
Managed Services for 

a Business-Critical 
Compensation Application
From Support Transition to a Governed, 
Improvement-Led Service

Client Industry Focus
Leading Financial Services 
Organization

Wealth & Financial 
Services

Application Ownership, Service 
Stabilization & Automation

The Challenge

A financial-services organization needed to transition support ownership of a business-critical compensation 
application and its integrations while maintaining operational continuity.

The engagement required eprotech to take ownership across application and integration support, incidents and 
service requests, payroll-related activities, new enhancements, documentation, and continuous service 
improvement.

Ownership 
Transition
Transfer application, 
integration, ticket, and 
resolution knowledge.

Service Continuity
Maintain application 
availability, incident 
handling, monitoring, 
and change support.

Operational Discipline
Establish consistent 
procedures, 
documentation, metrics, 
and turnaround-time 
practices.

Continuous 
Improvement
Identify opportunities 
for process 
simplification and 
automation.

The eprotech Solution

From Support Transition to 
Steady-State Operational 
Ownership

eprotech moved the engagement from knowledge transfer and 
stabilization into a governed operating model with monitoring, ticket 
discipline, change support, automation, and management reporting.
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Transfer 
application, 

integration, ticket, 
and resolution 

knowledge.

Document 
procedures, validate 

availability, and 
establish operating 

routines.

Manage incidents, 
service requests, 
payroll activities, 
and application 

monitoring.

Coordinate 
approvals, test 
changes, and 

support planned or 
emergency releases.

Identify automation 
opportunities, manage 

selected RPA, report 
metrics, and improve 
turnaround practices.



What eprotech Delivered Business Value

Transition & Stabilization
Transitioned support ownership across the 
compensation application, integrations, tickets, and 
resolutions through transition, stabilization, and steady-
state phases.

Established Operational 
Ownership
Created ownership across 
application and integration support 
activities.

Operational Support Stronger Service Discipline
Monitored application availability, performed smoke 
testing, coordinated recovery, and managed incidents 
and service requests.

Introduced monitoring, smoke 
testing, ticket management, SOPs, 
and operating routines.

Change & Release Support Controlled Change
Supported change requests, emergency and planned 
releases, enhancement absorption, and acceptance 
testing.

Supported change absorption and 
planned or emergency release 
activity.

Operational Activities Continuous Improvement
Prepared and reviewed scripts and executed payroll-
related tasks within the documented scope.

Introduced automation as a value-
add within managed services.

Knowledge & Automation Ongoing Visibility
Established SOPs, identified service-automation 
candidates, delivered RPA where selected, managed 
automation environments, and introduced reporting 
and weekly status mechanisms.

Enabled reporting and review 
mechanisms for the ongoing 
service.

Capabilities Demonstrated

Managed Application Services Operational Monitoring
Transition and steady-state ownership. Availability monitoring and smoke testing.

Application & Integration Support Knowledge Management
Operational ownership across business-critical 
applications and integrations.

SOPs, documentation, and operational 
discipline.

Service Management Automation & RPA
Incident, service request, and change 
management.

Identification and delivery of selected 
automation opportunities.

Distributed Delivery
Hybrid US/India service delivery model.

The Outcome
A Governed, Stable & Improvement-Led Operating Model



eprotech helped move the application from support transition to steady-state operational ownership, 
combining service discipline, monitoring, controlled change, reporting, and continuous improvement.



Transition | Stabilize | Support | Change | Improve

Looking to Strengthen Application Operations?
Discover how eprotech can help establish disciplined application ownership, improve operational 

continuity, and identify opportunities for service automation.

Book a Conversation →

Contact us: sales@eprotech.ai

Visit: www.eprotech.ai


