Case study: Flow Energy and Semafone
Flow Energy Banks On Semafone to Turn Up
the Heat for Card Payment Fraudsters
Flow Energy Low Prices, High Quality Service
Flow Energy is a home energy company with a
diﬀerence. Not only does it combine some of the
lowest energy prices on the market with the latest
developments in smart boilers and home connec�vity,
but it also prides itself on oﬀering customers an
award-winning level of service. The Ci�zens Advice
Bureau ranked Flow Energy highly for its low number
of customer complaints and Which? magazine
recommended the company to readers. With 97% of
customers sta�ng that they would recommend Flow
Energy the company’s growth plans towards a global
posi�on in the energy market were running smoothly.

The Challenge
Flow Energy acknowledged that one element of
customer service had the poten�al to hold back
growth. Customers wanted to be able to choose how
they paid for services – in person, online, via a phone
or using an app. When it came to telephone payments,
however, Flow Energy’s service agents were unable to
help. The company had no system with which to accept
payments over the phone that was compliant with the
Payment Card Industry Data Security Standard (PCI
DSS). If anyone phoned wan�ng to make a purchase,
agents had to direct them to the website to complete
the transac�on online. This was both frustra�ng and
�me consuming for customers and made it impossible
for Flow Energy to meet its ‘ﬁrst call resolu�on’ policy,
whereby all problems are solved in a single call. The
company began the search for a secure and compliant
method of taking telephone payments.

track record in protec�ng and securing customer
card data. Secondly, the new system would have to
comply fully with the Payment Card Industry Data
Security Standard (PCI DSS). This standard, created by
the major card companies to help prevent card fraud,
requires organisa�ons that handle customer card data
to put in place a range of checks and processes as
not all technology solu�ons are able to meet its strict
requirements. Finally, the applica�on had to be easy for
Flow Energy’s agents and customers to use.
Flow Energy carried out an evalua�on of the solu�ons
on the market and found Semafone to be the clear
leader. The company’s technology was cer�ﬁed to
a level which would allow Flow Energy to meet not
only the requirements of the PCI DSS but also those
of the Financial Conduct Authority (FCA). Semafone’s
track record was impeccable and the company had a
strong and established rela�onship with Gamma, Flow
Energy’s telephony provider, who oﬀer a highly ﬂexible
hosted version of its solu�on.

The Solu�on
Flow Energy had three clear criteria in its search for
a telephone payment system. Firstly, with fraud on
the increase, the new supplier had to have a proven
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“It was clear that Semafone’s technology was best
placed to keep our customer's sensi�ve data safe,” said
Mark Butler, Head of IT at Flow Group, parent company
to Flow Energy. “The team was completely open and put
us in touch with other organisa�ons using their solu�on,
so it was easy to assess their PCI DSS creden�als and
experience. Our expecta�ons were high, but a�er such
thorough research we were conﬁdent that Semafone
would live up to them. Semafone’s rela�onship with
Gamma was also a huge bonus, as they were able
to oﬀer us a hosted solu�on that was easy to fully
integrate with our exis�ng systems. Having Semafone
in the cloud would also provide us the scalability we
needed as a rapidly growing business.”

Implementa�on
Flow Energy handled the implementa�on using its
own internal project management process, following
Prince2 methodology. As the company was replacing
its telecommunica�ons system at the same �me the IT,
ﬁnance, customer service and compliance departments
were all heavily involved. Semafone’s close partnership
with Gamma enabled a smooth and trouble-free
opera�on throughout the implementa�on. Training
the team to use the new system was extremely
straigh�orward and agents quickly adapted to talking
customers through the payment process over the
phone.
“This implementa�on is one of many that we
have completed alongside Semafone,” said Jamie
Ward, Head of SME Sales for Gamma. “Using our
complementary technologies makes life easy for our
customers – a secure payment system fully integrated
into their telephony pla�orm.”

Beneﬁts
The new solu�on allows Flow Energy’s customers to
input their payment card details directly, using the
telephone keypad. Semafone’s patented DTMF (Dual
Tone Mul� Frequency) system disguises the tones
made by the keys so they can’t be iden�ﬁed by their
sound. This means that agents can stay on the line to
help with any problems or answer ques�ons that may
arise during the payment process. Semafone sends the
card numbers straight to the Payment Service Provider
(PSP) so Flow Energy doesn’t hold the sensi�ve
payment data at all. PCI DSS compliance is less �me
consuming and costly, and as card numbers never enter
the IT infrastructure, there is no danger that it can be
compromised. Customer data is safe and the risks of
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reputa�onal damage associated with a data breach are
signiﬁcantly reduced.
The ability to take customer payments over the phone
has also had a posi�ve eﬀect on Flow Energy’s business.
The implementa�on of Semafone has created a new
way for customers to purchase Flow Energy’s products
and services, which has saved �me and improved
customer rela�onships by avoiding the need to divert
people to the website. The choice of a hosted version
of the so�ware means that the company is also able to
scale its service up and down as required; when customer
demand increases, the company can simply add more
lines and agents to cope with increased demand.

“Semafone has made a real diﬀerence
to our business. The solu�on is easy
to use and our customers appreciate
that we are taking the safety of their
data seriously – nobody wants to
read their card numbers aloud. We
now have a fully PCI DSS compliant
solu�on, and an addi�onal channel
for taking payments, which has
already helped to bring in a signiﬁcant
number of sales.”
Alex Heys – Head of Marke�ng and Communica�ons,
Flowgroup

Future Plans
Flowgroup plans con�nued growth in 2017, with
the aim of doubling the size of its customer base to
between 450,000 and 500,000 customer accounts. In
2016 the company hired almost 100 new employees,
represen�ng an 80 per cent growth in staﬀ numbers,
with a further increase already underway. Many of the
addi�onal staﬀ are expected to work in a customer
service role.
“Semafone has the scalability we need to keep pace with
our growth,” commented Andrew Beasley, Managing
Director, Flow Energy “As we add more service agents,
we will simply extend our use of Semafone so that we
con�nue to keep our customers’ card details safe. We
have already experienced the system’s ﬂexibility when
we increased the size of our contact centre during
implementa�on and we’re looking forward to having
Semafone’s team by our side as we grow.”
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