rﬁ Pharmaceutical Company - Customer Service and Support Desk

Business Requirement

A& leading European 1T Managed Sarvice provider wos monaging o support service for a leading Phormaoceutical company that had large
number of employees and a brood mix of legacy and new applications. Handling over 15000 calls a month, a significont amount of time was
being spent by the Ist line support team executing user administration tosks. In foct, due to the comphaxity of the systems and processes, the
avarage time for each such Incident was aimost & minutes. os the agent novigated [nefficlently between various systems to occess, manipulate
and update information, subsequently offering inefficient service and poor cusiomer experience,

The Challenges

& System wos widely used to Iulfl objectives of its end users and legocy doto playved o key role for the users to shift to the new system.
® Thers was need for a singke outomated process thot would enoble speedy incident logaing.

Alternatives Considered

The customer considered hiring extra heads to execute dota entry tosks rmonually, but were oware that It meant heovy Incremental costa for
recrultrment, training and resourcing the extra staff,

Avenir Solution

® Dellvered within 2 weeks, the automated solution
- provided through Virtual Workers in place of human aogents - was able to complete tasks in less than 50 seconds —an 83% reduction in
execution time. Along with this improved customer service, the volurme of support resource reguired hos been significontly reduced ond o
number of support technicians have subsaquently been redeployed, resulting in o tangible cost[efficiancy saving of €IM,



