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FREE NOW saves 10 FTEs and

makes complex data accessible to
all with Dixa

Dixa Feature:
Quality Assurance
& Business Insights

35% decrease 1.57% decrease 6% improvement

in time spent on quality In average conversation in first contact resolution
reviews handling time

At a glance

Bio
FREE NOW is a mobillity service provider

HQ Industry

Hamburg, Germany Consumer Services

Team Key Dixa integrations

150 agents Zendesk: Customer service ticketing

system
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The Situation

Formerly known as mytaxi, FREE NOW is the biggest multi-service mobility provider in Europe,

operating in 100+ European cities. They are on a journey to make urban mobility better for
passengers, drivers and communities, and to help cities to thrive.

In such a competitive space, their focus i1s to become a greener first-choice for their users. It's all

about creating a great customer experience for drivers and passengers alike.

The Challenge

In 2019, Karina Schack worked for Kapten (part of the FREE NOW group) as an Operations
Quality Manager. When FREE NOW merged with Kapten in July 2020, Karina moved into her new

role: Transition Manager.

FREE NOW had 9 customer service teams, one for each country of operations. Their goal was to
create two central customer service hubs, one In Lisbon and one in Athens, to handle all Tier 1’
requests. These requests did not require local knowledge, for example Cancellation Fee query.

With tier 1 requests handled more efficiently , each local team could focus on the more
challenging requests, ones where specific country laws and procedures need to be taken into

consideration.

In 2020, Karina took on many new responsibilities. She is now part of the team that builds,
structures and implements the strategy for customer service at a global scale. "My role is broad, it
changes on a weekly basis. It's a fast-paced environment with a startup mentality - | can be
working on anything from process alignment to liaising with local markets and the hub’, says

Karina.

FREE NOW's biggest challenges were threefold:

To centralize all their data and unify their support so that, no matter what country users
were contacting from, their experience was of the highest quality

To empower their team leads to take ownership of the performance of their team
To implement Quality Assurance for the hub and for each local market rather than use
Google Sheets in order to improve reporting
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The Solution

And this is exactly where FREE NOW started, with Quality Assurance (QA). After trialing another
solution that couldn't cover all of their needs, Karin was introduced to Dixa’'s Quality Assurance.

She quickly found that there was “a huge difference” between Dixa's calibration functionality and
the depth of the reporting around reviews in comparison to other QA platforms.

“We were first interested in Dixa’'s Quality Assurance.
We were please to see how easy and smart it was.”

Nabil Kachour, Director of Service Operations, FREE NOW

The fact that Dixa was a 3-in-1 solution also played a part: it's much easier to not have to deal
with multiple different technology providers for different workflows. “In terms of QA, we did see a
massive time reduction from using Google Sheets to using Dixa. And thinking about QA from a
more central perspective, Dixa is a very important part of that: doing it in Google Sheets across 9
markets and having an aligned process is not a task | would want to take onl,” says Karina.

Of course, the time saving translated into significant efficiency boosts - but the real value in an
analytical QA platform is using the data to improve processes and operations.




“The reporting on QA In Dixa’s Quality Assurance was
one of the things that | really liked. To be able to break
down QA scores by channel, contact reason, handling
time really helps you get insightful answers to
iImportant questions like ‘what knowledge gaps are
there in the team?’ and ‘what processes are too
complex?’ and take action.”

Karina Schack, Transition Manager, FREE NOW

With the QA aspect of the centralization project complete, FREE NOW had to turn their attention
to the team managers. “We wanted to go from not being very data-driven in customer service, to
really start becoming just that - and we thought that Dixa would help us facticity that (transition)’,
sald Karina.

Before Dixa's Business Insights, FREE NOW's team leads had varying levels of experience and

knowledge when it came to metrics and reporting. They had one customer service analyst that

would build dashboards and view tfor all team leads on Zendesk Explore. It anyone wanted to
know about data, they would ask this person because they either didn't have people trained
properly or they lacked knowledge on Zendesk.
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Dixa's Business Insights had the impact that they had hoped for: team leads were empowered to
take ownership of their data and activity, and were able to conduct complex analysis themselves.
It worked in two ways: there were people that wanted to be more self-sufficient and were good
with data, but they didn't have the time or the experience t; and there were those that were
reluctant to take ownership because they were not used to working with numbers. Now both

types of team members had the right tools.

"We're getting everybody to be data-driven and to
own their data. We've seen a massive shift towards
that in the last few months and that's been very good.
Now, | can ask any manager 'why is your CSAT
dropping' and they can go and find the answer
without having to rely on anyone else'. It's turned
managers into analysts. We've empowered them to do
their own digging and drive performance”".

Karina Schack, Transition Manager, FREE NOW

One of the hidden gems in Dixa's Business Insights was the ‘working hours’ and the ‘interactions
per hour’ metrics. Karina explains, “when we have really low volume, it's really hard to assess
whether people are being unproductive.” With worked hours and interactions per hour, they can
compare multiple people in the same territory and see how their hours compare.

Ready to learn more?

@@ dixa.com in @dixa {f @dixahq
Y7 @dixaApp @dixa.io



https://www.dixa.com/demo/?utm_term=dixa&utm_source=google&utm_medium=cpc&utm_campaign=&hsa_net=adwords&hsa_grp=136202567511&hsa_mt=p&hsa_tgt=kwd-314226335519&hsa_kw=dixa&hsa_src=g&hsa_acc=7237417264&hsa_cam=16205795994&hsa_ver=3&hsa_ad=596076786370&gclid=Cj0KCQjwlemWBhDUARIsAFp1rLVdOunpGKIhSIX125P7SBCu1jCXJkuzmLWZcOpZ62UwLAqzBYZ_88MaApWaEALw_wcB
https://www.dixa.com/
https://www.linkedin.com/company/dixa/
https://www.instagram.com/dixa.io/?hl=en
https://twitter.com/dixaapp?lang=en
https://www.facebook.com/dixahq

