Client & Industry 
An US headquartered company specialized in reliable messaging, SMS, MMS, WhatsApp messages, API for multichannel user verification, cloud infrastructure, metrics and communications worldwide. 

Main Challenges 
· Data Entry Verifications and Basic Support: The client required a range of data entry agents for verifications and also support for the customers that are/were not verified. Maintaining consistent quality of the verifications along with guiding the customers to the wanted result in a short SLA was a challenge. 
· Scalability Demands: The need for rapid team scaling presented a challenge in terms of recruiting, training, and integrating new support members quickly without compromising service quality. 
· Multi-Platform Assistance: The client needed to cover customer inquiries and data verifications across multiple platforms with different demands and documentations. Self-Sustaining Team: Establishing a self-sustaining team that includes quality assurance, training, team leadership, and operations management. 
· Achieving Key Performance Indicators (KPIs): Meeting KPIs such as Productivity and Service Level Agreement (SLA) amidst diverse challenges required strategic planning and continuous monitoring. 

Solution 
A specialized team of 140+ members, split between different processes with different shifts based on the client’s needs. 
Diverse Channel Assistance: Multi-platform Verifications and Support based on the volumes, objectives and goals that our client wanted to achieve. 
Adaptive Scalability: Our team has expanded from 20 to 140+ agents, demonstrating scalable growth. Autonomous support team encompasses training, leadership, and ops management, guaranteeing top-tier service delivery. 

Results 
· Scaling up demands: 100% 
· Multi-platform Support and Verifications. 
· Dedicated team: agents, training, leadership, ops mgmt. 
· 140+ agents working on 15 different processes. 
· Over 1.5 million Data entries handled. 
· Over 75.000 solved inquiries.
