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Testing strafegic and operational improvements
across multi-channelled contact centres

“Cogentium’s solution

will give 3 the power and
flexibility to test numerous
changes to our existing
customer handling
processes, driving ongoing
change and supporting us
in the delivery of excellent
customer service.”

Chief Operations and
Technology Officer,
3 Mobile.

3, the UK’s leading mobile media company,
selected Cogentium to model and test strategic
and operational improvements across their multi-
channelled UK and overseas contact centre
operations.

In pursuit of developing world-class customer
contact centres, 3 recognise the need to test the
impact of change within their contact centres.
Affer extensive market evaluation, they selected
Cogentium, based on their powerful proprietary
soffware, strong technical capabilities and contact
centre market referenceability.

Cogentium’s solution consists of a tailored interface
and an underlying simulation engine, and will
empower 3’s contact centre planning feams to
undertake extensive ‘what-if’ analysis to quantify
the optimum resource and skills mix in the contact
centre to deliver a consistently high standard of
customer service.

Using the solution, 3 willbbe able to identify and assess
the actual impact of proposed front and back
office improvements, prior to the implementation
in practice, before committing time, money and
resources.

Over a simulated 24 hour, weekly or monthly period
and using actual or proposed call demand and
resource level data, 3 will be able to alter the
volume of demand, resource availability by skill
type, call routing rules, FTE numibbers and service
levels.

The solution will provide powerful visual and
graphical results to show the effect of these
changes on output such as percentage of calls
answered by demand type, resource utilisation,
queue lengths, call waiting tfimes and projected
calls answered and lost.
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Colin Williamson, Director of Business Development
at Cogentium said,

At Cogentium we understand that complex
confact centres face the constant challenge of
minimising operating costs, while simultaneously
raising the quality of services provided to customers
through these contacts.

We are delighted to be working with 3 to deliver a
solution which will support them in meeting both
these objectives in their contact centres”.

Chief Operations and Technology Officer, 3 Mobile
said,

"We chose Cogentium as they were able to
provide an outstanding solution to support our
immediate and future forecasting and planning
requirements.

Cogentium will give 3 the power and flexibility to
fest numerous changes to our existing customer
handling processes, helping drive ongoing change
and improvement, increasing the efficiency of our
contact centres, and supporting us in the delivery
of excellent customer service.”

About Cogentium

Cogentium specialise in improving our clients’
operational processes and service delivery through
the provision of innovative, market-focussed
business intelligence software and solutions.

Our experience spans across a number of industries
and business sectors, where we have delivered
multi-million pound cost savings, delivered tangible
business process improvements and driven
significant strategic change. Our technology has
been the catalyst for change in some of the world’s
largest and most successful organisations.

With up to 20 years in the industry, we have a
wealth of experience putting the theory into
practice. We work to deliver software and solutions
that help our clients gain a better understanding of
their business processes and enable them to make
better informed business decisions that have readl
business impact.

About 3

3 is a mobile media company delivering a
convergence of communications, entertainment
and information to customers on the move:

e Communications - including all forms of
personal communications, voice and video calling;
text, picture and video messaging; and mobile

blogging

e Enferfainment - including television, music
audio and video, computer games, and media
publishing

* Information services - including wireless web,
access 1o the best of the infernet and a range of
news services.

3 UKisamember of the HWL group of 3G companies,
which include 3G operations in Australia, Austria,
Denmark, Hong Kong, Ireland, Israel, Italy, Sweden
and soon Norway.

Three facts about 3:

e 3, a mobile media company, launched the
UK’s first 3G network

e 3 has over 3.9 million customers in the UK and
over 14.7 million worldwide (March 2007 figures)

* The 3 network offers national coverage for calls
and texts, and over 90% population coverage for
3G services.

Find out more:
For further information on Cogentium solutions
contact:

Web: www.cogentium.com
Email: inffo@cogentium.com
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141 St James’ Road, Glasgow G4 OLT
United Kingdom
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