
Save Customers’  
Time and Money

Improve everything, seamlessly
The customer journey is one of the most crucial aspects of any business. 
Each human touchpoint governs how a customer views the company he 
or she interacts with, and the length of time it takes to carry out each 
transaction can subtly a�ect both the customer’s life and the cost outlay of 
the company they interact with.  

Some companies are willing to invest time and man hours into improving 
e�ciency, while others are daunted by the prospect of investing thousands 
of dollars into a system overhaul that may only provide moderate 
improvements. Or worse, companies can invest signi�cant money into a 
new system that never reaches full adoption within the organization.

But what if there was a new way? Ideally, a company would need a partner 
who could truly understand the as-is systems, help design a better method 
and ensure that the new system was implemented across the breadth 
and depth of the organization. And in a perfect world, this could be done 
within existing budgets.

Fortunately, with new business modeling plan strategies, this goal is 
within reach.
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How better business modeling plans can reduce 
overhead and improve the customer experience



The customer journey
Imagine a customer, “Susan,” calls in to a customer contact center. She wants to expedite a previous order.  

First, the agent who takes her order has to find out if she has permission to alter the existing order. In figure 1, you can see that 
simply verifying whether or not Susan has permission to expedite the order can take up to 24 hours.
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If she doesn’t have permission, the agent can respond that her request is invalid, and tell her how to get permission.

If she does have permission, the case moves on to the next stage, verifying whether or not the product is available to be expedited. 
Now the agent has to involve a third party, the manufacturer or the shipper. In this as-is process, this time delay can take up to  
48 hours. During this time, Susan still doesn’t know if her request is going to be carried out. 

Finally, the agent calls Susan back to say her request has been approved and provide the new ETA. (Clear) Or the agent can reply 
that it can’t be expedited because the shipper/manufacturer isn’t ready. (Invalid) Or perhaps it can’t be expedited because there’s a 
financial hold on the account. (Hold) 

The last category leads the agent to help Susan resolve the financial hold, which is another case.
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Figure 1: Expedite Process – Current Timeline
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From the agent’s point of view, the average handle time for this type of transaction is 45 minutes, which isn’t ideal. But think about 
it from Susan’s point of view. Her best case response is four hours, and up to three days before it’s closed. Companies want the 
average handle time of their agents to be low, because everyone understands that time is money. But Susan’s time is also important, 
and respecting the customer’s desire to get her request processed as fast as possible shows that the customer herself is valued. 

One of the keys to drastically cutting process time for orders is automation. The new model moves away from agents spending all 
their time on transactions, which frees them up for a higher level of customer care. Here’s an example of the new system. The green 
circles indicate which processes have been automated.

In this model, Susan inputs her expedite request in through a web portal. In the first stage, the system automatically verifies if 
she is eligible or not. If she’s not, she instantly gets information on what steps she needs to go through to have herself added to 
the account with full privileges. 

The system then queries the manufacturer and the shipper, and then passes on the reply to Susan. Within minutes of placing 
her request, Susan knows if her request can be processed or not. In this scenario, the only part that is not fully automated is the 
financial hold, which is handled by an experienced agent who can walk her through the process with professionalism and tact.

This automated system reduces the average case resolution time from three days down to 20 minutes. That’s three days that 
Susan is not wondering whether or not she will get her part faster. Think about how common this request is, and multiply the 
hours saved by the thousands of similar requests made very day. That can add up to millions of hours that the customers are not 
waiting for a solution to their problem. It doesn’t just save money, it makes a lot of people much happier.
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Figure 2: Expedite Process – with Pega Automation
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Business process
rather than technical process
The program begins with an in-depth analysis of the  
business requirements. To build a good model of the as-is 
system, a business services provider needs to understand not 
just every single aspect of the client’s system, but they need 
to understand it from a business perspective. That is, not just 
where this data gets entered, but why the data is needed in the 
first place. Traditionally, companies only model their processes 
on a high level, and leave the specifics to the technical side.

This focus on a holistic view of the business also helps with 
implementation. Companies are made up of people, and people 
can behave irrationally. We may laugh if we see a grandma 
letting her new food processor collect dust while she grinds 
things by hand the way she always did, but it’s not so funny 
when a new system cost tens of thousands of dollars and 
hundreds of man hours and the staff stubbornly refuse to 
implement it. Change management often gets overlooked as 
a necessary part of the implementation process. A high value 
services provider must also have the people skills to gain 
support within the organization to avoid siloing. With the 
right touch, a company’s existing IT staff can become allies 
rather than hindrances. Superior change management skills, 
combined with strength of vision, has converted skeptics  
into fanatics. 

In addition, the agents will need to be trained in the new 
system. Teaching people effectively and swiftly requires 
another set of skills. When seeking a partner, look for one who 
offers end-to-end business services. Even the most perfect 
system isn’t worth the money if it’s not adopted by the staff.

New technology
One of the keys to automation is using the right technology. 
Many companies build their own systems from scratch, hiring 
developers to reinvent the wheel. Or, they’ll use a ready-made 
system that’s been altered and added to over the years, adding 
unnecessary layers of complexity. These legacy systems 
become cumbersome, and the simple fix is to hire more agents 
to make up for the inefficiencies. One of our clients had five 
different data fields being input at least 20 times.

Pega systems offers one of the best technologies available for 
these tasks. Their easy-to-use infrastructure doesn’t require 
developers. Systems architects with a firm foundation in using 
their product can use the adaptable Pega systems to assemble 
the exact configuration the client needs to serve  
their customers.

Fits within any budget
As mentioned in the introduction, cost remains an inhibiting 
factor that dissuades many companies from overhauling their 
cumbersome legacy systems. But a new business plan allows 
these improvements to self-fund. These improvements create 
substantial cost savings, and the savings are funneled into 
more improvements, whose savings are channeled into a higher 
quality agent who can focus on expert customer care rather 
than processing simple transactions. The ROI is guaranteed 
through the average 40 percent cost savings provided by this 
program. One client saved 90 percent during the automation 
phase of their overhaul, but even average savings are enough to 
fund the cost of the business process modeling.
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Real-time reporting
One of the more exciting aspects of this new business process 
modeling system is the ability to integrate real-time reporting. 
The real-time dashboard gives an overview of every call 
simultaneously. This displays bottlenecks, which allows the 
process to be further refined. Detailed metrics also give a 
better idea of the ebb and flow of call volume, which helps a 
company calculate staffing for the parts which haven’t been 
automated. Problems can be quickly assessed and corrected. 
Best of all, the customer has visibility to their orders. If you 
can track a package across the world, tracking a call is simple. 
People like to know what’s going on, and customers appreciate 
transparency and knowledge.

Automation will reduce head count, which reduces overhead 
across the board. It will also free up your agents to spend 
more time taking care of their customers’ needs. The current 
paradigm is to track average handle time and use that as a 
crucial metric. Sometimes this leads to agents feeling rushed, 
which can translate to a customer feeling like they aren’t 
valued. The regrettable necessity of this focus on average 
handle time can be obviated by shunting all possible features 
to a computer. When your agents aren’t trying to enter twenty 
data fields simultaneously, they have the information they need 
right at hand and they are being prompted with the right steps 
to take at the right time by an intelligently designed system, 
they will be freed up to really listen to each customer. 

From conception to 
profit, we have the 
ability to manage every 
part of the customer 
engagement path.

The customer experience
Think about how this automation will affect the customer 
journey. Imagine Susan, above, calls the company again after 
they’ve converted to a better process. Instead of calling an 
agent, she inputs the data online and gets an instant response. 
If the response takes longer than a few minutes, she can see 
what’s holding up her request. When she does talk to an agent, 
the agent is unhurried, well-trained in the new system and 
dedicated to expert customer care. And best of all, her request 
gets resolved in minutes rather than days. The company has 
saved money and they’ve saved Susan’s time.

Companies need to continuously strive for improvements to 
survive. The methods and systems which have worked for years 
under the old economic model won’t work once the competition 
begins to adopt better technologies. Amazing new tools exist 
to help nearly every company reduce head count, improve the 
customer experience, and stay on top of trends with real-time 
analytics. Partnering with a company that understands how all 
these technology pieces fit together can make a difference not 
just for this quarter, but for years to come.



Vision
From conception to profit, we have the ability to manage every part of the customer engagement path. Our expertise at every level 
will take the trepidation out of this involved process. 

We start by looking deeply into the existing processes to truly understand what’s going on both from a technological level and a 
business services level. This intimate awareness forms the foundation of our optimization strategy. 

After developing the right strategy for our client’s business, we then manage the implementation and adoption. We won’t just go 
away; we help our client’s operations teams buy into the new concept and vision, adopt the process and enable their people to become 
stakeholders and take on monitoring and adapting it for the future.

Creating a new business process management system doesn’t have to be big and scary if a company has an experienced partner with 
them every step of the way.

See figure 3 below for a recap on how we can assist companies build and execute entire business process and customer  
experience transformation. 
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Figure 3: Conceptual Building Blocks



White Paper / 7

www.concentrix.com

About the authors
Dan Holbrook was engaged in a large scale multi-site contact center environment for the world’s largest automobile manufacturer 
for over 20 years. Through this experience he has managed complex transition plans, led client interface project teams, and acted as 
the single point of contact for critical CRM related projects. Recently, he joined the Concentrix Consulting Group to lead a team of 
business architects in a major process optimization and transformation project for one of the worldwide leaders in network products 
and services.

Andrew Turner has extensive experience of consulting, designing and implementing process optimization strategies for large 
corporations. Andrew currently heads up the Concentrix innovation team, responsible for identifying and nurturing new technology 
solutions to bring innovation to our clients. He recently designed the vision, planned the program and recruited a team to implement 
a business process modelling solution to a global network provider.

Ajay Sutrave has over seven years’ experience working with business process modeling. He is a Pega Certi ed Business Architect 
and a Pega Certi ed System Architect. He has worked with companies such as ANZ, Pegasystems and IBM before joining 
the Concentrix  EDGE team in 2015 as Manager - BPM working as a business architect for a major process optimization and 
transformation project for one of the leading network solution providers in the world. 

Matt Blakeman is an 18 year veteran of Customer Service Contact Centers beginning as an agent and working through to training 
and then into Operations Management. He has also achieved his Six Sigma green belt and completed his Masters in Business 
Administration. Matt specializes in technical support and customer service continuous operational improvement: taking the complex 
processes and re-engineering them to make them simple with de ned bene ts for the organization. He is now with the Concentrix 
Consulting Group as a Senior Business Architect supporting a global sales process optimization and transformation project for one 
of the world’s largest network solutions providers of products and services.

Bharat Agrawal is a professional with over six years of work experience in Business Process Management (BPM). He is also a 
certi ed Six-Sigma Green Belt holder. He was engaged in providing Process Modeling, Process Optimization and BPM solutions to 

to contribute as Business Architect for a major process optimization and transformation project for one of the leading network solutions 
providers in the world.

one of the biggest automobile nancing companies in the world. Recently he has joined Concentrix DGE team as Manager BPME



White Paper / 8

www.concentrix.com

For more information
 

 

 To learn more, please contact us at inquiry@concentrix.com
or visit www.concentrix.com

© 2017 Concentrix Corporation. All rights reserved.

Concentrix Corporation 
44201 Nobel Drive 
Fremont, CA 94538 USA

  

Please recycle.

ABOUT CONCENTRIX   

Concentrix, a wholly-owned subsidiary of SYNNEX Corporation
(NYSE: SNX), is a leading business services company. We focus on
customer engagement and improving business outcomes for over 450
global clients across �ve continents. Our 100,000+ sta� deliver
technology-infused, omni-channel customer experience management,
marketing optimization, digital, consulting, analytics and back o�ce
solutions in 40+ languages from 125+ delivery centers. We serve
automotive; banking and �nancial services; insurance; healthcare;
technology; consumer electronics; media and communications; retail
and e-commerce; travel and transportation; and energy and public
sector clients.


