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Ensure quick and effective conversation between a client and the company!
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I I Reduce costs for the customer service
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30% \ + Cost per inbound contact

72 % First-line resolution rate
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Easy to use knowledge base
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Quick and effective conversation
between a client and the company
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5333 /o 51.33 + 4

75% o Self-service completion rate

65% « 4" First contact resolution rate

97 + = Maintain Knowledge Base Up-t...

2 hours - Average speed of answer

Satisfaction by the customer service

53.33 + o Maintain Excellent Conditions f...

I I Maintain Knowledge Base Up-to-Date

Maintain Excellent Conditions for
Agents
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@ 97 % Up-to-date materials in the knowl. ..

7 hours Agent training hours

0 o Keep knowledge aligned wit. .. g

60 % Agent occupancy

= 95% Agent satisfaction

5% Turnover rate among top perf...

0 > Provide agents with better tr... E

Keep knowledge aligned with new
customer behavior habits

" Provide agents with better training and
- coaching programs

E Learn from mistakes

E Break informational silos

Leading indicator

Lagging indicator




