
1Success Story: ContactEngine

ContactEngine provides businesses with proactive 
customer service using conversational AI technology 
to automate customer communications. Through 
its proprietary AI software, ContactEngine starts 
and runs intelligent conversations, transforming the 
efficiency and costs of its customers’ operations.

Key outcomes:

• One day a month quicker to produce monthly management accounts
• Future-proofed the business for global expansion through acquisition
• Peace of mind that the data is accurate through real-time reporting
• Satisfied auditors’ requirement for more robust financial management
• Improved and simplified currency translations process

Founded in 2005, the software-as-a-service firm has grown into an £11m 
turnover business with over 90 staff, operating from both the UK and 
US. Its AI technology is deployed in multiple industries globally, including 
telecommunications, banking, insurance, retail, and utilities. Clients  
include Argos, Asda, British Gas, BT, DHL, Sky, TELUS, Verizon, Virgin Media, 
and Whirlpool. ContactEngine’s mission is to be the world’s #1 customer 
conversation engine and revolutionise the customer experience.

Company
ContactEngine

Location
UK & US

Industry
Technology & Software

Sage Products
Sage Intacct 

For more info, visit 
sage.com/uk/intacct

s u c c e s s  s T O R Y

ContactEngine running on 
full steam after seamless 
Sage Intacct transition

Conversational AI tech specialist 
future-proofs its financial 

management with Sage Intacct

https://www.sage.com/en-gb/sage-business-cloud/intacct/
www.sage.com
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ContactEngine were 
looking at a more 
robust solution 
for handling their 
account; they found 
it with Sage Intacct. 

“I’ve always been a big fan of Sage – its software 
is intuitive and easy to use. I’ve used Sage 
products extensively in the past, but Sage 
Intacct looked completely different to anything 
I’ve ever seen from Sage before.” 
Rob Carter, Head of Finance, ContactEngine

Keeping the auditors happy 
Following a recommendation from its auditors that the preparation of the company’s accounts 
relied too heavily on spreadsheets, ContactEngine’s Head of Finance, Rob Carter, began to look 
for a more robust solution. 

“There was nothing wrong with the figures; the auditors just didn’t like the way our multi-currency 
transactions were highlighted between the profit and loss account and the reserves. We needed 
to future-proof ourselves and find a better, less manual way of recording and processing our 
multi-currency transactions,” says Rob.

Key priorities 
Exploring the options on the market, Rob was instantly drawn to Sage Intacct. 

“I’ve always been a big fan of Sage – its software is intuitive and easy to use. I’ve used Sage 
products extensively in the past, but Sage Intacct looked completely different to anything I’ve 
ever seen from Sage before,” says Rob.

Built for finance by finance, Sage Intacct is a cloud financial management platform that delivers 
deep accounting capabilities across multiple industries designed with a single aim: to put 
finance leaders in a position to drive more growth.

The most important thing for ContactEngine was that it had to be cloud-based. The software firm 
wanted to future-proof the business ready for expansion into other territories, such as Australasia 
and the Far East. 

“It’s likely that we’ll want to grow by acquisition, so I needed software that could easily cope with 
global expansion; essentially, I was looking for software with multi-currency, multi-entity, and 
consolidation capabilities, and Sage Intacct did everything I wanted it to,” says Rob.
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Working with their 
Sage consultant, 
ContactEngine was 
able to transition 
from their old system 
without any issues. 

“Previously, I had to do a lot of data queries 
and checks around the currency translations, 
whereas Sage Intacct works it out on a 
transaction-by-transaction basis, and I’m much 
more confident that once I consolidate the 
accounts, those numbers are correct.” 
Rob Carter, Head of Finance, ContactEngine

Smooth transition  
Often, the tricky part of any software migration is the implementation, but Rob says he cannot 
fault the process Sage lead them through. 

“We had a dedicated Sage consultant, Liam Knight, leading the project, and he was brilliant. He 
was calm and had good communication, and ensured that we were able to run Sage Intacct in 
parallel with our old software for the first couple of weeks – just to allow us to iron out any issues,” 
explains Rob.

The fortnight of ‘parallel running’ was a smart move as it threw up some minor issues, such 
as not being able to print invoices and credit notes, which were quickly resolved, says Rob. “I 
was very impressed with the implementation process; Liam and the team took on board my 
views, we created a plan, and we all stuck to it. It was a seamless transition, and we were able 
to replicate our management accounts within Sage Intacct exactly as we needed to. I couldn’t 
have asked for more.”

Improved currency calculations 
One of the recommendations from ContactEngine’s auditors was to have a fail-safe way of 
preparing its currency translations for its accounts. 

Previously, Rob would produce the US operation’s accounts in US dollars, then convert that at the 
current exchange rate at month-end, and then have to pull that into the main group accounts. It 
involved a lot of workarounds.

Sage Intacct saves ContactEngine time, and increases accuracy by using up-to-date exchange 
rates for currency conversions and revaluations. The software offers multi-currency consolidation, 
creating cumulative translation adjustments. 

“Previously, I had to do a lot of data queries and checks around the currency translations, whereas 
Sage Intacct works it out on a transaction-by-transaction basis, and I’m much more confident 
that once I consolidate the accounts, those numbers are correct,” says Rob.

It’s also saving Rob time. “Each month, I’d have to revalue each intercompany transaction; when it 
worked well this might only take a couple of minutes, but when it went wrong it could take hours 
for me to resolve it. With Sage Intacct, the multi-currency work is instant.”
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With Sage Intacct, 
producing monthly 
management accounts 
has become easier 
and quicker.

“Sage Intacct is easily saving me a day a month 
compiling these accounts; I literally just run the 
consolidation reports instead of having to do a 
sequence of checks.” 
Rob Carter, Head of Finance, ContactEngine

Speed and ease
Asked what productivity gains Sage Intacct has delivered for the business, Rob says it’s  
improved the ease and speed of producing the monthly management accounts. He adds,  

“Being investor-backed, we have to produce detailed monthly management accounts almost in 
the same way as year-end accounts. Sage Intacct is easily saving me a day a month compiling  
these accounts; I literally just run the consolidation reports instead of having to do a sequence 
of checks.”

He also says it removed the worry about whether a colleague has added a new nominal code and 
not alerted him, “Which could throw the reports out”, as, being cloud-based, the data within Sage 
Intacct is always accurate and up-to-the-minute. 

Another value-add for Rob is the improved transparency of the data. “It allows me greater insight 
than when we were using Sage50. If a number looks a bit odd, I can simply click on it and it will 
show me what’s actually created those figures.”

Simple and streamlined but capable of more 
On a day-to-day basis, ContactEngine uses Sage Intacct to produce its monthly management 
accounts and monitor cashflow, but they know that the software can do a whole lot more.

“We’re using Sage Intacct quite simply at the moment as we only went live with the software less 
than six months ago. However, there are definitely more complex capabilities of Sage Intacct that 
I anticipate us using in the future,” explains Rob.

The next step for the business is to start using the software to manage company expenses, and 
after that Rob believes Sage Intacct will be able to help ContactEngine deal with a growing issue 
in the US involving sales tax.

“This is likely to become really complex as a legal case at the moment plays out involving the way 
each state in America collects sales tax. Luckily, Sage Intacct can integrate seamlessly with a 
bolt-on software that would help us manage that,” adds Rob.
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About Sage Intacct
Sage Intacct is the innovation and customer satisfaction leader in cloud 
financial management. Bringing cloud computing to finance and accounting 
Sage Intacct’s innovative and award-winning applications are the preferred 
financial applications and rated the number one accounting software solution in 
customer satisfaction by G2. 

ContactEngine is no 
longer relying on old 
processes; now they 
are set up for growth.

“We were creaking at the seams with 
our reliance on spreadsheets and 
our old software. If the business 
suddenly acquired another company, 
we couldn’t have coped. Now we 
are set up ready for future growth, 
and the auditors are happy.” 
Rob Carter, Head of Finance, ContactEngine

Future proofed
Asked what would have happened if the business hadn’t made the switch to Sage 
Intacct, Rob laughs and says, “We’d still be getting a bashing by the auditors”.

“Seriously though, we were creaking at the seams with our reliance on spreadsheets 
and our old software. If the business suddenly acquired another company, we 
couldn’t have coped,” says Rob. Now, he feels confident that ContactEngine are set 
up and ready for future growth both across the UK and US – and even beyond – with 
the help of Sage Intacct’s currency conversions and revaluations. 

When speaking about the impact that Sage Intacct has had on ContactEngine’s 
future, Rob reiterates the value of being able to work on a transaction-by-transaction 
basis from both an accuracy and efficiency perspective. He concludes, “Now we are 
set up ready for future growth, and the auditors are happy.”
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