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External systems, used by employees
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Resources management

106] Lunch | |

107 Breaks 1 1 1

108 Total breaks o o o 15 0 0 0 0 ©0 ©0 0 15 15

109 Total w breaks 1 £ % 05 4 1 1 3 4 6 8 105 115

110 Needs 5 155 181 23 332 443 903 942 111 121 131 13 131 13 127 122
111 Overstaffing 000 011 014 0 0 119 170268lEBH 147 208 09 093 0 o0 O0 0 0 O
112 | Understaffing 0,16 0 042 055 0 0 0 0 0 0 0 0 013 054 108 099 073 071
113 |vol 238 418 850 10

114/ aht 113 112 113

115|SLA

116 max lunch TR TR TR TR R A R D . . D R T T T TR TR TR
117 max breaks o o0 o o0 0 o0 o0 5 8 M1 4 & 3 6o o o 0 o0 0
118

119 Shift dur Qtty

120 4 0

121 8 0

122 g 7

123 12 8

124

125

126 Target function Value
127 Sum overstaffing 23,20
128 |Sum understaffing 18,99

129/ Sum overquota 0

130 Optimization F 4219 —

131|SLA 847%| F S PP S S RN S S S S SR S S S Sl S N S S S S S S S i SN S Sl s S S S
132 | SLA targ 80% > (? FFE$ ",Q«Q '\“’Q’ FE P Q Q RN \q' (” \b‘Q\'* \h Y /\ \Q’ A "9'0'19"5"1:\ L ":L"‘,":h-
133 SLA diff -5% e Overstaffiing  wessm Understaffing  esss=Totsl e Needs

134 |SLA coeff 0,222




uality assurance

M Contact Quality (% of qualified calls) ™= Target
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Team portfolio :

60% of operators
are younger than
25

40% of employees
have been working
on the project for

more than 2 years

‘_ WA B - 70% of operators

have a higher and
undergaduate
education

Hobbies -
photography, reading
books, needlework
etc.

Z KELLY.



Figures represent the period of january-december 2016

Outgoing calls:
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Total number of calls on the project

CpaBHeHue obbemos 2015 u 2016 roaa
90000 -

80000 -
70000 -

60000
50000
40000
30000
20000 -
10000 -
0
@Q QQ' §° o

Q‘o %OQ
K
ey ¥ & o o

2015
W2016




25000

20000 -

15000

10000

5000

(2015-2016 ron

DdBHEHWE ODbeN

Jul-16

BpeMeHu

Aug-16

BOHKOB Ha DU (NaaH-¢akr)

Sep-16

155

Oct-16

=== naH
== QaKT

Nov-16 Dec-16

aBHEHWEe CpelHero BpeMeHn obpaboTku
Bbi3zoBa 2015 n 2016

90000

80000 -

70000
60000
50000
40000
30000
20000
10000

Jul-16

CpasHeHue 06bem 380HKOB Ha MPO (nnaH-dakT)

Aug-16

Sep-16

e

Oct-16

Nov-16

Dec-16

=== 1nanH
we QKT




Outgoing campaigns

O6paboTKa 3aKpbITbIX Kanob

1200 -
1000
800
M Bonpoc peweH
600 B [1y6nb 33R8KK
He yka3aH Homep, HOMep He
400 oTBeYaeT
[ C KNMEHTOM He CBA3aNKCb
C KAMEHTOM CBA3ANMCb, HO BONPOC
200 - He Obin peweH
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Our expertise: e-commerce projects

Pacnpegenenue O6pauieHuit no KaHanam cBA3U
PacnpeaeAeHre obpalLleHuit NO KAHAAGM CBA3M
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L ﬂpoueHr 30Ka308 B KOAMHECTBO MCXOAALLIMX BbI30BOB KoAn4eCTBO BXOAALLIMX BbI30BOB




Our expertise: e-commerce projects

PacnpegeneHune ObpaweHui no KaHanam cBA3MU
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| EETEET nexopauwe  [[lBxoasume

[TOKQ3ATEAU 3Q TOA

Cymma  Koamyectso Mcxoadmit KOAMHecTBo BxoAdLLMM

KoAmnyectso
30KQ30B, MCXOAALLMX  TPAOMK  BXOAALLMX  TpAdomK

3AKA308
pyo BbI30OBOB (MUH) BbI3OBOB (MUH)
1373 BT 5790 4123283316 16078 7774533333
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Our expertise: e-commerce projects
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