
Arema Connect has been partnering with one of the largest independent Market

Research companies in Ireland to deliver the fieldwork and customer contact element

of their research projects. For the last ten years we’ve been using our extensive

experience in telephony and customer contact to carry out their telephone survey

work, while the Market Research partner is responsible for result analysis and

presenting the work back to the client at the end of each project.

 

Our latest project involved the delivery of a customer satisfaction survey and

competition analysis for a large financial institution. It was highly time sensitive, and

we were ready to start delivery just two days after the initial request.

 

Our client provided us with encrypted contact details of the financial institution’s

customers, and clearly, because of the nature of the project, adherence to data

protection was an important element of the success of the engagement. Each survey

took between 15-20 minutes to complete and as lead numbers were limited we had

to focus on delivering a high conversion rate of completed surveys. In order to profile

their target audiences (online banking customers, branch visitors, competitors’

customers) our client broke down their leads into different zones with each zone

representing a different demographic i.e. working or retired individuals, each having

different availability to complete the survey. There were independent deadlines set

for each zone, and the whole team was set targets based on results. Based on our

initial calling results, we recommended changing the standard working hours in order

to maximise lead penetration to further enhance the success of this project. This

meant we were able to make calls at nights and on Saturdays as we'd identified that

target audiences in some zones didn't have time to complete the survey during the

working day; call-backs were then scheduled at the evenings and the weekend.
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Our team used the client’s in house system to input

the survey results and completed all the telephone

surveys through a secure web link owned and

managed by the client to ensure adherence to Data

Protection Regulations and there was absolutely no

breach of confidentiality. We then used our own in-

house call system to carry out the outbound calls to

customers.
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As well as the quick set-up time, this project had

a tight 2-week deadline for completion.  We

appointed a Team Leader who had the

responsibility of providing daily updates to the

client, and to monitor success against targets in

each ‘zone’.  As an additional quality measure,

the Team Leader sent call recordings to the client

daily.

Initially, we assigned 6 full time agents to the

project, but it became clear that to hit

targets, additional manpower would be

required.  We were able to take a flexible

approach and added 4 further agents over a

weekend in the middle of the project in order

to capture as many contacts at home as

possible. Our team achieved the target

number of surveys completed 4 days before

the project deadline, which exceeded our

client’s expectations. In total, over the two

week project over 1000 of surveys were

completed.

1000 Surveys Completed 

10 day turnaround time

Ramped up from 6 to

10 agents 


