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Realtime Online

Improves
performance for MEM Capital Finance.

call centre

MEM Consumer ynance is a loan broking
company based in Milton Keynes. They offer
consumers, short term loans of less than A1000,
to help them deal with cashpow problems
between paydays. Customers apply online
or by telephone, and after assessing their
ynancial commitments, MEM will deposit the
loan funds the same day. The MEM process
means that customers who lead busy lives never
need to leave their desks, visit their bank or most
importantly, wait for their cash after making
the application.

MEM run a call centre in Milton keynes which
operates both an inbound function for people
wanting to arrange loans, and an outbound
function for debt collection purposes. Due to
the puctuating need for each area, they run
a blended call centre operation, so they are
able to switch agents across campaigns to meet
demand.

They were looking for a solution that would
enable them to proactively manage their call
centre queues, rather than deal with problems
after they had occurred. They evaluated
several types of reporting dashboards, but
were impressed when they were made aware
of Checkmateis realtime dashboard solution
Realtime Online Contact Centre Edition.
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Following the consultancy from Checkmate,
MEM installed Realtime Online for use in the
blended call centre. The realtime dashboards
display key performance indicators for the
call centre in a colourful graphical and tabular
format, allowing users to immediately view the
call centres performance. Unlimited thresholds
can be conygured against these KPIs and alerts
can be sent when the thresholds are broken,
so management are always made aware of
developing situations.

If call queues grow above the predeyned
threshold for the inbound sales campaign,
then MEMs call centre manager can move
agents across from the debt collection team,
and this means they should never miss a sales
opportunity. MEM are now able to handle call
volumes more effectively, by a simple glance at
the plasma screens, concentrating on providing
the best possible service.

For more information about any of our
products, or to ynd out how we can help
you improve your business processes,
contact us on 0116 229 2727 or email us at:
sales@checkmate.com



