
UNOPS, the United Nations Office for Project

Services, is a self-financing UN organization

implementing peace, humanitarian, and

development projects. In Pakistan, it builds

resilient communities through sustainable

infrastructure, procurement, project management,

and support services.

INTRODUCTION

CHALLENGES SOLUTION

Empowering UNOPS with Intellicon
Omni-channel Communication Solution

Industry: Non-profit Organization

Location: Copenhagen, Denmark

Founded: 1973

Website: www.unops.org

Name: UNOPS

Helpline crashed during high call volumes.
Increased call handling capacity from 30,000
to 50,000 calls per month.

Callers faced long waits and often ended the call.
Enabled callers to request a callback instead
of waiting on hold.

No option for language selection for callers.
Introduced call language preference option
for better accessibility

No system to call back on missed & abandoned calls.
Set up an automatic callback system for
missed calls.

No way to collect caller feedback.
Introduced automatic post-call feedback
feature

No reports to track agent performance.
Provided live dashboards and performance
reports for managers.

Calls Answer
Rate

30% More Calls
Answered22.29% 52.66%

Call Handling
Capacity

66% Increased
Capacity

Could handle up to
30,000 calls/month

Can now handle up to
50,000 calls/month

Performance Area ImprovementBefore Intellicon After Intellicon

Missed Call
Recovery

50% More
Callbacks

No callback
option

50% of missed calls
successfully returned

Feedback
(CSAT)

70% Callers
Satisfied

No feedback
system

70% positive
feedback

KEY IMPACT AND RESULTS

OTHER IMPROVEMENTS

The helpline now supports 5 languages: English,
Urdu, Pashto, Persian, and Brahui.

The UNOPS team now receives clear agent
performance reports every day, week, & month.
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