
OMNI CHANNEL  
CUSTOMER 
ENGAGEMENT

“I started my search for an 
offshore partner back in June 
this year.

Synergy won the contract 
through their can-do 
attitude, ability to deliver 
the performance at the 
required pace and great 
value for money”.

Indie Rai
Head of Customer Services
The White Company



In June 2020 The White Company (TWC) approached 
Synergy as it faced challenges to its customer service 
operations given the shift to online, and the 
corresponding increase in customer queries. This was 
compounded by seasonal and CV-19 lockdown 
pressures impacting instore footfall and spend.

TWC was seeking to reorganise its customer 
engagement resources to ensure each channel 
benefited from the most appropriate skill sets, driving 
the most effective cost model.

Synergy was briefed to present how it could support 
TWC with its online channels via live chat and email, 
releasing other TWC resource to focus on higher value 
sales engagement.

Synergy outlined a compelling high quality and low-cost 
service solution that was immediately accepted.

A training programme was developed by Synergy 
focusing on the understanding the brand, vision, and 
cultural values of TWC and the Synergy team “Being 
TWC”. 

Synergy recruited and trained a dedicated team with a 
mix of skill sets to support online and voice channels.

A detailed transitional plan and training was managed 
remotely over a two week period with a soft launch in 
September shifting to BAU in October.

Synergy utilised the TWC live chat and email systems 
providing customer support for:

o  Order placement
o  “Where is my order?”
o  Damaged goods, re-supply or refund
o  Processing customer returns 
o  Stock availability and back orders
o  General enquiries

Key performance metrics were agreed.
 
Customer satisfaction metrics, internal quality team and 
weekly calibrations ensured consistency with TWC’s UK 
teams.

Both live chat and email response and resolution targets 
were reached within three weeks of go-live, whilst 
Quality objectives were exceeded.  

Recognising Synergy’s performance and increasing 
customer demand additional resource was required. 
Synergy quickly reacted, recruited, trained, and 
implemented a significantly scaled solution that now 
also provides inbound voice support for TWC’s US 
business.

In addition to providing frontline support, TWC is now 
utilising Synergy’s back office capability to process 
order amendments, customer cancellations, refunds, 
resends and generating EOD statements across all 
channels.

A Customer Service Solution to Exceed Expectations
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OUR APPROACH

THE OUTCOME AND BENEFITS

“Synergy reached the 
performance levels in the 
space of three weeks”

For more information contact 
steve.cripwell@synergyoutsourcingltd.co.uk or + 44 (0) 7831 282777


