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“We have a choice to make. We can automate existing, often antiquated, 
processes with RPA in the continued pursuit of faster and cheaper, building 
even more technical and process debt as we go. Or, we can use RPA as the 
gateway to process change and improved experiences for customers, 
partners, and employees. Which do you choose?”

—Elena Christopher, Senior Vice President, Research
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Introduction, methodology, and 
definitions
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In 2012, HFS launched the concept of robotic process automation (RPA) to the world via a seminal report and blog. In the seven 
years since, the ugly truth is that we’ve simply succeeded in using RPA to move data around enterprises faster with less manual 
intervention rather than to rewire our business processes and create new thresholds of value. We are largely missing the 
opportunity to transform business operations. We’ve recently issued The New RPA Manifesto to provide guidelines for what must 
be true to realize the potential of a truly digital workforce over the next seven years. 

With transformation on the brain, we focused our 2020 RPA Software Product Top 10 on how the RPA product companies are 
supporting and enabling their clients to scale their automation programs and drive real change. The categories we deemed as 
critical to supporting the transformation mission include a mix of execution, innovation, and voice of the customer criteria 
including:

● Execution

– Scale of operations and customers because size does matter, implementation service and support including partner 
ecosystems, functionality and ease of use, and security, governance, and controls.

● Innovation

– Technology roadmap and vision including R&D, scalability and flexibility of tools and engagements, innovation and 
effectiveness of embedded intelligence, and ability to transform business processes and deliver outcomes.

● Voice of the customer

– We expect that vendors can talk well and compellingly about their capabilities, thus we always conduct deep due 
diligence with their customers to get the straight story. 

Introduction and study rationale—assessing how well the leading RPA products 
support business transformation

https://www.horsesforsources.com/robotistan_011112
https://www.hfsresearch.com/pointsofview/The-New-RPA-Manifesto
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RPA defined

HFS uses the IEEE definition of robotic process automation (RPA): A 
preconfigured software instance that uses business rules and 
predefined activity choreography to complete the autonomous 
execution of a combination of processes, activities, transactions, and 
tasks in one or more unrelated software systems to deliver a result 
or service with human exception management.
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RPA software vendors 
assessed in this report
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• RFIs—Each participating 
vendor completed a detailed 
RFI

• Vendor briefings—HFS 
conducted briefings with 
executives from each vendor 

RFI and briefings CX survey 

• HFS fielded a detailed RPA 
satisfaction study with 255 
super users of RPA 
(enterprise clients and 
product partners) that 
yielded 311 product ratings 
across 30+ CX dimensions

Reference checks

• We conducted reference 
checks with 75 active clients 
of RPA product companies, 
including detailed interviews 
with ~20% of the sample. 

Other data sources

• Public information such as 
press releases

• Ongoing interactions, 
briefings, events, etc. with in-
scope vendors and their 
clients and partners

Sources of data
This report relies on myriad data sources to support our 
methodology and help HFS obtain a well-rounded 
perspective on the transformation potential of each of the 
17 RPA software vendors covered in our study. Sources are 
as follows:
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HFS Top 10 RPA products methodology

Execution—33.3%

Scale (30%)
• Number and scale of clients
• Revenue and growth
• Geographic and industry footprint
• Number of employees

Implementation, service, and support 
(30%)
• Service partner ecosystem
• Required IT skill sets
• Implementation timelines
• Support resources and ecosystem 

enablement
• Certification program
• Training and customer support

Functionality and ease of use (30%)
• No-code and low code reality
• Required set-up coding and ease of 

product configuration
• Ease of integration with legacy IT
• Assisted and unassisted automation 

functionality
• Embedded OCR functionality
• Scheduling functionality
• Development tools
• Exception handling

Security, governance, and controls (10%)
• Centralized controls
• Regulatory compliance
• Enterprise security
• Dashboards and analytics
• Uptime and SLA commitments

Innovation—33.3%

Technology roadmap and vision (25%)
• Technology roadmap and vision 

including R&D
• Technology ecosystem and scope of 

tech partnerships
• Marketplace availability and uptake

Scalability and flexibility (25%)
• Accommodating process and 

environment changes
• Licensing model flexibility
• Tool scalability
• Scaled engagements

Innovation and embedded intelligence 
(25%)
• Processing structured data
• Processing semi-structured data
• Processing unstructured data
• Artificial intelligence (AI) capabilities

Ability to transform business processes 
and deliver outcomes (25%)
• Achievement of business outcomes
• Ability to measure outcomes
• Transformation potential
• Effectiveness of tools

Voice of the Customer (VOC)—33.3%
• Direct feedback from enterprise clients and partners: Via reference checks, HFS’ detailed RPA CX survey, and case studies detailing RTS tool and company performance and 

capabilities.
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Executive summary
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Executive summary

• The unfulfilled quest for transformation. When HFS launched this study, we were clear we wanted to measure the ability of RPA software to transform business 
operations. We even proposed renaming RPA to RTS—robotic transformation software—to emphasize the need for transformation. Aside from needing a new 
acronym as much as we need another hole in the head, we are so far removed from achieving transformation with RPA that we decided to let the original terminology 
stand. If the results of the study show anything, it’s that we may have some RPA leaders, but clients are ultimately not achieving transformation with RPA alone. 

• Choose your own adventure ratings. While we have provided an overall stack ranking of the RPA software vendors, we have also provided the rankings for each sub-
category. This is intended to allow readers of this research to identify and prioritize the categories that are most aligned to their business needs. We have also included 
the raw scores in the appendix for maximum transparency. 

• Overall baseline RPA does what we expect it to do. For most clients, RPA has driven efficiencies, reduced headcount, and, increasingly, improved employee 
experience. As with last year’s findings, RPA products tend to perform as promised when it comes to structured data and task automation. RPA is great at automating 
deterministic tasks governed by structured data. 

• Implementation, service, and support is improving but still not “easy.” Our 2018 data showed mass frustration and disappointment with ease of implementation. This 
has improved somewhat for 2019 but is largely due to increased user knowledge rather than actual improved ease of use. The need for IT involvement and support is 
increasingly recognized as an imperative despite continued business leadership of automation of business operations. 

• Leveraging cognitive capabilities to do more than task automation is still the holy grail. Grappling with unstructured data remain the biggest sore point with RPA. This 
significantly limits users’ ability to automate end-to-end processes or drive anything remotely close to process transformation. Some RPA software vendors have native 
capabilities to support unstructured data or have cultivated third party integrations to enable this. We remain sure that the future of RPA is as part of the Triple-A 
trifecta. 

• Process discovery and dashboards, please. Enterprises need better tools to help them identify automation opportunities and track the success of automation. If RPA 
vendors do not provide them, clients will build them or buy them, as they are essential to program success. 

• Technology is ~10% of the transformation equation. RPA software vendors talk a good game. RPA is easy. RPA delivers transformative value quickly. Business users can 
build and run RPA out of the box. But, regardless of tech functionality, tech is only about 10% of the transformation equation. The balance is people and process and a 
willingness to change. Thus, an RPA software vendor’s ability to truly support its clients only just begins with software licensing. 

• Task automation has its role, but don’t pay it transformation lip service. How enterprises use RPA requires a choice—automate existing, often antiquated processes 
with RPA in the continued pursuit of faster and cheaper building even more technical and process debt as we go, or use RPA as the gateway to process change and 
improved experiences for customers, partners, and employees. Either is fine, and task automation can often deliver real interim benefits, but don’t strive for faster and 
cheaper while crowing about the need for transformation. 

https://www.horsesforsources.com/RPA_Top10_2020_012920
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Recommended reading and best practices — HFS’ 10 laws of robotic process 
automation

Anyone involved in the automation ecosystem in any form can benefit from reading and adopting some variation of HFS’ 
10 laws of robotic process automation, enabling success for the next seven years*. These include:

1. IT and business must work together and share the responsibility to digitize processes, or digital business models will 
likely fail. 

2. Mutual respect between IT and business massively improves your chances of success.

3. Automation strategy must be led by an overarching business strategy.

4. Treat RPA as an enterprise application.

5. Establish meaningful and measurable KPIs.

6. Treat RPA as a gateway to embrace process mining, machine learning, data ingestion, and advanced analytics to 
achieve real artificial intelligence for enterprises.

7. Automation must orchestrate end-to-end processes across both front and back offices.

8. Bring new talent and perspective into the automation market.

9. Don’t forget hearts and minds.

10. Consider dropping the word “robotic” from RPA.

* https://www.hfsresearch.com/pointsofview/The-New-RPA-Manifesto

https://www.hfsresearch.com/pointsofview/The-New-RPA-Manifesto
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The HFS Top 10 robotic process 
automation (RPA) software 
products results
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Summary of RPA software vendors assessed in this report

Service providers 
(alphabetical order)

HFS point of view

Another Monday Regional RPA company with differentiated pricing model and strong professional services

AntWorks An integrated automation company that dramatically expanded in 2019

Automation Anywhere “Big three” RPA player with the most robust native capabilities and a strong roadmap built on cloud and AI

Blue Prism The original RPA software company builds on its unattended automation focus with “connected-RPA” and Thoughtonomy acquisition 

Datamatics An IT and BPO service provider offering a productized RPA solution born from automation of its services

Edgeverve A wholly owned software product subsidiary of Infosys, leveraging AssistEdge RPA to gain access to new clients

Intellibot A young upstart gaining traction with clients through its Triple-A Trifecta stack and favorable pricing

Jacada “The specialist” offering attended RPA and AI for customer service automation

Jiffy.ai A disruptor lives up to its name, bringing RPA and cognitive data processing to the automation party

Kofax An RPA stalwart rebrands and pivots toward intelligent automation

Kryon One of the first RPA software vendors to launch a process discovery tool to complement its process automation capabilities

NICE An industry veteran with a smorgasbord of integration, virtual attendant, desktop analytic, and automation, within a broader data play 

Pegasystems Long established enterprise BPM and CRM low-code player enhanced with RPA

Redwood Automation software vendor most focused on out-of-the-box integration and pre-built automation with finance applications like SAP

Softomotive Enabling companies of all sizes to start small and scale automation through putting “People1st” and the first RPA programming language, ROBIN

UiPath Fast growing provider of automation, recently acquired process mining capabilities and is “streamlining” its go-to-market approach

WorkFusion The original intelligent automation platform continues to build on its Triple-A Trifecta approach of RPA + AI + analytics
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Rank
Overall HFS Top 

10 position

Execution Innovation

Voice of the 
customerScale

Functionality and 
ease of use

Implementation, 
service, and 

support 

Security, 
governance, and 

controls Overall execution

Technology 
roadmap and 

vision 
Scalability and 

flexibility 

Innovation and 
embedded 
intelligence 

Ability to 
transform 
business 

processes and 
deliver outcomes 

Overall 
innovation

#1

#2

#3

#4

#5

#6

#7

#8

#9

#10

HFS Top 10 RPA Software Rankings 2020
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HFS Podium Winners
Top three providers overall across execution, innovation, and voice of the customer criteria 

#1 #2 #3

Execution Powerhouses
Top three providers on execution criteria

Innovation Champions
Top three providers on innovation criteria

Outstanding Voice of the Customer
Top three providers on voice of the customer 

criteria

#1 #2 #3 #1 #2 #3 #1 #2 #3

Other notable top three performances
● Kryon ranked #1 on functionality and ease of use
● NICE ranked #1 in ability to transform business processes and deliver outcomes
● AntWorks ranked #2 in innovation and embedded intelligence
● Pegasystems rated #2 in ability to transform business processes and deliver outcomes

Notable performances in HFS Top 10 RPA software products

Notes: HFS Top 10 Robotic Process Automation (RPA) Software Products report assessed and ranked 17 software companies across execution, innovation, and voice of the customer criteria. The inputs to this process included detailed RFI responses and structured briefings 
with software company leadership as well as interviews and surveys from their clients. In order to drive objectivity to our research methodology, we interacted with reference clients provided by the software companies as well as non-reference RPA clients and 
partners sourced through our own network for each vendor assessed.
The companies assessed in this report include (in alphabetic order) Another Monday, AntWorks, Automation Anywhere, Blue Prism, Datamatics, Edgeverve, Intellibot, Jacada, Jiffy.ai, Kofax, Kryon, NICE, Pega, Redwood, Softomotive, UiPath, and WorkFusion. 
Thoughtonomy was intentionally omitted after its acquisition by Blue Prism.
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Robotic process automation 
(RPA) software product profile
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Relevant acquisitions and partnerships Key clients Go-to-market approach Recent developments

Acquisitions: None

Partnerships:
• Key implementation partners: Accenture, 

Cognizant, TCS, Wipro, Hexaware, 
Acronotics, Chazey Partners, DigiBlu, 
EvolouteIQ, The Hackett Group

• Key technology partners: SAP, AWS, IBM 
Cloud, Oracle, Alibaba Cloud, Citrix, 
Microsoft, CyberArk

RPA clients: 437, including clients served through 
partners                      
Key clients: 
• Mercer
• John Hancock Manulife
• Indecomm Global Services
• CRISIL, an S&P company
• Flyscoot Airlines
• Cypress Semiconductor
• KPMG
• Spark44
• City Union Bank
• Century Link Communications
• Sobha Group
• Norgine Pharma
• Kotak Mahindra Bank Limited

Sales model: 89% direct, 11% 
indirect through partners. 

Headcount: 600+

Client footprint by geography: 
• North America: 32%
• Europe: 25%
• Asia Pacific: 25%
• India: 12%
• Middle East/Africa: 6%

• November 2019. Partnered with SEED Group to drive 
adoption of AI in the GCC.

• September 2019. Critical new hires included Big 4 
veteran, Hugo Walkinshaw as Chief Partnership Officer 
and former IBMer, Mike Hobday, as Senior Vice 
President for the UKI and Europe region.

• May 2019. Launched new product version—ANTstein
SQUARE as an integrated full-stack automation 
platform.

• March 2019. Awarded automation software contract 
by KMPG Singapore.

• February 2019. Joint venture with SBI Neo Financial 
Services to provide intelligent automation to ASEAN 
market through SBI AntWorks Asia.

Strengths Development opportunities

● Major ramp up in 2019. Founded in 2015, the company spent its first few years focused on product development and customer 
acquisition. After a Series A infusion in July 2018, AntWorks hit the ground running in 2019 with a massive expansion of product, 
people, and footprint—most notably in marketing.  

● Full-stack integrated automation approach. From inception, AntWorks ANTStein platform aligns to HFS’ Triple-A Trifecta model, 
bringing together modular components of automation, AI, and analytics. It is most well known for its cognitive machine reading 
approach to unstructured data powered by fractal data science.

● Business process expertise. Unlike many of its competitors, AntWorks’ leadership team hails from the business process 
outsourcing industry. This helps it frame its technology in terms of business process transformation, not just technology. Its 
embedded process discovery capability further enables its process first focus. 

● Voice of the customer. Its customers commend its out-of-the-box inclusion of AI capabilities to support unstructured data 
challenges. Also of note are the multi-tenancy components of its SQUARE release to support enhanced bot utilization and its 
strong relationship management. 

● More customer use cases. While AntWorks has done a great job 
of building its brand, it now needs to pivot from recognition to 
demonstrating value. Showcasing customer use cases is critical. 

● Partner ecosystem. Tech and service partners are essential to 
automation adoption and scale. AntWorks should refine its 
partner programs to ensure it grows these critical resources as 
intelligently as possible. This is a quality play, not quantity. Its 
new partnership officer will help here. 

● Dashboards. Customers want better analytics capabilities to help 
manage and measure their automation programs. 

An integrated automation company that dramatically expanded in 2019

Dimension Rank

HFS Top 10 position #6

Ability to execute #8

Scale #12

Functionality and ease 
of use

#8

Implementation, 
service, and support

#7

Security, governance, 
and controls

#9

Innovation capability #6

Technology roadmap 
and vision

#10

Scalability and 
flexibility

#9

Innovation and 
embedded 
intelligence

#2

Ability to transform 
business processes 
and deliver business 
outcomes

#6

Voice of the customer #8

https://www.hfsresearch.com/pointsofview/leverage-integrated-automation-to-drive-topline-results
https://www.hfsresearch.com/pointsofview/triple-a-trifecta-automation-analytics-and-artificial-intelligence
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Appendix - Scoring
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HFS Top 10 RPA Software Scores 2020

Table is sorted by 
Overall HFS Top 10 
score

Overall 
HFS Top 
10 score

Execution Scores (33.3%) Innovation Scores (33.3%)

Voice of the 
Customer 

(33.3%)Scale
Functionality 
and ease of 

use

Implementation, 
service, and 

support 

Security, 
governance, 

and 
controls

Overall 
Execution 

Score

Technology 
roadmap 
and vision 

Scalability 
and 

flexibility 

Innovation 
and 

embedded 
intelligence 

Ability to 
transform 
business 

processes and 
deliver 

outcomes 

Overall 
Innovation 

score

Automation 
Anywhere 238.6 93.8 76.7 88.3 77.8 85.4 92.6 82.4 70.1 68.7 78.4 74.7

UiPath 237.3 89.8 80.8 88.7 76.2 85.4 88.6 78.6 69.7 70.8 76.9 74.9

Blue Prism 236.5 94.5 75.2 89.9 78.5 85.7 84.0 84.7 62.1 72.1 75.7 75.0

WorkFusion 233.6 83.0 71.2 81.8 73.1 78.1 86.2 84.2 80.8 71.7 80.7 74.8

Pegasystems 217.6 84.8 71.4 67.2 71.7 74.2 81.0 78.7 55.7 74.0 72.4 71.1

AntWorks 213.4 77.0 72.4 72.0 70.1 73.4 81.0 65.5 76.8 69.5 73.2 66.8

Kofax 213.2 84.0 69.7 79.1 69.9 76.8 76.0 74.3 59.6 68.9 69.7 66.6

NICE 213.1 81.6 63.3 70.3 74.5 72.0 83.8 69.7 69.1 75.6 74.5 66.6

Kryon 212.5 77.6 84.3 59.1 55.9 71.9 83.5 53.3 60.0 66.1 65.7 74.9

EdgeVerve 209.2 81.7 68.6 65.3 74.5 72.1 82.1 72.7 60.9 68.7 71.1 66.0

Softomotive 204.1 80.8 74.3 70.0 55.6 73.1 82.9 57.2 55.1 65.2 65.1 65.9

Jacada 201.7 76.3 69.2 65.9 59.0 69.3 79.1 64.3 64.9 60.8 67.3 65.1

Jiffy.ai 200.1 75.6 73.9 72.1 70.6 73.5 75.4 64.3 62.0 63.2 66.2 60.3

Intellibot 199.8 72.0 73.6 58.8 60.2 67.3 78.5 51.9 61.2 69.4 65.2 67.2

Another Monday 196.6 76.8 58.2 60.3 57.5 64.3 80.8 54.1 58.6 68.7 65.5 66.7

Redwood Software 189.9 81.5 56.1 61.6 55.7 65.3 79.0 64.8 42.0 58.3 61.0 63.6

Datamatics 170.5 73.5 52.9 62.6 54.0 62.1 77.4 50.8 46.7 59.1 58.5 49.9

Weight 30% 30% 30% 10% 25% 25% 25% 25%

Scoring notes:
• The Overall HFS Top 10 score is obtained through adding Overall Execution, Overall Innovation, and Voice of the Customer scores. They are equally weighted. 
• Execution and Innovation scores are as noted for each sub-category. 
• The Overall scores for Execution and Innovation are obtained by multiplying each subcategory score by its weighting and totaling. 
• There are no ties. Any seeming tie scores are broken by going out another decimal point. 
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