PRESS RELEASE FOR IMMEDIATE RELEASE

The winners of the 5th Annual North West Call and Contact Centre Awards, hosted by TV and Radio Presenter Paul Ross, were revealed at the prestigious Masquerade Ball held on the 14th October, at the Palace Hotel, Manchester.
Organised by CallNorthWest part of the University of Central Lancashire, 
Director, Tom Kirby said, “I am immensely proud of all our finalists, they are a credit to our industry. The North West continues to stand out as a region delivering exceptional customer management services and CallNorthWest remains the leading regional contact centre support body in the UK. Together we are striving to achieve ‘excellence’ and this evening was a fitting celebration to end a fantastic 12 months”.
The event was a sell out with 500 contact centre professionals from across the region representing 40 companies attending. 
There were 14 winners who each received a coveted trophy and a bottle of bubbly! 
(Manchester based winners)

Worthy winner Shelley Lawton from Vertex was described as outstanding on her way to scooping Contact Manager of the Year for centres with over 50 employees.  

Wythenshawe based Cable and Wireless Worldwide, picked up the Best Contact Centre Improvement Strategy award for the positive impact made on customer service levels.
Team of the Year went to the D Relief, Trafford Operational Communications Room at Greater Manchester Police. The team bond, passion for the job and sense of ‘We are all in this together’ spoke volumes.
Perhaps the biggest celebration of the night was when Regenda, new comers to the awards walked away with Best Contact Centre with under 50 employees. It was the overall genuine passion for staff and customer’s that set this centre out from the rest.
(Cheshire based Winners)

The first winner of the evening was Lee Thomas from Iceland foods who was awarded Agent of the Year. Lee wowed the judges who described him as an inspiration. 

It was two out of two for the region when The Mileage Company’s Sophie Harding won Team Leader of the year. Based in Warrington Sophie was overwhelmed by her win as she was described as ‘in a class of her own’. Sophie dropped just 2 points and gained the highest mark of any category. 
Cheshire Police made it 3 out of 3 when Coach Jane Macartney was awarded Trainer/Coach of the year. Jane had recently completed a university certificate in Contact Centre Coaching and was thrilled that her efforts had been recognised. 

The first of the Company awards was won by Carole Nash Insurance for the Best Technology Partnership.

The judges were left in no doubt that outstanding customer experience meant everything to the winners of Best Customer Experience Programme. Scottish Power scooped the award fending off competition from O2 and Liverpool Direct. One Vision Housing were highly commended in the same category.
(Lancashire based Winners)

Terry Smillie was portrayed as an exceptional and amazing character on his way to winning Support Person of the Year for Capita TV Licensing based in Darwen.

Blackpool based Ai Claims achieved the double scooping both Best Training Programme and Over Contact Centre of the Year for centres with over 50 employees. It was the high levels of staff satisfaction, an engaged workforce and exemplary commitment to delivering high quality service that stood out for the judges. 

(Merseyside based Winners)
Kirby based Vertex delivered a compelling and outstanding presentation describing a true partnership on their way to winning ‘Best Outsourced Partnership Award’. 

Liverpool Direct were highly commended for Best Contact Centre Improvement Strategy for excellent staff engagement at their city based centre.
Full List of Winners and Highly Commended
Individual categories

Agent of the Year: 


Winner - Lee Thomas, Iceland Foods Ltd 
Highly Commended - Alysha Kennaway, Home Retail Group

 
Team Leader of the Year


Winner - Sophie Harding, The Mileage Company
Highly Commended - Angela Walsh, Capita Business Services

 
Trainer/Coach of the Year 
Winner - Jane Macartney, Cheshire Police

 
Support Person of the Year


Winner - Terry Smillie, Capita Business Services 
Highly Commended - Angela Plant, Cable and Wireless Worldwide

 
Contact Centre Manager of the Year (under 50 seats)


Winner - Neil Kenwright, One Vision Housing 

 
Contact Centre Manager of the Year (over 50 seats)


Winner - Shelley Lawton, Vertex
Highly Commended - Angie Spencer, Paymentshield

Company Categories
 
Best Technology Partnership 
 Winner - Carole Nash Insurance 
 
Best Outsourced Partnership 
Winner - Vertex Data Science Ltd & National Trust 
Highly Commended - Capita Business Services & Criminal Records Bureau 

 
Best Training Programme 
Winner - Getting Connected, Ai Claims Solutions
Highly Commended - Synapse

 
Best Customer Experience Programme 

Winner - Scottish Power
Highly Commended - One Vision Housing

 
Best Contact Centre Improvement Strategy 

Winner - Cable and Wireless Worldwide
Highly Commended - Liverpool Direct

 
Team of the Year (under 25 members) 

Winner - Greater Manchester Police 
Highly Commended - BOC Gases 

 
Contact Centre (under 50 seats) 

Winner - The Regenda Group
Highly Commended - Johnnie Johnson Housing 

 
Contact Centre (over 50 Seats) 
Winner - Ai Claims Solutions
Highly Commended - The Contact Company 

ENDS

For further information please contact: 

CallNorthWest – Alison Hitchen 01772 229853 ahitchen1@uclan.ac.uk
07766 498971.

Note to editors: 

Further photos of winners available on request from contact listed above or online at the link below. 

To find out more about CallNorthWest, visit www.callnorthwest.org.uk
About CallNorthWest
Since 2003, CallNorthWest has been actively working with the North West call and contact centre sector, striving to support the critical success factors that drive the sector to achieve excellence. Through the support of the North West Development Agency and hosted by the University of Central Lancashire, CallNorthWest is ensuring that the North West remains a sustainable location for call and contact centres. 

About the Call and contact centre industry in the North West

Call and contact centres are important to the economic prosperity of the region employing 4.8% of the North West workforce (149,175) in over 650 centre’s. 
