
Concert installed a hosted telephony system, which addressed all Key 
Properties’ needs.

Callers to the main number are now met with an auto-attendant which directs 
them to the right department, saving time and money. Unanswered calls are 
automatically redirected.
 
The hosted system means calls can be transferred just as easily from desk to 
desk, as from office to office. New sites in new cities can also be added with a 
minimum of fuss.

The Concert team also installed a System Management Tool (SMT), an intuitive 
web-based interface, giving Key Properties’ managers the ability  to administer 
the system however they see fit.
 
To further improve their corporate image with also gave them some lovely new phones.

The Solution

The Requirement:
Key Properties were keen to make their whole customer experience more enjoyable by:

•	 Ensuring customer calls were answered quickly and by the correct people.

•	 Having the ability to transfer calls seamlessly between different offices.

On a practical level they wanted to make sure they could respond quickly to the 
demands of their business, by having the ability to add additional users and offices 
quickly and with minimum effort.
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Key Properties

The Challenge
Key Properties had outgrown their existing NEC telephone system – installed 
just 12 months earlier. It was very basic and difficult to manage across 
their sites, meaning customers were left frustrated when calls ended up at 
the wrong desk, were lost or could not be transferred easily. Sometimes 
customers had to be asked to call back on a different number.
 
With plans to open more offices in other cities, Key Properties also needed to 
be able to install a new telephone system in new sites, quickly and efficiently.

Key Properties is a residential letting 
agency based in Salford, dealing 

with high-end developments around 
Manchester and Salford Quays.

Established in 2003, their 
commitment to providing top level 
service to clients has led to them 

becoming one of the North West’s 
top specialists.

Starting from a single office in 
Salford Quays, they recently 

undertook an expansion 
programme, opening new offices in 

Manchester and Liverpool, which 
is where Concert were called in to 

offer their expertise

We enjoy working with Concert. 
They understand the importance 
of good customer service. They 

remain focussed on helping 
us provide our customers with 

the best possible telephone 
experience, using a first class 

system that’s easy to manage.

Saf Ali, Managing Director


