Case Study : Life Science

UX Command Center Transforms Support
Model for Global Pharmaceutical

In a world where digital experience is paramount, a global pharmaceutical company
sought to overhaul its support mechanism—transitioning from cumbersome service desks
to a proactive, unified UX Command Center. The initiative reimagined how internal users
and stakeholders interact, responded, and received support, driving measurable gains in
efficiency, satisfaction, and operational resilience.

1. Context: Challenges in Traditional Support Models

Large enterprises, especially in life sciences, often struggle with fragmented support
systems. Disparate ticketing tools, inconsistent user experiences across geographies, and
high volumes of routine queries clog the flow of true innovation and resolution. This
particular pharma client supported thousands of internal users across dozens of
applications and multiple business units. Their support model—reactive, manual, siloed—
was causing long response times, user frustration, and escalating cost-to-serve.

Over time, the accumulation of such inefficiencies erodes internal trust in IT, hampers
adoption of critical systems, and forces the support function into firefighting mode rather
than enabling mode.
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2. Vision: The UX Command Center as a Support Transformation
Catalyst

The envisioned future was a central command center—an intelligent, user-centric hub that
could:
) Consolidate multiple support channels under one facade

) Surface proactive insights rather than merely reactive fixes
> Automate repetitive tasks and guidance, freeing expert engineers

> Ensure consistency of experience across geographies and lines-of-business

In essence, the Command Center would transcend mere service desks and evolve into a
digital nerve center—where UX, operational telemetry, Al, and support converge.

3. Core Architecture & Functional Pillars

To realize this vision, the solution was built on a modular, scalable architecture composed
of the following pillars:

a. Unified Interface & Self-Service Layer

A cohesive portal where users could submit requests, search for help articles, and interact
with guided workflows—reducing friction and standardizing the first touchpoint.

b. AI-Driven Assistance & Guidance Engine

Behind the facade, Al agents analyze common queries, deliver contextual suggestions,
and autonomously resolve low-complexity incidents. Over time, they learn and improve
with feedback loops.

c. Central Orchestration & Workflow Hub

Requests flow through predefined pipelines, with built-in automation (escalation rules,
notification triggers, routing logic) ensuring smooth progression across teams.

d. Telemetry & Analytics Backbone

Continuous monitoring of support metrics—response times, ticket trends, escalation ratios
—enables visibility, root-cause identification, and proactive planning.
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e. Integration Fabric

The Command Center is tightly integrated with upstream systems (e.g. identity, CRM,
ERP, application backends) to pull in context, reduce manual handoffs, and deliver
richer resolution paths.

4. Implementation Approach: Phased & Human-Centric

The transformation followed a structured, phased methodology:

() Discovery & Current-State Analysis: Deep dives into existing support
processes, pain points, volume profiling, application inventories, and stakeholder
interviews.

<y Pilot Launch & MVP: A limited rollout covering high-usage use cases to validate
architecture, refine Al models, and iron out integration wrinkles.

{y Iterative Expansion: Gradual onboard of additional applications, geographies,
and use-case domains—refining the experience and scaling capacity.

() Change Management & Adoption: Extensive training, communication
campaigns, feedback forums, and support champions to drive user buy-in and
continuous improvement.

{y Operational Handoff & Governance: Defined ownership models, SLAs,
dashboards, and governance mechanisms ensured sustainability post-
transformation.

4! i .‘. C-I | .-
o -.-J 0 ’
AT GNT 66 L
1T g L } : e
y t!;“l. . N “ , :L

A ==

"
L4

x"a'

I

September 15, 2025



5. Outcomes & Impact

The Command Center project produced compelling results:

Incident Volume Reduction: A noticeable drop in repeat and trivial tickets, as
users increasingly leveraged self-help channels and Al assistance.

> Faster Response Times & Resolution: Average resolution times shortened
significantly—users experienced more prompt, seamless support.

> Operational Efficiency: Support teams could reallocate bandwidth from low-
value tasks to complex, mission-critical issues.

) Enhanced User Satisfaction: Improved experience consistency, transparency,
and trust across the user base.

> Insight-Driven Support Evolution: Analytics surfaced patterns, recurring pain

points, and app friction zones, feeding back into product and process
enhancements.

6. Lessons Learned & Best Practices

Start with high-impact, low-complexity domains—get early wins to build
stakeholder confidence.

> Investin feedback loops so that Al agents evolve with real usage data.

Emphasize usability and clarity in the self-service interface—help must feel
intuitive.

> Data integration is critical—poor context severely limits automation potential.

Governance and ownership matter—without clear accountability, the system
degrades into chaos.
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7. Long-Term Trajectory & Strategic Implications

This UX Command Center is not just a support tool—it becomes a cornerstone of digital
transformation. As it matures:

(> It can proactively detect issues before users raise them
() It can surface underlying adoption barriers in products

( It can feed predictive signals into product development, UX design, and
organizational strategy

( It can scale as a global support operations backbone, accommodating new
regions, lines-of-business, and technology domains

By converging support, UX, and analytics into a unified operational core, the organization
is positioned not just to respond but to anticipate—and truly deliver a frictionless
experience for its entire user ecosystem.
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