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EmployeesCountries Languages 

01



Services 02

❖ Phone
❖ SMS
❖ Social Media
❖ Live Chat
❖ Email
❖ In-App Messaging

❖ Native Speakers
❖ Multilingual Teams
❖ Cost-Effective 
     Solutions
❖ Innovative 
    Technology
❖ Tailored Plans

We Build Your Outsourced 
Global CX Solutions



Headquarters (Canada)

Vietnam & Thailand

United States 
Headquarters (China)

Malaysia

Indonesia

Philippines 

Eastern Europe

South Korea

Bolivia

Nicaragua

North Africa

South Africa

Global Footprint – 15 Operations Centers (1/2)03



Korea

Vietnam

Indonesia

Philippines
China

South  
America

Eastern Europe

Malaysia

Africa

Thailand

Global Footprint – Delivery Locations’ 
Facilities & Infrastructures (2/2)03

Our Key Factors for Site Selection :  
• native language skills and cost efficiency, 
• public safety and  transportation, 
• level of  education,  
• political stability, 
• ISP and power system stability, 
• service culture, etc.



Global Team04



Government 
(Visa & Immigration) 10%

E-Commerce 42%

Gaming 8%

Healthcare 11%

Real Estate & 
Education  9%

Others 20%

Industry Experience05



01

02

03

Seamless Service
From business negotiation and technology 
integration – to long-term successful 
operations management – Callnovo’s global 
team will provide considerate and efficient 
service for you. 

Global Coverage in 
65+ Languages
• Native Speakers
• Coverage in 150+ Countries
• Serving 5 Billion People  

Our Strengths06



2021

2018

2014-2017
2004

• Founded in Toronto, Canada.
• Established the 1st 

operations center in China.
• Developed the 1st 

generation of  the Cloud-
based SaaS CRM and 
Communications platform.

2012-
2013

Years of Experience07
• Established the 1st operations center in the Philippines.
• Established the 1st operations center in Bolivia.
• Established the 1st operations center in Eastern Europe.
• Established the 1st operations center in Korea.

• Established the 1st operations center in Africa.
• Developed the 2nd generation of the Cloud-based 

SaaS CRM and Communications platform.

2019

• Established the 1st 
operations center 
in Nicaragua.

2020

• Established the 2nd 
operations center in 
the Philippines. • Established the 2nd operations center in Africa.

• Established the 3rd operations center in the 
Philippines.

2022

• Established the 2nd operations 
center in China.

• Established operations centers in 
Southeast Asia (Indonesia, Thailand, 
Vietnam, Malaysia, and Cambodia).

• Developed the 3rd generation of the 
Cloud-based SaaS CRM and 
Communications platform.
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• Product Information
• Sales Inquiries
• Meeting Invitations
• Market Survey
• Appointment Setting
• Hotel Booking
• Sales Follow-Ups

• Troubleshooting
• Replacements
• Refunds
• Account Top-Ups
• Complaint Handling
• Satisfaction Surveys
• Welcome Calls
• Testimonial Requests
• Other Online Communications & Interactions

• Order Tracking
• Shipment Tracking
• COD Order Confirmation
• Funds Collection
• Upselling
• Cross-selling

• Personal Background 
Checks & Verification  

• Feedback Collection
• Game Testing & Bug Reporting  
• Debt Collection  
• Fraud Prevention 
• Content Moderation  

Popular Services Provided9



Phone 45% Live Video 2%

Social Media 8%
Email & 
Live Chat 35%

Main Customer Service Channels 
& Service Volume10



SLA Comparison with Industry Standards
Phone, Email, Live Chat & Social Media11

üPhone：90% of  Calls 
Answered Within 20 Seconds

üEmail：99% of  Emails 
Answered Within 24 Hours

üLive Chat：99% of  Messages 
Responded to Within 40 Seconds

üSocial Media：99% of  Messages 
Responded to Within 60 Minutes



• Global Recruitment Website

• Professional Recruitment Team & 
Candidate Assessment Software

• Strong Internal Recruitment Channels

• 15 Global Localized Operations 
Centers w/ Native Language Talent 

  

12
A Complete, Efficient, 

High-Quality Recruitment Process

• Student Internship Resources 



Face-to-face 
Interview 

/ Assessment

(Written Tests, 
Speaking Tests, 

Soft Skills, Role Playing 
Tests, Etc.)

Client 
Interview

Video 
Interview

Training And 
Certification

Job Posting & 
Resume Screening

Verification

Recruitment 
Requirement 
Received

The first 
screening 
is passed

The second 
screening 
is passed

The fourth 
screening is 

passed

The Fifth 
screening is 

passedHiring & Go-live
Track Service 
Quality & 
Efficiency

1. New Employee Orientation and Company Policy Introduction
2. Customer Service Soft-Skills Training and Assessment  
3. Basic Computer Skills Assessment  
4. Product Training and Assessment  
5. Role-play Simulation and Practice 

1. Confidentiality Training  
2. CRM Training
3. Official Hiring Decision Made  
4. Activation of Email and

Other Related Accounts

※ If trainees fail 3+ times, they’ll 
be excluded from the project.

※ If staff fail 3+ times, they’ll be 
excluded from the project.

The Third 
screening 
is passed

12



Team & Performance 
Management13

The work shift schedule is calculated via professional WFM 

software according to the proposed contact volume (phone, 

live chat, email, etc.), each channel’s SLA requirements, and 

the weekly/monthly contact volume distribution pattern.

Typical Operations Team Structure WFM



CRM Tools
14

• Simple, Clean & Easy-To-Use  

• Web RTC & VoIP Technology

• Advanced Cloud API



• Billed per hour and per FTE 
(CSR, TL, QA, trainer, etc.).

• One-month deposit & monthly post-pay.

• All-inclusive rate: f lat hourly rate – including 
of f ice space, uti l it ies, internet, call  center 
facil it ies, employee wages & internal 
bonuses, social insurance, net profit,  etc.

Delivery Model15



Our Clients16



Case Studies



Service Details

Case Studies
E-Commerce | Government | Interpretation Services

Interpretation Services, Appointment 
Setting for Parent School Visits, and 
Community / Social Service Planning   

U.S. Immigration/Non-immigration Visa  

Policy Information, Visa Interview 

Appointment  Setting, Inbound Calls, 

Email, Live Chat, and Visa Status Check

24/7/365 Membership 

Registration Follow-Ups

Chinese, English, French, Spanish, 
Japanese, Korean, Vietnamese, Thai, etc. 
– total of  14 Languages

Chinese, English, Korean, 
Vietnamese & Thai 

Chinese, English, Spanish & Hindi



Starboard Cruise Services – a LVMH-owned cruise retailer – is the largest, dominant cruise retailer in the world, creating a unique retail 

environment where guests are inspired to indulge in a memory of  their dream vacation. Callnovo’s Chinese team has been serving as 

LVMH’s principal customer service outsourcing partner since 2014, supporting Chinese Starboard Cruise Services’ customers via inbound 

phone calls and email. Callnovo’s tailored Chinese outsourcing solution that ensures high-class customer satisfaction experiences is highly 

appreciated by the client.

Service Schedule

Service Languages

Chinese & English

8 Hours /Day, 5 Days /Week

Service Activities
Diamond Warranty Policy Information, 

Diamond Care & Cleaning Instruction, 

Product Replacements & Refunds

Case Studies
Luxury Retail   



Mindray is a leading China-based high-tech medical device manufacturer and a leader in medical device innovation. Founded in 

1991, Mindray has been leading the medical industry globally with its medical devices and solutions, having expanded global sales 

to 190+ countries and territories. To ensure better customer engagement between its headquarters and its customers, Mindray 

decided to outsource its after-sales and satisfaction survey needs to Callnovo for the provision of  support within the United States, 

European, and the Middle Eastern markets.

Case Studies
Medical Devices

Service Schedule

Service Languages

Arabic, English, Spanish & Russian

12 Hours /Day, 7 Days /Week

Service Activities

After-Sales Service & Satisfaction Surveys



Founded in 1972, Mr. Bar-B-Q – a leading outdoor cooking gear provider in the U.S. - has been providing superior quality products to 

consumers at an excellent value; offering “Everything for the Grill,” their expansive product line of outdoor cooking products ensures 

American consumers can fully enjoy outdoor grilling effortlessly on any occasion. Since the Spring of 2021, Callnovo’s Philippines-based 

customer service team’s been providing product troubleshooting and product maintenance support to consumers in the English language 

via inbound calls, email, live chat, and social media, ensuring consumers have the satisfactory customer support they need.

Service Schedule

Service Languages

English

12 Hours /Day, 5 Days /Week

Service Activities
24/7/365 Troubleshooting and 

Maintenance, Inbound Calls, Email, Live 

Chat, Social Media

Case Studies
Outdoor Cooking Gear



The leading satellite solutions provider, Globalstar, is proudly committed to sustaining reliable communication services by offering mobile 

voice / data communications beyond cellular service coverage, ensuring worldwide consumers can communicate without any lapse in service. 

Since January 2021, Callnovo’s been providing sound customer support in Portuguese / Spanish to Globalstar’s customers via 

inbound/outbound calling, handling satellite phone shipment inquiries, tech support requests, service activation, and guidance on how to 

operate satellite phone equipment, ensuring high customer satisfaction.

Service Schedule

Service Languages

Portuguese & Spanish

24 Hours /Day, 7 Days /Week

Service Activities
24/7/365 Tech. Support, Satellite Phone 

Shipment Inquiries, Service Activation. Product 

Usage Inquiries, Inbound and Outbound Calls

Case Studies
Satellite Phones



Xincon improves quality of life for NYC and its metropolitan areas’ elderly communities; their commitment to home healthcare services follows 

a “treat patients like family” perspective, ensuring quality service that assists the elderly to live a safe, independent life. Callnovo meets 

Xincon’s elderly’s healthcare needs 24/7 with caring front desk phone support / SMS customer service in English, Spanish, Mandarin, and 

Cantonese, informing personnel regarding background billing processes, soliciting relevant information, maintaining accounts, and checking 

medical reports, patient information, medical leaves / shifts to ensure genuine service that improves vitality.

Service Schedule

Service Languages

English, Spanish, Mandarin & Cantonese

24 Hours /Day, 7 Days /Week

Service Activities
24/7/365 Front Desk Support, SMS Customer 

Service, Billing Process Information, Account 

Maintenance, Medical Report Information

Case Studies
Home Health Services



 Po r t abl e  
D i s p l a ys   

 L ap t o p s   

 W i re l e s s  
R o u t e r s   

 S m a r t  H o m e s
&  A p p l i a n c e s  

 P ro j e c t o r s   

 Ro b o t  Va c u u m  C l e a n e rs

 H o t e l  Re s t a u ra n t  Ro b o t s   

 S e c u r i t y  C a m e ra s

 Tra i n i n g  C o l l a rs

 D ro n e s   

 E l e c t r i c a l  S w i t ch e s  &  D i m m e rs  

 C o o l i n g  &  H e at i n g  F a n s   

 K i t ch e n  F r ye r s   

 C a m e ra  &  S m a r t p h o n e  S t ab i l i ze rs

 B l u e t o o t h  H e a d s e t s   

 E l e c t ro n i c  
C o m p o n e n t s  

 S p e a ke rp h o n e s   

 S m a r t  L o ck s   

 Wat e rp ro o f  T e l e s c o p e s   

 M e t a l  D e t e c t o r s   

 P o r t abl e  P o we r  S t at i o n s   

 S m o ke  A l a r m s   

The Main E-Commerce 
Products We Service

Consumer 
Electronics



 O f f i c e  S u p p l i e s       

 C o s m e t i c s

 M o m  &  B aby  P ro d u c t s  

 Toys

The Main E-Commerce 
Products We Service

Consumer 
Goods

 K i t ch e n  To o l s

 G a rd e n  To o l  S e t s

 F u r n i t u re

 H o u s e h o l d  P ro d u c t s

 E ve r yd ay  I t e m s

 O t h e rs




