CUSTOMER CASE

CAP-TEL

POLLS, SURVEYS OR SATISFACTION MEASUREMENT.
HOW DOES IT WORK?
Industry
Marketing

Solution
Nixxis Contact Suite

Region
East Africa

Location
Mauritius

CHALLENGE

It turns out that the most effective way to get answers from consumers still passes through
the good old phone.
Indeed, many consumers miss out on many online polls or surveys. However as these
measures allow firms to better understand their customer base and market, they are an
essential barometer to adapt their positioning and services to the ever changing
customers’ expectations.
Cap-tel, a company based in Mauritius, is specialized in marketing campaigns, customer
service and back office - all this by phone. A major benefit of this practice outside the high
resolution rate and the value for money, is maintaining a good customer relationship with a
more human and personalized contact.

For more information about our software please contact us sales@nixxis.com or visit our website www.nixxis.com © Nixxis All rights reserved
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SOLUTION
CAP-TEL ISSUES: SPEED UP THE SCREEN POP-UP
With its previous call center solution, Cap-tel was facing a very low operational usage rate of its customer records but
telephone surveys require several things, including the speed and reliability of phone calls and a proper monitoring
of customer history.

NIXXIS ALLOWED CAP-TEL TO MASTER THE FOLLOWING ACTIVITIES:

INBOUND AND
OUTBOUND CALLS

COMPLAINTS’ IDENTIFICATION

REMINDERS PRESERVATION
AND QUALIFICATION

DISPUTE RESOLUTION

CUSTOMER BASE UPDATING

CUSTOMER ACCOUNTS
FOLLOW UP

CALLBACKS PROGRAMMING

"We quickly went from 20-25% operational usage rate with our old software to 35-40% with Nixxis predictive
dialing."
Christopher, Cap-Tel Site Manager

For more information about our software please contact us sales@nixxis.com or visit our website www.nixxis.com © Nixxis All rights reserved
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RESULTS

"The installation of Nixxis Contact Suite was very effective and was done remotely. In terms of training,
completeness and clarity enabled agents and managers to quickly adapt to the system due to its simplicity. The
software is intuitive, allowing us to make the scripts ourselves. In addition, the predictive mode allows us to
calculate the average time spent by each agent on a contact and anticipate the next call. When the call center
agent is about to finish his conversation, the system already dials the next customer and prepares its historical
record. Therefore, we don’t suffer anymore of time loss due to the slow screen popup as we had with our
previous solution. "
Christopher

“The supervisor mode is
complete. It provides a
comprehensive view of all
activities. There are no real
problems with the software;
it is functional, simple,
reliable and effective.”
Christopher

The Nixxis solution has increased the operational usage rate
up to 40%.
The number of calls per day and per person has increased
significantly since the telephone operators do not suffer the
slow screen popup.
The Nixxis solution offers plenty of setting options.
NCS allows the supervisor having a global view.
The software allows increasing the number of calls without
increasing proportionately the staff.
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