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Teleperformance

each interaction matters




G/a/P,
INLEIDING ' GHORE P Teleperformance

BesteEIIEn collega’s van MBI Partners en GGD/GHOR,

Naar wvan julfie i 3l wrijdag hebben we de afgefopen dagen met vee! enthousiasme gewerkt aan dit voorstel. GGNGHOE is op 2oek naar een partner die de
i id van de wanaf 1 juni kan borgen. Wij zien de opdracht zoals Jullie hem hebb it

1)  Het optimaal inzetten van de test-capaciteit van de GGD {30,000 tests per dag kunnen ul d warden, hoe borgen dat dit aantal cok dagelijks wordt ingevuld)
2} Het te woord staan van alle burgers die willen maken test te worden ing of via cen i fdigitaal kanaal)
3) Hetpri an o test p basis van huidige idleeftijd/ 12 {indien het aantal de capacit

‘Wwij geloven dat we deze uitdaging kunnen adresseren door de juiste routering bl automatisering in de (VA toe te passen. Denk Merblfaan hn deﬂemr!n wan minder urgente a!sq)mhn naar
een digitaal kanaal zoals SMS5, Chat of Self-Help portaal, maar ook het maken in skills op basks van &n andere ri  welke
kunnen bapalen wie er als gerste te woord most worden gestasn en ook als eerste een afsprask dient te hebben,

Wij gaan groag samen met jullie dit “solution-design” traject in, waarbij onze ervaring op het gebied van Contact & Eli ion jullie zal helpen om de
velumes behearsbaar te houden. Onze ervaring iz dat het managen van de verwachtingen/timelines van de burgers mat de juiste (digitale) communicatie sams net 2o belangrijk is als het
daadwerkelijk beantwoorden van de vraag. Indien er veel hogere volumes dan van te voren gedacht binnenkomen hebben we hier de juiste werkprocessen en oplossingen voor in place.

Gebaseerd op onze ervaringen in andere landen met het opletten van een corena of corona gerelateerde zaken, kunnen we de volgende cazes délen. De projecibeschrijving in Dubal benaderd
de ultvraag van de Case ME! Partners het beste. Tevens iseen overzicht toegevoegd waar we werken voor Echter 4 cases zjn case gelleerd aan de
coronaproblematiek.

Case Frankrifk - 500 FTE - Service Nummer Overheld

UK « 2700 FTE — Service Nummer Cverheid

Dubai - 70 FTE — Cevid Testing Hub

Griekenland - 70 FTE — Service nummer ménisterfe volksgezondneld

W bieden asn Om deze kennis te delen door met onze collega’s een webinar te organiseren op korte termiln om learnings van de diverse operaties te delen, ml ‘S !ﬂDul kan wml\ woor
het Esign o 1oals dere in rland zich aanbiedt. In de UK wordt momenteel aan een soortgelijk concept gewerkt waar d worde
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G/a/P,
INLEIDING ' GHORE P Teleperformance

Naast eerdergencemds best practices bieden we MBI partners en GGD/GHOR;

*  Een partrer die beschikt over een hoge mate in staat I af 1 junf a.s. te

= Een partner die beschikt over een netwerk van recruitment partrers die in staat 5ijn om committment af te geven en te leveren van de benodigde resources

= Eenpartner die b i We 2ijn in staat om GGOYGHOR van het juiste acvies te voorzgien om # deze manier
kosten te verlagen, id pe borgen en i e L We zettén shi i i et calicenter preces slim en handig te laten veriopen.

*  Een partner die voorziet In de Juiste

Met vriendelijke groet,

Teleperformance

PS: dijk verzoek em de in dit {en met name de use cases te
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G/G/D
BEANTWOORDING GHORE P Teleperformance

L I doorl ijd heeft jou nedig om na opdrach een dergelijk call conter | te hebben, wetende dat b de ity de
beschikbaarheid van vele honderden agents vereisen?
E i g 15 el 1 in staatom bannen 2weken (per 1 jni) ljn. Daashij maken we gebiud van s it deizijds a
recruitment netwerk. Overigens s 1 juni 2¢ pinksterdag, Ors adves: tsining op 2 juni; live op 3 juni, Onder embargo heef Teleperformance de capaciteit hl;hn(mnlnmsglmk. enbet il i B

Kan doos deze park weton. Hij B W ok p eehtes wwar deheste
oplie gezien de kork E t g sproekt, inzak e ratm-u, betnof Disey s [ Bl Disrey) wass we 20er afzienbare 1ijd, ven
SUPPOT oegani i i middeh i operatie wen i i d Ha
BlnnAng van b h Teteperk deed de ign intrede, en is de focus wolledig verlegd naas thadswerken en is de strategiz hi 1 e
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BEANTWOORDING
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grootte worden gedacht? Welke posten en welke bedragen? NB: alle bedragen exclusief BTW.
Qua eenmalige kosten moet gedacht worden aan:

voor

B uur {4 uur

g 2w i

2 uur

e valideren tijdens d

W heads te trainen bij 30.000 contacten per dag: m
Kosten per trainingsduur|
Totaal trainingskosten:

Cwerige kosten (zoals IT, Reporting en projectmanagement): nader te

Bepalen, indien standaard koppeling zullen deze beperkt zijn.

3 mwuma»«m-m MWOMWM?
‘Welke posten en NB: alle b

Qua ks ke werden aan;

. Cost of sendce; uitgangspunten:
Openingswindow: 08.00 - 20.00 {7 dagen per weak)
= Inchisief supportkosten (Contact center manager, Business unit
manager, supervisors, Traffic, Planning, Agent, Recruitment, 1T}
*  Kosten per productievur: tussen
Medewerker is 45 minuten per uur product
*  Totaalk par maand: aantal in te zetten
1FTET: i 135 wur per
= Zie rekenvoorbeeld rechts voor de totale kosten per maand op
basis van 30,000 contacten per dag, een AHT van 5 minuten per
<all, een productiviteit van 45 minuten per uur en 30,5 dagen
per maand, 5
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TP Support

Local Authorities & Government
on COVID-19

April 2020




TP supports millions of citizens in different countries on COVID-19 ?hhpe,m
el irteraction mattss
Coutries where TP provides COVID-19 related services to local governments

’%Lffﬁk.

13 countries
~1,828 M citizens
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TP supports millions of citizens in different countries on COVID-19 “ P Teleperformance

Categories of services provided

>

Citizen

&

Basic Services

COVID-19 Medical

Information Line f

- Citizen - iation of linz on

Service on Q&A, citizens from abroad basic essencial

causes, symptoms, during the pandemic services:

precautionary - How to get

MEeasures, - Outbound calls to deliveries at home,

government inform people about medicine, food or

measures socialf itari h vouchers
departure flights

- Tier 1 emergency

calls for medical

screening of

symploms

@
Donations Line

Support to line
dedicated to take
national donations
for vulnerable
groups

@

Government
Payout Line

Line to support
inquiries on
government payout
ta the highly in need
sector of society

i Bclion mattas

o
£ 5
6
Back-office
- Back-office support

- Hotlines for
government grants
for SMEs (Small
Medium
Enterprises)
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UAE Support to Government * P Teleperformance

ek it atlion matiers
Abu Dhabi Digital Authority
| Country. - Toae
Local Gavernment Entity Supparted | Al Dt pighat Authonfty
citizens within country 3 3 whale? ] Ay
Project Name [if applicable] | Az
 Country of delivery. JuAE
Start date. | Ongaing preject
irjog Ongaing proget
=in
{poihe-indap) T 1
managed (all, pts list) ekl
Hours of operation Ly
The contact 2egr o the Governmenn Encities, but aiso foowed up
Tiiof saryick pwvided o 5 ol o ' fuueries, the ceot o sewsices, sappestions, complaints and compiment.
Anumber of agents {split between BEM and WAH):
#number of agents (Bricks & Martar) I
____Wnumber of agents (WAH) | 126 FTE Work at Home.
Haw lang s the training? L lweek
ey ]
implgment?
Soakied) i
e Yot
that A i ract "
are linked in any way? | M -
Hive externally, i
o bath N g stalf to cater
[plesse dascribe) T, = i _
hpar1sing | L ngs 4 - il o the
13 beto 3 il on o pies s Exven-nealiiorec ;
fou 1o This redazed in
Additional Notes H
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UAE Support to Government
Dubai Health Authority (DHA)

"? Teleperformance

i o mtiers

Country ~Tuae
Duta Health Autharity (DHA)

Lecal Gavernment Entity Supparted
i nd . . z
izens within country as 2 whole? ..WENM{WH“MME("RM“N\&SMNM
Project Name [if i Autharit
Ongoling project
- potved g
and)/ T )
managed (al, pls list) ki
Hours of cparation | 2T
Th Auathority is a health an weel s & medical service provider, Citizen services for bavking apoointment services for d
of ded hotpitals, 12 peimary Tisiie: i :ertecs, We also cater to queries for services far 19 medics? fitness centers and heatth regulation
FpR Ak sl queries. We are currenty catering 1o quéries regarding COVID 19 calls relating 1o testing, resuits update, process ta be followed as instructed by
suthorities. Real biei CVID 19 to be able e kst and most R
Snumber of 3 Hk:
Fnumber of
Wrusmber ol agents (WAH) | 121 FTE with suppest staff {everall 143 amgl i 100% of tha g b
Haw lang ks the 2 | €OVID 13 related training s for 1 day.
IAm 3 to chont to other channels
" ba the service scripted (if anly partially, please give
% seripted)
Do we have 3 pricr agraement In place? | Yoz
inked In any way?
extemalty, = — g
or both [please deseribe]

Additional Notes
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UAE Support to Government
Abu Dhabi Health Services Company

* P Teleperformanc

i o mtiers

| Country | UAE
Chabi Ith Send HAJ
Local Gavernment Entity Supported | o M e Dot SO
A ) ) .
. ens w i . ountry at 3w o7 | .“'E ar supporting healtheace cititen services for Abu Dhabi
Project Mame [if pLETY
juat
providing this a5 2 lemporary service for 2 months (o manag i o ColE AT cenire s recetving,
This tearn was put together in 3 days time with basic training proviced on Randiing COVID 19 zalis.
UAE
(27
related ta COVID 19 queries on screen testing, process 1o be foowed n case of people testing pasitive.

| 25 FIE Work at Hame

lday

s the service seripted (If ondy pastially, please ghve a

|3 scripted)
Do we hove a prior sgreement inplace?

are linked In any way?

Have externally,

Additional Notes

We provide services to AbuDnabi Dighial Services

emirae. "SEHA is & phonetic rendering of the Aral

The company s a leading participant in the reform of Abu Dhabi' :hultharem Th
| o the public at a level rable to the fine: heare syste
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A

7N "? Teleperformance

el e Bclion mattirs

UK Support to Government
Public Health England

| Public Health England is an execulive agency of the Department of Heaith and Sodial Care in the United Kingdor. its
formati aresltol écation of ; lih Service,
 Lacal Gavernment Entity Supported R o | The NHS 111 hielps with urgent mesdical problems.
ndfor citizers

a whole?

_ Project Name {if applicable]
Country of delivery
Start date

Time to implement [from notil i i in days]

L P plstist)
Heurs of aperation

Type of service provided

Anumbar of agants (split betwaen BRAM and WAH]:
Wrumber of agents (Bricks & Mortar] | 1,700 FTE insites
Waumber of agents (WAH) | 1,000 FTE Work at Hoene

WHS 111 service andl haskc O & A regarding COVIDTS

Haw lang I the tralning?
v or planned

15 the service scripted [if ondy partially, please ghve 2 % scripted)

Do we have a prior agreement in place?

L Ty othe i } L 1 .
Teleperformance UK last handled the swine flu pandemic for Public Heatth England. The service is designed
o take the pressure off of the front line services of NHS 111, A Public Health algorithm uses O & A'sto
deliver an outcome for the citizen based on their symptoms so that they can be reception handied
 Have we ¥ ) | corectly.



UK Support to Government

Foreign and Commonwealth Office

A
7N "? Teleperformance

el e Bclion mattirs

[ The Forel Foreign Office, & resporsibie
| tocling and r ity Invben ests worldhwidi,

a whole?
Profect Name (if applicabiie] |
 Country of defivery |
Startdate |
Thene to Impk tfrom netification/is garlive - induys] | This pist in e within 5 days,
Locations from where the project is run sndfor managed (o1l phs list)
Howrs of operation
Type ol service provided of UK citizens fr 4 during the CO1 R i
| - - o | o how bo et back into the UK
Hrumisorof s " and WAH]: I

Faumber of agents [Bricks & Mortar] | 2O FTE in sites

#number of agents (WAH) 100 FTE Wik at Home

Haw long is the training?

g planned

Is the service scripted (if anly partially, please give a % scripted)
Do we have a prior

Additional Motes

have i handled situations for this client across the last
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Italy Support to Government ‘ ' * P Teleperformance

el e Bclion mattirs

= re— ectian (Taranta).
a whole? All the T. o {that is whare TP Office i o
Praject Name [if spplicable) |
Country of delivery | tnaly
Staet date D6-aby
Tine to implersent {fr ificatio 3 day dusing (st weekend]
L 2 P i | Taranito.
Howrs of aperation | B30. 1800
Type o service provided

Anumber of agents (split between BAM and WAH):

o

Arumber of agents (ricks & Mortar]
Aaumber of agents (WAH)
How long ks the training? [ ded, a ferw slide ahout th ey
or planned Mo
1 thy pted {if andy v. % scripted) | o
Do we have a prior agreement in place? | Ra
A Ha

Have




France Support to Government ‘ ' * P Teleperformance

el e Bclion mattirs

i E Hpra, it s the Minitry of Health, which lasnched the todl-fras
Local Gevernment Entity Supported lowuiprs st
country s 8 whole? il .I:mmwhm country as & whole » health professicnals.
[1LF COVIB-19
Country of delivery TFance
Start date |26 Febauary 2030 10am
i i
all French <, Le. 13up |Aaibres, B, Bordeaus, rlcans, Heims, Niort, Villeneuee d'ascg,

of agents [Bricks & Martar)
Minumber of aperts [WAH)
How long is the tralning?
By Digital planned
s the service I U ghea

Do we have 3 prior agreement in place?

Are viding other

Montpedvr, Toulouse, Lival, Le Mans. Montigny)

. SYPPAGYS, fepasures to follow i case of contamination.

! easuces ta follow, —
600
T30
1 hor 1. followed by s budt with TP Acaderny France deploved via e-learnng (very
shart formal 1

af the deaf and hard of hearing via the Rager Voice sclution - sending SMS messages via Dialonce
{Visual IVR) for example, follow speschon TV,
Na it thie i « e y day by the French TP Chent and updated
00 & recurring basis).

We have a contract with 5K since 2012, activated Tor national crises (Bataclan for example].
Nowmmally for COVIL-15, itin Uhe Minktry of Health that activates its own providers {acticall-Sitel in this case), but the SIG wanted
L the bead andd tsusted pariner,

Have we recrulted from Internal teams or externally, or both [please

¥ iiditional ion service for i Health [this is a mew

bath [prioety intesmal sauscing up to 100 FTEs and then farmp up from esternally to 600 )
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Greece Support to Government 1 E=

"? Teleperformance

_ Both 8% infernal , 15% extirnal arid 5% voluntaty wotk

— e iteraction mters
~—
Local Government Entity Supparted EDDY {Natioral Health Drganitation)
Are w
asawhole? ¥ES —
1135 ion Line:
Cauntry of delivery Greece
Start date 000303
Tims i ta oIk - In days) 1
o where the project i e for managed fall, pis sty fithens - WAHA
Howrs of operation a7
Type of service provided Infarmatian Line - Phene
number of agents (split between 8RM and WAH]: o
Wnumber of agents (Bricks & Martar] o
___ Waumber of agents (WAH) i}
How loryg b the training? SteEh
planned ta o
" aally crinted)
e pertially; plesta ghwa 20 based on ourawn CitM platform
Do we have & prior agreement in place? KO
A vlors that YES: =
Have from of both [please
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Lebanon Support to Government 3 * P Teleperformance

el e Bclion mattirs

MOH | Mini
for citlzens

within country as 8 whole ? | ey
Project Mame {if applicable} | 1718 MOH Hatline
Ceurtey of defivery Lebanon
Startdate | 2018
Time [ /i Bve - in
days) i1
Lecations from where the praject s run and/or managed [all, phs
Hst) | Kaslik
Hours of operation 407
Type af service provided | Hatiine
Wrumber of ap nd WAHY: |18

#number af sgents (Bricks & Mostar) £

#rumber of agents (WA} o
How long is the training? | 9 hours
Any Dighal plarned e
e i " | 100% hased on ourown CRM platform
Do i ol r—— [
Are that are linked
in any way? | es

Have we recrufted from intemal teams or externally, or both
(please describe) | teternal



Tunisia Support to Government

"? Teleperformance

el e Bclion mattirs

| HEALTH MINGSTRY
for citizens within
coumtry as a whola? Wi
Project Hame {if applicable) 150
Ceurtey of defivery TUNISHA
Startdate 18-mar
! i ge-live - in days) L werk
hars | he project is for managed (all, pls list) Tuni i 190 site
Hours of aperation BH/ATH 5 days ek
Type of service provided leved 1 for 190 [SAMU] in TUNISIA
#ruumber of ap and WAH):
#number af agents [Hricks & Mortar)
#number of agents [WAH) 15
How long is the training? 1day
Any Dighs! planned [
s e | ¥ [
[ e——— tacal 73
o that ars linked in ary.
wary? HOT ¥ET
Hinve we recrufted from Internal teams or exterrally, or both [please
describe)  Only Intermal teaems
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et inteaction mattens.

Russia Support to Government . * P Teleperformance

Local Government Entity Supported | Aarcliot (Russian airiines)

bassies fgr 2. T7 receives the generated lsts ol |
citizens wishing to fly to tpoing d the de date according to the AF
|Fght plan, Our task s 10 ol form 9bout the next flights nd confum the d % et
snumber of agents &M and WAH]: |
M.mm agents (Bricks & Mortar)
of agents (WAH)

How long s the | ﬁnlu?

bo ._.'...,.,..,.'w"' i place?

In any way? HO
teams or or bath
[olease deseribe) lm-nunui
Additional Notes. Frderatscen hirs o/acialy announsod That Ehe SLI0e 15 feddy 10 TclLiLe (e refurr 10 l\mu of 4 ctizees whes hive: B sk dursr m

ok formead by the Federsl Air Tlamw‘ Agency, sccondng £ the press senice of the llnhlr'o' lrmpuﬂ of the Hussan Fedecatian,

4 a return g to o
and 4 10 the AF Nlight pla
Dy L the et i erk bl go 10 the sirport




Madagascar Support to Government

R

Minitstry of Health / Minstey of Telocommunsation

"? Teleperformance

el e Bclion mattirs

Vs

a0
Ti - . v~ i daya] 11}
i T it " i/ ks | Anlananadiva, Capital of Madagascar
Hours of aperation ) ST
[Typaolsancoprovided Back otfice
number of agents [spiit hetween BEM and WAH): 15
#rumber of sgents [Bricks & Mortar) 15
#rumber of agents [WAH) [
How long Is the training? 2 hows
Any Digital planned Ka
15 the service scripted (if only loase give @ % scripted) 1006 based on our own CRM platfonn
| Do we have 2 prior agreement in place? i L]
Are ding amy othe are lnked inany
Ka
way?
Have we recruited from internal tearms or externally, ar both (please il

deseribe}
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Colombia Support to Government '

* PP Teleper

el e Bclion mattirs

1 Alcaldia de Medefiln

Are for eitizer

country 4t 3 whole? Loty

 Praject Name (i applicable) .

| Country of delivery. Colombia

Start date

| L garlive - indays)

Locatiors from ject is pls Bist]

| Houry ol poraion . s s o = ’ BTN R
Answer Desk Inbound Agent. The line s to take d Eroups. 123 Une for "Alcabdia

Trms chriie e de Medellin”
WAHA — 10 Agents

| Do we have & prior agreement in place?

A ather Hinkeed in any.

wowy?

Have teams or iy, or both {ph

describe}

Additional Notes Local ing team has al  and posted this initiative
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et inteaction mattens.

El Salvador Support to Government & * P Teleperformance

| Country | B salvaior
b pROr
wihthin country &4 & vhole? il
| Praject Name (if applicabie] |
| Country of delivery. | Bl Salvador
Start date |
| days)
s the propct b
Pl
A P he COVID-1 . the Issued a payaut for 1.5M prople. This payoul is targeting the highly
i mied informad sector of soclety, Basically, those people & based on their ¥ y and that
the 1-mont! itine. The El Salvacior ol fre ber to suppoct inquires, This

| chamnel's main obyectve is 1o avoid.

in any way?

| {please daseribe)

| Additianal Notes | Americas, € Puntual, COMDATA and Tribe BPO.

| Telepertormance is 1 of the 7 bocal Contact Cante i sachety, Tha other Sykes, Talk
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Singapore Support to Government fc: * P Teleperformance

el irter BCION Maltseg.
Country Singapore
cltizens
vithi & whale?
Project Name (il applicable)
Country of delivery
| Start date - = < | Ath Apri i furthit notice.
Tirn go-live - in
| dapa) i 2 hours
Locations Irom where the project is run and/or managed all,
| Heurs of operatien  Bam topm, 7 days a week : . )
Type of servic TPSG i wasting provider for £5 hotl Tor SMEs {Small Med
| Snumber of agert {split betwoen BEM and WAH):
Mrumber of agents [Bricks B Mortar, ually TPSG site a3 their e not cond: 45TP56
#rumber of agents [WAH)

| How long is the training?
Ay Digital pl
I3 the ipted [ only
Do we have a prior agreement in place?
A d other hat are linked
iy way? |

Volunteers from vasious gost agencies manning 4 houwr shifts, Almast 1 turmed up per day Oy Singap are eligible to.
Have we ufted Fry teams. ¥, ar bath hancle the calls. TPSG prowided suppoct staffing from IT, HR &nd Ops taking ing henw 1o use
| {please duscribe) b 3

ES was tasked by the Ministry of Trade and v b Yo handte spplications from busk

i . Ax E5 does nat h il , they had o find a sihution to setup this

up within 24 howrs,

Additional Notes Fovg Call Violurmes: 4500 calls per day during initie] period of 1 week



-
India Support to Government L® * P Teleperformance

el irteraction mattss
Jaipur Vidyut Vitran Nigam Ltd

Country | naa
L Suppar | Iatpr Vidyut g o L s — o covee 5 in,
pisal Ry 2 | NG S in Sajeshan
 Praject Mare {1 applicable} |t Vit Vit an Migam Limited
Country of delivery | inds
Start date | Proess the since bun 2043
Them i
days}
o) T 15 Dosaricas of Rajastham — taiour, Divasa, Tars, Bharatoor, Karael Bund’, Barar, thalswss, holous, Swal Machopur. Kota, Alwar, fodhgur, Pall a~d Sarmer
I Lot and et cation Urogh 280 feld lewirs.
1 d h of Rajuathar. Cver ‘s 3000 field e e g ot complaing.
| T crvet 5 rilicn porwer consurners in 15 dhatrien In Rajasthan, consi 4 & £ i i thee yrats.
L e 4. ing:
| Howlong bs the training? T 7 o e procdre :
" Wi, Cormalaint ragh Moblle sppication lor flekd sta
lsﬂnmmmpﬂdlﬂawmmmunm} w
Demwnprﬁum-mmphu? .m
I any way? | s

Have we recruited from intermal teams or externally. or both

| Wrssage from MO VLS I‘-\erw ‘a7 Toaem Wetla the pownt cont awirs a~d cRinens acn safey at thek homes. during fhe orgoing COVID 19 lockdown, on

| vl of dstgar the zall cantre and tault RecsTication Tassrs (FRT] contip to werk with

mwa' mmwxmmmmmm-mmm  lafpar I o

‘ehice=a. balour Ciseom s of wour emsloyees.
s 30d felow all B : # i ey of our emplovees b alss

Additional Notes :«(\.me-.:.‘.v.amnw
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India Support to Government
| Punjab State Power Corporation_l.td

P Teleperformance

el e Bclion mattirs

_ Country |k |
Punjsh State Power irmited i feneration rid ian of lecricity
{local GovernmentEntitySupported | tsoverdNnconsumars in the state of Pu 3
ool i | PSPCL Conaumers within Punjab.
Project Name [if applicatie] | Punjati State Power Corporation Lirnited
 Country of T ———
Start dae | Process five since Ger 2013
ficationfinocatio
Yiu)w imphemsent [from natil ntaplein |
un ar | 18 Districts of Punjab — Amritsar, Bathinga, Faridkot, Firorpur, L2 Gurdasgur, lalandhar, ludhiana,
plalist) | Meansa, Moga, Muktsar, Rawanshahe, Patiaks, fapragar, Sangeur, and Tarn Taran.
Hours of operation 7 cays a ek, 24 hes o day
Type of service provided | al Center senices for * o — power™ complaint registration and Fault Recti trams in the cities of Ludhiana and Mohai.
Anumber of agents (ipl betwen BEM and WAH 2100
1860~ 1106 el taff engaged for complankrectfication in Lushiana & Mohall icles. Melping poveemment to snsire usintesrupted
Fhiaibec <t g Qe Smartay] | pome sl v dring COMDlxk g 760 working out of clieat gremises.
_ Fewsmber of agents (WAH) | :
Haw lang Is the tralning? d‘\".».- raini all the preventi during COMID 19
v WAHA
In the service scripted {Ifanky partislly Rsaipted) | No
[ves
selinked | ¢ cutating b i defivery of
erboth |
( el | Eting statt |
e from S W r Beigin o Y ey i

oumtnr with 4
L) You! ampovee ol tht eirion. Eonare ok by ket ol ..im neasares x.ucw Karitizers. Mk, ghves s o ainla 8 el Sl sing

Additional Notes Gakly then 15 be sl

272129



. L
India Support to Government -
Maharashtra State Electricity Distribution Compa d

"? Teleperformance

el e Bclion mattirs

Country | India )
i Eh ¥ pany a P for supphing electricity to over 20 Mn
Local Government Entity Supparted | consumers In the state of Mahorashira,
within country 5 8 whole?. | ircitdluatonttiobilesiaibi
_ Counary of delivery.
Start date
duys} |
st} - | G State except for few parts of Murshai Gy
Hours of aperation. |7 days o week, 24 has » day
Type of service provided | Call Center servcos for  ne — perwes™
veen BEM k | 135
Frumber of agents (Bricks & Mortar] 5
Faumber of agents (WAH] |00 .
Haw lang ks the training? 01 day of traininguensitirati B the p e prcdures to b ing COMID 19
lanned | Comgiaint registration on IVRS, WAHA, Mised Call Solution
15 the service seripted (If anty pastially, please ghe % seripted) | No
BES
arelinked -
in any way? | o dhebivery of
H erboth |
| Exdsting staff
[please describe] | it
| Dus 135 staff aver the state. A o [
Additional Notes | ecenplaints aver (VR and thiough missed caths from ther regksteoed ph b sclution d [
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India Support to Government L® * P Teleperformance

el iteraction mattss
Dial CG 112 — Emergency Helpline

 Cauntry [inds
| Local Goverament Entity Supported i s .
Are I )
o chakit | she residents o crbattsgarn st ;
| owic6 12 |
‘Country of dellvery [inda
Start date [ Proc ess Live since Mar 2018
:’M}mhnln-- |
Loeats the project 4l [0, | it 117 cowens thefollowing 11 districts: Raipir, Diurg, Rajnandangaon, Kshischam, Bastar (Iagdalpar CiRy), Saguja, Slspur, anjge
61— | Chamga, Korba, Ralgarh and Mahasarund.
Haurs of operatian | 7 days 2 week, 28 has 2 day
Type of servics previded | Dial 112 covers ol the emergency ¥ |, Ferw [101) and {10 _ n:
BAM and WAH |12
Wnumber of agents (Bricks & Martar) 125~ Allwithin Police Command
Faumber of agents (WAH) L
Haw lang & the training? [aT dayel Eihe preventive procdures to b Conn 19
| WAHA for .
N (fonly wescripted) | o
Da we have a prior agreement in place? | ves |
Are we previdi tees thatare linked | Facilitating b dif for detivery of emergency
| inany way? il |
Have bath |
W | fuiating Staff
(piease deserite) B
Additlonal Notes | Ouw 135 stall wency helpline for the entl laticen of oves 25 millian across the state
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India Support to Government
Amma Call Centre

"? Teleperformance

el e Bclion mattirs

Country i
| Local GovernmentEntity Supported______________ SevemmentelTaminads
Are I
i 50 whele? :mumuumm
Project M (il | Aummna Call Centee = Citinen Hafpling
Country of dellvery i
Start date. | Dec 2018
Time ta implement (fr hve - i
| Enemediate
diys} . !
::r::umumwrmumouf#mmmﬂ | Chotinal
Haurs of operatian | 12hes Bamitill Bp.m
| Anma Cail Centre i 2 singhe windaw IT » o a
Ty ol sarulcs provided | expeditious disposal of grievances of Citizens.
: BEM F
Reusmber of (Beicks & Mortar] 15
mousmber of agents (WAH) 15 i
Haw lang s the training? |01 day of training/sensNization on ol the preventive pro weed during COVID 19
| WAHA
15 the sarvice scripted (if anly partially, pleass ghve a % scripted) | No
Do we have a prioe spreement in place? | Yes
In any way? I""""“*"O\L diff { four detivery af .
Have o both
[please descrbe] s R
| 30 TP staft engags g actioms. on call far help i h of Tarnil Naduu. Ao
Additional Notes | implemented WAHA 1olution,
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