Flow Energy: The story of a
unique utilities company
Is there such a thing
as an exciting energy
supplier? If there is,
Flow Energy is it. This
truly innovative company came to market with
a unique proposition –
and it needed a unique
contact management
solution to serve its
growing customer base.
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Underwood explains. “But the key challenge
was that, as a start up, we weren’t sure
exactly what we needed from a customer
contact solution – so the key for us was that
it had to be flexible.”
And that flexibility is exactly what Vocalcom
offered. “We decided to go with Vocalcom
because they offered a multi-channel sys“Flow Energy has set out to be a different
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The key business benefits
So, for such a recent implementation, what
are the key benefits of the solution that
have been realised so far?
1) Simplicity itself
The browser-based system is so simple
that a new member of staff can be
trained to start using it within 10
minutes. “The IVR tool is also really
easy to use,” reveals Ward. “We built
an IVR in a morning.”
2) A custom-made solution
“The customisable nature of the
Vocalcom screen our CSAs interact
with is great,” explains Ward. “We can
do pretty much everything we need to
do in that screen and we don’t have to
touch our CRM.” The system also
allows users to switch features on and
off – for example, Flow does not
currently need outbound dialling, so that
feature has been disabled.
3) Customer-friendly query resolution
It’s important for Flow Energy to resolve
a customer’s query the first time they
call, so being able to share information 		
across teams is crucial. The screen
popping function provided by the
solution allows one agent to transfer a
customer’s details in full to another
agent’s screen. This eliminates
the need for the customer to repeat any
information, making for a seamless
experience.

4) Fit for future purpose
The flexibility of the solution means that
it can be up-scaled very quickly. “We’re
expanding the contact centre as we
grow,” says Ward. “Fortunately, we’ve
got a system that can grow with us and
to which we can add more and more
features as we need them.”
One look at Flow Energy’s website reveals
how genuinely passionate this company is
about customer service. And if that is rare,
still less common is finding a technology
partner that shares this vision and can
work alongside them to ensure that customer service continues to be the key differentiator for this caring energy provider.

Why choose
Vocalcom?
Flow Energy’s customer
services director Shaun
Underwood explains:
“When we described what
we wanted, Vocalcom
not only said they could
deliver, but showed practical examples of how they
could deliver. And it wasn’t
just words, it was a believable statement of intent
based on firm foundations.
We made the right choice,
because Vocalcom have
delivered everything they
said they would (on time)
and more.”
Customer services manager Richard Ward echoes:
“For anyone considering a new contact centre
implementation, Vocalcom
would be a great choice.
They lay out exactly what
they can do for you, then
exactly what they will do
for you – and an agreed
length of time later, that
gets delivered. It’s exactly
how it should be but it’s
pretty rare.”
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About Vocalcom
Vocalcom provides leadingedge call center technology
in the cloud that supports any
communication channel and
delivers an exceptional customer experience. Connecting with customers has never
been this more convenient,
user friendly or cost effective. Vocalcom’s Cloud based
Contact Center Software is
designed to manage interactions via an intuitive, collaborative application, regardless of
the channel. This allows you
to manage every interaction
as if it were one conversation across channels of voice,
video, chat, email or social.
If you’re just starting out with
a few agents or have a large
base of 1000’s of agents our
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software scales to help carry
this conversation no matter
where your agents are located.
We’re trusted by over 550,000
users across 47 countries.
Vocalcom provides the world’s
most popular multichannel
contact center solution in the
Cloud, highly recommended by
3000+ successful customers.
Don’t miss out on the opportunity to get started in no time.
Deliver easy and cost-effective
multi-channel customer service. We don’t succeed until
you do!
Visit www.vocalcom.com
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