@evroTarget

ein Unternehmen der HORiZ;:\!TE

Customer Care

PERKUJDESJA
NDAJ KLIENTIT

Pérkujdesja ndaj klientit éshté bazé pér njé zhvilim té kompanisé
si dhe produktit tuaj.

Ne jemi shumé té vetédijshém pér kété, prandaj kemi fituar
besimin e partneréve tané.

Ata koncentrohen né produktet e tyre primare kurse ne marrim
pérsipér komunikimin dhe pérkujdesjen ndaj klientit.

Kété e béjmé qofté pérmes komunikimit me telefon, email, rrjete
sociale si dhe forma tjera té komunikimit.

SHERBIMET TONA OFROHEN NE GJUHET SI NE VIJIM:
Anglisht

Gjermanisht

Frengjisht

Italisht

Spanjisht

TEKNOLOG]JIA BASHKEKOHORE

Kompania joné ka investuar shumé né teknologji bashkékohore dhe
né ndértimin e njohurive né kompani né ményre gé cdo proces pune
té jeté né vendin e duhur.

Ne pérdorim infrastrukturé teknologjike dhe softeware té miréfillté
né ményre qé klientét tané né cdo kohé té kené gasje né informata té
sakta né lidhje me projektin e tyre.

E gjithé infrastruktura teknlogjike pér pérpunimin e té dhénave me té
cilat ne punojmé jané né tokén e BE-sé.

Pra, ne jemi fizikisht si personel né Republikén e Kosovés, me paisje
moderne pér té kryer puné, duke ju garantuar juve cilési té larté dhe
¢mim té ulét. Mbrojtja e té dhénave tek ne shkruhet me shkronja té
médha.



RAPORTET

Raporte té sakta né cdo kohé!

Ne kemi ndértuar tashmé njé kulturé pune si resurs human por
edhe si pérdorues dhe shfrytézues té teknologjisé informative. Ne
kemi mundési té ndryshme pér té plotésuar té gjitha nevojat dhe
kérkesat e klientéve tané. Gjenerimi i raporteve té sakta pér ne jané
puné sekondi!

Pér ju ne kemi né cdo kohé raporte té saskta rreth:

Thirrjeve gjithsej

Thirrjeve brenda njé kohe té caktuar
Indeksit té cilésisé sé pranimit té
thirrjeve Pranimi i thirrjeve né sekonda
Pritjet né radhé

Agjentet né rradhé

Arsyja e ndérprerjes sé thirrjeve

Etj.
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Answered call distribution per day of week

Sungay

Unanswered call wait time per day of week

Day Wum Answered calls Awg  Min  Max Avgduration |
Mandsy | B ] FAERE ST I ———— | 4
Tusstay 16 764 S, G0 1] 740 — |
Wedinesciay |10 1726 A 0 b e— : J
T TSN T PR —| /
Fiday |7 121 — 4212 I —— 120
Sanuthay 409 | o
o i Mo Tua YaONazia L d; Foud U ddy =
Answered call wait time per day of week
Day Num Answered calls Avg  Min | alfs
Mongay 8 1385  S—— o070 |
Tuesday 16 275 S (07 | (7 |
Wednesday 10 1725  ——— 07 | s [ = ot !
Thursday 16 175% . (05 003 I
Frigay 7 127% 005 | 003 |
Saourdiay 1T - =] |

wered calls

Day Num Unanswered calls Avg Min Max Avgwait |

Manday % o00 o000 -

Tuesday W 00 000
Weonesday * [eHi] 000 590

Thursday ® 000 000 P

Friday “ 006 000 :
Saturday * 0:00 000 0.0
Sunday 0:00 Raees
Service level agreement
Answer N.Calls Delta Percent OfOffered

Within 5 seconds; 30 31.7% 51.7% .
Within 10 seconds: 51 +21 A7.9% F7.9%
Within 15seconds: 56 +35 96.6% 95.6%
Within 20 seconds: 57 -1 98.3% e ]
Within 30 seconds: | 58 +1 100.0% 10005
Within 40 seconds: 58 o 160.0% 100.0% A
Within 50 seconds. 58 [ 100.0% L
Within 60 seconds: 58 a 100U0% 100.0%
Within 70 seconds: 58 0 100.0% 100.0% A
Within B0 seconds: 58 a 100.0% 10005 A
Within 90 seconds: 58 g 100:0% L —————————
Within 100 seconds: 58 0 100.0% 10005
Withirt 110 seconds: - 58 [ 100:0% 100.0%
Within 120 seconds: 1] 1000 A
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Calls fully within the given time interval All calls

calls fully within the glven time interval: All calls:

M. calls answerad by operators: o 1. caks answered Dy operamrs: 58
Average call length: 219.95, Average call fen

Min call length: 08 MEn zail langeh: (2173
Max callength: 356 Mao call lengtmy 556
Total call engtl 35H Total call fengeh: 3.5H
Average call waltng time 665

Min walnng rime o3 003

MEx walting tane:

Total waiung time:
10 Average inifial posiion 1.0

Myarage inidal posii

Kial pe

Min initial posiian 1 MEN

W M= initial posmen 1

i3 position

Coverage 100 0%

Coverage 100.0% |

Answered call distribution per day of week Answered call wait time per day of week
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Service level agreement Unanswered calls - distribution by length
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