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Banking on Better Support: Reimagining System 
Administration Support for 24/7 Banking Operations  

The Client 
The Client, established as part of the Federal Home Loan Bank System by the US Federal 
government, is a wholesale bank created to meet community credit needs. As a key player in 
economic stability and housing finance, the Client provides reliable funding and liquidity 
solutions to its member financial institutions. The Client plays a vital role in supporting 
community financial institutions and fostering affordable housing initiatives. The Client 
members include commercial banks, credit unions, savings institutions, industrial loan 
companies, insurance companies, and community development financial institutions across 
the US West Coast. 

 
 

The Challenge 
The Bank faced significant operational obstacles in its system administration (SA) support 
structure, primarily centered around coverage gaps during off-business hours on weekdays and 
weekends. Their strategic objective was to implement a global delivery model using a "follow-
the-sun" approach to optimize resource utilization across onsite and offshore teams.  
 
The support scope encompassed Development (DEV), Testing (TEST), and Production (PROD) 
environments, each with distinct Service Level Agreements (SLAs). The most critical challenge 
was establishing seamless coordination between the geographically dispersed onsite and 
offshore teams. 
 

• Varying SLA Compliance Requirements: Each environment had unique, stringent 
SLA requirements due to the sensitive nature of financial data being processed and 
stored. 

• Operational Optimization Imperatives: The Bank sought to expand weekday 
coverage while simultaneously reducing IT operational costs through enhanced 
productivity and implementation of metrics-driven SLA management. 

• Multi-Vendor Ecosystem Complexity: The support team needed to maintain 
constant communication and coordination with multiple Managed Service Providers 
(MSPs) to effectively resolve cross-platform issues. 

• Documentation Sprawl: The intricate and detailed operational processes led to 
extensive, complex Standard Operating Procedures (SOPs) that had accumulated 
and become unwieldy over time. 

• Accelerated Knowledge Transfer: Opteamix faced the challenge of acquiring 
comprehensive system knowledge from the existing team within a compressed 
timeline to ensure uninterrupted service transition. 

• Secure Remote Access Infrastructure: Implementing secure remote access 
protocols for offshore teams across all environments (DEV, TEST, and PROD) while 
maintaining strict compliance with financial sector security regulations. 
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The Solution 
Opteamix designed and implemented a comprehensive Global Delivery Framework that 
addressed the Bank's specific challenges while delivering superior value. This framework was 
built on three core principles: reliability, cost-effectiveness, and process orientation.  
 
By strategically leveraging offshore resources to provide 16-hour coverage across a 5-day work 
week, the solution not only met the Bank's support requirements but also substantially reduced 
operational costs through streamlined processes and enhanced productivity. 
 
Strategic Alignment with Business Objectives 
The primary objective for the Bank was to ensure comprehensive off-business hour coverage 
while controlling operational costs without compromising service quality. Opteamix responded 
with a tailored, outcome-driven, process-led Global Delivery Model that precisely aligned with 
these business imperatives. The solution transformed the Bank's system administration 
support from a purely cost-center approach to a value-generating operational asset. 
 
Integrated Support Structure 
A flexible 24x7 support model was established, seamlessly integrating onshore and offshore 
resources into a unified team. This integration eliminated traditional handoff issues while 
creating a continuous support environment that maintained consistent service quality 
regardless of time zone or location. 
 
Accelerated Implementation Approach 
To minimize transition risks and ensure business continuity: 

• Technical support teams were rapidly mobilized with an emphasis on efficient staff 
ramp-up and intensive training 

• Senior technical leads from India were deployed on-site in the United States to 
facilitate direct knowledge acquisition and transfer to the offshore team 

• A structured knowledge transition protocol was implemented to ensure 
comprehensive capability transfer 

 
Knowledge Management Foundation 
A robust knowledge management infrastructure was developed to support ongoing operations: 

• Creation of an extensive knowledge repository containing system documentation, 
troubleshooting guides, and best practices 

• Implementation of a sophisticated Known Error Database (KEDB) that cataloged 
previous issues and their resolutions, enabling faster problem-solving and reducing 
mean time to resolution 

• Development of standardized procedures for continuous knowledge capture and 
dissemination 
 

Performance Optimization 
The metrics-driven SLA framework necessitated continuous performance tuning for all 
transactions. In response, the Opteamix team: 
 

• Developed numerous automated processes to enhance service quality and 
operational efficiency 
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• Implemented proactive monitoring systems that identified and addressed potential 
issues before they impacted operations 

• Significantly reduced production ticket volume through preventative maintenance 
and automated resolution of common issues 

 
 

Value Delivered 
Opteamix successfully deployed specialized technical competencies and leveraged extensive 
experience in system administration to fulfill the Bank's strategic objectives. From the 
inception of the engagement, the team consistently met or exceeded all SLA targets, 
demonstrating exceptional reliability in service delivery. The partnership with Opteamix 
generated substantial value across multiple dimensions: 

• Operational Cost Optimization 

o Implementation of the integrated onsite/offshore model yielded significant cost 
savings while simultaneously enhancing productivity. This was achieved through 
strategic resource allocation, utilization-based operational optimization, and 
deployment of targeted automation solutions for routine tasks. 

• Enhanced Governance Framework 
o The engagement established clear lines of ownership and accountability for all 

services, eliminating ambiguity and creating a transparent operational structure. This 
strengthened governance model facilitated faster decision-making and more 
responsive issue resolution. 

• Data-Driven Continuous Improvement 
o Objective service evaluation mechanisms enabled the precise identification of 

improvement opportunities. Regular performance assessments provided actionable 
insights that allowed for ongoing refinement of processes and methodologies, creating 
a culture of continuous optimization. 

• Expanded Support Coverage 
o The solution substantially increased both the depth and breadth of support 

operations, ensuring comprehensive coverage across all critical systems. This 
expanded support footprint enhanced system reliability and improved business 
continuity. 

• Operational Flexibility 
o The engagement model provided inherent flexibility in both scope and execution, 

allowing the support structure to adapt to evolving business needs and technology 
requirements without compromising service quality. 

The value delivered extended beyond immediate operational improvements to create lasting 
strategic advantages for the Bank's IT infrastructure, establishing a foundation for sustainable 
growth and technological resilience. 
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About Opteamix 

Opteamix is an AI-powered technology services company specializing in AI, Application 
Development, Robotic Process Automation (RPA), DevOps, Enterprise Mobility, Test 
Automation, and Global Capability Center (GCC) operations. Guided by our higher purpose- 
“Simplifying Success”-we deliver transformative solutions that help organizations scale 
efficiently and thrive. Headquartered in Denver, Colorado, we operate a wholly owned delivery 
center in Bengaluru, India. 

www.opteamix.com   © OpteamixLLC

http://www.opteamix.com/
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