ensulting case study

Automotive Manufacturer — Project Management to Integrate Multiple

Contact Centre Services \

Client Objectives

Our client is a major automotive manufacturer whose call centre and customer
management services were run by three separate departments within their own
organisation and three separate outsourcing companies. Our client took the
decision to bring the three services together ‘under one roof’ and Maia was
commissioned to project manage the design and implementation of the new
unified service.

maia’s approach

maia implemented a ‘single point of contact’ solution for the client utilising the
following key skills and deliverables;

Project management personnel experienced in the automotive and contact
centre marketplaces

Design of a shared service structure to satisfy the business needs of all
stakeholders within the client organisation

Mapping of operational processes and call flows and documentation of
service activities across three contact centres

GAP analysis of client supplied information required for the contact centre
setup

Project Initiation Document summarising client requirements and
deliverables

Effective project management tools such as project plans, actions and
issues logs and progress reports

Project kick off and update meetings

‘Lessons Learned’ document
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The Results

Our client successfully amalgamated the three services into one delivering a
number of key benefits:

A more effective and coherent contact centre service, enhancing the
customer experience

Reduced headcount through operational efficiency

A full set of business processes and procedures covering contact centre
activities

Increased customer lifetime value through improved inbound and
outbound interactions

If you would like to talk to us about how we can help your business, we would
love to hear from you. You can contact us on contactus@maiagroup.co.uk,
telephone us on 0870 7744220, or visit our website at www.maiagroup.co.uk
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