
Injecting the V Factor
Embedding the Virgin Value to create a differentiated customer experience



Memorable Moments
"I would just like to say 
thank you for sending a 

little gift for my 
daughter (Mina Rose). 
Tricia was very friendly 
and dealt with my call 
quickly and the gift is a 
lovely welcome to being 

a new Virgin Money 
customer. 



Random Acts of Kindness 

https://www.youtube.com/watch?v=4hdbAFYAxBc
https://www.youtube.com/watch?v=KTjrMhk2m8M&feature=youtu.be


The United Way - Samuel's day of surprises at Old Trafford



Customer Feedback



Lounges



Customer Experience Awards
2016
• Judges Choice award for Voice of the Customer @ the Confirmit ACE Awards
• Silver Award for our Voice of the Customer programme @ UK Customer Experience 

Awards
• Overall Best Financial Services Experience Award @ UK Financial Services Awards
• Best Innovation Award @ UK Financial Services Awards
• Employee Engagement ‘Improving CX’ Award @ UK Financial Services Awards
• Delivering Customer Experience Award @ UK Employee Experience Awards
• Customer Centric Organisation winner @ Ukbizawards
• Best Customer Experience Centre of the Year @ CCA Excellence Awards
• Best Use of VOC Engagement in Financial Service @ 2016 Engage Awards
• Best Deployment of Customer Insight @ European Contact Centre & Customer Service 

Awards
• Insight and Feedback Award @ UK Customer Experience Awards
• Customer Satisfaction Innovation of the Year @ The ICS Customer Satisfaction Awards 

2017
• Retained our Judges Choice award for Voice of the Customer @ the Confirmit ACE 

Awards 
• Best Use of Customer Insight @ the Institute of Customer Service Awards
• Best Financial Sector @ UK Customer Experience Awards

2018
• Judges Choice award for Multi-Channel Success @ the Confirmit ACE Awards
• Winner in the Voice of the Customer & Business Impact categories @ the Confirmit 

ACE Awards
• Best Use of Customer Insight @ the Institute of Customer Service Awards 
• Most Improved Complaint Handling, alongside 5 other awards @ UK Complaint 

Handling Awards


