Client Success Stories

A unified solution for all customers looking to be a cut above the
rest, Horizon Contact Centers stands out with quality in
excellence as the choice service provider for the Customer
Relationship Management for yuMobile affiliated with Essar
Telkom Kenya Ltd.

Background Summary
Essar Telecom Kenya Limited (ETKL) is a unit of India based Essar
Group. ETKL launched a mobile service network under the brand
“yu” in November 2008 in Kenya and has set itself aside from
the competition through its reliability and clarity.
The Essar Group is a diversified business corporation with a
balanced portfolio of assets in the manufacturing and services
sectors of Steel, Energy, Power, Communications, Shipping Ports
& Logistics, and Projects. Essar Group has a presence in more
than 15 countries worldwide.
With a firm foothold in India, Essar Group is focused on global
expansion with projects and investments in Canada, USA, Africa,
the Middle East, the Caribbean and South East Asia.
ETKL Kenya Ltd is focused on being the best sales & distribution
company in Kenya, has continued to work diligently towards
claiming this place in the mobile telephony market by
successfully unveiling exciting packages targeting various
market segments.
It’s service include Voice, SMS, Mobile Data, Mobile Money
Transfer (yuCash), Electronic Mobile top-up (Eneza), Caller Ring
Back Tones (Dunda), MMS and International dialing with more
yet to be unveiled.

Business Challenge
In the last quarter of2011, the numbers of subscribers on this
network were over 1.6 million, (2012)Sector Statistic report
(CCK) and the subscription rate with the current promotion and
rigorous marketing plans is forecasted to be increasingfurther.
With the competition on all other services having reached an
all-time high yuMobile has embarked on differentiating itself
from its competition by having Quality and efficient customer
experience.
The company has introduced ideal customer experience compliance systems to help achieve the desired “wow” experience.
The challenge came in finding the right partner to implement
the processes and achieve the objective. The decision to change
vendors was based on experience and unfazed track record that
placed Horizon Contact Centers and the number one choice for
any company in the market looking to meet their customer
objectives.

Yu mobile needed a partner with a proven track record and the
know how to implement facilitate the ideal infrastructure that
would promise customized customer experience in meeting the
needs of each customer.
Horizon Contact center stood out as a forerunner with leading
insights and performance solutions and superior contact information to be directed to the correct people, track the contacts
and gather the relevant data within the minimum time if not on
a real-time basis.

What we do
Our client’s objective is to ensure that the center is accessible
and that all customer queries are handled on first call resolution
all the while ensuring that the customer has the yuMobile experience through interaction with the yuMobile products and
services for the inbound service. Efficiency is achieved through
the sound processes and management using superior tools that
support Quality Service delivered to our customers.
On the outbound service the customer surveys intelligence is
collected for use by the marketing team to improve the current
products and services. Retention, churn management and
revenue generation are also key to elements for the team’s
performance.
Work Force Management tools put in place assists greatly in
managing the service delivery from forecasting, planning to
optimization of resources for the optimal delivery of service
level and Quality; meeting and even exceeding client expectations.
This has greatly improved the staffing efficiency in the center
marked by improved service level performance and repeat call
management through the introduction of improved call
processes and adoption of Value add proposals.
Real time control management and control of our Executives
and transparency in reporting on agent on- call and after call
activities as well as schedule adherence has been key in fostering and maintaining a healthy client relationship.
We pride ourselves through our consistent maintenance of high
standard service delivery and the use of our Quality and Operational solutions on both inbound and outbound skillsets
solutions that enhance our performance driven culture focused
on exceptional customer service and satisfaction. Consistent
client communication has empowered our team to identify and
implement client solutions that have skillfully managed the
diverse customer touch points, linking to their satisfaction index
and first call resolution increasing customer retention.
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Benefits delivered
Within the duration of 3 months the entire transition from
operations to integrations was fully managed and launched and
a fully functional customer solution was operational meeting up
to 95% of the key deliverables for yuMobile Kenya.
Our
staff
scheduling
solution
has
enabled
the
yuMobilesupervisory staff to make instant changes to the
agent’s schedules dependent on call volumes and staffing
requirements. The Customer experience executives also can
access their schedules online in advance, bid for preferred
schedules and also swap schedules enabling them to plan their
holidays and hence increasing employee retention.
The introduction of an intranet has also streamlined
communication within the workforce ensuring that information
communication is real time and the flow is consistent. We
collaborate with our clients to enable high performance and put
emphasis on the importance of thekey business drivers to
success.
Horizon Customer Care team is focused on maintaining
consistent quality performance and service delivery for
yuMobile by employing:
A stringent coaching and scoring methodology with
a massive focus on customer experience. This
allows us to enhance our agents learning and
coaching techniques through automated recording
and evaluation capabilities which allows agents
self evaluations, peer evaluations, supervisor
evaluations and quality specialist evaluations.
The outbound team specialization on churn
management, customer retention, revenue generation and
customer surveys assist in enhancing customer interaction with
the products and services, collection of customer feedback for
improvement of services and customer retention overall.
Holistic feedback to the customer experience team
based on daily analytics creates an open and transparent
relationship empowering them to take accountability and
ownership of every customer interaction.
Regular audits and collaborative feedback sessions from
the quality team, supervisors and regular Training needs analysis
ensure that the agent connects, appreciates and takes
responsibility for the customers issues. Client feedback on the
“voice of the customer” is in cooperated to ensure that the
client is aware on customer sentiments on different products
and services.

A performance management program based on the
performance KPI’s score card is implemented to ensure all
agents meet the clients key measurable.
System audits are key and speedy resolution and
feedback is given to the client to ensure not only efficient
running of the systems but also value ads to the systems
to improve the centers performance are addressed.
Effective and efficient transition management.
Most issues faced in this project were typical change
management issues that were dealt with the proper
transfer of knowledge, senior management support, and
proper communication. The mature approach in managing
the transitions was based on Horizon Contact Centers
strong foundations of proven methodology and
partnership. Our main strengths for this project was the
client buy in and their provision of resources to pivotal
roles to ensure that optimal transition and using the
partnership approach to solve all issues as project issues
and not have the project issues viewed as the buyer or
provider issues.
The adopted methodologies implemented ensured
that the processes was easy to adopt and understand for
everyone, there was an availability of templates to be
customized for this project that had been tried and
tested,and the effective tracking process used that was
shared with each stakeholder to be discussed in the weekly
meetings through the planning and execution stages
carried forward into the operation of the project.
Monthly agent quizzes (Wazua Challenge),
trainings, bulletins, pre-shift announcements and
electronic learning modules are presented to the agents
through integrated workforce management software. This
ensures training modules are provided during times when
agents can take the short courses without unduly upsetting
service levels. This is also tracked in parallel with agents
KPIs performance to help assess the impact of coaching
and trainingefforts.
A revised customer representatives hiring profile
that matches the actual required competencies for the job
is used to ensure that we get the right people for the right
job.
An open and clear governance structure between
Yu mobile and Horizon Contact Centers from all levels of
communication.
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yu Mobile Testimonial
“Right from the start, we were looking for a contact center that was not only customer-oriented but whose greatest
strengths stems from a successful formula that combines accumulated experience in the industry "know how" with
proven models for quality, training, recruitment and process management.
We are impressed by Horizon Contact Centers in all these aspects while clearly bringing out professionalism - an
approach that inspires confidence and is geared to generate the results we were looking for in a managed contact
center model.
The results are clear as Horizon Contact Centers continues to provide superior and courteous personalized service to
our customers with institutionalized commitment to ethical business practices and moral integrity.
We are happy to be associated with Horizon Contact Centers and do value their expertise and experience to deliver a
superior experience to our customers.”

Horizon Contact Centers is East and Central Africa's first
state-of-the-art and fully on demand International Contact Center and
Business Process Outsourcing (BPO) Company, offering a broad
portfolio of voice and nonvoice services to the global market. With a world class facility in
Nairobi,Kenya and a scalability to house over 1,200 agents, Horizon
the largest Outsourcing Contact Center in the region.
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