ﬁPREsswiRE

From Chaos to Clarity: How to Transform
Back-Office Operations with ProHanceCX

Saurabh Sharma, COO of ProHance, on how ProHanceCX
helps enterprises streamline delivery, boost workforce
utilization, and unlock scalable growth.

BENGALURU, KARNATAKA, INDIA, August 29, 2025
/EINPresswire.com/ -- In back-office operations — be it
claims processing, invoicing, or reconciliations — one
challenge has remained constant: the inability to
accurately forecast, schedule, and manage capacity for
24x7 operations. CEOs I've spoken with often describe
how this gap has drained productivity, escalated costs,
and overexposed them to night-shift dependency. The
result? Inflated operating expenses, missed SLAs, and
exhausted teams. It was clear the model needed to
change.

The Turning Point: Repurposing an Omni-Channel
Platform

o Saurabh Sharma, COO, ProHance
Traditionally, Workforce Management (WFM) has been

the domain of front-office and contact center scheduling.

But what if those same principles could be applied to the back office? This was the question that
triggered transformation. By repurposing the ProHance Omni-Channel Platform, enterprises

unlocked a new playbook for back-office workforce optimization.
Here's what it looked like in practice:

- Forecasting Made Smarter - Claims and invoice volumes analyzed at 15-minute intervals to
generate accurate demand forecasts.

- Automated Capacity Planning - FTE requirements computed automatically, replacing error-
prone spreadsheets.

- Optimized Scheduling - Shift design aligned with SLAs and employee well-being.

- Real-Time Adherence Tracking - Full visibility into planned vs. actual roster adherence, down to
the minute.


http://www.einpresswire.com
http://prohance.net

- The ROI: Efficiency and Margin
Impact

The measurable outcomes were
striking:

* +15-20% Improvement in Roster
Alignment: The right people on the
right shifts boosted throughput.

* Reduced Night-Shift Dependency:
Better forecasting minimized overnight
operations, cutting fatigue and attrition
risk.

* Cost Savings at Scale: Smarter
deployment delivered direct margin
improvement without sacrificing SLA
performance.
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* Higher Employee Engagement: Balanced rosters improved morale, reducing hidden costs of

burnout and churn.

In short, there was lower cost-to-serve, higher productivity, and sustainable margin expansion.

“ Why This Matters for Large BPOs

Forecasting and capacity
management are not “back-
office hygiene.” They are
levers that directly impact

For BPOs managing 24x7 operations across multiple
geographies, the lesson is clear: Forecasting and capacity
management are not “back-office hygiene.” They are levers

EBITDA growth, SLA that directly impact EBITDA growth, SLA adherence, and

adherence, and employee
experience.”

employee experience. By embedding ProHanceCX into
their operating model, leaders move from firefighting with
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intelligence — a shift that consistently delivers financial
ROI.
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