CASE STUDY: AUTONET

Sector
Requirement
Solution

Financial services
To reduce the time and cost spent ‘vetting’ customers
A live chat service that addresses document related challenges by
collecting and verifying customer documentation in real-time

Bringing Autonet closer to their customers
autonet is the UK’s largest independent van
insurance broker. With a growing team of over
700 employees, a growing turnover of over
£100m and a growing customer base making
some 600,000 calls per year, autonet required
a live chat solution that could accommodate its
rapid expansion.
The results
Massive amounts of time and money were being
expended on reviewing customer documentation.
autonet needed an efficient communication
solution that would reduce repeat calls,
administration processes, and ultimately the
cancellation of policies due to slow, piece-meal
interactions. Enter WhosOn. By implementing
our live chat technology, autonet could offer
omni-channel communications, answer queries
in real-time, verify documents instantly and
alleviate contact centre pressures. The impact
was substantial.

www.parkersoftware.com

Not only has the system
streamlined processes &
efficiencies in order for autonet
to stay competitive, it has also
improved both the customer
journey & staff engagement.
Chris McDonald, autonet

As well as the boost in competitiveness, customer
satisfaction rocketed. First contact resolution
increased, calls into customer service were
reduced by 10% against forecast, the cost and
delay of postage and telephone was eliminated,
and 89% of customers would use the service
again. For autonet, this resulted in a 10%
reduction in admin tasks as well as a 7% boost in
service level agreement.

We’re bringing your business
closer to your customers

Also available...

Think
Intelligent Business Automation

Automate your complex
business processes

Turning website visitors
into new customers

Think Automation is the market’s most intelligent
business automation solution. It performs a myriad of
complex tasks to deliver one simple result: efficiency.
Think Automation takes email messages, database
records, social feeds and web forms and runs multiple
actions on them based on triggers. No more errors, no
more costs, and no more time wasted.

Prospect Agent is the ultimate lead generation tool. By
pinpointing and profiling your website visitors, Prospect
Agent turns hidden leads into new customers. Not only
do we reveal the real people and companies behind your
clicks, we conduct real-time research to give you instant
customer profiles. With Prospect Agent, you’ll never lose
leads again.
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