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https://www.youtube.com/watch?v=UnW3xkHxIEQ
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https://pulse.kdc.capitalone.com/videos/3732
https://pulse.kdc.capitalone.com/videos/3732


The COAF Loan Servicing Command Center had multiple associates raise a customer 

concern through Circles and problem escalations. Previously, when a customer called 

in they had to authenticate multiple times--classic DOOM TWIT. By implementing a new 

tool in Titan, the team reduced average handle time by 30 seconds per agent. Nice 

work creating positive customer impact - thanks, James M. Cortez, for sharing this story!
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