


knowledge of the case. The new solution
should also support cross-functional work
and cross-departmental processes and
make it easy to share, distribute and ac-
quire knowledge. Finally, it would be pref-
erable if the new solution could interface
easily with the existing Lotus Notes struc-
ture at NCB. Three solutions were singled
out and scrutinized and by mid-2004
NCB decided that GoPro would deliver
the best value for money. That assump-
tion has since been documented.

“During the evaluation period and after a
year’s full usage of GoPro, we asked the
users and managers in the different de-
partments how much time they felt was
saved with the solution”, recollects Jette
Langelund, “The answers indicated a
5% reduction, or almost a million Danish
kroner annually, due partly to increased
speed in the physical handling of cases
and partly to greater efficiency in getting
the data and information needed to bring
the cases to conclusion. In Member Ser-
vices the GoPro solution helped to reduce
the head count needed for case manage-
ment”.

One system instead of many
By implementing GoPro, NCB Member
Services could wave good bye to a hand-
ful of other systems that managed mem-
bers, incoming mail, outgoing mail, case
content and notes related to the cases.

“With GoPro we can consolidate all infor-
mation related to a given case, whether it's
mail, documents or database-content”,
says Jette Langelund. “This gives us the
ability to process cases independently of
personal knowledge and without the need
to ask colleagues for information or his-
toric data”.

Tracking and documentation
Prior to using GoPro, the people at NCB
spent a significant amount of time on
trivial issues such as handing over cases,
searching for information, checking sta-
tus, following up on actions etc. GoPro
has eliminated many of these time sinks
and reduced others radically.

“With GoPro we have complete and up-
dated tracking of all current cases right at
our fingertips, and we have a full case his-
tory and documentation so we know what
happened, when it happened and who
made it happen”, explains Jette Lange-
lund. “Now we can focus on our custom-
ers instead of spending our time driving a
slow internal process. It is a win-win-sce-
nario where our employees are motivated
by the ability to create results faster and
more efficiently, and our customers are
experiencing an improved service level
with faster answers to their questions”,
concludes Jette Langelund.

Solution

GoPro solution to support case- and
process management with electronic
archiving

Benefits
Fully updated status on cases,
queries, customers and members

Consolidation of all relevant
information across formats (mail,
documents and other file formats)

Information can be grouped by client
and case content

Case history and documentation can
be linked to other NCB systems

The investment in GoPro has been
paid back (ROI) in approximately 30
months
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