G O A Case Study: Reducing Operational Costs in
Saas Service Delivery

Client Challenge

A global SaaS provider faced unsustainable operational costs due to inefficiencies in resource
allocation, service delivery, and process management. These challenges strained profitability
and impacted their ability to scale effectively while maintaining customer satisfaction. Key
issues included:

Resource Misalignment and Cost Inefficiencies: Compute, storage, and
140 bandwidth were allocated based on customer spend rather than critical business
@99 needs. This approach resulted in system performance and stability issues, leaving

customers frustrated and straining service operations and support teams.

Frequent Critical Escalations: Operational inefficiencies in the cloud-based
service delivery function accounted for a significant share of high-priority

A customer issues, requiring extensive crisis management and consuming critical
resources.

Operational Blind Spots: Monitoring practices focused solely on server uptime,
neglecting whether customers could access and utilize the platform effectively.

/%5 This lack of actionable usability data not only created service reliability gaps, but
also led to user dissatisfaction, as the operations team and customers had
conflicting views on system availability.

Scalability Bottlenecks: Legacy product designs and fragmented operational

o

processes made it challenging to scale the SaaS delivery model efficiently, further
compounding operational strain.

These challenges left the organization with higher service costs compared to competitors,
diminishing margins and eroding customer trust.

The Solution



To address these challenges, | co-led a transformation initiative to align operations and

infrastructure with business needs, reduce costs, and enhance customer satisfaction. The
strategy focused on optimizing resource utilization, refining processes, reducing operational
complexity, and implementing scalable solutions. Key actions included:

@ Dynamic Resource Allocation

o

Transitioned from allocating compute, storage, and bandwidth based on
customer spend to a dynamic resource allocation model that prioritized
the criticality of customer use cases and their potential for future
expansion. This shift addressed infrastructure insufficiencies that
previously led to poor performance and system crashes, ensuring a more
stable and reliable experience for high-priority customers.

Adopted a hybrid cloud approach combining AWS and client-managed
data centers, reducing infrastructure complexity while optimizing costs.

@@=y Proactive and Actionable Enhanced Monitoring for Actionable Insights
&
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Broadened monitoring capabilities to include usability metrics, giving
teams a comprehensive view of both system performance and customer
experience.

Deployed real-time alerts for critical KPIs, enabling proactive issue
resolution and simplifying troubleshooting.

&5 streamlined Cross-Functional Collaboration
(@)
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Integrated R&D leadership into operational workflows to foster alignment
and reduce handoff complexities.

Established clear accountability across SaaS Operations, Support, and
Customer Success teams, improving responsiveness and resolution times.

@) Simplified and Scalable Processes
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Standardized operational procedures to ensure consistent service delivery
across global teams.

Redesigned service delivery models to simplify workflows and transition
from ad hoc processes to a scalable SaaS framework, reducing
operational inefficiencies.



Measurable Outcomes

The transformation delivered substantial and measurable improvements:
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Cost Reductions: The shift to a dynamic resource allocation model and hybrid
cloud infrastructure reduced operational costs while stabilizing performance for
critical accounts, leading to significant margin improvement.

Improved Infrastructure Reliability: Addressing resource misallocations reduced
system crashes and performance issues, significantly improving overall system
stability and ensuring a more reliable experience for critical accounts

Enhanced Customer Satisfaction: Customer satisfaction scores rose from 73% to
85%, driven by improved system stability, usability, and responsiveness.

Reduced Critical Escalations: Streamlined processes and proactive monitoring
minimized high-priority escalations, lowering crisis management costs, freeing up
resources for proactive initiatives, and allowing middle and senior management
to focus on strategic priorities rather than operational firefighting.

Scalable Growth Framework: Standardized processes and the hybrid cloud
model supported sustainable growth without proportional cost increases,
positioning the organization to scale efficiently.

Why This Matters for You

By making strategic operational changes, organizations can achieve significant cost savings while

improving service quality and scalability. By adopting these approaches, your organization can:
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Reduce Costs and Improve Margins: Optimize resource allocation and streamline
processes to lower operational expenses and achieve greater profitability.

Enhance Infrastructure Reliability: Ensure system stability and reduce downtime
by addressing inefficiencies and aligning resources with business-critical needs.

Free Up Leadership Time: Minimize escalations and operational firefighting,
enabling middle and senior management to focus on strategic growth initiatives.



Build a Scalable Framework: Invest in standardized processes and scalable
{@}9 solutions that deliver long-term growth while maximizing returns and
operational efficiency.

(@, Strengthen Customer Trust: Deliver reliable, efficient services that improve
satisfaction, loyalty, and retention

Next Steps

If high operational costs or inefficiencies are holding your business back, let’s
collaborate to design tailored strategies that deliver measurable results. | can
help you identify and eliminate cost drivers, develop scalable frameworks to

@ support long-term growth, and enhance operational efficiency to free up
resources for strategic priorities. Contact me today to explore how we can reduce
costs, improve service reliability, and position your business for sustainable
success.
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