Replace Headcount with Leverage

Scaling customer operations through automation, compliant workflows, and intelligent service design.

Executive Summary

A specialty insurance operation serving students and parents experienced extreme seasonal servicing
demand, with customer support staffing requirements expanding from approximately four employees during
non peak months to nearly thirty employees during peak enroliment periods.

I led the redesign of the customer servicing workflow by implementing automated response systems,
standardized operational playbooks, and compliance approved service macros within Zendesk.

The result was faster customer response times, increased one touch resolution rates, reduced servicing
friction, and an estimated 60% reduction in required support staffing capacity.

While | am not publicly disclosing the company referenced in this paper, | would be happy to connect
serious employers or partners with references who can validate the outcomes described herein.

The Problem

e Pre existing condition eligibility
o Documentation requirements
¢ Claim qualification criteria

e Policy interpretation questions

Most inquiries were repetitive, rules based, and highly sensitive from both a compliance and institutional
reputation perspective.

At peak seasonal volume, the organization processed approximately 2,000 customer inquiries per day.

The existing operational model relied heavily on manual human response workflows, creating staffing
inefficiency, inconsistent customer messaging, slower response times, and operational scaling challenges
during peak periods.



Operational Diagnosis

The majority of customer inquiries did not require improvisation.
They required speed, consistency, accuracy, and compliant explanations.

The organization’s highest leverage opportunity was not replacing complex human judgment. It was
eliminating repetitive manual handling for predictable servicing scenarios.

System Design and Implementation

o Defined approved customer response language
o Standardized policy interpretation workflows
o Built operational playbooks for repetitive inquiries

« Created escalation logic for edge cases

Using Zendesk, | implemented automated tagging logic, trigger based workflows, macro driven customer
responses, and SMS and email automation flows.

Customer inquiries were automatically classified based on message content and routed into approved
automated response workflows.

This allowed the organization to resolve many customer questions immediately, maintain compliant
communication standards, dramatically reduce repetitive manual handling, and improve customer response
consistency.

Results

« Significant increase in one touch resolution rates

e Creation of zero human touch resolution workflows

¢ Near instant response capability for common inquiries
o Improved operational scalability during peak season

o Estimated 60% reduction in staffing requirements

The organization was able to maintain far leaner non peak staffing levels while simultaneously operating
more efficiently during high volume seasonal demand.



Key Takeaways

Not every customer problem requires a human conversation.

In many service environments, customers primarily value fast answers, accurate information, low friction,

and confidence in the process.

When repetitive operational work is systematized correctly, organizations can improve both customer
experience and operational efficiency simultaneously.



