HERO Hftsc

customer management innovators

Capability Case Study — Retail Sector

With annual sales of over $15 billion, and employing approximately 52,000 associates around the world, our
client currently sells to customers directly or through affiliates in 42 countries.

Background
" Capacity issues - client had no spare capacity to field customer inbound /
outbound from their HQ

" OQutsourced service commenced in HEROtsc Dearne Valley site on 14th
August 2006

Client Objectives
" |ncrease order entry capacity
= Great customer experience
=" Drive additional revenue
" Repeat business

HEROtsc Activity
" HEROtsc management expertise deployed to immediately increase efficiency
®  Order value revenue generated £7.8 million — 177% above agreed target of
£4.4 million
=" Returns 6.2 % - Best ever year
" ‘Model office’ solution implemented driving operational best practice Results
0
Outcome AN 177% sales above
. . - N target
= Service levels secured - capacity & efficiency of HEROtsc model driving
customer satisfaction and increased revenue .
= Quality of service - returns reduced; greater customer satisfaction and | Clients ‘best ever
reduced operating costs year’ 6.2% returns
" Order Management to Added Value transition programme — driving from HEROtsc

enhanced customer experience & revenue streams

B ’'Model Office’

Benefits to Client created through

" Cost effective contact centre operating model best practice

= Customer satisfaction & loyalty secured

" Increased revenue through repeat business ¢ Quality of service

. Incrgased revenue through effective marketing of promotional offers by through customer
advisors

® Ongoing operational and process enrichment - continuous improvement as satisfaction and
“business as usual” reduced

operating costs

HEROtsc

1 Central Park Avenue
Central Business Park
Falkirk FK5 4RX

Tel: 01324 575000
Web: www.herotsc.co.uk

HEROtsc are members of:

HEROtsc are innovators in the design, development, deployment & delivery @ ° \
of insightful customer management solutions. ?{CLA




