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THE SiTUATion  
When a leading software firm needed to address a sensitive issue 
in one of their products, their main concern was being able to 
secure the situation, avoid leaks, contact customers directly and 
avoid a Pr disaster. Being one of the major players in software 
production, crisis management and brand damage limitation were 
their top priorities, so the need for high level, secure locations, 
with trained staff who would abide by confidentiality agreements 
was essentially the first phase this company would go through to 
appoint their recall agency. 

THE CHAllEngE 
Security levels are not unusual in any recall situation; companies 
want the reassurance that their recall will be handled with utmost 
privacy and diligence. recalls often occur on a global scale, so the 
control measures in place have to be centralized with the ability 
to check, monitor and review. Handling multi languages, cultural 
differences and time zones, opens up a number of potential 
security risks; not to mention the secure use of systems and 
platforms.

PUTTing mEASUrES in PlACE 
So, to earn the company’s trust, marketpoint took them on a tour of 
the call centers – worldwide. Seeing is believing, so rather than talk 
them through high level security procedures and protocols, they 
were showed them first hand. once they saw this for themselves, 
they knew they had chosen a reliable and reputable partner, 
allowing them to focus on running the rest of their business.  
Another key element that provided piece of mind, was the central 
management through marketpoint’s UK hub. This provided the 
client a streamlined management approach with one point of 
contact for efficiency.  

High level security included: 
•	 disabling transfer of data between portable devices and 

agent’s hardware 
•	 personnel background checks 
•	 security swipe systems to monitor and control who had access 

to areas of the building  
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if you’re interested in working with us, and having your recall handled with top 
support, leading technology and professionalism, please get in touch to discuss your 

requirements with one of our Account managers.  

ConTAC T US

•	 screens protected from view from outside the vicinity 
•	 security cameras over workstations 
•	 security guards on site 
•	 secure data storage 

 …all this and more was implemented to adhere to the strict 
parameters the company needed to carry out their recall.  

mArKETPoinT WErE rESPonSivE, 
innovATivE AnD ComPlETElY 
ProfESSionAl in rESPonDing 
To THE UlTrA-STriCT CriTEriA

EArning TrUST 
By reaffirming this trust with the company, and reviewing and 
monitoring the recall campaign, marketpoint was able to roll out 
a global scale recall, all the while handling customer calls and 
capturing data through a live cloud-based telephony and Crm, 
ensuring the company’s brand was never exposed or damaged by 
slack security procedures.  

rESUlTS 
As a result, this major recall went relatively unnoticed in the media… 
customers were taken care of to the highest of customer service 
standards, and the company was able to reaffirm their brand 
promise to their customers … and in the event they needed further 
support, they now have a solid recall partner at their service.  


