Italian Cluster Covid-19 Response:
Fast and effective — Design our continuity
plan.
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SOLUTION DESIGN EXECUTION AND
MANAGEMENT

ANALYSIS

* Local context « Operational design

- Clients’ approval « Staff management
* Move of the assets

« Tech assets set up « Daily/Weekly check

* Emergency regulations
(due to COVID-19)

= Privacy regulations

= Techical feasibility and
test on all assets

« Procurement

+ Constant monitoring to
guarantee operational
excellence

* Documental assesment
* Help Desk roll out plan
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Italian Cluster Covid-19 Response:
Building a new Help Desk for W@H Agents

In March 2020 we launched the new Help desk service, to cover
the W@H agents requests.

Development and launch of Omnichannel approach:
an internal Ticket system the Help Desk Team offered
and dedicated CRM support on different channels

such as voice/E-Mail/Chat.
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Digital  channels  were Transcom launched
offered on web pages T:Translation for automatic
accessible by web and chat translation supporting
smartphones multiple languages and

multiple countries
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T:Translation capabilities

Automatic language
recognition

Translation of
sent message

Push
notifications

Translation of the
received message

Integration with
ticketing System

Whisper Bot
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T:Translation covered 6 countries, serving 14 languages in 8 sites
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T:Translation allowed everyone to send and receive messages in
their own language.

I'm getting an error message
trying to connect to the VPN ¢

Ricevo un messaggio di errore - o .
. di ttermi alla VPN Prova a seguire i seguenti
Hi, how can I help you? What mentre cerco i connettermi atia steps: step 1, Step 2

problem are you having?

€3

Try the following steps:

Ciao, come posso aiutarti? Step 1, Step 2

Quale problema stai

riscontrando?

TRANSCOM HELPDESK
PLEASE SELECT YOUR COUNTRY FOR ASSISTANCE 0 Now VPN is properly
working! Thank you for
- —) i A your support
b *
Ciao, potresti aiutarmi? I 6 - G EE

Orala VPN funziona 9
correttamente! Grazie per '&

il tuo supporto

Hi, could you help me?
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https://drive.google.com/open?id=1wWn5-sGbP0k5Ic2TFCoeYr_oZgXE3ti8
https://drive.google.com/open?id=1wWn5-sGbP0k5Ic2TFCoeYr_oZgXE3ti8

T:Translation by numbers

2 14

Languages

Projects
covered

covered

120 +30%

employee

supported InteREE s the next Help Desk level months during W@H

migration

Systems of interactions has been escalated to volumes managed in 2
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T:Translation: the voice of our employees

How satisfied were you with our chat service?
(10 is the maximum satisfaction)
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