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customer
Game-changing

journeys 
We are your global partner that designs, 
delivers and optimizes unforgettable human 
experiences for today’s digital world



Webhelp Group – Overview and Core Capabilities
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Solution

designer

Service

provider

Technology

enabler

We are a 
people-first 
company

We put our 
client at the 
heart

We are 
passionate 
game-changers

We strive 
to enjoy 
everyday

Culture &
Values 

#Integrity #Commitment #Unity #Recognition #WOW



Copyright © 2021 All rights reserved 4

90.000+
people

190 +
locations

80+
Languages covered

90 +
Markets served

Global

consistency and 

client management 

policy

Locations in over 50 countries 
(incl. partnerships)

Multilingual Hub

Enschede

Barcelona

Lisbon

Kuala Lumpur

Prague

Bucharest

AthensMalaga

Marrakesh Cairo

Anywhere, anytime, any device, right across the globe. 
Our global footprint offers you our unique best-shoring approach.



LEIA / LUKE
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We are focusing on the most profitable segments of growth through industry focus and a 
strategic segmentation

ESTABLISHED & RESILIENT
40% OF TOTAL

DIGITAL TRANSFORMATION
33% OF TOTAL

DIGITAL NATIVE
26% OF TOTAL

19
GLOBAL 

ACCOUNTS

€467M / 26%
(vs. ~17% in ’19)

~70
MULTI-

MARKET 
ACCOUNTS

€322M / 18%
(vs. ~21% in ’19)

LOCAL 
ACCOUNTS

& PRACTICES

€982M / 56%
(vs. ~62% in ’19)

2021 Budget
€M / % of total

E
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Telecom High-tech Media Travel / leisure Financial services Utilities

Retail Fashion / luxury Logistics Automotive Government and 
public sector Health

OUR SECTORIAL EXPERTISE

A specialized approach per industry: Sample of our 1000+ clients
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Our WOW model to drive excellent service delivery

Solution

designer

Service

provider

Technology

enabler

PARTNER
Building partnerships, continuously working with clients to make their business better

INNOVATE
Future-proofing business 

through investment in leading-
edge R&D

KNOW
Harnessing collective 
knowledge to improve 

performance & 
manage risks

DRIVE
Leading business effectively

to deliver Webhelp
& client results

CONNECT
Creating seamless customer experience through integrated technology

WOW PLACE TO WORK
Inspiring people and empowering them to deliver great customer service

CREATE
Designing 

great solutions 
for clients and 

their customers 
using 

Webhelp’s 
expertise and 

innovation

ONBOARD
Implementing 
the solution 
safely, using 
Webhelp’s 
structured 

approach and 
proven 

methodologies

ORGANISE
Planning the work balancing customer experience, employee 

experience and efficiency

GROW PEOPLE
Attracting, developing & retaining the best people

DELIVER
Implementing Webhelp’s 
best practice to deliver 

outstanding service

EXCEL
Maximising performance 

through Webhelp’s continuous 
improvement methodologies

“World-Class Delivery”
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Webhelp Group – People First Company
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Company Information

A people strategy built on

three main principles…

Inspire 

our people

Support

our people

Value 

our people

• Make me feel 
welcome

• Understand me
• Help me do my job 

well

• Recognise me
• Reward me
• Involve me

• Great leadership
• Communicate well
• Take me on the 

journey

… and delivered through 

our “WOW place to work”
A common purpose 

Outstanding 
working environment 

Delivering the optimum surroundings 
to benefit employees and performance

Reward & 
recognition

Acknowledging our employees’ 
commitment and outstanding work

Professional & personal 
development

Educating our employees to develop 
their careers and personal objectives

Efficient Organisation 
& Management

Defining our global best 
practices and the 

optimum
way of working

WebHEALTH

Employees’ well-being, 
health and happiness 
within our workplaces



A long standing partnership creating value and growth
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Webhelp and EasyJet have worked together since 
2015 and recently extended our partnership for the 
next 5 years. 

The next stage in our partnership will have an 
increased focus on transformation, specifically:
• Increasing digital interactions
• Improving CX 
• Increasing revenue
• Efficiency improvements

We’re supporting EasyJet, and their customers, with a 
diverse range of exceptional services:
• Dedicated multi-lingual hub
• Complaints centre of excellence
• Dedicated GDPR, Legal Support and Social Media 

teams
• Disruption Management support for planned and 

unplanned peaks
• Dedicated model office function using industry 

leading methodologies, tools and analytics to drive 
forward our transformation program

Key results include: 

• 7 million annual contacts handled
• 86% First Call Resolution
• 78% Customer Satisfaction
• £600,000 of value already delivered 

through technology transformation

Webhelp

solution

Results

delivered

Client

Challenge

Services provided
• Customer Service & Support
• Executive Complaints
• Legal and Privacy Services
• Holiday Sales and Support
• Back Office

Locations
• 10 international locations 

including; UK, Poland, 
Romania, Portuhgal, 
Morocco, India and 
South Africa

Segment
• B2C
• B2B

#Agents/employees
• 900

Languages
English, German, Polish, 
Italian, Dutch, French, 
Spanish, Portuguese

Channels
• Voice
• Email
• Chat
• Social Media



The on-line food delivery company Deliveroo 
operates in over 200 locations around the world.

With rising popularity of the service creating 
volatility for the business and increasing demand 
Deliveroo needed a partner to bring stability 
combined with the capacity to grow.  

Webhelp designed an operating model based on our 
global best practices. This model combines 
consistent local structures for each site with support 
from a global account governance framework. 

Our model is designed to grow as the business 
adapts and grows, providing deliveroo with an agile 
and flexible service.

• We supported Deliveroo during some 
unprecendented peaks in demand by going live 
for some markets within 24 hours

• We provided flexibility to increase our headcount 
to meet demand by leveraging alternative 
solutions like split shifts and part time working

• We rapidly implemented our Webhelp Anywhere 
home working solution to maintain services in 
response to the global pandemic
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Webhelp

solution

Results

delivered

Client

challenge

• Customer Service
• Rider Support
• Restaurant Operations

• Morocco
• Suriname
• Romania
• Ivory Coast

• B2C E-commerce 
support

• 450 people • French, Italian, Dutch, 
Spanish and English

• Voice
• Email
• Chat
• Social Media

Services provided Locations Segment #Agents / 
employees

Languages Channels

Building a global partnership
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Our 10 year partnership with The Very Group started 
in August 2015. The Very Group wanted to reshape 
their customer service operation with a strategy that 
delivers a shift towards digital customer 
engagements. 

Together we are helping The Very Group transform 
their business, delivering their strategy to become a 
world class digital retailer.

Our solution is based around three key areas:
1. Customer Closeness Centre (CCC). This innovative model 

office environment enables us to identify and test CX 
improvements in real time in a real customer environment. 

2. Digital. Through the CCC we’ve been able to test and 
improve poor on-line journeys and user experiences. 
Providing insight into key business changes and digital 
channel roll outs; chatbots for example. 

3. Operational Excellence. As a people first company we put 
our people at the heart of the transformation journey. Our 
people feel part of the brand and are empowered and 
encouraged to support in improving the business. 

• 33% Year on Year reduction in average 
contacts

• Over £5million in cost reductions
• 73% First Contact Resolution rate
• 35% Voice Net Promoter Score (more than 

20% better than the industry average)
• Multi award winning service

Webhelp

solution
Results

delivered

Client

challenge

Services provided
• Front line Service –

voice and email
• Back Office Work
• FS Complaints 

management

Locations
• Falkirk, UK
• Glasgow, UK
• Cape Town, SA

Segment
• B2C
• B2B

#Agents / employees
• 580 employees

Channels
• Voice
• Manual Back Office 

Work
• Email

Languages
• English

Transformational partnership



Content moderation for the world’s fastest growing video portal 
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The client needed a flexible supplier, easy to 
work with and benchmark leader. As a large 
start-up who makes fast decisions, the client is 
looking for an agile partner to match the fast 
pace in delivering accurate and timely Content 
Moderation for an extremely fast-growing 
Indian market.

Nine specialized teams were set up in 
India, Jordan, the UK and Latvia to provide 
a holistic, multi-language, custom-made 
Content Moderation approach and 
guarantee maximum coverage. The teams 
are guided by an experienced executive 
leadership team with a significant track 
record in establishing and scaling high 
performance customer operations.

• We decreased moderation time by 44% in the first 
four months of production.

• No.1 performing vendor as it relates to quality and the 
transition

• Accuracy: 99,96% Vs 97% targeted
• Loyalty: 74% of the team would recommend joining 

the project to friends and family
• Attrition Rate: stabilized to 1,3% / month over 

a 1000+ headcount

Webhelp

solution

Results

delivered

Client

challenge

Services provided
• Content Moderation
• Data labelling 
• Customer service
• Live monitoring

Locations
• India (2x)
• Jordan
• UK
• Latvia

Segment
• B2B
• C2C

#Agents / employees
• 1800 +

Languages
15+
Hindi, English, Arabic, 
Urdu, Russian

Channels
• Video
• Audio
• Comments 



Implementing a transformation partnership
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Dixons Carphone is a leading 
multinational consumer electrical and 
mobile retailer and services company. 
Dixon’s Carphone needed a partner to 
help them deliver great service and also 
support the transformation of their 
business. 

Because of our specialised global 
expertise in delivering transformational 
partnerships Webhelp was the perfect 
partner for Dixons Carphone. 

Webhelp, working with our specialists at GoBeyond Partners, 
created a 7 year transformation roadmap. Fueled by Insight and 
Analytics our programme is increasing digital interactions, 
improving the customer experience and delivering cost savings. 
Our improvements so far include:

• Upskilinng 500 store collaegues to support the contact centre.
• Set up 800 colleagues to work from home during the pandemic
• Onboarding 430 additional colleagues for peak support.
• Disposition tool, demand dashboard and a demand reduction 

programme with 122 Initiatives, delivering 30 so far. 
• Virtual Assistant supporting 42 different customer journeys.
• Using SMS to deflect customers to digital channels.

Despite the challenges of the Covid-19 pandemic our 
partnership has so far achieved:  

• More than £3m in Annualised Benefits.
• 20% Reduction in On-line and Retial Tech Transfers
• Removed 448,000 contacts 
• 23% increase in digital contacts
• Deflected 47,000 weekly voice contacts to digital

Supported the 2020 peak demand period:
• Handled 125% of projected calls
• 88% CAR, exceeding 80% target
• Handled more than 30,000 weekly webchats

Webhelp

solution

Results

delivered

Client

challenge

Services provided
• Customer Service and 

Support
• Sales
• CX Consultancy

Locations
• UK
• South Africa
• India

Segment
• B2C
• Retail
• Electronics and 

Telecommunications

#Agents
• 1200

Languages
• English

Channels
• Phone
• Email
• Chat
• Chat Bot




