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Introduction 1

1 Introduction

1.1 Motivation

As companies around the world and on all verticals continue to strive for higher operational

efficiency and better margins, automations stock stays on the rise. During recent years, the

realm of automation has included even the automation of knowledge work under its wings.

Studying different automation methods such as robotic process automation have seen a

growing trend in academia past couple of decades as the importance of process efficiency

and the savings it brings may be the deciding factor between a successful company and a

failing one. Alongside the sought-after efficiencies, companies have understood the value of

their human capital, the employees, in the ever-changing work environment (Mendes &

Stander, 2011).

Within fields and operations, where turnover and attrition rates are high and cost

savings are always a target, such as contact centers, robotic process automation has been

noticed as one simple yet effective method of automation. Changing the employees work

from repetitive, non-cognitive, and rule-based work to value-adding, advisory work with the

help of simple automation seems a lucrative deal for many contact center leaders. Within

ing

costs the optimization of the personnel costs becomes and important subject. Studies of

automations benefits are common within academia but understanding the potential hidden

benefits that it may have on the employees can be valuable. (Anagnoste, 2017; Gans et al.

2003; Lacity et al., 2017)

industry since there are two major deciding factors when choosing the service provider.

According to Peura-Kapanen et al. (2007) the insurance products and services are next to

redundant when selecting service providers but 19% of failed transactions and cancellations

are due to experiences with customer service and practical life with the services. According

to the study the customers feel they need continuous support from the insurance company

both when choosing the products and when claiming the insurances after an accident or other

events that the insurance policies were chosen to protect occur. Peura-Kapanen et al. (2007)

also point out that due to the insurance policies being intangible and hard to grasp, the

customer service quality and availability are key drivers when considering the quality of the

insurance itself. Thus, understanding the value that automation can bring to contact centers,
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both its resourcing function and its employees, makes for an interesting case study and thesis

subject.

1.2 Research problem, gap, and questions

Based on the challenges and motivation outlined, this thesis aims to answer the following

two questions:

1) How does back-office task automation affect ?

2) How does back-office tasks automation impact contact center resourcing?

This study approaches the questions by first understanding robotic process automation, its

weaknesses and strengths within automation realm and building criteria for task automation

based on earlier research. Alongside RPA we acquaint ourselves with mindless and mindful

actions and work engagement, to understand the motivational factors behind workday

designs in modern work environments where autonomy is not the norm. One such example

of a controlled work environment is contact centers, where customer service agents are

steered to operate within given parameters, rules, and guidelines.

Robotic Process Automation and other business process automation methods have

been popular in both business and academic fields for a while, yet sociotechnical aspects

with information systems realm has not seen a similar rise, at least with RPA. Lacity &

Willcocks (2017) and Willcocks et al. (2019)  have identified the concept of triple-win where

RPAs benefits are associated with three separate categories: employee, shareholder, and

customer value and mindful workday designs have been studied in the field of psychology

(Hackman, 1975; Langer, 2000) but this thesis aims to provide understanding on how even

the modern-day Taylorism can be brought up to the 2020s and provide understanding on

how this affects the working life of the agents by combining the two perspectives.

Automation also has a potential impact on resourcing and staffing in the very same

environment and this is approached as the flip side of the same coin. The benefits on the

performance metrics are seen as the more traditional approach in automation academia, and

serve as the context of this study as well as an instrumental outcome.

During the literature review I study contact centers from two perspectives: the role of

a given agent and workforce management, to understand the how modern contact centers

operate to serve their customers in the best possible way. The aim for the literature review

is to provide understanding what are the characteristics for tasks suitable for robotic process
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ork and

contact center resourcing.

After building the theoretical frame the study turns to empirical research, which

consists of a case study of a Finnish insurance company where a handful of back-office tasks

have been automated in recent past. Case study focuses on how robotic process automation

-to-day work and what kind of implications has

the automatization had on resourcing. The data has been gathered by direct observations of

their planning process, and with semi-structured interviews on both managerial and agent

levels. The manager interviews are focused on understanding what has been automated, why

those tasks where chosen and what kind of an impact has the automation had on resourcing

and resource allocation. The agent interviews focus is on understanding the automations

effect on the customer service agents work and work engagement.

1.3 Structure of the thesis

This study is concluded from introduction, literature review, empirical research, and

discussions and conclusions. After introduction, the literature review covers robotic process

automation technology, mindless and mindful actions with work engagement, to enable a

characterization for task automation from two separate perspectives. Latter part of the

literature review builds context about contact center resourcing and typical job

characteristics of customer service agents. The review is concluded and summarized to

understand our premise for the following empirical research. Within the empirical research,

the methodology is justified, Case Company  is introduced, and

findings are presented from the data. The following section focuses on discussing the

research questions from both the existing literature and empirical research perspectives and

combining the two. Finally, conclusions are drawn alongside with managerial implications

and naturally the limitations of the study are covered with suggestions for future research.

1.4 Case Company

The case company in this thesis is an insurance company (referred later as Case Company),

which operates solely in Finland. They offer insurances through all walks of life for private

customers and have other subsidiaries and sister companies who focus on other areas outside

of personal insurance, but the focus of this thesis will be on the private customer side.
































































































































