Since SMEs were the most-growing client
profile in the company, we developed a
self-service services platform designed to
fulfill all their needs: information about the
products, legal issues, insurance
maintenance, online payment and others.

INNOVATION FOR CUSTOMER SERVICE SOLUTION #5

A new web and mobile
service channel for SMEs

THE CONTEXT

A big insurance company presented us a challenge: facing too much expenditure
with its call center, we were invited to design solutions that would unburden the
office and, at the same time, give the customers the best experience possible.
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An SMS system to give
customers feedback about
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+ Project Management and tem leadership; usage frequency.

- Interface for stakeholders at multiple levels;

- Draft and distribute project objectives and tasks;

- Concept and service design for all the ideas presented;

- User experience and interface design;

- Service and digital prototype building and field testing;

- Strategic recommendation based on the solutions designed.

INTERNAL BUSINESS PESPECTIVE
CHANNEL EFFICIENCY AND USAGE RATE

SOLUTION #3

CRM TOOLS

A new script for the
call center staff

CUTTING-EDGE TECHNOLOGIES

CALL CENTER WORKFLOW AND SCRIPT
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HOW TO OPTIMIZE THE USE
OF SERVICE CHANNELS, 1. INVESTIGATION AND LEARNING

RELIEVING OVERHEAD IN

3. VALUE PROPOSITION BUSINESS AND 4. FINAL SOLUTIONS SOLUTION #6

USER CENTERED

A status report specially
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The Broker Status Report gives proactive
status and allows the broker to solve any
remaining issue through the website.

for the website
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but it is misused - in fact, several

customers call the call center asking for

how to find something on the website.
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new features to improve the website's
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