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Abstract

Purpose — In recent years, the robotic process automation (RPA) technology has increasingly been used to
automate business processes. While a lot of research has been published on the potential and benefits of the
technology, only a few studies have conducted research on challenges related to RPA adoption. Hence, this
study aims to identify and discuss challenges related to RPA implementation projects.

Design/methodology/approach — Following an inductive methodology, interviews have been
conducted with consultants who were involved in multiple RPA implementation projects. Hence, their
extensive experience and views contribute to a detailed and in-depth understanding of the phenomena under
research.

Findings — The results suggest that there are various processrelated, technical, resourcerelated,
psychological and coordinative challenges that must be considered when conducting an RPA implementation
project.

Originality/value — This paper contributes to knowledge by presenting a new typology of challenges, as
well as providing an in-depth discussion of the individual challenges that organizations face.
Keywords RPA, Implementation projects, Challenges, Digital transformation

Paper type Research paper

Introduction

In recent years, the technology of robotic process automation (RPA) has gained an
increasing amount of attention, both in academia and practice (Asatiani et al.,, 2022). RPA is
a type of software that works on the user interface of computer systems, comparable to the
way that human employees would do it (van der Aalst et al,, 2018). Although the technology
has been used in firms for several years, only little is known about the challenges that
organizations face in RPA implementation projects, and recently intensified research on
RPA challenges was demanded (Fernandez et al., 2024). While there are a few interesting
results about challenges from prior studies (e.g. Figueiredo and Pinto, 2021; Suri ef al., 2017),
especially the question remains open whether the results of previous studies are
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transferrable to other contexts, as previous research was conducted in specific contexts such
as shared service centres or accounting and auditing firms, which tend to be specific.

Our main research objective is, hence, to provide an in-depth and detailed understanding
of the phenomena under research, i.e. to identify and discuss the challenges in detail. Given
the limited knowledge and dynamics within the research field, we apply an interpretive
qualitative research approach (Lincoln and Guba, 1985), which is in line with our main
research objective. Our research questions can be formulated as follows: Firstly, what are
the challenges in RPA implementation projects, and secondly, how can these challenges be
systematized into higher-level themes?

The paper is structured as follows: we start with a literature review, which provides a
brief background of the topic and terminology and synthesizes the results of previous
research to provide the initial base for our fieldwork. Subsequently, we discuss our research
design and provide rationalizations for the use of an expert interviewing approach. The
paper proceeds to discuss the identified challenges in data and reflect our findings in the
context of previous work in the field. The paper finally summarizes the main findings and
provides an outlook on further developments.

Literature review

Background

The fact that companies are striving for automated business processes is not a new
phenomenon (van der Aalst et al, 2018). Established solutions such as business process
modelling, which achieve automation by making changes to the back-end of software
applications, are often time-consuming and costly (Santos ef al., 2020). With RPA, there is a
software-based solution that interacts with various computer systems like a human would
do (Willcocks et al., 2015). Therefore, so-called software robots are used to learn and
automate manual activities at the user interface (van der Aalst et al, 2018; Czarnecki and
Fettke, 2021) and to perform these activities quickly and profitably (Enriquez et al., 2020)
also making use of additional advanced digital technologies such as artificial intelligence
that may enhance and improve the applicability of RPA (Ribeiro et al., 2021). Using RPA can
significantly increase process efficiency by improving productivity and reducing errors
(Devarajan, 2018). In addition, the technical barriers to implementation are also low, as little
to no programming knowledge is required (Madakam et al, 2019) and the literature offers
general practical advice about an RPA operating model (Asatiani et al., 2022). Hence, it is not
surprising that RPA has been widely used in various areas such as accounting (Eulerich
et al., 2022), in purchasing and supply management (Flechsig et al., 2022) and is also being
used in newer contexts such as academia (Gupta et al, 2022).

Previous studies and research gap

While many papers have analysed the potential and benefits of the RPA technology
(Aguirre and Rodriguez, 2017; Hindel et al., 2020; Radke ef al., 2020; Ratia et al., 2018; Simek
and Sperka, 2019; Suri et al., 2017; Wewerka and Reichert, 2020), only a few studies have
dealt with challenges of implementing RPA in organizations. Suri ef al. (2017) have
conducted a survey among 42 respondents from international companies across nine
industries, identifying 11 challenges when implementing RPA in shared services
organizations. They found that the key challenges are the fear of job losses by employees,
lack of standard processes, unclear division of responsibilities between IT and functional
organizations, lack of resources and budget constraints. The study did not provide any
clustering of the challenges. Figueiredo and Pinto (2021) have done semi-structured
interviews with ten interviewees, also in the context of shared service centres. They
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conclude that the main challenges were the lack of resources managing and developing the
software and insufficient internal training, which leads to a lack of expertise. It is striking
that only two challenges could be identified by this study. In a similar vein, it is supported
by the literature that a lack of process expertise is a substantial obstacle for RPA
implementation. Likewise, clearly defined KPIs to measure business process changes as well
as managing the changes of workforce responsibilities were identified (Crisan et al., 2023).
Dahabiyeh and Mowafi (2023) examined RPA challenges in the context of audit firms in
Jordan using semi-structured interviews. While they identified several challenges (e.g.
digital readiness, costs, lack of acceptance, lack of technical skills, data privacy and client-
related challenges), they allocate these challenges to the typical audit process phases, which
limits the application of the challenges in other contexts. Other studies provide further initial
insights into RPA challenges in the accounting and auditing context without providing a
conceptualization or systematic ordering of the identified challenges (Januszewski et al,
2021; Perdana et al., 2023). Besides the above studies, Pramod (2022) usefully compiled a
literature review to identify RPA adoption challenges, classifying them into the categories of
technical, operational, human and strategic. The results of the study indicate that there seem
to be a limited number of empirical studies, which systematically focus on and analyse
various challenges of RPA implementation, as challenges seem to be spreaded across the
identified articles. In a similar vein, Syed et al (2020) found in their literature review 15
challenges in the areas of benefits, readiness, capabilities, methodologies and technologies.
Based on interviews with 14 participants, Fernandez and Aman (2021) identified challenges
regarding the type of task that can be automated, system failures and safety and data
privacy in the service context.

Conducting a systematic review of the literature and based on primary data, Herm et al.
(2023) have developed a framework for RPA implementation projects, which consists of the
activities identification of RPA demand, alignment with business strategy, screening of
technologies, process selection, software selection, RPA pilot, evaluation of the business case
and rollout. Sperka and Halaska (2022) developed a framework for RPA implementation in
loan application processes, including data preparation, process discovery, process analysis,
process simulation and assessment of RPA candidates. While both frameworks provide
substantial support within the RPA implementation process, they do not specifically
address the challenges that occur during RPA implementation.

However, due to the variety of underlying studies in different contexts and using
different methodologies, it remains unclear, whether the author’s analysis is based on a
consistent definition of what a challenge constitutes and whether bias is induced from
the underlying studies. We have reviewed and discussed several studies, which have
addressed challenges in the context of RPA. We agree with Fernandez et al. (2024,
p. 706), who identified challenges in RPA adoption as an emerging theme and state that
there “[...] are various challenges associated with RPA which need further research
attention”. We aim to address this call by developing a typology of RPA
implementation challenges. Due to the nature of the previous studies discussed above,
there remain several research gaps. Firstly, due to the specific focus of identified
studies on shared services organizations and auditing and accounting firms, it is
unclear whether these challenges are specific to these types of organizations. There
seems to be a lack of prior studies about challenges in a general context. Secondly, due
to the limited number of studies and sample sizes, triangulation by further studies
would further enhance the confidence of the previously identified results. Finally, there
seems to be a lack of typologies of RPA challenges, as some of the studies do not
provide a structured ordering of the identified challenges.



Research design and method

Given the novel and dynamic nature of the research field and our research objectives, we
apply an interpretive qualitative approach, which allows us to understand the phenomena
under research in an inductive and in-depth way (Denzin, 2010; Lincoln and Guba, 1985;
Morgan and Smircich, 1980). As digital transformation and digital technologies are rather
new phenomena (Hanelt et al., 2020; Verhoef et al., 2021), such as RPA (Syed et al., 2020), it is
not surprising that flexible interviewing approaches have proven to be a useful research
method in this field (Carstens, 2021; Mergel et al., 2019; Vogelsang et al., 2018). Important for
the accomplishment of our research objective was that the participants can articulate
themselves in a free and open manner and that new perspectives can emerge during the
fieldwork (Kvale ef al., 2009). After critical reflection within the research team, we decided to
conduct qualitative, semi-structured interviews with subject matter experts (Littig, 2009;
Van Audenhove and Donders, 2019), which provided guidance to some extent but also
allowed a flexible and open interview approach. Due to the type of participants, other
qualitative data collection methods (Easterby-Smith et al, 2008), such as focus groups or
observational methods tend to be either impractical or not appropriate to approach the
research question, as, for instance, it would hardly be possible to organize focus group
discussions with the intended participants, due to time restrictions, geographical reasons
and personal contact restrictions during the time of data collection.

As we intend to increase our knowledge, regarding challenges in RPA implementation
projects, we need participants who have substantial experience and knowledge in conducting
various RPA projects in different companies. Therefore, we recruited consultants who were
involved in respective projects and have on average 3.9 years of experience in RPA projects. To
generate our sample, we contacted major consulting companies. We recruited consultants from
big four consulting companies, IT/technology consulting companies and management
consulting firms. Additionally, we were able to include one in-house consultant, who was
intensively involved in several RPA implementation projects. We identified potential
consultants on the websites of the respective companies and contacted them by email and
afterwards conducted follow-up telephone calls. In total, about 20 potential participants have
been contacted to generate our sample. Finally, our sample consists of six participants, which
can be considered as an adequate sample size in qualitative research (Carstens, 2021;
Diefenbach, 2009; Rapanta et al, 2021), especially in relatively novel fields. The sample is
shown in the following Table 1:

As can be seen in the table, the interviews lasted between 29 and 86 min and the total
interview time was 316 min. While telephone interviewing is a well-established interview
form (Cachia and Millward, 2011), online interviewing is a rather new phenomenon,
however, since the COVID-19 pandemic, has developed towards an important instrument in
primary management research and offers an adequate option (Gray et al., 2020; Nanni, 2021).

Interview  RPA experience  Position Type of consultancy Duration of interview
11 4years Consultant Big four consultancy 86 min
12 1 year Consultant In-house consulting 52 min
13 2.5 years Consultant IT consultancy 29 min
14 6 years Director Management consultancy 48 min
15 3years Senior Consultant  Big four consultancy 60 min
16 7 years Senior Consultant  IT consultancy 41 min

Source: Created by the authors
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Data collection for our study took place between July and August 2021. In line with these
considerations, our interviews were conducted via Zoom. Five interviews were in German
and one was in English language. The interview guide consists of the following themes:

¢ Personal background of participants (academic background, experience, main tasks
and projects);

¢ Requirements for an RPA implementation (company, processes, competences);

» Phases of an RPA implementation project (frameworks, communication, failure of
projects); and

¢ Chances and risks of RPA.

The interview guide was developed partly deductively, based on existing literature, and inductively,
complementing the interview guide with novel topics, especially regarding the chances and risks of
RPA projects, which primarily provided the base for our novel typology of challenges. The
finalization of the interview guide was an iterative process within the research team. It is important
to note that a flexible interview approach has been applied to the fieldwork and that open questions
have been asked and respective probing was applied, when more information was needed (Rubin
et al, 2012). Interviews have been recorded and transcribed afterwards, and listening to the
recordings and preparation of the transcripts can be considered as a first step to familiarize with the
data. Subsequently, a thematic and iterative coding approach (Braun and Clarke, 2006; King, 2012)
was applied by all three authors leading to a comprehensive hierarchical coding structure, which
was revised several times. Intense discussions and reflections among the research team ensured the
quality of the data analysis procedures (Diefenbach, 2009). The paper proceeds to discuss the major
findings of this research in the following section.

Findings and discussion

The interviews with consultants in the field of RPA have generated a novel and comprehensive
understanding on the overall topic of RPA, such as about definitions, requirements for the
implementation and the procedures of implementation within the projects. However, it was
striking that participants made challenges in RPA implementation projects to an important
part of the expert interviews, and we provided them the space to do so. Additionally, as
identified in our review of previous studies, a research gap is particularly apparent regarding
challenges which can lead to a failure of respective RPA implementation projects. Given the
significance RPA has gained and the immense investments in RPA (Gartner, 2018), successful
RPA implementation can be seen as crucial to many corporate digital transformation
initiatives. However, the literature indicates that around 50% of RPA projects fail (Herm ef al,
2020, 2023). For this reason, we believe that developing an in-depth understanding of critical
challenges provides an important contribution to the field. We, therefore, also integrate several
interview quotes, which vividly exemplify the phenomena under research.

A typology of challenges in robotic process automation projects

Data indicate several challenges on which the subject matter experts, in our case RPA
consultants, reported. The challenges can be synthesized in the following typology (Table 2)
and will be discussed in detail afterwards.

Process-related challenges

It can be observed that a major challenge is related to developing a detailed understanding
of the actual process, as initial process documentations rarely exist. Interviewees (I4, I5)
indicate that often employees perform processes but seem to have a little understanding of



Type Challenges

Process-related challenges Lack of process documentation

Incomplete process analysis

Insufficient optimization of processes
Technical challenges Selection of the appropriate software platform

Changes to the infrastructure

Changes to systems and software applications

Change of source data (internal/external)

Inconsistent and insufficient error handling

Unclear responsibilities in authorization management
Resource-related challenges Lack of expertise

Lack of staff resources

Short-term/medium-term dual burden of costs
Psychological challenges Existence of personal objections

Existing rejections from the I'T department

Existence of unrealistic expectations from stakeholders
Coordinative challenges Timely and continuous involvement of the IT department

Source: Created by the authors
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Table 2.
Typology of
challenges

what they actually do and developing process documentations considerably increases the
familiarization of employees with their processes. A critical review of the actual process is
an important prerequisite of a successful automation initiative, as has been vividly reported:

A further challenge is the review of processes. It is dangerous, when the process has not been
analysed in very detail and later, during the development phase, it turns out that it does not make
sense what one actually is doing (I5).

Frequently, new rules have to be implemented and the target process needs to be optimized. Only
then automation begins, as it does not make sense to automate a bad process (I3).

There are indications that, in practice, there seem to be problems, especially regarding the
optimization and the development of new target process as this generally is a demanding
part of the project work. However, to achieve the intended benefits and cost reductions the
improvement of process quality is a core prerequisite (Smeets et al., 2021) and a thorough
and detailed review and reflection on the processes is fundamental to avoid conceptual
shortcomings which could lead to unnecessary changes and a delay of the development
process.

Technological challenges

The experts refer to the selection of the appropriate RPA software as a decisive question.
Surprisingly, none of the expert participants addressed the issue that front—end automation
by means of RPA is always a second-best solution compared to back—end automation within
a standardized and homogenized system infrastructure at least from a technological point of
view (Hofmann et al., 2020). The selection of the “right” RPA software provider has a huge
influence, whether the expectations and benefits can be achieved (I4) and software
evaluation and selection in the light of the individual technological challenges has also been
addressed in the literature (Bensberg ef al., 2021). Various sources of changes may lead to a
reduced usability of RPA bots. A considerable challenge is the continuous change and
development of the various application systems within the ecosystem in which the bots are
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integrated (I3, 15, 16). Every change in the system landscape requires an adjustment of the
bot’s coding. It can be argued that the stability of the bot considerably depends on the
stability of the system landscape:

Changes of the user interface need to be corrected in the code of the bot. A system-based interface
however does not change and is the more stable approach (I3)

Another challenge is the change of source data. If they are not constant, continuous adaptions to the
bot may be necessary and these are extremely time consuming and can ruin the business case (I5)

It may also be the case that the bot accesses external data sources such as websites and
minor changes to the HTML structure may lead to a reduced functionality of the bot (I5).
The above-described technical changes have a negative impact on the calculated business
case and the amortization period and need to be anticipated. Regarding a quick elimination
of the interruptions of the bot, implementing a systematic and efficient error handling is a
key aspect (I3, I5, 16). Finally, an RPA-bot needs the required system authorizations to fulfil
the transferred tasks, and hence, authorization management and clear responsibilities can be
seen as another crucial technical challenge, especially in more complex system landscapes
and cloud environments.

Resource-related challenges

It can be argued that the development of a stable and well-working operating model, which
runs and extends the application of RPA bots within the company, is a requirement in more
mature RPA contexts for the long-term successful application of bots after the initial pilot
phase and projects. The literature refers, with regard to this, to RPA Centre of Excellence
(Anagnoste, 2018; Willcocks et al, 2015), a term also used during some of the expert
interviews (e.g. I1). As suggested by Langmann and Turi (2020), it is recommendable to
develop staff resources and respective know-how and expertise after the POC phase to
support the advancement of the RPA implementation and the automation of further
processes. In a similar vein, Anagnoste (2018) recommends building an interdisciplinary
team which can independently automate further processes. This is also reflected in our data
(I1, I3) and building internal resources is seen as a pivotal challenge to avoid a dependency
on external consultants. Consulting companies are quite fast regarding the implementation
of RPA and partly also take care of maintenance and support; however, the problem is that
internal employees do not learn how to manage the RPA environment by themselves and
that the external service is related to additional costs, both issues become more serious, with
an increased number of bots and complexity (I1):

So, the challenge or reason for failure is when you do not focus on internal resources during the
pilot project. And with internal resources, I do not mean one or two players, it should be a team
with different roles: business partner, business analyst, solution architect, a good developer, who
knows everything about RPA. With all the platforms you have so many different features and
applications that you can use (I1)

This is firm specific. Either you engage a consulting company for the end-to-end service or it does
make sense to develop RPA key user in the functional areas, who have a strong RPA know-how.
This is a proven approach, especially with regard to keep the pipeline filled (I6)

However, the literature also questions whether or to which extent own staff resources need
to be built up Schlegel and Kraus (2021) and there are also indications in data that a massive
build-up of own employees is not necessarily a prerequisite for a successful RPA initiative,
but the identification of key users in the functional areas, who have good knowledge of the



processes, is important, as they guarantee that the pipeline of potential processes for
automation is filled (I6) and a comprehensive pipeline of potential processes that can be
automated is seen as an essential issue for the continuous progress of the RPA initiative (I1,
13,16).

Psychological challenges

When observing the discussion on RPA, it can be identified that from a scholarly
perspective, that there indeed is an increased interest in research (van der Aalst et al., 2018;
Hofmann et al, 2020; Willcocks et al., 2017) and practitioner discourses (PwC, 2020) but also
in public media partly indicating that “robots will take over” and that there will be massive
job losses, etc. Such media coverage can devastate the perception of a technological solution
and psychological aspects represent a major challenge for a successful implementation of
RPA. A study by PwC (2020) found that around 20% of companies decided to forego the use
of RPA to avoid the potential loss of jobs. An RPA initiative might even be cancelled or not
be started at all due to such concerns about the technology (I4):

If there is a business case but, in the company, bots are seen as a pure mechanism to destroy jobs,
you can prepare for the situation that the topic gets a severe political component and then perhaps
it will not be followed up (I4).

Data refers to several useful considerations with regard to address such obstacles. It is seen
as essential to emphasize that employees develop an understanding what bots are and how
they function and that in many projects the main concerns do not come from the involved
employees, but rather there is a rejection from the IT department as RPA is seen as an
immature and sloppy technology (I5, 16). The following Table 3 summarizes several
arguments which could be used to encounter concerns and rejections from the two major
stakeholders of RPA projects:

Another major challenge for the successful completion of an RPA implementation project
is unrealistic expectations regarding the benefits of RPA which may lead to the situation
that advantages and benefits are no longer experienced as such. Hence, ensuring a realistic
level of expectations and expectation management is consequently an important issue in
RPA projects (I1, 14, 16):

Source of rejection Consultant Argumentation to counteract rejective attitudes

IT department
16 Exemplify that a simple implementation of bots is similar to
macros, etc., and is mostly limited to POC phases. Mature RPA
applications include complex ecosystems, which allow deeper
implementations and comprehensive automation initiatives
Concerned employees

15 Increase the understanding and functionality of bots

14 [llustrate that the number of repetitive, trivial and error-prone
tasks can be reduced

15 Emphasize that the daily work routines will be facilitated

15 Show that bots are “dumb” and that they can only do what was
specified to them

14 Clearly indicate that employees will not lose their jobs but that

they will have more time to do their job appropriately

Source: Created by the authors
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When you automate a process, you are increasing the efficiency of the company, but you are not
reducing costs because the employee does less, and you are paying for a bot (I1).

Also, the solution providers raise wrong expectations, in the sense that all can be done very
quicky, like a spearhead. But the technology also has weaknesses. To change the mindset that a
process is automated within two days towards the development of an understanding for the
complexity of the matter is always a huge challenge (16).

Consequently, the volume of cost savings, at least theoretically, depends on the willingness
to lay off employees, which could lead to a direct, short-term cost reduction. Otherwise, there
occur new cost categories such as license fees, maintenance and infrastructure costs.
However, due to efficiency gains there can be overserved indirect benefits and medium-term
direct effects in the sense that it might not be necessary to recruit a new employee (I1). There
also is the expectation that RPA should be quickly implementable and adjustable as well as
scalable (I6). However, it is important to keep in mind that the scalability of RPA differs
from use case to use case, and in tendency, the complexity increases with the volume of
automated processes.

Coordinative challenges

Data indicate that it can be seen as a pivotal issue to involve the IT department at a very
early stage during the project as they provide the infrastructure and systems in which the
bots operate (I1, I3, I6), and the IT will become the system-owner of the bot and are hence an
important stakeholder. The literature indicates that sometimes, IT is not adequately
involved in RPA projects as it is rather seen as a business issue (Lacity et al, 2015; Syed
et al., 2020). Moreover, without the involvement of the IT, technical questions might not be
addressed adequately during the project work (I1):

This is essential because the IT is strongly involved in administrating the application landscape.
In the context of RPA, there often exist dependencies. If the SAP system gets a patch, this has an
impact on the bots. With RPA you access existing infrastructure and systems, and the I'T has the
sovereignty. This means you must integrate the colleagues fairly early during a project (I6).

After having discussed the identified challenges, we move on to summarize our main
findings and distil our contribution to knowledge.

Conclusion and outlook

Contribution to knowledge

Our research provides important contributions to knowledge. After having reviewed the
existing literature on RPA, our review indicated an important research gap about challenges
within RPA implementation projects, which was independently addressed by our subject
matter experts in the fieldwork. Previous research identified challenges in specific contexts
such as shared service centres or auditing and accounting firms and seldomly provide
conceptualizations of RPA challenges. Nevertheless, these studies importantly identified
several potential challenges. As our study is based on expert interviews with consultants that
were involved in various RPA projects in many different companies, we can contribute a
broader perspective of challenges to the academic debate on RPA. Both previous studies found
that a lack of resources as well as a lack of expertise represent major challenges. This was also
confirmed by our study, and more generally, know-how and expertise are a critical issue in all
digital transformation initiatives (Faina and Almeida, 2020; Sousa and Rocha, 2019). However,
a new perspective, we identified in the data is, to what extent own expertise and capacities need
to be established and what should be done by external service providers. Moreover, our data



indicate that psychological challenges in terms of dismissive attitudes towards RPA can be key
challenges within the conduction of an RPA project due to various reasons such as fear of job
losses and negative views because of media reporting. We were able to distil several useful
strategies and argumentations to avoid the development of overly negative perspectives, and
as also found by Suri ef al (2017), a systematic and well-organized change management and
especially communication is a major issue. Based on our data, we could develop a novel
typology of challenges, which, on the one side, provides more detail and depth to already
identified and discussed challenges but also usefully added several further challenges, such as
several technical challenges to the overall scholarly debate.

Synthests, limitations and avenues for further research

Our study has both theoretical and managerial implications. The developed typology of
challenges theoretically enriches the scholarly debate on RPA challenges, especially in an
implementation project focus. Our typology theoretically contributes by adding specific,
RPA-related challenges and extends existing frameworks. Moreover, the typology
underscores the multidimensional nature of challenges in RPA projects, which can inform
future research on technology implementation. It suggests that successful RPA
implementation requires addressing a complex interplay of process, technical, resource,
psychological and coordinative factors. This holistic view encourages a multidisciplinary
approach to understanding and managing technology adoption. By identifying specific
challenges in RPA implementation, our typology also contributes to the ongoing research on
critical success factors for RPA projects. It may provide a basis for developing and testing
hypotheses about the relationship between these challenges and project outcomes. The
identified challenges, however, also assist practitioners who are involved in the conduction
of RPA projects and may help to successfully manage such projects. Managers could
consider our typology as a checklist for comprehensive project planning. Addressing each
category of challenges in the planning phase can lead to more realistic timelines, budgets
and resource allocation strategies, thus avoiding common pitfalls that lead to project delays
or failures. To overcome psychological and coordinative challenges, active and continuous
engagement of relevant stakeholders, especially the IT department and end-users, is crucial.
This involves setting realistic expectations, addressing personal objections and ensuring
that roles and responsibilities, particularly in authorization management, are clearly defined
and communicated. The technical challenges outlined in the typology imply the need for
flexible infrastructure and governance frameworks that can accommodate changes in
software, systems and data sources. This includes establishing clear protocols for error
handling and making strategic decisions about software platform selection. As every
research activity, our study is characterized by several limitations. Our findings rely on a
relatively small sample of experts, which is appropriate for similar research approaches;
however, it does not allow generalization, which is also not intended by our study. Moreover,
we primarily included external consultants in our sample. These limitations ultimately lead
to several suggestions for further research, of which only a few can be indicated here. It
could be promising to include data of further stakeholders of RPA projects such as internal
employees and responsible managers to complement and validate the findings. To achieve a
higher level of detail, it could be useful to apply comparative case study approaches in
which a few number of projects are examined in detail. Regarding a broader content-related
perspective, it is worthwhile to develop a better understanding of the overall organization of
RPA initiatives, and, more generally, digital transformation initiatives with regard to an
appropriate balance of own resources and external resources, such as service providers or
consultants, which can be used when needed.
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