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Current and Projected Channel Mix

% of Volume

Support Channel Current State Yearl Year 2
Phone with IVR 70% 45% 20%
Self-Service Portal (SSP) 26% 20% 15%
Chat with Agent 4% 5% 5%
% of Contacts Requiring Agent Assist 100% 70% 40%
Chatbot (Aimee ServiceNow) <1% 5% 15%
Voice Bot 0% 5% 10%
Total RPA 0% 10% 25%
Problem Management 0% 10% 15%
Ticket Endpoint Bots 0% 5% 10%
Reduction Machine Learning Al 0% 5% 10%
Total Ticket Reduction per Capita 0% 20% 35%

Agent Assist
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Current and Projected Channel Mix

Channel Mix

20%
I 35%

Current State Yearl Year 2 Year 3

% of Volume

B Agent Assist B RPA (voice and Chat bots) Ticket Reduction
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Price and Volume Metrics

Price and Volume Metrics

Current State

Yearl

Year 2

Year 3

Total North American Monthly Contact Volume

37,358

29,886

24,283

18,679

Monthly Contact Volume Requiring Agent Assistance

37,358

20,920

9,713

4,670

Monthly Volume Resolved Through RPA

0

8,966

14,570

14,009

Monthly Volume Eliminated Through Ticket Reduction

0

7,472

13,075

18,679

Outsourcer Net Margin @ 25% of Current State

$524,506

$524,506

$524,506

$524,506

Outsourcer Cost per Contact (Excluding Net Profit)

$3.51

$3.51

$3.51

$3.51

Annual Price Paid to Outsourcer

$2,098,025

$1,405,677

$933,621

$721,196

Total Price per Contact

$4.68

$5.60

$8.01

$12.87

Number of Users Supported

50,000

50,000

50,000

50,000

Price per User per Month

11[ MetricNet’

$3.50

$2.34
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$1.56

$1.20




Current and Projected Ticket Volumes

Ticket Volume

~

\\.

Current State Yearl Year 2

Monthly Volume

e=@==Agent Assist ==@==RPA (voice and Chat bots) Ticket Reduction
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Cost and Savings Projections

Cost and Savings Projections
Support Channel Current State
Annual Price to Outsourcer S2,098,025 S1,405,677 S933,621 $721,196

Estimated Outsourcer Net Profit S524,506 S524,506 S524,506 S524,506
Company XYZ Annual Cost Savings $692,348 51,164,404 51,376,829
% Cost Savings vs. Current State
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Cost and Savings Projections

Cost and Savings Projections

$2,500,000
$2,000,000
$1,500,000
$1,000,000

$500,000

SO

Current State Yearl Year 2

Cost and Savings Projections

«=@==Annual Price to Outsourcer ==@==Estimated Outsourcer Net Profit Company XYZ Annual Cost Savings
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Price per Contact

Price per Contact and Price per User

‘\.\.\n

Current State Yearl Year 2

Price per Contact and Price per User

==@==Price per Contact ==@==Price per User per Month

Price Metric
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Monetized Customer Savings

Monetized Customer Value

$25,000,000
$20,000,000
$15,000,000
$10,000,000

$5,000,000

S0

Current State

Support Channel Current State Yearl Year 2 Year 3
Monetized Customer Value $8,965,920 $15,690,360 $22,414,800
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Estimated Savings and ROI

Savings and ROI

Support Channel Current State

Yearl

Year 2

Year 3

Monetized Customer Value

$8,965,920

$15,690,360

$22,414,800

Estimated Company XYZ Savings

$692,348

51,164,404

$1,376,829

Incremental Annual Savings

$692,348

$472,056

$212,425

Total Annual Return

$9,658,268

516,162,416

$22,627,225

Annual Price Paid to Outsourcer S2,098,025

$1,405,677

$933,621

$721,196

Estimated ROI 0%

460%
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Estimated ROI

Estimated Company XYZ ROI

3000%
2500%
2000%
1500%
1000%

500%

0%
Current State Yearl Year 2

Savings and ROI
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ABOUT METRICNET
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COMPLETITIVE DIFFERENTIATORS

MetricNet offers a portfolio of competitive differentiators
including those listed below.

MetricNet has conducted benchmarks and assessments
for more than half of the Global 2000.

BENCHMARKING DATABASE

MetricNet has the largest database of process
and performance indicators in the industry.

Fig.3

OBJECTIVITY o
MetricNet's clients receive objective recommendations | o
that are free from any vendor bias.
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Managing Partner and CEO

ANGELA IRIZARRY
President and COO

EXECUTIVE
TEAM

TIMOTHY COVER

Executive Project Director
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CONTACT US

BY PHONE
(775) 298-7772

VIA EMAIL

Info@metricnet.com

MetricNet.com
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CONNECT WITH US ONLINE

L) O)

@METRICNET
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MEET SOME OF OUR CLIENTS

SONY @aAlstate

0 good hands

pAPA JUH"S TIFFANY & CO. mﬁ'

Canon  ,vonnaavres: Deloitte. /) barclaycard

advanced simplicity®

N
3
i

| Y  Advancel"

Cap"a' AlOne  AutoPartsle®a

Anheuser- Busch

SV Schneider ™, Banfield S]éf)es}ﬁlfﬁc

8 Electric ~“9W PET HOSPITAL

2 PEPSICO

Global Transport and Logistics

Advancing science for life™
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THANK YOU!
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