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How we built an RPA tool for a last-mile

delivery leader and optimized - . .
operational performance The initial team had 100% interventions

on live issues experienced by their
partners/clients. To optimize time and
effort, a simpler process needed to be
provided that would resolve their query.

Our Client

A leading European last-mile B2B delivery
platform, operating in 6 countries and over
100+ cities.

Pontica's Solution Q

Chatbot implementation

e Review processes that can be solved without intervention

* Implement Round Robin chatbot 2500 2min 55% 55k ll-%

e Continuous learning: teach the chatbot about

Hours saved Improved overall Reduced Automated chats Increase in

these processes and provide it with feedback after errors occur weekly Handling time by ":‘t:e“‘;z';t:g“ weekly CSAT

e Continuous monitoring for repetitive queries
e Apply new paths for repetitive processes to
further trim down intervention
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With 3+ million interactions yearly and ~ 10000 deliveries at every moment, every second
spent on unnecessary interventions had to be optimized. To improve the process, our CRM
technology, Pontica designed and implemented a working Round Robin solution.

{Q’; Outcome

The steps

Design process to remove entirely the “assigning” of chats

Measure benefits and showcase them to the client Specialist
35% || 50% || NO |[ w&me || x3
Receive approval and begin implementation g change
. . o AHT improved e interruption to as it reduced the AFR improved
. - e pro ] a
Create folders for operations and align existing processes with the testing s l;m:: . the service was meaningless three times

group implemented caused assignation process

with them
Begin testing with one market and observe the challenges
Onboard 200 FTEs to the new process




