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Operations Analytics Solution
Large financial services provider
boosts workforce efficiency

Employee productivity vastly improved by Deloitte's Operations Analytics

Client issue

The operations department of a large Dutch financial services provider was experiencing a substantial backlog of
client cases, with many cases lagging months behind their initial planned deadline. The exact required capacity to
regain control over this backlog was unclear to the management team. A solution had to be found around employee
productivity, as possibilities for quick system automation were limited.

Hence, the financial services provider wanted to know how its employees could become more effective. Current
efforts to measure this were already in place, such as employees logging their activities in a time registration system.
However, the financial services provider wanted more insights to better understand how to identify areas of
improvement and increase efficiency in the workforce.
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Operations Analytics delivers value for organizations, employees, and
customers, within short time frames. Deloitte’s solution can be used as the key

to unlock fact-based performance management.

Improving operations with fact-based insights

The financial services provider took its first step in improving operations by
joining forces with Deloitte’s Operations Analytics (OA) team. The team
then investigated and increased the ratio between time that employees
spend productively, versus their scheduled hours. Deloitte’s Operations
Management proposition and analytics assets were a perfect fit for the
financial services provider's needs.

The core of Deloitte’'s OA proposition is to establish a system and culture
within the organization where everybody has a

. To achieve this, Deloitte's Operations Analytics was deployed,
focusing on:

Following
Setting up a culture of

within the organization

Encouraging an on operations management

Pushing for operational excellence

Though the organization chose for a non-Deloitte time-writing tool, the OA team
supported both the implementation of this tooling and insights generation from
the time writing data. They established case standards that describe how long
employees may take to handle each one, based on difficulty level. With
standards set in place, the OA team translated the data from operations into a
dashboard based on all five pillars of Deloitte’s Operations Analytics.

The five key themes visualized in the dashboard are:
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Impact

By making Deloitte’'s Operations Analytics proposition part of its
daily business, the financial services provider gained the insights
it was looking for to reduce the number of outstanding cases.
Thanks to Deloitte’'s OA dashboard, managers have the tools to
see how to improve employee performance and manage it
proactively. The time spent on productive activities increased
from 43% to 58%.

Repeated tasks are removed, when possible, and peak times can
be anticipated in advance. This reduces the pressure on

employees. Deviation between planning and realization improved

10% during the program. The stock levels and backlog rapidly
declined, leading to customers getting help faster.

The financial services provider also boosted the efficiency of its
operations by increasing its ratio of productive hours and
scheduled hours, without having to hire and train additional
employees. The lead time model boosted customer satisfaction,
resulting in rising transactional NPS scores.

The insights from the dashboard allowed managers to steer
more effectively, with greater control over operations.

Deloitte's solution-based approach delivers high-impact, data-driven insights to clients. By
combining Deloitte’s professional expertise with proprietary digital assets, we offer future-
proof solutions that solve your unique challenges.
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