CASE STUDY

FINDING THE KEY TO INVESTOR
SUGCESS

Abstract

Martin Russell, AVP at a leading US-based investment management firm,
heads its participant services team in handling investor requests related
to loans, withdrawals, 401k plans, and more. Noticing that his team was
taking an inordinately long time to handle these requests, which directly
impacted the success of investors, Martin sought an experienced process
transformation partner to boost the sagging productivity levels. This case
details how Infosys BPM completely redesigned the process with targeted
solutions, leading to an overall improvement in efficiency, savings of over
$115k, and greatly enhanced investor experience.
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Missing the mark

Martin Russell is the AVP of the Participant
Services department at a leading US-
based investment management firm. He
heads the operations of the company'’s
participant services team, with a
responsibility to improve the customer
experience and overall efficiency.

Every day, the team handles queries
coming from the company’s institutional
clients, with matters related to amount
withdrawals, account maintenance,

loans and others. They offer financial
advice and assistance to help clients
succeed with mutual funds, 401k plans,
target date funds, and more. In addition,
they assist the 401k participants with
different transactional activities, including

hardship and non-hardship withdrawals,
updating demographic information,
getting tax forms and statements,
changing contribution amounts, and plan
terminations.

However, Martin noticed that the team
would consistently take a long time to
close many of these requests. The average
handling time (AHT) for service tickets had
shot up to ~8 minutes, much higher than
the service level agreement (SLA) target set
for the team at ~6.5 minutes. The resulting
constant delays were directly impacting
the overall operating productivity, causing
the team to also miss the SLA mark set for
the average speed of answer (ASA).

A complete redesign for efficiency

Upon understanding the challenges,
Kaylee sat with her team to study the
requirements in detail and map out an
effective process improvement solution.
After some discussion, the team decided

to leverage the Six Sigma approach, with

a plan to dive deep into the operational
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processes and tackle any identified
inconsistencies from the roots. Under

this method, Kaylee and the team clearly
defined the problem and conducted
in-depth data analyses to pinpoint

the variations and identify optimal
improvement solutions for AHT reduction.

This lack of efficiency in processes

would inevitably lead to poor customer
experience, challenging the company'’s
commitment to deliver a fair treatment and
the best chances of success to its investors.
Stepping up to uphold this vision, Martin
started looking for a solution that would
reduce the AHT and maximize operating
efficiency. Martin realised that he needed
support from an expert in the field, and
decided to reach out to the firm's strategic
partner, Infosys BPM. He met with Kaylee
Simmons, the Infosys BPM team lead,
where he briefed her about the process,
pointed out the issues, and requested a
quick yet effective solution to reduce the
AHT.

Later, Kaylee proposed dedicated solutions
to Martin, recommending a targeted
process redesign approach. Martin

was quick to review the suggestions,

and signed off on the plan without any
hesitation.




Approach summay
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Designed a standardized script for staff to use during calls
/

Revised training modules to familiarize the team with

4 process changes

After receiving the nod from Martin,
Kaylee's team set out to make a series of
improvements aimed at improving the
process efficiency. First, they worked to
enhance the interactive voice response
(IVR) system, an automated system that
interacts with callers, ensuring that it
would accurately identify the caller intent
100% of the time. Next, they implemented

Optimized the IVR system for 100% accuracy

=z Set up a quick search tool for easier access to information

Leveraged Six Sigma for root cause identification

a quick search tool to help Martin’s
participant service team easily retrieve the
information or resources they could need
during client calls.

Finally, Kaylee standardized the transfer of
process knowledge across all associates,
ensuring consistency in understanding
the procedure. All associates were asked
to follow a common script and set of

instructions, designed to reduce the AHT
and improve customer satisfaction levels.
In order to familiarize Martin’s team with
the changes, Kaylee also completely
revised the training program for the
operations staff with improved methods
and modules, thereby supporting them in
effectively handling client requests.

When transformation translates into investor success

Martin and Kaylee's targeted process
redesign helped the participant service
team to manage requests with greater
efficiency, soon leading to a reduced
overall AHT of just over 6 minutes -

improving it by over 15%. The solution also
proved effective in upgrading the IVR and
chatbot efficiency, thereby improving the
accuracy of query resolution. What was
more, the enhanced call-handling system

significantly reduced the manual efforts
required, enabling Martin to reallocate 23
full-time team members to other areas of
the company’s operations.
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Key benefits
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6\@] More than 15% overall TAT reduction

Enhanced IVR and chatbot accuracy

@ Best-in-class experience to over 1500 plan sponsors

With the reduced workload, the More importantly, with Kaylee and the uphold the company’s core value of
consequent increase in team productivity, team’s efforts delivering unprecedented investor success. He ended up receiving
and overall improvement in operating personalization, ease, efficiency, and great appreciation across the board for the
efficiency Martin was able to free up best-in-class experiences to over 1500 outcomes resulting from this immensely
$116,000 in savings for the organization. plan sponsors, Martin was enabled to successful strategic alliance.

*Names have been altered to preserve the identities of the people involved.
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