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NEQQO

Never Ending Quantitative Qualitative Observations Speech to Text Technology
ED )
NEQQO synergizes deep human «
expertise, with state-of-the-art < ,
speech technology and an Driving Business
: . Insights through m
advanced reporting and analytics M Comversations 1H LR

Analytics

platform. This ensures that your
business gains valuable insights into
the critical components of service
delivery

Human Intelligence,

Deep Dive Analytics & Reporting
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Escalations — Use Case 1

Escalation Reasons

= Issue with SLF Customer
Service (39 Calls)

= Issues With Installer (29
Calls)

= Contradictory Contract
Info (2 Calls)
Sales Rep False
Commitment (2 Calls)

= Lien Removal Related (2
Calls)

= Others (8 Calls)

10%

2%
82 Calls

36%

Legal & Regulatory — 48% (39 Calls)

¢Calls where customers are threatening or mentioning that they
have already escalated the issue for Legal Prosecutions or have
taken their complaint to any regulatory such as the Better
Business Bureau.

Operation-level — 35% (29 calls)

eCalls where customers are asking to talk to a supervisor or manager.

Executive Level — 6% (14 Calls)

eCalls where customers have already contacted or are about to contact
CEO or any higher authority seeking resolution.

Issues With Customer Service (48%)

12%

[V) [v)
9% 9% 7% 7%
4%

Not Getting The Not Trusting On Not Getting The No Call Back Not Comfortable Unable To Clear

Required Agent (7 Calls) Required Received (6 About Stipulation (3
Resolution (10 Information (7 Calls) Authorization Calls)
Calls) Calls) Process (6 Calls)
Issues With Installers (36%)
9% 9%
7%
5%
2%
1% 1%
B —
Project Not Installer False Installer Went Installer Unableto Installer Fa staller Installer Filled
Finished By Commitment Out Of Started Project Contact Claiming  For Bankruptcy
Installer (7 On Project Business (6 Without Installer (2 Higher Amount (1 4
Calls) Timeline (7 Calls) Agreement (4 Calls) (1 Calls)
Calls) Calls)
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Escalations — Use Case 2

i

O" i Insurance
|

An Insurance company headquartered
in the US since 1983

Identify reasons of customer
dissatisfaction and drill down on
potential escalations

51% of the customers showed
frustration on calls, due to no
resolution or incorrect information
provided by agents, likely leading to
potential escalations

Clients Expressed Negative Sentiments Negative Experience — Break Down (Queries)

51% iealatinn

Yes 14%

Overall

f3a%
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Escalation
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Confusing Misunderstanding Frustrating Ridiculous

Escalation Indicators - Overall

Clients confused about claim filing procedure & co-
pay percentages

Actual Escalations

Clients dissatisfied & confused about
denied/delayed claim

Client frustration over issue
resolution and/or misinformation
is another leading indicator of a
likely escalation

Conflicting information about coverage & network
providers insurance carriers/Accolade

Received bill for expected coverage

Long time taken by Vendor in providing a list of in
network providers

Vendor not able to provide any in network provider
in vicinity
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Identify the calls where customer
experience is impacted and may lead
to customer becoming a detractor

Continuous monitoring of calls with
potential dissatisfied customer

Training need identification for agent
improvement

Ability to monitor and identify
customer experience impactors on
100% call recordings through speech
analytics. Raise daily alerts for the
operations team to take prompt
actions and recovery.

Empathy and Survey Pitch on

D
DSAT 5.33% Customer DSAT Reasons SAT calls
Survey not
Pitched
52%
89.37% 951 10.63% 2:10% °
37%  call o 1.35%
catls ° 0.89%
0.26% 0.17%
Repeat Calls Escalations Issue with Issue With Issue With Issue With
(185 Calls) (82 Calls) Policy (53 Installers (35 Customer Portal &
Calls) Calls) Service (10 Payment
Other Calls Calls)  App (7 Calls)
Did the Agent Empathize on DSAT Calls? Was Survey Pitched on DSAT Calls?
o 76% . 75% 71%
100% 86% 0
29%
14% = 11% 2%

0%

Agent 1 (20 Calls) Agent 2 (14 Calls) Agent 3 (17 Calls)

Empathized Did Not Empathize

Agent 1 (9 Calls) Agent 2 (4 Calls) Agent 3 (14 Calls)

Survey Pitch Survey Not Pitched
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Mitigate Risks — Use Case

| ‘ Compliance Trend Monitoring

. Customer Understanding Customer Exploring Customer Customer - Treating
- Process Complaints ;
Collections - Telecom Authentication Circumstances Options Understanding P Customer Fairly
Collections department of £ ¢ = s . s . = 3 g ¢ = e o = s & 8
;58 £ g & 5 E s st 3 S 8 b £ >3 s
one of the largest Telecom 3 ¢ g 5 S 8 s < S g % 2 5 3 5 s 0 s & 8
o
N~

57.1%

providers in UK

Compliance Management: Ensuring
adherence to strict FCA regulatory
guidelines during debt collection

interaction 9B8% o) o o0 106 100.0% 100.0% 100.0% 97.8% 95,99 97.7% 100.0%100.0%100.0%
. . ()

T

Customer Authentication Customer Understanding Process

#
0

5%
96 5%

sl

Continuous compliance monitoring ’
on call recordings

1(a) - Follow inter#N/Al Customer 1(b) - Identify that you are acting on 4(a) - Read the applicable 4(b) - Ensure the customer fully 5(d) - Inform customer of onlin process for scoess to
.. . . . Authentication policy and Customer ~ behalfof ~ Client Fi#N/Ance consequences script to the customer  understands the actions that have their pg/mgﬂsd‘edule‘ Confrm Ihatthe4digitseeuity
Tra|n|ng need |dent|f|cat|on for agent Authentication guidelines Limited accurately and in full been agreed on the call pinis setupor set tup on LS 1 s & not e case
improvement . . . . .
P Understanding Customer Circumstances Complaints Treating Customer Fairly
93.5% 91.9% 97.8% 96.1% 92.0% 94.2% 100.0%  100.0%
87.5%
Results 7505 %%
o 9
50.0% G 50.0% 57.1% 98.9%
Ability to monitor and mitigate risks of . . . .
non-compliance by augmenting
. . . ® 2(a) - Establish the current fi#N/Ancial ~ 2(b) - Confirm that the monthly Direct Debit 2(c) - IF APPLICABLE: Identify if any of the 6(a) - If the customer expresses a 7(a) - Act in a way that follows TCF principles , shows
com p I lance mon |t0r| ng tO 100 A) Ca ” circumstances of the customer and where is correctly set up and customer is aware of ~ customer responses indicate that the complaint during the conversation, record empathy and treats the customer with forbearance &
. appropriate, ask relevant questions to next payment date. Obtain new Direct customer may be vulnerable this and where necessary escalate due consideration
reco rd | ngS th rough Sm d rtspeech . probe the reasons for the current position Debit details if required appropriatelyry
and the customers ability to make future
repayments. [~ | Apr | May | June

Documentation tool related compliance was
out of scope
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“Making Lives Better, One Connection at a Time”

CANADA | COSTA RICA | INDIA | PHILIPPINES | TRINIDAD & TOBAGO | UK | US
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