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Insights from data: The next frontier for 
innovation, competition and productivity.
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• Business Case BOT call centre: FTE reduction

• Project 1: The bot generates the answers of specific questions

33 FTE
reduction

33 FTE
reduction

€ 2.338.046    
Savings

€ 2.338.046    
Savings

• In 24,5% of the total calls (ca. 
800.000 p/yr) the customer 
wants an answer on a specific 
sort of question. 

• The bot must answer these 
questions in 70% of all cases 
with relevant answers 
resulting in a reduction of 
50% of the call time (from 7 
minutes towards 3,5 min)

AHT reduction in hours/year 37.516                            

Contracthours/week 36

TTE call-center 60%

Productive hours 21,6

Number of weeks per year 52

Number of hours per jaar 1123

Cost per FTE 70.000€                         

FTE reduction (12.500 / 1123) 33                   

Cost reduction 2.338.046€     
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Y = 2 + 6
Y = 1000 / 24,85

1/4(log(1/64)

h(x) = -7 + log(10 - 2x)
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How many companies 
are actively using AI in 
“many processes and to 
enable advanced tasks”.

AI is considered ‘an 
important topic’ on the 
executive management 
level 

71 % 4 %
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How many companies 
are actively using AI in 
“many processes and to 
enable advanced tasks”.

AI is considered ‘an 
important topic’ on the 
executive management 
level 

71 % 4 %
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Data Science, Content, Analytics, Data 
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