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We are customer journey experts
Customers. They’re the beating heart
of your business. In an increasingly
competitive world, where customer

Day in day out our people handle a wide range of contacts. We’re experienced, knowledgeable
and understand how to deliver the right customer experience in many different situations across

expectations are evolving, delivering

multiple channels. Great service is about feelings, it’s about experiences and we help you create

stand out customer service is a key

meaningful value during the pivotal moments that really matter.

way to differentiate and foster loyalty,
recommendation and trust.

And that’s where we can help.

UK based, with experience across regulated, competitive and not for profit markets, our proven services drive acquisition,
retention, satisfaction and trust. Customer expectations constantly evolve, that’s why we never stand still. We question,
challenge and improve wherever possible, fine-tuning our cost-effective services as we adapt and innovate to further improve
customer experience.
Via a service tailored to your requirements, you can rely on our engaging, friendly and helpful multi-channel contact teams to

Monica Mackintosh, Customer Services Director

deliver an award-winning service. Your customers are safe in our hands and at the heart of everything we do. We care about
and protect your customer relationships and brand as if they were our own.

Awards & Testimonials

Since the start of our relationship, some 15 years ago, you have provided us with a first-class service. The innovations
and developments you have overseen over the years has resulted in an exponential growth in call volumes, which
have been supported by an outstanding CRM package; the customer and partnership-focused awards you have been
nominated for in the past few years are testament to the exemplary organisation that you are.

RAF Recruitment

We’re proud of the recognition our services

We chose Echo to work on the STA helpline because they demonstrated clear evidence of their ability to flex our advisor
team, while maintaining a consistently excellent customer experience. Echo have added further value through the
evolution of our multi-channel service which now includes phone, email and web chat.

and people have received in recent years.

Standards & Testing Agency

2014 | 2016

2014 | 2015 | 2016

2015

Outsourced Contact Centre
of the Year 2016

We chose Echo for this important project
because the team clearly had the ability and
demonstrated its appetite to adopt a necessarily
agile approach to the design, implementation
and operation of a service with a very
challenging deadline, incomplete scope and
unpredictable level of demand. We could never
have done it without you, your flexibility and
ability to handle so many things.

Tower of London Remembers

Being water industry specialists Echo understand the regulated environment in which we operate and the expectations
of our customers. Echo is an innovative partner that shares our passion for continually improving the service we
provide to our customers.

Northern Ireland Water

The Electoral Commission has worked with Echo for over five years. During that time they have supported voters to
register and receive the information they need in order to cast their vote in confidence in a range of national elections,
and more recently, at the EU referendum. Echo has handled enquiries from members of the public as part of our high
profile campaigns to get people registered to vote in an efficient and effective manner, developing an agile operating
model that’s able to handle fluctuating volumes of enquiries with ease.

The Electoral Commission

We take care of all your
customer service needs
Customer service has evolved rapidly in recent years - customer
expectations are changing and technology has opened up new contact
channel possibilities. Whilst automation and robotics are undoubtedly key
developments, what remains critically important is the customer experience.
Our focus is on the one thing that really matters, your customers. We’re
passionate about exceeding customer expectations and creating meaningful
value at every stage of the customer journey, no matter which channel
customers choose.

Working in partnership with you, Echo can
improve every aspect of your customer contact. Our
teams immerse themselves in your world, deliver on
your objectives and delight your customers.
Acquisition & Conversion

We use insight and expertise to build your customer base. By effectively handling new customer enquiries, using internal and
external data and proactive insight and contact, we nurture your customer relationships and improve conversion rates. Our advisors
take a proactive and targeted approach, supporting customers at the right time and in the right place in order to improve outcomes.

Retention & Development

We ensure your customers feel valued, that they’re satisfied and that they trust you. We help build loyalty, creating on-going,
meaningful and valuable relationships with your customers. Supporting you to stay ahead of evolving customer expectations, we use
insight and advisor experience to recommend and formulate retention tool kits and maximise cross sell and up sell opportunities.

Proactive Service

Adopting an agile and innovative approach, we never stand still. Investing continuously in customer insight, we listen to and
understand your customers, using this in combination with our experience and data analytics to advise on multi-channel
campaigns that proactively engage your customers; improving customer satisfaction and driving long term value.

Customer Engagement

To keep customers satisfied, it’s vital to deliver a quality interaction at every touchpoint, engage customers via their
preferred channels and deliver exceptional customer experiences every time. It goes without saying that we offer 24/7
multi-channel service and have the skills and empathy to handle customer enquiries in an effective way that always reflects
well on your brand. But, that’s not all. Insight and experience is what really adds value, and our teams go that extra mile to
recommend and implement innovative strategies that improve customer engagement.

Payment & Collections

Harnessing the power of outstanding customer service is critical, regardless of a customer’s situation. Whilst collecting
payments is vital to business performance, the approach taken is a key consideration. We positively engage customers to
successfully recover monies owed. As customer journey experts, we are skilled and experienced in impacting positively on
customer satisfaction even at such difficult times, protecting valuable customer relationships and brand reputation. We
champion early intervention and proactively nurture customer relationships pre billing, successfully reducing the number of
customers who fall into arrears.

Our teams are our greatest asset; they are critical in
service landscape continues to evolve. Work with Echo,
and our friendly, experienced and highly skilled teams
will deliver a first class customer experience
every time.

great customer service and can act as true
ambassadors for your brand. Soft skills,
such as empathy and understanding are an

All our people are part of decision making, not just another cog in the wheel. Employee
development is personalised, driven by what each employee needs and delivered in a
format of their choice. Our advisors drive service excellence and play a key role in the
delivery and evolution of your service.

essential part of our selection criteria.

empowerment

Customer satisfaction starts with fully engaged employees who are treated as

Training & personal development
Our in-house training team will work closely
with you to build a bespoke programme for your
campaign. Immersing ourselves in your world, we
build expertise in what you do and how you do it.
We become a natural extension of your organisation,
delivering seamless, unified contact that perfectly

individuals. Our learning approach is supported by our in-house online training
platform; a live tool which ensures advisors have your campaign knowledge at
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keeping your customers satisfied as the customer

passionate, understand what makes

Empowered & engaged

tion

the real difference, especially for complex enquiries.

customer profiles. We select team
members who are the right fit, are

objective you set us.

bora

serve to do so, it’s our people who continue to make

matching the right advisors to your

results-based performance. Our aim is delighting your customers, and fully meeting every

colla

platforms enables those customers who want to self-

take a tailored approach – perfectly

communication, these proven processes combine an exceptional customer experience with

Our culture and
the behaviour
of our people is
underpinned by our
vision, mission
and values.

their fingertips 24/7.
Underpinned by our vision, mission and values, our people pride themselves
on going the extra mile for you and your customers. For you, this delivers
both customer satisfaction and the achievement of your objectives.
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matters. Whilst our expertise in building self-serve

understanding your customers. We

and skills we know deliver results. Evolved through insight gained at the front line of customer

t
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is important, it’s the customer experience that really

Choosing the right people starts with

reflects your brand. Building on their natural attributes, we train our teams in the processes

sp

In today’s multi-channel world, whilst channel choice

The right people

re

Our people, your
brand ambassadors

Why Echo?
We recognise that your business,
customers and their needs are
unique. That’s why, although we
offer out-of-the-box solutions, we

A partnership approach

Investing in customer insight

Collaboration is one of our core values. We work

We share our wealth of customer knowledge with you,

closely with you, building relationships and insight to
create the best solution for your customers, overcome
your challenges and achieve your goals. Indeed, the fact
that we’ve worked with many clients for over ten years is
testament to our approach.

analysing and enriching data and research to bring it to life
and drive better results. We are skilled data analysts, using inhouse tools in combination with advisor insight to challenge
and add value, informing outcomes to improve your customer
service strategy.

prefer to develop custom-build
service models in collaboration

We enrich customer experiences. Not afraid to challenge, we

with you; from system design to

become a true extension of your business, using our expertise

people selection, training, quality
management and insight and
analytics.
By immersing ourselves
in your brand and

to push boundaries and evolve pure call handling services into
complex multi-channel customer relationship management
solutions.

We care about your customers
it right first time, delivering the right experience when it matters,

customers want and need,

protecting your customer relationships and brand as if they were

right solution to your
requirements.

We live in a time of fast paced change, and companies that
don’t keep up will be left behind. That’s why agility is one of
our core values. We adopt a flexible and adaptable approach
in all that we do, evolving quickly with your needs and your
customers’ expectations; actively driving and embracing
change.

They are our key concern and at the heart of our solution. We get

understanding what your
we’ll perfectly match the

We are agile

our own. What’s more, our advisors are empowered to respond to
customer needs, not scripted processes and to suggest improvements
based on customer insight and feedback.

We’re experts in getting our services up and running quickly
and in flexing resources rapidly to cope with changes in
demand; ensuring customers receive a quality service at all
times.

A tailored, bespoke service
Whatever your requirements, our team will work closely with you to perfectly
match the right solution to your unique needs…

Supporting your customers in the right place at the right time
To keep customers satisfied, you need to be there when they need you. With Echo, you are free to
choose the operating hours of our service. Day or night we can be available for your customers 24/7,365
days a year.
We’ll support you to deliver exceptional, consistent customer experiences across the channels of your
choice. We can recommend which channels to use in different circumstances and when to switch
channels. We’re experts in multi-lingual customer contact by telephone, email, text, webchat, social
media and supporting web self-serve.

Our approach is based on your needs
Whatever your customer service strategy, we are here to support you and your customers when you need us. Whether it’s

Enhancing the customer journey
Your customers are at the heart of our solutions. Using insight, experience and expertise, we’ll work
closely with you to continually improve both customer experience and business outcomes.

a long-term strategic partnership, support for a short-term tactical need, handling calls out of hours or supporting in-house
teams, we can help.

Insourced or outsourced service

Memberships and Accreditations:

Choose from our insourced, where our people are based at your site, or outsourced option to achieve your objectives.
Working together, we’ll advise on the right option for you. Whichever you choose, we’ll enhance the quality of your customer
interactions at every touchpoint, delivering an exceptional customer experience.

IS 605754

FS 68746

0117 344 1500
ask@echo-ms.com
www.echo-ms.com/services/customer-contact-engagement

THE CUSTOMER JOURNEY EXPERTS
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Get in touch…

The

Let us help you transform your customer service.

The

You and Echo. Achieving service
excellence in partnership.

