
Why Harte-Hanks 
Is Right for You  
 

More than just a contact 
center, Harte-Hanks brings 
solutions that are driven by 
the insight we gain and use to 
shape and manage the 
customer support experience. 

Whether we are supporting, 
serving or selling, Harte-
Hanks is passionate about 
delivering the performance 
our customers require to 
achieve their business results. 

Partnering with Harte-Hanks 
you’ll benefit from: 

-- Keen business intelligence 
to help you better understand 
and improve the IR process. 

-- Customer service solutions 
driven by COPC-certified 
processes. 

-- A comprehensive 
understanding of the voice of 
the customer designed to 
improve customer satisfaction 
and overall experience.  

-- Worldwide locations – 
onshore, offshore, and near-
shore – alleviate price 
pressures.   

 

 

 

A FOCUS ON INSIGHT MAKES THE DIFFERENCE  
With the widest array of integrated services, Harte-Hanks is a global leader in 
providing multichannel, data-driven solutions for top brands around the world.   
 
Whether you’re charged with driving leads and driving sales for your organization or 
providing top-notch customers service and product support, our professionals bring 
three decades of contact center expertise – combined with unmatched customer 
insight – to increase operational efficiencies while reducing overall program costs.   
 

CUSTOMER SERVICE SOLUTIONS  
Armed with continual and extensive training on customers’ products and solutions, 
our teams are equipped to deliver superior customer service and support.  And, we 
diligently monitor and evaluate programs to ensure the highest quality and 
consistency is maintained across our global enterprise of contact center locations.  

TECHNICAL SUPPORT 
As advocates of each customer’s brand, our highly skilled technical support 
representatives resolve support issues wile contributing to increased satisfaction and 
increase loyalty.    

SALES AND PRESALES SUPPORT 
Harte-Hanks is expert in the identification, qualification and closure of sales 
opportunities.  We create customized solutions for direct selling, selling through 
channel partners or selling in conjunction with a direct field sales organization – 
domestically or abroad.      

BACK OFFICE SOLUTIONS 
Harte-Hanks’ customers realize both reduced costs and increased efficiencies 
through partnering with Harte-Hanks for their back office needs.  With extensive 
experience in both on/off and near shore solutions, Harte-Hanks delivers the 
increased quality and savings our customers desire.   

MULTICHANNEL SUPPORT  
By integrating the right blend of advanced multichannel contact center solutions – 
speech, chat, IVR, email, social cloud monitoring and Web self-service – Harte-Hanks 
delivers an efficient and effective strategy to create a unique solution to meet exacting 
needs.   

 

CONTACT CENTER  



WHERE TO FIND 
US 
 

U.S.-based contact centers: 
Austin, TX                         

Kansas City, KS                       
San Diego, CA                     
Texarkana, TX 

 
International contact centers:  

Hasselt, Belgium                      
Isai, Romania                       

Manila, Philippines             
Madrid, Spain                                

Sao Paulo, Brazil                   
Sydney, Australia               
Uxbridge, England 

 

Managed partnerships: 
Shanghai, China              

India                                  
Singapore 

 
 

GLOBAL AND DOMESTIC SUPPORT  
With a wide range of sales and service capabilities, Harte-Hanks designs, implements 
and manages contact center solutions that deliver superior quality, increased customer 
satisfaction and brand loyalty.  We do this through a set of standardized industry-leading 
best practices and solutions that have been deployed in 18 countries in 26 languages 
and through a highly skilled global workforce.  We’re continuing our domestic and global 
expansion to meet the growing needs of our customers.   

Harte-Hanks is expert at working with complex, undefined or inefficient solutions and 
bringing in all its expert business processes, insight and passionate people.  The result: 
the delivery of a process that is efficient and cost effective.        

CASE IN POINT   
A global manufacturer of gaming hardware and software needed to provide its gaming 
customer with superior customer support when they experience difficulty with gaming 
consoles or online experiences.  The company operates within a highly competitive 
marketplace where there exists tremendous pressure to increase efficiencies while 
reducing the overall cost of providing such support. 
 
The company turned to Harte-Hanks to help review its operational performance data 
and determine as well as to correct certain policies and procedures prohibiting positive 
IR.   
 
Harte-Hanks initiated and hosted a strategy session where all competitive vendors in 
the Manila region were invited to review collective performance data and strategize to 
find solutions for resolving the challenges they were all experiencing.  Three vendors, 
along with the Customer Operations Performance Center, participated in the sessions, 
hosted at a Harte-Hanks facility.   
 

�  Harte-Hanks planned and managed the strategy sessions and identified specific  
 initiatives and issues in an effort to drive the conversation towards workable  
 solutions. 
 
�  Harte-Hanks created Pareto charts – used to geographically summarize and  
 display the relative importance of the differences between groups of data – to  
 identify top issue drivers. 
 
�  Using data and output from the strategy sessions, the team proposed pilot ideas  
 to impact change.  In addition, a solution to decrease repeat callers and ways to  
 avoid inappropriate vendor call transfers were addressed.   
 

Vendors left the meeting committed to acquiring more data points to assist in ongoing 
analysis.  Each vendor also agreed to roll out new quality of service metrics and 
evaluate the results. 

 
The company adopted the proposed policy changes as well as SMART (specific, 
measurable, actionable, relevant and time-based) changes designed to have a positive 
impact on IR.   

FOR MORE INFORMATION CONTACT: 
HARTE-HANKS, Inc.  

(800) 456-9748 
www.harte-hanks.com 

contactus@harte-hanks.com  
Twitter: #HH_DM / Facebook: www.facebook.com/harteh anks 

 


