| \ .
@ MoneyPlus Group

Liquid Voice helps deliver improved business
management and FSA compliance to
MoneyPlus Group

MoneyPlus Group is a leading financial
services company based in Altrincham,
Cheshire. The company handles over 7,000
customers and takes over 8,000 calls via their
Chiltern Debt Management
(http://www.chiltern.uk.com/) & Dawson White
(http://www.dawsonwhite.co.uk/) brands each
week, which is split between existing
customers and new business enquiries.

With over 100 full-time staff, the Group’s
operations are split between two separate
locations in Lancashire with a third office in
London coming on-stream shortly. Overall, it
is a significant business operation with a
consistently high level of both inbound and
outbound telephone calls on a daily basis.

The Challenge

MoneyPlus Group previously had no
recording or analysis facility on its telephone
system.

Andrew McKenzie.

In addition, the company was keen to have
more management oversight, monitoring and
analysis of both their call traffic and
customer service processes.
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McKenzie.

The company experimented with a small,
single-line call recording device,

says McKenzie.

Customer Requirement

MoneyPlus required a system that could
provide comprehensive, multi-line call
recording throughout the company at its
various locations; that offered real-time
monitoring as well as extensive reporting
and analysis tools. The system also had to
be able to be used for training purposes and
to monitor individual staff members to
provide evidence for the company’s
performance-related incentive scheme.

says McKenzie.

Compliance issues were also at the forefront
of the company’s requirement. Current FSA
guidelines and future government regulation
will increasingly require financial service
companies to record every aspect of their
transactions.

McKenzie.
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Choosing The Right Solution

MoneyPlus Group invited presentations by four call
recording vendors, three of which were deemed
unsuitable.

says McKenzie.

The Liquid Voice solution was deemed to
be the perfect choice.

The Installation

Following a thorough site survey and technical
consultation, including liaison with BT (regarding
phone and ISDN lines) and the company’s telephone
system provider, the Liquid Voice solution was
installed, configured and working in a single day.

says McKenzie.

Training and ‘Change Management’

Liquid Voice provided full on-site training.

says McKenzie.

MoneyPlus Group had no issues with adoption of the
new call recording technology. In fact, staff and
management welcomed the system.

says McKenzie.

The Benefits

For MoneyPlus Group, the Liquid Voice call recording
system fulfils three essential requirements:

(1) practical need (2) commercial need (3) a
compliance requirement.

The Future

MoneyPlus Group are confident that the Liquid Voice
call recording system will provide for all their
operational needs for many years to come.

says McKenzie.




