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WELCOME TO AMALFI OUTSOURCINGWELCOME TO AMALFI OUTSOURCING

AMALFI SERVICES

Amalfi Outsourcing is a privately-owned business that offers you an unprecedented network 
of trusted expertise, innovative solutions and intelligent software to help your business reach 
its full potential in a simpler,  more cost-effective manner.

Inbound Sales

Outbound Sales

Quality Assessment

Back-Office Solutions

Customer Service

Customer Lifecycle 
Management

Retentions

Software Development

Real-Time Reporting

Operating across two sites in the heart of Umhlanga, Durban, South Africa, our dedicated 
team of over 200 employees are trained to deliver services that are tailored to your individual 
requirements and needs. These services include inbound & outbound solutions, back-office 
solutions, quality assessment across all divisions, customer lifecycle management, retentions, 
and customer service.

Trusted with thousands of unique interactions worldwide, our company has built a solid 
framework of distinguished comprehensive solutions. Our dynamic versatility offers you 
the complete package and our aim is to form a genuine partnership with your brand while 
simultaneously providing you with positive acquisitions, customer satisfaction and true ROI.
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South Africa has a large pool of highly skilled, motivated 
and educated workers, which dramatically reduces 
training lead times.

Our solid workforce has extensive inbound and 
outbound expertise and English language fluency with 
neutral accents, to drive your brand’s productivity, 
efficiency and profits.

Skills

South Africa’s state of the art telecommunications 
network is world-renowned for delivering exceptional 
results at a fraction of the cost. The exchange rate 
provides excellent opportunities for international 
investors looking to explore offshore operations 
and offers significant cost savings of up to 50-60% 
compared to UK onshore programmes.

Costs

With a network that is 99.9% digital, South Africa’s 
telecommunications infrastructure is considered to 
be the best on the continent and includes the latest 
in fixed-line, wireless and satellite communication. 
With the country only 1 to 2 hours ahead of the UK, it 
makes it easier to communicate with managers to 
ensure campaigns run seamlessly.

Infrastructure & Time zones

Warm, sunny days and cool nights. Welcome to 
South Africa. 

Our country’s sub-tropical climate, vibrant and 
culturally diverse economy holds enormous potential 
as an investment destination.

Lifestyle

COST INFRASTRUCTURE LIFESTYLE SKILLS

£
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Known for its unparalleled economic 
development rate, Durban is fast 
becoming a leading destination that 
provides global investors with the 
opportunity to easily capitalise on 
potential investments. In addition, 
our aligned cultural affinity, like-
minded business philosophies and 
lower operating costs compared 
to neighbouring provinces, provide 
us with the perfect opportunity for 
multiple global partnerships.

Amalfi Outsourcing operates in one of 
the most affluential and growing areas of 
Durban – Umhlanga. This economic hub 
is characterised by warm Indian Ocean 
waters, first-world infrastructure and the 
constant buzz of industrious individuals. 
Set up in the prestigious Nedbank building 
(Park Square) you will find our thriving 
telecommunications team hard at work. 
This new landmark offers a connected 
work culture with leisure offerings such 
as a gym, restaurants, retailers and 
coffee bars. 
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Our people are our greatest asset. We make it our mission to invest in our employees’ professional and 
personal development and future success. We see a leader in each and every person and our continuous 

training is the key to delivering great customer experience, sales and service delivery. Amalfi Outsourcing is 
seen as one of the most prestigious and sought-after contact centres to work for in Durban. Our agent attrition 
rates are less than 1% per month and, as intended, this has enhanced our reputation as a prime employment 
opportunity for job seekers within the industry. This also allows us to choose only highly qualified agents, which 
we screen, to offer our clients the best possible experience. 

Our training academy consists of SETA accredited courses whereby participants gain a National 
Certificate through various qualification levels that are tailored to accommodate different roles 
– from agents to managers – within the call centre industry.  The detailed training programme 
focuses on providing learners with the knowledge, experience and values expected to execute 
their required role.
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Great things in our business are brought to life by a unique 

culture of innovation – one that motivates, retains and rewards 

employees for their hard work. Our diverse company culture 

is the foundation for future success and our differences are 

what position us to lead in the call centre industry.  

When creating our centre, our staff’s comfort and happiness 

was placed at the forefront of our vision. We know that 

providing a great place to work is the difference between 

being a good company and a great company.

Amalfi Outsourcing consists of a team of over 200 
industry experts. Each staff member has been trained 
to develop and implement effective strategies and 
concepts across their respective fields. We have 
expertly developed our skills in webchat, email 
and social media. This means we can provide 
world-class services to ensure your brand receives 
the best possible results at a competitive rate. 
Our departments include IT and Development, 
Marketing, Advertising, Finance, Legal, as well as 
our Call Centre of inbound and outbound agents, 
customer service and retentions.
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As specialists in the field of inbound and outbound solutions, we understand what it takes to connect with 

some of the world’s most respected brands. Our operational methodology includes a complete 360-degree 

process which focuses on guiding customer relationships from the first sale to the final product delivery. 

This interaction is managed by our in-house customer relationship management programme. Highly skilled, 

accredited sales consultants utilise innovative data analytics to produce results that exceed expectations.

Amalfi Outsourcing extends its services beyond call centre operations, offering a full ‘turnkey’ service, incorporating 

technology, to offer the best solutions to our clients. Our expertise includes:

-       Serving incoming lines

-       Making outbound calls

-       Flexible call routing

-       Voice menu (IVR-menu)

-       Integration with the CRM of your organization

-       Recording of telephone conversations

-       Reporting on calls

-       Call back function

The diagram below is an indication of the industries worked, services supported, and 
channels delivered via the experienced team within Amalfi Outsourcing:
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DATA
Amalfi Outsourcing is registered with ICO (Information 
Commissioner’s Office-Registration Number ZA641415); 
being ICO compliant, we partner with some of the UK’s 
largest online digital data providers, to collect fully opted 
in and GDPR compliant digital leads.

QUALITY ASSURANCE AND 
REPORTING 
Our data analysis and QA teams provide our operations and 
our clients with real-time feedback on customer comments 
and trends, which delivers business transformation 
optimisation and rapid results.

Operations include:
- Quality and compliance
- RAG soft skills
- Connect rates
- DMC rates
- Conversion rates
- Daily performance stats
- Dedicated quality managers
- Workshops to align, address challenges and bridge gaps

COMPLIANCE & GDPR
Amalfi Outsourcing adheres to the ICO standards and 
requirements of the GDPR regulations to ensure that all data 
remains protected and is compliant to all standardised 
measures.

COMPLIANCE WITH A SUPERVISORY 
AUTHORITY
• Real-time analysts to ensure grade of service targets 

are met.
• We are able to introduce NPS/ASAT/CSAT as a measure 

of quality in customer interaction.
• We ensure QA & Compliance on all customer interactions 

- 1000’s of interactions are scored on a weekly basis.
• Comprehensive business intelligence and analytics.
• Full MI reporting suite available to track and quantify 

all measurable KPI’s.
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QUALITY ASSURANCE & COMPLIANCE
We have an Amalfi Insight team providing the operation with real-time feedback on customer 
comments and trends. 
• We measure overall quality and compliance as well as RAG soft skills for a full circle view of 

call content.
• The QA and compliance team provide a weekly pack with the top three fails, successes, 

customer feedback, complaints management and escalation processes.
• We listen to 100% of all sales calls and a high percentage of non-sale related calls to draw 

insight and make improvements.
• The team holds weekly calibrations and workshops to align, address challenges and bridge 

any gaps.

WEBCHAT/DIGITAL
Digital communication has an 
incredible influence on people’s 
interactions, work, purchases and 
life habits. We know it’s the preferred 
channel for customers that use the 
platforms for instant messaging and 
it’s a more cost effective solution for 
the customer as well as your business.

1. Connex 1 - LC platform.
2. Full MI portfolio to highlight which webpages drive in the most traffic to allow 

service providers to direct traffic strategically.
3. Predefined content available for advisors to use - reduces AHT.
4. Flexibility to add chat onto any web page.

AMALFI INBOUND TECHNOLOGY
• Our infrastructure has been created to ensure minimal to zero disruption.
• Multiple tier one carriers back to the UK and failovers.
• We have a robust BCP (business continuity plan) which covers every eventuality.
• Our connectivity is extremely stable and reliable, and we work with cloud based/virtual 

technology platforms.
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REAL-TIME REPORTING

REAL-TIME REPORTING KPI MONITORING

CONNEX
ONE

KPI MONITORINGKPI MONITORING

Call Volumes
Answer Rates

Service Level Agreement Tracking
Average Handling Times

Productivity

Connect Rates
Sales Rates
Man Hours
Data Usage

Dialler Statistics
Sales Conversion

Customer Experience 

Conformance

Adherence

Quality & Compliance

Schedule Quality Index 

End of Day Reports 

Dashboard Overview of Each Campaign’s 
Productivity

Sales Per Hour

Data Usage

Compliance 

INBOUND

OUTBOUND INBOUND

MANAGEMENT INFORMATIONOUTBOUND

We like to be fully armed with the right information and data, so that we can present our clients with real-
time feedback on customer comments and trends, which delivers business transformation optimisation 
and rapid results. 

We offer our clients a full reporting suite, that goes beyond typical operational and compliance reporting 
for our inbound and outbound solutions.
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Our management reporting suites 
produce a number of bespoke visuals 
that are easy to understand. This gives 
you the insight you need, when you 
need it, in a clear concise format.
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• Exceptional team of experienced call centre representatives who are 
well known for their fluent and easily understood neutral English accents. 

• We provide our agents with productive, comfortable working environments 
that focus on compensation and incredible incentives therefore 
resulting in the lowest attrition rates.

• Our comprehensive training programs are designed to upskill staff and 
give our sales and services a cutting edge, both in terms of linguistic 
ability to handle calls and process knowledge.

• We have competitive pricing due to a low cost of operations, government 
incentives and innovative technology. 

• We partner with some of the largest online digital data providers in 
Europe to receive fully opted in and GDPR complaint data to support 
new customer acquisitions.

1. Grow your client base by driving acquisition through outbound or inbound 
contact.

2. Increase the net worth of your existing customer base by adopting sales 
through service.

3. Provide ongoing support and customer service to your existing customers.
4. Grow your brand and sales by executing a digital lead generation strategy.

South Africa is fast becoming the preferred destination for outsourcing with 
a strong cultural affinity with the UK, USA and Australia, therefore offering you 
value beyond a cost arbitrage.

LET US HELP YOU:
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Follow us on Facebook and LinkedIn

www.amalfioutsourcing.com

info@amalfioutsourcing.com 

+27 31 816 9060

https://www.facebook.com/amalfioutsourcing
https://www.linkedin.com/company/amalfi-outsourcing/
http://www.amalfioutsourcing.com
mailto:info%40amalfioutsourcing.com%20%20?subject=

