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The task

The Bank’s Direct Channels division wanted to significantly
reduce inbound customer call wait times across their
Australian markets. To do so required a rapid implementation
of a large-scale call handling team to work a 7 days/week shift
pattern.

The solution

Momenta were requested to supply a team of x55 Customer
Care Specialists for 6-months contracts across multiple
markets to ensure the Bank’s customer on-hold times were
reduced to target levels. All potential candidates were required
to have prior experience in shift work as well as prior financial
services experience.

Additional complexity was added by the requirement for the
intake of all resources on the same day, in multiple locations
and states - NSW, Victoria and Tasmania. All resources were
able to WFH for the length of the contract, easing the office
requirement pressure on the Bank.
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The outcome

Momenta was able to secure the entire team of experienced
Customer Care Specialists, and commenced the program of
work on a single date.

The Bank was impressed by the quality of candidates and
service received, to the extent that a second intake of an
additional x50 resources was also requested to commence
shortly afterwards - taking the entire project team to x105
people.

The Program ran successfully for 6 months to achieve the
targeted objectives, and at completion, due to the success of
the program, and the extent to which the Bank’s management
had been impressed by the delivery of the contingent team,

a substantial proportion of the contingent workforce were
converted to permanent roles within the Bank.
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Momenta is a global contingent resource solutions company, providing skilled
professionals to the financial services, legal, technology and training and

development sectors for over 30 years. Our people selection process is recognised For more information contact:

through ISO 9001:2015 accreditation ensuring we provide our clients with the right
people, with the right skills, at the right time and cost effectively. We are building the
workforce of the future. Today.
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