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Hi, I’m Ranjit I am the customer services director here at People HR, I work across all 

departments within People HR and have been working here since inception in two thousand 

and thirteen. I have been working in this industry for thirteen years, yes quite some time! Whilst 

I have been at People HR, I have held many different roles within the business and they’ve 

ultimately led me back to customer services. So, today I want to talk to you a little bit about 

what customer service means to people HR, how our service is evolving and how to make the 

most out of our service. 

 

So, firstly I suppose the first question is that you probably ask is what is customer services 

here at people HR. So, this could mean one of many things, so I'll just take you through some 

of the departments and just give you a brief description of each one.  

So we have customer support. 

 

So once a customer is onboarded with People HR and they have been through their 

implementation, which you will hear about in the other presentations, our support team will be 

there to help with any questions to guide and really to help you understand the product more, 

and to get you up and running with that side of the product. 

 

And then we have our training team, now, we offer our training services as part of the 

implementation.  

 

We have on-site sessions which we can hold here at People HR at our offices and we also 

have sessions where we can hold at your offices. 

 

We also do online training sessions via WebEx, and really the purpose of this is to introduce 

you to People HR, to get you to understand certain elements that can help you with your 

processes within the business. 

 

Now if you decide that once you are up and running in People HR you would like some 

refresher training or we have a new release and would like some new release training, we can 

also offer you those services after you are a client with us. 

 

And then we move across to implementation, now implementation are there to help you 

implement People HR, to get the best out of any processes’ that you want to implement into 

this system.  

 

And once implementation have got you onboarded then they will hand you across to the 

account management team. 

 

Now the account managers are there to help you, to guide you once you are fully onboarded 

with the system. And this can be anything from ‘I need to sort my invoices’ or ‘I’ve lost my 

terms and conditions’ Yes, those types of things do happen. 

 

So as you can see,  we have a department on hand for every step of your journey with us. 

 

So, why is customer services important to us at People HR? 

Well I think the key thing here is that it allows us to engage with you, our customers. 
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And, you know if you look at some of the departments that we’ve just been through, it allows 

you and it allows us to engage with you through the life cycle of you time with us at People 

HR.  

 

And I think one key thing here to mention is, is the type of engagement that we’re having and 

how we’re measuring that engagement. 

 

So in two-thousand and eighteen our customer services support team successfully handled 

and closed over ninety-seven-thousand conversations over via our chat system intercom. 

 

And fifty percent of the feedback we’d actually been given on those conversations was great, 

now I just don’t think it’s just about quality, it’s about the level of quality as well and you can 

see that you know, we are delivering. 

 

So I think the next big question here would be is what drives customer services? Well you 

know I think there is a very simple answer to that question, and it’s you.  

Without you, we simply couldn’t do it.  

 

So if we look at back in two-thousand and thirteen when People you know was born, we started 

off with seven employees, now in two-thousand and nineteen we are eighty-one employees 

strong. 

 

So growth is all apart of that story as well and we will talk a little bit more about that later on in 

the presentation.  

 

So, how is our service evolving, so let’s look at a recent change we’ve made, just last month 

whereby we are now authenticating all our customers who come through to the customer 

services team via our intercom chat service. 

 

And when I say intercom, you know the little blue bubble at the bottom right of your system 

when you log in, that’s what I am referring to.  

 

Now we have done this for many reasons and I just want to go through some of the reasons 

for you.  

Security is our number one priority, we are managing your data and that data is very, very 

important and we do not want that data to be at risk. 

 

Now, we are ISO credite, and we want to stay ISO credited, and there are regulations coming 

in, in regards to authentication. 

So we have taken those steps, ahead of that, and the reason why we have chosen to 

authenticate you our customers via our intercom chat service is because it sits within the 

platform, it is easily accessible and as you’ve already learnt as we discussed earlier, it is one 

of the best tools of engagement that we have.  

 

Let’s now also talk about GDPR, keeping your data safe and the storage of your data and, 

we’re only able to disclose information to any authenticated employees. 
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So this allows us to you know to make sure we are authenticating that data and we are handing 

over data in a safe environment.  

 

Which is why again we chose to use our intercom service, to authenticate.  

And then we also have data protection as well. 

 

So, I do want to talk to you a little bit about growth, we have already mentioned this but I want 

to go into this a little bit further.  

 

So as you have grown, we have grown as a business also. 

 

Now, by two-thousand and sixteen we had fourteen members in our support team, so we are 

working pretty fast here as you can see, that’s only three years, and now in two-thousand and 

nineteen we are adding a new member of the support team every month.  

 

Wow, so you know we want to make sure that we keep on delivering on that promise, that we 

set out as part of our value proposition when we first went live in two-thousand and thirteen.  

 

Other things that we are doing to keep our service consistent, we also provide in-house 

training to all of the customer services team in the business. 

 

This is to help with the number of key attributes, to keep improving skills, to keep consistent 

good service and I think the key thing here is that you feel safe with us in the knowledge that 

we are the experts at what we do.  

 

So, this leads me onto how you can make the most out of our service.  

So there’s going to be steps that we will take to keep our customer services at a great standard 

level.  

We’ve already talked about investment, we will continue to invest in our people and we will 

continue to invest in our product, and you will hear a little bit more about the product roadmap 

in one of the other presentations by my colleague Sam.  

 

And continued growth, growth as a business, we will continue to, you know, add people to the 

different departments within the business and we will continue to drive those departments and 

we can only do this by looking at processors by adding in new processors, by streamlining 

different processors that we’re already working with, this is all part of that journey. 

 

And I suppose the big one here is the feedback, so without your feedback we really can’t do 

any of this, and the reason why is because there is no such thing as negative feedback, it’s 

all great feedback as we are concerned because it is going to allow us to continuously improve 

our service year upon year.  

 

And I think one other item to mention here is that as a company what is quite unique about 

our support service is that we offer our support to the three different types of users who can 

access People HR. 

 

So, we offer our support to administrators, managers and employees. 
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Now this is great because if you have just purchased People HR or if you are trying to 

implement People HR across the many different levels in your business, your colleague you 

know can come through to the support team and say ‘hey, I’m trying to book a holiday here 

on the mobile App, I need some help.’ 

 

And we can offer that help and we can also offer you that support in HR. 

So, we will continue to drive this service and, you know we’ve talked a little bit about some of 

the aspects of the service. 

 

But let’s talk about how we’re going to drive that service, with the current items you know we 

do have as a part of our service. 

 

So we do have the in built chat option, which is called intercom, and we will keep working on 

that and building upon that. 

 

Now, what this service allows us to do is not only engage with you, but we can also send you 

training material, i.e helpful articles through this service and we can also speak to you a little 

bit more about you know, certain areas within this service, so we do have our help portal where 

you can find out you know how to, how to, but I think the key thing here is that because you 

are already using People HR and you can access Intercom through People HR the benefit 

from that is the fact you can access all these help articles, these support articles directly 

through this platform.  

 

We do offer Webinars which are free of charge, now these webinars they’re great because if 

we do release something new in the product or, if you want to learn something new with one 

of our workshops great, it takes about fifteen or twenty minutes of your time and then you can 

go back into the company and you can say look this is what we can do, you know, let's sit 

down and go through this and you can implement that safely and comfortably.  

And continuous improvement, we will continuously try and improve all of our different platforms 

all of our different services and that’s going to be done with a number of components which 

we’ve already discussed, via growth, feedback and, our people investment and our product 

investment.  

 

So as you can see, here at People HR we live, and we breath, customer services.  

It is an integral part of what we offer you and, it is an integral part of our values as a business.  

I hope that I have demonstrated that the changes we are making are very very beneficial to 

you and they are also very positive as well. 

 

We do provide different types of services and we have discussed some of those areas and 

you will learn more, in some of the other presentations that are happening. 

 

However I think the key thing I wanted to get across here in my message was that, with those 

services we do allow you to engage with us, but we always ensure that your data remains of 

the highest priority to us.  

 

So, that leads me nicely on to introducing one of our customers, ADI.TV, myself and our Brand 

Coordinator Jason, had sat down with ADI and ADI’s team, and we spent some time with them 

learning about their customer experience with People HR. 
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So thank you very much for your time, and I hope you enjoy the People story.  
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