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Actionable Insights  Accurate Decisions

Client

Remittance Industry

The Problem

As a result of the pandemic, the
company's call centers could not
function at full capacity. The client
wanted to determine the revenue
impact of downsizing their call
center personnel.

The Before State

There was no approach in
place to track the performance
of call centers.
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The LatentView Solution

& The first step was to understand the customers' behavior post their conversation with
= the call center and determine their transaction patterns.

= The details of callers who contacted the call center in a particular month were gathered, and
their transactions were tracked over the next six months and calculated their return rates.

@ The approximate revenue generated by these customers who return post their call was calculated.

I_é., Call center information was obtained (approximate charge per call), and the total cost of
Q running a call center at full capacity was generated.

Using this, we created scenarios of call centers operating with 90%, 75%, 60%, and 50%
manpower and the calculated cost savings for each of these scenarios. We also calculated the
calls that may go unattended because of reduced manpower and recalculated the revenue
generated by these customers over the next six months. With this data, we were able to
determine if the call center downsizing will take a toll on the company's revenue in the long run.

The After State

% It was noted that the global return rates of the customers were ~50%, which means that the
cost savings outweigh the revenue loss from customers unable to reach the call center.
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This analysis was extended to a regional level to understand the reason for a call at a specific

= location. This helped understand how to reduce the dependency of call centers for particular
1@ issues and establish alternatives. For example, the client partnered with another agency to

communicate the money transfer status to the customer. This led to a decrease in status calls
to the call center.

About: LatentView Analytics

LatentView Analytics is a leading global data and analytics service provider helping companies turn data into
actionable insights to gain competitive advantage. As a trusted analytics partner to the world's most recognized
brands, LatentView solutions provide a 360-degree view of the digital consumer, fuel machine learning capabilities
and support artificial intelligence initiatives. LatentView’s success is driven by a commitment to deliver unrivalled
analytics solutions that enable Fortune 500 companies in the retail, CPG, BFSI, high tech, healthcare and other
sectors to predict new revenue streams, anticipate product trends, improve customer retention, optimize investment
decisions and turn unstructured data into a valuable business asset. LatentView has offices in Princeton, N.J., San
Jose, Calif., London, Singapore and Chennai, India with more than 600 employees globally.

For more information, please visit www.latentview.com or follow us on LinkedIn, Email: sales@latentview.com



