Operation; Excellence

Transformation in an Insurance Claims Organizatio

Client Context

A European and South African services company
needed to improve operational efficiency and
standardise delivery workflows across distributed
teams. Enhance Consulting supported the
optimisation of internal systems and processes to
improve scalability, consistency, and reporting
visibility across the organisation.

The organisation was operating:

e Extended claims turnaround times

¢ Limited operational visibility

¢ |nefficient workload distribution

* Increasing operational risk and compliance exposure

e Low staff morale due to operational pressure
and unclear performance expectations

* Poor leadership at executive, senior management,
and team management levels

Methodology Applied

1. Assess

e Work—measurement framework
¢ Baseline productivity & headcount
e Operational performance data

2. Analysis

¢ |dentified inefficiencies & bottlenecks
e Workload balance & quality risks
® Process improvement areas

3. Leadership & Management Controls

e Operational frameworks
* Performance management routines
e (Capacity monitoring and improvement

Key Outcomes Achieved

Operational Efficiency

e 25% headcount reduction
* Enhanced workforce planning

Service Delivery

* Claims turnaround < 5 days

Quality & Compliance

* |Improved claims consistency

¢ Strengthened regulatory compliance

Operational Risk Reduction

* Reduced bottlenecks & risk exposure

Employee Engagement

¢ Higher staff morale
o Clearer expectations & support

Strategic Value for

Insurance Organisations

* Reduced operational costs

* Faster claims processing

¢ Improved compliance & risk management
¢ More engaged, productive teams

Conclusion

Structured operational improvement and leadership
controls delivered measurable efficiency gains, stronger
compliance outcomes, and sustainable workforce
performance improvements.
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