
Client: Mobile Telecoms Package Upgrade
         and Renewal
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Company Overview
Our client, a major distributor
to one of the leading mobile
telecoms service providers in
Europe, offers a loyalty
upgrade programme directed
at retaining UK-based clients
whose existing mobile
packages are approaching
their annual renewal date.

Challenges
Dialogue was approached by
the client to provide an
Outbound Program with the
objective of signing up
customers, currently on any
of a couple of hundred
different tariffs,  to one of
three loyalty upgrades on
offer.  The call was as much a
“sales” call as a customer
service call, as customers were
rewarded for their loyalty to
the brand.

Adherence to pre-approved
and pre-defined program
workflows and sales
procedures was key, as was
the provision of quality
Management Information and
reporting.

Optimisation of the client
database was a further
challenge.

Solution
In addition to the standard
induction and training on
systems and navigation, the
Agents that Dialogue provided
for the programme underwent
detailed product training and
specific sales and customer
service training to meet the
sales challenge.

A QA resource, although not
originally assigned to the
programme, was included to
increase the quality focus and
allow the Team Leader and
Programme Manager to focus
their attention on operations.
 In line with the client’s
requirements, several daily
reports were provided in their
prescribed format, including a
summary overview, sales
report, referrals report,
sample voice recordings, as
well as notes and comments
made by the Programme
Manager.

Having run the programme
for a short period and
assessed the characteristics
of the client database in the
live environment, the
automated dialer system was
changed and the size of the
batch of data received from

the client increased.  This
enhanced productivity, with
significantly more customers
being contacted and
concurrently improved agent
utilisation.  Shift times were
also adjusted slightly later to
optimise agent use and
significantly improve the
number of clients that were
contacted in the UK.

Result
The programme grew from
only six agents in size to 28
within a six-month period.
Despite the growth, the sales
targets per agent have been
exceeded, with a call
conversion rate of 42%.

Following the
programme’s
success, the client
plans to expand it
further to a total of
50 agents.


