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OnProcess Technology’s security services client is 
looking for ways to improve the customer service 
experience for its customers.

Customers typically contact the client for 3 reasons:

Key Motivations for this project include:

1. Minimizing cost of customer service systems & support
2. Improving customer service by minimizing wait times
3. Segment customers and gain insight on key call issues

How to use preemptive approach to reduce call 
center inbound traffic and to improve customer 

service satisfaction?  

• Data collection for customer and issues 
• Data analysis and customer segmentation 
• Solution: 

• Pre-emptive Framework to target critical customer groups
• Qualitative  

• Post call resolution improvement 
• Quantitative 
• Queueing simulation 
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