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At a Glance

Challenges

• Inefficient product and service release cycles

• High support costs

• Need for improved team collaboration 
and productivity

Benefits

• Reduced vendor support costs by 50%, saving 
more than $500,000

• Improved efficiencies and increased 
meeting productivity

• Gained greater transparency and 
accountability without involving IT staff 
for deployment

CASE STUDY 

Global Insurer Reduces Vendor 
Support Costs by 50%, Gains 
Project Management Efficiencies 
with Workfront

Single work management system simplifies and 
standardizes project management processes. 
Personalized views enhance visibility and accountability.

Competition is fierce in the insurance industry. Leaders must be able to 
strategically plan for and release new products efficiently while ensuring 
the cost-effective upkeep of existing mission-critical systems. A global 
insurer implemented the Workfront work management solution to improve 
its application delivery process. Since deploying the Workfront solution, 
the company’s application group has increased the efficiency of its project 
management team while reducing system maintenance costs.

THE CHALLENGE

Manual Project Tracking and Management

The insurer’s application group works with internal and external teams to 
deliver innovative new products. The group’s two main responsibilities 
are to ensure critical systems, such as Salesforce.com, stay operational 
and to manage requirements for new services. Internal project managers, 
along with more than 10 vendor organizations, were using spreadsheets, 
PowerPoint presentations, and emails to track thousands of requests, but 
the process was highly inefficient and error-prone. 

“During our weekly supplier meeting, each vendor representative would 
discuss changes to projects and then someone would update and email a 
revised spreadsheet out after the meeting,” explains a director of customer 
relationship management (CRM) strategy at the insurance company. “We 
quickly discovered that by increasing the adoption of our already-deployed 
Workfront platform, we could improve the productivity of our project 
managers and overall team efficiency.”
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THE WORKFRONT SOLUTION

Real-Time Visibility

Now project managers from both the insurer and its vendor partners rely 
on the information available in Workfront to gain real-time visibility into 
project status. During the weekly supplier meeting, tasks are reviewed, 
notes are added, and information is updated within the Workfront work 
management solution.

“Nearly everyone refers to Workfront ID numbers and the information 
managed in the platform,” says a director of CRM strategy. “I probably 
hear the word Workfront more than 20 times on every call. Workfront 
has given us a common vocabulary to discuss projects and issues across 
organizations. Having everyone on the same platform reviewing tasks is 
definitely more efficient and allows us to concentrate on the whys and 
hows rather than the whens and whats.”

Simple Time Tracking

The insurance company teams with industry-leading vendors for support. 
Because mission-critical system support can cost millions of dollars per 
year, the insurer wanted to better understand how its vendors were 
spending time on specific projects. The application group asked all 
vendors to log their hours. If the hours worked had not been approved, the 
system would not accept them.

“This tracking effort was about us controlling and better managing time 
spent against tangible and approved tasks and projects,” explains a 
director of CRM strategy. “We always want to be sure we are getting what 
we pay for from our partners and technology providers.”

“We were spending north of 
a million dollars a year with 
a support vendor before we 
began tracking time and 
activities in the Workfront 
platform. After calculating 
actual approved hours, we 
were able to cut our costs 
in half.”

–Director of Customer 
Relationship Management 
Strategy

LOG HOURS FOR ALL PROJECTS, TASKS, ISSUES, 
AD HOC WORK, AND ALL NON-WORK RELATED 
TIME (VACATION, TIME OFF, ETC.) TO CLEARLY 
SEE ALLOCATIONS.

http://workfront.com
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In this case, the resulting data enabled the insurer to make some serious 
changes to its provider pool—and subsequently negotiate a new vendor 
contract and achieve significant savings.

Enhanced Collaboration

The Workfront solution is improving communication and collaboration 
among employees and between the insurance company and its vendors. 
In addition to project managers, the company’s developers, testers, and 
executives working in corporate offices and remotely use the platform 
extensively to update tasks, assign and reassign projects, and notify others. 
The Workfront threading feature ensures that everyone on the project team 
is aware of what is expected and what has occurred when it comes to an 
individual project or task.

Personalized Dashboards and Real-Time Reporting

Team members also have access to accurate dashboards—available in 
a variety of views. For example, internal project managers can see all 
projects while vendor project managers can only see request queues for 
the work assigned to their organizations. These security features help 
private information remain protected.

According to a director of CRM strategy, “Workfront provides a whole new 
way of slicing and dicing data and managing your day. The information is 
‘live’—available in real-time—and rolled up, giving us complete visibility. We 
can better respond to requests, which ends up saving time.”

A senior manager recently looking to prioritize work during future quarters 
was able to use Workfront as the foundation for his decisions because the 
work management solution contained all of the vendor project proposal 
details, including resource and time estimates. “Workfront easily allowed 
him to sort projects based on cost, time, and other factors so he could 
literally prioritize projects on the spot,” says a CRM strategy director.

“Workfront provides a whole 
new way of slicing and dicing 
data and managing your 
day. We can better respond 
to requests, which ends up 
saving time.”

–Director of Customer 
Relationship Management 
Strategy

WORKFRONT PROVIDES A SINGLE, HOLISTIC VIEW 
OF ALL THE CONVERSATIONS, COMMITMENTS, AND 
SUPPORTING MATERIALS (LIKE DOCUMENTS FROM 
A VARIETY OF COMMON REPOSITORIES) THAT DRIVE 
PROJECTS AND PRODUCTIVITY.

http://workfront.com


Devour Your Team’s Work Chaos With Workfront

Meet the King of Work Management. With real-time work planning,  
tracking, collaboration, and reporting, Workfront enables enterprise teams to:

• Drive greater productivity by automating repetitive manual tasks 

• Increase communication and transparency through social-style updates  
and dashboards 

• Reduce project failure with real-time views into project progress and  
resource workloads 

• Provide data-driven insights for constant improvement 
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BENEFITS

The goals behind increasing the adoption of Workfront at the company were twofold: to be more efficient, 
especially in product release cycles, and to reduce costs. Workfront has helped the insurer reach both of its goals 
and keep its competitive edge by:

• Reducing vendor costs by 50% – Time and cost tracking capabilities in the Workfront platform enabled the 
insurer to quickly evaluate vendor pricing against value. The resulting data encouraged company managers 
to renegotiate with a new vendor and cut the price of at least one contract in half, saving more than $500,000.

• Improving efficiencies and increasing meeting productivity – Because the insurer often has 30 or more 
participants on a supplier call, using a single solution and communicating in consistent terminology saves 
time. Constructive meetings also enable individuals to concentrate more on strategic and innovative 
activities that matter to the business.

• Gaining greater transparency and accountability without involving IT staff for deployment – Workfront 
makes it easy for all authorized project team members—internal staff, remote employees, and vendor 
representatives—to view, update, and interact with real-time project data and reports through a browser. 
Individuals are assigned to each task, resulting in greater accountability across teams.

“Cloud-based applications like Workfront that easily support internal and remote employees without involving IT are 
the future. I tell people Workfront is going to be a de facto standard. It will change your life,” concludes a director of 
CRM strategy.

http://workfront.com

