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The Best

Predictor of

Sustained Success is…
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BALANCE
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Follow the Rules
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#1 – Strengthen “The Basics”

(and “The Basics” are more 

important in tough times)

Rule #1



The Basics

Take Care of Yourself

Take Care of Your Employees

Take Care of Your Business
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• Catch Your Breath

–Use Personal Time Well

• Invest in Yourself

–Professional Development in Your Field of Expertise

–Manager Tools & Career Tools – www.manager-tools.com

Take Care of Yourself

http://www.manager-tools.com/
http://www.manager-tools.com/
http://www.manager-tools.com/
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• You Can’t Do This Alone

• The Better They Become, The Better Things Become For 

Them (and For You)

• You Will Need Their Help at Critical Points

Take Care of Your Employees
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• Get Customer Feedback

–And take what they say to heart and implement it!

Take Care of Your Business
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Why Customer Feedback Matters

Understanding gaps in perceptions

Source: Bain & Company survey of 362 companies Aug 2006

80%
“Yes”

8%  
“Yes”

Companies were 

asked: “Are you 

delivering a superior 

experience?”

Their customers were 

asked: “Are you 

receiving a superior 

experience?”
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• Get Customer Feedback

–And take what they say to heart and implement it!

• Optimize Your Scheduling

–Manage your people resources effectively

Take Care of Your Business



Innovation • Experience • Value www.inin.com
©2009 Interactive Intelligence, Inc.

Workforce Optimization
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Follow the Rules

Break the Rules
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#2 – You Have No Options

(not true)

Rule #2
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Aggressively Pursue 

Good Options

(do this)

Breaking Rule #2
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• Businesses are interested in important priorities like:

–Increasing revenues

–Lowering expenses

–Improving service

–Increasing satisfaction

• People will listen to an opportunity that saves money

• A valuable proposal will be considered at least once

The Business Reality
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System Change Summary

*For example purposes only. Every business is different. We can assist you with an assessment and ROI estimate.

A detailed listing of possible savings is included in the Reference section at the end of this presentation.

Areas of Potential Savings Savings Per
(numbers rounded to the nearest dollar)

Year Month Week

Reduced Server Expenses 12,000 1,000 231

Reduced A/C & Electrical Costs 11,826 986 227

Reduced PBX Costs 150,000 12,500 2,885

Reduced Staff Expenses 142,005 11,834 2,731

Reduced DR/Failover Testing Time 9,000 750 173

Reduced Custom Services 101,000 8,417 1,942

Savings Per Year 425,831

Savings Per Month 35,487

Savings Per Week 8,189
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Follow the Rules

Break the Rules

Change the Rules
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Maintain the 

Status Quo

(what?)

Rule #3
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Improve in a 

Controlled Manner

(smart)

Changing Rule #3
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“How do you eat an 

elephant?” 

“One bite at a time.”

Make Change Manageable
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• Start with 1 thing – 1 customer, 1 queue, 1 process

• Find the most repeated or the most wasteful task

–Refine It or Replace It

• There is always something that can be improved

• Rest, then Repeat

Pursue Improvement
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Standard Process for Claims

*For example purposes only. Every business is different. We can assist you with an assessment and ROI estimate.

An expanded listing of sample process steps is included in the Reference section of this presentation.

Process Step Seconds Repeat Hours Cost

Receive claim 48 1000 800 326

Delivery to scanning 420 6 42 17

Scan a batch of claims 240 100 400 163

OCR Forms 10 1000 167 68

Form reviewed by employee 150 1000 2500 1020

Guideline review 240 100 400 163

Employee asks supervisor for guidance 360 400 2400 979

Finalize and approve 60 1000 1000 408
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Enhanced Process for Claims

*For example purposes only. Every business is different. We can assist you with an assessment and ROI estimate.

An expanded listing of sample process steps is included in the Reference section of this presentation.

Process Step Seconds Repeat Hours Cost

Receive claim 93 1000 1550 632 

Delivery to scanning 420 6 42 17 

Scan a batch of claims 240 100 400 163 

OCR Forms 10 1000 167 68 

Form reviewed by employee 90 200 300 122 

Guideline review 120 100 200 82 

Employee asks supervisor for guidance 120 50 100 41 

Finalize and approve 30 200 100 41 
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Process Improvement Summary

Metric Standard Enhanced Reduction

# of process steps 19 16 16%

Minutes to process clean claim 4.94 2.26 54%

Minutes to process exception 12.65 5.12 60%

Work hours to complete daily 128.48 47.71 63%

Minimum # of employees needed 19.77 7.34 63%

Daily labor cost $3,145.14 $1,168.04 63%

Avg cost per form processed $3.15 $1.17 63%

Daily Savings $1,977

Weekly Savings $9,886

Yearly Savings $514,046

*For example purposes only. Every business is different. We can assist you with an assessment and ROI estimate.

An expanded listing of sample process steps is included in the Reference section of this presentation.
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Follow the Rules

Break the Rules

Change the Rules

Repeat the Rules
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#4 – Continually Repeat 

These Steps

(sustain success)

Rule #4
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“Success is doing ordinary 

things extraordinarily well.”

(very true)

Success Occurs When…
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Your Goal: Sustained Success (Balance)

Strengthen the Basics (Follow)

Aggressively Pursue Good Options (Break)

Improve in a Controlled Manner (Change)

Continually Repeat These Steps (Repeat)

Making It the Best



www.inin.com

INTERACTIVEINTELLIGENCE

DELIBERATELY INNOVATIVE
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REFERENCE SLIDES
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Automating Insurance Claim Processing

V1000 Claims via Mail/Overnight Carrier per day

VMust process all forms the same day

VEmployees are paid $40,000/yr

VWork 8 hr days w/1 hr lunch & two 15 minute breaks

VWhen a claim is in question, approximately 25% of the 

time the employee contacts a supervisor to resolve

Process Example Considerations
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Standard Process for Claims - Reference
Process Step Seconds Repeat Hours Cost

Claims received Mail/ Overnight Carrier.

Forms are stamped with Date/Time received. 45 1000 12.50 306.00

Forms are stacked up for future delivery to the scanning group. 3 1000 0.83 20.40

Delay 120 6 0.20 4.90

Forms are delivered to the scanning group. 300 6 0.50 12.24

Scan batch prep and setup 120 100 3.33 81.60

Forms are scanned and tagged with a batch scan number. 120 100 3.33 81.60

The scanned form is processed with OCR looking for key information (name, account #, claim #). 10 1000 2.78 68.00

The physical form is delivered to an employee who compares the batch scan number with 5 1000 1.39 34.00

the info and images on the screen and performs a data integrity check.

The employee approves or corrects the OCR data. 15 1000 4.17 102.00

!ǇǇǊƻǾŜŘ ŦƻǊƳǎ ŀǊŜ ǘŀƎƎŜŘ ǘƻ ǘƘŜ Lƴƛǘƛŀƭ wŜǾƛŜǿ ŘŜǇŀǊǘƳŜƴǘ άōǳŎƪŜǘΦέ0 1000 0.00 0.00

Delay 120 100 3.33 81.60

!ƴ ŜƳǇƭƻȅŜŜ ǿƘƻ ƛǎ ŀ ƳŜƳōŜǊ ƻŦ ǘƘŜ Lƴƛǘƛŀƭ wŜǾƛŜǿ άōǳŎƪŜǘέ ǎŜƭŜŎǘǎ ŀƴ ƛǘŜƳ ǘƻ ǊŜǾƛŜǿΦ10 1000 2.78 68.00

Employee reviews claim. 120 1000 33.33 816.00

Employee reviews guidelines for this healthcare program. 120 100 3.33 81.60

Employee has a question. 120 400 13.33 326.40

Employee contacts supervisor for clarification. 60 400 6.67 163.20

Employee and supervisor discuss application of the claim to the policy criteria. 180 400 20.00 489.60

Employee applies the criteria properly and approves the claim. 60 1000 16.67 408.00

¢ƘŜ ŎƭŀƛƳ ƛǎ ƛƴǘƻ ǘƘŜ tŀȅƳŜƴǘ άōǳŎƪŜǘέ ŦƻǊ ŦǳǊǘƘŜǊ ǇǊƻŎŜǎǎƛƴƎ ǿƘŜƴ ǘƘŜ ƴŜȄǘ ŜƳǇƭƻȅŜŜ ƛƴ 0 1000 0.00 0.00

that group chooses to pick up work.

Repeat.
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CBPA Process for Claims - Reference

Process Step Seconds Repeat Hours Cost

Claims received Mail/ Overnight Carrier.

Forms are stamped with Date/Time received. 45 1000 12.50 306.00

Document details entered into CBPA form and CBPA tracking # label (unique ID) 45 1000 12.50 306.00

applied to documents. CBPA tracking begins.

Forms are stacked up for future delivery to the scanning group. 3 1000 0.83 20.40

Delay. The time between receipt and scanning can now be measured and reported on. If a document doesn't 120 6 0.20 4.90

get scanned within a certain amount of time, an alert can be sent and the missing documents located.

Forms are delivered to the scanning group. 300 6 0.50 12.24

Scan batch prep and setup 120 100 3.33 81.60

Forms are scanned. 120 100 3.33 81.60

The scanned form is processed with OCR looking for key information (name, account #, claim #, CBPA tracking #). 10 1000 2.78 68.00

LŦ ǘƘŜ /.t! ǘǊŀŎƪƛƴƎ І ŎŀƴΩǘ ōŜ ǊŜŎƻƎƴƛȊŜŘ ōȅ h/wΣ ǘƘŜ ƛƳŀƎŜ ƎƻŜǎ ƛƴǘƻ ŀ {ŎŀƴƴƛƴƎ 9ȄŎŜǇǘƛƻƴǎ ǉǳŜǳŜ ǿƘŜǊŜ 5 50 0.07 1.70

employees compare it to the original the paper form.

The work is automatically delivered to an Approval Matrix of steps created in the CBPA process. These steps could 0 0 0.00 0.00

look up each specific policy, compare the claim to the policy criteria, and automatically approve claims that 

meet the criteria. Claims that do not clearly meet the criteria or exceed some other threshold will be routed to 

a Claims Review work queue. The work is  delivered to an available employee for immediate processing.

Employee reviews claim on screen using form designed specifically for the company. 90 200 5.00 122.40

Employee reviews guidelines for this healthcare program. 120 100 3.33 81.60

(Employee has a question. The employee clicks the Assistance button and chooses Phone instead of IM Chat. 10 50 0.14 3.40

Employee contacts supervisor for clarification. The phone of available supervisor in the Claims Supervisor queue 20 50 0.28 6.80

rings. She picks it up and is immediately connected to the employee and the work is displayed on her screen also.

Employee and supervisor discuss application of the claim to the policy criteria. 90 50 1.25 30.60

Employee applies the criteria properly and approves the claim. 30 200 1.67 40.80

The claim is marked approved on screen and automatically moves on to the Payment Queue for further processing. 0 200 0.00 0.00

Repeat.
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System Change, Detailed Potential Savings

*Numbers are estimates and are meant to be used for examples purposes.

Your areas of savings and actual amounts will be different.

Areas of Potential Savings (numbers rounded to the nearest dollar)

Savings Per

Qty Savings # times/yr Year Month Week Notes

Reduced Number of Servers 6 39,000 1/5 7,800 650 150 5 Year life per server

Reduced Server Hardware Maintenance 6 2,400 1 2,400 200 46 Annual server HW Maintenance $400/yr/server

Reduced Time Patching Servers 6 150 12 1,800 150 35 1 hour per server per month

Reduced A/C & Electrical Costs 6 59,130 1/5 11,826 986 227 5 yr cost per server w/ dual 750W power supplies

50% load, Power Usage Efficiency = 3 (best = 2)

Reduced System Maintenance on PBXs 2 100,000 1 100,000 8,333 1,923 PBX Support $50,000/yr/PBX

Reduced Software Charges on PBXs 2 50,000 1 50,000 4,167 962 Software updates, pay per upgrade

Reduced time for Move/Add/Changes 40 720 12 8,640 720 166 45 min. for multiple systems vs. 3 min. setup in CIC

Reduced Phone Configuration Time 50 200 12 2,400 200 46 Avg 9 minutes faster per phone

Reduced Training for Systems 16 80,000 1 80,000 6,667 1,538 2 trained users per product

Reduced Tech Staff Time 20 500 52 26,000 2,167 500

Reduced Remote Employees Support 5 125 52 6,500 542 125

Automatic Desktop Software Updates 3 18,465 1 18,465 1,539 355

Reduced DR/Failover Testing Time 30 750 12 9,000 750 173 32 hours/mo vs. 2 hours/mo

Reduced Custom Programming 6 60,000 1 60,000 5,000 1,154

Reduced Custom Integration/Interfaces 6 36,000 1 36,000 3,000 692

Reduced Custom Report Creation 1 5,000 1 5,000 417 96

Savings Per Year 425,831

Savings Per Month 35,488

Savings Per Week 8,188


