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Gateshead
• Outsourced contact centre 

provided by 
Teleperformance

• Approx 50 seats

Teesside
• Outsourced contact centre 

provided by Lemon
• Approx 15 seats
• Service moving in-house in 

2021

Johanesbourg
• Outsourced contact centre 

provided by Webhelp
• Approx 50 seats

Manchester

• Co-op Sa les and Service 
centre based in Angel 
Square HQ

• Approx 160 seats

Manchester based with global links
Sales and Service is a virtual team comprising of 225 

colleagues across 4 locations, in 2 countries

Multi-skilled Multi-Channel
We deliver great outcomes for c2m contacts per year across a wide range 

of demands for multiple business units via a full set of channels

Sales

Service

Su
p

p
o

rt

A
d

m
in

Li
n

es
 o

f 
B

u
si

n
es

s

C
h

an
n

els

Demands
C

o
m

p
lain

ts

2m 
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per year

OUTCOMES

Our Contact Centre

Customers, Colleagues, 
Members and Suppliers
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March 2020

Lockdown 1 (23/3)

Lockdown 2 (31/10)

Facemasks 
Mandatory

Exec Show 
and TellDeath Rate Peaks in 

April with an average of 
1.2k deaths per day

• We saw a 55% increase in volume in 2020 (vs 2019), mostly in our social media, eCommerce and 
Funeralcare service teams however we still achieved our KPIs and exceeded our CSAT targets

• We created new ways of resource planning - the shape and size of our demand shifted massively, 

with customers contacting us at different times and through different means than ever before 
(linked to homeworking and a high proportion of furloughed employees)

• We recruited and trained an extra c250 new team members and launched a new inhouse 24/7 
Team to service our existing and new service lines (and to provide additional business continuity)

• We launched new propositions to support our most vulnerable customers and communities, 

designed by the Contact Centre based on customer requests and demand
• We became the listening post for the wider organisation around the evolving needs of our 

customers and colleagues, including targeted specific outbound campaigns – we supported our 
63k colleagues (new and existing) to be there for our customers

• We lead the market, keeping our lines open, when our 6 biggest competitors closed theirs 

• We helped 85k families say their best goodbyes to loved ones, whilst supporting them 
to understand, accept and navigate through the COVID19 restrictions

• We launched a new programme ‘Working Well For Everyone’ so we could find better ways to 
support our customers and colleagues, looking at new tech and business optimisation

• We had lots of fun … BBC’s Amarillo Friday Night Join In, Jumped on the Weeknd's TikTok

bandwagon
• On a more somber note, we also said goodbye to two of our beloved Contact Centre Colleagues 

who sadly lost their lives during the pandemic

Our Journey
Present Day

Mass Recruitment Campaign Launched 

Virtual Platform 
Launched

Membership App 
Launched

Co-operate 
Line Launched

Contact Centre ‘BIG THANK YOU’ Event

Amarillo Friday Night In

24/7 
Capability 
Launched

School Meals Giftcard 
Line Launched

COVID Award Win

Death Rate Peaks in April  
with an average of 800 
deaths per day

Exec Show 
and Tell

Contact Centre Journey Headlines



Protect

Enable

Engage

Excel

Our Approach To Engagement

• CSAT (happy colleagues = happy customers)
• Annual Engagement Results
• Annual Leadership Index
• % Sickness
• % of Teams WFH
• % of Teams Multiskilled
• Recruitment Quality Scores
• Exec Feedback

=

How do we keep our people safe (mentally and physically) 
and reassure them we have their best interests at heart 

How do we enable them to work in new ways, 
at a time when they are emotionally and 

physically fatigued 

How do we really engage our 
colleagues to unlock and leverage their 

skills and willingness

How do we excel 
together, to face into 

the evolving world

Physical & Mental 
Health & Safety

Resource Management
Communications & 

Story Telling 
Learning & 

Development
Celebration & Fun



• We moved to a virtual Contact Centre 
platform rapidly, within 4 weeks of 
launching our COVID response (vs a BAU 
of 12 months)

• We asked our people what they needed
• We engaged our Facilities Teams 
• We ensured that all our teams and sites 

were clear that they must put themselves 
first

• We made sure our people knew they were 
heard and listened to

• We designed new propositions to service our 
most vulnerable customers

• We developed new capacity and demand 
models, to enable much quicker resource 
sizing to react quickly to the evolving 
landscape

• We engaged our Exec Teams on why we 
needed to invest in our frontline teams and 
increased our resources – our regular 
messaging here was key

• We flexed our resourcing model, and 
embraced new ways of recruiting talent; 
outsource teams, temp agencies, perm 
recruitment, apprenticeships, store colleagues

• We had honest conversations about 121s and 
team meetings – we underlined that we would 
spend time with the colleagues that needed us 
the most – we had watch lists, where we 
regularly reached-out to our teams

• We launched a programme called 
‘Working Well for Everyone’

• We re-aligned advisor shift patterns to suit 
their days – they were in the driving seat, 
and we used channels to match home 
environments (we wanted to take stress 
away, not give them extra problems when 
they were already fatigued)

• We multiskilled all teams, and asked our 
people to opt-in for different 
workstreams, putting our people in 
control, increasing job satisfaction and 
servicing more customers and lines of 
business - we increased our multiskilled 
population by 75%

• We were careful with messaging and 
obsessed about our top 9 key priorities, to 
show our people our most vulnerable 
customers mattered most. We relaxed 
KPIs and made our jobs about the 
conversation

• We shared with our Teams all the efforts 
we were putting into recruitment, and 
invited some of our best people to be 
assessors - we kept it a point of 
conversations that we were always 
recruiting

• We didn’t just multi-skill our teams, we 
improved advisor coaching capability (this 
was key in terms of handling our 
Funeralcare contacts) and found new ways 
to manage training (bitesized chunks, 
videos, roll-calls)

• We created development opportunities to 
train our new people and gave these 
advisors the training - problems that came 
with COVID (we couldn’t use classroom 
based approaches, we couldn’t share 
screens, we couldn’t buddy-up or call listen 
in traditional ways)

• We won awards and celebrated together …. 
Any event to have a party, we’re definitely 
in!

• Embraced TikTok and became master 
choreographers and dancers

• We campaigned for a budget to say a 
heartfelt and genuine thank-you; we 
empowered our leadership Teams in the 
Contact Centres to get personal gifts

• We understood that virtual work families 
replaced the traditional shape of social 
circles - at a time when you couldn’t see 
your family and friends, colleagues became 
an augmented family

• We put our colleagues at the heart of all 
decision making, giving them a voice at the 
table with all challenges and changes

Our Approach To Engagement Value Chain 

Protect

Enable

Engage

Excel
• CSAT: +4% vs target 
• Annual Engagement Result: Excellent (74%)
• Annual Leadership Index: Excellent (81%) 
• % Sickness: 6% (in line with budget)

• % of Teams WFH: 85%
• % of Teams Multiskilled: 90%
• Recruitment Quality Scores: Rated as Company of Choice 



Our Biggest Learnings

Working from home was the biggest focus initially, but take more time to understand different 
types of home environments

New technology is great, but when deploying virtually, give us better means to feedback on 
what could be improved (we were much better at this when we were in the office)

Reduce the number of systems for updates and communications – we love the focus, but now 
we have; Teams, Yammer, Email and Skype - there's too much to read through

Improve the time it takes to order laptops, headsets and desks etc
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Engage the Field Teams earlier so they are fully in the loop with everything happening in our 
Business Service Teams – we need their support (especially when we have new starters)

We understand that planning is really important, and that Death rate must feature in our 
thinking, but let’s be sure to not lose sight of this – we don’t want to become desensitised to 
the death tolls (and the impact it leaves behind)



Celebration Board

Additional Training Hours: 5.3k
Calories Consumed: 467k
Tik Tok Rehearsals: 28
Dance Squad Size: 72 (and going strong)

Contact Centre Choregraphed Dances: 5
Posts To Exec and Wider Coop: 6
Balloons Blown: 55
Exec Feedback: 10


