So it has also been a
question that has come up, where we
have said that we do not make any
difference and that it is rather social
work that we are looking at. So, what
kind of supervision should you have?
Because our drafts of how we should
handle our cases have been about; if
I have to pay so much if the situation
is like this, and if the situation
changes, how much should I pay
then? And somehow, the robot re-
duces the number of such issues. It
makes it legally secure, or more le-
gally secure in a way. But what I
have read about in a brief summary
in some research report is that if it
reduces the possibility of ... For ex-
ample, if a social secretary is sitting

nagot for till exempel ar barn och
skola, alltsé den forvaltningen inom
*anonymized* kommun bdrjar digitali-
sera ocksa. S& de kommer att mota
samma fraga.

Jag tror att det som &r pa géng &r en
stor efterfragan av tvirvetenskapare
som &r ndgonstans mellan IT och na-
gon specifik bransch, som till exempel
socialtjanst, ekonomer eller vad det kan
vara. Att det liksom finns en IT-revo-
lution som kommer skapa ett behov av
sadant. Det &r en sak. Sen blir det
ocksa att, fragor som jag tror vi kom-
mer att mota framover &r att om social-
sekreterarna bara traffar klienter och
inte sitter och jobbar med papper, for
innan var det sa att vi har pratat om hur
mycket sitter vi med ansékningar och
hur mycket tréaffar vi klienter. Men nu
ar det s att om man traffar klienter,
hur manga klienter &r dé ldmpligt att
traffa per dag? Till exempel inom psy-
kiatrin ddr arbete handlar mest om kli-
entmote har fragan varit aktuell. Vi har
ocksa sagt, och det har vi varit jéttetyd-
liga med, att enligt traditionen &r det sa
att de socionomer som jobbar med for-
andringsarbete och inte jobbar med
myndighetsutdvningar, har hogre 16ner
an de som jobbar med myndighetsutdv-
ningar. Sa det har ocksé varit en fraga
som har kommit upp och dér har vi
sagt att vi inte gor nagon skillnad utan
det dr socialt arbete som wi tittar pa. Sa,
vilken typ av handledning ska man ha?
For vara drendedragningar har handlat
om; om jag ska betala s& mycket om si-
tuationen ar sahér, och om situationen
fordndras, hur mycket ska jag betala
da? Och pa nagot sitt, roboten minskar
antalet av sadana fragor. Den gor att
det blir rattssikert, eller mer rattssikert
pa ett sétt. Men det jag har ldst som en
kort sammanfattning i ndgon forsk-
ningsrapport ar att den minskar mdjlig-
het till... Till exempel om en socialsek-
reterare sitter med en pappersansdkan
och jobbar, sen pé eftermiddagen
ringer klienten och séger att de har an-
gett fel uppgifter och att de har glomt
bort vissa saker, da dr det mycket en-
klare att &ndra och det blir en kommu-
nikation under hela processen. Roboten
fattar beslut pa en minut, pa det som
finns i ansokan, och i denna forsk-
ningsrapport sa star det att den majlig-
heten till kommunikation under hela
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with a paper application and work-
ing, and later in the afternoon the cli-
ent calls and says that they have en-
tered the wrong data and that they
have forgotten some things, then it is
much easier to change and it be-
comes a communication throughout
the process. The robot makes a deci-
sion in one minute, on what is in the
application, and in this research re-
port it says that the possibility of
communication throughout the pro-
cess decreases. But then, on the other
hand, I have said that yes but then
you can choose to sit with the client
and fill in the application if the client
needs it or if there is a need for some
reason. Then it is also quite natural
that you go through various financial
records, police areas and *anony-
mized* cards. *anonymized* cards
are our kind of bus cards here in
*anonymized*. Why do they need it?
Are they working? Are they going to
doctors? And so on. And then it also
happens that you get a lot of tasks in
a different way.

processen minskar. Men d4, & andra si-
dan, har jag sagt att ja men da kan man
vélja att sitta med klienten och fylla i
ansdkan om klienten behdver det eller
om det finns behov av ndgon anled-
ning. DA blir det ocksa ganska naturligt
att man gar igenom olika ekonomiska
poster, polisomraden och *anony-
mized*-kort. *anonymized*-kort ar
vara, typ, busskort hir i *anonymized*.
Varfor behover de det? Jobbar dem?
Gar de till lakare? Och sa vidare. Och
da blir det ocksa att man far en massa
uppgifter pé ett annat sitt.

9 I So, do you think the employee per- S4, tror du att den anstéllda upplever
ceives that the they have now are att de arbetsuppgifter som den anstéllda
equal, more, or less demanding, har nu ar lika, mer, eller mindre kré-
compared to how it was before RPA | vande jamf{ort med hur det var innan
was used? RPA anvindes?
10 M3 If they are more or less challenging. | Om de &r mer eller mindre utmanande. | TI-TC

I do not think they are more or less
challenging but that it is changing,
that is true. But at the same time, one
must also think that social workers
must be prepared for change. For ex-
ample, when you had a very high un-
employment rate, we worked against
the Employment Office because it
was mostly unemployed who were in
the social services and then you had
to learn the rules at the Employment
Office by heart and know how to
take this client through the system so
that it gets the best possible help
from the Employment Office. Then
the National Insurance Office has
changed its rules and then it was a
lot of people who came here because
they have just been insured, then we
have to turn and we should suddenly
work more towards the National In-
surance Office and think about how
it works for them. We have
knowledge that one should have all
the time, but depending on how it

changes then one focuses more on

Jag tror inte de &r mer eller mindre ut-
manande men att det forandras, det
stimmer. Men samtidigt méste man

ocksa tdnka sdhér att socionomer maste

va beredda pa fordndringar. For till ex-
empel ndr man hade jattehog arbetslos-
het da arbetade vi mot arbetsfor-
medlingen for att det var mest arbets-
16sa som var inom socialtjansten och
dé var man tvungen att ldra sig utan
och innan reglerna som var pa arbets-
formedlingen och veta hur ska jag ta
den hir klienten genom systemet sa att
den fér basta mojliga hjilp av arbets-
formedlingen. Sen har forsikringskas-
san dndrat sina regler och da var det
massa personer som kom hit for att de
har vart just forsdkrade, och d& maste
vi svinga och dé ska vi plotsligt jobba
mer mot forsékringskassan och ténka
pa hur det fungerar hos dem. Vi har
kunskap som man ska ha hela tiden,
men beroende pé hur det foréndras da
fokuserar man mer pé ett eller annat.
Nu blir det for de som jobbar med kli-
entprocessen att fraga sig hur de ska f&
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one thing or the other. Now it will be
for those who work with the client
process to ask themselves how to get
this client to accompany me. How
should we create the best possible
action plan? The focus is very much
on the change management. Previ-
ously it has been more 50/50 per cent
because then you also had to put fo-
cus on how much things cost and
what to grant and not grant. It is not
that you have ignored what to grant
now, but you do not have to put fo-
cus on it in the same way. So yes it
has changed but as I said, I think not
only that depends on IT but that we
as an industry must be prepared to
change a little bit depending on what
is happening in society.

denna klienten att folja med mig. Hur
ska vi skapa bista mojliga handlings-
plan? Fokus ligger véldigt mycket pa
fordndringsarbetet. Tidigare har det va-
rit mer 50/50 procent for d& har man
ocksa varit tvungen att 1agga fokus pa
hur mycket saker och ting kostar och
vad man skulle bevilja och inte bevilja.
Det &r inte sa att man struntat i vad
man ska bevilja nu, men man behdver
inte lagga fokus pa det pd samma sétt.
Sa ja det har forédndrats men som sagt,
jag tror inte bara det beror pa IT utan
att vi som bransch maste vara beredda
pa att &ndra lite beroende pa vad som
hander i samhallet.

11

[ understand. So if | have understood
you correctly, the employee perceive
that there are no more complex work
tasks or work tasks that require more
problem-solving skills, but rather
that there is a change and this hap-
pens depending on how society
looks?

Jag forstar. Sa om jag har tolkat dig ratt
sd upplever den anstéllda att det inte
blir mer komplexa arbetsuppgifter eller
arbetsuppgifter som kréaver mer pro-
blemlosningsfirdigheter, utan det sker
en fordndring och detta sker beroende
pa hur samhéllet ser ut?

12

M3

Yes, how society looks and what is
important. As I did not say from the
beginning is that we have something
called *anonymized* that we have
created before we started automat-
ing. And the *anonymized* is a col-
lection of all the processes we have
in the social services. Then it is like
this, that those who are on social sec-
retaries and economic support, then
it starts with the application coming
in, who takes it? What is the next
step you do? And so on. That is what
we have done with the entire social
services. And it was a pretty good
support when we started automating,
but those processes changes and it
becomes obvious if you look at the
Social Services Act. Or if you look,
there is a manual for economic aid, I
do not know if you have had it but it
can be downloaded at the National
Board of Health and Welfare and
there it says like this; if you work
with economic support, then you
firstly work with getting an approval
for a change process and to achieve a
change that will lead to this person
becoming self-sufficient. That is
number one. Number two is that,
while this is going on, you have to

Ja, pa hur samhallet ser ut och det som
ar viktigt. Som jag inte sa fran borjan
ar att vi har nagot som heter *anony-
mized* som vi har skapat innan vi bor-
jade automatisera. Och *anonymized*
ar en samling av alla processer som vi
har inom socialtjansten. Da &r det sa att
de som ér pa socialsekretering och for-
sOrjningsstod, da borjar det med att an-
sokan kommer in, vem tar den? Vad ar
nista steg som du gor? Och sé vidare.
Sa har vi gjort med hela socialtjansten.
Och det var ganska bra st6d nér vi bor-
jade automatisera, men de processerna
blir fordndrade och det blir jéttetydligt
om du tittar pa socialtjdnstlagen. Eller
om du tittar, det finns en handbok for
ekonomiskt bistand, jag vet inte om du
har haft den men den gér att ladda ner
pa socialstyrelsen och dér stér det sa-
hir; om man jobbar med forsorjnings-
stod, da jobbar man nummer ett med
att fa tillstdnd en forandringsprocess
och for att 4stadkomma en fordndring
som ska leda den hér personen till
sjalvforsorjning. Det &r nummer ett.
Nummer tva ar att man ska under tiden
som det har pdgér betala forsérjnings-
stod, s ar det formulerat. Det som so-
cialtjénsten har gjort pé sista tiden &r
att betala ut pengar och jobba med for-
andringsprocesser s mycket som man

TI-TC
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pay support, that is how it is formu-
lated. What the social services have
done lately is to pay out money and
work with change processes as much
as they can. And the robot enables
that one can take it in the right order
for our job. Of course we will pay
the right money according to it is
prescribed and no more or less. But
we have not educated us to sit and
work with that, we have gone our ed-
ucation to work with people and see;
why is this person in the social ser-
vices? What does it need to become
self-sufficient and avoid us? It is our
primary mission. In the meanwhile,
we should pay out support that is
correct. And that's what the robot
gives back to the social services I
think.

hinner. Och roboten mdjliggdr att man
tar det i ritt ordning for vart jobb.
Sjélvklart ska vi betala ut ritt pengar
enligt det ar forskrivet och inte mera
och inte mindre. Men vi har inte gatt
utbildning for att sitta och jobba med
det, vi har gatt vér utbildning for att
jobba med ménniskor och se; varfor ar
denna ménniska inom socialtjansten?
Vad behover den for att bli sjalvforsor-
jande och slippa oss? Det &r vért pri-
mira uppdrag. Undertiden ska vi betala
ut stod som ér rétt. Och det &r det som
roboten ger tillbaka till socialtjénsten
tycker jag.

13 I Thank you so much. Tack sa jattemycket.
Do you think the employee perceives | Tror du att den anstdllda upplever att
that the use of RPA has influenced anvindandet av RPA paverkat den an-
the employee's impact and responsi- | stédlldes paverkan och ansvar gillande
bility regarding the entire work pro- | hela arbetsprocessen?
cess?

14 M3 Yes, when we started to automate, it | Ja, nir vi borjade automatisera sa var

was in some municipality where so-
cial secretaries had resigned because
they felt that it would not be good.
But we haven't had a drop off be-
cause of it. We have got a fairly sta-
ble foundation. There are still ques-
tions... I mean this with automation
is so new, *anonymized* has done it
and then we have also done it. But
we have gone a different way than
*anonymized*, so many questions
that we have, there is no one else
who has the answers to and you have
to go and make your own mistakes.
And because of this, some things are
done in a wrong way, where we real-
ize that some things we have done
with the robot might not be the best
and optimal, and that we need to
change something. Or that the
change affects something that we
had not counted on and such things,
which means that you always have to
keep track of routines and so. There
have been some questions about it
and it has been raised that it has been
difficult for the social secretaries pe-
riodically. Because as we have been
working for a month, we may have
changed the next month. And espe-
cially since we have chosen this slow

det i nagon kommun dér socialsekrete-
rare hade hoppat av sitt jobb for att de
tyckte sig kénna att det inte skulle bli
bra. Men vi har inte haft avhopp pa
grund av det. Vi har fatt till en ganska
stabil grund. Det finns fortfarande fra-
gor... Jag menar det hiar med automati-
sering ar sa nytt, *anonymized* har
gjort det och sen har vi ocksa gjort det.
Men vi har gatt en annan vig &n *ano-
nymized*, sa vildigt manga fragor som
vi sitter med finns det ingen annan som
har gjort utan man far ga och gora sina
egna fel. Och det gor att det blir fel, dar
vi upptécker att vissa grejer vi gjort
med roboten kanske inte var det bésta
och mest optimala utan att vi méste
andra nagonting. Eller att fordndringen
paverkar ndgot som vi inte hade rdknat
med och sédana saker, vilket gor att
man hela tiden maste halla koll pa ruti-
ner och sa. Det har varit en del fragor
kring det och det har tagits upp att det
periodvis varit svar for socialsekrete-
rarna. For s& som vi har jobbat en ma-
nad, har vi kanske dndrat ndsta ma-
nadsskifte. Och speciellt eftersom vi
har valt den hér 1dngsamma forand-
ringen med automatiseringen och i for-
andringen 1 hur man jobbar for vissa
grupper. Lite har det varit, men det har
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change with the automation and in
the change of how to work for cer-
tain groups. It has been a little bit,
but it has not been that people have
chosen to resign because of that. I
think they perceive it as positive for
the most of the time.

inte varit sa att folk har valt att sluta pa
grund av det. Jag tror for det mesta att
de upplever det som positivt.

15 I Okay, so do you think the employee | Okej, sé tror du att den anstéllda kén-
feels that it has gained more respon- | ner att den har fatt mer ansvar nu nér
sibility now that the robot has come | roboten har kommit in och tagit ver
in and taken over certain work tasks? | vissa arbetsuppgifter?
16 M3 No, I do not think so. I don't think Nej, det tror jag inte. Jag tror inte de TI-R
they have got more responsibility be- | har fatt mer ansvar for ansvaret har de
cause the responsibility they have, haft tidigare ocksa. Mera att det har ta-
they had in the past as well. More gits upp till ytan beroende pa vilken ge-
that it has been taken up to the sur- neration av socialsekreterare man job-
face depending on which generation | bar med. D& mérker man vilka som ar
of social secretaries you work with. mer vana att jobba med ménniskor,
Then you notice who is more used to | vilka som har kommit under de peri-
working with people, who has come | oderna ndr man jobbat mer administra-
during those periods when you tivt och kanske inte &r lika vana vid att
worked more administratively and jobba med ménniskor. Fér som sagt,
may not being as used to working det blir mer tydligt nu att man maste
with people. As I said, it becomes vara bra pa att moéta folk och prata med
clearer now that you have to be good | folk och driva deras fragor. Det &r
at meeting people and talking to peo- | andra fardigheter som kommer pa
ple and raise their questions. There forsta plats om man séger sa.
are other skills that come on first
place if you say so.
17 I Okay, do you think that the em- Okej, tror du da att den anstéllda upple-
ployee perceives that the use of RPA | ver att anvindandet av RPA har paver-
has influenced the importance of kat betydelsen av deras arbetsuppgifter,
their duties in relation to the organi- | i forhéallande till de organisatoriska re-
sational results? sultaten?
18 M3 How do you mean? Hur menar du da?
19 I That they now feel an increased im- | Att de nu kdnner en dkad betydelse i de
portance in the tasks they now have? | arbetsuppgifterna som de nu har?
20 M3 Well... If their work tasks are of Ja... Om deras arbetsuppgifter har TI-TIm
greater importance, I do not know. storre betydelse det vet jag inte.
21 I For example, that they can now work | Till exempel att de nu kan jobba mer
more with the residents instead of med invanarna istéllet for att bara sitta
just sitting with paperwork? Do you | med pappersarbete? Tror du att detta
think this could have an influence on | skulle kunna ha paverkat hur de kén-
how they feel? ner?
22 M3 Yes, as I told you, everyone hasnot | Ja, som jag sa till dig sa har alla inte TI-IP
started to work with the client at the | borjat jobba med klienten samtidigt TI-TIm

same time, but the best results are
seen in this youth group. For the
youth group, except from being the
first group who did not have to work
with administration, they have also
moved to separate premises so that
they sit together with the Employ-
ment Office and representatives from
psychiatry. We have a hope that we
will get representatives from the Na-
tional Insurance Office as well and
then it may look like this, that when
they come in the morning and meet a

utan de bésta resultaten ser man i den
hir ungdomsgruppen. For ungdoms-
gruppen, forutom att vara forsta grupp
som slapp jobba med administration, s
har de ocksa flyttat till separata lokaler
sa de sitter tillsammans med arbetsfor-
medlingen och representanter fran psy-
kiatrin. Vi har en férhoppning om att vi
far representanter frén forsiakringskas-
san ocksa och da kan det se ut sahér, att
nar de kommer pa formiddagen och
traffar en socialsekreterare, sé siger de
att du kanske skulle tréffa en coach
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social secretary, they say that you
might meet a coach who can help
you to come out in the working life.
Then you might meet a coach the
same day or maybe meeting a repre-
sentative from a school in the after-
noon. And then they might sign up to
start studying an education. So it is a
much shorter process, and in this
way they are happy and more fond of
this way of working. Then it has be-
come a much more open contact
with automation. So it is very often,
when we talk about how we should
do things, that someone says; can a
robot do this? Is it possible to auto-
mate? So I think they clearly see a
winning with automation.

som kan hjélpa dig ut i arbetslivet. Sen
kanske du tréffar en coach samma dag
eller kanske tréffar en representant frén
en skola pa eftermiddag. Och sen
kanske de skriver in sig pa en utbild-
ning for att borja plugga. Sa det &r en
mycket kortare process, och pa sé sitt
ar de glada och mer mana om detta sétt
att jobba. Sen &r det som sé att det har
blivit en mycket 6ppnare kontakt for
det hiar med automatisering. Sé det ar
valdigt ofta nér vi pratar om hur vi ska
gora, sé dr det ndgon som séger; kan en
robot gora det har? Gér det automati-
sera? Sa jag tror att de klart ser en vinst
med automatisering.

23 I Great. Men toppen.

Do you think the employee perceive | Tror du att den anstdllda upplever att

that the use of RPA has enabled the | anvdndandet av RPA har gjort det moj-

employee to structure and control ligt for de anstillda att strukturera och

their work tasks more freely? kontrollera sina arbetsuppgifter mer
fritt?

24 M3 Structure and control more freely... Strukturera och kontrollera mer fritt... A-SC
It depends, because most of the time | Det beror pa, for att for oftast sé for-
we expect some to work with pay- véntar vi oss att en del jobbar med ut-
ments. And there it is like this, that if | betalningar. Och dr ar det sa att, det ar
it is the monthly change, it is clearly | klart att om det 4r ménadsskifte sa &r
payments that apply, but also to con- | det utbetalningar som géller och att
trol applications and such things. kontrollera ansdkningar och sddana sa-
And there is not much to choose ker. Och dér finns det inte s& mycket
from. But the others who work with | att vélja pad. Men de andra som jobbar
clients, there you have to book your | med klienter, dér ar det att man far
meetings and you have to make the boka sina méten och man far gora be-
judgments if you want to meet them | domningar om man vill traffa de varje
every week, if you want to meet vecka, om man vill triffa de en gang i
them once a month or what you now | manaden eller vad man nu anser &r
consider appropriate. We have also lampligt. Vi har ocksa pratat om att
talked about planning some groups. planera en del grupper. Sa pa négot sitt
So, in some way, more room has har det skapats mer utrymme for att
been created to be creative as a so- vara kreativ som socialsekreterare. Det
cial secretary. I think is has got tycker jag har kommit mer, vad ska
more, what to say, a creative expres- | man séga, ett kreativt uttryck fran en
sion from some people compared to | del jaimfort med vad jag har kunnat se
what I have seen before. Because tidigare. For dé ar det kompetens som
then it is the competence that wants | vill jobba med grupper, som har gétt
to work with groups, who have at- nagon kurs i ngot som heter sokratiska
tended some course in something samtal och tycker att man skulle kunna
called Socratic conversations, who tillampa det. Och s sitter vi och titta
thinks that you could apply it. And pa hur vi skulle kunna gora det hér. Ti-
then we sit and look at how we could | digare har vi inte pratat om sinna saker
do this. Previously, we have not och vi har inte haft utrymmer for sant.
talked about such things and we have
not had room for such things.

25 1 That’s fun to her. Vad kul att hora.

26 M3 Yes. Ja.
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27 I Do you think that employee have Tror du att den anstéllda har upplevt
perceived any differences in relation | nagra skillnader i forhallande till tids-
to time pressure on their work tasks, | press kring deras arbetsuppgifter, sedan
since the use of RPA has been intro- | anvdndandet av RPA inforts i organi-
duced in the organisation? sationen?

28 M3 Well, time pressure. I have got this Alltsa tidspress. Detta har jag fatt fran | A-TP
from the social secretaries. It has socialsekreterarna. Det har skett for-
been improvements. I mean, in the battringar. Det &r s att tidigare har vi
past we have had that from the 15th | haft att fran den 15:de varje ménad till
every month until the last, a pro- den sista, en langdragen period med ut-
longed period of payments of money | betalningar av pengar och det var job-
and it was hard and stressful. The so- | bigt och det var stressigt. Da var social-
cial secretaries back then were really | sekreterarna jéttestressade. Och nu &r
stressed. And now, the robot is start- | det sa att roboten borjar hantera dren-
ing to handle cases. And then we den. Och sen har vi infort att alla utbe-
have introduced that all payments are | talningar sker den 27:e, vilket gor att
made on the 27th, which means that | nu har det blivit lugnt och da betalas all
it now has become quiet and then are | forsorjningsstdd ut den 27:e i méanaden.
all the economic supports being paid | Och da har vi en utbetalningsperiod
out, on the 27th of the month. And som &r max en vecka, och da ar det vil-
then we have a payment period that digt intensivt for de som jobbar och
is a maximum of one week, and then | hanterar utbetalningar. Men det har bli-
it is very intensive for those who vit mycket kortare och mycket lugnare
work and handle payments. But it under utbetalningsperioden och det har
has become much shorter and much | socialsekreterarna sagt sjélva.
calmer during the payment periods,
and that is what the social secretaries
have said themselves.

29 I Okay, great. Okej toppen.

I still have a main question left. Jag har en huvudfraga kvar. Manga an-
Many believe that the use of RPA ser att anviandningen av RPA effektivi-
streamline processes due to its ability | serar processer pa grund av dess egen-
to automate work tasks. Do you be- skaper att automatisera arbetsuppgifter.
lieve that the employee perceives, Tror du, fran din egen erfarenhet med
from your own experience with RPA, att de anstéllda upplever att auto-
RPA, that RPA’s automation of pro- | matisering genom RPA har paverkat
cesses has had an impact on how hur snabbt de kan fa feedback och ater-
rapidly he/she obtain feedback about | koppling géllande deras arbetsprestat-
his/her work performance? ioner?

30 M3 What a complicated question. Vilken komplicerad fraga.

31 I Do you want me to take it again and | Vill du jag ska ta den en géang till och
clarify it? fortydliga den?

32 M3 Do you mean, kind of, that the intro- | Menar du alltsa att typ inforandet av
duction of this has in any way led to | det hir har pa nagot sitt lett till paver-
an influence of their work perfor- kan av deras arbetsprestationer eller?
mance or?

33 I No, what we mean is that RPA auto- | Nej, utan det vi menar ir att RPA auto-
mates some of their repetitive and matiserar en del av deras repetitiva och
monotonous tasks where they sit monotona arbetsuppgifter dér de sitter
with paperwork. If it has influenced | med pappersarbete. Om det har paver-
how quickly the employee perceives | kat hur snabbt de anstillda upplever att
to receive feedback on their work de far feedback pa sitt arbete som de
that they carry out? genomfor?

34 M3 Can you give me an example on Kan du ge ett exempel pa vad du me-

what you mean?

nar?
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35 I Since they can now work more with | I och med att de nu kan jobba mer med
citizens, maybe it will be longer invénare sa kanske det blir léngre ar-
work processes and then influence betsprocesser och paverkar det da hur
how rapidly they get feedback on snabbt de far feedback pa det de preste-
what they perform? rar?

36 M3 Feedback internally, or? Feedback internt, eller?

37 I Yes exactly, feedback within your Ja precis, feedback inom er organisat-
organisation. ion.

38 M3 I'll answer that as well. I have to say | Det ska jag svara pa ocksa. Jag maste

that I do not know what you have
done or where you have been. But
you have thought through this quite
well, because it is very wise ques-
tions. The thing is, if you previously
measured what the social secretaries
do, which is not okay within the so-
cial service since you always come
down to that we work with people,
and that it is not possible to measure
and so. So, you might have looked at
how many decisions that were made
by a social secretary, which is also
not okay because you can make deci-
sions about economic support in a
single decision where you write that
you grant economic aid for that, and
that, and that. Or you can make five
different decisions during one
month, where one is economic sup-
port, the other is the *anonymized*
card. The third might be a thing that
has come in the same application, so
it is relative and might not be a good
way to measure. Measuring how
many cases a social secretary has
completed is also a bad way to meas-
ure because, if a psychiatrist from
*anonymized* municipality resign
and move, then we feel it because
they are so few so it will be queue.
And we sit with people where we do
not have any diagnosis and we can’t
do anything more. And if the Em-
ployment Office is saving money,
then imagine what giant changes that
might happen. And all of the sudden
they will reorganize, and our clients
will wait in the meantime, and so
will we. So, you can’t measure how
many cases you have completed be-
cause it does not only depend on the
social secretaries. But since we have
worked with automation and, as I
told you, it has, at least, created a cli-
mate where you think freely about
what you can automate. And then we
have thought about another robot
that is a follow-up tool. We're talk-
ing about it. We are thinking to, with

sdga att jag vet inte vad ni har gjort el-
ler var ni har varit men ni har tankt ige-
nom det hir ganska bra, for det dr vél-
digt kloka fragor. Grejen &r séhér, att
om man tidigare skulle méta vad soci-
alsekreterarna gor, vilket inte ar okej
inom socialtjénsten for man alltid lan-
dar i att vi jobbar med ménniskor, och
att det inte gar att méta och sd. S& man
har kanske tittat pd hur manga beslut
som fattades av en socialsekreterare,
vilket inte heller dr okej for man kan
fatta beslut om forsorjningsstod i ett
enda beslut ddr man skriver under att
man beviljar ekonomiskt bistdnd for
det och det och det. Eller man kan un-
der en ménad fatta fem olika beslut dér
den ena &r forsorjningsstod, den andra
ar *anonymized*-kort. Den tredje ar
kanske en grej som kommit i samma
ansokan, sa det ar relativt och kanske
inte nagot bra sétt att méta. Att méta
hur ménga drenden som en socialsekre-
terare har avslutat &r ocksa ett kasst sitt
att mita for, gar en psykiatriker fran
*anonymized* kommun och flyttar, da
kénner vi det for de &r sa fa sa da blir
det k&. Och vi sitter med folk dér vi
inte har ndgon diagnos och vi kan inte
gora nagot mer. Och sparar arbetsfor-
medlingen pengar, tink dig att da blir
det jattefordndringar. Da ska de omor-
ganisera, och da véntar vara klienter
undertiden och vi vintar ocksa. Sa man
kan inte méta pa hur manga man har
avslutat for det beror inte bara pa soci-
alsekreterarna. Men eftersom vi har
jobbat med automatisering och, som
jag sa till dig, att det i alla fall har
skapat ett klimat dar man tinker fritt
kring vad man kan automatisera. Och
da har vi funderat pd en annan robot
som ar ett uppfoljningsverktyg. Vi pra-
tar om det. Vi funderar pa att, med
hjélp av en uppfoljningsrobot, titta pa
nér ett drende har aktualiserats, hur
lang tid har de tagit till forsta beslut?
Nér har klienten hinvisats till ndgon
aktivitet? Nar han man gjort handlings-
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the help of a follow-up robot, look at
when a case has been actualized,
how long have they taken to make
the first decision? When has the cli-
ent been referred to any activity?
When have you made the action
plan? When have you followed up
the action plan? You can measure
that. And then you can know that
this person has applied, and he has
got a decision within 1,2,3 days and
has not sat and waited for forever.
We have also said that we preferably
should have a decision the next day.
Then we don’t have all the decisions
the next day, because people simply
send it in for the first time and there-
fore don’t send all the papers that we
need. But we have said that we
should contact people by the next
day, as latest, when they search. And
that has made me to now... I don’t
remember the last time I received a
call regarding that they have applied
and wondered how it is going since it
has gone two weeks, and nothing has
happened and so on. Now I don’t re-
ceive such calls anymore so it means
that clients get answers in time. And
people get an action plan. And then
the action plan must be followed up,
and this puts demands on social sec-
retaries to meet with clients, which
in turn leads to clients getting more
help and hopefully becoming self-
sufficient quicker. So in this way, we
are talking about following up on
their work. That we should follow up
the social secretaries' work in the
number of client meetings that one
has. In client time. But it is important
to find good... This measurement
will also be the basis for feedback,
and then we have something to talk
about that is approved and okay to
talk about, although we work with
people.

planen? Nar har man foljt upp hand-
lingsplanen? Och det kan man mita.
Och dé kan man veta att denna perso-
nen har sokt och han har fatt beslut
inom 1,2,3 dagar och inte suttit och
vantat hur lange som helst. Vi har
ocksa sagt att vi ska helst ha beslut
nésta dag. Sen har vi inte alla beslut
nista dag, for att folk helt enkelt
skickar in for forsta gdngen och skickar
da inte alla papper som vi behdver.
Men vi har sagt att vi ska kontakta folk
senast nidsta dag, nir de soker. Och det
har gjort att jag nu... Jag minns inte
senast jag fick senaste samtalet gél-
lande att de har sokt och undrat hur det
gar for det har gatt tva veckor och det
har inte hint ndgot och sa vidare. Nu
far jag inte sddana samtal léngre sé det
betyder att klienter far svar i tid. Och
folk far en handlingsplan. Och sen ska
handlingsplanen f6ljas upp, och det
stéller krav pa socialsekreterare att
triaffa klienter, vilket i sin tur leder till
att klienter far mer hjélp och forhopp-
ningsvis kommer i sjalvforsorjning
snabbar. Sa pa sé sitt pratar vi om att
vi ska folja upp deras arbete. Att vi ska
folja upp socialsekreterarnas arbete i
antal klientméten som man har. I kli-
ent-tid. Men det géller att hitta bra...
Den hir méitningen kommer ocksa att
bli underlag for feedback, och da har vi
nagonting att prata om som &r godkint
och okej att prata om, fast vi jobbar
med manniskor.

39 I So the idea is, if [ understand you Sa tanken &r, om jag forstar dig ratt, att
correctly, that you should be able to | ni ska kunna ge mer innehallsrik feed-
provide more meaningful feedback back till era medarbetare?
to your employees?

40 M3 Yes, exactly. Ja, precis.

41 I That is great, thank you so much. Toppen, tack sa jattemycket.

We are actually done with the main
questions, but is there anything else
you want to add before we finish the
interview?

Vi dr faktiskt klara med huvudfragorna,
men &r det ndgonting annat du vill till-
lagga innan vi avslutar intervjun?
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42 M3 I don't know what to add. But there Jag vet inte vad jag ska tilligga. Men
are always areas of improvement and | det finns alltid forbéttringsomraden och
I think this is just the beginning. And | jag tror att detta &r bara borjan. Och det

the development is undoubtedly go- | 4r utan tvekan sé att utvecklingen kom-
ing this way. Then we have had mer ga at det hér hallet. Sen har vi haft
more than 30 different municipalities | mer &n 30 olika kommuner som pa né-

that, in some way, have visited us, got sitt har halsat pa hos oss, mailat,

emailed, asked and had a meeting in | frdgat och haft méte pa olika sitt for att
different ways because they want to | de vill automatisera. Sa att vi kommer
automate. So that we will automate automatisera i hela Sverige, det dr inget
throughout Sweden, there is no ques- | snack om saken. Men det géller bara att
tion about that. It is only a matter of | hitta ett bra sétt spar tid och gynnar

finding a good way that saves time béade klienter och medarbetare.
and favour both clients and employ-
ees.
43 I I totally agree with you. Det héller jag helt med dig om.
Would it be okay for you if we con- | Skulle det vara okej for dig om vi hér

tact you, if there would be something | av oss, om det skulle vara nagot som
that needs clarification or if we have | behdver fortydligas eller om vi har

any questions that pop up? By e- nagra fragor som dyker upp? Pa mail?
mail?

44 M3 Absolutely, that is totally fine. But as | Absolut, det gar jattebra. Men som sagt
I said, email, because I may not an- maila, for det kan hénda att jag inte
swer if I’'m sitting in a meeting. So it | svarar for att jag sitter i méte. S blir
gets the most smooth. det smidigast.

45 I Absolutely. Absolut.

Thank you so much for taking your Tack sa jattemycket for att du tog dig
time. I know you have a lot to stand | tiden. Jag vet att du har mycket att sta i
in and that there are many who con- | och att det &r manga som kontaktar er.
tact you. So it is really appreciated Sa det uppskattas verkligen att du tog
that you took your time for this inter- | dig tiden till denna intervju och vi har
view and we have received great an- | fatt jattebra svar och ar super ngjda. Sa
swers and are very satisfied. Have a | far du ha en fortsatt fin dag.

nice day.

46 M3 Yes, thank you so much. Good luck | Ja, tack s mycket. Ni far lycka till med
with your studies. studierna.

47 I Thank you so much, bye. Tack sa mycket, hej da.

48 M3 Thank you. Bye, bye. Tack. Hej, he;.
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Appendix 13: Interview Transcript (M4)

Then we are heading to the questions
constituting the main questions for
the actual interview. Do you believe
the employees perceive that the skills

Da kommer vi till de fragorna som

ar huvudfragor for sjélva intervjun.
Tror du att de anstéllda upplever att
de fardigheter som krévs fran deras

Section | Person | English Text (Translated Text) Swedish Text (Original Text) Code

1 I Would you like to start by explaining | Skulle du vilja borja med att for-
what position in your organisation klara vilken position i er organisat-
you possess and what it includes? ion som du besitter och vad den in-

nefattar?

2 M4 In the labor market administration, I Pa arbetsmarknadsforvaltningen sa
am unit manager for the authority ar jag enhetschef for myndighets-
process, it includes economic aid, the | processen, det innefattar ekono-
exercise of authority for children and | miskt bistand, myndighetsutévning
young people and our emission activ- | for barn och unga och var utsluss-
ities. Then I also have a role in the verksamhet. Sen har jag ocksé en
digitization area in municipality of roll i digitaliseringsradet i *anony-
*anonymized*. mized* kommun.

3 I Okay, thank you. Oke;j, tack.

Would you like to explain how em- Skulle du vilja forklara hur de an-
ployees use RPA in your organisation | stdllda anvinder RPA i er organi-
and what is the purpose of using sation och vad som &r avsikten med
RPA? anvéindningen av RPA?

4 M4 After all, we have applied the tech- Vi har ju applicerat tekniken pa den
nology to the ongoing application and | 16pande ansdkan och forsérjnings-
economic support. In ¥*anonymized* | stdd. I *anonymized* fér vi in un-
we monthly get about 300 of this type | gefir 300 sddana ansdkningar ma-
of applications. Our process is admin- | nadsvis. Vér process ar administra-
istrative and follows rules and there- | tiv och foljer regler och dérfor ar
fore it is also suitable to automate. den ocksé lamplig att automatisera.
We have had this since *anony- Det har vi haft sedan *anony-
mized*, so for just over two years we | mized*, sd i lite drygt tva &r har vi
have used the technology on that pro- | anvént tekniken pa den processen.
cess. What it does is ... We have an e- | Det den gor &r... Vi har en e-tjénst
service for the economic support for forsorjningsstddet sedan *ano-
since *anonymized*, and what RPA | nymized*, och det RPA gor ar att
does is that it goes into, and retrieve, | ga in och hdmta alla de ansdkningar
all the applications that have been re- | som har inkommit, lagger in de i
ceived, put them in the operating sys- | verksamhetssystemet pa personen
tem on the person or in the household | eller i hushallet och gor da en be-
and then execute a calculation based | rdkning utifran vad den sdkande har
on what the applicant has filled in fyllt 1 och kontrollerar deras in-
and controls their income towards the | komster gentemot forsikringskas-
National Insurance Office. Then it san. Sen tittar den ocksa i arbets-
also looks in the labor market mod- marknadsmodulen, det vill sdga dér
ule, in other words, where the labor arbetsmarknadssekreterarna doku-
market secretaries’ document, there it | menterar, dir sdkerstiller man att
is ensured that the applicant has a den sokande har en planering som
planning, and that it is followed in or- | man foljer for ndrmsta vigen mot
der to reach the closest path to self- sjalvforsorjning och efter det sa
sufficiency and after that a decision is | fattas ett beslut och da gors utbetal-
made and then the payments are ningar.
made.

5 I Great. Toppen.
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being required from their side, in re-
lation to the performance of their eve-
ryday work tasks, have changed due
to the use of RPA?

sida, 1 forhallande till utférandes av
deras vardagliga arbetsuppgifter,
har foréndrats pa grund av anvén-
dandet av RPA?

6 M4 RPA does part of their job. However, | RPA gor ju delar av deras arbete. SV-CS
it is important that one knows what Daremot ar det av vikt att man vet
kind of technology we use and what | vad det &r for typ av teknik som vi
it can do and what it cannot do. So, of | anvinder och vad den kan gora och
course, they have an awareness of vad den inte kan gora. Sa att saklart
what RPA is, but they have not been | har de kinnedom om vad RPA ir,
required to learn anything new, but it | men de har inte behovt lara sig
is rather that one now looks else- nagonting nytt, utan det dr val mer
where or that it is another document, | att man tittar pa andra stéllen eller
but it is nothing new. att det ar ett annat dokument men

det &r inget nytt.

7 I So no new skills then? Inga nya fardigheter da?

8 M4 No. Ne;j.

9 I Okay, thank you. Oke;j, tack.

Next question, do you believe that the | Nésta fraga, tror du att de anstéllda
employees perceive that the work upplever att de arbetsuppgifter som
tasks they have are equal, more, or de har &r likvérdiga, mer, eller

less challenging compared to how mindre utmanande jaimfort med hur
they were before RPA was used? de var innan RPA anvindes?

10 M4 Their job description has not changed | Deras arbetsbeskrivning har inte
over time but it is only, or maybe not | fordndrats 6ver tid utan det &r bara,
only, that the RPA does part of their | eller bara och bara, att RPA gor de-
job. However, we have become fewer | lar av deras arbete. Déremot har vi
case workers, which means that they | blivit firre handlaggare, vilket gor
have more cases per case worker to att de har fler drende per handlag-
handle, but the actual tasks them- gare att hantera men sjdlva arbets-
selves are the same. It is still true uppgifterna dr detsamma. Det &r
that, of course RAP does a lot, but fortfarande s att, nog for att RAP
there are still new applications for gor vildigt mycket, men det &r fort-
which basic investigations are to be farande nya ansdkningar som det
made, in order to make decisions and | ska goéras grundutredningar for att
when and when one has appealed its | tas beslut kring och nir man har
decision, it is still up to the case Overklagat sitt beslut s ar det fort-
worker to make the decision whether | farande handlaggaren som ska gora
to the case should be reconsidered or | bedémningen om det ska omprdvas
lead to a ruling. eller ga till ett yttrande.

11 I Do you believe that maybe the em- Tror du dé att det kanske &r sa att
ployees perceive that the use of RPA | de anstillda upplever att anvind-
requires that they now have more ningen av RPA kréver att de har
skills including problem solving and | mer firdigheter kring problemlds-
complexity, now that RPA has taken | ning och komplexitet, nu nir RPA
over certain parts of the tasks, which | har tagit 6ver vissa delar av arbets-
you mentioned? uppgifterna som du ndmnde?

12 M4 No, no skills are required ... You Nej det krdvs ingen... Du behover SV-CLS
need to know about the technology, veta om tekniken, hur den fungerar
how it works and how the process be- | och hur processen bakom sjédlva
hind the actual programming is orga- | programmeringen ar upplagd, vilka
nized, which guidelines that exist or riktlinjer som finns eller vilken lag-
what legislation we have to relate to, | stiftning vi har att forhalla oss till,
and what assessment we do, this has | och vilka beddmning vi gor, detta
not changed. har inte foréndrats.

13 I Okay, is it then more ... Do I under- Okej, ar det da mer... Forstar jag

stand it correctly that they have more
opportunity to work with more cases

det rétt att de har mer mdjlighet att
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because the robot takes over more
simple tasks that are time-consum-
ing?

jobba med fler drenden for att robo-
ten tar 6ver mer simpla uppgifter
som ar tidskrdvande?

14 M4 Yes, you can definitely say that. If Ja, sa kan man absolut sdga om det. | SV-CS
you look at the time, it could take be- | Om man tittar pa tid sa kunde det ta | SV-DS
tween 3-5 minutes to handle a current | mellan 3-5 minuter att handldgga en | TI-TIm
application that should be approved, l6pande ansokan som det skulle bli | TS-TC
then it could take between 5-17 bifall pa, sen kunde det ta mellan 5-
minutes to handle a case for which a | 17 minuter att hantera ett drende
rejection would be added. RPA han- som det skulle ldggas ett avslag pa.
dles whether it is a refusal or ap- RPA handlédgger oavsett om det
proval, in one minute. So it is obvi- skulle bli avslag eller bifall pa en
ous that the time they do not have to | minut. S& det ar klart att den tiden
put on these things results in that they | som de inte behover ldgga pa de sa-
instead can put time on the cases that | kerna, dels kan de ldgga ner mer tid
require their skills and their assess- pa de drenden som kréver deras
ment, but it is also that they are fewer | kompetens och deras bedomning
case workers so they have now more | men det 4r s& ocksé att de &r ju firre
cases to handle. handléggare sa de har fatt fler dren-

den att hantera.

15 I Okay, great. Okej, toppen.

The next question then is, do you Nasta fraga ar da, tror du att de an-
think the employees perceive that the | stdllda upplever att anvindandet av
use of RPA has affected their own in- | RPA har paverkat deras eget infly-
fluence and responsibility throughout | tande och ansvar genom hela ar-
the work process? betsprocessen?

16 M4 No, when we... RPA is programmed | Nej, ndr vi... RPA ir programme- TI-R
along a case worker, how it had han- | rad utefter en handldggare, hur den
dled the case, and the case workers hade han hanterat drendet och det
have been involved in this process. har handléggarna varit med i. De
They have been involved in program- | har varit med i programmering och
ming and setting up various decision | att sétta upp olika beslutsmed-
messages. I do not really know if this | delande. Jag vet inte riktigt om det
was the answers to your question, but | var svar pa er fraga, men de har va-
they have been involved in this so it rit delaktiga i det hér sa det ar de
is they themselves who have devel- sjdlva som har tagit fram det utifran
oped it based on how they think, so hur de tdnker sé det finns en tillit
there is a confidence in the technol- till tekniken.
ogy.

17 I It sounds great, it was absolutely an Det léter jattebra, det var absolut
answer to the question. svar pa fragan.

Do you believe that employees per- Tror du att de anstillda upplever att
ceive that the use of RPA has af- anvindandet av RPA har paverkat
fected the importance of their work betydelsen av deras arbetsuppgifter
tasks in regards to the organisational | i forhéllande till de organisatoriska
outcomes and goals? resultaten och mélen?

18 M4 My employees are very proud to have | Mina medarbetare ar vildigt stolta TI-IP
been involved in developing this over att ha varit med och utvecklat | TI-TIm

RPA process with us. We were
*anonymized™* in the country, so they
are very proud of it and can see the
benefits of using RPA on the pro-
cesses that are administrative so that
they can use their skills and time to
do things where they can make more
difference each day. And if you look
at *anonymized* then the cost of the

den hiar RPA-processen hos oss. Vi
var ju *anonymized* i landet, si de
ar vildigt stolta dver det och kan se
fordelarna med att anvanda RPA pa
de processerna som dr administra-
tiva sé att de kan anvénda sin kom-
petens och tid till att gora saker dar
de kan gora mer skillnad varje dag.
Och ser man till *anonymized* s
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economic aid has gone down very
much since the introduction of RPA
and it is about that there is a pride in
that we are an administrative process
and the more effective we can be in
our process the better the conditions
it generates in the other processes in
the organisation. So that we can put
more resources into the labor market
process, for example, so that we get
citizens into self-sufficiency in a
faster, better and more efficient way.
So the case workers here see their
role in the bigger picture.

har kostnaden for forsérjningsstodet
sjunkit vildigt mycket sedan info-
randet av RPA och det handlar om
att det finns en stolthet i att vi &r en
administrativ process och ju mer ef-
fektiva vi kan va i var process desto
béttre forutsattningar genererar det i
de andra processerna i organisat-
ionen. Sa att vi kan ldagga fler resur-
ser 1 arbetsmarknadsprocessen till
exempel sa att vi pa ett snabbare,
béttre och mer effektivt sdtt far ut
medborgare i sjalvforsorjning. Sa
handldggarna hér ser sin roll i det
stora hela.

19 I Okay. Oke;j.
Here comes a little longer question so | Har kommer en lite langre fraga sa
please let me know if you want me to | sig girna till om du vill att jag ska
repeat it. It is like that, that many be- | upprepa den. Det &r sé att ménga
lieve that RPA is used with the inten- | anser att RPA anvénds med avsikt
tion of freeing time from repetitive att frigora tid fran repetitiva och
and monotonous tasks in order to al- | monotona arbetsuppgifter for att
low the employees to work with more | istéllet 1ata de anstdllda kunna ar-
complex and challenging work tasks. | beta mer med komplexa och utma-
What is your opinion on this assump- | nande arbetsuppgifter. Vad ar din
tion, based on your own and *anony- | asikt kring detta antagande, baserat
mized* experience with RPA? pa din egna och *anonymized* er-
farenhet med RPA?

20 M4 I agree with that. In our case, it is Det instimmer jag med. I vart fall TS-SI
also about ... As I said, we are fewer | handlar det ocksa om att... Som jag | TS-TC
case workers who handle the eco- sa, vi dr farre handldggare som A-TP
nomic aid. So the additional re- handlagger forsorjningsstodet. Sa
sources we needed here before the de resurserna som vi behdvde ha
RPA, we have put in another process, | fler hdr innan RPA, har vi lagt i en
in that process where we meet citi- annan process, 1 den processen dir
zens where we can make the change | vi méter medborgare dir vi kan
so they can become self-sufficient. gora forandringen s& de kommer ut

i sjalv{orsorjning.

21 I Yes. Do you then think that employ- | Ja. Tror du da att de anstillda upp-
ees perceive that the use of RPA has | lever att anvindandet av RPA har
made it possible for the employees to | mojliggjort det for de anstillda att
focus on more tasks involving inter- fokusera pa fler uppgifter som inne-
action with the citizens? fattar interaktion med invanarna?

22 M4 Would you like to repeat the question | Skulle du vilja repetera fragan TS-SI
again? igen?

23 I Absolutely. Do you think that em- Absolut. Tror du att de anstillda
ployees perceive that the use of RPA | upplever att anvindandet av RPA
has enabled them to focus on more har gjort det mojligt for de sjalva att
tasks that involve handling with the fokusera pa fler uppgifter som inne-
citizens? fattar hantering med invanarna?

24 M4 Yes, not for the case worker's part in | Ja, inte for handldggarens del inom

the authority process, but the use of
RPA, which belongs almost together
with the question before, has made us
able to add more resources to the pro-
cess where human meetings take
place. Where we meet the citizen and
where we offer them service.

myndighetsprocessen men anvéin-
dandet av RPA, det hor néstan ihop
med frdgan innan, har gjort att vi
kan légga fler resurser pa den pro-
cessen dir ménskliga moten sker.
Dar vi tréffar medborgaren och dér
vi erbjuder de service.
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25 I Okay thanks. Oke;j, tack.

Do you believe the employees per- Tror du att de anstillda upplever att

ceive that using RPA has enabled anvéndandet av RPA har gjort det

them to structure and control their mojligt for de att strukturera och

work tasks more freely? kontrollera deras arbetsuppgifter
med fritt?

26 M4 Yes, they can plan their day in a dif- | Ja, de kan ldgga upp sin dag pa ett A-SC
ferent way. The report from the RPA | annat sétt. RPA-rapporten finns ju A-TP
is available in the morning when they | pa morgonen nér de kommer och
arrive and then the current cases will | sen gor de 16pande drendena forst
only be based on the fact that the pay- | utifran att utbetalningen maste vara
ment must be completed by 9.30 am | fardig vid halv 10 om man ska f& ut
if you are going to get the money that | pengar den dagen. Sen kan man
same day. Then you can plan the rest | ldgga upp resten av dagen utifran
of the day based on what they have vad man har pa bordet just da.
going on at the moment.

27 I Absolutely. So, RPA has actually Absolut. Sa, RPA har egentligen
freed up more time for them to more | frigjort mer tid for de for att léttare
easily structure their working day? kunna strukturera upp sin arbets-

dag?

28 M4 Yes. Ja. A-SC

29 I Okay. Oke;.

Do you think the employees perceive | Tror du att de anstéillda upplever

any differences regarding time pres- | nagra skillnader i forhallande till

sure on the employee's work tasks, tidspress kring den anstélldes ar-

since beginning to use RPA in * betsuppgifter sedan anvindandet av

anonymized *? RPA har borjat hos er i *anony-
mized*?

30 M4 Sorry, what did you initially say? Forlat, vad sa du inledningsvis?
Time? Tids?

31 I If they perceive any differences re- Om de upplever nagra skillnader i
garding time pressure on their work forhallande till tidspress kring deras
tasks? arbetsuppgifter?

32 M4 No, but it is rather connected with the | Nej, utan det hanger vl ihop med A-TP
payments then I believe. Because utbetalningarna da tdnker jag. For
9.30 in the morning, it must be done | halv 10 p4 morgonen maste det ga
in order for the applicant to receive ut for att den sdkande ska fa pengar
money that same day and this has den dagen och detta har inget med
nothing to do with our RPA, it has véar RPA att gora for sa har det varit
been like this before. So I don’t think | dven tidigare. Sa jag tinker inte att
it has changed. On the other hand, the | det har fordndrats. Daremot har
case workers here have more to do at | handldggarna hir mer att gora i slu-
the end of the month, based on the tet av ménaden, utifran att det ar
fact that there are more people who fler som ansoker da. Men sen har de
apply then. But then they also have a | ocksa en lite lugnare period i borjan
slightly calmer period in the begin- av manaden da de har tid for ater-
ning of the month when they have himtning och tid for att gora andra
time for recovery and time to do saker.
other things.

33 I Okay, so if you think about what Okej, s& om man ténker da pa det vi

we've previously have been touching
upon, that RPA then has freed time
for them to be able to focus on other
types of tasks instead, and that they
then might have received more cases?
Is the time pressure due to this the

varit inne pa lite innan, att RPA d&
har frigjort tid for de att kunna fo-
kusera pa andra typer av uppgifter
istéllet och att de d& kanske har fatt
fler renden? Ar tidspressen pa
grund av det hir densamma, eller
tror du att det finns en skillnad i det
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same, or do you believe there is a dif-
ference in it because they perceive
that it has given them more time?

for att de upplever att den gett mer
tid till dem?

34 M4 Yes, this is absolutely the case, it has | Ja men sa ar det absolut, det har ju A-TP
generated more time for them to do genererat mer tid for de att gora
other things or spend more time on a | andra saker eller 1dgga mer tid pa
ruling or something else. Of course, it | ett yttrande eller ndgonting annat.
has changed a little bit after all. But it | Det ar klart att det har trots allt for-
is also about that they have received | &ndrats lite grann. Men det handlar
more cases and then they have to ocksa om att de har fatt fler d&renden
handle them at the same time, and och da maste de hantera dem pa
then it is also about being more effi- | samma tid och da handlar det ocksa
cient, having structures, having rou- om att vara mer effektiv, ha struk-
tines, having guidelines and having turer, ha rutiner, ha riktlinjer och ha
templates. All of that has, especially | mallar. Allt sddant har ju, sérskilt i
last year was such a year where we fjol var ett sddant ar dér vi la vél-
spent a lot of time on decisions and digt mycket tid pa beslut och klar-
clarity in order to provide better con- | sprék for att det skulle ge béttre for-
ditions. utsdttningar.

35 I Do I understand you correctly that Forstar jag dig rétt, att de da kénner
they then feel that they have time to att de har tid att hjalpa fler i slutén-
help more in the end, thanks to RPA? | dan tack vare RPA?

36 M4 Yes. Ja.

37 I Okay, thanks. Okej, tack.

Then we have another question here Da4 har vi en till fraga hér som &r
that is a little longer, so just let me lite léngre, sé sig bara till om du
know if you want me to repeat it. vill att jag ska upprepa den. Manga
Many believe that the use of RPA anser att anvindningen av RPA ef-
streamlines processes because of fektiviserar processer pa grund av
RPA's ability to automate work tasks. | att RPAs egenskaper att automati-
Do you believe, from your own expe- | sera arbetsuppgifter. Tror du, fran
rience with RPA, that employees per- | din egen erfarenhet med RPA, att
ceive that automation through RPA de anstillda upplever att automati-
has had an impact on how rapidly seringen genom RPA har paverkat
they can obtain feedback fed back to | hur snabbt de kan fa feedback ater-
them regarding their work perfor- kopplat till sig géllande deras ar-
mance? betsprestation?

38 M4 Please repeat again. Upprepa girna igen.

39 I Absolutely. Many believe that the use | Absolut. Manga anser att anviand-
of RPA makes processes more effi- ningen av RPA effektiviserar pro-
cient, because of the technology's cesser, pa grund av teknikens egen-
ability to automate work tasks. Do skaper att automatisera arbetsupp-
you believe, from your own experi- gifter. Tror du, fran din egen erfa-
ence with RPA, that employees feel renhet med RPA, att de anstillda
that automation through RPA has upplever att automatisering genom
been able to influence how rapidly RPA har kunnat paverka hur snabbt
they get feedback fed back to them- de far feedback aterkopplat till sig
selves regarding their own work per- | géllande sin egen arbetsprestation?
formance?

40 M4 I don't really know if I understand, Jag vet inte riktigt om jag forstér,
but we can see if you are satisfied men vi kan vél se om ni blir ndjda
with the answer I give. med svaret jag ger.

41 I Absolutely. Absolut.

42 M4 Of course, the processes that you au- | Det &r klart att processerna som F

tomate become more efficient, it goes
faster. Then you have to be careful
about which processes you choose to
automate, there must be a benefit

man automatiserar blir mer effek-
tiva, det gar snabbare. Sen far man
vara forsiktig med vilka processer
som man véljer att automatisera, det
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with it. You have to be able to see the
benefits, you should not automate just
for the sake of automation. The em-
ployees, if they get faster feedback on
their work performance, I do not
know. If you get feedback on the per-
formance you do otherwise, I believe
this has to do that what relationship
you have with the manager. How to
give feedback to their employees, and
from my perspective that feedback
has not changed through RPA.

maste finnas en nytta med det. Man
maste kunna se vinsterna, man ska
inte automatisera bara for automati-
serandets skull. Medarbetarna, om
de far snabbare feedback pa sin ar-
betsprestation, jag vet inte. Om man
far feedback pa den prestation man
gor 1 ovrigt det handlar vl om re-
lationen till chefen ténker jag. Hur
man ger feedback till sina anstillda
och for min del har inte den feed-
backen fordndrats genom RPA.

43 I If one considers what we have talked | Om man tdnker pa det som vi har
about regarding RPA and the time it | pratat om géllande RPA och den tid
saves and thus enables the case work- | som den sparar och pa sé sétt moj-
ers to spend time on other tasks and liggor det for handldggarna att
similar things. Has it resulted in the lagga tiden pé andra uppgifter och
processes becoming longer or shorter, | liknande. Har det resulterat i att
and thus influenced how rapidly they | processerna blivit langre eller kor-
can get feedback on the work? tare, och darmed péaverkat hur

snabbt de kan fa feedback pa arbe-
tet?

44 M4 Looking at the RPA. The citizen gets | Om man ser till RPA. Medborgaren
a better service and gets his decision | far en béttre service och fér sitt be-
faster, which means that if one has re- | slut snabbare vilket gor att om man
ceived a rejection then the appeal will | har fatt ett avslag s kommer 6ver-
enter the same day or the day after klagan in samma dag eller dagen ef-
and it may well be some kind of feed- | ter och det kan vél vara nagon form
back that one gets. The whole process | av feedback som man far. Hela pro-
has been speeded up, before the RPA | cessen har snabbats upp, innan RPA
we have had the e-service that where | har vi haft e-tjédnsten som de s6-
the applicants have been able to see kande har kunnat se sitt beslut pa
their decision on "my pages" anyway, | ‘“mina sidor” dndd, men absolut kan
but absolutely one can notice that it man mérka att det gar snabbare
goes faster today. One can get the ap- | idag. Man kan fa in 6verklagan
peal the same day as you have the de- | samma dag som man har beslutet pa
cision in the morning, so certainly morgonen, sa visst gar allt mycket
everything goes much faster. Deci- snabbare. Beslut inom 24 timmar
sions within 24 hours we have had har vi haft sedan *anonymized*.
since *anonymized*. But when the e- | Men vid inforandet av e-tjénsten i
service was introduced in *anony- *anonymized* kunde medborgaren
mized*, the citizen could see his de- se sitt beslut direkt via min sida och
cision directly via my page and did behovde inte vinta pa postgangen
not have to wait for the mailbox and | och ddrmed gér det snabbare och de
thus it goes faster and they also make | stiller krav dven pa de andra pro-
demands on the other processes cesserna inom organisationen.
within the organisation.

45 I Okay thanks. Okej, tack.

Then we have actually come to the D4 har vi faktiskt kommit till slutet
end of the interview and I was just av intervjun och jag tiankte bara
going to ask if it is something that frdga om det 4r ndgot som du sjélv
you would like to add before we fin- | skulle vilja tilligga innan vi avslu-
ish the interview? tar intervjun?

46 M4 No, or ... What has been a success Nej, eller... Det som varit en fram-

factor for us, in this, is that we not
only introduced RPA because it
would be and not based on the tech-
nology either. But we have worked

géngsfaktor for oss, i det hér, det ar
att vi inte bara inforde RPA for att
det skulle vara och inte utifran tek-
niken heller. Utan vi har jobbat med
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with the change and streamlining the
processes and shortening the pro-
cessing time for the case handling
time over a few years, so for us this
was a natural next step. What is im-
portant when you go through such a
change when you take it in, that is
that you have ... It is about transpar-
ency in the leadership and it is very
important for the employees to be on
the journey and be allowed to feel in-
volved and get allowed say their
opinion.

fordndringen och effektivisera pro-
cesserna och korta handlaggningsti-
den under négra ar, sa for oss var
detta ett naturligt nista steg. Det
som dr viktigt ndr man genomgar en
sadan hér fordndring nir man tar in
den, det &r att man har... Det hand-
lar om transparens i ledarskapet och
det ar valdigt viktigt for medarbe-
tarna att vara med pa resan och fa
lov att kdnna sig delaktiga och fa
lov att tycka till.

47 I Great, thank you so much for that. Jattebra, tack sa jattemycket for det.
Then I also thought about, is it okay Sen tankte jag ocksa fraga, ar det
for you that we get back to you if the | okej for dig att vi hér av oss om det
case is that we feel that something dr s att vi kénner att ndgonting be-
needs clarification or if any other héver fortydligas eller om ndgon
question would appear? annan fraga skulle dyka upp?

48 M4 Yes but of course. Ja men sjilvklart.

49 I Great, thank you very much. Would Jattebra, tack s& hemskt mycket.
you also like us to send a copy of our | Skulle du dven vilja att vi skickar
study when it has been published? en kopia av var studie nédr den har

blivit publicerad?

50 M4 Yes, it would have been great fun Ja, det hade varit jdtteroligt.

51 I Absolutely, then we'll fix that. And Absolut, da fixar vi det. Och da far
then I just want to thank you so much | jag bara tacka s& hemskt mycket for
for taking the time to participate in att du tagit dig tiden att delta i var
our study, it is greatly appreciated by | studie, det uppskattas jattemycket
us. av 0ss.

52 M4 Of course, I wish you good luck. Sjélvklart, jag onskar er lycka till.

53 I Thank you very much, have a nice Tack sa mycket, ha en fortsatt fin
rest of the day. dag.

54 M4 You too. Detsamma.

55 I Thanks, bye. Tack, hejda.

56 M4 Bye. Hejda.
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