PROJECT SUPPORT FOR A COMPLEX MIX OF CLOUD NATIVE
APPLICATION PLATFORMS ACROSS MULTIPLE COUNTRIES

ENHANCING CUSTOMER EXPERIENGES IN APAC

PTS was invited to assist one of our insurance sector clients to implement Cloud hosted applications that would provide
customers with an improved experience when purchasing their products, with implementations across the APAC region. The
programme of projects was initially established using many outsourced suppliers, located in India and Europe however the
client's project team was in Australia, Malaysia, Singapore and Hong Kong.

The objective of the programme was to run in-country projects focused on specific products for that country’s business.

SUPPLIER CLOUD PLATFORM INTEGRATIONS

The new platform was based on the supplier's core business platform in the Cloud with services integrated with the client's
businesses in each country for specific in-country products, pricing, services and local language requirements for new sales.
Existing customers can also add and modify their policies and submit claims using the new platform.

The platform was installed into the AWS Cloud environment and PTS supported the third-party integration into the project
with onboarding, access, compliance and training of the teams. PTS also provided the Project Management Office function,
delivering planning, communications and reporting function to ensure the ‘fast pace’ of the project was maintained.

BALANCING AGILITY WITH COMPLIANCE r -y

The client wanted to adopt new ways of working, that ')
included Agile working practices, and challenge the
traditional policies and processes that existed across the IT
function, with the purpose of shortening the time to market
for the development and release of code to the customer.
Even though there was an objective to reduce some of the
process inefficiency, there was still a need to maintain the
organisation's compliance to regulatory requirements, and
ensure that customers' sensitive information was protected
throughout. This was built into the platform engineering,
ensuring that all builds were still approved by the

internal functions.

The programme integrated new digital tools and
technologies into the platform with the implementation
of robust cybersecurity processes to protect the client
sensitive data from any potential breaches.
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MANAGING DIVERSITY
AND COMPLEXITY

The diversity of the programme team grew as more
projects were added to the programme which covered
seven Asia Pacific countries from Australia, Hong Kong,
India, Indonesia, Japan, Malaysia and Singapore (this
continued to grow as more sites were brought into

the programme). Due the successful implementation
process and platform reliability, the programme is
looking to extend into Europe which will contribute
further to a complex and overwhelming project
management environment. Key to the success is a
sound understanding of the cultural and time zone
differences that the Project Team were working within.
Simplified processes and clear workflows were important
to help the team to seamlessly work together towards
the same goal.

Technically, the integration of different platforms is a

big challenge, which leads to working with multiple
digital tool providers. As a result, vendor management
grew in importance and became a key component in
the complex delivery equation, and includes the various
vendor contract negotiations, service level agreements
and interoperability amongst the diverse platforms.

AN EVOLVING CHALLENGE

As the programme continued to grow so too did the
demand for project management services from the
various internal technology towers, as project change
requests started to clash with their normal project
BAU workload.

What started as an initial single ‘proof of concept’
project for the roll out of a Cloud based solution has
grown to a conglomerated suite of projects delivering
solutions to various countries and integrating into an
assortment of platforms, applications and databases.
The backend complexity in supporting this complicated
environment across multiple countries with different
cultures (not to mention the number and assortment of
public holidays across the various countries that rarely
fall on the same date) is a challenging one which takes
specialist coordination skills to keep all parties aligned.

The Programme continues to roll on as services are
moved to BAU functions and these are also outsourced
to third parties whose challenge is supporting the various
time zones, cultures and languages.
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