
Automation Service

Jennifer Robertson
Head of Automation



Automation Headlines

Impact & Delivery

• 10,500 hours 
• 10.5 FTE 
• 5 different university areas
• 14 live automations  
• 36,000 successful robot runs
• 2 virtual machines



How did we get here? Our Intelligent Automation 
journey

Proof of 
Concept

Procure a 
strategic partner

Launch the 
Automation 

Service

Discover, design, 
deploy

Design and build 
enduring team 

and service



Why do this? Delivering Service Excellence at the 
University

Deliver services more  
efficiently and effectivelyUnlock staff time Standardising core 

processes
Generating data 

and insight

Automation Vision

Our Goal

Desired Outcomes



Why do this? Delivering Service Excellence at the 
University



How we’ve been delivering the service

DeliveryDiscovery

Benefits Stakeholder engagement

External Relations CoSE

P&OD CoSS

Prioritisation & triage Pipeline creation



Extension requests demo



Understanding benefits

Automation unlocks and enables benefits, business areas own and realise benefits

Benefits

Create Capacity Improve QualityEnhance Experiences Standardisation



Some challenges (to overcome )
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Lessons learned when designing an automation

Business led 
requirements

Replicate current 
state (MVP)

Optimise 
organically Apply 70/30 rule Stagger 

deployments



What have our stakeholders got to say?

“Where we had lots of people doing 
slightly different things, this has made it 
much more consistent, and we know the 
process is now exactly the same for every 
transaction. Consistency across the whole 

of process has been improved.” “The bot not only saves staff time, but it 
improves student experience and is 

allowing us to review process data to 
help offer more proactive support for 

our students in the future.”



What’s next in our Intelligent Automation journey?

Proof of Concept Engage a strategic 
partner

Launch the 
Automation 

Service

Discover, design, 
deploy

Design and build 
the enduring 

team and service

Now Next Later



Questions

jennifer.robertson@glasgow.ac.uk
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