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B daktela Case study
How Cosmo (Funtime)

digitalized its system and sped
up appointment booking by 60%
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- Case study
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Fun for all Faster inquiry Hours saved
ages processing weekly

Cosmo (Funtime) is the largest amusement park in Serbia, located at two sites - TC Galerija and
TC USce - with attractions for all ages, from the youngest in the Cosmo KIDS zone, to teenagers in
the Laser Tag arena, and adults in the Cosmo JUMP trampoline park.

With hundreds of daily inquiries from parents organizing birthday parties, to companies looking to

arrange fun Team Building or Family Day activities, their main task is to ensure every client gets a
time slot and information in record time.

What problems existed?

Overloaded agents, numerous internal systems, and
difficult access to information.

Cosmo needed a solution that would unify fragmented communication from Viber, SMS, and social
media into one place to eliminate the digital chaos.

The goal was to speed up the appointment confirmation process and enable scalable support without
losing focus on clients or increasing operational costs.
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- What problems did we solve?

Cosmo was facing rapid growth and a large number of daily inquiries, which the fragmented
communication system could no longer handle adequately. The main challenges were:

: Inquiries arrived across numerous disconnected channels, with no unified system to
consolidate them.

4'] Time wasted on physically checking multiple devices and different applications (Viber,
2{ Instagram, SMS).

Difficult tracking of inquiry status and lack of clear reports on the number of successful
bookings.

8 Slow and complicated access to client information.

m Benefits of using Daktela

The Cosmo team achieved remarkable results that are the best proof of the solution's
efficiency:

60%

faster client communication and
appointment booking

0%

missed inquiries. Every inquiry is tracked in the system
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as a task until the appointment is confirmed,

reducing the risk of errors or missed clients to zero.

20

hours saved weekly. Automation replaced manual
data collection from multiple devices.

100%

automated reports. Data from all channels is instantly available,
without manual work.

Automation

of processes raised team productivity to a higher level with dramatically shorter
response times.
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m Implemented Daktela solutions

After a thorough analysis, Daktela was integrated into the Cosmo system through a solution
tailored to their business. The focus was on eliminating manual checking of multiple devices and
fully unifying communication, without a single moment of downtime. The entire transformation
process went smoothly with constant expert support from the Daktela team, ensuring rapid
employee adaptation.

Implemented modules:
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Calls Ticketing Reports CRM Viber

- How does Cosmo see its partnership with Daktela?

Daktela was the key turning point for our team. Instead of agents jumping between three
different applications, now they handle everything from one screen. It's not just a time
saving, it's a complete transformation of how we work.

We no longer worry about whether we've skipped someone -
the system works for us, giving us a clear picture of every client
in real time. That's the stability every manager wants in their
team.

- Bojana Renduli¢ Stojiljkovi¢, Call Center Manager at Cosmo
(Funtime).

Do you also want more . +420226 211245
. efficient customer support
and cost reduction?

CONTACT US! @ www.daktela.com

@ daoktelo@daktela.com

4/4

# daktela A4 daktela@daktela.com daktela.com @ Daktela WhatsApp (420226211245)


tel:+44(0)2080891452
tel:+420226211245

