Insite improved this leading
home warranty and services
provider's forecasting quality
and efficiency by 36%, creating a
consistent customer experience
and saving them money.

This home services company has provided various home
warranty, repair, and maintenance services for over 35 years.
With a network of more than 40,000 independent skilled
service technicians, they help their customers solve problems
every day — and their contact centers provide support
24/7/365. They faced workforce management challenges, so
they partnered with Insite.
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Challenges

Due to the nature of their business, customer usage can significantly increase during weather and
climate changes. As a result, they struggle to forecast accurately and predict volumes, creating
capacity and scheduling gaps. The outcome delivers poor Service Lead results for customers
when they need the product/service the most. To overcome this challenge, they requested an
evaluation of their current forecasting methods to identify improvement opportunities and build

improvements into the forecasting approach.
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() Solutions

v

v — Through two intense days, Insite completed an evaluation. We met with 15 individuals and
v collected over 50 reports to immerse ourselves in their business operations. Leveraging the
information we gained while on site, we then worked remotely to draw numerous correlations

between internal and external factors on call volume.

Using these data points, we developed a forecast to plan the work volume minutes required
to meet call volume demand. Testing against known data points, we refined the forecasting.
Listed below are our findings:

e Although the initial correlation linking weather events to claims was marginally correct, there
was a much higher correlation between original claims to calls.

* As we reviewed claims by state, we found it was not a simple curve based on temperature.
Instead, the correlation linked claim volume to a specific “event” caused by average temperature
increases each week. We used this method to forecast the weeks following an “event.”

* When temperatures rose, customers were more prone to call and make a claim while staying
on the phone longer, leading to a 40% increase in workload through AHT and call volume.

Results

Based on these findings, we were able to provide this call center with an accurate forecasting
tool and make the following recommendations:

Establish “New Claims” and monitor against claims that are reworked.

Utilize the improved forecasting model and update data weekly.

Implement weather monitoring weekly, leveraging known call patterns to make near-term
planning adjustments.

Scan the QR code to learn how Insite brings workforce excellence to
organizations just like yours.

See how we leveraged WFM and forecasting methodologies to help the world's largest domain register and
web hosting company optimize efficiencies, significantly expanding capacity without increasing staffing.
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