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GAMING

M u |t|- B P O Strategy A global gaming Ieadgr need'ed tq boost
D rlves $1 2 M i n agent performance without inflating costs.
S U p po rt Savi ngs With Outsource Consultants’ (OC) guidance,

they optimized partner mix, exceeded in-

Wlth O Ut Sa C r|f| Cl ng house .performance, and achieve.d 50% cost
Se rVI Ce Q u a | |ty reduction for a total of $12M savings.
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Exceeding Player Expectations
While Cutting Costs in Half

This iconic gaming brand faced mounting support costs

and needed a partner that could match their culture and (o)
performance standards. They required omnichannel, 9 1 /O
multilingual support with seasonal scalability.

Outsource Consultants delivered a vetted partner agent satisfaction in
strategy that not only maintained brand experience but first 30 days, well
also improved performance metrics. Within the first above prior results

month, agents hit a 91% satisfaction score, far above the
internal benchmark.

OC's approach included:

e Introducing a second BPO partner to create

competitive performance gains. o
e Matching brand-expert agents fluent in English and MUItl'BPO
Spanish, with scalability for additional languages.
e Streamlining training to maintain product expertise Strategy
while reducing ramp time. delivered key
The result: a 50% cost reduction, $3M saved in year competitive
one, and a cumulative $12M savings over four years— excellence

without sacrificing service quality.
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CX Roadb|OCkS & www.outsource-consultants.com




