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Who we are 
We engage, enable and energize your people to realize  
rapid results and lasting change.

Customer Experience
 � Excellent and easy 

channel access

 � Winning moments of 
truth

 � Improved retention

 � Shortest response 
cycle time

Digital Journey
 � Humanize the issues

 � Optimize the 
activities

 � Digitize the process 
steps

 � Map the personal 
impact

Growth
 � Accelerated new 

product cycle

 � Channel 
development

 � Upsell and cross sell 
skills

 � Ramp up conversion 
and retention

Results
 � Increase in customer 

and new business 
growth

 � Cost and profit 
improvement

 � Minimise credit risk

 � Effective use of 
working capital and 
reserves

Managing Risk
 � Understand, 

test, manage risk and 
compliance

 � Set up safe, 
productive operations

 � Manage digital risk 
and rise in cyber 
crime 

New Ways of working
 � Impact on the 

individual, the team 
and culture

 � Impact on process

 � Impact on remote, 
hybrid and 
office operations 

Employee 
Engagement
 � Engage and align all 

levels

 � Enable through 
capability

 � Energize for change 
& digital readiness

Operations 
Excellence
 � Simplify to reduce 

rework and cycle time

 � Standardize and 
sustain

 � Blend AI, digital and 
process effectively 

We partnered with Proudfoot to install a series of process 
improvement tools in our customer service and new account entry 
areas.  We were very pleased with the level of professionalism, 
discipline and commitment demonstrated by the Proudfoot team 
who worked side-by-side with our employees during the course 
of the engagement.  Most importantly, we were able to translate 
Proudfoot’s “process” into tangible bottom-line results.”

CEO,  
INSURANCE COMPANY

“



After introducing a completely new suite of computer programs for Policy Administration, we needed to use the 
new systems as efficiently and effectively as possible. The team from Proudfoot analyzed our administration 
processes and helped all our staff to develop more efficient ways of handling business and to improve our 
customer service simultaneously.  The project went exactly to plan and Proudfoot have left us with the expertise 
and systems to continue this good work in the future.”

CHIEF GENERAL MANAGER, 
ROYAL LONDON

How we work with you on business value creation
Our improvement programs deliver rapid cash release, operational improvement, positive 
culture change and accelerated financial results.

We understand the challenges you are facing under the new normal. We 
work with your people across your entire value chain to improve operational 
excellence, enhance the customer experience and increase shareholder value.

Product 
Initiative

Market 
Strategy & 
Planning

Sales Forecast 
& Planning

Quotation 
Generation

Issue 
Quotation

Claims 
Registration

Account 
Receivable

Product Pricing Product 
Launching

Direct Sales 
Account 

Management

Underwriting 
Decision Matrix Issue Policy Claims 

Validation
Account 
Payable

Product Testing  
& Filing

Corporate 
Branding

Distribution 
Channel 

Management

Risk 
Assessment

Policy 
Endorsement

Claims Reserve 
& Assessment

Regulatory 
Financial 
Report

Reinsurance 
for new 

product (if any)

Market 
Promotion & 

Event

Sales Tracking 
& Monitoring

Reinsurance 
Treaty 

Management
Policy Renewal Claims 

Settlement
Costing & 
Budgeting

Product 
Management

Channel 
Support

Commission 
& Incentive 

Management

Risk Reporting 
& Monitoring Policy Enquiry Fraud 

Management
Data Collection 

& Validation

Product 
development

& portfolio 
management

Marketing Sales
& distribution

Underwriting  
& risk 

management

Policy 
fulfillment
& servicing

Claims 
management

Finance 
& accounts

3

“

ASSESS OPPORTUNITY

Rapid results targets

New Perspective

Financial  
Business  

Case  
for Change

Sprints  
Based  

Financial  
Tracking

ROI

Operational and financial benefits tracking

Change agreement / 
alignment

ADDRESS CHANGES ACHIEVE SUSTAINABLE RESULTS

Clear Action Plan

THE IMPROVEMENT ENGINE

Free up capacity & generate free cash Realize investment
ACHIEVE TODAY’S ASPIRATION

PHASE 1. RESULTS PHASE 2 RESULTS PHASE 3 RESULTS
QUICK WINS, OPERATIONAL 

IMPROVEMENT& EARLY  
FINANCIAL BENEFITS

Phase 1 pays for itself and funding 
commences for Phase 2. 

DEEPER CHANGE , CULTURAL IMPACT  
& FINANCIAL BENEFITS SCALE 

Phase 2 pays for itself & funding 
commences for Phase 3.

BENEFITS CONTINUE TO SCALE,  
CULTURAL IMPACT SUSTAINS 

Phase 1 & 2 provide investment  
capital for innovate change.

ACCELERATE CHANGE LEAD TOMORROW’S RESULTS

THE PERFORMANCE ENGINE

one IMPROVE 
LEAN OUT AND SIMPLIFY

Utilize & reinvest

PROTOTYPE AND IMPLEMENT IDEATE AND ITERATE
Organizational Best Practice (Self) Industry Benchmarks (Peers) Competitive Advanttage (New Value)

two PERFORM three INNOVATE

THE INNOVATION ENGINE



What if you could…

Reduce your operating  
expenses by 33%? 

With Proudfoot, you can.

An insurance company needed to turnaround its 
Korean entity, to reinvest partly in an ambitious 
new sales strategy. 

Our client, a leader in the insurance industry, had 
seen for too long it’s subsidiary struggling to meet 
breakeven. With a focus on the Return On Asset, 
a real turnaround of the local company was the 
requirement to keep it alive. 

The senior leadership of this global company wanted 
to have a strong impact on personnel and premises 
costs that were too high for the current activity levels, 
and trusted Proudfoot to assess the current situation 
and develop a bespoke solution for implementation. 

Transformational Approach
 � The Proudfoot Analytics phase identified that the 
historical set-up was struggling to reinvent its 
processes and managerial behaviours and deliver 
a positive financial return. The overlay of rework 
loops, created by a lack of control of the input 
quality, created non-value added work and poor 
customer service. 

 � By working closely to 17 different functional  
groups, a blended Proudfoot and client team 
identified and developed a new target operating 
model. This ensured management were staying 
close to the activities’ inputs and outputs, as well  
as the required workload as it evolved through  
the weeks. Facilitating skills, training and transfers 
from one group to the other also helped manage 
the workload.

 � With more than 70 people engaged throughout the 
project, a series of radical process and automation 
improvements were identified to focus the 
company on value added activities, resulting in a 
40% headcount reduction. 

 � Product development was a critical element in 
the new target operating model, with a strong 
emphasis on building a robust and agile approach 
leading to quicker, and more sales focused 
developments. 

Remarkable Results

33% Reduction of operating 
expenses

40% Reduction in headcount  
and personnel costs

30% Reduction in premises costs

100+ Activities observed  
and improved

“Thank you for doing the job your team 
did. Truly the best I have seen in my 
insurance career.”

PRESIDENT & CEO REGIONAL  
PRESIDENT, FAR EAST

World Class Credentials
Tomorrow’s results today. We work with the world’s top insurance  
companies on their most complex and interesting  
transformation challenges.

The new management of the Korean entity 
has taken on board the challenge to deliver all 
these results.
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Results scorecard

Insurance Practice

376 116%
IMPROVEMENT PROGRAMS
For banking and insurance in total

RESULTS DELIVERED
Financial benefits achieved in the first year  

compared to targeted benefits at the beginning  
of the project

$688M 320%
FINANCIAL BENEFITS ACHIEVED

For 174 improvement programs with  
promised benefits

AVERAGE RETURN ON INVESTMENT
Average ROI gained by clients

“ I really didn’t know what some of my people were 
doing on a day-to-day basis. The information on the 
Operating Report is the first hard data that I’ve seen 
for all my people. We could not have accomplished 
as much as we did in such a short period of time 
without Proudfoot. They worked very well with my 
organization and delivered what they promised. The 
numbers were huge”

SENIOR VICE PRESIDENT OF  
FACILITIES AND SERVICES,  

METLIFE



� Help people understand and gain alignment to 
their aspirations and the scope of their challenge.

�	We enable people to participate; “stepping up 
and feeling all-in” for the journey, therefore 
gaining speed and scale when implementing 
transformation.

�	We roll up our sleeves and put on our safety 
boots (physically or metaphorically) to help 
implement the transformation.

� And we help make it stick… until the 
organization needs to change again.

Importantly, we focus on developing and building 
the capability of our client’s people, so that next 
time, they can do it themselves.

In short, we help people change the way they work 
to change their business for the better.

They change their outcomes. We help them 
realize tomorrows results, today.

We get people involved and engaged
While we achieve hard, measurable financial results, we also:

About Proudfoot 
We are the world’s leading operational management consulting  
firm; with 30,000+ transformation programs under our  
belt, we are fanatical about delivering  
tangible results.

Proudfoot provided us with invaluable assistance through its expertise, efficient 
methodology and experience in managing such projects.”

DIRECTOR OF  CLAIMS

“
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Business Value Creation. Achieved. 

When clients want certainty of  
results, they rely on Proudfoot.

8 decades of results achievement
50,000 client engagements

30,000 assessments completed
20,000 successful projects delivered

1 million leaders coached

“ Proudfoot brought a unique approach that delivered rapid and tangible results. 
They “Co-ventured” with us through a comprehensive training program that 
engaged and involved staff at all levels. Their one-to-one style was key to 
increasing motivation and morale. Not only were we investing in sustainable 
change by undertaking this project, we were effectively investing in the 
development of our future management. ”

EXECUTIVE DIRECTOR, ING
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T: +1 470-548-6489  
E: info@proudfoot.com 
www.proudfoot.com

About Proudfoot
To our very core, we understand the people element of transformation. We introduce new 
capabilities, and we employ the power of your people to create performance multipliers and 
an engaged culture. Recognized for our speed and the magnitude of benefits we generate  
for our clients, we have been doing it — not just planning it — for more than 70 years.

North America • Europe • South America • Asia • Africa

Tomorrow’s results.  
Today.

Mining  
& Metals

Building 
Materials

Oil & GasInsurance 
& Financial 

Services

Logistics & 
Distribution

Transportation

Energy  
& Utilities

Private  
Equity

Agribusiness Automotive Chemicals Consumer 
packaged 

goods

Engineering

Food and 
beverage

Industrial  
Products

Healthcare

People  
Solutions

Aerospace
& Defense

Let’s start a conversation
About how we can help you generate tomorrow’s 
results, today, while building capacity for future  
change and challenges.

email: info@proudfoot.com

Let’s start a conversation
About how we can help you generate tomorrow’s results, today, 
while building capacity for future change and challenges.

email: info@proudfoot.com
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