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TELEPERFORMANCE

We are the worldwide leader in

outsourced omljlichannel
customer experience
management.

We are experts in people interactions and
it gives us the edge in delivering a superior
customer experience in every contact.




We have the
largest multicultural
team in the market.

With Located in
passionate countries
employees

340 163*

facilities workstations
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@) Teleperformance

Through our omnichannel
customer experience capabilities,

every year

by voice, e-mail, chat, click- to«tall soual !
media, video chat, face-to- face and ¢
other channels that your customers use.

O Countries where we operate

O Countries we serve




GN Research

Customer & Employee Experience
Design, Measurement & Management

% Predictive Analytics '_
% Enterprise Feedback Management |
€ Marketing Research A S
% CX Redesign a

@ 2016 = 20 millions TO & 100 Clients
; S gmesearch



<

ON
TARGE T

Predictive Experience Management




ke

Methodology
Kick off Stop / Go
$D
B )
ASSESS MODEL
Business needs Data exploration
Client processes Data management
Current behavior Model development
Current ROI Report / ROI
Stop / Go Results
) £ .
PILOT LAUNCH
Actions design Roll out
Pilot deployment Maintenance
Pilot tuning Improvement
Report / ROI Report / ROI
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Case Studies

Predictive
Complaints




ON

Predictive complaints

TARGET management
T from ISSUE
E — - High complaints rate for financial services (8k
I.I_J Mult]icnatior]al banking and Top 10 banks compl aints /yea I')
— inancial services worldwide . .
O company * Low levels of Customer satisfaction/
experience especially about mortgage
f’_’ management services
5' * Unrelenting Customer base reduction
(72)
','_-'é C(()ij[I_aints
£ reareRen to OUTCOME
S  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
Customer operations (based on Customers calling the
Satisfaction contact center during the week before),
Improvement

9
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through a weekly scoring (Customers at risk)
» Addressing caring actions, with actions tailored
on the specific issue, verified through proactive

outbound caring calls .
S gmesearch



‘ Complaints
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Target variable (presence/absence of a complaint in the next 30 days)
Reasons for call (with different levels of aggregation)
Product type

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

Team to whom the contact is assigned
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[‘ Complaints

% Réclamations Réelles
% Réclamations Prévues
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‘ Complaints

1511

N
Total Customers 1.390
PILOT LIST EXTRA LIST
Customers per 3.753 8.746
type of list (30,03%) (69,97%)
(% on Total Customers) CLOSED CONTACTS OPEN CONTACTS
Contacts/ UNSUCCESSFUL  RECORDS NOT
records worked M (;57 mm
e i (14,90%)  (6,60%) (8,46%)  (0,07%)
Complaints per
type of list 6 0
(% on Customers in each list) (1,07%) (4,97%) (0,57%) (0,00%)
1
13 records not contacted,
e due to a complaint already *
TOtal Complalnts a3 present in the week before 184 A Vs. COﬂthl
(% on Total Customers) (3,09%) the caring activity (1,47%) -52,45%

* Calculated on theoretical complaints:
3,09% * 12.499 = 387

@ \2) ) — Yoy h
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1 Complaints
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CComplaints reduction vs. Control Sample

52 5%53 8%

46.4%
45.0%43.9%

40.1% ™ ™)

 S1.2%51.0%
— o 47.8%

sagx 0%

SLT%

=

-®-% customers contacted

63.3%

58.6%

=m 54.3% S4.9%
33.5% — SLE% 51,1551 0%s0 4501 8%52.1%5.
— - ™

Correlation

0,802

2 1%52.6%52.9%4 T%2 8352 5%

— -

OnTarget vs
Control
50/50
Piot Nst. 15%
Customers
contocted.
3%
4 Comploints
va Control.
23N

[pvoywct inderrugtion v Jw/

Aug)

OnTarget va. Controx.
50/50
Aot Ast: 15%
Customers contocted
11%
4 Complaints vs. Controd.
0%

OnTarget vs
Control. 50/50
Piot Nst: 30%
Customers
contacted. 208
4 Comploints vs
Control
53%

(vayect nterrupdion o Aug-14 and Aup-15)

OnTorget vs. Controd. 50/10
Aot Ast: 30% (with a maximum of S00/1.000 contacts per week)
Customers contocted: 15%
A Compflaints vs. Control: -53%
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Case Studies

HR Selection
Analytics




%ANRG ET Predictive Employee Selection

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

@ a better job position fit produces: O
e O

7y A
a SALES ATTRITION A4 @
— rég Q
E — ABSENTEEISM y =
s b e
o CUSTOMER SERV. sickness (s & 3
_Q —
o ~ csaT ¥ T X
2 Qe Q . O
TECH SERV. FEcRE T o

"
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[( HR Mgmt

How does it work?

Proprietary algorithms that will help organizations identify those
coveted potential high performers at the recruitment stage

Candidates Pool Individual Job Fit Index

v Identifies the best key
qualifiers

v Calculates the probability

by candidate and
program
Recruitment
HIGH Ranking
PERFORMER

(O 0e) () =D gmesgach
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HR Mgmt

- ORDER / PLANNING / METHODIC
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RIGHT BRAIN EMISPHERE
Holistic thinking mode

PAT / FRIENDS
Q.

\'I

DEFERENCE / RESPECT

HELP / NEEDS
OF OTHERS /

PERFORMANCE /

/AGGRESSION / OFFENSIVE (2)

EXHIBITION

AGGRESSION / OFFENSIVE (1)

TEAM SPIRIT (1] @+ —

L
..... T =~ . ASSISTANCE / HELP /

7 \ _. " NEEDSOROIHERS /
. -« = -» e
! PROMPTNESS / TEAM SPIRIT (2) >
- UNDER * A
- PRESSURE 2 ?: ¢ LEFT BRAIN EMISPHERE
N : 8 Linear thinking mode
b ko) ; -
- b ¢
o) .
Ryl —
PERSISTENCE / TENACITY / " OIS
@  PATIENCE / SELF-CONTROL ..
.
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[ HR Mgmt

4 N\
BETTER LOWER ATTRITION
WIN 1 AGENTS EX LOWER ABSENTEEISM
\_ 4
4 N\
BETTER HIGHER CSAT
WIN 2 CUSTOMERS CX HIGHER FCR
(G Y.
4 N\
BETTER HIGHER CSAT AND FCR
\ WIN 3 ) CLIENT PERFORMANCE DRIVE CLTV
4 \
ROI & INCREASE IN EBIT
WI N 4 TELEPERFORMANCE DIFFERENTIATOR SHARE OF WALLET AND NEW BUSINESS
N\ .

5
TP Country . TP CountryB TP CountryC= TP'A & B TP ClientZ TP Country A

Attrition Attrition Sales Absenteeisnr CSAT FCR
-44,0% -31,0% +28,2% -18% +22% +20%
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Thank You

Paolo Righetti — Co-Founder and CEO
+33 6 33 050505

paolo.righetti@gnresearch.com




