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Case Study: Enhancing Customer Interaction
Leveraging the OptiConnect Communication
Platform

¢ The Client

The Client is a leading American insurance and financial services company offering a comprehensive suite of
services, including insurance brokerage, benefits consulting, wealth management, and retirement plan advisory.
They enable customer success through specialized expertise, innovative technologies, and enduring
relationships with highly rated insurers, vendors, and financial institutions across the globe. The Client has
offices across the United States, Canada, Puerto Rico, and the UK.

(The Challenge

The Client was struggling to maintain effective communications with their high-net-worth clients due to
fragmented communication channels. The Client’s relationship managers were constrained by Microsoft Teams,
and clients used various platforms, including Google Meet, Zoom, and other tools. This disconnect was creating
a significant business impact:

o Declining Relationship Manager Productivity: Relationship managers were losing productive hours
juggling multiple communication platforms instead of focusing on client advisory services. The constant
platform switching was directly impacting their ability to deliver personalized attention to clients.

e Client Experience: The firm’s premium service promise was undermined by delayed responses and
inconsistent communication experiences.

e Growing Security Concerns: The use of multiple communication platforms was exposing the firm to
increased security risks and compliance challenges, particularly concerning the handling of sensitive
financial discussions and client data.

The firm needed an immediate solution to these challenges while leveraging its existing Microsoft Teams
investment. They were looking for:
¢ Seamless Teams Integration: A way to unify all client communications within their existing Microsoft
Teams environment
¢ Premium Client Experience: A sophisticated communication interface that would reflect their high-
end brand while being intuitive for clients
o Enterprise-Grade Security: Robust security and compliance features specifically designed for wealth
management communications
e Rapid Time-to-Value: A proven solution that could be implemented quickly without extensive
development or infrastructure changes

This combination of challenges presented an ideal opportunity for Opteamix’s OptiConnect solution, which was
specifically designed to address these exact pain points.

(T he Solution

To address these communication challenges, we implemented Opteamix’s OptiConnect Solution, which is built
on Azure Communication Services and customized to meet the Client’s specific requirements. This enterprise-
grade solution seamlessly extended the Client’s existing Microsoft Teams infrastructure to create a unified
communication platform that bridged the gap between relationship managers and their clients. The key features
of the implemented solution included:

¢ Unified Teams Workspace: Relationship managers could now manage all client interactions directly
from their familiar Microsoft Teams interface, eliminating platform switching and significantly reducing
response times.

e Multi-Modal Communication: The solution supported comprehensive communication options,
including secure instant messaging, voice calls, video conferencing, and document sharing - all essential
things for the Client’s business.

o Enterprise-Grade Security: Leveraging Azure Key Vault and advanced encryption protocols, the
solution ensured end-to-end security for sensitive financial discussions while maintaining full compliance
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with industry regulations.

Intuitive Client Portal: A sophisticated yet user-friendly interface that matched the firm’s premium
brand positioning, allowing clients to initiate conversations through their preferred communication
method without requiring additional software installation.

Seamless Integration: The solution integrated directly with the firm’s existing digital presence,
providing clients with instant access to their relationship managers through a secure communication
channel on the company website.

AI-Enhanced Communication Intelligence: The solution integrates generative Al capabilities to
automatically transcribe client conversations, generate comprehensive meeting summaries, and extract
key action items. This integration enables relationship managers to focus on client interactions while Al
handles the documentation, ensuring no critical details are missed and follow-up tasks are properly
tracked.

(Value Delivered

The OptiConnect Communication Platform was successfully implemented within a three-month timeframe,
delivering significant business impact while ensuring minimal disruption to the Client’s day-to-day operations.
The solution delivered measurable value across multiple dimensions. These results validated the solution’s
effectiveness in addressing the firm’s communication challenges while delivering a substantial return on
investment and paving a considerable return on investment:

Reduced technology costs by 20% through consolidation of multiple communication platforms while
ensuring a greater focus on client advisory services

Client response times improved by 30%, with critical client queries nhow addressed within minutes instead
of hours.

Client engagement frequency increased by 35%, leading to more proactive discussions.

Meeting transcription and intelligent summarization capabilities helped relationship managers handle
30% more client interactions while maintaining service quality.

Improved relationship manager productivity led to a 15% increase in client portfolio reviews.

Enhanced security and compliance monitoring capabilities reduced audit preparation time by 30%.
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