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Challenges

Previously, Telenor Pakistan had been performing 
several processes manually on a daily basis. Our client 
was getting over 200 requests and relying on a 
cumbersome process to resolve CCD complaints about 
slow or no 3G/4G browsing and DIVR signals. Moreover, 
manually following up on the tickets created during 
(Customer Care Department) CCD processes was 
cost-ineffective and time-consuming. Switching 
between several applications was reductant and 
inefficient.

Telenor Pakistan wanted to boost efficiency while 
reducing operational cost and complexity. To satisfy 
these goals, they required a single platform that would 
automate repetitive tasks.

Solution

Systems Limited leveraged its expertise in Robotic 
Process Automation to transform several of the client’s 
processes.

For effective optimization of CCD browsing issues, 
UiPath bots were trained to get customer complaints 
through the CRM platform and perform necessary 
steps to resolve the issues. Upon successfully resolving 
the issue, bots updated and closed the tickets with 
relevant comments. Otherwise, bots locked the ticket 
by matching the LACCELL and address in the master 
sheet.

For following up on tickets during CCD processes, bots 
were trained to get locked ticket data through the CRM 
and perform the status check, TAT verification, etc.

About the Client

Telenor Pakistan, 100% owned by Telenor Group, has a 
footprint spanning all across the country. It launched its 
operations in Pakistan in 2005 and currently has a 
workforce of over 1500 employees and a subscriber base 
of over 46 million. It leverages effective and modern 
digital solutions to serve its customer base.

To makes these processes optimized, bots used APIs, 
custom coding, and regex. In case of any exception, 
screenshots were taken and placed in a defined folder. 
At the end of the process, bots sent emails with the 
status of execution and a log file attached. Through 
RPA, the time required to resolve complaints dropped 
from five minutes to mere seconds.

Technologies

Services

Robotic Process Automation (RPA)
strategy and implementation

Results

Reduced DIVR 3G/4G 
complaints’ processing 
time from 5 minutes to 
120 seconds (250% 
increase)

Systems is a full-service technology consulting and business process outsourcing company. We deliver digital 
solutions and services to help our clients increase agility, control costs, and reduce business risk. We help you 
execute on your vision using enabling technologies and the industry’s most stable global talent pool.

Systems’ 40-year track record of successful delivery and production-ready solutions help our clients accelerate 
time to market and gain a competitive edge. Our strengths include ERP, business applications, data & AI, 
collaboration, eCommerce, mobility, and enterprise integration.

Systems has engineered high-performance, cost-effective solutions for some of the world’s best-known 
companies in banking, insurance, retail, consumer goods, supply chain, distribution, manufacturing, and other 
industries. We excel at delivering value and exceeding customer expectations.
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www.systemsltd.com sales@systemsltd.com

Reduced DIVR signals 
complaints’ processing 
time from 5 minutes to 
90 seconds (333% 
increase)

Reduced CCD 3G/4G 
slow and no browsing 
complaints’ processing 
time from 4 minutes to 
90 seconds (267% 
increase) 

Tickets follow up
time reduced to 30 
seconds from 2 
minutes

Higher 
information 
accuracy

Lower 
operating 
costs


