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CX Back-Office Needs to Move into the Al Era
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CX Back-Office WFM Targets

* More than 50 employees * Complex and irregular work * Work processes with bottlenecks

* Employees have different * Long-duration work * Environments where quality and
skills and expertise CX need to improve

* Employees want schedule * Functions that prioritize
flexibility turnaround time

* Highly variable volumes
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The WFM solution:

Built to bring light to end-to-end, customer service fulfilment. Simply.
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Team leader
Escalations (US)

Track work across
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A new perspective in forecasting and J
scheduling work effort

« Billing

CRM case or ticket

1335451 © \ ¥
Workstream Overview @ yi Interaction Overview @
(" FirstReply || Total handie time || Time to Resolution Samuel Velho  Handie time
2h 28m 17s || 58m 17s 3d 11h 34m
Target - 48h Target - n/a Target-n/a 12m 31s
Stert time: 24/02/2025 141342 Start time 27/02/2025 09:26:20
End time, 28/02/202501:48:24. End time: 27/02/2025 09:38:51
Status: Closed Status: Hold 3 Solved y4
Reopens 1 Public comments 1 \
Public comments 5 Workioad Billing
Private comments & Team s Billng
Touches 14
Agents Ethan Salm
Semual Velho
Workstream Timeline @ @ ©
Mon 24, Feb Wed 26, Feb
Customer [=X=]
Customer Servic
St aoooom
Billing
nnnnnn
i
Time to Resolution
Time t ST
—
Workstream Breakdown I
First reply @  First resolution @  Fullresolution (0]
Fitst reply at 164159 24/02  First solved at 09:385127/02  Lastresolved at 01:48:24 28/02
Handle time 6md3s  Handle time S0m26s  Full resolution time 3d11h34m
Waittime 2n28m17s  Agent Samuel velho  Total number of solves
Agent EthanSalm  Team USBiling  Handle time 58m 285
Team Team Gavin Agent Samuel Velho
Team US Billing

Total work effort required to close the case

Work effort spent on the highlighted task

All tasks required to close the case
...organized by skill and sequence
...completed by different people

WFM needs work effort by skill
organized by sequence of the process flow
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Task work J

Case volume
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Employees are scheduled to focus on specific tasks for specific periods

of the day, as opposed to focusing on a specific case from start to finish
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Backlog insights

Turn backlog data into
actionable insights

Understand flow —
track backlog volume, age,
inflow/outflow,
and SLA performance

Stay ahead of
breaches — identify
aging work and SLA risks before
they escalate

Operations Management

Date: Apr24- 05,2025 v Workstream:All v X Clearall

Backlog Insights  Workstream Assignment Insights

Total Backlog Open at Risk
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@ 11% increase since Apr 24

Open Breached

Backlog Age by Interval
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Backlog Growth
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Completion Rate
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Bridging front and back-office complex workstreams

Diverse interactions Unified workstreams Unified workforce

Focus on all interactions Track the entire customer — Manage performance for multi-
* Cases journey including case workand step, omni-channel complex

* Email fulfillment tasks that span across == v workflows

e Chat multiple teams and systems

* Social Media

Monitor team

productivity and

workflow efficiency ‘_’

Seamless integrations Consolidat Ability to optimize time

to resolution.
Not just reply

for

smooth front office and
back-office processes

across multiple agents and teams
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The Benefits: Improved quality, compliance,
efficiency, CX, and EX
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Getting Started with WFM in the CX Back-Office

Phase I:

Foundation &
Alignment

1. Establish a working group

with managers and
employees who perform
the functions

. ldentify a WFM platform
that meets requirements

. Communicate plans to the
staff

Define
Work & Data

. ldentify the activity and

work items that need to be
measured

. ldentify and eliminate

tasks that no longer
provide value

. ldentify sources for

tracking activity and work
items

. Select KPIs to measure and

report department and
employee performance

. Update SLAs

1.
2.

Build & Test

Build analytics and reports

Conduct a pilot of the
WFM solution with one or
two functions

Enhance
& Roll Out

. Evaluate pilot

effectiveness

. Make enhancements to

the application, where
needed

. Roll-out
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"? Teleperformance

Teleperformance reduces
monthly overtime up to 37%

with NiCE WFM

9%-38%

reduction in monthly
overtime

17%

improvement in
back office
schedule conformance

NIiCE

8

percentage point
improvement
in adherence

Monthly

financial improvement
as
high as 57%

_

“We went through a technological
and cultural transformation, and the
results improved not only productivity
but also agent development.”

Alfredo Morgado
WFM, Quality and Projects Director
Teleperformance Brasil
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