
Be Lazy, Ask Pigro
Pigro helps people find clear-cut answers inside the 

ever-growing knowledge bases of their organizations.

USE CASES MARCH 2022.



PROBLEM -  COMPANY’S SEARCH ENGINE SYSTEMS 

Current enterprise search solutions working on 
their knowledge lack efficiency and end up 
wasting hours of precious time

● effort in trying multiple keywords

● browsing in different systems/repositories

● effort in identifying the right content by its title 

● effort in scrolling several pages
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SOLUTION

Pigro is the ready-to-use 
solution to enable Intelligent 
Search in the everyday user 
experience.

● Support for natural language 
queries

● Desired result in the first 2 
positions in 90% of the cases

● Clear-cut answers, avoid the 
noise of useless content



USE CASE 1 - knowledge retrieval system supporting 1st Level CS agents - web app 

Solution
● All the knowledge is created on the platform 

or automatically imported day by day from 
the company’s repositories where contents 
are created and archived.

● Search engine based on natural language 
query  (no keywords)

● Multiple snippet extractions (not just the 
whole document) answer the operator’s 
query. It is always available the whole 
document from extract comes from

Problem
● Direct access to knowledge from one 

touchpoint
● Knowledge sharing
● Finding fast the correct snippet from the KB 



USE CASE 1 - knowledge retrieval system supporting 1st Level CS - web app

Cost Saving Calculation

● Average help desk agent cost:  £ 0.35 per min
● Agent’s time saving per hour: 3 min (5%)
● Agent’s time saving per day: 8 x 3 =  24 min
● Sky help desk agents: 1,500 operators
● Total min saved per day:

○  24 min x 1,500 = 36,000 min
● Total minutes saved per year:

○ 36,000 min x 220 days = 7,920,000 min
● Total saving per year:

○  £ 0.35 x 7,920,000 minutes = £ 2,772,000

Pigro costs

● Average setup £ 50K ( just the first year)
● Average annual fee £ 100K 

1st year  ROI (£)

(2,772K- 150K)/150K= 2622K/150K

ROI 17.48 

Annual  ROI after the first year (£)

(2,772K- 100K)/100K= 2672K/100K
ROI 26.72 

Benefit
Supporting help desk operator in tickets’ resolution - 

cutting resolution-time by 5% (worst case) 



USE CASE 2 - Internal IT support for employees (40K in world) by ServiceNow integration

Solution
● All the knowledge is automatically imported day by day 

from ServiceNow where contents are created and 
archived.

● Automated import of tickets resolution allows to enlarge  
the knowledge base available

● Search engine is based on natural language query  (no 
keywords)

● Multiple snippet extractions (not just the whole 
document) answer the employer's query. It is always 
available the whole document the extract comes from

● Agent escalation: Incidents categorization for 
tickets’ opening to the right agent (business service)

Problem
● Service Now search engines for help content perform 

poorly
● Articles inside ServiceNow are not exhaustive
● Incidents (help desk agent escalation) are often open to 

the wrong business Service agent



USE CASE 2 - Internal IT support for employees (40K worldwide) by ServiceNow integration

Cost Saving Calculation

● Average help desk agent cost £ 0.35 per minute
● Time-saving (worst case) per employee per day: 10% of 1.8 hours (10.8 min)
● Employees Pigro system adoption rate 15%: 40,000 x 0.15 → 6000 users
● Total potential saving per year per employee:£0.35 x 8 hr x 220 days=£ 616
● Total saving per year 6,000 users x £ 616 = £ 3,696K per year

According to a McKinsey report, employees spend 1.8 hours every day searching and gathering information. On average, 
that’s 9.3 hours per week!

Benefit
● Supporting internal employees in IT troubleshooting
● Knowledge sharing based on previous tickets
● Time cut-off for the opening ticket to the right operator

Pigro costs

● Average setup £ 50K ( just the first year)
● Average annual fee £ 100K 

1st year  ROI (£)

(3,696K- 150K)/150K= 3546K/150K

ROI 23.64 

Annual  ROI after the first year (£)

(3,696K- 100K)/100K= 3,596K/100K
ROI 35.96 



USE CASE 3 - Advanced search engine for easier browsing

Solution
● Intelligent query system in 

natural language integrated on 
the customer website (chat 
interface on the bottom-right)

● Multiple snippet extractions (not 
just the whole url) answer the 
user’s query. Possibility to redirect 
to the url from which the content 
has been extracted

Problem
● Text box  was not working 

properly in helping users to get 
the right content from the website



6 ml unique users landing on BNL website per month - 600K tickets per month

USE CASE 3 - Advanced search engine for easier browsing

Benefit
● user’s easiest browsing 
● Impact on tickets opening (-5%)
● Impact on leads generation (contact form)

Pigro costs

● Average setup £ 50K ( just the first year)
● Average annual fee £ 100K 

1st year  ROI (£)

(1.080K- 150K)/150K= 930K/150K
ROI 6.2

Annual  ROI after first year (£)

(1,080K- 100K)/100K= 980K/100K
ROI 9.8

Cost Saving Calculation

● Average help desk agent cost £ 0.35 per minute
● Average ticket’s cost resolution £ 3
● Users’ Pigro adoption rate 10%: 6,000K x 0.01 → 600K users per month
● Ticket’s monthly impact: - 30K agent’s requests  → saving 30K x £ 3 = £ 90K 

per month (1,080K per year)
● Lead generation impact: 10% on 60K = 6K registered users per month 


