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Pontica's Solution

Reduced ART and AHT,
surpassing industry standards

e |mplemented Chatbot
and Round Robin system
e 3x quicker ART with a
minute reduction (<50s)

Efficiency showcase

- Challenges @}@

How we successfully optimized the

operational performance of a

* 100% team intervention on live issues experienced by

last-mile delivery leader partners/clients

Our Client

 Efficiency: CS team optimization and team management
due to rapid growth
e Quality: CS team quality of work improvement through

quality processes

A leading European last-mile B2B delivery * Stability: CS team onboarding and knowledge transfer
platform, operating in 6 countries and over improvement
100+ cities.

Increased CSAT to 80% with
new CX division

e Creation of a CX division,
providing valuable insights on
customer needs in the form of
new processes and reporting
* »30% CSAT over 6 months
thanks to new standards and
ongoing support

Improved training, shadowing,

and materials 6
A New Departments Markets
e Partner experience * Spain l
""""""" . 7\ * Client experience . ﬁglrtuga
O«<0Od e Admin 2 UKy
* Live Operations e France
e System Monitor e Poland
e Training quality
improvement through
new LMS system to ensure l e
" | 3.5 min || Stevie
efficient onboarding of Interactions in 2022 Award
new joiners, reduce time Handled with reduced For Best Customer

spent and need for cost for the client Support team of the Year

refresher training




