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TELEPERFORMANCE
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GN Research
Customer & Employee Experience
Design, Measurement & Management

Predictive Analytics
Enterprise Feedback Management
Marketing Research
CX Redesign

2016 = 20 millions TO & 100 Clients
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Predictive Experience Management
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MODEL
Data exploration
Data management
Model development
Report / ROI

ASSESS
Business needs
Client processes
Current behavior
Current ROI

Methodology

Kick off Stop / Go

Results

PILOT
Actions design
Pilot deployment
Pilot tuning
Report / ROI 

LAUNCH
Roll out
Maintenance
Improvement
Report / ROI

Stop / Go
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Case Studies
Predictive 
Complaints
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Predictive complaints 
management

• High complaints rate for financial services (8k 
complaints/year)

• Low levels of Customer satisfaction/ 
experience especially about mortgage 
management services

• Unrelenting Customer base reduction

• Leveraging on past data (complaints and CRM 
data, by customers), we created a predictive
model to anticipate complaints event

• Deployment of the model on Contact Center 
operations (based on Customers calling the 
contact center during the week before), 
through a weekly scoring (Customers at risk)

• Addressing caring actions, with actions tailored 
on the specific issue, verified through proactive 
outbound caring calls

Satisfied
Customers

+31% Customer 
Satisfaction 
improvement

Multinational banking and 
financial services 

company

Top 10 banks 
worldwide

from ISSUE

to OUTCOMEComplaints 
-58% Complaints 

reduction
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Complaints

Team to whom the contact is assigned

Product type

Reasons for call (with different levels of aggregation)

Target variable (presence/absence of a complaint in the next 30 days)

Count of CC contacts in the previous 30 days, per reason of call and total
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Complaints

• % Réclamations Réelles
• % Réclamations Prévues
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Complaints
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Complaints
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Case Studies
HR Selection 
Analytics
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OnTarget Recruitment is a HR analytics solution that counts on advanced big-data algorithms to 
identify future potential high performers for each job family and to improve several operational KPIs

Predictive Employee Selection

SALES

CUSTOMER SERV.

TECH SERV.
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a better job position fit produces:
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ATTRITION

ABSENTEEISM

SICKNESS

C-SAT

FCR


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HR Mgmt
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HR Mgmt
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HR Mgmt

1
TP Country A
Attrition
-44,0% 

2
TP Country B
Attrition
-31,0%

3
TP  Country C
Sales
+28,2%

4
TP A & B
Absenteeism
-18%

5
TP  Client Z
CSAT
+22%

6
TP Country A
FCR
+20%

AGENTS BETTER
EXWIN 1 LOWER ATTRITION

LOWER ABSENTEEISM

CUSTOMERS BETTER
CXWIN 2 HIGHER CSAT

HIGHER FCR

CLIENT BETTER
PERFORMANCEWIN 3 HIGHER CSAT AND FCR

DRIVE CLTV

TELEPERFORMANCE ROI &
DIFFERENTIATORWIN 4 INCREASE IN EBIT

SHARE OF WALLET AND NEW BUSINESS
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Q&A
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Thank You
Paolo Righetti – Co-Founder and CEO
+33 6 33 05 05 05
paolo.righetti@gnresearch.com


