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POZITIONARE/VECHIME TN PIATA

TBI Call Center este membra a grupului financiar
olandez TBI Financial Services Group, fiind
prezentd pe piata din Roménia din 2007.
Acoperind toate tipurile de activitati de call cen-
ter, TBI isi propune sa-si susting clientii in ascen-
siunea propriilor afaceri.

OFERTA DE SERVICII

TBI Call Center acoper intreaga paletd de ser-

vicii asociate activitdtii de call center:

= Inbound (info line, asistentd clienti, gestionare
reclamatii etc.)

= Qutbound (servicii de véinzare directd, preluare
de comenzi, programe de loializare, colectare
creante, gestionarea intarzierilor la plata efc.)

m Alte servicii (data cleaning, data entry, scanari
etc).

CAPACITATI DE OPERARE
= resurse umane calificate: operatori instruiti si
antrenati Tn relatia cu clientii; personal tehnic

de specialitate pentru realizarea de aplicatii
software dedicate fiecdrui client (interfatd oper-
ator/administrator/client, integrare baze de
date client, rapoarte de activitate etc.); mente-
nantd corectivd si adaptivd

= resurse tehnice de ultim& generatie create de
noi sau achizitionate de la partenerii nostri,
dedicate activitatii de call center

= canale de comunicatie diversificate: telefonie
fixa, linii cu tarif local, GSM (voce, SMS,
MMS), internet (e-mail)

= resurse IT: centrald telefonica de mare capaci-
tate; solutii hardware Intel-Dialogic, solutii soft-
ware: Microsoft SQL Server, Microsoft CRM;
posturi de lucru echipate complet.

ABILITATI LINGVISTICE:

englezd, franceza.

PORTOFOLIU CLIENTI/ REFERINTE:
TBI Leasing, TBI Credit.
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POZITIONARE IN PIATA

Grupul Teleperformance este liderul mondial in
externalizarea serviciilor de CRM si servicii inte-
grate de call center.

In Romania, Teleperformance si-a inceput activi-
tatea in 2004, devenind in scurt timp unul dintre
lideri pe piata locald. In prezent, aceasta
opereazd cu peste 300 de statii de lucru si ofers
servicii de calitate jucatorilor de prima linie de
pe piata locala.

OFERTA DE SERVICII

= Pre-Sales (Database Creation, List qualification,
Lead generation/Traffic generation)

= Customer Aquisition (Information lines, Pre-
Sale Campaigns, Order taking/Booking,
Appointment Setting, Tele-selling)

= Customer Activation (Activation support,
Payment collection, Fulfillment processes,
Documents collection, Welcome pack delivery)

m Customer Care (Welcome calls, Information
line, Installation Support, Customer Care,
Loyalty programs, Help Desk, Crisis manage-
ment)

= Upsell/Cross sell (Customer Base profiling, Up
Selling campaigns, Cross Selling campaigns,
Loyalty Program Management, Tailored bun-

dled offers, Affinity programs, How-is-it-going
calls, Proactive retention)

= Market Research (Custom satisfaction index,
Branches /POS rating, Mystery shopping calls)

= Collection and Retention (Debt Collection,
Retention, Win-back Campaigns)

= Technical Support (1st and 2nd level)

CERTIFICARI:
Standarde de calitate - COPC si ISO 9001-
2000.

TIPURI DE PROIECTE ABORDATE
http://www.teleperformance.com/en/Home.aspx

CAPACITATI DE OPERARE
Peste 500 agenti

ABILITATII LINGVISTICE:
Romaéna, rusd, italiand, spaniold, engleza,
francezd, maghiamd, bulgad, germana.

REFERINTE:

Cosmote, Vodafone Spania, Romtelecom,
Chevrolet, Opel, Dacia, Alico, Enel, Generali,
Citi Bank, BRD, Eurobank, Equilon, Lenovo,
DeAgostini.
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