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Delivering significant service improvement and cost
reduction through simulation fechnology

Headline Benefits:

* Delivered £1m saving in L.T. investment

*  Opfimised call routing to realise savings of
€20k per annum

¢ Optimisedstructure of overflow callsbetween
departments, whilst maintaining agreed service
levels

* Improved knowledge and understanding of
the business

* |dentified annual savings of £400k through
testing and evaluating options for consolidation
of departments

* Avoided a previously unidentified potential
increase of 100 FTE for a company-wide customer
Initiative

Cogentium solutions helped one of the world’s
leading infernational mobile telecommunications
groups save in excess of £1.4m. Within their UK
operations, Cogentium solutions helped improve
service levels through the use of a simulation-
based solution to assess the impact of change on
business performance.

The solution was used o support a number of key
operational and straftegic initiatives, resulting in
multi-million pound savings.

Cogentium’s solution enabled numerous non
simulation-technical users to run multiple “what-if’
experiments and assess the impact of potential
changes on business performance, quickly pin-
point problems or high-risk areas and enable
corrective action to be taken.

The solution was used within the UK to support
plans for investment, optimisation of call routing
and consolidation options to deliver significant
cost savings, service level increases and a befter
understanding of the business:

The Benefits
Delivered £1m Savings in Investment in |.T.

As part of considering significant investment in calll
back technology, the Cogentium solution was
used to test and validate the business case for a
€1m investment. Prior to the analysis, the initial
business case for investment estimated a potential
FTE saving of £750k through the use of the call back
technology.
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Cogentium proved that investing in the call back
tfechnology would in fact result in an increase in
FTE requirements in order to meet the call back
tfechnology agent requirements.

Cogentium demonstrated that the investment in
call back technology was not justified and as a
result, delivered total savings in excess of £1m.

Modelling of Care Estate to Deliver Saving of £20k
per annum

The solufion was used to opfimise call routing
between 10 contact centre sites.

One project explored the feasibility of matching
high value agent skill groups to high value call
fypes. Here, Cogentium’s solution enabled the
organisation to manipulate inputs to achieve
performance godls.

They were able to fest changes to inputs, such
as call volumes, staff per agent group, average
handling time and call overflow rules, and measure
the impact of these changes on Key Performance
Indicators, such as calls answered within agreed
service level, call abandonment and occupancy.

Cogentium’s simulation fechnology demonstrated
that optimisation of call routing within the high
value call stream would reduce the occurrence of
high value calls being answered by non-high value
agents by 26% - a reduction which would deliver
savings of €20k per annum, whilst simulfaneously
mMaintaining service levels.

Optimising Call Flow to Deliver on Service Levels

The mobile operator had a requirement to structure
the overflow of calls between 3 groups - Technical
Support, Care and Sales - in a way that ensured
calls were answered by the correct department,
and that service levels were also maintained across
all 3 groups.

The Cogentium solution demonstrated benefits on
two levels; the optimisation of call flow across the 3
groups would improve the customer experience by
reducing the likelihood of calls being answered by
another department by 10%, whilst simultaneously
mMaintaining or increasing service levels across the
groups.

Facilitating Debate and Discussion of a new
Customer Initiative

A new initiative had the objective of turning existing
customers into ‘fans of the brand’.

As part of the initiative, an increase in average
handling time was proposed, requiring agents to
build stronger links with the customer.

Cogentium  technology facilitated  debate
and discussion of the inifiative, highlighting a
previously unidentified potential increase of
100FTE if undertaken as proposed. The Cogentium
solution therefore avoided significant risk of non-
performance and directly contributed toimproving
the organisations’ knowledge and understanding
of the initiative and the business overall.

Identifying Annual Saving of £400k Through
Consolidation of Departments

Historically, two call types had been dealt with by
two separate teams.

Using Cogentiumtechnology, the organisationwere
able to identify and fest the impact of merging the
two departments, providing confidence in delivery
of recommendations to the business for the merge
of two feams.

The results proved that merging these two tfeams
would result in a significant FTE saving, delivering
an annual saving in the region of £400Kk.
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