
Case Study

Smart platform supports
multi-skill contact center 

Key Benefits

•  Predictive multi-channel scheduling

•  Increase of multi-skilled agents  
from 30 to 60%

•  Significant savings from  
efficiency gains

Customer
Leading European commercial bank



Incoming emails are classified and routed 
automatically into different skill queues 
which makes it easy to follow up and 
complete same day changes. 

The solution shares daily reports, including 
the number of emails, AHT (Average 
Handling Time), date and time of receipt 
and handling time for each communication. 

The result is the efficient fulfillment of 
SLAs and therefore consistent customer 
service. 

Results

The bank is able to forecast email traffic 
and balance email and phone volumes.

•  Almost two-thirds of call center agents 
are now multi-skilled, double the number 
when the project started 

•  Multi-skilled agents can fill email idle 
time with telephone calls

•  Successful multi-channel scheduling 
against telephone-based SLAs with 20 
seconds handling time and against the 
longer text-based SLAs (up to 2 days). 

Significant savings have been realized as a 
result of efficiency increases

The client

• European commercial bank  
• 50 markets and 9,200 branches  
• 155,000 employees 
• 750 call center agents

The challenge

Increasing but fluctuating email traffic 
presented a hurdle for this commercial 
bank to balance their workforce. 

Initially full time agents were assigned 
to manage email traffic but variability in 
email volume resulted in agents sitting idle 
during lower volume periods. And during 
peak times too few agents were on staff to 
provide good service. 

The bank struggled to estimate the 
volume of written communication, which 
were mainly email. They tried to balance 
inquiries and agents but were not able to 
deal with the varying email volume in a cost 
effective way.  

Management decided to shift to  
multi-skilled agents. These were agents 
able to cover various communication 
channels. However, cross-training 
traditional agents to handle written 
inquiries is challenging as a different skill 
set is needed. Text-based messages can 
be printed and used by customers unlike a 
conversation.

Requirements

•  Predict resource needs across multiple 
skill-based queues

•  Double the percentage of multi-skilled 
agents from 30% to 60%  

Smart platform supports
multi-skill contact center

“The benefit is not only a more accurate 
forecast but also improved productivity by  
a more cost-efficient multi-skill scheduling.”
IT Project Manager at the Bank

•  Use multi-channel scheduling to balance 
volumes of phone and email based 
inquiries

•  Allow predictive scheduling for changes 
to be made on the fly

•  Quick integration with the existing 
response solution, including the use 
of ACD (Automatic Call Distributor)
equivalent data for forecasting.

The solution

The bank has already successfully 
implemented the Info Insight technology 
platform and its response solution for 
automated content analysis and processing 
of digital correspondence.

Info Insight is their international standard 
for email management. It has significantly 
shortened the email response times 
and ensures correct and comprehensive 
responses. 

With Info Insight, the bank is able to 
understand the nature of the request and 
route it to the best agent to respond. 

To further enhance its service center 
efficiency by integrating the scheduling of 
phone and email inquiries, the bank chose 
the workforce management solution from 
Teleopti CCC. 

Teleopti CCC was selected for its quick 
setup and complete integration with the 
Info Insight technology platform.

Management can make workforce changes 
throughout the day, benefiting from 
workforce forecasts by queue. 

Want to learn more? 
Call: 1-800-944-6171 
www.kodakalaris.com/go/InfoInsight
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60%
Support increase of multi-skilled agents 
from 30 to 60% 
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