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Overview

Delivering operatfional and strategic process
performance solutions within Financial Services

“The ability to implement
changes in the model
which specifically mirrors
our operating environment
is essential. The solution
was able to clearly
demonstrate how it could
support us in achieving
these goals.”

Jawn MacDonald,
Responsible for the Project
Delivery at HBOS plc

Intoday’s competitive environment, with increased
regulations and less customer loyalty, it is essential
for Financial Services organisations to operate
more effectively and efficiently in order to increase
profitability, improve operations, reduce risk and
control costs.

More than ever before, in order to succeed, it is
critical for insurers and banks to adopt strategies
that give them competitive advantage and enable
them to deliver exceptional customer service to
meet their customers’ ever growing needs .

At Cogentium, we specialise in delivering
operational and strategic process performance
solutions.  Our customers are leaders in retail,
business and corporate banking, investment and
insurance services.

Cogentium solutions can be implemented in the
Financial Services sector to model a variety of
processes:

Banking

Supports operational and strategic planning in
retail operations, contact centre performance
optimisation, staffing levels, disaster recovery,
capital adequacy / provisions planning and back
office process optimisation

Insurance

Cogentium’s solutions can be applied in policy
issuance and underwriting, claims handling and
processing, customer service improvement,
disaster recovery, risk mitigation and contact
cenfre performance opfimisation.
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With almost 50 million customers worldwide and
20,000 employees, our client is one of the world’s
largest providers of MasterCard and Visa credit
cards in both the UK and United States.

Our client’s contact centres perform a number of
business functionsincluding application processing,
customer service, product design and marketing,
card issuing, collections, business development
and database management.

Cogentium provided the core fechnology to
support  Optimisation and Simulation of their
Inbound Call Centre Network.

The centre receives roughly 1.5 million calls per
week. These calls are segmented across over 50
call types and then delivered to over 30 agent
groups based on skills and the dynamic status of
the network.

Cogentium has enabled our client fo examine the
impacts of routing changes in a simulation tool
prior to their implementation in practice - avoiding
potentially costly errors in design, whilst providing
qguantifiable benefit for proposed investment.

HBOS - Improving Contact Centre Performance

HBOS selected Cogentium to develop a solution
to fest potential operational and strategic business
process changes within their UK customer contact
centres.

As the UK’s largest mortgage and savings provider,
HBOS has nine retail telephony contact centres,
handling in the region of 230,000 calls per day, by
around 6,000 call handlers. HBOS recognised the
need to use Cogentium’s proprietary software to
explore how changes in call demand, resource
availability, skill groups and call handling, will
impact on service levels.

With staff costs accounting for up to 70% of
fotal contact centre operating costs, HBOS use
Cogentium software to maximise staff retention. This
is done by ensuring call handling is spread across
all skill types and by testing potential changes to
call routing to ensure calls to multi-skilled staff are
routed appropriately and that planning tfeams
have the ability fo examine the impact of flexible
shift patterns.

The solutioninitially focussed on testing call blending
and customer prioritisation rules to measure the
impact of change on front office service levels,
however future plans include developing the
solution further to examine how these changes
also affect back office service levels.

Cogentium has empowered HBOS contact centre
planning teams to undertake extensive ‘what-if’
analysis and examine the resultant impact of these
changes on service levels.

Colin Williamson, Director of Business Development
at Cogentium Corporation said,

“For large and complex contact centres like HBOS,
it is vital for them to be responsive to changes in
their dynamic contact centre environment.

We are pleased to work with HBOS to develop
a solution capable of supporting them in
understanding the impact of potential change
and driving improvement in their contact centres.
We are delighted to be a part of the HBOS tfeam
supporting them in their confinued drive to deliver
exceptional customer service.”

Jawn MacDonald, Responsible for the Project
Delivery at HBOS plc added,

"Customer and colleague satfisfaction is critical
at HBOS and we strive to understand how
changes can impact on these groups. The
ability to implement changes within a simulation
model which specifically mirrors our operating
environment is essential. It allows us a risk free way
to predict the impact of change and also allows us
to find areas to make further improvements to our
performance.

Cogentium was able to clearly demonstrate how it
could support us in achieving these goals.”

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

Web: www.cogentium.com
Email: inffo@cogentium.com

Head Office

141 St James’ Road, Glasgow G4 OLT
United Kingdom

Tel:+44 141 552 4455

Fax:+44 141 303 8388



