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Case Study

Transforming Customer-

Facing Business Operations

Background

A well-known financial services organization was struggling with its customer-facing work
practices. The organization recognized the need to transform its ad hoc and siloed work practices
into continuously improving practices. However, the organization also realized that it needed an
easier way to implement these work practices as it discovered new and better ways to work.

Challenge

To achieve its objective of transforming its customer-facing business operations, the organization
created a continuous improvement team. The team’s first task was to transform the claims
handling process. During the early stages of the project, the team recognized that documenting
the current and future states of the processes and finding a simple way to roll out these
processes was crucial to the transition.

At the time, the organization was using Visio to document its processes. However, the organization
soon realized that it needed a tool that would support the multiple dimensions of its work,
including modeling, comparisons, version control, and more.

Solution

The organization turned to BusinessOptix to help it create, store, and manage its processes.

The initial BusinessOptix outputs included illustrating the current and future states of the
processes, creating and publishing training material, capturing process risks, enabling process
sharing, reviews, and approvals, providing end-user activity reports, and creating a central
process library.



Results

As a result of using BusinessOptix, the organization has achieved several significant benefits,
including:

Cost Reduction: BusinessOptix has enabled the organization to reduce its costs by

streamlining its processes and eliminating inefficiencies. The organization is now able to identify
areas for improvement and implement changes quickly and efficiently, which has resulted in
significant cost savings.

Resilience: By using BusinessOptix, the organization has become more resilient. The
organization is now better equipped to deal with changes in the business environment and adapt
quickly to new challenges.

Change Enablement: BusinessOptix has enabled the organization to embrace change more
effectively. The organization is now able to identify and implement changes more quickly, which
has helped it to stay ahead of the curve and respond to changing customer needs.

Future

The financial services organization has successfully transformed its customer-

facing operations with the help of BusinessOptix. The organization is now more resilient, better
equipped to continuously improve its work practices, and able to meet the evolving needs of its
customers while achieving cost savings.

Your path to success starts with a demo

Secure your personalized session now to explore how BusinessOptix can redefine what's possible
for your business.
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