A global learning
company’s fast CX
migration

Like many businesses, the world's leading learning company
assembled a roadmap for cloud migration—then put its plans
on the back burner after running into complexities and change
management issues.

But when the number of remote learners surged during

the global pandemic, the company’s aging contact center
technology couldn’t keep up with the influx of calls from new
customers. It needed cloud's CX and scalability benefits—fast.

The learning company turned to Cognizant to jumpstart its
cloud efforts and to quickly migrate its on-premises contact
center to the cloud. The result was a well-orchestrated, agile-
based project that not only transitioned 6,400 agents to a
cloud-based platform but also created modern, streamlined
experiences for agents as well as the company’s customers and
business leaders.
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Challenges

When remote education surged during
the pandemic, the learning company’s
aging contact center technology
needed a fast migration to cloud.

Success Highlights

- 6,400 agents transitioned to cloud-based
contact center platforms

- 5% reduction in infrastructure cost
o 999% platform uptime

« 578 million calls a year handled smoothly
by new system




Remote learning requires seamless CX

Education is one of the world's largest industries,
making up 6% of GDP. But it's also a low-margin
industry where volume matters. As a dominant
player in the education industry, our client
wanted to solidify its market leadership. To do
that, it needed to standardize its business units’
patchwork of contact center technologies and
legacy architecture to create a consistent CX. It
also sought to implement a self-service channel
to answer routine inquiries. With agents fielding
482,000 calls monthly, average handle and wait
times were long, and the company wanted to
free agents for more complex questions.

The learning company chose Cognizant for

our deep understanding of its business model
and technology landscape as well as our
commitment to provide a seamless student
experience. We also had a proven ability to
drive, execute and support an end-to-end digitall
CX transformation. Our breadth of expertise
positioned us as the right partner to help the
company achieve its business and technology
goals.
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Our approach

Cognizant provided end-to-end services
transformation, including business and
technology consulting, global implementation
services and support services.

To kick off the project, our consulting team
partnered with the client to assess its complex
as-is landscape. The business operates in 45
countries, each with varied CX maturity and
processes. Most operations were running
premise-based contact center technologies. Each
operation had its own student outreach and
engagement strategy, language requirements
and custom integrations—all of which had to be
accommodated as part of the cloud migration.

Collaborating closely with the client, we designed
contact center processes, platforms and
experiences to marry the company’s global CX
transformation strategy with local geo-specific
requirements and solutions. Our team played a
pivotal role in the requirements deep dive and




the solution design as well as the contact center
as a service (CCaaS) migration. We enabled
NICE CXone and Serenova CxEngage as CCaaS
solutions based on features, local business
requirements and ease of deployment.

For the phase 1 go-live, the contact center
platforms were enabled with rich, out-of-the-box
features. The launch included agent routing
and new digital channels such as voice and
self-service. The migration occurred with no
disruption to the company’s customer support
and smoothly transitioned agents to the
company’s new work-from-anywhere model.

Each additional phase further differentiated the
company's CX. To improve caller experience and
agent performance, we integrated the CCaaS
platforms with global Salesforce CRM, enabling
agents’ screens to display customer information
during inbound calls. We also integrated
Observe. Al for advanced analytics and

quality monitoring, and Calalbrio for workforce
engagement, agent forecasting and scheduling.

Through these innovations and others—such

as redesigning the IVR for self-service in multiple
languages: English, Spanish, Arabic, Portuguese,
ltalian and French—we became the trusted CX
transformation partner for the client's business
and IT teams across the globe.
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Flexibility was key to the project’s success. With
client requirements continuously evolving, our
team had to be agile to adapt to change and
ensure the right solution was proposed and
implemented. Our ability to stay flexible, staff
quickly and win customer trust was crucial.
Because much of the project occurred during the
pandemic’s global shutdown, operating models
flexed to accommodate the remote work needs
of our associates and the client’s stakeholders.

Jumpstarting its cloud efforts resulted in
improvements across the learning company’s
business.

By migrating 6,400 agents to the contact center
platforms, infrastructure costs decreased by
15%. Equally important, the company elevated
the experiences delivered to customers, agents
and business leaders. The company’s 2.75
million registered users now enjoy streamlined,
personalized journeys. Agents have the flexibility
to work from anywhere and access a 360-degree
view of the customer journey that lets them
respond contextually to customer queries.
Through the new business dashboard, leaders
gain an intuitive view into real-time CX trends for
more informed decision-making.

Cognizant (Nasdag-100: CTSH) engineers modern businesses. We help our clients modernize technology, reimagine processes
and transform experiences so they can stay ahead in our fast-changing world. Together, we're improving everyday life. See how

at www.cognizant.com or @Cognizant.
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