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Automation journeys delivered 
in less than a week

ISO 27001, Cyber Essentials Plus
and PCI certified and red level data 
access

of all agent calls are being 
deflected

increase in campaign 
effectiveness using Engage 
Hub’s Waterfall technology70%

50%+

savings per annum

4 million+
of interactions per month

Billions
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Cross-channel engagement

Voice

Deliver outstanding, automated 
customer service

SMS

Instigate two-way SMS and MMS 
conversations with your customers

Email

Start sending contextually relevant 
emails that generate ROI

Push Notifications

Prompt immediate interaction from 
engaged customers

Live chat

AI powered UI for agents to seamlessly 
manage customer queries 

Messenger & WeChat

Send instant messages via WeChat and 
Messenger

Web

Design, edit and publish mobile 
responsive landing pages in minutes

WhatsApp

Create two way WhatsApp 
conversations for customer support

RCS

Support rich card carousels/RCS 
messages via Synapse

Webchat

Extend chatbot capability to your 
website for fully cross channel

Twitter

Support customers through Twitter's 
Direct Message functionality and 
Engage Hub's NLP technology









Single view of debt – The Benefits  
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Council

• Increase council revenue 

• Reduce operational cost chasing down debt 

• Help staff make informed decisions

• Real-time triggers and actions

Resident 

• Improve residents’ satisfaction 

• Reduce residents’ debt

• Support vulnerable residents 

• More time to spend with residents rather 
than gathering information 
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• Helps with - Can pay won’t pay

• Helps with - Can’t pay won’t pay 

• Helps identify vulnerable residents

• How much the individual owes the council 

• How old the debts are 

• Who the debts are owed too 

• Households with escalating levels of debt 

• Context to inbound calls from residents

• Where residents are on their journey 

• Quick wins

• Understanding of the debt population 

What it can help identify? 



How we do it 
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APIs

SFTP

Manual 
Upload

CRM/Profile 
Management

Content
Editor

Contact Rules
Engine

Campaign 
Manager & 

Optimisation

Customer 
Segmentation

Channel
Optimisation

Intelligent Channel Waterfall

Click Tracker/Customer Journey Tracker

3rd party

APIs

Internal
System

Campaign Reporting

Synapse

Customer profile

Segmentation

Behaviour

CDRs

Location

Data sources

Our architecture

Email

RCS

WhatsApp

Voice

SMS



Real time optimization

SMS VoiceWeb Chat Email Push

Synapse

Customer Journey Tracker

Customer

Click Tracker

Preference Optimisation+Waterfall
A/B Profile testing  A/B Split testing

RCS



Cross-channel message status waterfall flow - RCS/WhatsApp/SMS 

One platform enables

• New RCS channel implementation

• RCS to WhatsApp to SMS flow

Whats 
App

SMSSy
n

ap
se

Reporting

RCS

RCS not enabled device

WhatsApp not delivered
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Proactive 

Agent is displayed 
with all information 

(Single View of Debt, 
through API’s & all 

previous 
interactions) 

Agent updates 
information into 

Engage Hub 

Engage Hub updates 
relevant system

Resident calls in 

Voice

SMS

Email

Engage Hub 
recognises cancelled 

DD/missed 
payment/arrears 

triggers outbound 
message asking to 
contact the Local 

Authority 

Customer Journey Tracker
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Reactive

resident messages 
council via 

Engage Hub 
responds  same 

channel with total 
amount, breakdown 

& payment plan 
option fully self-

serve or would they 
like to speak to an 

advisor 

Resident chooses 
advisor 

Links back to agent 
who has all data in 

front of them & 
updates system

Voice

Engage Hub updates 
relevant system

SMS

Email

Customer Journey Tracker
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How we keep your residents secure

ISO 27001 accredited Two-factor authentication

Built-in change control 
workflows

Field-level masking and 
encryption of data

Flexible account and system-
wide data retention periods 

Multi-level system and account 
administration permissions

Agent activity auditing PCI compliant 





Thank you
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