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What is Robotic and Cognitive Automation 
“RCA?”

We have heard of Robotic Process Automation 
“RPA” wherein robotic abilities largely mimic 
the human capability to take action, by utilizing 
robotic and desktop automation to execute basic 
and repetitive tasks. R&CA is a step further as 
it aims to bring technology of robotic process 

We live today in digital smart world; devices like smart phone, smart watches, smart band, smart 
keys, and smart appliances surround our lives. We live in smart homes and are moving towards 
smart cities and smart world. Robots had already conquered our factories' assembly lines, now 
we see them running our farms, helping farmers to increase agricultural yield, help doctors 
to analyze magnetic resonance images, treat patient, perform operations, build and paint  
furniture of our houses, run training and conferences through online chat groups and even bake 
biscuits, cook and flip our chapattis. Now we see them coming in business process automation as 
well.  In this article, we will discuss concept of Robotic and Cognitive Automation with examples 
besides some practical steps to consider for implementation and the role chartered accountants 
can play in Robotic and Cognitive Automation (RCA) implementation. 



www.icai.orgTHE CHARTERED ACCOUNTANT    OCTOBER 201842

Technology
542

automation closer to human intelligence. Just 
in similar way humans learn through providing 
knowledge, experience and adapting to the 
knowledge and experience, machine is provided data, 
it processes, stores it and learns through adaption 
for future reference. Thus the machine through 
learning develops intelligence known as Artificial 
Intelligence; it becomes intelligent and smart and 
mimic human intelligence and behavior. Based on 
knowledge and experience. In practice, RCA can 
therefore be defined as an automation solution that 
combines both robotic and artificial intelligence 
or cognitive capabilities working together.

Cognitive technologies largely mimic human 
capabilities such as reading, listening, and decision 
making and communicating. The reading is made 
possible by  utilizing text OCR (Optical Character 
Recognition) and Text Analytics , Listening  by 
utilizing NLP (Natural Language Processing) and 
Voice Analytics , decision making by machine 
learning of decision based on insight of analytic 
and Communicating  by utilizing Chatbots through 
text or  voice activation. RCA enables to automate 
complex business process scenarios. RCA is road 
ahead to journey of Robotic Process Automation.

Why is there a Requirement to Implement 
RCA?

Organizations consistently strive to add value to 
their various stakeholders and maximize returns on 
investments. Robotic process automation is one of 
the ways to bring experience, efficiency and reduce 
error and cost. The adoption of RPA brings various 
advantages to organizations besides reduction in cost. 
It enables them to experience improved accuracy 
and speed since Robots  are programmed to run by 
following  rules and do not make mistakes. In addition, 
they run 24*7 at a rate faster than a person can work. 
They provide flexibility and scalability as once a 
process has been defined as a series of instructions 
that a software robot can execute, it can be scheduled 
for a particular time, and as many robots as required 
can be quickly deployed to perform it. Equally, 
robots can be quickly reassigned when other, more 
important processes arise—as each robot is typically 
capable of performing many types of processes 
considering it is just rule /instruction written on 
machine. Further, the tasks performed by a software 
robot can be monitored and recorded at every step, 
producing input for future process improvement and 
an audit trail that can help regulatory compliance.

But above all it enables effective utilization of precious 
human resources in organization by improving their 
contribution to organization and also improving their 
level of satisfaction by involvement in value creation 
activity. It is because the processes, which are 
repetitive and least enjoyed, can be assigned to BOT, 
and employees can be refocused on more rewarding 
and higher value activities. 

How does RCA Work?

In Robotic process automation, Robots are Computer-
coded software, which are Programs imitating human 
interaction with applications and can run cross 
functional and cross application macros. They can 
gather and collate information, validate and analyze 
information, calculate, decide and produce details, 
record data, orchestrate and manage information and 
data, transport and communicate with stakeholders 
and report wherever required to authorized 
individual. They work well on processes, which are 
Rule-based & repetitive, based on structured input 
data and have mid-to-high transactional volume.

Gradually RPA journey can move towards adoption 
of  RCA, wherein Robots learn and perform judgment 
based processes, learn through  machine learning 
capability, interprets human behavior, analyse and 
enable predictive decisioning, use natural language 
processing to process information and dynamically 
self-adapt and manage the process, thus mimicking 
human intelligence.

Let us take one case study to explain same. Suppose 
an insurance company has to issue policy for vehicle 
insurance using RCA.

Here the customer will interact with insurance 
company either by sending mail enquiry or logging 
to the website or through voice request through his 
phone, chatbot or voice activated intelligent chat bot 
will interpret and understand the request, respond 

In Robotic Process Automation, Robots are Computer-
coded software, which are Programs imitating human 

interaction with applications and can run cross 
functional and cross application macros. They can 

gather and collate information, validate and analyse 
information, calculate, decide and produce details, 

record data, orchestrate and manage information and 
data, transport and communicate with stakeholders 

and report wherever required to the authorised 
individual.
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with link to complete online form and request for 
information. Once customer submits filled in form, 
chatbot will direct the completed form to robot to 
perform preliminary verification process for issuing of 
policy. The bot will perform background check process 
through automated process configured in BOT, it will 
perform “know your customer” verification process. 
This includes a search of customer profile across social 
networks.

In addition, it generates a print screen of his profile 
and of his vehicle. Optical Character Recognition 
engine will verify the customer details with respect to 
document submitted; in case of any exception, desktop 
automation handles the exception wherein it is given 
to human employee to manually handle the exception. 
In process Machine, learning algorithms will learn 
how to better handle the exceptions next time. Once 
exceptions are handled, robot will verify additional 
data using Text Analytics and Natural Language 
Processing. Thereafter the robot automates the final 
tasks, opens and activates customer policy account 
and issues policy and records the same in insurance 
company system. 

As indicated in this case of opening of policy of 
customer, using a combination of robotic and 
cognitive automation, this should naturally increase 
efficiency and sale volume and customer satisfaction. 
In addition, employee satisfaction will also increase 
as they are working only to handle exceptions and 
relieved from performing repetitive boring tasks. 
However, it is still a challenge since this type of change 
is a transformational change within any organization. 
It is therefore important to understand how it will 
influence your organization and to plan accordingly.

Steps to consider before Implementing RCA 
and Methodology to Implement It

Robotic and cognitive automation brings significant 
benefits to organizations. Before a decision is made to 
implement RPA, there are few steps that an organization 
should consider. Ideal way to start is to start small, with 
proof of concept or pilot implementation first. Then it 
should move further gradually with the organization 
adopting the change and getting comfortable with 
BOT. Finally it should incorporate more processes 
including complex one. Following are some of the 
important points to consider while implementing 
RCA.

Governance setup and involvement of right 
stakeholders: The tone at top is important for any 

initiative to be successful; there should be stakeholder 
commitment, process owner involvement. Clarity 
on objective of implementation and defining of 
stakeholder for oversight and control are very 
important. The implementation of RCA generally 
requires more involvement of process owner and IT 
personnel to clearly identify the process, document 
it and build logic to handle exception and interpret 
result; it is thus imperative to have stakeholder and 
process owner commitment to the project.  

Transformation of process: RCA implementation 
will require movement of process to automated and 
cognitive technologies. Some of processes may require 
redesigning to make it efficient, many a time complete 
new process may be designed. Process selection for 
RCA is in fact one of the most critical steps in this 
direction. It is advisable for the enterprise to identify 
potential use cases for automation and then to work 
towards acquiring the right process and people. 
Cognitive technology requires data in order to trace and 
mimic human intelligence. There will be requirement 
for significant time investment in understanding as to 
which data can be leveraged and how to do so.

Change management: There is a myth that the RCA 
will replace humans. However, history has given 
enough evidence that through automation of factories 
and ERP, the companies with these systems have grown 
faster and added more opportunities for people. The 
RCA implementation will increase the efficiency and 
effectiveness of their workforce rather than eliminating 
it, and the people will be relieved of routine tasks 
and can re-focus toward more valuable or rewarding 
activities. However, effective change management is 
critical in such case. More so, the existing technologies, 
tools and systems will also require some change. 

Considering the above, following are some of 
the important questions to consider for RCA 
implementation:

•	 What is the mission and overall objective?
•	 What is the potential cost benefit or targeted 

return on investment for implementation?
•	 What are the critical capabilities required 

based on strategy and performance 
objectives?

•	 How should implementation value be 
measured against complexity during the 
RCA POC selection process?

•	 How does automation support your business 
needs? 
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•	 What metrics should be measured to track 
and report performance?

•	 What leadership, governing bodies, 
and cross-functional teams, steering 
committee are required?

•	 What skills must resources possess to 
achieve the objectives?

•	 Who will manage and monitor the software 
robot? 

•	 Who are the main vendors and sourcing 
option in the RPA space? 

•	 How should you compare the pricing models in 
order to understand what you are paying for? 

•	 What is your strategy for scale? 
•	 How will you ensure impacted stakeholders 

understand the what, why, and how of 
automation?

•	 What reporting capabilities must exist to 
communicate and escalate outputs?

•	 What current state processes are candidates 
for implementation?

•	 What key data sources and data platforms 
are required? 

•	 What is the method for managing data 
quality, security, and compliance?

•	 What technologies, solutions, and tools 
are required?

•	 Whether to use cloud and/or on premise 
infrastructure as well as distributed 
processing?

•	 What is the strategy for re-deploying existing 
resources after automation?

In brief, an organization should assess automation 
opportunities and clearly identify processes to start 
with, build business case, determine automation 
operating model, identify automation partner, pricing 
model and have governance mechanism to make this 
successful. 

What Role Chartered Accountant Can Play 
in RCA?

Chartered accountants are best fit to help organizations 
to sail through Journey of RCA implementation 
as well as advising on accountancy and auditing of 
it. They can play major role in governance setup, 
advisory of RCA strategy, identification of process 

for RCA, cost benefit analysis, being analytical in 
skill; they can provide advisory for rules and logic 
to be built in RCA solution to manage the process. 
They can advise the organization on its ability to 
account for risk factors involved, enable reporting, 
process automation and accounting reconciliation 
through RCA by recommending rules configuration 
in RCA system. In fact the success of RCA project 
will depend on people who can understand business 
as well as technology and chartered accountants are 
best positioned to play that role. They can provide 
guidance on leading practices for driving greater 
performance and value.

Audit of RCA will require understanding of process, 
bot configuration, process for handling exception 
and review of log of transaction. System auditor 
can expand their scope of audit by covering BOT 
assurance. In fact, RCA can play major role in 
bringing efficiency in practice of CAs as they can 
use it for internal process efficiency besides enabling 
them to use RCA to perform audit more effectively.

Conclusion

RCA is in the market and the enterprises that want 
to be leader of tomorrow need to definably look 
at this emerging technology. Currently intelligent 
automation and cognitive technologies, though 
developed to an extent, are still in nascent stage. The 
journey from RPA to RCA is still few years away.  As 
per various survey by market intelligence agencies, 
year 2018 and beyond, is when we can expect 
continuing rapid adoption and maturation of AI, 
robotics, and automation solutions. n

Chartered Accountants are best fit to help 
organizations to sail through the Journey of RCA 

implementation as well as advising on accountancy 
and auditing of it. They can play major role in 
governance setup, advisory of RCA strategy, 

identification of process for RCA, cost benefit 
analysis, being analytical in skill.

System auditor can expand their scope of audit by 
covering BOT assurance. In fact, RCA can play major 
role in bringing efficiency in practice of CA as they 
can use it for internal process efficiency besides 
enabling them to use RCA to perform audit more 

effectively.

Just stick with it. What seems so hard now will one day be your warm up. - Anonymous


