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Abstract In recent years, Robotic Process Automation (RPA) has evolved beyond the role of mimicking
simple, repetitive, human-based tasks to supporting human judgment and decision-making, and the role
of the RPA portal, a management system that meets the diverse needs of stakeholders, has become more
important. Based on the performance measurement model of the IT Balanced Scorecard (IT BSC), which
Grembergen proposed for IT organizations and businesses, this study focuses on the drivers of result
measurement and causality. The RPA effect was empirically analyzed based on the National Agricultural
Cooperative Federation's RPA portal and survey results provided by 48 actual users from a user-oriented,
operational efficiency, management contribution, future-oriented perspective. As a result, 83% of the
users said that RPA contributes to work efficiency, and we confirm that monitoring and securing
immediate coping skills is a prerequisite for improving user satisfaction. Although it has been confirmed
that RPA does not affect the rearrangement of work, some tasks have a great substitution effect, and
users have chosen continuous RPA education and promotion as long-term development tasks for RPA,
along with establishing an efficient support system. In order to create new digital innovation results in
RPA, it is necessary to focus on achieving practical results through strategic judgment, support, and user
management participation. This study is meaningful in that it presents a measurement model from
various perspectives, as well as RPA financial factors.
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USER ORIENTATION

BUSINESS CONTRIBUTION

Perspective question

How do users view the IT department?

Mission

To be the preferred supplier of information systems.
Objectives

 Preferred supplier of applications

* Preferred supplier of operations

* Partnership with users

« User satisfaction

Perspective question

How does management view the IT department?
Mission

To obtain a reasonable business contribution
from IT.

Objectives

* Control of IT expenses

* Business value of IT projects

* Provision of new business capabilities

OPERATIONAL EXCELLENCE

FUTURE ORIENTATION

Perspective question

How effective and efficient are the IT processes?
Mission

To deliver effective and efficient IT systems and services.
Objectives

« Efficient and effective development efforts

« Efficient and effective operations

Perspective question

How well is IT positioned to meet future needs?
Mission

To develop opportunities to answer future challenges.
Objectives

* Training and education of IT staff

 Expertise of IT staff

* Research into emerging technologies

« Age of application portfolio

Fig. 1. Generic IT balanced scorecard[14]
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Table 1. NH RPA Portal Characteristics

Function Functional description

Robot account creation and
management

Robot account
management

RPA process Management of procedures from

management proposal to operation registration
Bot Store Share a robot that anyone can use
Register your personal robot on the
My Bot 8 4 p

main portal

Support for Support for e-mail and SMS

29} 2t

Table 2. General Characteristics of Subject

Characteristics Categories n(%)
Business department 26(54)
Affiliation
IT department 22(46)
Team leader 2(4)
Deputy director 22(47)
Position
Assistant manager 19(41)
contract worker 4(8)
AR 4 RPA IHA] 5= 13971901, EYF F-A49
23] 9 BuA A AR vHFo] =R, 1T 7A
= 49 A2" HE T AT vSo] €58 E3Uuth
Table 3& 5 HA{¥ RPA T4 E4& BH3H Ujgo]

.

Table 3. Characteristics of RPA assignments by
department.

robot work needed to use robots. Characteristics Business department | IT department
Systems and Monitoring robot operation status Daily inspection 16 44
robotMonitoring and infrastructure utilization rate Inquiry/Writing 40 3
Performance Digital performance count, such as Resi .
. ) egistration 5
management robot operating time
c cati RPA educational materials and Verification 4
ommunication trend sharing bulletin board Etc 10
73 66
4. £Q 51} BM 4.2 IT BSC #Ho 2 At
4.2.1 MNEX X2
4.1 S=2A ALgAE A3 T TSI Fasth A 1k
£ A= 5EFYE 4459 RPA AR 028 W Sk 9 [T HRYA B4 2F sfEyat 22 34 9
o= 20214 59 208%E 26 AEZAE A oo glow], ol et AEZAE AAlste] Heo] u
AR ATE 4% BNSAC Y Igdole] MER  sjor Stk BSCOIMS) 1A ojul et At
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A gl gIES 6}%@4, ol £ Mol SUI7L QA 2 HROINE 83%°] SEA} RPATH A% R8Tl
U SHo] EFESH 1482 AlQolal 4879 SE £ 7]of@Thal g@Riste] RPA AREOll tigt WSS UEr
Aof 285t o, AF FE3lol| B0 A= Table 4074 B
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Table 4. User Operation Perspective Survey Results

0 What contributed to the efficiency of %
work? (Business/IT)
Save time 48(29/17)
Securing creative working hours 23(14/8)

A Remove human error 13(9/3)
Get off work early and work overtime 11(-/11)
Etc 5(7/2)
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9 So] AW B A 2Re ord iz 54
317 QHert. Hok RPA i 957 Ao Helw
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G WA mUEY s Suslol wl.
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TR AYRA SEAY vl 20 o4 k=T o]
L 23] W 804 44 4R B AYRA RPA 3
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Apget Ae) $E7 19 o] el A=ste] RPA &
©7h 2 9% 580kE ulsit STt 2 3l
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Table 5. Operation Excellence Perspective Survey

Results
0 What needs the most improvement in %
RPA operation? (Business/IT)
Never 40(16/24)
Frequent errors 27(16/11)
A | Delayed error handling. 15(11/4)
Uncomfortable to use 13(7/6)
Slower than humans 5(5/-)
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Table 6. Business Contribution Perspective Survey

Results
Does the department consider the %

Q Epf;itp;)f RPA when it comes to job (Business/IT)

Not 44(21/23)

A Somewhat 40(21/19)

Never 15(8/6)

Very much 1(2/0)
RPAZ} TA8 B2 WP & shte] ofg
= 2EA B AREA AT Fo=d S-E A
AL dEsiti= AHoltk NH RPA XE-L 25 AA9

RRE W77 Bl BRIt 2Ro] Al
5 s8] fEiMe 25 AR dF ARl o
3 Ushg Rolst Belsjof shv, RPA AH8 HA47H
B oot Aol RPAZE H8=WA 22 AE He
Hdﬂ 3L E-SA1AL QIck. NH RPA €2 Fig. 49}
74]14011 gt ol Aol HelgroaA

431900 RPA ARSAZE 25 A
= gzgs}nq ITE 23 AA AP ARJ}F AEo=z
SEE, ITe A 22 A9 B4 JRs el &
Be ARk olF 23] SYstut she 4R
3t AR} SFo| wE mHolH o]RolYozH 55
o] 43 i%% A A=7F 7hssitt
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§

v
/\g /\é

741
:{1:]-
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Account creation
process

4

Application for
performance authority

Create an account

Business system

. o &
authority registration.

Fig. 4. Robot account management process.
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Table 7. Future Operation Perspective Survey Results

0 What do you need most for the %
long-term development of RPA? (Business/IT)
Efficient support system 33(15/18)
Education and promotion 32(18/14)

A Individual bot provided 22(10/12)
Digital technology application 12(8/4)
Btc 1(-/1)
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