
Digital customer 
interaction, 
strategy and 
service solutions.



Event
A warm welcome to the first 
Saascoms and Credit Today  
summit. 

I worked with Mark over 20 years ago where he 
oversaw the rapid customer service expansion within 
the UK’s fastest growing telecoms business. Mark has 
worked for some of the UK’s largest brands focusing 
on driving contact engagement and digital service 
design. 

Mark Adams – Smooth Consulting

Simon is the Sales Director for an organisation that 
provide consumer data and insights to companies, 
helping them better understand and improve 
engagement.  DoD provides both Financial Trace and 
vulnerable identification data which is used by DCA’s, 
Debt Purchasers and in-house collection teams.
Data on Demand and Saascoms’s system work 
together to offer a ‘one-stop’ solution.

Simon Gregory – Data on Demand

Today’s speakers

We have co launched this event with Credit 
Today in order to provide an opportunity for 
proven providers and collection/arrears 
functions to collaborate on digital 
communication and data driven engagement 
practices.

Communication and data are the primary 
enablers to a positive resolution!

We hope that this forum will provide useful 
insights, further discussions and potential 
opportunities for all involved.

Paul Nield 
Co-founder - Saascoms



A little bit about us.

Tried & Tested

Our solutions are used 
by 24 large financial 
service companies in 

the UK and across 
Europe, North America, 

Australia and New 
Zealand

Global presence Accredited

Saascoms are listed as a 
top 10 Credit & Collections 

Technology Power 
Company.

2019 Winner – Customer 
Engagement Solution,

2021 Winner – AI in Credit & 
Collections Solution.

Saascoms are
a supplier member 

of the Credit 
Services Association 
(CSA), ISO27001 & G 
Cloud 12 accredited.

Awards and 
affiliations:



Why the 
move to 
digital 
contact?

Three quarters of firms believe 
paper comms are now a thing of 
the past with chat bots and AI 
being the way forward.

Survey conducted in 2021 with Credit Nation. 

With more aspects of our life moving 
online and the change in working 

patterns, customers want more choice.

Service is made faster and more efficient 
with AI, which helps to quickly identify 

vulnerability with natural language analysis 
and intent metrics – channelling the 

customer to the correct support.

89% of all consumers polled in our 2021 
survey suggest they prefer to communicate 
with organisations via messaging and other 

forms of digital engagement.

A changing world

Artificial intelligence

The new generation



Leveraging digital solutions

AI within digital conversations. 
Artificial Intelligence

Such as digital letters, emails, SMS.  Ideal for 
lost contact, broken arrangements etc

Low-cost messaging

Offering affordability (I&E), change of 
circumstance and treatment tools, 
payment plan arrangement

Self serve

All participants of our recent insight survey suggested technology and digital solutions would 
be the key for ensuring maximum contact efficiencies during the next 18 months.



Contact rates in the industry.

Secure SMS
5.5% RPC rate 

SMS
3% RPC rate 

Letter
5% RPC rate

Live Chat
Speak to one of 
our agents live

Telephone
3% Outbound 
RPC rate 

Secure Email
1% telephony and 
3% web response

Email
0.5% telephony 
and 1% web 
response

Inbox Alerts
2% engagement 
rates 



What we offer Our award winning SaaS products 
provide a comprehensive suite of 
communication options without 
any commitment.



MailMaster is a set of one-way communication tools that 
allows you to contact your customer via various methods, 
including SMS, Digital Letters, Email and more.

MailMaster also features advanced services such as 
Number Validation, Data Append and Secure Portal to help 
establish conversations with clients in a secure environment.

Saascoms comprises of two core platforms MailMaster and 
OmniReach. These two products allow you to communicate 
with your customers by opening both one way and two way 
channels of communication. 

Designed to centralise all forms of non-voice 
communications into one screen, making your 
customer engagement easy and productive. 

Offering two-way messaging, with agent ticketing 
allocation, Omnireach can manage your digital 
communications whether it is web live chat, text 
messaging, Email, WhatsApp, Messenger or any 
other social media platform.



There is no set up, training costs or no monthly 
hosting charges for any of the Mailmaster
services. You simply pay for what you use, per 
transaction.

No set up, no commitment

Each client has unique requirements, even if 
they utilise the same product/service.
We take pride in understanding our clients’ 
requirements and providing a unique service.

SMS services and more

Our digital engagement portals are developed 
by our in-house team and grown organically via 
vertical market sales.

Number validation and data append

Mailmaster is a suite of 
communication tools that lets 
you contact customers in a 
secure environment via SMS, 
digital letters, email and more.

SMS is the most reliable message channel, 
with a 95% open rate, so it’s no surprise that 
organisations in a variety of industries, from 
healthcare and finance to utilities and retail, 
rely on it for communication.

You can upload your content via:

1) Manual
2) SFTP
3) API

All services are standalone, meaning you can 
use one, two or all of them. They have 
permission based access.



Omnireach is one of the 
most advanced messaging 
platforms available today.

Designed to centralise all forms of non-voice 
communications into one screen, making your 
customer engagement easy and productive.

Centralised non-voice communications

Omnireach can manage your digital 
communications whether it is web live chat, text 
messaging, Email, WhatsApp, Messenger or any 
other social media platform.

Single agent interface

Our AI Chatbot uses natural language processing, 
reading the chat and assigning actions/workflows and 
responses based on intent. This ensures the correct 
automated responses are given to the customer.

Trainable Chatbot

Omnireach can be configured so at any time during 
the chat your customer can request to be connected 
to a live agent. Omnireach offers a selection of 
settings including operational hours of live agents, 
24/7/365 Chatbot and chat ticketing and assignment 
for agents and queue set up. 

Round the clock actions and workflows



Start getting better results today.

No capital expenditure.
No dedicated API development.
No contract – pay as you use.

No commitment

Our services are bespoke to each of our 
customers needs meaning you have a 
tailored approach for every requirement.

Maximise client engagement

Our services facilitate faster resolution 
times and allow you to manage your 
client’s communications in an effective 
and timely manner.

Improve bottom line



Insight

What is 
happening as 
a result of 
the current 
economy?

The number of people who sought financial help per week 
from PayPlan in 2021, as shown in their insight into the Cost 
of living Crisis3000

The percentage of Payplan’s back book that pay less 
than £200 per month into their DMP and will need support 
to improve their resilience75%

The amount that the volumes of calls to PayPlan then 
increased in Q1 of 202232%



What our clients
are saying

We spoke to several of our clients, who operate within the 
debt contingent and debt purchase market regarding their 
views on the current situation

1
There will be an increase in account volumes which will 
include people unfamiliar with the debt process.

2
RPC’s and inbound contacts have increased significantly 
within the utility sectors, and we are seeing an increase in the 
level of utility arrears.

3
Expectation that more customers will enter 
payment plans, with lower monthly values rather 
than settlements.

Additional insights

Identifying vulnerable customers is 
even more paramount

Affordability checks will help reduce 
any payment plan breakages

Opportunities for the industry to 
support their clients even earlier in the 

arrears process.



We accept the 
cost to collect 

ratio to rise, but 
digital helps 
mitigate this

Only the scalable businesses 
who leverage partners and 
digital solutions effectively 
will be able to deliver the 
agility needed to keep up 

with market demand 

Industry
Feedback

Given more and more 
customers want to self-
serve online, I see this 

presenting many DCA’s 
problems in the early-

stage collections process

Those traditional 
businesses who remain 

human centric will quickly 
identify their limitations 
through a fixed capacity 

ceiling, reach and 
engagement levels



Thank you.

Paul Nield
Director
paul.nield@saascoms.com
01785 240680


