Seven ways
low-code can help
you improve CX
Digital transformation just
got a whole lot easier
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Introduction

Low-code – A 30
second introduction

A shortcut to a better
customer experience

Low-code offers
another option

Every business is talking about the
importance of a great customer
experience. So why are so few
organisations actually delivering on
these claims? It’s not down to lack of
will. The IDC predicts that CX spending
will soar to $641 billion by 2022. It’s
because delivering a great customer
experience is hard.

Like traditional digital transformation,
it’s focused on the foundations – the
processes, people and technology
that great customer experiences
depend upon.

It demands significant change and that
doesn’t happen overnight. You need to
rethink your whole organisation – your
technology, people and processes.
Traditionally, this meant launching some
form of digital transformation program.
A huge, disruptive, expensive and timeconsuming initiative. Understandably this
puts some organisations off.

But unlike traditional digital
transformation, it’s fast, cost-effective
and non-disruptive. It doesn’t demand
an overhaul of your operations. Instead,
it enhances and improves the systems
and processes you have in place. And
it dissolves the barriers that stop your
people from doing their best work.

Low-code development is often
described as process automation
but this makes it sound dry,
technical and unimportant. In
reality, it’s a practical tool that
can have a huge impact on the
way you conduct business.
In a nutshell, it allows you to
reorganise the plumbing that
supports your organisation. You
build apps that bind legacy systems
and solutions together so that data
and processes can flow more easily.
And whereas you needed
developers to do this in the
past, low-code empowers
citizen developers to do a lot
of the work, with IT chipping in
at specific stages of the process.
This dramatically accelerates app
development times and means
you can make big changes rapidly
and cost-effectively. Plus, you can
implement updates whenever you
need to.
Page 4

Introduction

Low-code by numbers

It’s essentially a shortcut to a
better customer experience.
Low-code powered transformations
can be broken down into dozens of
individual process improvements.
Instances where old, manual, broken
workflows are replaced with new, slick,
automated processes.

97% of app development
professionals believe a low-code
platform provides significant or
notable improvement in flexibility
and update speed, compared
to traditional coding
Source: The Forrester Wave™ - Low-Code
Development Platforms For Application
Development and Delivery Professionals,
Q4 2017

This eBook is about these moments –
the individual applications of low-code
that add up to huge, sweeping change.

70% of IT leaders found that
low-code platforms are more
affordable compared to traditional
development platforms

We’ve included examples from both
the public and private sectors but they
all have one thing in common – they’re
intrinsic to a satisfying and seamless
customer experience.

80% of IT leaders found lowcode development projects met
requirements within budget

Here are seven ways low-code can
help you improve CX.

90% of IT leaders found that the
flexible design of low-code platforms
helps to significantly improve
customer experience compared to
traditional development platforms
Source: techbeacon.com
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Use cases

Use cases 01

Accelerate customer onboarding
Presentation

Benefits

The typical customer onboarding process is
plodding, manual and inefficient. You need to
capture data from the customer, process it,
check it with third parties and file it. You end up
playing data ping-pong – extracting and porting
data between Excel docs, CRMs and external
databases – and burning up valuable time while
your customers sit there, irritated, twiddling
their thumbs, with no idea where they are in
the process.

• Reduce churn and improve CX by accelerating

Low-code lets you rethink this workflow. You
can tie all of these systems together in an app
so that data flows from A to B, securely and
with no manual intervention.

• Low-code systems allow you to create an

onboarding and keeping customers in the loop.

• Drive efficiency and productivity by streamlining
the entire onboarding process.

• Eliminate time-consuming manual admin for

your teams, freeing them up to deal with more
important tasks.

How it works
application layer that sits on top of your existing
systems, stitching them together. This means
information can move in and out of the business
seamlessly and securely.

• You plan the most efficient workflow

using an intuitive drag-and-drop interface.

• Once live, the app will automatically
trigger each step in this workflow
using a rules-based engine.

• SMS or email alerts keep customers updated
at key stages in the process. e.g. ‘We’ve
received your enquiry. You’ll receive a
response in the next 2-3 days.’
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Use cases 02

Build customer portals
Presentation

Benefits

Customer portals have become the cornerstone
of great customer service. They meet customer
demand for self-service while easing the burden
on your contact centre.

• Build the exact portal your customers need.

• Everything users submit online updates

• Dramatically accelerate app development.

• Change and update the process whenever you

But creating and implementing customer portals
can be a challenge. Your customers expect an
intuitive, personalised and adaptive user interface
and the system itself needs to meet stringent
security and compliance standards.
Out-of-the-box software often fails to meet these
standards as it’s inflexible and restrictive. At the
same time, hiring developers to build your own
can be time-consuming and expensive, especially
as you’ll need to upgrade and improve it on an
ongoing basis.
Low-code is a simpler,
more cost-effective alternative.

Both the front and back end can be tweaked to
meet specific requirements and you can brand
the interface with your business’ livery.
Re-usable modules and out-of-the-box
workflows mean you can create apps in
days, rather than weeks.

automatically in the back-end system so agents
can access the same up-to-date information
in the cloud at any time.
need to and without calling in external support.

• Reduce customer service admin by digitising
the processes that underpin a customer portal.
Your support staff won’t have to spend valuable
working hours rekeying customer data and
toggling between systems.

How it works
• Integrate and control the systems that

support your portal – Microsoft Flow,
Microsoft SharePoint, Microsoft Teams,
Salesforce, etc. – by building an app that
ties everything together.

• Design and brand your customer portal.
• Customers can sign in using existing accounts
like Microsoft Live, Google and LinkedIn.
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Use cases 03

Improve request management
Presentation
Request management can make or break a great
customer experience. Get it right and it’s the icing
on the cake. Get it wrong and you can ruin a lot of
hard work in a heartbeat.
Unfortunately, the latter scenario is more common.
Most companies are using multiple disconnected
systems to manage request management and
rely on fiddly, manual processes. This leads to
mistakes. Constant rekeying means data is often
entered incorrectly and agents end up duplicating
effort and angering customers by repeatedly
calling the same person unnecessarily.
In worst case scenarios – which happen all
the time – someone tells a colleague they’re
dealing with a request but then forgets. Without
automation in place, this request then falls
through the cracks. This frustrates customers
as they’re forced to make a follow-up call.

How it works
You waste time, you annoy your customers and
you demoralise your team, who keep coming up
against the same preventable problems.

• Build the request management process uniquely

Low-code can change all that.

• Integrate data from existing systems so it all

Benefits
• Get full visibility over your entire requests

process: how many, when they came in, who’s
dealing with them, where they are in the queue.

suited to your needs, then iterate and finesse as
often as you need to, according to customer
feedback and changing demands.
flows seamlessly. You never have to worry
about a request going ignored or flying under
the radar.

• Keep customers in the loop by automatically

informing them what stage their request is at
and when they can expect a response.

• Unify request streams (report requests,

signups, contact us) so everyone can see that
each request is going to the relevant person in
the right format.

• Integrate with all your other systems – Website,

Marketo, Salesforce, Microsoft Dynamics etc.
– to eliminate as much time-consuming manual
work as possible for your teams, and ensure
requests are dealt with precisely and efficiently.

With requests being managed by different teams
using non-integrated tools, you have no visibility
over your whole requests process: how many
you’re managing in total, who’s dealing with them
and where they are in the process.
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Use cases 04

Build a CRM dashboard
Presentation

Benefits

A well-designed CRM dashboard allows users to
perform specific actions with a single click. You
can track, match and follow every lead in
an instant.

• Sales and Marketing can easily log every

But this isn’t the case when you work manually.
Instead, you’re combing through a spreadsheet
line by line, matching up contacts with
opportunities, and struggling to find out what
happened with certain leads.
It’s near-impossible to get timely, accurate
campaign reporting, and without understanding
conversion, you’ve got no way to figure out if a
campaign was successful.
Here’s the low-code difference.

event in one or two clicks, even on mobile.
Any automation tool, converts it into an
opportunity, which can then be tracked all
the way to completion. This gives you an
accurate picture of a campaign’s success.

• Senior management get full visibility over sales,

which means they can better manage their
customer list and identify when they were last
contacted and if they are due another check-in.

• See all your CRM data in one place, accessible
to all your teams and easily integrated with
reporting tools for valuable, actionable insight
in a single click.

How it works
• Unite all your different customer-facing tools
behind one intuitive, web-based interface.

• Get absolute tracking of your CRM data: from
event, to calls, to leads, to deals, to insight.

• Give your sales guys access to the CRM data
they need.

• Connect to mobile so remote workers and

people on the ground can log changes and
always access the information they need.
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Use cases 05

Improve order management
Presentation

Benefits

How it works

Most businesses – including many large
enterprises – run their order management with
spreadsheets. They’re flexible but basic, and
when you’re dealing with masses of orders at
scale, basic just won’t cut it.

• Give your sales reps an accurate, organised view

• Build the exact order management program

Spreadsheets require endless manual tweaking,
constant rekeying of data, and to-ing and
fro-ing between sales, marketing and clients.
Ultimately, with so many steps involved, there’s
huge potential for errors, typos and missing or
corrupted data.

of all orders without resorting to spreadsheets.

• Manage orders more efficiently by automating
the process.

• Reduce errors by eliminating the manual
workload created by spreadsheets.

for your organisation’s needs with minimal
IT support.

• Set up rules to prevent errors and incorrect
orders going through.

• Automatically import order data into your system

so orders can be processed and pushed through
with ease.

With low-code, you can import all your
data automatically, set rules, and eliminate
manual errors.
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Use cases 06

Unify contact
centre channels
Presentation

Benefits

How it works

Channel proliferation should be a good thing for
customer-obsessed businesses. You’ve never
had more opportunities to impress customers
by meeting them where they are.

• Deal with customer complaints quickly and

• Bring all your channels together in one

• Save budget by consolidating your tech stack.
• Save time for support teams by getting rid

• Get full visibility over all your customer

But tying channels together is tough and
the stakes are high. A disconnected contact
centre leads to poor communication between
teams, demoralised staff, error-strewn manual
processes, inadequate tracking and visibility,
a lack of accountability and unexpected costs.
Enter low-code.

proactively by ensuring everyone has access
to the same up-to-date information.

of clunky manual processes and ensuring
customer issues are resolved on first contact.

• Improve morale by reducing complaints and

simplifying workflows. Agents no longer have
to waste time finding manual workarounds and
switching between tools.

centralised platform which lets data flow
seamlessly between systems.
interactions – across every channel –
and generate reports in an instant.

• Automate actions in your CRM for particular

case types to trigger the correct action, and
get the ball rolling on solving customer issues
while minimising manual intervention.

• Consolidate your tools and streamline your

systems without sacrificing any functionality,
and easily make changes when you need to,
without masses of support from IT and dev.
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Use cases 07

Case management
Presentation

Benefits

Great case management is case management
your customers don’t have to think about.

• Get full visibility over your whole case

They submit their case (whether it’s for a loan,
a mortgage, a new WiFi package...), receive
immediate acknowledgment and get a swift
resolution in a matter of days. All the while,
they’re kept up-to-date with regular notifications
about where they are in the process.
Unfortunately, far too many businesses are
operating with a broken case management
system that delivers none of the above.
Instead, customers are left in the dark, forced
to make follow-up calls they didn’t want to make
and suffer needless delays.
With low-code, it doesn’t need to be like that.

management process: How many cases you’re
currently handling, when they came in, who’s
dealing with them, how long they should take,
and where each one is in the queue.

• Automate steps in the case management

process to free up support staff to spend
their time dealing with more complex customer
queries that need their expertise.

• Improve customer experience by processing
cases faster and keeping customers in the
loop with automated email/SMS updates.

How it works
• Build the case management process best

suited to your needs, then tweak and finesse
it as often as you need to, according to
customer feedback and changing demands.

• The system will automatically flag errors in

cases before they’re processed to support
teams, saving your people having to find and
correct them manually.

• Users can manage and automate processes
from their browser without resorting to IT
for support.
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Legends of low-code
Meet some of the businesses putting low-code to work today
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Legends of low-code 01

Accelerating change in one of the
UK’s largest transportation operators
Presentation

The solution

The results

Managing a nation's travel infrastructure is a huge
undertaking – dozens of different organisations
have to work in tandem to deliver a slick and
satisfying service. This organisation is responsible
for pulling everything, and everyone, together.
They help customers complete 4.7 million
journeys every day and operate the UK’s busiest
ground transportation terminals.

They chose our low-code solution – Liberty
Create – for its flexibility. They realised it could
help them achieve a huge range of business
goals – from improving the customer experience,
to addressing IT bottlenecks.

• Effective, critical transformation within weeks

They started with a pilot – using low-code to
automate staff management within a transport
terminal. The key challenge here was improving
efficiency. For example, it was taking four
members of staff up to six weeks to find and hire
contractors to fix broken equipment. This had a
knock-on effect on the customer experience.

• Greater efficiency – every case and request is

The problem
When this transportation company approached
us, they were facing unprecedented demand
for their services but lacked the people and
skills to meet it. This was having an impact on
the quality of their service. They were taking on
project after project but failing to complete them.
Their legacy IT systems were only complicating
matters. Processes that should’ve taken hours
took weeks and productivity slowed to a crawl.
Something had to change.

We helped them build a new process and the
effect was immediate. After just two weeks,
they were 80% of the way towards solving
the contractor issue.

– not months – of implementation.

• Increased development speed – citizen

developers can test, use and iterate in real
time without increasing the (already heavy)
burden on IT support.
processed faster with process automation and
AI case management.

• Training requests are automated and people

are always informed of where they are in the
process. 30% of the Training Team’s workload
used to involve taking calls and fielding
questions because there was no visibility
before automation. Now they can focus on the
important tasks.

Find out more

Four months on and the organisation has
automated five or six big business problems.
This is all down to citizen developers. They’ve
been solving problems, building solutions and
maintaining the systems with minimal support
from IT and developers.
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“Within 6 weeks we actually had something
from just a couple of hours of conversations.
That is a unique experience in the IT
industry. More than just a screen shot
or a presentation – something tangible.”
Enterprise Architect in the Chief Innovation Technology office, ground transportation company
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Legends of low-code 02

Helping Nationwide deliver
award-winning customer service
Presentation

The solution

The results

Nationwide is the largest building society in the
world with over 15 million members. It’s been rated
number one in customer service by the Financial
Research Survey (FRS) for the last two years.

Nationwide chose Liberty Create as it empowered
customer-facing teams to solve problems
themselves. Citizen developers could design,
build and deploy apps to connect front and
back-end systems and tie customer touchpoints
together. And they could do it all without always
going to IT for help or bringing in developers.

• Cases and requests are processed faster

The problem
Nationwide faced a common problem – they
needed to digitise key processes in order to
improve the customer experience but didn’t
have the resources to undertake a full digital
transformation. Their IT team was already
swamped with troubleshooting, maintaining
complex architecture and keeping the lights on.
Bringing in new developers wasn’t an option either.
Their budget just wouldn’t stretch far enough.

With Create, Nationwide has deployed highly
successful systems for mortgages, ISAs,
bereavements, complaints and account switching.
The systems offer improved tracking and
monitoring of applications, automated SMS
customer updates and proactive checks that
provide management with real-time reporting
on pipeline status. Automated alerts, that trigger
when a user goes above or below their preferred
limit give customers greater control, flexibility and
visibility over their accounts.
And Create has made life easier for IT as well. As it’s
cloud-based, there was no need for new hardware
like servers or databases. Users could manage and
automate processes from their browser.

than ever, automatically, and customers
are informed every step of the way.

• Support staff have more time to deal
with complex customer queries.

• Nationwide is the leading service provider
in British financial services.

Find out more

“[Low-code offers] Simple, relatively cheap
and easy to implement systems that
provide great customer service - and easily
pay for themselves. And they help maintain
Nationwide as the No. 1 service provider.”
Ian Thompson, Head of Customer Operations, Nationwide
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Legends of low-code 03

Enabling HTB to do
more for their customers
Presentation

The solution

The results

Hampshire Trust Bank (HTB) is a specialist bank
that helps UK businesses access the funds they
need to accelerate growth.

With the help of Liberty Create, a team of just
four people at HTB have built a suite of platforms
that solve key issues for the bank. For example,
they’ve linked their API infrastructure to data
services, fraud prevention, credit risk, and
Companies House data.

• The initial project came in four months early

With an impressive growth trajectory, awardwinning savings accounts and expertise in their
chosen markets, HTB identified comprehensive
digital transformation as key to their success over
the next few years.

The problem
HTB was frustrated with relying on external
resources and support for technical challenges
they believed they could solve themselves.
Results were slower than they wanted, too
expensive and often didn’t even match
their requirements.
They needed to modernise the front office
application suite, across the business, and across
all of their products. Crucially, they needed a
tool that’d help them spin up apps, quickly and
cost-efficiently, without hiring a whole new team
of developers.

Their latest development – a finance business
system – has automated several manual,
inefficient, spreadsheet-based data-handling
processes, saving time and reducing costs.
In short, low-code has driven operational efficiency
throughout the business, and is now being used
to improve back-office inefficiency around data
governance, quality and control.

and for just a third of the expected budget.

• They can now spend more time delivering

amazing CX, putting them in a great position
for the next few years.

• They’ve saved huge amounts of dev time by

introducing ‘Continuous Testing Integration’ to
replace the previous manual testing process.

• Low-code has become the cornerstone of HTB’s
technology strategy, replacing legacy systems,
infrequent upgrades and unnecessary outside
support, with one flexible system that allows
them to innovate and iterate at speed.

Find out more

“Liberty Create and its data gathered are
driving factors in determining operational
efficiency. It’s changed the behaviour of
the bank – from operating predominantly
manual processes, into being digitally
orientated and process efficient. We offer a
fantastic proposition and low-code tech sits
firmly behind that.”
David Patterson, Head of Solutions & Delivery, HTB
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Legends of low-code 04

Helping Adur & Worthing
Councils do more with less
Presentation

The solution

The results

The Adur & Worthing Councils are based in the
South East of England and like all UK councils
they’ve been forced to optimise resources.
Essentially, they need to provide citizens the
same service with less money.

Paul Brewer, Director for Digital & Resources,
envisioned low-code as a cost-effective solution,
and put together a team of citizen developers and
traditional IT staff to implement it.

• Providing simple, robust onboarding

This process started in 2013, when Adur &
Worthing Councils consolidated operations
and downsized from three offices to two.

The problem
They were dealing with hundreds of legacy systems
and myriad manual processes. Even with sufficient
resources, getting things done smoothly and
efficiently would have been a mountain to climb.
With continuous cuts, they were facing Mt. Everest.
One of their biggest issues was the stress on
local GP surgeries, where missed appointments
and misguided referrals meant they struggled
to focus their time on patients with complex
medical conditions.

They set up a new scheme called Going Local,
designed to help people access the non-medical
support and services they need outside of
GP surgeries, with the help of a team of
Community Referrers.
Adur & Worthing Councils were already in the
process of using Create to integrate and replace
legacy systems, and knew it was the perfect
platform to build and streamline the processes
required for Going Local to work.
Incredibly, they had a prototype solution ready in
just a few weeks. It now handles case management
for referred patients, a directory for matching
people to the services they need. Plus automated
appointments and reminders to help reduce
did-not-attends (DNAs).

for new services and service providers.

• Creating personalised portals to enable patients
to see all communications in a single place.

• Improving information sharing between all

agencies dealing with individual patients,
streamlining the case management process
and delivering improved asset management.

• Forecasting the need for services and
measuring their effectiveness.

Find out more

“We’ve already shown we can transform
existing services with low-code. The
ability to create new, digitally-enabled
services proved our vision has been
justified. Going Local is reducing the
demand on GP practices, providing holistic
help to patients, rather than pigeonholing
them with a single health issue.”
Paul Brewer, Director for Digital & Resources
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Legends of low-code 05

Cumbria County Council’s extraordinary
whirlwind of digital transformation
Presentation

The solution

Cumbria County Council knew they had to make
it easier for customers across all areas to interact
with their services. They had to accelerate digital
transformation while protecting front-line services.
To complicate matters, they had a small team and
a limited budget.

Cumbria Council chose Netcall’s low-code
solution, Liberty Create, for several reasons:

The problem
This was about more than cost-saving and
operational efficiency. They needed solutions
that worked for their employees, the citizens they
serve and the many different teams who work
to deliver key services like street repairs and
waste management.
They required systems that were intuitive and
effective enough for wide adoption across a
whole organisation of people who were used to
their own processes. They also had to make life
easier for the people who needed to access
them externally.
This called for an inclusive and agile approach
to change.

• Our history and experience working with
local government.

• The inclusion of training and continual

e-learning as part of the overall package.

• AppShare giving them access to free-to-

download solutions allowing rapid growth
and development.

The results
• 16 solutions created by four people in just
12 months.

• Development timescales are vastly reduced –
what could be done in 4 months can now be
done in 4 weeks.

• Upskilled staff who are trained to problem-solve
and innovate.

• An 83% reduction of admin time in chasing and

eliminating fraudulent waste permit applications,
using an end-to-end system built in four weeks.

• Turning the paper-based, manual Skips and

Scaffolds service into a fast, automated and
transparent process, saving administration a
huge 804 hours a year.

• They’ve realised inspection savings equivalent

to a gargantuan 2,936 working hours (yes,
you read that right - the equivalent of 122 work
days a year). Related processing times, printing
costs, storage and eco considerations also
saw significant improvements.

• Achieving a zero day backlog in processing

blue badge applications – a 75% time-saving
improvement – compared to the previous
paper-based process where applicants would
wait up to six weeks for a response.

• Cumbria was awarded the Bronze Winner for

the Best Use of Digital and Technology Award
at the iESE Public Sector Transformation Awards
2020, reflecting the direct impact low-code has
had on council user experience.

Find out more

“Staff have thanked us for introducing the
new systems. I have worked for Cumbria
County Council for ten years and I’ve
not heard words like ‘fantastic’ and ‘it’s
bloody marvellous’ to describe a system
that we are using.”
Kate Hurr, Digital Manager, Cumbria County Council
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Introducing
Netcall

Introducing Netcall

Our flavour of low-code
Our low-code solution – Liberty Create
– differs from typical low-code solutions
as it’s designed for citizen developers
and professionals.
That means you can bring IT and
customer-focused teams together to
collaborate on applications. Essentially,
the people who understand customers
use their expertise to create new and
improved workflows, while IT finishes
the job by making sure everything is
secure, compliant and up-to-standard.

Create is part of a much bigger and
more powerful solution – Liberty.
Integrate it with Converse – our flagship
contact centre solution – and Connect –
our omnichannel messaging tool – and
you have a flexible platform that lets
you build and improve the customer
experience across every touchpoint.
Liberty lets your business go from
saying it’s customer-obsessed to
actually being customer-obsessed.

This collaboration leads to better, truly
customer-centric solutions that can be
built in half the time (or less). It also
liberates IT people to focus on bigger,
more important projects.
And this is just the start.
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Introducing Netcall

Welcome to the
low-code revolution
Your business needs to get serious
about CX. But that doesn’t mean you
need to launch an expensive and
disruptive digital transformation program.
Low-code means you can swallow
the elephant one bite at a time.

• Slash app development times by

empowering citizen developers to
automate processes securely and
in full compliance with regulations.

• Liberate valuable IT staff so they can
focus on more important projects.

• Reduce spending on freelance
developers.

• Become more efficient as a

business by streamlining or
reworking processes (in days
or weeks, not months or years).

And all of this adds up to one huge
benefit. You improve, and continue
to improve, the customer experience
rapidly and cost-effectively.
Welcome to the
low-code revolution.

Ready to
get started?
Speak to a member of our
sales team
Contact us

Want to see Liberty Create
in action?
Request a demo
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We’re Netcall, and over 600 organisations in financial
services, insurance, local government and healthcare use our
Liberty platform to make life easier for the people they serve.
Our low-code, contact centre and omnichannel messaging
solutions allow customers to radically improve CX and make
big changes fast – without creating work for IT, blowing the
budget or replacing core systems.
And we’d love to hear from you.

