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Turn2us
About Turn2us
Turn2us is a UK charity helping millions of people in financial hardship gain
access to welfare benefits, charitable grants and support services – online, by
phone and face to face through partner organizations. The Turn2us website
brings together an easy to use Benefits Calculator and a Grants Search
database giving access to over 3,000 charitable funds. For individuals who
are not able to access the website, there is a free phone helpline open all
year providing an independent and confidential service.
13.5 million people live in poverty in the UK, including 3.9 million children
– and the numbers are rising. The reasons why people experience financial
hardship are complex yet one issue remains simple. Funds exist to help
people – through welfare benefits, grants and other financial help – but
access to them continues to be a frustrating barrier for many individuals,
especially those on low incomes who are often hardest hit.

The Requirements
The Turn2us helpline service provides information and guidance to individuals on their entitlement to benefits, the
availability of chartable grants and other support for people in financial hardship. While Turn2us is a digital first
service, the aim of the contact center service is to support those that have no access to the internet.
Access to the Helpline is through multiple channels
including inbound call, email, letter and online enquiry
form, therefore, it was vital that the contact center
agents had a simple to use, comprehensive and yet
flexible unified agent desktop to manage and respond to
the customer queries. The desktop had to consolidate
multiple data sources, provide access to the online
tools, capture data and provide the agent with guidance
throughout the call stages.
An additional requirement was to generate an action
plan email to confirm the actions agreed, and an SMS
reminder to help ‘nudge’ and support people to take
action to improve their situation and to complete an
online survey, to help capture outcomes.

Key Highlights:
80% increase in the number of interactions
resulting in a grant or benefit search
98% of emails were answered within 24 hours
17% reduction in calls year on year
30% reduction in AHT
400% improvement in online form
Relevant information provided on a single
desktop
360 degree view of the customer
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Our Solution
Syntelate XA was the ideal tool to meet the
multi-channel requirements while providing the best
possible interface to enable agents to help vulnerable
customers. Our custom Syntelate CRM solution ensures
that all activity is tracked for each customer.

Pre-defined snippets of information are provided to
the agent for rapid, consistent and accurate advice.
More complex enquiries requiring free text additions
can be automatically escalated to the team manager
for confirmation prior to sending.

Each time a customer calls the helpline the agent is
guided through an identification verification process
then presented with the caller’s details and a full
interaction history. The agent can then help the caller
within the context of their full history of voice, email,
web chat and white mail transactions with the charity.

Escalations are integral to the system and complex
enquiries are escalated out of the contact center to
the relevant Turn2us team according to pre-defined
disposition rules.

Seamless integration with the Turn2us website allows the
agent to easily transfer the information held in Syntelate
XA to their online benefit calculator and gran finder
tools. The search results are written back into Syntelate
XA and an action plan email which summarizes the
suggested actions is automatically generated and sent to
the client.
Turn2us have implemented a Voice of the Customer
solution by sending a survey to all clients who receive
an action plan. Syntelate XA prompts the relevant clients
through automated email and SMS.

Syntelate XA Features:
Unified Agent Desktop
Agent scripting and guidance
Multiple communication channel blending
Customer identification and verification
Automatic escalation when required

Inbound emails, white mail, web chat and online
enquiries are answered in the same interface ensuring
consistency for the agent.

The Result
Since implementing the Syntelate XA product, Turn2us is helping more vulnerable customers using the channel of
their choice. Customer service has improved and there’s been a 80% increase in the number of interactions
resulting in a grant of benefit search. The efficient email process has resulted in 98% of emails being answered
within 24 hours against an SLA of 95%.

Kirsten McKenzie
Head of Helpline Services
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Using Syntelate XA provides our advisers with the right balance of technology
and guidance allowing the team to focus on the customer’s requirements.

