
Are bots marching through Hackney?

@mcaino



In Hackney, we're 
using national 
government 
approaches to build 
empathic services 



So why are we using Robotics 
Process Automation?



RPA is an important tool in our armoury to reduce cost and improve 
the customer experience

High
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Optimise with Bots Redesign

Buy? Innovate?



Our core digital approaches still apply

User need

Agile

Code of 
Practice



From opportunity to delivery in six weeks



We began by 
‘showing the 
thing’



We sold the results 
to other services to 
identify opportunities



We’re working 
together to make 
things better

5 mins saved per 
Direct Debit 
instruction

Temporary Event 
Notices logged in 
realtime



We’re learning that good processes = good bots

Better 
processes

Better comms

Effective 
teams

● Bots find errors people just worked around 

● Frontline staff, IT and vendor must work together -
Product Owner important

● Apps, Infrastructure and Delivery all play key roles 
within IT
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