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A game-changer 

Cabot Financial, part of the Cabot Credit Management 

Group, is a debt-resolution firm based in the UK. 

Since becoming established in 1998, Cabot have 

sought to change the game of debt collection by 

recognising their debtors as customers and putting 

customer experience first.  

“Feedback has never been a 

big part of our industry, 

but we want to be leaders 

in our industry.” 

Michael Sturgess, Customer Experience and QA Manager 

As part of Cabot’s business strategy, a 5-year plan 

developed by the Head of Customer Journey prioritises 

listening to customers as a way to streamline processes, 

improve efficiency, reduce customer complaints, and 

grow healthier, more productive relationships with 

customers, leading to swifter debt resolution.  

“Our mission is to listen to 

every Cabot customer and 

understand what they have 

to say. Right from the staff on 

the floor, through managers, 

and the CEO and right up to 

the board, we want to 

understand the customer.” 

Catharine Allford, Customer Journey Manager – Projects 

The challenge was to get insightful qualitative feedback 

from customers who find themselves in a complex 

relationship with Cabot, and who are often in difficult 

circumstances. In commissioning a feedback program, 

Cabot continued in characteristic ground-breaking style, 

by choosing BigEars – voice feedback innovators from the 

other side of the world – over better-known, cookie-

cutter services favoured by competitors. Recently we 

caught up with Michael Sturgess (Customer Quality 

Manager) and Catharine Alford (Customer Journey 

Manager – Projects) to see how the campaign is going.  

“Our customers are often under 

a lot of stress and have difficult 

circumstances so understanding 

and being empathetic are 

crucial, and feedback plays a 

key part in that.” 

 



 

 

Purpose-built design

The team at BigEars recognised that the unique 

relationship Cabot has with its customers and the high 

importance of customer insight to the company’s overall 

strategy meant a tailored solution was required. 

Personalised SMS invitation 

Encouraging customer engagement was a key priority of 

the project. To be considerate, BigEars implemented a 

two stage engagement opportunity. Text invites are sent 

direct to the customer’s mobile phone, greeting them by 

name. The customer is then invited to trigger the 

automated phone survey when it’s convenient for them. 

Intuitive dialogue design 

The engagement experience is designed to be as easy as 

possible for the customer. Cabot needed a dialogue that 

would match their brand and get targeted feedback 

across several priority areas without keeping customers 

on the phone for too long. BigEars worked closely with 

Cabot to design and refine a dialogue that fitted the 

Cabot brand, was easy for the customer to follow, and 

gained maximum insight. 

Real-time action alerts 

Getting customer feedback to the right people quickly 

was a key requirement of the campaign. Custom criteria 

(based on scores and customer preference) are used to 

determine which team members should receive an alert 

as well as what content it should feature. 

Customer Radio 

BigEars offered a tailored implementation of Customer 

Radio, their revolutionary and unique feedback tool, to 

spread customer insight across the business. The Cabot 

CEX team use the ‘discover’ interface to uncover and 

investigate issues and trends, while the rest of the 

business use Customer Radio Stations to keep up to date 

with the insights that matter most to them. A feedback-

tracker module tracks any negative feedback and 

consequent follow-ups/action. A dashboard with live key 

measures lets teams see how they’re doing at a glance. 

 

 



 

 

Powerful voice feedback

In a challenging customer relationship, where staff-

empathy is crucial, the ability to share the actual 

voices of customers is key. The customer-voice now 

plays a big part in staff training, coaching, and 

performance recognition.  

“Watching their faces as they 

listen to a customer give us 

some positive feedback is just 

so powerful. It really brings it 

home and reminds everyone 

regardless of their role, 

regardless of whether they’re 

customer-facing or not, 

regardless of whether they’re 

part of the executive team or 

someone on the phones, just 

how important it is that we 

remember our customers. 

It reminds you that these are 

real people going through 

real experiences.” 

Hearing the customer’s voice directly has proven 

far more effective at changing staff behaviour than 

metrics or text feedback ever were. Consultants at 

Cabot are sent audio feedback directly to their inbox 

following an interaction. We asked Customers to rate 

the performance of the consultant they spoke to out 

of 9 and in just six months the average monthly score 

went from 7.3 to 8.2*. 

 

 

 

 

 

*Jan ’16 data based on a partial month 
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Quick to 
respond 

Cabot established a Customer Rescue team to deal 

with requests for follow-ups and to reach out to 

customers feeling especially unhappy or vulnerable. 

The team are sent customised, criteria-based alert 

emails containing a transcription as well as meta-data 

about the original interaction and the customer’s status 

and case-history. The alerts empower the team to 

understand the customer’s problem, investigate the 

issue in a timely manner, and then call them back with 

a focus on resolution.  

“BigEars allows us to get our 

customer’s thoughts, feelings, 

and concerns – whatever they 

may be – directly to the people 

that need to hear it quickly.” 

All negative feedback is tracked and managed with the 

Customer Radio Respond module, helping the team to 

ensure that nothing falls through the gaps. 

Process 
improvement 

Cabot have applied insight from customers to enhance 

business operations in a number of areas, giving them 

what they see as a strong competitive advantage. The 

results speak for themselves. Customers are asked to rate 

how much effort Cabot were to deal with compared to 

their expectations on a scale from 0 to 9. Thanks to 

customer insight and the great work by Cabot, the 

average monthly effort rating has improved, from 7.6 to 

8.1* in just 6 months, while the overall customer 

satisfaction rating has risen from 7.6 to 8.2*. 

“There have been a number 

of examples where there have 

been process enhancements 

as a result of the feedback 

we’ve received through the 

BigEars product.” 

 

 

 

 

*Jan ’16 data based on a partial month

 

 

 



 

 

Business-wide engagement 

 

 



 

 

The ease of listening to customer feedback and sharing 

audio using Customer Radio was a big part of the appeal 

of a BigEars voice feedback program.  Even so, Catharine 

Alford was concerned that some of the team might be 

resistant to the new technology, but was pleased to see 

the enthusiasm with which Customer Radio was adopted 

by staff. 

“It’s so simple to use that once 

you’ve made the decision to nip 

into Customer Radio and listen 

to a few calls, you’re doing that 

in under a minute.” 

The simplicity of the tool, coupled with the rich insight 

delivered in the audio, meant that within a few short 

months, people at every level of the organisation were 

tuning in to the voice of the customer.  

“It really does cut across all 

departments and all layers.” 

A wide cross-section of the Cabot community is now 

regularly listening to customer feedback on Customer 

Radio, including members of the customer support 

department, customer operations department, 

compliance teams, customer care teams and the 

executive committee. 

A shared 
energy and 
passion 

The team at Cabot have been impressed with how 

easy it has been to work with BigEars on all aspects 

of the feedback program. Built around a common goal 

of delivering the right outcomes for customers, the 

program has been a success in part because of the 

enthusiasm BigEars have brought to the project. 

“It’s the energy and the passion 

that you get from BigEars. 

If you weren’t excited about 

what understanding your 

customer could do for you 

before you talk to BigEars, 

you certainly will be after.” 

“BigEars has allowed me to 

overcome one of the biggest 

challenges facing many senior 

customer leaders, getting our 

customers in to the boardroom. 

By the simplicity and power of 

the customer voice we have 

considerably grown our desire 

to understand what our 

customers want from us.” 

Deborah Green, Head of Customer Journey 
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