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Checks and 
Balances

��

3 way Reconciliation with the 
incentive programs,sales data and 

backend accruals. 

Upload claim data 
into the claim 

processing software

Escalations of erroneous claims 
and any duplications

Timely reporting, complete control 
over the claim process. ���

 ���&
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Preparation of BPR and 
forwarding payment to vendors
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PLAN, DO, CHECK & ACT (PDCA)
PLAN:
Pre-planning & discussions with customer management :

� Identifying business processes and workflows 

� Flow charting the processes as they are
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� Flow charting the processes as they are

� Understand re-engineering requirements / new needs of customer

� Create new work flows / processes 

� Reach agreement with customers on tracking errors to their desired benchmark\

levels, risks involved and risk mitigation for all critical processes / work flows

� Agree on modular transition plan with customer

� Final plan sign off with customer including a detai led W3 ( What, who and 
when) 



DO & CHECK:
Implementation :

� Clearly identified mile stones

� Mile stone reviews (on even occurrence) 

Regular & periodic reviews

 	��
���������"�������

��

� Regular & periodic reviews

� Monitoring and Pre closure review

� Closure review with Customer Sign off

ACT:

� Regular quarterly reviews, continuous Improvement,performance management.

� Inputs for next version / next level of  performance and delivery



Parallel Run - One Month

SSPL
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Intereference Level 1 - 
5th Week

Intereference Level 2 - 
6th Week

Intereference Level 3 - 
7th and 8th Week

SSPL
CLIENT



Customer Account Manager: 

Meeting with customer, understanding their needs from time to time and
working with business process teams within Spearhead to develop, test and
implement solutions. This person will also to work to receive customer feed
back and work within to rectify the deficiencies / defects. Considering the
importance of this role, usually a Director or a very senior manager will handle
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importance of this role, usually a Director or a very senior manager will handle
this.

Solution experts and implementation team:

These are qualified CAs’ MBAs’ and experienced business managers who can
understand the business situation and customer needs and translate / re-
engineer them to business processes and work flows. They will be involved
deeply in transition management till the agreed solutions are implemented and
customer sign off is obtained. They bring in their vast and diversified
experience to implement best known practices.



Process / operations team : 

This team has experienced people on various business processes and
work flows in different industries. They are typically graduates, post
graduates in commerce, accounting and such other disciplines.

Management team :
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Management team :

The directors and advisors review key customer issues, operations and
quality management regularly and suggest training and development
programs for employees of Spearhead to meet the needs of customers.
The management team consists of practicing CAs, lawyers and
business consultants whose expertise is readily available to solution
and implementation teams to address any unique customer needs.
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