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Crowdsourcing

With CrowdEngineering’s CrowdForce it is

easy: you start designing the process ,

involve the community , manage

and monitor times , delivery and

quality by using tools integrated

with existing platforms.
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Crowdsourcing customer support of a Telco operator:

 Goal: cost reduction of customer support while improving the quality of the 

service

 Solution: involve power users in the process of support of other customers

Results:

– 3% of global requests managed by the new channel after just 3 months

– High customer satisfaction

– Successfully managed over 500.000 requests during 2007, 95% of which 

without any intervention by internal operators
• Estimated savings around 3M$ (6$ per request is the lower bound for EU market)

Customer Service: a success story
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Crowdsourcing at work (1 of 2)

Customer Support Sales & Marketing Products’ Lifecycle

Customers helping other 

customers reducing 

requests managed by 

company’s call centre

Community members 

selling or influencing 

customers with the power 

of the word of mouth

Members  contributing in 

every phase of the value 

chain: requirements, 

development, test, sales 

and finally support
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Crowdsourcing at work (2 of 2)

Knowledge sharing Testing Predictive marketing

Leveraging competence of 

employees of a company 

or members of a  

community .

Internet or community 

users testing products or 

services anticipating 

problems before general 

availability

Tapping on the wisdom of 

crowds to predict market 

evolution and choose the 

right strategy to succeed
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CrowdEngineering’s proposition

“Customer service organizations that are looking for ways to reduce customer service costs

should look at CrowdEngineering's approach”, Gartner, Cool Vendors in Social Software and

Collaboration, April 2010

Company to watch, Altimeter Group, Social CRM: The New Rules of Relationship

Management, March 2010

CrowdForce is the only BPC (Business 

Process Crowdsourcing) solution, providing:

o Process control

o Quality and service levels control

o Milestones and escalation flows 

management

o Tools to generate easily and rapidly 

applications

o Native integration with communication 

channels and legacy systems

o Community’s management, profiling 

and rewarding
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Community

CrowdForce

Community 
management

Process design 
and management

Monitoring and 
integration with 
legacy systems

Time and 
escalation flows 

management

Process quality 
management

CrowdForce’s platform
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Seamless connection with crowds

TwitterInstant messengers

Facebook
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Rapid Deployment, Time to market

Easy and complete 

design through the 

advanced modeling tool Full integration with 

customer interface and 

systems Advanced control panel 

to manage process and 

community 
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CrowdForce is already deployed in Wind’s Libero support portal. The section “Libero 

Risponde” of “Libero Aiuto” shows the pending support requests and the solutions 

available for Libero users

CrowdForce in Wind’s Libero Portal
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Support request form is embedded

in the FAQ area of the Libero Aiuto

portal Asked questions can be

monitored in the personal

area where available

answers can be approved

or rejected.

CrowdForce in Wind’s Libero Portal
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A Win-Win approach

CrowdForce’s licensing enables a win-win approach,
services’ fees are in most of the cases a percentage of
savings or revenues achieved with the deployment of the
platform. Project risks are so minimized, results benefits
maximized and Return Of the investment is closer.
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Extreme flexibility

In house

Hosted

Pay per user

Pay as you go

Managed services

Managed in house
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Thank You!


