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HAPPY
NEW
YEAR ,

Here's to a fresh start, a clean slate, and a journey filled with
endless possibilities.
Happy New Year to you, your family and your organization
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2024 Way Forward

ReLiABILITY

Your Success, Our
Foundation

ACCOUNTIBILITY A

Your Assurance, Our
Commitment

Jubicious

Yourpartner in solutions &
Services

SIMPLICITY

Our signature
Approach

EMPATHY

Your emotions,
Our Priority
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AT & Index

December Statistics

Journey So Far
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|4T %:Journey So Far

|

January
2024

|

January
2023

Increased but
Happiness
Average

Increase but
productivity

decreased Customers &

STORES

Added TSD,
NSO Solutions
but Slow
Growth

Services &
Solutions

Tool Usage
increased but
QOS detoriated

Quality of
Services

Significantly
Below Target,
little more
than 2023

REYEE

Decreased
drastically

Profitability

Management
Team

& V2
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AT &: Growth Pointers thru Change

Multi City Level Technical Services
Desk

(Thane, Bangalore & Delhi

Excluswe
New Retail Verticals Brand Stores

Pick Up Point
Stores

' Hyper Market
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AT &: Growth Pointers thru Change

Penetration in Tier 3/ Tier 4 Towns
(Covering 800 Cities from 71 Cities)

Combination of Multi Skilled &
Specialized talent Pool

(Technical Specialized vs. General)

Campus Hiring coupled with Learning
and Development

(GIFT, BNM & Balaji University)
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SERVICE ASSURANCE
PROGRAM AND QUALITY
CHECK

Usage of Integrated Tool &
Dashboard
Governance thru dashboards

o,: People focus Growth Pointers

oEFN
(Good morning/ Good Aftermaon Good Evening
Welcome in T seva
My name is Romee.
How My 1 Help You

Purpose

working

Ticket vakdation

self
(Ashked Ticket No.
W Mo Ticket dietall - Ticket Creation need to be done
(Check previous status

matching with category

Ticket category Matching with

Total he Issue.
‘Agent mentioned proper ticket subject & its matching with catogory and sub|
cat

Ticket Framing

[English Grammer Correct or Not
icket SLA met and Breached?

Doubts O

information

orit was gly upf
infarmatian

Resolution

o S8ll s ot resohe then arrange field technician
pr

Email Quality

‘Concern Team Looping
‘subject Line
Email Matter

Respond o time

SUB - PARAMETERS

I “Ticket Validation 5 Sentence framing
I wr 5 personalizaton on call
Ticket ctegory Matching
s 5 Listening Skill & Interupting
I Ticket Quality - 30 Marks Ticket Framing s Soft skl - 35 Mark Script Adhesence
Doubts Clarifed . =
perty
I Resolution s Enthusiasm & Confidence
Usage of largons/Fillers/
Email Quality 1 ~
e e ——— —————— — — — — — — —

5000 0000 15000 2000

State Wise IMS Productivity

- B CEE

IMS Productivity Top 5 Employee Name

Gaurar Kumar

miohammed voman ... [ <1

P ——————— 1

2500 ] 200 00

City Wise IMS Productivi
20000

Maharashira
Deini I
Karnataka [ :07o
West Bengal I -
f——
Gujarat I so2¢
Uttar Pradess [ 30

20801 15778
0 s

1000
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IMS ENGINEER PRODUCTIVITY

000




AT &:Service Assurance Program

Trained Manpower
Availability

Customer &
Services level
Profitability

Continuous Knowledge
Upskilling

COE Driven

Productivity . .
Measurement : _ Services Understanding

" POC , Account
Delivery,
Engagement

. Effectiveness *

KRA & KPI -Roles &
Each Role/ Responsibilities

Individual level
Productivity
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Focus

‘ Organizational Transformation thru Centre of Excellence

Building i4T Integrated Business ERP

‘ Onboarding Industry Experts

Unveiling of Cloud services & Innovative
Solutions
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AT &: Just Get Started !!!

Profitable Growth




'|4T 0.. Just Get Started !!!
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Smart Solution & Services

Contact Us
I-Four Transformation Pvt Ltd, Lodha Supremus Tower 2, Waghle Indust
Estate, Thane West, Maharashtra 400604

@ Regional Office: Thane, Mumbai, Bangalore, Delhi

Q 086558 41901
© f . J in O @ www.i4T.in ideas 4 Transformation
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