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THE SITUATION
Customer information and updates were being distributed 
internally in various manual forms and workbooks.  These updates 
were sent to each functional department, where Fox associates 
followed departmental standard operating procedures to action 
the information.  This method was at risk for error, lag time, 
and disparate processes.  With a manual process, there was 
opportunity for inconsistent entry and formatting of information.

THE SOLUTION
Fox developed a proprietary account management CRM and 
now realizes one source of data for all customer information.  This 
information directly integrates into our agent and automation 
systems.  Accuracy is ensured by removing manual update 
procedures.  This seamless data flow also allows updates to be 
made in near real-time, reducing the lag time of routing through 
multiple departments before customer updates, supplier contract 
and policy changes can be made live.

THE PROCESS
A cross-functional approach was initiated to analyze the process, 
determining:
• Processes that were taking longer than others
• Processes that could be delivered seamlessly through 

automation
• Processes that were no longer needed
• How to standardize the information
Third-party CRM products where reviewed, and it was determined 
to build a proprietary solution to best fit our customer needs and 
integrate with internal systems.

DISCOVERIES
Once Fox had a proprietary central 

repository of all customer data, we 

could automate the updates that are 

sent to each functional department 

in a consistent format.  We reduced 

the amount of information they were 

provided, ensuring they only receive 

the data they need.  The CRM data was 

now available to feed the information 

into the Global Distribution System our 

agents book in, providing consistent 

updates and delivered daily.  This 

data also feeds Fox’s proprietary 

SmartPages, where we are able to 

control the accuracy of customer-

specific reportable information and 

policy.  Additional feeds are also sent 

to Concur Travel and quality controls 

systems to ensure a continuous 

process of accurate data flow.


