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Agenda Agenda 

Overview of Customer Services across our Customer Contact Centres 

Pathfinder – Getting it right first time 

Have you interacted with us through social media? 

Social Media 

SARA 

Any questions 



           Customer Services 
 



Customer Contact Centre 

3 internal contact centres based in Darlington, Llandudno 
and Glasgow 

2 Outsource Partners: Teleperformance and HGS 

Our Customer Service team ranges from 425 advisors to 
1200 at peak 

We have answered over 3.1 million calls in 17/18 to date 

Peak period – August & September 



Call Details 
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Call Profile - Monthly Trend 

Calls Abandoned 

Calls Answered (>60 secs) 

Calls Answered (<60 secs) 



How do we ensure the correct advice is given? 



Pathfinder – Getting it right the first time 
 

 
•  Increase in QA 

 

• No incorrect advice given 

over the last 6 months 

 

• A boost in contact centre 

morale 

 



Customer Profile  



Social Media  
• Direct Messaging 

 

•  Two dedicated social 

media teams 

 

• Making our service 

more flexible   

 
 



SARA – Semi-Automated Referral Assistant  
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