
Case Study: 
Multi-Location Onboarding in 1 
Week: The Cowan Group



“We’re thoroughly impressed with how the albi 
team was able to quickly onboard our large 

team and transform the way we do business”

Peter Cowan

Cowan Restoration, Australia’s largest 
privately held restoration company, 
operates 23 offices nationwide. In May 
of 2022, the Cowan executive leadership 
team decided to replace their proprietary 
software with Albiware. Ops Manager, 
their custom-built software solution, was 
developed by Cowan over 15 years ago. 
The past 15 years, Cowan has contracted 
3 full-time developers to continue 
maintaining this platform. Even with a 
full-time maintenance staff Ops Manager 
had become outdated. It was slow and 
hard to use, due to the consistent stacking 
of complicated features on top of each 
other.

The speed and user interface issues led 

to the loss of visibility, and the ability to 
respond to consistently decreasing KPIs. 
Cowan leadership felt this lack of visibility 
was  reducing customer satisfaction, com-
pany morale, and company efficiency. The 
most critical loss was the ability to make 
informed business decisions.

Cowan was the perfect client for Albi as  

Case Study:  
Multi-Location Onboarding 
in 1 Week: The Cowan Group

Albi’s mission is to empower restoration 
companies to embrace innovative 
technologies by making it simple and 
accessible to grow and scale their 
businesses.
Cowan was desperate to find a solution to 
their business pains and knew that with-
out it, they couldn’t maintain their aggres-
sive growth.

Managing Director 
Cowan Restoration Services
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The beginning of our onboarding & training plan. A training session at Cowan. Alex drawing key reasons for change. Saying goodbye to clunky, old tech. A leadership touchbase meeting at Cowan.



Albiware assembled a team to go “down 
under” and onboard Cowan in one week 
at Cowan’s request. This would be a re-
cord breaker to Albiware’s typical 30-day 
enterprise implementation process. 

Pre-implementation began in L.A. where 
our onboarding specialists met with the 
Cowan leadership team. This pre-imple-
mentation meeting was to lay the founda-
tion for the implementation methodology. 
A successful software implementation 
starts with identifying and understanding 
the business’s core processes. These core 
processes should be formed into a visual 
process map. Visualizing Cowan’s process 
flowchart led to a number of revelations 
into some gaps in their current job flow. 
This exercise gave leadership the oppor-
tunity to restructure breakdowns in their 
operations and refine SOPs prior to go 
live.

After the initial process mapping, our 
data transfer team connected to Ops 
Manager. We mapped out their existing 
data to identify gaps to ensure their were 
no issues integrating their legacy project 
data.

The first deliverable from Cowan was to 
send a list of documents, staff members, 
and equipment. 

Pre-implementation 
(July 24th - October 3rd):

Training & Go Live  
(October 3rd - 10th):
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Training
Melbourne, Australia - An initial 
meeting between each team’s 
leadership was called immediately 
after arrival at  Cowan’s main 
headquarters. The outcome of this 9 
hour intensive training was a solidified 
integration plan. Breaking down each 
process, the teams mapped each 
area of the initial flowchart and it’s 
corresponding point in Albi. 

The next step was to plan and execute 
an efficient training schedule for 
Cowan’s 250+ employees. A critical  
key to success in training an 
organization with 23 locations and 
hundreds of employees, was to create 
a clear timetable of deliverables in 
each level of the company. 

“The main gist of (the training) was done in 
a week during onboarding.”

Ben Smart

Day 1

Victoria State Manager, 
Cowan Restoration Services



Alex and Margarita each began 
training the Cowan employees. 4 
different training sessions were 
repeated 4 times during the week, 
split up between the various staff 
roles. The training sessions were split 
up into: Admin training (corporate 
headquarters) ops training (team 
coordinators and schedulers in each 
office), technician training, and 
invoicing training. Part of the team 
split up to go to a few other main hubs 
of Cowan’s operations to train. By the 
end of the week, all 200 employees 
had been trained and ready to go live. 
During this time, Shamoil led the data 
team in mapping the transfer data 
from Ops Manager into Albi. Day 5 at 
7 p.m. was the cut-off date, and Ops 
Manager shut down.  

“Transferring the data was a tedious 
task. The existing system was coded 
by freelance developers in an 
overly complicated way. They were 
also unwilling to provide support 
throughout the process. It took 
hours for us to understand how the 
current system was mapped, however, 
it was rewarding to see everything 
completed.” 

“The transition into albi was 
very smooth!”

Kristy Volovik Shamoil Soni

Day 2-5

Major Loss Rep, Cowan Restoration Services
CTO, Albiware



What’s next?:
The successful launch of Albi to Cowan Restoration 
proved the product market fit of Albiware within 
the Australian restoration market. Albi realized 
the tremendous potential of empowering Aussie 
restorers to embrace innovative technologies 
by making them simple and accessible. Albi is 
already in talks with major insurance carriers in 
Australia and integration with Endata, Australia’s 
primary claims management platform. Many major 
Australian insurers have already approved  
Albi’s reports. 

Shamoil led the data transfer team in 
the final data dump. Albi goes live with 
all of the data from the old system, 
including photos, pdfs, invoices, and 
much more.  

On the Monday morning of “go live”, 
the entire leadership team assembled 
expecting significant hurdles and 
issues popping up given the massive 
change. Surprisingly, the transition 
was smooth and no major issues 
occurred. A couple of employees had 
minor areas that were needed to be 
retrained on, however, there were no 
major roadblocks. 

Day 6

Go Live

“I expected phone calls, emails, things to 
go wrong. Nothing went wrong. We had our 
first job on the weekend and the guys put 
it in, went to the site, did a reattendance, 
without any problems at all.”
Benjamin Smart, Victoria State Manager, Cowan Restoration Services


