
Understanding your
business drives ours

Advanced Customer Experience Solutions 
for the Retail Sector



Synergy is an established contact centre based near Durban in South Africa, we immerse 
ourselves in the culture of our partners, providing an innovative solution to customer experience 
solving your challenge of performance and affordability.

We understand that providing a memorable experience for your customers is 
fundamental to the success of your brand and with over 700 creative thinkers and still 
owner-managed, we provide big business know-how with small business warmth. 

Strong Roots -
Strong Future

Our people are our most important asset. Our 
empowered, scalable team is rewarded well 
for its efforts. We have created a great place 
to work, and it is teamwork that is driving our 
success. 

We do not just find the best people for the job; 
we also develop them. It is important to us 
that everyone performs in their role and 
training is at the heart of our business. The 
key differentiator for Synergy is the ongoing 
investment that we make in our people.

Our shoulder-to-shoulder approach to planning, set-up, delivery, and compliance 
is unique and sets us apart. We work to embed your unique values and build 
brand affiliation within our teams from the outset. We are customer focused, nimble 
and have the ability to scale quickly and compliantly.

We have one of the world’s fastest-growing call centre industries, with English as a first language and a natural cultural alignment with the 
UK, all supported by a world class telecommunications network and IT infrastructure. 

For our highly educated local workforce working in the contact centre industry is a career of choice, and there is a large local pool of highly 
skilled people available for recruitment which means seamless conversation with your customers.

Labour rates are significantly lower enabling a high quality of customer service at a reduced cost and the exchange rate makes South 
Africa one of the least ‘expensive’ countries in which to operate.

This combination of quality and cost containment surpasses the offerings of onshore operations, significantly. 
Quality local talent that we can onboard as required, offers a flexible scalable solution.

We are you
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Celebrate. 
Recognition of Synergy 
staff achievement is an 
incredibly important part 
of our culture. 

Have a heart.
We have a focus that goes 
beyond “the numbers”, 
caring for customers and our 
staff with our goals, 
development and results.

Keep it real.
We are primed to show 
empathy, optimism and 
ethics in all we do. 
Driven by honesty and 
integrity, we bring the human 
experience back to digital.

Be brave.
At Synergy we are open 
and curious. Our tactical 
ethos means trying new 
things - being bold - and 
unlocking change where 
it’s needed.

About Synergy

Why Durban 



•
•
•
•
•
•
•
•
•

Support for new customers
Order Status and Delivery Queries
Returns and Refunds
Product and Stock Information
Online Account Support
Loyalty Clubs
Technical support
Complaints
General Enquiries

Attracting new customers is significantly more expensive than 
retaining them, Synergy offers a range of inbound or outbound 
activities tailored to your specific retention objectives using our 

multi-channel customer retention products and services.

Gaining incremental value from existing customers has huge 
commercial benefits through new product sales and loyalty 
programmes, which we can support through your preferred 

platform (voice, webchat, email).

How we can help

Customer Care Services

Other services

INBOUND

CUSTOMER RETENTION LOYALTY SCHEMES

•
•
•
•
•
•
•

Appointment setting
Product recall
Welcome calls
Telemarketing
Customer retentions
Up sell and cross sell
Follow up calls

OUTBOUND

•
•
•
•
•
•
•

Customer set up
Payment processing
Data management
Complaint escalation
Debt support
Industry reporting
Customer credits

PROCESSING – BACK OFFICE

No matter what you need in the customer lifecycle, we can support you.
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VOICE EMAIL CHAT SMS SOCIAL

SUPPORT FOR 
PEAKS IN DEMAND 

DO NOT MISS SALES 
OPPORTUNITIES

REDUCE LOST 
CUSTOMER CALLS

REDUCE CALL 
HANDLING TIME

REDUCE CALL 
WAITING 

LONGER 
COST-EFFECTIVE 
OPENING HOURS

RAPID CHAT AND 
EMAIL RESPONSE 

INCREASE ORDER 
CONVERSION

IMPROVE CUSTOMER 
RATINGS ON SOCIAL 
MEDIA – TRUSTPILOT 

ETC.

IMPROVE FIRST 
CALL RESOLUTION

INCREASED 
LOYALTY

INCREASE FLEXIBILITY 
AND SCALABILITY

Clients “I started my search for an offshore partner back in June this 
year. Looked across Europe, Asia, and Africa. 

There was a number of criteria that I needed to meet – cost, 
performance, and scalability.

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 AT THE WHITE COMPANY
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Our Operating Model

Our goal is Service Excellence achieved by driving a customer centric 
environment through ALL our People, our Processes, and our Technology

People, Culture & Values

Bringing Your Values to Life 

A fair and inclusive
place to work

Helping our people
continually grow and develop

– investing in them

Keeping our people
safe and well at work

Give fair rewards to our people, 
recognising their commitment 

with 40% higher basic than 
other local outsourcers 

Providing opportunities
in our community

Strong engagement –
ensuring our people are
happy, with low attrition

Our people are our most important asset. 

“Not only are we empowering staff, but collectively we share a passion to give back as a team and are well 
placed in South Africa to make a difference.”

- DEREK WARNER, CEO

Understanding your 
culture, vision, and values

Educating and immersing 
our people in your culture, 

vision, and values

‘Being You’ – your Synergy 
team

Hand holding, job 
exchange programme

We believe our business results are directly affected by the 
effectiveness of our people

• Commitment 
• Discretionary effort

• Clear and promising direction
• Confidence in leaders 
• Quality and customer focus
• Development opportunities 
• Compensation and benefits

• Performance management 
• Authority empowerment 
• Resources
• Training
• Collaboration
• Work, structure and process

• Optimised roles
• Supportive environment

Engagement
Financial performance

Customer satisfaction

Attraction and retention of talent

Employee performance

Business Results

D
R
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E
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Employee
Effectiveness

Enablement



Operations, Process and Quality 

Quality Assurance and Compliance to protect and drive CXP

Change management 
and control

Reporting on 
performance

Flexible and 
scalable

Delivering Quality 
and Compliance 

against agreed KPIs

Continuous assessment 
and improvement

Planning and 
operational engagement

Technology

Data back-up solutions 

Cloud based systems – 
facilitating a smoother 

transition

IT infrastructure 
investment – providing 

resilience to our operations

Multiple Tier-1 
carriers - providing 

resilience to our 
operations

Our cloud based / 
virtual technology 

platforms are supported 
by stable, reliable 

connectivity.

Robust BCP and 
homeworking 
infrastructure.

Our operational delivery

System Functionality and 
Competency
We connect and utilise your technology. Our IT infrastructure 
ensures minimal to zero disruption to day-to-day operations. 
Connectivity is extremely stable. Inbound and outbound telephony 
and Livechat services through a UK based provider. 

We have access to:

•   Single view of the customer
•   Telephony, livechat, omnichannel optimisation
•   AI, RPA, and process automation
•   Case management
•   Campaign management and customer communications
•   Workforce and knowledge management

Quality Assurance and Compliance are crucial to the success of our operation

Forecasts and resource management.
Measuring, reporting on forecast/ 
variances. 
Real Time Controllers monitor live service

PLANNING

We provide a suite of MI 
tailored to requirements.

MANAGEMENT 
INFORMATION

Multi-platform 
experience.

WORKFORCE 
MANAGEMENT 

Triggered by variance.

ROOT CAUSE 
ANALYSIS 
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Our operations are underpinned by 

RISK-BASED APPROACH 
TO QUALITY 

MONITORING 

WE ADOPT THE 
CULTURE OF OUR 
PARTNERS IN OUR 

QUALITY PROCESSES 

YOUR PROCESSES, AND 
APPROACH TO 

CUSTOMERS ARE THE 
BASIS OF THE QUALITY 

SCORECARD

COACHING AND 
DEVELOPMENT IS BASED 

ON PERSONALISED 
INTERACTIONS, NOT 
ONLY CHECKLISTS. 

COLLABORATIVE, 
REGULAR CALIBRATION 
TO ENSURE ALIGNMENT 

DEDICATED QUALITY 
AND COMPLIANCE TEAM 

WE CAN CREATE A 
BESPOKE SCORECARD 

FOCUS ON NPS 
PERFORMANCE

ACCREDITATION, STAFF 
READINESS, CAPABILITY 

TO ISO STANDARDS

SCORECARDS ARE 
ITERATIVE AND 

ADAPTED 
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Why choose Synergy?

•

•

•

•

•

•

•

Commercial benefits: Our simple commercial model 
delivers significant and scalable savings of up to 50% of UK 
costs.
Sector specialist: Synergy is a sector specialist, proud to 
support retailers.
Capability: The experience and capability to provide a 
high-quality, flexible, and scalable solution.  
Track record: We have a history of successfully transitioning 
and integrating outsource solutions.
Flexible: We are flexible to your requirements and do not 
offer a one size fits all solution.
Operational excellence: We have a robust operating 
platform, process, and change controls.
Our people: Our most important asset. We develop, 
empower, and reward our people over their career, working 
tirelessly to build the best cultural and working environment.

•

•

•

•

•

Quality focus: Our QA team ensures continuous 
assessment and improvement.
Scalable and Agile Capacity: With access to a large skilled 
labour pool and, newly expanded offices we are agile 
enough to scale quickly without compromising quality.
Shared cultural values: We embed your unique values and 
build brand affiliation from the outset.
Client focus: Our shoulder-to-shoulder approach to 
planning, set-up, delivery, and compliance is a unique 
model, which we track and shape tactically from the start.
No fear of change: We fully embrace cost saving solutions 
and will work with you to find solutions.



Real-time analysts 
to ensure SLA 
targets are met

We can introduce NPS/
CSAT as a measure of 
the quality of customer 

interaction

1,000s of interactions 
scored weekly.

Sub 3% variance 
between onshore and 

offshore scores.

Robust risk-based 

Right First Time 
feedback to improve 
customer experience,

Real-time & Bespoke 
MI reporting suite 

available for actionable 
insights.

Comprehensive 

Our South Africa team Our UK team

business intelligence 
and analytics available

What we offer

The Team

Derek
Warner

In excess of  20 
years’
Experience 
managing large 
scale multi-site 
centres.
Proven track 
record of 
high-perfor-
mance teams.

A background in 
financial services 
and Leadership 
development with 
over 15 years in 
Talent Manage-
ment, Selection 
and development 
specifically in 
contact centres.
Passionate about 
empowering 
people through 
knowledge.

Over 15 years’ 
experience in 
BPO. Managed 
customer 
service, sales 
and debt 
collection 
campaigns in the 
Telecom, Energy 
and Retail 
sectors using 
voice, email SMS 
and Livechat.

CEO Head of 
Talent
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Lionel 
Thain

Toby 
Selves

Steve 
Cripwell

Kim
Bailey

Operations 
Director

Diverse industry 
and brand 
experience and 
over 16 years in 
senior leadership 
roles within the 
BPO industry 
across UK, South 
Africa and 
Australia. 

Operations 
Director

Over 20 years’ 
experience 
working with 
financial 
institutions, 
charities,  mail 
order and 
consumers 
goods 
businesses. 
Extensive 
knowledge of 
utility sector 
including 
challenger and
start-up brands. 

CEO

A qualified 
Chartered
Accountant with 
extensive 
commercial 
knowledge of 
start-ups and 
acquisitions.  
Superlative 
knowledge of 
data protection 
and broader 
industry 
legislation.

Commercial 
Director

Over 20 years 
management of 
Business 
Development 
and day-to-day 
operations.
A wealth of 
knowledge
specialising in the 
Retail, Telecom 
and Utility 
sectors.

Director of 
Business 
Development

A career in 
marketing, 
customer service 
and supply chain 
roles across 
FMCG sectors.
With extensive 
retail, bricks and 
mortar and online, 
and recurring 
revenue 
(subscriptions) 
model experience.

Chief Operating 
Officer

Moe
Subhan

Paul
Shaw

Ivan 
Southall



What our people are saying

“I started off as an agent and worked my way up to a Subject 
Matter Expert which then led to a Team leader promotion. I 
love working for Synergy as it’s been my greatest career 
move to date which has allowed me to do more for my 
family.”

- SANELE MNGADI 

“Synergy shares its vision by helping employees feel part of 
something bigger than themselves. Synergy involves us in 
goal setting and planning activities, seeking our ideas, 
knowledge, and insights, and inviting us to help make 
important decisions.”

- NELISIWE DAMANE

"If you work just for money, you'll never make it, but if you love 
what you're doing and you always put the customer first, 
success will be yours." Synergy has taught me this because 
they always put their employees and clients first; which is our 
motivation to go above and beyond, and rewards will definitely 
follow!”

- EMMA PILLAY

“Since I joined Synergy I have won agent of the month twice.  
The support and training that has been given to me has 
allowed me to improve my skills and move to the next step.”

- ABISHEK RAJPAUL 

“Wherever you go, no matter what the weather, always bring 
your own sunshine. If you want light to come into your life, you 
need to stand where it is shining.” Synergy is our sunshine 
which motivates us to shine brighter by recognising our 
efforts.”

- GCOBISA SITHUPA

People.
Pride.
Performance.

Durban
1 Holwood Park

5 Canegate Road  

Durban 

South Africa 4300

Call 27 76 929 3559

Cape Town
Unit 1 

Val De Vie Polo Village

Cape Town

South Africa 4676

Call 27 76 929 3559

London
Synergy Outsourcing Ltd.

27 Old Gloucester Street 

London, United Kingdom 

WC1N 3AX 

Call 44 20 3915 7707

Florida
Synergy USA LLC 

2713 1st Avenue North

St. Petersburg FL 

33713, United States


