
Our client

 
Levelling up the CX  
of a Gaming leader 

An established, world-class Japanese 
Gaming publisher and developer with global 

reach in Asia, North America, and Europe. 

•   Lack of centralized customer experience 
and support 
•   Struggle with time and task management  
•   Lesser focus on escalation flows and 
problem-solving processes  
•   Difficulty with trend monitoring  
•   Lack of visibility of potential game-
related issues like new release, after a patch 
and more 

Challenges

OutcomePontica's Solution

 
•   Dedicated expert team 
of passionate gamers  
Mon to Sat 12h support 
•   Customer experience 
delivered in 6 languages 
(EN, FR, IT, ES, DE, JA) 
•   New chat and forum in 
6 languages 

 
•   Prioritizing the 
customer voice  
•   VoC analysis and 
holistic view of player’s 
experience  
•   FAQs suggestions and 
publishing  
 

 
•   Second team manager 
optimizing process and 
content management  
•   Technical expert to 
monitor and resolve 
emerging issues 
•   Regular detailed reports 
on new releases and trends

 
•   Store support for 
improving support and 
handling requests  
•   Loyalty points program  
•   Dedicated store chat 

Creating a CX department 
 in < 6 months  

Developing strong 
customer-centric culture

Building flexible processes 
to meet evolving needs

In-store experience

CSAT score 
< 90%  > 3h  

20%  2020  

FRT 

 
award for CS  

Department of the Year

 Gold Stevie  survey 
response rate


