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Background of the research

Scope of this report

PRODUCTS BUYERS GEOGRAPHY TECHNOLOGY VENDORS
Robotic Process 
Automation (RPA)

Feedback from 49 
enterprise buyers

Global 18 leading RPA technology vendors

Background of the research
Robotic Process Automation (RPA) has the potential to offer key benefits – improved speed & accuracy, enhanced customer experience, 
and reduced cost, among others. Moreover, this value is realized fairly quickly, as deployments are rapid and have a low risk due to the fact 
that integration is typically non-invasive and easily remediable. As a consequence, many enterprises and global service providers are 
investing in RPA. However, RPA is a burgeoning market with technologies that are relatively new to many potential buyers in terms of 
solution features, deployment models, supporting frameworks, and commercial aspects. The technologies are also evolving with an 
expanding feature set and increasing richness of functionality

In this study, we analyze the buyer satisfaction/feedback with their RPA product/vendor across various dimensions:
 Key buyer drivers/objectives for RPA adoption
 Buyer satisfaction with the products/vendors in meeting objectives
 Buyer satisfaction with products’/vendors’ capabilities across various capability dimensions and subdimensions
 Key strengths and areas of improvements as cited by the buyers
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Overview and abbreviated summary of key messages

Robotic Process Automation (RPA) is one of the key enablers of digital transformation for enterprises and global service providers. This 
report provides key stakeholders a snapshot of the aggregate buyers’ feedback on 18 leading RPA technology vendors. The report also 
provides an insight into the key factors driving RPA adoption among buyers and their satisfaction level with RPA technology vendors in 
achieving key objectives

Some of the findings in this report, among others, are:

 Overall, cost and operational impact continue to be the primary drivers for RPA adoption as 
opposed to strategic/business impact drivers

 Improving customer experience is fast emerging as another key driver for RPA adoption

Business objectives and 
adoption drivers

 The overall satisfaction of vendors remained high over the last three years and there was an 
increase in the satisfaction level in 2017

 Average buyer satisfaction with cost and operational impact of RPA is high, while there is 
significant scope to improve satisfaction on strategic/business impact areas

 Buyers, on an average, are satisfied with the RPA capabilities of their vendors. There is significant 
scope for the vendors to add vertical-/function-specific capabilities

 Vendors need to focus on providing scalable solutions with higher ease of running and 
maintenance of robots to improve overall satisfaction with their capabilities

Buyers’ assessment of 
RPA products / vendors
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Key factors driving RPA adoption Vendors’ overall performance

Vendors’ performance and buyer’s expectations RPA vendors’ performance on capability dimensions

This study offers two distinct chapters providing a deep dive into key 
aspects of RPA buyer market; below are four charts to illustrate the 
depth of the report

Vision & strategy

RPA capability

Vertical/functional 
expertise

Product training 
and support

Operational 
impact

Cost reduction

Quicker time-to-
value realization

Optimization of 
operations

Improve governance 
and compliance

Impacting top 
line growth

Improve customer 
experience

Cost impact

Business 
impact

2015

2016

2017

Buyers’ 
expectation

Vendors’ 
performance

Primary drivers

Vendors’ 
performance

Buyers’ 
expectation

Secondary drivers
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Additional SOT research references

The following documents are recommended for additional insight into the topic covered in this report. The recommended documents either provide additional 
details on the topic or complementary content that may be of interest

1. RPA – Technology Vendor Landscape with Products PEAK Matrix™ Assessment 2018 (EGR-2018-38-R-2595); 2018. Robotic Process Automation (RPA) is one 
of the key enablers of digital transformation for enterprises and global service providers. This report uses Everest Group’s proprietary PEAK Matrix™ to assess and 
evaluate RPA capabilities of technology vendors across two key dimensions, market impact and vision & capability. It also includes market share analysis of technology 
vendors, insights into advances in RPA technologies, and Everest Group’s remarks on technology vendors highlighting their key strengths and areas of improvement, 
with specific focus on RPA

2. Enterprise RPA Adoption | Pinnacle Model™ Assessment (EGR-2018-38-R-2586); 2018. The service revolution is well underway, and enterprises across nearly all 
verticals are accelerating their Robotic Process Automation  (RPA) efforts and related outcomes. While a majority of enterprises are still in early stages of RPA 
adoption, some enterprises have performed better than others in their RPA journey by developing a combination of differentiated capabilities along with deriving 
superior outcomes. Everest Group recognizes such RPA Pinnacle Enterprises™ by comparing enterprise performance on its proprietary Pinnacle Model™ 
methodology

3. RPA Implementation in GICs – Learnings and Best Practices (EGR-2017-2-R-2514); 2017. This report captures the key learnings and experiences of best-in-class 
GICs that have undertaken RPA implementation. It also includes case studies on the RPA journey of leading GICs from a variety of industry verticals and stages of 
RPA adoption, with a focus on the challenges faced and the mitigation approaches employed

4. The Business Case for RPA and Chatbots in Contact Centers (EGR-2017-1-R-2462); 2017. This report assesses the financial impact of the adoption of SDA 
solutions such as RDA, RPA, and chatbots on the total cost of contact center operations and the typical SDA adoption journey for enterprises. It also provides few case 
studies of enterprises, that have currently adopted the SDA solutions to improve customer experience along with key learnings
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For more information on this and other research published by Everest Group, please contact us:

Sarah Burnett, Vice President: sarah.burnett@everestgrp.com
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