
Your business. 
Transformed

Customer Experience 
& Contact Centre
Excellence



Optimise

Operations 
Review

Customer 
Focus

Operational 
Excellence

Continuous 
Improvement

Understand inbound demand, planning, 

resourcing  and performance01
Understand the Voice of the Customer/ 

Agent and set performance targets02
Optimise customer journeys and agent 

onboarding/coaching/performance03
Implement performance controls, optimise  

customer channels and implement churn 

prevention

04
Drive efficiency as the base grows through 

technology or outsourced solutions05

Our Approach



Operations Review  

• FTE/Planning
• Demand overview
• Performance overview
• Queue management
• IVR messaging
• Call backs / templates

Tailored action plan based on 
discovery review and RAG

• Inbound Contact Review

Overall inbound volumes, breakdown by channel/department, average 
speed to answer, abandon rates, average handling times and transfer 
rates. Historical view and reporting template

Customer Focus

• Voice of the Agent
• Voice of the Customer
• Contact drivers
• Complaints drivers
• Social review
• SLA review

Tailored action plan based on 
discovery review and RAG

• Voice of The Customer Insight

Breakdown by department of main contact drivers/sub-drivers, 
breakdown of main complaint drivers, review of social sentiment and 
management. Including customer panel feedback.  Recommendations 
for contact deflection.

Operational Excellence

• Recruitment
• Coaching
• Quality monitoring
• Customer journeys
• CSAT / NPS strategy
• Agent level RAG reports

Tailored action plan based on 
discovery review and RAG

• Quality Monitoring Framework

Implementation of agent QA monitoring scorecard and methodology 
covering policy/compliance and customer experience. Engagement 
programme for Agents and Team Managers.

Continuous Improvement

• Governance
• Lifecyle communications
• Reactive retention
• Proactive retention
• Channel review
• Technology review

Tailored action plan based on 
discovery review and RAG

• Reactive and Proactive Retention Plan

Implementation of loyalty offer matrix and call guides/objection 
handling for agents (reactive). Review of End of Contract (EOC) and 
Annual Best Tariff (ABT) comms.

Discovery CX Action plan Example Deliverable

Our Methodology



Global Reach100s of experts in 15 countries

Our MethodologyD

• Detailed discovery in each section of our methodology results in a RAG status and 
commentary tailored to your individual business

• From this a prioritised CX action plan is produced and presented to you

• If required, we can then work with you on implementation and ongoing best practice



Customer Satisfaction +85%
Net Promoter Score +
Wait times <60 secs
Complaints <1%
Monthly churn <1.5%

Customer

Abandon rate <5%
Handling time optimised
First call resolution +85%
Quality +80%
Upsell and sales through service

Contact Centre

Monthly Attrition <3%
Engagement scores +85%
Customer First focus
Long tenure
Career paths defined

Agents

Implementation Support
• Customer First culture and CSAT improvement plans

• Agent and Team Manager coaching and development

• Managing implementation of new channels

• Reactive and proactive churn prevention plans

• Quarterly business and Continuous Improvement Boards

• Upsell and sales through service programmes

Expected Benefits



Contact Us
Simon Kissane

    skissane@cambridgemc.com

    www.cambridgemc.com

Thank you and Questions
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