
Media companies are aggressively trying to stay one step ahead of the competi-

tion through constant product innovation, distribution and enhancements. 

Leading-edge companies have discovered another way to attract and retain 

customers – effective management of process exceptions. The quick and 

efficient resolution of process exceptions can help them gain a competitive 

advantage and increase market share. Exception management has proven to 

reduce costs and add to the bottom line in a significant way.

Companies that are agile and responsive to the constantly changing business 

environment stand a much better chance of succeeding in today’s ultra competi-

tive environment. Industry analysts estimate that last year, process exceptions 

cost companies over $100 billion and that number will increase as business 

becomes more complex and companies continue to adopt Service Oriented 

Architecture (SOA). 

Vitria’s Resolution Accelerator, a unique exception management product, 

enables companies to have visibility into the exception process and to solve 

exceptions more quickly, efficiently and in most cases automatically. Resolution 

Accelerator™ provides a key part of the foundation for achieving a flexible and 

agile business which results in greater customer traction and retention.

The Challenge: Attracting Increasing Numbers of New 
Clients While Maintaining Operational Excellence and 
Customer Satisfaction 

A leading communications and media company with a rapidly growing customer 

base recognized that a positive experience for their customers was critical for 

customer retention and brand image. They also needed ways to enhance their 

reputation for operational excellence and scale operations without increasing costs. 

At the core of the issue was the growing number of process exceptions that 

were being generated from the increase in new customers. These exceptions 

were especially critical since the majority of orders are received around key 

marketing events and holidays, and if they cannot complete the order, they 

will most likely lose the customer. Losing customers due to business process 

exceptions was unacceptable to the company’s management. Since using more 

personnel to manage exceptions would adversely affect profitability, the 

company decided to implement an automated solution to help them manage 

and resolve exceptions. 

Industry: Communications & Media

Business Profile

This communications and media company 

is an emerging force in broadcasting. It 

provides consumers with a coast to coast 

service which includes an unprecedented 

variety of entertainment options. Its lead-

ing-edge products are sold in large national 

retail outlets to a rapidly growing customer 

base. 

Challenges 

4	Continue to offer first class customer  

 service with a rapidly expanding  

 customer base

4	Minimize off-line exception resolution to  

 expedite customer orders 

4	Manage peak order periods without  

 incurring huge personnel costs

4	Gain control over process exception life  

 cycle to gain efficiency and improve  

 customer service

4	Maintain a competitive advantage in  

 customer service

Benefits

4	Able to reduce exception load and  

 manage exception volume

4	Dramatic reduction in time to resolve  

 exceptions

4	Third party system more cost effective  

 than internal development

4	Rollout software updates and new  

 functionality more quickly

Deployment Summary

4	Resolution Accelerator 2.1

4	BusinessWare 4.3.2

Industry analysts estimate that last year, process exceptions cost companies 

over $100 billion and that number will increase as business becomes more 

complex and companies continue to adopt Service Oriented Architecture 

(SOA).
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Rapidly Growing Communications and 
Media Company Proves Gaining Control 
over Exceptions Results in Greater 
Customer Retention and Big Savings 



There were two root causes for the exception volume: 

technical exceptions and business process exceptions.  

Technical exceptions were caused by problems with the 

infrastructure – e.g., a database going down which 

would cause a transaction to fail. Once the issue was 

addressed, the backed-up orders would be manually 

resubmitted. 

Business process exceptions were more difficult to 

handle. Basically, new orders from the call center, web 

site, IVR, or partners were all fed into a CRM system. In 

order to speed the order taking process, exceptions from 

order data were resolved offline, including orders that 

had the correct information but did not match the back-

end system. The data on the cause of the exception was 

buried in log files which provided the location of the 

system, but not the location of the data in question. 

These exceptions would be repaired manually by work 

center personnel who would find the information and 

retrieve it, and then compare it against the original data 

to determine the inconsistency. They would then have to 

change the data and restart the transaction. 

After starting the internal development project to address 

these two types of exceptions, the customer became 

acquainted with Vitria’s Resolution Accelerator and was 

impressed by the breadth and depth of functionality. 

Not only did the product’s capabilities exceed the 

functionality that they would have developed in-house, 

but the cost was less than half of the estimated cost of 

their internal solution. Consequently, the customer 

decided to stop internal development and purchase 

Resolution Accelerator. The product gave them the ability 

to manage the exception process end-to-end, resolve 

most of the exceptions automatically and provided the 

visibility and control necessary to minimize future 

disruptions of critical processes.

The Results: Improved Customer Service, 
Customer Retention, and Lower Costs 

The implementation of Resolution Accelerator was 

accomplished in less than three months and began 

providing immediate benefits in terms of reducing 

exception load and tracking exception volume.  

Resolution Accelerator enabled the team to incorporate 

logic into the system that routed certain types of 

exceptions to specific groups. This additional capability 

resulted in a dramatic reduction in the time it took to 

resolve each exception. For example, if the exception 

was system related, the exception was routed to the IT 

resolution group. The process was more effective as well 

as more efficient.

The new system was also able to diagnose data discrepan-

cies from any of the systems involved in the process and 

then consolidate the discrepancies in the Assisted Resolver. 

This capability resulted in a significant reduction in manual 

research and a significant increase in productivity. 

Finally, because the company was able to reuse these 

centralized exception handling capabilities, it will also be able 

to rollout software updates and new functionality more 

quickly. This will save development dollars as well as shorten 

the time to bring new products and services to market.

  

Next Steps: Broader Application of  
Resolution Accelerator 
“Resolution Accelerator allowed our customer to ensure 

excellent customer service at high order volume rates,” 

said Larry Ehrhardt, Sr. Director Communications and 

Media Solutions, Vitria Technology. “Based on that 

success, they will be expanding the use of RA to include 

other areas of order management and general process 

efficiency. They believe RA’s capabilities have given them 

a true competitive advantage.” 
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Resolution Accelerator features automated exception resolution 
and user-configurable dashboards.


