


C A S E  S T U D Y

CONTACT CENTRE
AND OMNI-CHANNEL
SOFTWARE SOLUTION



OUR CLIENT IS  A  TRADE UNION THAT ADVOCATES FOR AND ENGAGES IN
NEGOTIATIONS ON BEHALF OF  ALL  DOCTORS AND MEDICAL STUDENTS IN
THE UK.  

IT  OPERATES UNDER THE LEADERSHIP  OF  ITS  MEMBERS.  THEIR  EFFORTS
ARE DIRECTED TOWARDS SECURING FAVOURABLE TERMS AND CONDITIONS,
WHILE  ALSO ACTIVELY ADVOCATING FOR AND ADDRESSING MATTERS
AFFECTING THE MEDICAL F IELD.

ADDITIONALLY,  THEY PROVIDE  EDUCATIONAL AND TRAINING PROGRAMMES
FOR THEIR  MEMBERS.  

Kura were selected as the partner of  choice to revolut ionise their  current service on behalf  of  i ts
members.  We achieved this through technology & innovation and we are known as a business that
has the best people in the industry to del iver  exceptional  customer experience to our cl ient ’s
members.

We designed,  developed,  evaluated and implemented a mult ichannel  retent ion solut ion with our
software SyntelateXA. This solut ion now gives the members a channel  of  choice 24/7 and the
abi l i ty  to connect whenever is  convenient for  them.

As part  of  the implementat ion we were required to TUPE employees from the previous suppl ier
which is an area we special ise in ,  the overal l  TUPE process was recognised by our new teams as
exceptional  and testament to our v ision ‘being unrival led in developing people’ .  

Overal l  the implementation was deemed a huge success by our cl ient ,  i ts  members and our people
onboarded through either TUPE or new ramp hires.  

K E Y  S T A T S  S I N C E  I M P L E M E N T A T I O N

I M P L E M E N T A T I O N  A N D  M O B I L I S A T I O N

90%+ KPI del ivery  across al l  channels
32% increase in  member engagement rate 
97%  member sat isfact ion scores
+60  employee engagement NPS
100 point  improvement on cl ient  NPS

www.wearekura.com

info@wearekura.com

120%  increase in membership retent ion
£413,000 spend saving  through CI  ini t iat ives
30% AHT reduction
6 years average tenure
64% attr i t ion  improvement to previous suppl ier

KPI  DELIVERY
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C A S E  S T U D Y

COMPLAINT
MANAGEMENT
EXPERTS



F O R  O V E R  A  D E C A D E  W E  H A V E  B E E N  T H E  T R U S T E D  P A R T N E R  O F  O N E  O F  T H E
L A R G E S T  U T I L I T I E S  P R O V I D E R S  I N  T H E  U K  D E L I V E R I N G  A  R A N G E  O F
S E R V I C E S  T H A T  I N C L U D E S  C O M P L A I N T  M A N A G E M E N T ,  P A Y M E N T / D E B T
S U P P O R T ,  S A L E S  &  R E T E N T I O N S .   

O U R  E X P E R T I S E  A N D  W O R L D  C L A S S  D E L I V E R Y  W I T H I N  T H E  U T I L I T I E S
S E C T O R  E N A B L E S  O U R  C L I E N T  T O  T A K E  A D V A N T A G E  O F  O U R  H I G H L Y
S K I L L E D  A D V I S O R S  W H O  S P E C I A L I S E  I N  C O M P L A I N T S  M A N A G E M E N T
A C R O S S  A L L  C O N T A C T  C H A N N E L S  E I T H E R  D I R E C T L Y  F R O M  T H E
C U S T O M E R S ,  C A B ,  O M B U D S M A N  O R  V I A  T H E I R  C E O .   

O U R  C L I E N T  N E E D E D  O V E R  2 0 0  A D V I S O R S  W H O  C O U L D  D E L I V E R  A N
E X C E P T I O N A L  C U S T O M E R  E X P E R I E N C E  T O  I T S  C U S T O M E R S  T H A T  I N C L U D E S
R E C O G N I S I N G  V U L N E R A B I L I T Y ,  D I S P L A Y I N G  E M P A T H Y ,  H A V I N G  G R E A T
L I S T E N I N G  S K I L L S ,  R E S O L U T I O N  T O  T H E  C O M P L A I N T ,  A N D  C O L L E C T I N G
D E B T  W H E R E  A P P L I C A B L E .  

I M P L E M E N T A T I O N  A N D  M O B I L I S A T I O N

Using our 15+ years experience within the Uti l i t ies sector we know very wel l  the high level  of
expert ise needed to del iver  a br i l l iant  experience and outcomes for  our cl ients customers.  Our
implementat ion included creat ing detai led role descript ions to ensure the best candidates apply ,
design of  the training programme and hir ing of  over 200 advisors,  plus managers to del iver  the
service.  

Highly ski l led managers are also a big factor within the success of  the teams therefore we hired
from the best leaders from various channels that  included external  brand new hires,  internal  from
our exist ing future leaders programme who are ready wait ing and from our exist ing tenured
management populat ion.  

Overal l  the implementat ion and del ivery throughout ramp was deemed a huge success by our
cl ient.

K E Y  S T A T S  S I N C E  I M P L E M E N T A T I O N
200+ FTE dedicated resource 
20K complaints resolved  per  quarter  
+50 cl ient  NPS
43% reduction  in  outstanding  complaints
70% reduction  in  third party escalat ions to
industry bodies 

KPI  DELIVERY

95%
REDUCTION IN
OUTSTANDING
COMPLAINTS

 43%
REDUCTION IN

COMPLAINT
COMPENSATION

79%
COMPLAINTS

RESOLVED PER
QUARTER

20K

95% KPI  del ivery
+65  employee engagement NPS
7 years average tenure
79% reduction in  compensation spend
50% reduction  in  re-occurr ing outstanding
complaints
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C A S E  S T U D Y

OUTBOUND AND
INBOUND SALES,
RETENTION AND
WINBACK



O U R  C L I E N T  O N E  O F  T H E  U K ’ S  M O S T  P O P U L A R  I N S U R A N C E  B R A N D S  W H O
O F F E R S  A  S P E C I A L I S T  R A N G E  O F  P R O D U C T S  T H A T  I N C L U D E S  O V E R - 5 0  L I F E
I N S U R A N C E ,  F U N E R A L  P L A N S ,  I S A S  A N D  W I L L  W R I T I N G  S E R V I C E S .  

T H E Y  A I M  T O  M A K E  T H E  F I N A N C I A L  W O R L D  M O R E  A C C E S S I B L E  T O  I T S
C U S T O M E R S  A N D  P R O V I D E  A  R A N G E  O F  S T R A I G H T  F O R W A R D  A N D  A F F O R D A B L E
F I N A N C I A L  S E R V I C E S  P R O D U C T S .  

I N  2 0 1 3 ,  T H E Y  W E R E  L O O K I N G  F O R  A  P A R T N E R  T O  P R O V I D E  A  F U L L  E N D  T O
E N D  T E C H N O L O G Y  S O L U T I O N ,  T H E  A D V I S O R S  T O  M A N A G E  T H E I R  S A L E S  O M N I
C H A N N E L ’ S  W H I C H  I N C L U D E S  V O I C E ,  S M S ,  A N D  C H A T  A N D  T O  I N C R E A S E
V O L U M E  O F  P R O D U C T S  S O L D .  

I M P L E M E N T A T I O N  A N D  M O B I L I S A T I O N
Kura special ise in technology innovation and are known as a business that  wi l l  del iver  the best
sales people in the industry ,  providing exceptional  performance to a highly regulated qual i ty
standard.  

We designed,  developed and implemented a mult ichannel  sales solut ion with our software
SyntelateXA.

As wel l  as our software implementat ion we recruited 100 new hires,  re-designed onboarding
training programme and del ivered against  our speed to competency gl idepath in under 6 months.

K E Y  S T A T S  S I N C E  I M P L E M E N T A T I O N
£9M revenue generated  in  12 months 
91% KPI del ivery  for  the last  12 months
96% customer satisfaction score  consistent ly  above target
20% reduction  in  cal l  handl ing t ime 
90%+  qual i ty  and compliance 
56% training attr i t ion  reduction across the last  24 months
12% increased value add
+47  NPS employee sat isfact ion
+39  NPS cl ient  sat isfact ion 

KPI  DELIVERY
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C A S E  S T U D Y

DEBT RECOVERY &
COLLECTIONS



K U R A  A R E  A  T R U S T E D  P A R T N E R  F O R  H I G H  P R O F I L E  C A M P A I G N S  W H I C H  C A N
H A V E  A  H U G E  I M P A C T  O N  R E P U T A T I O N  I N  T H E  M A R K E T P L A C E  A S  W E L L  A S
D E L I V E R I N G  A G A I N S T  S T R A T E G I C  O B J E C T I V E S .  

W E  H A V E  W O R K E D  W I T H  O U R  P A R T N E R  F O R  A L M O S T  A  D E C A D E  A N D
T H R O U G H  T H I S  W E  A R E  S E E N  A S  T H E  G O  T O  P A R T N E R  T O  M A N A G E  I T S  D E B T
S U P P O R T  O P E R A T I O N .  

O U R  P R O V E N  T R A C K  R E C O R D  O F  D E L I V E R Y  W I T H  T H I S  T Y P E  O F  A C T I V I T Y
A N D  O U R  A B I L I T Y  T O  W O R K  W I T H  V U L N E R A B L E  C U S T O M E R  B A S E S  M E A N T
W E  W E R E  A B L E  T O  Q U I C K L Y  S T A N D  U P  A  T E A M  O F  5 0  H E A D S  D E L I V E R I N G
G R E A T  C U S T O M E R  O U T C O M E S  A N D  P A Y M E N T  C O L L E C T I O N S .  

I M P L E M E N T A T I O N  A N D  M O B I L I S A T I O N
With 15+ years of  experience in the Ut i l i t ies sector ,  we possess a deep understanding of  the  
expert ise required to provide outstanding customer experiences and achieve posit ive outcomes
for our cl ients.  

Our implementat ion strategy involved several  key components:  meticulously craft ing
comprehensive job descript ions to attract  the most qual if ied candidates,  designing a robust
training program, and recruit ing 50+ advisors and managers to ensure world class service
del ivery.

Recognising the pivotal  role that  highly ski l led managers play in our team’s success,  we took
great care in select ing the best leaders from diverse sources.  This encompassed external  hires,
fresh talent  brought in specif ical ly  for  this endeavour ,  internal  promotions from our wel l -prepared
future leader ’s programme, and individuals from our exist ing pool  of  experienced managers.
Addit ional  vulnerabi l i ty  training was also implemented as we know that debt can be a very
sensit ive subject.

In the end,  the implementat ion and execution of  our operat ional  performance has resulted in high
praise and extension and growth of  the overal l  headcount in the team.

K E Y  S T A T S  S I N C E  I M P L E M E N T A T I O N
15% increase  in  Direct  Debit  set  ups
Customer NPS 4.4 vs 5 
Improved r ight  party contact (RPC) by 10%
Payment col lect ion 20% over del ivery 
100% hours del ivery 

Vulnerabi l i ty  programme implemented
+44  employee NPS
+50  c l ient  NPS
Highest performing partner 

VS 5
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4.4 
INCREASE IN

DIRECT DEBIT
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15%
OVER DELIVERY
FOR PAYMENT
COLLECTIONS

20%
CLIENT NPS

+50
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C A S E  S T U D Y

CUSTOMER-CENTRIC
EXCELLENCE



A  L E A D I N G  I N S U R A N C E  C O M P A N Y  C H O S E  K U R A  A S  T H E I R  O U T S O U R C I N G   
P A R T N E R  T O  S U P P O R T  T H E I R  R E S O U R C E  G A P  O F  1 0 0  F T E ,  W H I C H  H A D
H I N D E R E D  T H E I R  G R O W T H  A N D  L E D  T O  H E I G H T E N E D  C U S T O M E R
D I S S A T I S F A C T I O N .  O U R  4 0  Y E A R S  W O R T H  O F  E X P E R I E N C E  A N D  E X C E L L E N T
R E P U T A T I O N  I N  T H E  I N S U R A N C E  S E C T O R  M A D E  K U R A  A N  I D E A L  P A R T N E R .  

U N D E R  T H E  G U I D A N C E  O F  O U R  P R O J E C T  M A N A G E R ,  T H E  O N B O A R D I N G
P R O J E C T  W A S  S K I L L F U L L Y  E X E C U T E D  U S I N G  T H E  P R I N C E 2  M E T H O D O L O G Y .
T H I S  E N C O M P A S S E D  T H E  P R O V I S I O N  O F  R E C R U I T M E N T ,  T R A I N I N G
F A C I L I T I E S ,  T E C H N O L O G I C A L  S O L U T I O N S ,  A N D  O P E R A T I O N A L  T E A M  O F F I C E
S P A C E S ,  R E S U L T I N G  I N  A  S U C C E S S F U L  I M P L E M E N T A T I O N .   

I M P L E M E N T A T I O N  A N D  M O B I L I S A T I O N
Kura has developed and implemented an encompassing operat ing phi losophy designed to
enhance our cl ient  services.  This approach involves the fol lowing key components:

Mult i -Site Offer ing:
In order to meet the FTE del ivery t imel ine and establ ish a foundation for  future endeavours,  we
devised a comprehensive strategy involving a combination of  onshore and offshore resources.
This approach al lowed us to achieve the desired staff ing levels whi le also providing f lexibi l i ty  for
upcoming projects.

Results Del ivery Through 10X Coaching Methodology:
Our unwavering commitment to people development is  embodied in our 10X coaching
methodology,  which consistent ly  y ields exceptional  results.  By focusing on the growth and
development of  our personnel ,  we ensure the del ivery of  outstanding outcomes.

Resource Planning Partnership:
We adopt a partnership-or iented approach to resource planning,  aiming to optimise the al location
of resources to address exist ing gaps effect ively.  This cooperat ive strategy ensures that
resources are deployed in the most advantageous manner ,  s ignif icantly  improving pre-exist ing
resource gaps.

K E Y  S T A T S  S I N C E  I M P L E M E N T A T I O N
KPI Del ivery improved by 20% to 90%
First  Contact Resolution  stronger than
competing BPOs with 4x higher tenure 
Del ivered blended onshore and offshore  to
achieve FTE requirements

Retained 4/5 customers ,  competing and
exceeding in-house teams
AHT 40 seconds below target ,  10% better  than
competing BPO and in-house teams
Absence levels 2x better  than competitors
and in-house teams
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90% 2X



C A S E  S T U D Y

SPECIALISED
RECRUITMENT
DELIVERY



O U R  C L I E N T  I S  A  R E C O G N I S E D  T R A D E  U N I O N  F O R  T H E  U K  M E D I C A L
P R O F E S S I O N .   K U R A  H E L P  T O  S U P P O R T  M E M B E R S H I P  R E T E N T I O N  A N D
E M P L O Y M E N T  R E L A T E D  Q U E R I E S  T H R O U G H  V A R I O U S  C H A N N E L S  S U C H  A S
I N B O U N D  C A L L S ,  W E B C H A T  A N D  E M A I L S .  

O U R  C L I E N T  N E E D E D  O U R  S U P P O R T  T O  M A N A G E  I N C R E A S E  M E M B E R
C O N T A C T  D U E  T O  P O T E N T I A L  I N D U S T R I A L  A C T I O N .   W O R K I N G  W I T H  O U R
C L I E N T  W E  D E T E R M I N E D  T H A T  T H I S  M E M B E R  C O N T A C T  W A S  L I K E L Y  T O  B E
C H A L L E N G I N G  D U E  T O  T H E  B A C K D R O P  O F  I N D U S T R I A L  A C T I O N  I N  A
P R O F E S S I O N  T H A T  P R I D E S  I T S E L F  O N  T H E  S E R V I C E  I T  P R O V I D E S  T O  T H E I R
P A T I E N T S .
 

I M P L E M E N T A T I O N  A N D  M O B I L I S A T I O N
We conducted a standard market assessment ,  analysing our competitors and determining current
market trends and ensure accurate benchmarking for  the role.

To al ign with our values and those of our cl ient ,  we used test imonial  v ideos from employees to
tai lor  our advert isements and attract  the r ight  talent.  This approach provided candidates with a
clear understanding of  the role ,  helping them make informed decisions.

We analysed top-performing Cl ient  account employees'  backgrounds,  demographics,  and
interact ions with members to establ ish recruitment cr i ter ia.

During interviews,  we evaluated candidates against  the identif ied cr i ter ia and their  al ignment with
both the Cl ient 's  values and Kura culture.  Candidates were ranked by Quint i le ,  with only the top-
t ier  candidates succeeding.

A posit ive onboarding experience was crucial  in  our recruitment process.  We ut i l ised pre-start
information packs,  meet-and-greet sessions,  and personal ised interact ions with both recruitment
and management to ensure successful  del ivery.

K E Y  S T A T S  S I N C E  I M P L E M E N T A T I O N
3 weeks speed to hire
110% recruitment day 1 del ivery
106% operat ional  del ivery from training
44% operat ional  KPI  improvement

RECRUITMENT
DAY 1  DELIVERY

OPERATIONAL
DELIVERY FROM

TRAINING

106%
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