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Introduction 
 
We have completed an implementation review of the management actions taken in response 
to the recommendations contained in our November 2023 audit report, GSA’s Robotic Process 
Automation Program Lacks Evidence to Support Claimed Savings, Report Number 
A210057/B/5/F24001. 
 
Objective 
 
The objective of our review was to determine whether GSA’s Office of the Chief Financial 
Officer (OCFO) has taken the actions as outlined in the corrective action plan for GSA’s Robotic 
Process Automation Program Lacks Evidence to Support Claimed Savings (see Appendix A). To 
accomplish our objective, we: 
 

• Reviewed the original audit report to understand the recommendations and provide 
context to the corrective action plan; 

• Met and corresponded with OCFO management; 

• Examined documentation submitted by OCFO personnel to support completion of the 
corrective action plan steps; and 

• Performed limited testing of the OCFO’s implementation of the guidance and 
procedures contained in the submitted documentation. 

  
Background 
 
GSA introduced its Robotic Process Automation (RPA) initiative in January 2018 to address the 
President’s Management Agenda priority goal to shift federal employees “from low-value to 
high-value work.” Examples of low-value work include data entry, repetitive tasks, and routine 
customer communications. The idea is that if these routine, low-value tasks can be automated, 
it will free up time for federal employees to do non-routine, high-value work that often involves 
human judgment. 
 
GSA formalized its RPA program in June 2019 with the goal of using RPAs (commonly referred 
to as “bots”) to perform routine tasks. Bots are rules-based software that simulate human 
actions on a computer, such as copying data, filling in forms, signing into applications, and 
analyzing data. Bots usually require fewer technology resources and can be implemented 
quickly at a lower cost than traditional software. 
 
In its Fiscal Year 2020 Agency Financial Report, GSA reported on its RPA program by highlighting 
the progress of deployed bots. The report stated that over 70 bots automated a diverse number 
of tasks and “they allow GSA to reclaim more than 240,000 work hours every year.” 
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On November 30, 2023, we issued an audit report, GSA’s Robotic Process Automation Program 
Lacks Evidence to Support Claimed Savings, to the OCFO. The objective of the audit was to 
determine whether GSA effectively uses bots to free up work hours and achieve cost savings. 
 
Our audit found that GSA lacks evidence to support its claims that its RPA program is generating 
savings. 
 
To address the finding identified in our report, we recommended that the GSA Chief Financial 
Officer: 
 

1. Establish a performance evaluation process for its bots to ensure they are performing as 
intended and that the RPA program is achieving its goals. As part of this effort, the OCFO 
should develop objective and auditable measures and metrics that support the work 
hours saved by bots, as described in the RPA Program Playbook. 

 
2. Track the costs to develop each bot to allow the RPA program to develop objective 

statistics, such as return on investment. 
 
The GSA Chief Financial Officer acknowledged our report recommendations. 
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Results 
 
Our implementation review determined that the OCFO has taken appropriate corrective actions 
to address the recommendations. We determined that no further action is necessary. 
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Appendix A – Corrective Action Plan for Report Number 
A210057/B/5/F24001 
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Appendix B – Report Distribution 
 
GSA Administrator (A) 
 
GSA Deputy Administrator (AD) 
 
Office of Digital Finance (BT) 
 
Business Modernization Division (BTD) 
 
Chief Financial Officer (B) 
 
Deputy Chief Financial Officer (B) 
 
Audit Management Division (BPA) 
 
Assistant Inspector General for Auditing (JA) 
 
Deputy Assistant Inspector General for Acquisition Audits (JA) 
 
Deputy Assistant Inspector General for Real Property Audits (JA) 
 
Director (JAO)



 

 

 
 
                   CONTACT US 

 
 

For more information about the GSA OIG, please visit us online at www.gsaig.gov. 
 
Office of Inspector General 
U.S. General Services Administration 
1800 F Street, NW 
Washington, DC 20405 
Email:    oig_publicaffairs@gsaig.gov 
Phone:  (202) 501-0450 (General) 
               (202) 273-7320 (Press Inquiries) 
 
GSA OIG Hotline 
To report allegations of fraud, waste, abuse, mismanagement, or misrepresentations 
affiliated with GSA, please submit information to our hotline, www.gsaig.gov/hotline, or 
call (800) 424-5210. 
 
Follow us: 

 

     gsa-oig 
 
 

     gsa_oig 

 
 

     @gsa-oig 
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