
Testing potential process changes within 
their UK and overseas contact centres

HBOS 
Case Study

HBOS selected Cogentium to develop a solution 
to test potential operational and strategic business 
process changes within their UK customer contact 
centres.

As the UK’s largest mortgage and savings provider, 
HBOS has nine retail telephony contact centres, 
handling in the region of 230,000 calls per day, by 
around 6,000 call handlers.  

HBOS recognised the need to explore how changes 
in call demand, resource availability, skill groups 
and call handling, will impact on service levels.

Cogentium’s proprietary software was tailored 
specifically for HBOS requirements.  The  final 
solution empowers HBOS contact centre planning 
teams to undertake extensive ‘what-if’ analysis and 
examine the resultant impact of these changes on 
service levels.

Focusing initially on testing call blending and 
customer prioritisation rules to measure the impact 
of change on front office service levels, future plans 
include examining how these changes also affect 
back office service levels.

With staff costs accounting for a substantial 
amount of total contact centre operating costs, 
HBOS will also use Cogentium solutions to maximise 
staff retention by ensuring call handling is spread 
across all skill types, testing potential changes to 
call routing to ensure calls to multi skilled staff are 
routed appropriately and that planning teams 
have the ability to examine the impact of flexible 
shift patterns.

“Cogentium’s solution  
allows us a risk free way 
to predict the impact of 
change and also allows 
us to find areas to make 
further improvements to 
our performance.”

Jawn MacDonald, 
Responsible for the Project 
Delivery at HBOS plc.



Find out more:
For further information on Cogentium solutions 
contact:

Web: www.cogentium.com

Email: info@cogentium.com

Head Office	
141 St James’ Road, Glasgow G4 0LT
United Kingdom
Tel:+44 141 552 4455
Fax:+44 141 303 8388

Colin Williamson, Director of Business Development 
at Cogentium said, 

“For large and complex contact centres like HBOS, 
it is vital for them to be responsive to changes in 
their dynamic contact centre environment. 

We are pleased to work with HBOS and to 
develop a solution capable of supporting them 
in understanding the impact of potential change 
and driving improvement in their contact centres. 
We are delighted to be a part of the HBOS team 
supporting them in their continued drive to deliver 
exceptional customer service.”

Jawn MacDonald, Responsible for the Project 
Delivery at HBOS plc added, 

“Customer and colleague satisfaction is critical at 
HBOS and we strive to understand how changes 
can impact on these groups.  The solution allows 
us a risk free way to predict the impact of change 
and also allows us to find areas to make further 
improvements to our performance.  

Cogentium was able to clearly demonstrate how it 
could support us in achieving these goals.”   

About Cogentium

Cogentium specialise in improving our clients’ 
operational processes and service delivery through 
the provision of innovative, market-focussed 
business intelligence software and solutions. 
 
Our experience spans across a number of 
industries and business sectors, where we have 
delivered multi-million pound cost savings, 
delivered tangible business process improvements 
and driven significant strategic change. Our 
technology has been the catalyst for change in 
some of the world’s largest and most successful 
organisations. 

With up to 20 years in the industry, we have a wealth 
of experience putting the theory into practice. We 
work to deliver software and solutions that help 
our clients gain a better understanding of their 
business processes and enable them to make 
better informed business decisions that have real 
business impact. 

About HBOS

HBOS is the UK’s largest mortgage and savings 
provider and the number one provider of new 
investment products.  

The Group provides retail, business and corporate 
banking, and insurance and investment services 
through its multi-brand strategy in the UK and 
internationally.

The Group is one of the UK’s leading general 
insurers and has a reputation for excellence in 
the provision of business banking and corporate 
finance, delivering innovative funding solutions 
across a range of markets.

Serving around 23 million customers, HBOS is a 
diversified financial services group with powerful 
brands and strong distribution.
HBOS Retail Contact Centres lie right at the heart 
of the business. 

All based in the UK, they have over 6000 staff 
handling millions of calls into the business every 
month. These range from simple queries which 
can be processed via the automated system, 
such as checking a bank account balance, to 
more complex queries which are answered by a 
consultant.


