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How to use this toolkit
This toolkit will guide you through the initial stages of the judging 

process. It will help you to complete the best written nomination 

possible to maximise your chances of getting through to the finals. 

Taking onboard the advice here, will enable you to provide the judges 

with all the information they need to benchmark your nomination 

against other entries in each category.

In this pack you will also find information on:

• Reasons for entering – we’ll share the key reasons why 

organisations take part in these awards

• Important dates – a full list of what happens when, so you don’t 

miss any deadlines

• Choosing categories to enter – some hints and tips on selecting 

which categories to nominate for

• How to make an entry – a step by step guide through the process

• An overview of the two-stage judging process and what’s involved

• An insight into what the judges are looking for in your nomination.

At the back of this toolkit you will also find a full list of the categories 

and criteria as well as a list of the nomination questions that you will 

need to answer online.

Look out for top tips from the judges as you read on.

About the ECCCSAs
Now in their 18th year, the European Contact Centre and 

Customer Service Awards (the ECCCSAs) are the largest and 

longest running awards in the customer contact industry.

Highly regarded for the integrity and credibility of the judging 

process, with high calibre judges that are handpicked for 

their experience and knowledge. These judges can recognise 

organisations that are leading the way in delivering exceptional 

service to customers.

These organisations value their people, continually innovate to 

improve the customer experience, and operate efficiently and 

effectively. And they could be anywhere in Europe.

It’s easy to take part and winners get the recognition they deserve by 

celebrating their achievements at the prestigious Awards Evening on 

Tuesday 27 November 2018 at Evolution,  

Battersea Park, London, hosted by Fiona Bruce.

Appoint someone in your team to own the nomination 

process and to be the main point of contact for 

all communications both internally and with the 

ECCCSA team and judges.
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How are these awards  
different from others?
• The ECCCSAs are the largest customer service and  

contact centre awards programme hosted in Europe  

with over 1,200 people attending the Awards Evening.

• In its 18th year, these awards are the longest running  

European awards programme in the industry.

• It’s truly European with 19 countries entering last year.

• The credible and robust judging process includes over  

2,000 hours of face-to-face judging.

• The judges are experienced customer service  

professionals who know what award-winning looks like.

• Sponsors do not have a judging vote, ensuring the  

integrity of the judging process.

• Previous attendees tell us that the awards evening is  

of the highest quality and is the most entertaining  

awards evening in the industry.

• Nominations are welcome from organisations of any size –  

you do not have to be a large organisation to take part.
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Why enter?                  
If you’re not sure about the benefits of nominating for 

an ECCCSA, here are some of the reasons that previous 

organisations have taken part: 

• Recognise a significant year of achievement - If the last 12 

months have been a year of key milestones and deliverables, then 

take this opportunity to celebrate those achievements. Give your 

organisation the recognition and prestige given to award winners.

• Get great internal and external PR - Use these awards to let other 

departments in your organisation know how good the work you’ve 

been doing is as well as differentiating your business externally.

• Benchmark your operation - Entering the awards will help you 

benchmark against others in your category. By entering, you will be 

able to gauge how you compare against the very best across Europe.

• Opportunity to reflect - We work in a fast changing, busy industry 

and achievements are easy to overlook. Reflecting on your key 

achievements allows you to pause and consider what (and who) 

contributed to your success and to recognise them. 

• Engage your employees - Winning awards has a very positive 

impact on a team’s morale and can improve employee engagement. 

Being nominated for an award means a lot to people and 

demonstrates that you really value their contribution.

• Attract new employees - People want to work for an organisation 

that is successful, and people focused. Being a finalist for an award 

can help you attract the best new employees, as well as retain those 

you value. People are drawn to award-winning businesses because 

they want to work for a reputable company. 

• Celebrate your company and team achievements - Give your 

best people the opportunity to attend the biggest industry party.  

The Awards Evening is being held at Evolution in London’s Battersea 

Park and will be host to over 1,200 industry professionals from  

across Europe.

• Join a community – A great opportunity to meet your peers from 

exceptional contact centres and customer service operations.

Download the webinar to hear hints and tips from 

the chair of the judges: www.ecccsa.com/webinar
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Key dates
The deadlines will not change! To be fair to those that work  

hard to hit the deadline, if your entry is not submitted by  

midnight on Friday 13 July it will not be in the programme.

Help and support is available throughout the process to help you 

achieve the deadlines, including a hotline and regular newsletter 

updates. So, get the dates in your diary now!

•  Nominations open: 4 May 2018

•  Webinar to help with your entries: 25 May 2018

•  Early bird pricing for nominations ends: 13 June 2018

•  Nominations close:13 July 2018

•  Judging visits take place throughout August,  

September and October

•  Judging panels will take place in Central London  

between 12 September and 5 October

•  Winners announced at Awards Evening: Tuesday 27 November 2018

4 May

Nominations open

13 June

Early Bird closes

10 August

Finalists announced

13 July

Nominations close

25 May

Webinar

12 September - 5 October

Judging panels

27 November

Winners anounced at the 
Awards Evening

1 November

Judging completed

August - October

Judging visits
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Is my organisation or  
team good enough to  
enter for an award? 
Naturally this is where everyone starts from - how do you know 

if you will be successful in becoming a finalist and winning? 

Certainly, it’s the right question to ask yourself and here are 

some pointers to help you.

•  The judges are not looking for perfection – nothing rarely is 

perfect. But if you think your story is leading the way, you’ve made 

improvements and you think that others can learn from you, then 

you are probably doing better than you think you are. Remember 

you don’t have to be perfect – you just need be one of the best to 

become a finalist.

• Talk to your suppliers about key projects they have been engaged 

with you on, they often have a good external view of the industry 

and how you compare.

• Are you an early adopter? You may well already be ahead of the 

competition even though you are at the beginning of your journey. 

If you can tell the story about how your organisation has been 

innovative, tried something new with encouraging results then you 

are likely to benchmark well.

• Organisations might think they are too small to take part, but 

sometimes ‘great things come in small packages’. Yes, all the 

big brands participate in these awards but last year several small 

organisations walked away with Gold - e.g East Sussex Highways, 

Go Cardless. So, don’t be intimidated, you just might walk away with 

the best award in Europe.

• How many times have you listened to a conference speaker or visited 

another organisation and left thinking ‘we’re as good as this’ or even 

‘we’re doing better than this’.  If that sounds like you then what have 

you got to lose?

• It doesn’t matter where you are based in Europe – all entries are 

equal. The judging process involves panel judging and judging visits, 

and the judges are prepared to get on a plane and travel down dirt 

tracks if necessary to get to you!

Take a look at the website to see which organisations 

won last year – how does your project or team 

compare to theirs? If you think you can give them a 

run for their money, then go for it.
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“ Be yourselves and highlight in the process what you 

believe makes you different or special. Involve your 

people to represent the business and the way of working 

and don’t keep it just to your management levels.”

   Site Director, Booking.com, Winner of Best Employer - Great Place 
to Work (Large)

Advice on choosing which 
category to enter 
Deciding which category to enter can be daunting with so many 

that could be relevant. Of course, it might be right for your team 

or project to enter more than one category.

 • Set aside a team meeting to do a brainstorming session - reflect 

on what you’ve achieved in the last 12 months. What were the big-

ticket items? What are you most proud of?

•  Choose your best teams and/or your best initiatives for nominations. 

You should be confident that you are choosing your biggest 

successes to have the best chance of being a finalist and winning.

•  Think about key projects that have landed, or an initiative that 

has brought about some improvements for your customers, your 

colleagues or the entire business. 

•  Ask advice from your key stakeholders on which categories to 

enter. They may have a broader view of what’s going on in the 

industry and know where your organisation excels or stands out 

from the crowd.

• Ask your front-line teams for their thoughts on what they are most 

proud of – they are the closest to the customer and know what 

your organisation is good at. 

• You might lead a team that has gone above and beyond 

expectations and be looking to recognise them externally what 

they’ve achieved. 

• You might consider that your contact centre or customer service 

operation is one of the best in the industry, delivering a great 

service to your customers through a highly engaged workforce. 

In which case you should consider entering the Contact Centre 

Awards categories too.

Look at the new categories that have been added 
this year. New categories sometimes take a few years 
to gather momentum and therefore can have fewer 
entries than other categories. This improves your 
chances of being a finalist.
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The categories
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Advice on completing  
the nomination form
The nomination form is very simple to fill in. There are a number 

of mandatory fields, but completing the form well will give the 

judges all the information they are looking for to help them 

identify the Finalists.

• Assume that the judges know nothing about your organisation 

or your initiative. Make it easy for them to understand your story. 

Nothing turns a judge off more than an entry that doesn’t flow and 

is hard to understand.

• Keep it simple. It’s tempting to tell the judges about everything 

you’ve achieved, but it’s important to stick to the criteria. If it’s not 

relevant to the category, leave it out. 

• Provide some context for the judges in order to set the  

scene for them.

• Keep it real. You are not being judged on a fancy presentation 

or long words. The judges are looking for real people, doing real 

things. Tell it as it is, it just needs to be authentic. 

• Avoid jargon and acronyms.  Remember that the judges don’t 

know your organisation – avoid using internal language.  

• Provide metrics to support your nomination. For example, ‘Our 

Employee Recognition programme contributed to an employee 

engagement increase from x to y since the programme began.’ 

• If you are including supporting information, don’t overload judges 

with materials that aren’t relevant to your entry. Some good things 

to include are:

 •  KPI charts, reports, measures

 •  Colleague engagement results/customer satisfaction results

 •  Organisation chart. 

• If you are entering with a supplier, please enter the organisation 

name first and the supplier name second. 

• If you are a supplier making a nomination on behalf of a client, you 

must obtain permission from the client in advance in order for the 

nomination to be valid. Quotes and feedback from the client is also 

worth providing.

• Ensure that you have the remit to make the nomination. Talk to 

your line manager about the programme and ensure that they 

support the nomination.

You may have one nomination that fits into two 
categories which cuts down on the amount of work you 
have to do on the entries. For example, Most Effective 
Self-Serve Initiative may also qualify for Most Effective 
Implementation of Technology. 
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Creating an entry
It’s really easy to take part and the process is all done online.  

Register an account via the ECCCSA website - www.ecccsa.com/ecccsa-2018

• You can register an entry, and then revisit the nomination form as many times as you  

like in order to finesse your nomination.

• You might want to write your entries on a Word document and then cut and paste  

into the online nomination form when you’re ready.

• If you get stuck or need some advice on the process, get in touch, we’re happy to help you.

“ We worked quite hard on explaining 

the rationale behind our submission, 

in terms of explaining the business 

benefits in a way that would be clear to 

someone new to our business.”

   World Remit, Winner Best Application of Technology
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What’s the  
judging process?
The judging process has been designed to be easy for you.  

There are no obstacles, no trick questions - it’s an opportunity  

for you to tell your story.

Round 1 – The Entry

The first round of judging is carried out entirely online.

The judges identify the finalists by using a set criteria and their many years’ 

experience of working in the industry to decide who will go forward. 

What are the judges looking for?

The judges are looking for nominations that tell a clear story of their journey 

– their motivations, the deliverables and how the results were achieved. 

What lessons were learnt along the way and how did you overcome some 

of the challenges? What’s next in your journey?

They are looking for evidence of what has been delivered and how 

your nomination benchmarks against other entries such as the 

following: 

• Business impact

• Operational effectiveness and efficiency

• Innovation and creativity

• Customer centricity

• Employee engagement

• Industry best practice

Finalists will be announced in August, and these will then go 

through to stage two, which is the face-to-face judging process.

“ The judges really demonstrated that they understood our business and industry 

and in addition, how we work as an outsourcer. The judging was detailed and it 

felt like a very open and fair process.”

   Managing Director, Ventrica, Winner of the Best Outsourced Contact Centre
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Judging process  
by category Judging Stage

Stage 1 Stage 2

Award Category Online Panel Visit

Innovation and Technology Awards

Most Effective Implementation of Technology d d
Best Innovation in Customer Service d d
Best Implementation of AI in Customer Service d d
Most Effective Business Transformation Programme in Customer Service d d

Operational Effectiveness Awards

Most Effective Improvement Programme d d
Most Effective Self–Service Initiative d d
Best Risk/Fraud Management Initiative d d
Best Outsourcing Partnership d d

Team Awards

Best Customer Service Team d d
Best Complaints Management Team d d
Best Quality Team d d
Best Contact Centre Support Team d d

“ The admin around 

the judging visits and 

presentations was 

really excellent – timely 

prompts and reminders 

with all the info needed, 

and organisation and 

venue selection for the 

presentations was spot on.”

 Head of Customer Insight, Co-op, 
Winner of Best Customer  
Insight Initiative
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Judging Stage

Stage 1 Stage 2

Award Category Online Panel Visit

Customer Experience Awards

Best Multi/Omni-Channel Customer Experience d d
Most Effective Customer Experience in Social Media d d
Best Customer Insight Initiative d d
Best Cross-Functional Customer Experience Initiative d d

Employee Experience Awards

Best Employer - Great Place to Work d d
Most Effective Learning and Development Initiative d d
Most Effective Health and Wellbeing Programme d d
Best Voice of the Employee Programme d d
Best Employee Flexible Working Scheme d d

Contact Centre Awards

Best Multi-Lingual Contact Centre d d
Best Pan-European Contact Centre d d
Best Outsourced Contact Centre d d
Best Small Contact Centre d d
Best Medium Contact Centre d d
Best Large Contact Centre d d
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Who’s judging?
The panel of judges have been chosen from across Europe 

for their many years of industry experience, leadership and 

their specific expertise in the various categories of nomination 

available this year. 

Many of the judges are previous award winners, others have been 

judging the ECCCSA’s for many years – they all understand the 

contact centre and customer service industry and know what good 

looks like.

For example, the Customer Service Directors from OVO Energy 

and Microsoft, Change Directors from Hastings Direct and British 

Gas, Heads of Customer Experience from Atom Bank, Carphone 

Warehouse and Legal and General will be judging this year.

European judges include leaders within ECCCO (European 

Confederation of Contact Centre Organisations) and heads of 

contact centre industry bodies across Europe. 

Combine those names with Paul Smedley from The Forum, Matt 

Kemp from IFDS, Martin Hill-Wilson from Brainfood and senior 

managers from Deloitte, and you start to get the picture!

Chair of the Judges is Ann-Marie Stagg 

Ann-Marie comes with a wealth of contact centre and customer 

service operational and leadership experience. She was crowned 

Contact Centre Manager of the Year in 2003, has judged industry 

awards for the last 15 years and is CEO of the CCMA and President of 

ECCCO. Integrity and credibility in the judging process is championed 

by Ann-Marie and delivered through the highly proficient judging panel.

You can phone us at any time for advice or support 
– 0333 9399964. We will keep the hotline open until 
midnight on the 13 July, so if you have any technical 
problems you can reach us.
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FAQs

Who is eligible to enter the awards?
Any organisation that is headquartered in, based in, or which operates  

a contact centre or customer service programme in Europe.

How much does it cost to enter?
There is a fee of £295 (approx. €340) per entry. Early Bird offer available 

until Friday 15 June: £250 per entry, or three for £500 plus additional 

entries for £100.

Why is there an entry fee?
Part of the robust judging process of the ECCCSAs includes site  

visits or panel presentations with our judges. There is considerable  

cost involved in organising and carrying these out, which the entry  

fee helps to cover.

When is the entry fee due?
For your entry (or entries) to be eligible, please pay in full before  

midnight on Friday 13 July 2018.

Are there word limits on  
the written entry?
Yes, each section has a word limit between 100 and 500 words.  

The limit for each section is indicated on the online form.

Can I provide supporting evidence?
Yes, material may be supplied as follows: 

•  Upload JPEG or PDF files. Maximum file size is 5MB per piece.  

A maximum of five pieces can be uploaded with your entry.

•  Video attachments may be hosted on a video site such as  

YouTube or Vimeo.

•  Provide website URL’s to the publicly accessible campaign or active 

URL of a landing page. Please ensure any applicable usernames and 

passwords are provided and active.

•  Please do not upload any further written material as the judges will 

not consider these. The written component of your entry should be 

fully explained within the provided form fields.
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Is the business information in  
my award safe and secure?
We use a Software as a Service (SaaS) platform called AwardForce 

to manage the awards programmes, including your written entry. 

This platform is fully encrypted, which means any confidential data 

you enter is fully secure and only visible to you and us.

Judges are required to sign a Non-Disclosure Agreement before 

receiving the award entries to judge. Please also review the 

ECCCSA Privacy Policy.

What is the deadline for entries?
The deadline is midnight on Friday 13 July 2018. Please note, we 

do not extend the deadline so your entries must be submitted by 

then to be eligible for the judging rounds.

Can I edit my entry after  
I have submitted it online?
Yes, you can continue to edit it up till midnight on Friday 13 July.  

We will use your entry as it is at this point for judging.

When will the finalists  
be announced?
Finalists will be announced at the beginning of August.

When will the winners  
be announced?
Winners will be announced at the Awards Evening on  

Tuesday 27 November 2018 at Evolution, Battersea Park, London.
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Categories and Criteria
The awards are split into six different category groups. Please check that your 

nomination matches the criteria for each category below. If you are not sure whether 

your nomination meets the criteria please contact us and we will talk it through.
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Innovation and Technology Awards

Most Effective Implementation of Technology

Nominations are invited from organisations who have successfully 

deployed new technology within their contact centre or customer 

service centre. 

Nominations should outline the business benefits that have been 

realised including:

•  The impact on the customer and colleague experience

•  The approach used to implement and integrate 

•  ROI realsed

•  Both qualitative and quantitative results achieved

The award is not for the technology solution itself, but how it has been 

implemented, deployed and optimised within your organisation. Joint 

nominations from a technology provider and their client are acceptable, 

but a technology provider cannot nominate on their own.

Best Innovation in Customer Service

This category recognises innovative new ideas and developments 

that have enabled organisations to meet the needs of their customers 

more effectively. Innovative approaches may apply to any aspect of the 

customer relationship or methods to improve existing internal systems 

or processes supporting customer service. 

Judges will be looking for:

• Evidence of innovative thinking and deployment

• A clear business reason for the deployment

• Demonstration of the benefits to the business, the customer  

and the user

• How the implementation has improved performance of the operation

• The reasons you believe that your idea is innovative and relevant to 

todays’ customer
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Most Effective Business Transformation  
Programme in Customer Service

Nominations are invited from organisations that are successfully 

implementing changes in their organisation, that are transforming the 

way that they work or their offering. 

Organisations should enter where they can demonstrate:

•  A clear vision of how to transform their organisation for the  

digital consumer

•  How they are aligning people, process and technology initiatives to  

their business strategy and vision. 

•  An effective transformation programme is in place

•  Learnings from this implementation and the results achieved

•  How they are transforming the way they connect with their  

customers and colleagues enabling them to deliver a unique  

customer service experience

Best Implementation of AI in Customer Service

Nominations are invited from organisations that have successful 

deployed Artificial Intelligence into their customer service operation. 

Relevant examples for this category could include using AI to improve 

customer interactions; deployment of bots and messaging; AI solutions 

that improve employee productivity, analytics, insight and planning.

Judges will be looking for:

•  The overall strategy for AI and how this is evolving

•  Examples of how your organisation are deploying AI

•  The rationale for deployment

•  The benefits that are being realised

•  Your lessons learnt and how this is impacting your future plans 
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Operational Effectiveness Awards

Most Effective Improvement programme

This category is for teams who have implemented a change in their 

business processes which brought about improvements in either the 

customer journey or the customer service operation. 

Judges will be looking for:

• A clear understanding of the objectives behind the strategy

• Evidence of how the strategy was planned, executed and monitored

• Effective use of internal communication channels to inform teams 

across the business about the programme and its aims

• Clear evidence of the impact of the strategy on customers, advisors 

and the performance of the centre within the business as a whole 

(including a demonstrable return on investment)

• What the team has learned from the process and any future plans

Most Effective Self-Service Initiative

Nominations are invited from organisations that have developed and 

implemented an effective self-service solution. The solution can be at 

any point in the customer journey. 

The judges are looking for:

• An overview of the solution and a rationale for the deployment

• Evidence of the benefits realised for the business and the customer

• How the organisation gathers feedback on the customer experience

• The effectiveness of the solution in creating ease of use for customers
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Best Risk/Fraud Management Initiative

Nominations are invited from organisations across all sectors that have 

developed and implemented an effective risk or fraud management 

initiative for their contact centre or customer service centre. 

The judges will be looking for:

•  High level overview of any solutions deployed

•  Evidence of effective implementation and delivery against objectives

•  Engagement with key stakeholders in the business

•  Evidence that the programme achieves the right balance between 

managing risk and protecting the customer experience

•  An outline of the benefits realised 

Best Outsourcing Partnership

Nominations are invited from organisations who have a great partnership 

with their outsourcing partner and can demonstrate results that show 

how customers and employees are benefitting from the partnership. 

Both the outsourcer and the client must enter and are to be listed on the 

entry form. 

Nominations should outline:

•  Evidence of an efficient and effective customer and colleague  

focused operation

•  A clear understanding of the business aims and challenges and how 

the partnership has helped to meet them

•  Open, two-way communication channels between the outsourcing 

frontline and the client decision makers

•  Evidence of effective integration and ongoing investment  

in the relationship

•  Demonstrable progression or achievement of the original  

business objectives 

•  The value-add, outside of cost, that the outsourcer has brought  

to the relationship
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Team Awards

Best Customer Service Team 

This award is open to any customer services team who works with their 

customers via any channel. 

Nominations should outline:

•  Evidence of a true customer centric culture

•  Demonstrate how the team works together to deliver for the customer

•  What improvements have been implemented to ensure that the 

customer experience is the best it can be

•  How the team’s performance has impacted the organisation overall

•  A recent initiative that the team has implemented that has delivered a 

great experience for customers

•  Demonstrate how the team has listened and responded  

to customer needs

•  Evidence of customer engagement and satisfaction results

Best Complaints Management Team 

This category is open to customer relations and complaints teams who 

provide support to the customer services or contact centre operation. 

The team will have a good understanding of their customer issues and 

the opportunities for improvement in their business. 

Judges will be looking for:

• A robust complaints management framework in place 

• A tangible passion for customer service and a positive team attitude

• Effective measurement of the performance of the team

• A keen sense of the importance of the team’s contribution to the 

organisation, and how improvements by the team have resulted in 

better customer service overall

• Evidence of follow up measures and checks to ensure customer 

complaints are not repeated
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Best Quality Team

Nominations are invited from quality monitoring teams that support the 

contact centre in an organisation. 

Nominations should outline:

•  The quality framework that has been implemented and the rationale 

behind this model

•  The tools and methodologies deployed and the rationale

•  The overall objectives of the team and how they are performing

•  How the team has influenced different parts of the organisation in 

order to improve the overall quality of service delivered to customers

•  How the model is evolving in order to support a true quality culture 

across the organisation

Best Contact Centre Support Team

This category is open to internal facing teams that provide operational 

day to day support to the contact centre. This could include supporting 

teams from HR, management information, marketing, planning or IT.

Judges will be looking for:

• An overview of the operating model and how the team supports the 

operation on a day to day basis

• A true partnership culture and how this is evidenced

• Examples of when the team has delivered ‘above and beyond’ to 

provide high standards of customer service

• Innovation and initiative when trouble shooting or problem solving

• Evidence of how the team’s work has improved the performance of 

the business areas they support

• Metrics that evidence the results achieved
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Customer Experience Awards

Best Multi/Omni-Channel Customer Experience 

Nominations are invited from organisations who successfully operate a 

multi or omni-channel contact strategy in their organisation.

Nominations should outline:

•  The channels that have been deployed 

•  The rationale behind each channel deployment

•  What benefits have been realised

•  Evidence how the customer experience has improved

•  Outline what results are being achieved 

•  Demonstrate how the capabilities of frontline advisors have been 

adapted to handle multi-channel enquiries

Most Effective Customer Experience in Social Media 

Nominations are invited from organisations who are maximising the use 

of their social media channel to support the customer experience.

Nominations should:

•  Demonstrate the rationale for deployment of social media

•  Share how they have implemented the social media team and how it 

fits with other channels

•  Outline the business benefits that are being realised

•  Provide key performance indicators for social media channels and 

how your organisation is performing against those measures

•  Reveal how they are tracking and influencing customer usage of 

social media channels.

•  Explain how feedback is gathered from customers and examples of 

actions taken in response to this insight

28 www.ecccsa.com  |  @ecccsa_awards #ecccsa18  |  info@ecccsa.com  |  +44 (0) 333 939 9964

http://www.ecccsa.com
mailto:info%40ecccsa.com?subject=


Best Customer Insight Programme

Nominations are invited from organisations who have successfully 

implemented a robust model for collecting and analysing customer 

insight. Joint nominations are accepted for this category from the 

organisation and technology provider if relevant - the technology 

provider cannot nominate on their own. 

Nominations should outline:

•  The overall objective of your customer insight programme

•  The framework you have deployed 

•  Your approach to collating customer insight data, including 

methodologies used.

•  Examples of how the insight has been used to improve the  

customer experience

•  How you are measuring the programme and the benefits that  

have been realised 

•  How the model is evolving

Best Cross-Functional Customer Experience Initiative

This category acknowledges that the most successful customer contact 

teams work closely with other parts of the organisation in order to ‘do 

the right thing’ for the customer. This could be marketing, IT, back 

office, complaints, business change or another function. Nominations 

are invited from organisations that can demonstrate collaboration to 

create a great customer experience. 

Judges are looking for:

•  Outline of the business drivers behind the collaboration and the 

challenges that had to be overcome

•  What the overall objectives of the initiative were and what were the 

outcomes

•  The approach that was taken and what controls and measures were 

put in place

•  The key benefits that were realised across the customer experience

•  How the initiative was measured and what results were achieved
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Employee Experience Awards

Best Employer – Great Place to Work

Nominations are invited from organisations who strive to be an 

employer of choice for customer service professionals. Judges are 

looking for evidence of a supporting culture that enables people to 

grow and develop.

 Nominations should outline:

•  How your organisation measures employee engagement and what 

results you are achieving

•  What learning and development opportunities exist for people

•  Your approach to diversity in the workplace

•  How your organisation enables people to support  

community activities

•  Any health and wellbeing initiatives that are in place

•  How people are recognised and rewarded for doing a good job

•  Any flexible working initiatives that are in place or being piloted

•  How you enable employees to have a voice in the business

Most Effective Learning and Development Initiative

This category is ideal for any contact centre or customer services 

internal learning and development team that can show: 

•  The overall framework and objectives of the programme

•  How the programme links to the organisations culture

•  The impact of the programme on the operation 

•  How the success of the programme has been measured and what 

results are being realised

•  What methods have been used to develop and deploy the 

programme

•  How the programme has been embedded
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Most Effective Health and Wellbeing Programme

This category is open to organisations that have created an internal 

programme that supports the overall health and wellbeing of their 

customer contact employees. 

Nominations should include:

•  Evidence that the leadership team recognise the value of supporting 

their people to lead a healthy and happy life

•  Evidence of a programme of activities and supporting mechanisms 

that recognise the challenges of working in a contact centre or 

customer service environment

•  How health and wellbeing is embedded within the culture and that 

there is active encouragement of positive lifestyle choices

•  Evidence that the organisation actively supports and educates its 

people on mental health issues, enabling them to recognise the 

challenges that colleagues and customers, as well as themselves, 

may be experiencing

Best Voice of the Employee Programme

This category is open to organisations who have implemented an 

effective framework in their customer service operation that enables 

people’s voices to be heard and uses their feedback to create a better 

employee experience. 

Nominations should outline:

•  A description of your employee feedback programme or initiatives 

evidencing how people’s voices are heard

•  Examples of how this insight is used to create a better overall 

employee experience

•  How the programme has improved culture and staff turnover, and 

increased quality and performance

•  How you manage key stakeholders in the business and ensure that 

the programme is sustainable

•  How you ensure that the programme has integrity and is trusted by 

your people 
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Best Employee Flexible Working Scheme

This category is open to organisations that have demonstrated a 

commitment to a range of innovative flexible working policies and 

practices that reflect people’s lifestyles and how people prefer or need 

to work. You should

•  Outline the different initiatives that your organisation has in place to 

support flexible working

•  Demonstrate how you are creating innovative working practices whilst 

still balancing the needs of the business and workforce

•  Provide examples of how your customer service operation puts 

flexible working hours into practice

•  Evidence that acknowledges different requests for flexible solutions 

may come at different life stages and how these are supported by 

your organisation
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Contact Centre Awards

Best Multi-Lingual Contact Centre 

Nominations are invited from multi-lingual contact centres. 

Judges are looking for:

•  Evidence of an efficient, effective, customer and colleague  

focused operation

•  An overview of the different languages and channels provided

•  Examples of how the organisation embraces the different cultures in 

the contact centre

•  An overview of the quality management programme in place

•  A clear understanding of the contact centres role within the business 

at all levels, with appropriate resources and systems in place to 

ensure ongoing success

•  Robust people processes including recruitment, learning and 

development and colleague engagement

•  Clear targets and measures and your performance against  

each of these

•  Evidence of how the centre has contributed to the wider business 

Best Pan-European Contact Centre

Nominations are invited from organisations that have two or more 

contact centres operating across different European countries. 

Judges will be looking for:

•  An overview of how the different contact centres collaborate to best 

serve the customer

•  Evidence of an efficient and effective customer and colleague  

focused operation

•  A clear understanding of the contact centres role within the business 

at all levels, with appropriate resources and systems in place to 

ensure ongoing success

•  Robust people processes including recruitment, learning and 

development and colleague engagement

•  A people-centric environment with effective communication vehicles

•  Appropriate reward and recognition schemes

•  Evidence that the frontline teams are involved in decisions that  

impact them

•  Clear targets and measures and your performance against  

each of these
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Best Contact Centre of the Year – Small, Medium and Large

Nominations are invited from contact centres based in Europe.  

Judges will be looking for:

•  Evidence of an efficient andeffective customer and colleague  

focused operation.

•  A clear understanding of the contact centres role within the business 

at all levels, with appropriate resources and systems in place to 

ensure ongoing success

•  Robust people processes including recruitment, learning and 

development and colleague engagement

•  A people-centric environment with effective communication vehicles

•  Appropriate reward and recognition schemes

•  Evidence that the frontline is involved in decisions that impact them

•  Evidence of the positive impact of the centre on the company  

as a whole

•  Clear targets and measures and your performance against  

each of these

Best Contact Centre of the Year – Outsourced

Nominations are invited from outsourced contact centres based in 

Europe. Judges will be looking for:

•  Evidence of an efficient and effective customer and colleague  

focused operation

•  A clear understanding of the contact centres role within their own 

and their clients business at all levels, with appropriate resources 

and systems in place to ensure ongoing success

•  Robust people processes including recruitment, learning and 

development and colleague engagement

•  A people-centric environment with effective communication vehicles

•  Appropriate reward and recognition schemes

•  Evidence that the frontline is involved in decisions that impact them

•  Evidence of the positive impact of the centre on their own company 

and their clients as a whole

•  Clear targets and measures and your performance against  

each of these

Submitting a joint nomination with one or more clients would be 

beneficial but not necessary.

34 www.ecccsa.com  |  @ecccsa_awards #ecccsa18  |  info@ecccsa.com  |  +44 (0) 333 939 9964

http://www.ecccsa.com
mailto:info%40ecccsa.com?subject=


Nomination Questions
The nomination questions are concise; there are no complicated forms to complete. Just tell your story, 

in your own words. The questions for each category are on the following pages.
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Most Effective Implementation of Technology 

• Describe the innovation/technology solution that you have  

deployed/integrated. 

• Outline the key objectives for the deployment

• Outline any key stakeholders, internally and/or clients/solution 

providers that have been involved

• Describe and quantify the benefits that have been realised across:

 • Business results 

 • The customer experience 

 • The colleague experience 

 • Operational effectiveness 

• Summarise what made this initiative so successful and worthy  

of winning an award 

Best Innovation in Customer Service

• Describe the innovation that has been deployed

• What were the key objectives of the initiative? 

• List the key stakeholder departments involved in the project  

including any solution providers 

• Outline the innovation initiative that has been deployed, the critical 

success factors, controls and measures. Share how this may have 

given you competitive advantage in your industry.

• Outline the impacts that have been realised across:

 • Business results 

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what made this initiative so successful and innovative  

and worthy of winning an award 

Innovation and Technology Awards
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Best Implementation of AI in Customer Service

• Describe the Artificial Intelligence solution that has been deployed

• What were the key objectives of the deployment 

• List the key stakeholder departments involved in the project  

including any solution providers 

• Outline the impacts that have been realised across:

 • Business results 

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what made this deployment so successful and  

worthy of winning an award 

Most Effective Business Transformation  
Programme in Customer Service 

• Outline the vision and key objectives for this transformation 

programme

• Outline your journey, the progress you have made and plans for 

the future in this area

• List the key stakeholder departments involved in the project 

including any solution providers 

• Outline the benefits that have been realised across:

 • Business results 

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what has made your business transformation so 

successful and worthy of winning an award
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Most Effective Improvement Programme

• What were the key objectives of this programme? 

• Outline the improvement that has been deployed, how it was 

implemented, and the overall outputs

• List the key stakeholder departments involved, including any  

solution providers 

• Outline the impacts that have been realised across:

 • Business results 

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what made this programme so successful  

and worthy of winning an award 

Most Effective Self-Service Initiative

• Describe the initiative 

• What were the key objectives of this initiative? 

• List the key stakeholder departments involved in the initiative, 

including any solution providers 

• Outline the impacts that have been realised across:

 • Business results 

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what made this initiative so successful and  

worthy of winning an award 
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Best Outsourcing Partnership

• Location and FTE of contact centre

• Describe your vision for the overall culture of the contact centre 

and how both parties have worked together to achieve this

• Describe how the outsourcer adds value to the business 

• Outline the key deliverables that have been achieved in the last  

12 months across:

 • Business results

 • The customer journey

 • The employee journey

 • Operational effectiveness

• Summarise what makes this contact centre outsourcing 

partnership so successful and worthy of winning this award

39

Best Risk/Fraud Management Initiative

• Outline the key drivers of risk/fraud management in your  

organisation/industry.

• Provide an overview of the initiative, how it was implemented 

and the overall benefits

• List the key stakeholder departments involved, including any  

solution providers 

• Outline the impacts that have been realised across:

 • Business results 

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what made this initiative so successful  

and worthy of winning an award 
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Best Customer Service Team 

• Name, location and FTE of team

• Outline the main purpose and objectives of the team

• Outline any special initiatives the team have implemented 

that have impacted positively on the customer and colleague 

experience. 

• Outline the key deliverables that have been achieved in the last  

12 months across:

 • Business results

 • The customer journey

 • The employee journey

 • Operational effectiveness

• Summarise what makes this team so successful and worthy  

of winning this award

Best Complaints Management Team 

• Location and FTE of complaints team

• Outline the main purpose and objectives of the team

• Outline the complaints framework, tools and methodologies 

deployed and how this has been developed to support the delivery 

of improved customer service

• Outline any special initiatives the team have implemented that have 

impacted positively on the customer and colleague experience. 

• Outline any improvements in processes or practices that have 

been implemented as a result of insight gathered by the team

• Summarise what makes this team so successful and worthy  

of winning this award
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Best Quality Team

• Location and FTE of quality team

• Outline the main purpose and objectives of the quality team

• Outline the quality framework, tools and methodologies deployed 

and how this has been developed to support the delivery of a 

quality customer service

• Outline how the team are measured and performed against these 

measures last year

• Highlight any key achievements, step changes in performance

• Demonstrate how the team influence key stakeholders in order to 

ensure that quality standards are a key focus in the organisation

• Summarise what makes this team so successful and worthy  

of winning this award

Best Contact Centre Support Team 

• Name of the team and who they support

• Location and FTE of the support team

• Outline the main purpose and objectives of the team

• Describe your relationship with your key stakeholders and 

how you manage them

• Outline the key activities of the team and their key deliverables 

over the last 12 months. Include any internal customer 

satisfaction and colleague engagement results 

• Outline how the teams performance contributes to the 

organisation overall

• Outline any special initiatives the team have implemented that 

have impacted positively on the contact centre. 

• Summarise what makes this team so successful and worthy 

of winning this award

41www.ecccsa.com  |  @ecccsa_awards #ecccsa18  |  info@ecccsa.com  |  +44 (0) 333 939 9964

http://www.ecccsa.com
mailto:info%40ecccsa.com?subject=


Best Multi/Omni-Channel Customer Experience 

• List the channels you have deployed and a brief description of  

the rationale for each

• Outline the capabilities that you have deployed, and how they 

support the delivery of a good customer experience. Include any 

insight or customer feedback that you have gathered. Where the 

channels are integrated, outline the progress you have made. 

• Outline the benefits that have been realised across:

 • Business results 

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what makes your multi/omni-channel offering so 

successful and worthy of winning an award 

Most Effective Customer Experience in Social Media

• Outline the social media activities deployed and the rationale  

for deployment

• Outline the activities of your social media team, the persona they are 

looking to create and how they add value to the organisation. Share 

how they are tracking and influencing customer usage of social media 

channels

• Outline the key performance indicators for the social media channel 

and how your organisation is performing against these

• Outline how feedback is gathered on your social media activity and 

how the insight is used

• Summarise why you believe that your social media experience so 

successful and worthy of winning an award 
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Best Customer Insight Initiative

• Outline your customer insight initiative

• List the key stakeholder departments involved in the initiative  

including any solution providers 

• Outline the approach, including methodologies and any  

technologies deployed

• Outline the key outputs from this deployment

• Outline the benefits that have been realised across:

 • The business

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what makes this customer insight initiative so  

successful and worthy of winning an award 

Best Cross-Functional Customer Experience Initiative 

• Provide a brief summary of the initiative and the functions involved

• Describe the purpose/objective of the collaboration including the 

business drivers and the challenges that had to be overcome

• Outline the key stakeholder departments/teams that are involved 

• Outline the activity and how the team worked together to deliver

• What were the key benefits that have been realised across:

 • The business

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what made this collaboration so successful and  

worthy of winning an award 
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Best Employer – Great Place to Work 

• Location and FTE of contact centre 

• Outline the key benefits that people enjoy at your organisation 

• What are your key people measures and how are you 

performing against these? 

• Describe any flexible working initiatives that that are in place  

or being piloted

• Outline any key learning and development programmes that  

are in place 

• Outline how people are recognised and rewarded for doing  

a good job

• Describe your approach to diversity

• Outline any key community initiatives that your organisation 

supports and how contact centre employees get involved

• Summarise what makes your customer service organisation 

so successful and worthy of winning this award

Most Effective Learning and Development initiative

• Location and FTE of the learning and development team 

• What were the key objectives of the initiative?

• Outline the learning and development initiative that was 

implemented including audience, methodologies used, 

delivery methods, and the overall outputs

• Outline the benefits that were realised for:

 • The business results

 • The customer journey

 • The employee journey

 • Operational effectiveness

• Summarise what made this initiative so successful and 

worthy of winning an award 
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Most Effective Health and Wellbeing Programme

• Outline your health and wellbeing programme

• List the key stakeholder departments involved in the initiative 

• Outline the approach including activities and supporting 

mechanisms implemented  

• Outline the key outputs from this programme

• Outline the benefits that have been realised across:

 • The business

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what makes this health and wellbeing programme 

so successful and worthy of winning an award 

Best Voice of the Employee Programme

• Outline your voice of the employee programme

• List the key stakeholders involved in the initiative including any 

solution providers

• Outline the approach used to collate voice of the employee insight 

and how the insight is used to create a better employee experience

• Describe how you ensure the programme has integrity and is 

trusted by your people

• Outline the benefits that have been realised across:

 • The business

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what makes this voice of the employee programme so 

successful and worthy of winning an award 
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Best Employee Flexible Working Scheme

• Describe your flexible working initiative/scheme and 

how it has been implemented

• Outline the key stakeholders involved in the scheme

• Describe how you are offering your people flexible 

working whilst balancing the needs of the business 

• Outline the benefits that have been realised across:

 • The business

 • The customer experience

 • The colleague experience

 • Operational effectiveness

• Summarise what makes this flexible working scheme 

so successful and worthy of winning an award 

Best Multi-Lingual Contact Centre 

• Location and FTE of contact centre

• Outline the main purpose and objectives of the contact centre

• How many languages do you operate in and via which channels

• Outline your multi-lingual strategy and how this is deployed

• Outline the culture that you are striving to achieve 

• Describe how your quality management programme  

supports multi-lingual

• Outline how the contact centre is measured and how it is  

performing against those measures. 

• Outline the key deliverables that the contact centre has achieved in 

the last 12 months 

• Summarise what makes this contact centre so successful and  

worthy of winning this award
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Best Pan-European Contact Centre

• Location and FTE of contact centres

• Outline your multi-site/country strategy and how this is deployed

• Describe how the contact centres collaborate in order to best 

serve the customer

• Outline how the contact centre is measured and how it is 

performing against those measures. 

• Outline the key deliverables that the contact centres have 

achieved in the last 12 months across:

 • Business results

 • The customer journey

 • The employee journey

 • Operational effectiveness

• Summarise what makes these contact centres so successful 

and worthy of winning this award
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Best Outsourced Contact Centre of the Year 

• Location and FTE of contact centre

• Outline the main purpose and objectives of the contact centre

• Describe your vision for the overall culture of the contact 

centre and key activities that support this

• Outline how the contact centre is measured and how it is 

performing against those measures. 

• Outline the key deliverables that the contact centre has 

achieved in the last 12 months across:

 • Business results

 • The customer journey

 • The employee journey

 • Operational effectiveness

• Summarise what makes this contact centre so successful 

and worthy of winning this award
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Best Medium Contact Centre of the Year 

• Location and FTE of contact centre

• Outline the main purpose and objectives of the contact centre

• Describe your vision for the overall culture of the contact 

centre and key activities that support this

• Outline how the contact centre is measured and how it is 

performing against those measures. 

• Outline the key deliverables that the contact centre has 

achieved in the last 12 months across:

 • Business results

 • The customer journey

 • The employee journey

 • Operational effectiveness

• Summarise what makes this contact centre so successful 

and worthy of winning this award
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Best Small Contact Centre of the Year 

• Location and FTE of contact centre

• Outline the main purpose and objectives of the contact centre

• Describe your vision for the overall culture of the contact 

centre and key activities that support this

• Outline how the contact centre is measured and how it is 

performing against those measures. 

• Outline the key deliverables that the contact centre has 

achieved in the last 12 months across:

 • Business results

 • The customer journey

 • The employee journey

 • Operational effectiveness

• Summarise what makes this contact centre so successful 

and worthy of winning this award
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Best Large Contact Centre of the Year 

• Location and FTE of contact centre

• Outline the main purpose and objectives of the contact centre

• Describe your vision for the overall culture of the contact 

centre and key activities that support this

• Outline how the contact centre is measured and how it is 

performing against those measures. 

• Outline the key deliverables that the contact centre has 

achieved in the last 12 months across:

 • Business results

 • The customer journey

 • The employee journey

 • Operational effectiveness

• Summarise what makes this contact centre so successful and  

worthy of winning this award
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