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Agenda

Survey objectives and approach 

Advancing Automation Transforms The Workplace

Owning The Future OF Work 

Key Takeaways 
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Forrester Conducted A Broad Future OF 
Work Survey 

Country

19%

20%

20%

21%

21%

Japan

Germany

France

United States

United Kingdom

Industry

11%

13%

19%

19%

19%

20%

Energy, utilities, and/or
waste management

Manufacturing and materials

Healthcare/Health insurance

Banking, financial services
and/or insurance

Retail

Consumer product goods
and/or manufacturing

Company Size

Respondent level

6%

16%

34%

44%

Vice president

C-level executive

Manager

Director

20%

22%

35%

23%

1,000 to 4,999 employees

5,000 to 9,999 employees

10,000 to 19,999 employees

20,000 or more employees

Base: n270 manager level or above from operations groups, shared services, f inance/accounting and other lines of business
Source: A commissioned study conducted by Forrester Consulting on behalf of November 2019
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S5. Department

3%

26%

34%

38%

Shared services

Operations

Finance/accounting

Human resources/training

S7. Process automation plans

0%

7%

37%

16%

40%

1%

Not interested

Interested but no plans to implement

Planning to implement in the next 12
months

Implemented, not expanding/
upgrading

Expanding or upgrading
implementation

Decreasing or removing

S6. AI (digital assistants)

S8. Responsibility

56%

31%

13%

I am the final decision-maker for 
my organization’s process 

automation strategy and initiatives.

I am part of a team making 
decisions for my organization’s 

process automation strategy and 
initiatives.

I influence decisions related to my 
organization’s process automation 

strategy and initiatives.

36%

41%

46%

47%

49%

100%

Image analysis

Natural language generation

Speech recognition

Text analytics and natural language…

Machine learning

Robotic process automation

That Spoke To People In The Know 

Base: n270 manager level or above from operations groups, shared services, f inance/accounting and other lines of business
Source: A commissioned study conducted by Forrester Consulting on behalf of November 2019



5

Spend on RPA technology to increase 31% (9% last year vs. 40% next year) 
Increasing spend by at least 5%:  Past 12 months, spend was 45% // Next 12 months spend will be 66%

Base: n270 manager level or above from operations groups, shared services, f inance/accounting and other lines of business
Source: A commissioned study conducted by Forrester Consulting on behalf of November 2019

Q2. “How has your group/department spending on technology Robotic Process Automation (RPA) changed over the 

past 12 months? How do you expect it to change over the next 12 months?”

9%

36%

30%

17%

9%

40%

26%

16%

13%

6%

Increase by more than 10%

Increase 5% to 10%

About the same

Decrease 5% to 10%

Decrease more than 10%
Past 12 months Next 12 months
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The Forces Of Automation

People Algorithms

Control

DigitalPhysical

Convergence

Scale

Machine DrivenHuman Driven
• Flattening Organizations

• Digital Platforms 

• Granny Meet You Robot

• Reduce Coordination & Logistics Burden

• Decisions Move To Machines

• Unpredictably & Data Control 
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Automation Is Refreshing The Employee Experience At An Increasing Rate 

Base: n270 manager level or above from operations groups, shared services, f inance/accounting and other lines of business
Source: A commissioned study conducted by Forrester Consulting on behalf of November 2019

Q4. “How rapidly is the technology, due to advancing automation, being refreshed or altered that affects 

your workers e.g., enhanced digital skills, training or role definition?”

21%

25%

29%

17%

8%

6 to 12 months

Every 12 months

Every 12-18 months

Every 18-24 months

Every 24 to 36 months



8Base: n270 manager level or above from operations groups, shared services, f inance/accounting and other lines of business
Source: A commissioned study conducted by Forrester Consulting on behalf of November 2019

Q10. “Please indicate what would be the most successful activities within your organization to cope with the 

potential effects of automation and to improve the employee’s working experience?”

25%

21%

17%

14%

15%

7%

19%

18%

21%

17%

13%

11%

20%

19%

19%

11%

13%

17%

Keeping technology current or refresh technology faster
to feel more satisfied and fulfilled at work

Provide workplace certifications digital and machine skills
that are transferable to other work or life advancement

Increase current skillset to keep up with evolving nature
of technology

Provide financial support for outside traditional education

Rollout change management processes that for example
reduce job loss anxiety due to automation

Involve employees in more strategic work such as more
customer contact or participating in decision making

Rank 1 Rank 2 Rank 3

64%

58%

57%

42%

41%

36%

Total 

Ranked

Job Transformation Will Be Inevitable

Some View This As A Good Thing, Others Consider It A Worrying Trend. Organizations Are Looking 

Into How They Can Cope
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And Here’ s What We Think The Future 
Of Work Looks Like In 2030
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Twelve Personas Can Describe The Workforce 
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130 Billion Of Value Released In 2022 Alone 
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RPA Plus AI Affects  Knowledge and Administrative Workers 
The Most 
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Pace Of IA Will 

Be Gradual 



14Base: n270 manager level or above from operations groups, shared services, f inance/accounting and other lines of business
Source: A commissioned study conducted by Forrester Consulting on behalf of November 2019

Q11. “Please select the statement that best characterizes the attitude of your employees related to digital skills required?”

7%

41%

39%

14%

They do not have any ambition to enhance their digital skills

They are slightly concerned that their existing digital skills may not match what their job will require in the future

They are concerned in their ability to succeed at their existing job but are not interested in advancing their digital skills

The feel threatened with the growing complexity of the tasks they face now and will in the future

41% Are Slightly Concerned Existing Digital Skills 
Do Not Match The FOW Requirements. 



15Base: n270 manager level or above from operations groups, shared services, f inance/accounting and other lines of business
Source: A commissioned study conducted by Forrester Consulting on behalf of November 2019

Q13. “What is your company’s approach to measuring/monitoring employee anxiety?”

46%

27%

17%

6%
4%

It is important and will become more so. Monitoring will enable
us to approach employees differently

We have no formal way to measure it and no programs or ideas
on how to deal with it. But think it may be important in the future

It’s critical to ensure we use the data to refine our change 
management processes

It’s not required or on our radar at this point. We just don’t see it 
as a problem.

It won’t make any difference. Employees will still feel 
anxiety/fear of job security

73% Of Firms Think Measuring Employee Anxiety Is Important 



16Base: n270 manager level or above from operations groups, shared services, f inance/accounting and other lines of business
Source: A commissioned study conducted by Forrester Consulting on behalf of November 2019

Reskilling, Training And Providing Employees With The Right 

Certifications/Vocations Will Lead To An Increase Of Automation Aptitude. 

Q16. “Please rank the education approaches below in terms of how effective they are at dealing with previous 

workplace automation issues?”

47%

44%

36%

39%

49%

47%

51%

51%

5%

8%

13%

10%

New formal work
certifications/vocations for different

levels of automation aptitude with
graduation ceremonies

Certification programs provided by 
technology vendors with whom we’re 

currently partnering

Subsidizing employees to take third-
party online education

Traditional education (e.g. 2 year or
4 years on campus or online degree)

It will have major beneficial effects

It will have some beneficial effects

It will have no beneficial effects
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Q14. “How does your organization plan to train existing employees or new employees for the new automation-focused roles?”

60%

50%

47%

43%

9%

Use outside service providers or software vendors that may
have installed the automation and may have education

centers

Depend on internal training departments

Leverage internal automation centers of excellence which
have subject matter experts in automation

Depend on employee collaboration and mentoring internal to
the business unit

Look for government sponsored, local, national or
international boundaries on-line learning programs

Base: n270 manager level or above from operations groups, shared services, f inance/accounting and other lines of business
Source: A commissioned study conducted by Forrester Consulting on behalf of November 2019

Internal Training And Outside Service Providers That May Have 

Installed Automation/Education Centers Will Help  



18Base: n270 manager level or above from operations groups, shared services, f inance/accounting and other lines of business
Source: A commissioned study conducted by Forrester Consulting on behalf of November 2019

Personal Robots Are On Its Way Inbound Within The 

Next 3 Years

Q5. “Personal robots can help employees get work done in the same way RPA robots today do for background tasks. The 

difference is the ability for employees to enhance and train their own personal robots to support their unique work styles an d 

patterns. At what point, if ever, do you see these being available?”

13%

4%

4%

9%

11%

14%

10%

11%

18%

17%

19%

13%

Within 12 months

Between 12 to 24 months

Between 24-36 months

More than 36 months

26%

32%

36%

31%

32%

33%

30%

35%

Very unlikely Unlikely Neither Likely Very likely
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But Personas Will Use A Variety Of Personal 
Robots

Cross Domain

Function Specific

Single Domain

Cubicle

Coordinator

Digital Assistant
e.g., Microsoft’s Virtual Assistant, Amazon’s 

Open Alexa for Business 

Domain-Channel Bot 
e.g., trello bot, Slack Channel

RPA Digital Worker
e.g., ERP, LOB Applications 
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▪ Employees and organizations are more likely to embrace the influx of 

automation when they view the future of work a strategic competency 

▪ The future of work is something you and your leaders will create. There is 

opportunity – and challenge – associated with it, but it’s ultimately 

valuable.

▪ You can change the way you serve customers – for the better – by 

investing in the future of work. 

▪ HOW?

▪ Plan a structural change in how you recruit, train, retain and manage workers. 

▪ Look to build new digital certification programs within but use partners to do so

▪ Proactively address the 12 work personas 

Key Takeaways
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