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Since 2022, Innovatia has partnered with a national public-sector financial institution to
support a critical operational transition: bringing the administration of retail debt
products in-house after years of outsourced delivery. This transition required the
organization to rapidly build internal capability while maintaining continuity, accuracy,
and compliance within a highly regulated environment.

Innovatia designed and delivered a comprehensive learning and documentation
ecosystem to enable operational readiness across system proficiency, product
knowledge, and specialized processing workflows—the program equipped end users to
confidently administer a broad portfolio of retail debt and consumer financial
instruments.

Delivered on schedule and at scale, the engagement resulted in high-end user and
stakeholder satisfaction, flawless execution across a complex timeline, and an ongoing
partnership that continues through post-launch updates and new initiatives. In addition
to enabling launch readiness, the initiative supported modernizing the organization’s
knowledge management approach, strengthening long-term sustainability and
engagement.

The client faced a high-risk
operational shift: assuming full
internal responsibility for
administering retail debt products
previously managed by a third-party
provider. This transition required
replacing external expertise with
internal capability without disrupting
service delivery or compromising
regulatory and governance
requirements.

Executive Summary

The Challenge



The organization required more than standalone training materials. It needed a
structured, scalable, and sustainable learning and knowledge ecosystem capable of
supporting both implementation readiness and ongoing operations.

Product knowledge across
a diverse set of retail debt

and consumer financial
instruments

Consistent execution of
specialized, end-to-end
operational workflows

To achieve operational readiness, end users needed to be upskilled across multiple
dimensions simultaneously:

Proficiency with a newly
implemented retail debt
administration platform

The engagement began with the development of a High-Level Design Document defining
program objectives, scope, learning strategy, governance structures, and an
implementation roadmap. This foundation ensured alignment across stakeholders and
established a clear direction for the initiative.

Innovatia partnered closely with the client to design and deliver an end-to-end learning
and documentation program aligned with both immediate implementation
requirements and long-term operational needs.

Innovatia developed 120 procedures and guidelines covering the full lifecycle of retail
debt administration activities. These resources established consistency, accuracy, and
confidence as internal teams assumed responsibility for previously outsourced
operations.

Strategic Foundation

The Solution

Comprehensive Operational Documentation



Innovatia created 20 hours of Training Workbooks incorporating realistic, scenario-
based activities. These learning assets enabled end users to practice real-world tasks in a
controlled environment, building competence and confidence before launch.

To support day-to-day execution, Innovatia designed 12 standardized operational forms
aligned with system workflows and compliance requirements.

As part of the engagement, Innovatia supported the transition from legacy document
storage to a centralized enterprise knowledge platform. This shift improved knowledge
accessibility, usability, and engagement, enabling scalable and sustainable knowledge
management beyond the initial system implementation.

High-Level Design Document

120 Procedures and Guidelines

12 Operational Forms

20 Hours of Training Workbooks

Scenario-Based Activities

Immersive, Scenario-Based Learning

Workflow Support Tools

Knowledge Infrastructure Enablement

Key Deliverables:



The quality of delivery and execution led to an ongoing partnership, including post-
launch updates and multiple new initiatives in subsequent years.

Stakeholders consistently highlighted Innovatia’s structured project management
approach, clear schedules, defined review cycles, and transparent communication as
critical success factors. This methodology supported effective collaboration across
internal teams and third-party vendors and established a new standard for delivering
similar initiatives.

The move to a centralized enterprise knowledge platform represented a lasting
improvement in how operational knowledge is managed, maintained, and consumed,
extending the value of the engagement well beyond the initial system launch.

The engagement delivered strong outcomes across operational readiness, stakeholder
confidence, and execution discipline.

End users received all required training and documentation on schedule,
enabling upskilling before launch.

The Training Workbooks were recognized by stakeholders as the most
effective learning assets produced during the initiative.

Innovatia met 100% of interim and final milestones across a complex,
multi-phase engagement.

Stakeholders described the program as comprehensive, engaging, and
well-structured.

The Results



This engagement reflects Innovatia’s approach to system implementation enablement.
We go beyond delivering documentation and training to build operational capability,
governance discipline, and sustainable knowledge infrastructure.

By combining rigorous learning design, change enablement, and disciplined project
management, Innovatia enables organizations to confidently internalize complex
processes, adopt new systems, and achieve lasting operational readiness.

The Innovatia Difference

The working relationship between Innovatia and our team members was excellent. The
collaboration was phenomenal and successful, particularly given that this was the first
time the team had worked with a third party to develop this type of material.

Credit goes to Innovatia’s Project Manager for her ability to organize and run the project
smoothly, maintain transparent communication, and keep all stakeholders aligned and
on track.

We found the most value in the structure Innovatia provided, schedules, project
procedures, and review cycles, which supported a highly collaborative way of working.

We were very pleased with the uniformity and predictability of the look and feel across
all deliverables, which made the learning experience intuitive and easy to navigate.

From our client...


