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With the aim of further spreading home-based contact center services, transcosmos begins
support desk service operations for home-based CC in full scale

By solving the four challenges the home-based model faces, powerfully helps make home-based CC a
regular business model

transcosmos inc. (Headquarters: Tokyo, Japan; President & COO: Masataka Okuda) hereby announces that the company
will begin full-scale operations of support desk services for home-based contact centers (CC) in June 2021, with the aim of
further spreading the home-based CC service model. Given that the home-based CC model continues to show high
business continuity capabilities under the prolonged COVID-19 crisis, transcosmos powerfully encourages businesses to
make it a regular business model with high-level solutions that will solve the four challenges of the home-based CC model.

Home-based Contact Center
Service with the same productivity
& quality as center-model services

In light of bringing more diverse workstyle options, transcosmos has been driving the shift to home-based CC. Now that the
CQVID-19 pandemic has pushed the move all at once as an increasing number of businesses adapt the home-based
model as one of their BCP measures so that they can continue their business operations under the current circumstances.
In addition, recently, there is a noticeable rise in client needs for “making home-based CC a regular business model” by
designing operational processes specifically for the home-based model, not as a BCP measure. This growing demand is
backed by advantages that come with the model such as enabling businesses to have strong capabilities for business
continuity, offering their employees work style options that meet the trends of the times, and having cost advantages.
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There are four challenges in making contact centers home-based, namely, “security,” “call quality,” “productivity,” and home-
agents’ “sense of loneliness.” In order to offer home-based CC services, it is essential to ensure “security” in the home-
environment, maintain “call quality” and “productivity,” and help agents cope with the “sense of loneliness” when working
alone. To make it happen, it is critical to make a coordinated effort built on strong collective capabilities to treat each individual
agent with care and communicate with them whilst keeping an eye on any waming sign of risks and troubles, and offering
assistance immediately as needed, not to mention implementing necessary IT and digital solutions.

m Support desk services specifically designed for home-based CC drive the move to full home-based CC
Today, transcosmos operates a total of 8,000 workstations - 2,000 in Japan and 6,000 overseas - as home-based contact
centers. The company has gained operational excellence underpinned by its expertise in managing home-based services



that transcosmos has acquired through experience, and already has achieved many successes. (*)

With the aim of solving the four challenges with higher functionality powered by its capabilities mentioned above,
transcosmos will open and begin operating support desk services for home-based CC in full-scale in June by consolidating
its support desk functions that have been spread across its contact centers. By making the support desk for home-based
CC, transcosmos’s team with a consolidated know-how of solving issues monitors “security” and related risks and resolves
troubles such as “call quality” that have been causing both operational and mental strains both on supervisors and agents,
thereby enabling them to focus on their “productivity.” What's more, as a result of reduced work and mental burden,
supervisors and agents can closely communicate with each other, thereby alleviating the home-agents’ “sense of
loneliness.” All in all, the support desk services support making the home-based CC a regular model.

* Reference: Success case example “Open & Honest Talk Session about Home-based CC model” (no translation available)
https://www.trans-plus.jp/blog/service/202009_remotework

Support desk for home-based CC Systematically solves the four challenges facing homebased services
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Security at home

Support desk works on “enhancing security” and “swiftly solving call quality issues.”

Supervisors and agents focus on “boosting productivity” and “addressing the sense of loheliness.”

1. Security monitoring: A manned monitoring service desk regularly monitors web cam and PC operation log whilst
ensuring the basic security of virtual desktop, ID management, web browser, etc. In addition, the service comes with a
blackout feature, which detects impersonation and promptly addresses unauthorized operations, thereby realizing safe and
secure operations.

2. IT helpdesk: The helpdesk team provides a comprehensive support when any device or network-related trouble arises in
a home environment. In case of any trouble, the helpdesk helps solve the issues promptly, not to mention providing remote
support for PC, network, peripheral equipment, software, etc.

m Watch home-base CC services videos

transcosmos has released the following videos to show how its monitoring specialist team works in details. The videos also
show how transcosmos home-agents work and summarize the characteristics of the home-based CC services.
https:/iwww.trans-cosmaos.co.jp/company/video/homebased_cc.html

https:/Amww.youtube.com/watch?v=-h3K5XJ9rpl

*tfranscosmos is a trademark or registered trademark of transcosmos inc. in Japan and other countries.
*Other company names and product or service names used here are trademarks or registered trademarks of respective companies.



About transcosmos inc.

transcosmos launched its operations in 1966. Since then, we have combined superior “people” with up-to-date “technology” to
enhance the competitive strength of our clients by providing them with superior and valuable services. transcosmos currently offers
services that support clients’ business processes focusing on both sales expansion and cost optimization through our 166 bases
across 30 countries/regions with a focus on Asia, while continuously pursuing Operational Excellence. Furthermore, following the
expansion of e-commerce market on the global scale, transcosmos provides a comprehensive One-Stop Global E-Commerce
Services to deliver our clients' excellent products and services to consumers in 48 countries/regions around the globe. transcosmos
aims to be the “Global Digital Transformation Partner” of our clients, supporting the clients’ transformation by leveraging digital
technology, responding to the ever-changing business environment. Visit us here https:/Amww.trans-cosmos.co.jp/english/
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