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E N T E R P R I S E  R P A  S T O R I E S

Transforming Business 
Processes with RPA

Customer: Department of Work and Pensions (DWP), UK

The DWP is the largest government department in 
the UK. It is responsible for the provision of welfare 
and pension services, making around £177 billion 
payments to 20 million people each year. 

The department’s goal is to deliver outstanding service 
to its claimants and customers, and a key part of this 
is the continual transformation of the way it delivers 
services to reduce costs and increase efficiencies. It 
turned to UiPath RPA to deliver the efficiency gains it 
required. 

In 2017, the department created the ‘Intelligent 
Automation Garage’ to deploy digital technology to 
automate routine tasks, increase productivity and 
improve decision-making. Its first task was to bring 17 
separate RPA projects together and focus on four pilots. 
The pilots commenced in July and were delivered within 
12 weeks, achieving multimillion-pound savings each 
year according to DWP’s projections. 
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One automation, the process for new pension claims, 
showed the potential of RPA. The process was heavily 
manual, and this had led to a backlog of over 30,000 
claims. Shaun Williamson, Senior Product Manager 
at DWP estimates that the department would have 
needed to employ thousands of people and taken 
several thousand hours to catch up. Instead, The 
Garage deployed 12 UiPath robots – handling 2,500 
claims per week – which cleared the entire backlog in 
two weeks. 

“Rather than just proving the technology concept, the 
pilots became business critical as soon as they were 
delivered. We were able to show that RPA could move 
from concept to deployment in weeks not the six to 
nine months that people were used to – even with agile 
projects,” says Williamson.

Speed of deployment is key. Since putting the first 
automated processes live, the department now has 10 
automated processes with the target of 20 or more by 
March 2019. The Garage has deployed 50 UiPath robots 
now giving a flexibility and efficiency that the DWP could 
not have delivered before. 

“Our experience 
suggests the return on 

investment is around 
15:1.

 
Shaun Williamson

Senior Product Manager
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12 weeks  
from concept to deployment; 

compared to 35-40 for

 traditional projects 

—

30,000 
claims 

cleared from the backlog 

in 2 weeks by Robots

— 

15:1
return on investment (ROI)

from RPA systems

—

3 minutes
is all it takes to deploy a new Robot

—

UiPath robots are built from easy-to-use customisable 
templates so the department can create a new robot 
in three minutes. With very changeable workloads, DWP 
is now able to add 20 robots in 10 minutes to meet peak 
capacity. 
 
“We’re continually looking for applications that can 
benefit from the technology. We’ve proven that you can 
move from concept to deployment quickly and that 
there is little cost or no cost in expanding the number 
of robots you have available. Our experience suggests 
the return on investment is around 15:1,” concludes 
Williamson.

We are here to provide you with more  
information, answer your questions, and 
create an effective automation experience  
for you.
—

GLOBAL HEADQUARTERS

(844) 432-0455

uipath.com
— 

Check out our YouTube Channel for product over-

views and demos, get UiPath conference highlights 

and hear from our founders and leadership team.

www.youtube.com/user/UiPath

Key Benefits


