Client Case Study
Aviva Retail Services

Summary
CCL carried out a Business Improvement project for Aviva Retail to improve
conversion rates and productivity across telephony and face to face channels,
by implementing best practice operational and customer management. Aviva
provides around 43 million customers with insurance, savings and investment
products. Aviva is the UK's largest insurer and one of Europe's leading
providers of life and general insurance.
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Scope
 Strategic and Operational Review
 Implementing best practice operational and customer management
 Improving conversion rates and
and face to face channels.
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productivity across telephony
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Our Actions
PEOPLE
Redesigned the
operating model to
integrate field sales
and the contact centre.
Designed an incentive
structure for face to
face and contact
centre sales.

Ensured process
owners were in place
to provide sustainability
after the end of the
formal programme.
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PROCESS
Designed and
implemented an
operational sales
strategy using field
sales resource and
contact centre.
Developed best
practice call guides.
Delivered operational
improvements across
field sales and contact
centre using best
practice guidelines
and implementation
principles.

TECHNOLOGY
Designed a suite of
MI to track, manage
and underpin sales
performance for both
sales channels.
Developed
requirements for
longer term
developments .

Marketing

Field Sales

Contact
Centre
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Sustainable Results
Over an 8 month period…





37% improvement in overall conversion rate (face-to-face and telephony)
42% improvement in telephony sales conversion rate
Regulated advisor sales up from 19% to 30% per advisor per month
34% reduction in cost per sale for Protection business.

24 months later…
 The business has doubled
 The contact centre manager won an International award.

Sustainable Results
Overall sales conversion rates
January – December 2009
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Sustainable Results







Business grew by £15m in Year 1
Business has now doubled in size
Raised employee morale
Schedule adherence and call handling effectiveness
Increased management capacity and confidence
Increased employee engagement and motivation.
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Client Testimonial
“I have had experience of working with CCL over the course of the last three years on
several major customer programmes, both within the transport sector and currently
within the Aviva operation.
CCL have a demonstrable track record in delivering financial, operational and customer
benefits and results. They are very effective in helping organisations design customer
service strategies and have a unique ability to turn these strategies into reality. CCL have
a wide network of consultants with very diverse skills knowledge and experience. They
are passionate about delivering success for customers and organisations.
I would highly recommend CCL as a potential partner to work with. I have always found
the quality of work to be of a very high standard and CCL are extremely responsive to
their client needs and requirements.”
Michelle Drage
Director of Retail
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