- Our Success Stories

ciboodle’s out of the box case handling functionality
provides businesses with a lean, process-centric approach fo
workflow that is designed to suit their needs. The technology
is flexible enabling workers to step outside the boundaries

of prescribed processes and go that extra mile for the
customer. This dynamic approach allows the agent to add
or schedule activities to an open case and tailor responses
fo the exact needs of each customer; and for those less
experienced workers, process guidance and execution helps
to keep service consistent and lowers fraining costs.

ciboodle users have universal access to related case
information including; costs, contacts and correspondence,
which enables cases to grouped as a ‘file’. This allows
agents fo make informed decisions that reduce hand-offs
and increase first time call resolution. Role based privileges
determine who can view, add and modify case data either
before or after the corresponding case activities have been

executed.

Throughout the duration of any customer

interaction, ciboodle retains complete audit, frack and
control of case progress against targets, automatically
escalating cases when necessary via the appropriate
channel. These automated responses reduce the cost to
serve and boost customer satisfaction.

Consistent customer information is the key to superior
customer experience and ciboodle’s case handling ensures
that the right information is delivered to the right person at
the right time - every time.

Eskom

Efficiency and customer service @ Eskom
within the front and back

office of the distribution division of South Africa’s seventh
largest state owned utility was seriously hampered due to
inconsistencies in the handling and recording of customer
faults.

ciboodle’s case handling delivered a comprehensive case
management and workflow solution across six regional
contact centres with automated multi-channel escalation
of service interaction frends to target individuals based on
contact type, customer type, and geographic area.

* £7m saving as a result of case management effectiveness

* Threefold increase in first time call resolution results and
a 75% reduction in follow up interactions and call backs
saving in excess of £2.3m

¢ 80% reduction in average case handling time: 30 days
reduced to é days

Standard Bank South Africa
Costs were high and customer Standard Bank
service was suffering as a result of

the 18 different systems used fo manage customer requests.
Laborious processes with multiple hand-offs, made it
impossible to track and manage cases without customers

becoming aware of infernal complexities.

ciboodle’s case handling enabled visibility of case progress,
which allowed for the seamless management of service
requests across multiple products and operations including;
contact centres, branch and fulfillment operations.
Executive dashboards enabled managers to monitor service
level adherence and performance against targets.

* Project will be cost neutral only 24 months after
implementation

* Average handling time was halved after only 8 weeks

* Service levels consistently improved and in 5 months
surpassed all baseline targets






