
Hyper-automation: What is it and 
How it Impacts an Organization? 



TABLE OF CONTENTS

Introduction
The need for Hyper-automation
Benefits of Hyper-automation
Hyper-automation vs RPA 
How to implement Hyper-automation�
Use cases of Hyper-automation
Which industry benefits the most
Conclusion: Key Challenges



CUSTOMER EXPERIENCE IS THE 
BACKBONE OF BUSINESS 
PROFITS 
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Automation has never looked back since MS-Excel offered macros to the digital-savvy 
computer users. In fact, automation is the next natural step in digitization. Gartner defines 
hyper-automation as

“the application of advanced technologies, including artificial intelligence (AI) and 
machine learning (ML), to increasingly automate processes and augment humans. 
Hyper-automation extends across a range of tools that can be automated, but also 
refers to the sophistication of the automation (i.e., discover, analyse, design, automate, 
measure, monitor, reassess.)”

Hyper-automation is the mix of automation technologies with artificial intelligence to 
augment human capabilities to complete tasks better and extend the scope of 
automation to complex tasks. For instance, while conventional automation takes care of 
an assembly line process, hyper-automation generates financial reports, legal 
submissions and regulatory compliance reports.

Gartner lists hyper-automation as the top strategic technology trend for 2020.

Introduction: What is Hyper-automation?
..........................................
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https://www.gartner.com/smarterwithgartner/gartner-top-10-strategic-technology-trends-for-2020/
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Hyper-automation represents the next wave of 
automation and is the technology of the future. What 
makes hyper-automation special? And how different is it 
from regular automation?

The earliest stage of desktop automation required writing 
programmed scripts and heavy human interventions. 
Robotic Process Automation (RPA) offers a step-up, with 
digital triggers setting in automation without active 
human intervention. But conventional robotic process 
automation is still “dumb”. RPA robots perform low-level 
routine and repetitive tasks based on rule-based 
processes but falter at the slightest instance of deviation.

Machine Learning and Artificial Intelligence offer a 
data-driven upgrade, triggering automation using 
deductive analysis, decision engines, and prescriptive 
engines. These systems use data to identify patterns. The 
system relies on pattern recognition rather than human 
intervention to optimise procedures and decide what to 
do next. The efficacy of the system depends on the model 
created by the algorithm which depends on the training 
data. 

THE NEED FOR HYPER-AUTOMATION
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Hyper-automation represents a fresh approach to such conventional stages of automation.

Conventional automation tries to drop human intervention. Hyper-automation, on the contrary, 
seeks active human collaboration. Humans remain vital decision-makers. Rather than abdicate 
decision making to robots, they use the technology to interpret data and apply logic. 

Consider the case of a business seeking to use social media for customer retention. Standard 
RPA and machine learning tools pull data and generate reports to find out customer sentiment. 
The marketing team enjoys such insights, but they will still have to apply these insights to develop 
a business plan detailing the campaigns, promotions, and incentives. With hyper-automation, the 
marketer can engage robots to launch customised campaigns based on individual customer 
sentiments or responses, tailor incentives, and do more.

Forrester’s report “Predictions 2020: Automation” estimates RPA, chatbots, and Machine 
Learning based decision management to replace more than a million knowledge-worker jobs in 
the USA. But the new technologies will add about 3,31,500 net jobs. Such new jobs will need 
intuition, empathy and physical and mental agility.

https://www.analyticsinsight.net/gartner-and-forresters-take-on-automation-predictions-for-2020/


Enterprises seek to improve efficiency and profits in a competitive world. Hyper-automation cuts 
down on waste and spares valuable human resources from higher-level tasks. It speeds up process 
time and delivers efficiency improvements. It cuts costs, improves customer satisfaction, and 
delivers several other spin-off benefits.

   AUTOMATE COMPLEX PROCESSES
Hyper-automation unlocks the possibility of automating all enterprise functions. It expands the 
conventional benefits of speed and efficiency to complex and cognitive tasks, over and above 
routine processes. 

Applying Artificial Intelligence tools to RPA enable automation of complex, end-to-end business 
processes. Adding natural Language Programming (NLP), deep learning, reinforcement learning, 
predictive analytics, speech recognition technology, allows the applying of RPA to complex 
processes.

With RPA, robots mimic human action as programmed. RPA plus Artificial Intelligence allows robots 
to simulate human intelligence and facilitates end-to-end automation. Industries deploying 
hyper-automation do away with manual operations and enhance the job description of their 
workforce.

   IMPROVED SPEED WITH ACCURACY
Hyper-automation allows automating huge volumes of tasks and processes. The benefits of speed 
and accuracy deliver significant benefits.
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BENEFITS OF HYPER-AUTOMATION



Arranging the tools and training systems for hyper-automation to kick in requires upfront capital 
investment. But the system pays back for itself in a short while. Once the system sets in, process 
efficiency delivers clear and direct benefits. The spin-off or indirect returns through better 
employee morale leads to increased productivity, and sales, as referrals from satisfied customers 
add to the financial attractiveness of hyper-automation.

Consider banks, which use hyper-automation for processing loans and mortgage, and insurers 
who apply the technology for claims processing. Accelerated processing allows these 
businesses to do away with huge resources such as employees and space for processing. 
What takes weeks on end, delivers in a few clicks.

The efficiency in timeline comes with big improvements in accuracy. Bots cut human error and 
fatigue from the equation. Even for complex tasks requiring human intervention, sparing 
humans from routine chores keep them fresh and sharp to apply their minds.
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    REDUCED COSTS

     REAL-TIME DECISION-MAKING
Hyper-automation generates automated reports 
customised to business requirements. These reports 
are populated with real-time data. The live data allow 
decision-makers to identify risks and opportunities in 
real-time, and make instant and informed decisions. 

     IMPROVED QUALITY
Automation improves quality by making execution 
precise and error-free. Hyper-automation expands 
quality enhancements to complex non-linear tasks.

Work output increases manifold, leading to superior 
quality levels. Employees enjoy greater productivity as 
automated systems cut waste and offer the best way to 
do things.

Hyper-automation improves the quality of decision-making. It offers instant and accurate insights, 
leading to error-free conclusions and informed decisions. Hyper-automation creates a digital twin 
of the enterprise, allowing decision-makers to visualize functions and processes, and make tactical 
changes. Enterprises can apply Hyper-automation to tweak key performance indicators and drive 
value.

Advanced analytics enables proactive intervention to improve things. For instance, automated 
alerts warn machine owners about an imminent breakdown, facilitating proactive maintenance.
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     A TURNAROUND IN EMPLOYEE MORALE

Hyper-automation improves employee satisfaction and motivation and enhances employee 
capability manifold.

Employees resisted conventional automation, as it entailed a change in the way of doing things, and 
raised fears of job losses.

Often, the benefits of automation would fritter away with the disruption it causes. Hyper-automation 
allows businesses to create people-centric smart workplaces or automation with minimal 
disruption. With Hyper-automation, work becomes faster, better, and more fulfilling. 

Hyper-automation changes the nature of human intervention, rather than eliminating it. Employees 
get an intelligent robot as a personal aide to perform dreary, monotonous and dangerous chores. 
This leaves them with time to do higher value and rewarding activities, in tune with their core 
competencies. 

     IMPROVED PRODUCTIVITY

     THE EMERGENCE OF A LEARNING ORGANIZATION

Hyper-automation means assigning low-value tasks to automation tools and applying machine 
learning to aid humans in processing higher-value tasks. The outputs create an informed, efficient, 
and agile workplace, where decision-making is fast, there is no waste or slack, and productivity is 
optimal.

Hyper-automation forces the workforce to keep abreast of the latest developments. It promotes a 
learning organization with an educated and aware workforce. The workforce, free from low-level, 
mundane tasks, finds meaning in their jobs. They engage with their jobs and seek creative solutions to 
problems. 

Hyper-automation also promotes team collaboration. Working in a cognitive-based environment 
requires sharing knowledge and exchanging information. Departmental silos lose their relevance as 
the enterprise goals and customer satisfaction becomes the overriding aim. 

Gartner Research Director Manjunath Bhat states, 
“Robots aren’t here to take away our jobs, they’re here 
to give us a promotion.”
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     IMPROVED CUSTOMER SATISFACTION
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The accelerated time-to-market, improved accuracy and quality enhancements delivered by 
hyper-automation improve customer satisfaction. In a competitive environment, enterprises pass 
on the gains of internal efficiency to customers in the form of reduced prices.

Hyper-automation, by assigning complex and time-consuming tasks to bots and robots, leaves 
human agents with more time to engage with customers better. It allows customer agents to spend 
more time with high-value customers, understand their needs and preferences better, and serve 
them better. 

     GREATER COMPLIANCE

Hyper-automation increases compliance and reduces risk. Automating complex processes leaves 
little chance for errors. The system auto-generates reports and checklists required for statutory 
compliance.

Gartner estimates enterprises will lower operational costs by 30% by 2024, through a combination 
of hyper-automation technologies and redesigned operational processes.

Hyper-automation is Robotic Process Automation (RPA) 
plus Artificial Intelligence (AI). But RPA and AI have 
limitations. RPA solves structured business processes, 
but cannot go beyond it. AI provides only point solutions 
and does not always solve end-to-end problems.

Hyper-automation delivers synergy between RPA and AI. 
It removes the limitations of both RPA and AI by adding an 
intelligent layer to RPA, comprising of AI technologies 
and its variants. While RPA makes use of a robot’s arms to 
perform tasks quicker and with fewer errors, 
Hyper-automation, also uses the robot’s brain to perform 
tasks. 

HYPER-AUTOMATION V RPA

When AI enhances RPA solutions, RPA can handle
 Semi-structured processes such as invoices, purchase orders, and contracts
 Unstructured data such as free-flow text, voice recordings, and images

https://www.uipath.com/blog/are-you-ready-for-hyperautomation


   TOOLS AND TECHNOLOGIES
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The basic platform to implement Hyper-automation is the conventional robotic process 
automation platform. The major difference to the conventional approach to automation is the 
integration of Artificial Intelligence to the RPA platform.

As of now, Robotic Process Automation (RPA) remains the only viable basic platform for 
Hyper-automation. Other tools such as intelligent business management software (iBPMS) are 
only emerging out of the shadows of RPA.
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HOW TO IMPLEMENT HYPER-AUTOMATION

Hyper-automation integrates tools and technologies to automate complex work requiring 
cognitive capabilities. But no single tool or technology mimics the human brain. Artificial 
intelligence (AI), process mining, analytics, and other tools added to the RPA platform expand 
the automation capabilities and ease automation of complex, cognitive tasks.

The following technologies help understand unstructured data, and make the RPA platform 
intelligent:

 Machine learning (ML)
 Natural language understanding (NLU)
 Natural language processing (NLP)
 Natural language generation (NLG)
 Intelligent optical character recognition (OCR)
 Voice to text technologies
 Image processing.

All these branches of Artificial Intelligence allow robots 
to read, see, and process complex tasks. Smart 
enterprises leverage these tools for real-time, 
continuous intelligence about the enterprise and unlock 
significant business opportunities.

However, hyper-automation is an evolving process, and 
uses new tools and technologies as it expands its 
scope. A pre-requisite for hyper-automation is 
interoperability. Hyper-automation works through 
different software, and requires businesses to adopt 
tools compatible with each other. The best options are 
“plug and play” solutions, which can pull data from 
different sources, are scalable, and can use APIs to talk 
to existing software. 
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Hyper-automation works through cognitive process automation. Machine learning and associated 
tools propel the RPA platform. The system bases itself on a loose set of instructions that evolves 
with every transaction. The system adjusts itself to curate and generates complex content. 

The approach to automate the content depends on the maturity of the data fed into the algorithm 
engine, and the business case. The ability of an enterprise to leverage cognitive automation 
depends on its data maturity levels. Enterprises having a large corpus of dependable digital data 
may adopt unsupervised cognitive systems faster. 
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   COGNITIVE PROCESS AUTOMATION (CPA)

   PROCESSES

   ANALYTICS

The following are the traditional steps of automation

 Discover,
 Analyze,
 Design,
 automate,
 Measure,
 Monitor and
 Reassess

These steps apply for hyper-automation as well.

Adding analytics to the RPA+AI mix becomes a catalyst for intelligent systems. Analytic tools 
discern patterns in unstructured content such as emails, chat records, voice files, images, and 
videos. Such pattern recognition unearths

 Fraudulent activities such as suspicious bank transactions and fake medical claims 
 Visibility into operations for fresh insights that aid decision-making

Business evolves and uses such analytics insights to automate day-to-day and routine operational 
decisions. For instance, Netflix uses analytics to decide which content to highlight to users. Uber 
uses analytics to fix fares.
 

   CREATING MODELS

Hyper-automation requires an upfront investment of capital and time. Creating models is the 
biggest challenge and a very time-consuming task.
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Consider an example where the system analyses thousands of invoices. The cognitive system 
requires a reference model. Developers feed hundreds of invoices into the system. The system 
scours these records and establishes a relationship between the components. Once the model is 
in place, processing other invoice becomes easy and lightning fast.

Commodification of reference models is imminent as data models mature. Reference models will 
soon be available as a ready-made, off-the-shelf product. Several vendors such as Enterprise RPA 
platform, IQ Bot and others have already showcased models which allow RPA to understand 
semi-structured and unstructured processes.
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   THE HUMAN ELEMENT

   INSURANCE: THE INDUSTRY THAT HAS BENEFITTED THE MOST

Conventional automation takes over human tasks. It displaces the workforce. Hyper-automation 
engages the workforce to be part of the automation process. It disrupts the job profile or the job 
description instead of eliminating the job. Team members, spared of time-consuming low-level 
activities, may spend the time saved for high-value strategic tasks.

Hyper-automation heralds an automation-first mindset, forcing values such as creativity and 
production on the workforce. C-suites engaging an automation first mindset consider how an 
integrated workforce of humans and robots can best solve any new problem.

One of the early success stories of Hyper-automation has been in auto insurance.

Processing claims have always been a lengthy and complicated process. It involves a lot of 
assumptions and dealing with uncertain variables. The combination of RPA plus AI renders 
accuracy to the process. The system checks for fraud, validates the information, and approves or 
rejects claims in a few minutes after the client makes the application.

When the insurer receives the claim document from the client, the AI-powered automated bots 
digitalize the documents. It next scours the net for corroborating and conflicting data and 
information, to confirm and check for fraud. The bot refers to suspicious cases to special 
investigation units, for further analysis. Manual intervention sets in only if the case is very complex. 
 

USE CASE OF HYPER-AUTOMATION

Several businesses in insurance, banking, healthcare, retail, automobiles and others have applied 
hyper-automation to good effect.

add about 3,31,500 net jobs 
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   FINANCE

RPA automates low-level tasks such as calculations and merges. Hyper-automation allows 
financial teams to update and centralise their data in real-time, and apply it for business cases.

Consider the case of a leading Indian bank that has implemented hyper-automation for loan 
processing. A cognitive-based process spares customers time-consuming calls and allows 
accurate completion of loan applications. The system validates the documentation, sanctioning 
the loan in minutes.

Security is a by-product of hyper-automation. Hyper-automation relies on tools that have strict 
access controls in place, and leave audit trails.

   RETAIL

Hyper-automation help marketers and salespersons understand customer intentions better.

Natural Language Processing (NLP) allow deciphering cues from customer responses. Applying 
natural language extraction allows robots to understand human commands and respond to 
customer requests faster.

Chatbots dig out data on customer profile, history, and behaviour from a variety of sources. 
Advanced bots scour information from an array of diverse and disparate sources, from fitness 
monitors to location-specific information, from pricing details to purchase history, to provide 
recommendations to customers on the fly. Al powered bots create and send customized content 
such as promotional offers, recommendations, and geography-specific promotions. They aid 
humans in making reservations, booking tickets and similar tasks. Such intelligent, contextual, 
real-time content increases sales and boost customer satisfaction. Referrals from satisfied 
customers boost sales further, creating an upward spiral.
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   MANUFACTURING

Manufacturing industries leverage hyper-automation to speed up business and create new reve-
nue streams. 

Automobile manufacturers deploy sensors in vehicles to identify components requiring replace-
ment. Mapping the telemetry content to the location of the vehicle and texting the vehicle owner 
about the issue, with details of the nearest service centre, pre-empts breakdowns.

A robotic arm deployed in the assembly section allows easy access to hard-to-access parts, 
performs dangerous activities, and improves workplace safety.

   INVOICING: A KEY NICHE

A key niche where hyper-automation has 
delivered significant gains for large firms is 
invoice processing. The investment to 
hyper-automate Invoice reading and 
processing may not be worth its while for a 
small mom-and-pop firm. But large 
manufacturers and other establishments 
deal with a diverse set of invoices. The 
number of such diverse invoices could 
extend to thousands per day, making 
manual or even digital processing a big 
drain of resources. Hyper-automation 
allows efficient ways to read such invoices 
and make on-time payments.

   CUSTOMER SERVICE

Forrester estimates most enterprises to have already automated about 20% of their traditional 
service desk functions. Best in class enterprises have automated as high as 80% of their service 
desk functions. The global market for RPA services will touch US$7.7 billion by 2020 and will grow 
to US$12 billion in 2023.

Hyper-automation spurs the bulk of the growth. When bots become capable of handling 
unstructured speech, the preference to speak to a live agent will reduce.

https://www.analyticsinsight.net/gartner-and-forresters-take-on-automation-predictions-for-2020/


Hyper-automation is the flavour of the season. But the prerequisite for hyper-automation success is 
a clear business idea. There is no benefit in hyper-automating for the sake of it, or because 
everyone else is doing it. Forrester’s report ‘Beware the Automation Paradox’ likewise warns of the 
hazards of automation, if left in untrained hands.

Another key pre-requisite for hyper-automation is enterprise agility. Unless the enterprise develops 
the ability to reconfigure processes, it cannot apply the automation as required. 

There is also a need for cross-departmental initiatives and better use of partners. Enterprise silos 
are the enemy of hyper-automation.

It is no longer business as usual in automation. Eight out of ten enterprises have figured out 
automation islands are more of a threat than a boon and are not sustainable. These enterprises are 
in the vanguard of hyper-automation, setting up automation strike teams, to launch organizational 
level initiatives.

It pays to bring in an expert consultant on board. The best consultant has experience implementing 
RPA, AI, and hyper-automation solutions in a working business environment. They have competent 
resources to understand the business, identify areas of improvement, and the implications of each 
stage. They also gauge the ROI of initiatives. The technical enhancements are the last stage of the 
process.

Hyper-automation has become the number one strategic technology in 2020 for good reasons. 
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     CONCLUSION: KEY PRE-REQUISITES 
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Founded   in   2009,   Suyati   Technologies   partners   with   clients   to   
engineer  great  experiences  for  digital  customers.    We collaborate 
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Our approach to customer experience can be summed up in one 
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