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“Your platform is incredible with all 
the little details you can dig into, and 
the automation piece is enabling us 
to serve our customers better”

Case Study

CALLS HOURS TOPICS LANGUAGES COST REDUCTION

Agent Development 

▸ Zero wait time for customers due to 
automating 48% of calls.

▸ Instant redirection of specific issues 
toward trained experts.

Cost Reduction 

▸ 48% cost reduction achieved 
through automation of repetitive 
calls.

▸ x300 - 400 uplift in number of 
monitored calls for 18% cost.

Retail Company

The Challenge

The client wanted to investigate what had been a steady reduction in 
their NPS which they believed to be related to long wait times.

Key focus: 

Positive Outcomes

Retail Company was concerned with 
long waiting times impacting 
customer satisfaction, NPS, and 
retention.
London, UK (500 employees)

Using the statistics derived from our analysis, we 
presented our client with ways to resolve issues they had 
come to us with, but also  alerted them to issues they had 
not been aware of.
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Specialised and focused agent training 
resulted in an increased use of empathy 
and contributed towards a 40% 
reduction in the use of negative 
language.

▸ Topics: We created bespoke ‘topics’ based on the reason for each call. 
We determined there were 20 different reasons for customers calling 
the contact centre.
▸ Sentiment: Analysed patterns within customer sentiment (use of 
positive/negative language)  to reveal which topic(s) caused the most 
frustration for customers.
▸ Empathy: We looked at how many agents responded to customer 
frustration with empathy (“I apologise for the long wait time today”).

450 hours 
recorded calls

25 agents 20 topics

Identify the main reasons driving calls toward the contact 
centre.

See if reduction in NPS was due to issues encountered 
before the call or AS A RESULT of the call.

Discover ways to reduce the overall contact volume and to 
improve customer experience for those who are calling.

Our first step was to aggregate calls in to English and 
non-English using NLP classification algorithms.
This was followed by:

Zero Wait Time

NPS Recovery 
Zero wait time and improved agent 
sentiment saw a steady recovery in our 
client’s NPS.

Cost and Time Savings

Identified reasons for repeat calls, reduction of 
which resulted in 48% savings.

x300 - 400 uplift in number of monitored calls for 
18% cost.

Automatic categorisation of calls and reporting 
saved 40h of manual work per week.

48%

82%

40h

Empathic Language

By measuring the use of negative language from 
customers, we were able to determine whether 
agents responded to this with empathic sentiment 
and found many agents were failing to do this. 

Bespoke training given to those agents with the lowest 
Empathy Sentiment Score saw a 40% reduction in the use of 
negative sentiment. 

Wait Times

We discovered two recurring instances where customers faced 
long waiting times. These were:
▸ When on hold, waiting to be connected to an agent.
▸ When an agent required help from a senior member of staff to 

resolve an issue.
Our client was unaware to the scale of the latter issue and we 
deduced that automatic delegation of specialised issues directly 
to a trained agent would improve average handling time by 60%.


