
Digital Transformation – 
Robotic Process Automation
Case Study

Challenge
The client, an energy distribution company, was 
required to switch customers between different 
network segments in order to provide an effective 
management of load. In addition, they were 
expected to report all outage notifications to their 
customers in timely manner. 

With the data relating to the customer and their 
network connection stored in different systems, the 
information was required to be manually collated. 
In any one day, this process was performed for over 
100 customers, consisting of over 50 clicks for each 
individual customer and taking an average of 20 
minutes to complete. As a result, the company 
required an additional 3 full-time staff members to 
provide assistance during peak periods. 

All engineers within the company spent the 
majority of their time collating these lists, rather 
than focusing on load management. This resulted in 
significant penalties in breaches, upwards of 
$10,000, due to the lack of timely notifications to 
customers regarding network outages. 

Furthermore, with the process undocumented, 
training of new staff took a number of weeks, 
further impacting the ability of engineers to 
manage loads and prevent outages and notification 
breaches.
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Approach
By mapping the end-to-end process, the Chrysalis team were able to design an 
automated solution to cater for the entire process. This would see the acceptance 
of network switching requests from the field engineers, thus allowing for the 
automatic creation of customer lists. As the lists were reviewed and approved, the 
system was able to automatically create notifications for both the customers and 
the field engineers. 

Outcomes and Benefits
With the automated solution in place, the entire process drastically transformed 
staff productivity. Customer lists were able to be generated in as little as 2 clicks, or 
2 minutes, as opposed to 20 minutes per customer. As such, the engineers were 
able to focus on their core work resulting in the company meeting its regulatory 
obligations and eliminating the enormous cost of breaches. 

Furthermore, the transformation in efficiency resulted in the reduction of required 
staff by 4 full-time equivalents. 
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Chrysalis is a digital transformation company, we support businesses in enhancing 
both their operations and customer experiences to encourage growth and 
development within the digital realm. We guide organisations in understanding 
relevant trends and benchmark their digital capabilities against best practices and 
competitors. Our consultants at Chrysalis are true hands-on strategists who delve 
into data, analyse objectives and reveal all opportunities.
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Challenge
The client, an energy distribution company, was 
experiencing significant delays in providing quotes 
to their various customers. Receiving over 40,000 
applications a year, the company was required to 
respond to each request within a maximum of 5 
days, as per their service level agreement. In order 
to generate a quote, staff were required to obtain 
the relevant data through several workflow 
channels, taking a significant amount of time. 

At the time of our engagement, they had an 
immense backlog of 40 days. As a result, they were 
receiving approximately 5,000 calls per week 
relating to quote updates, of which took an average 
of 15 minutes per customer. 

Approach
Our team at Chrysalis worked with various 
stakeholders to map the end-to-end process, 
identifying several opportunities for process 
improvement. We created a structured form and 
implemented upfront validation reports to prevent 
any delays in gathering additional data or rectifying 
address issues. 

In addition, we created standardised templates for 
the most common request types, further alleviating 
the back log of applications. 
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Outcomes and Benefits
The Chrysalis consultants were able to achieve an automated workflow from the 
initial receipt of an application, right through to the approval of a quote and 
commencement of work. By implementing status tracking, all applications could be 
viewed online at any time, eliminating the need to contact the call centre. 

Furthermore, by designing an end-to-end automated solution utilising robotics, we 
were able to reduce the number of full-time staff required from 3 to 1. 

With this streamlined approach, not only was the client meeting their service level 
agreement, they also saw a drastic improvement in their customer satisfaction.
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