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As one of the 
first ethics and 
compliance hotline 
providers, you 
can count on us 
to deliver both 
state-of-the-art 
technology and 
unparalleled 
industry expertise.
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INTERPRETER QUEUE 

(See reverse for detail)   

Hello     |     Hola     |     Olá!

1 2 3

INCOMING CALL

LANGUAGE 

SELECTION

File new 
report

Status of 
existing 
report

Client-defined 
redirects
(optional)

Repeat 
options list

Speak with 
a specialist

OPTIONS 

SELECTION

1st

LEVEL SETTING & CONFIDENTIALITY STATEMENT

Recorded content states the purpose of this hotline system, explains the 
intake process and estimated time to completion. Message also details the 
steps being taken to protect the confidentiality of their report.

NY

HANDLING INSTRUCTIONS 

Specialist delivers Client-specific greeting and 
instructions; intent to file a report is confirmed.

REPORT TO  
BE FILED?

N

CCIS REVIEWS OPTIONS LIST

Follow-up on existing report, 
answer questions, redirect, etc.

CCIS CLOSES CALL

NEW REPORT IS CAPTURED - THE CCIS:

• Accesses client-specific report form 

• Completes report form according  
to NAVEX Global best practices  
and Client protocols 

• Exchanges Report key and PIN 
(Personal Identification Number)  

with Caller

• Instructs Caller on follow-up procedure

CCIS
AVAILABLE?

Call is routed to specialist

CALL ROUTING

Fully customized pre-recorded greeting 
branded per client specifications.

2nd

NO 
RESPONSE

Repeat 
options

Learn more 
about the 
reporting 
process
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Reporter Experience and Internal Handling proces in the Interpretation Queue

Service Level Metrics:
METRICS REPORT SAMPLING: WARRANTED ACTUAL 30 DAYS ACTUAL 90 DAYS ANNUAL AVG

Call answered in < 25 secs 90% 93.2% 93.8% 93.9%

Abandonment rate of calls > 25 secs 4% 2.8% 2.4% 2.7%

Average speed to answer  [hh:mm:ss] 00:00:25 00:00:12 00:00:11 00:00:10

Average call handling duration 00:17:58 00:17:43 00:17:50 00:17:38

Report dispatch time < 12 hrs 01:47:30 01:42:18 01:39:22

View real-time Service Level Metrics at http://service.navexglobal.com

INTERPRETER QUEUE  

Caller Experience: Automated Workflow:

:60 sec

Internal CCIS 
becomes available

External Interpreter 
is engaged

System simultaneously monitors CCIS availability and 

issues a task request to secure an external interpreter.

Handling instructions 
First available agent is provided client-specific 

greeting and instructions

Caller hears music and a pre-recorded message 

in the Caller’s language advising them to hold 

while we arrange for an interpreter. 

Message repeats every 60 seconds until CCIS or 

External Interpreter is available.

Report begins 
Caller receives greeting and report instructions; 

CCIS determines how to service the call


