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Secure payments Overview

Simplify 
customer 
interactions 
with self-
service and 
live-help

 

Why Eckoh?

•    Reduce cost to serve 
consumers

•    Manage unpredictable 
service enquiry peaks

•    Give consumers choice of 
channel

•    Optimising the customer 
journey and the resources 
need to support it. 

•  Do more with less

•  Improve customer 
experience, quicker, more 
efficient, in control, any 
time

•  Makes you easier to do 
business with

With more information channels 
available than ever before, customers 
want to answer questions about 
products and services through online 
automation e.g. desktops, laptops or 
mobile devices.

As a result, consumers now only phone a 
contact centre as a last resort, expecting 
expert knowledge and specific product/
service information. In the eyes of the 
consumer, the role of the contact centre 
agent is now seen as the 'knowledgeable 
trusted advisor' who answers the complex 
questions that need a discussion.

To keep up with customer expectations 
and competition, businesses need to adopt 
an omni-channel approach for a seamless 
customer experience. 

Organisations look to Eckoh to help make 
their processes and contact centre more 
efficient. Providing automated solutions 
across voice and web channels we offer 
more ways for your customers to be 
self-sufficient when making orders and 
purchases. These include:

Hosted IVR - automated call 
options (menus) and voice 
recognition systems

Speech Recognition - advanced 
voice recognition system that removes the 
need for IVR menus altogether

Visual IVR - A visual display on smart 
phones that interacts with traditional IVR 
services 

Live Help - multi-channel agent 
interaction when the customer demands 
it, including web chat, instant callback and 
co-browsing, text messaging and more

"Tenpin has received exceptional 
IVR and self-service support from 
Eckoh. Their excellent record 
made them a great choice for 
us when we looked for a new 
supplier of a complete end-to-
end telephony solution."

- Tenpin

Customer Self-Service
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With over half the UK's mobile phone 
users now owning a smartphone, 
consumers want to contact you at any 
time of day through a variety of channels. 

Multi-channel self-service is about offering 
customers the chance to engage with you 
in whatever way suits them, at any time of 
day. It allows shift workers or insomniacs 
to do their shopping in the middle of the 
night, patients to call and book or change 
an appointment whenever they need to, 
or any customer to check and update their 
accounts and preferences in a mobile app, 
through an IVR, on a website or even in 
person, at any time that suits them.

Web-savvy customers usually find online 
shopping a breeze. Navigating your pages, 
selecting products and completing the 
checkout stage comes easily to them.

But sometimes all customers can struggle 
with these tasks. Even if they've got every 
desire to purchase, something stands 
in their way —and giving up seems the 
obvious option.

However, Eckoh can help your agents to 
intervene and rescue potential sales, giving 
customers a better experience, thanks to 
our Web Chat, Instant Call-back and Co-
Browsing solutions.

Our continued investment in technology 
means you gain access to, and benefit 
from, the latest speech call routing 
technology and software. We have a 
partnership approach and our people 
work with enthusiasm and dedication. 

Our accredited project managers and 
developers ensure we always deliver 
a solution that supports your business 
requirements.

Our customers include high profile blue 
chip organisations across all industry 
sectors. The majority of these are large 
European or international brands. 

• Outsourcing/logistics 
• Finance/insurance 
• Utilities
• Retail 
• Leisure/Media 
• Public Sector 
• Travel
• Telecoms/IT

We are also expanding our portfolio to 
through strategic alliances with:

• Capita

• BT

We take pride in our work and with a 
99.8% customer retention rate and a 
customer satisfaction rating of average 
4.9 out of a 5 for our services, we believe 
you and your customers will find working 
with Eckoh a really satisfying and secure 
experience.

Multi-Channel 
Self-Service

Our 
Approach

Our Customers

Live Help

Self-Service
 

•  Hosted IVR  
If your Interactive Voice 
Response is well-designed, your 
customers will love you for it. No 
long menus - Bliss!

•    Visual IVR 
Add a powerful, new visual 
capability to your smartphone 
interactions with customers.

•    Natural Speech Recognition 
If you replace long phone menus 
with a simple 'How can I help 
you?' — customers get answers 
in seconds

•    Identification & Verification 
Increase contact centre 
efficiency by automating your 
customer security questions

Live Help
 

•  Web Chat 
Provide personal care with live 
text chat for your web visitors in 
any language

•     Instant Callback 
Boost sales. Make it easy for 
your web visitors to request an 
instant call.

•    Co-Browsing 
Help customers to complete 
orders. Share screens securely 
and boost sales.


