TRANSFORMING THE CUSTOMER CARE EXPERIENCE

AT VOLVO CARS

SOFIA STERNER CEDERLOF
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TRADITIONAL AUTO LANDSCAPE
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salesforce

able to mteractwﬂh the consumers = 7 .

Offer a simple but powerful Serwc%’fCIoud
solution for handling Customer cases and
Consumer interactions 3
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CONSUMER METRICS

Measuring consumer

NPS

FCR Was the case solved at first

contact.

satisfaction after interaction.

OPERATIONAL METRICS

ASA

How fast did we
answer

AHT

How quickly was the
case handled

AWT

How long did the
customer wait

TTR

How fast did we
resolve the case
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