


The Solution

Concert provided a hosted telephony solution, which allowed all five Now
Vauxhall sites to use the same remotely managed system. Now Vauxhall’s
requirements were addressed via the following deliverables:

e Call flow management is handled initially by a centralised in-house
team of receptionists, who instantly transfer callers to any extension
on any site.

¢ Productivity reporting is provided via an Internet-based wallboard
application, which displays a range of information such as the number
of calls received and the average time to answer, alongside performance
figures for each operator. The wallboard allows managers to plan for
busy periods, keeping customer service optimised.

e Comprehensive system management is facilitated via the system’s
management portal. The portal allows the Now Vauxhall receptionists
and IT team to easily manage the telephone system in real time e.g.
users moving location, changes to hunt groups, adding additional users,
bank holiday call flows etc.

e Future proof, robust, reliable infrastructure ensures uninterrupted
service. Capital outlay is minimal and unlike traditional telephone
systems all system upgrades are automatic and included within the
monthly fee. Equally important, given Now Vauxhall’s growth plans, is
the solution’s complete scalability.

The Benefits

® 20% reduction in reception staff overheads. Due to the system’s
increased functionality, Now Vauxhall’s reception staff overheads have been
reduced by 20%, scaling down the number of receptionists in head office
from five to three.

¢ Improved customer service. The system helps Now Vauxhall to capitalise
from incoming calls, ensuring callers are handled efficiently at all times.

¢ Flexibility and control. Concert’s hosted system provides Now Vauxhall
with complete operational flexibility and scalability with the ability to
modify call flows and hunt groups in minutes.

e Cost savings. Now Vauxhall’s hosted telephony system operates as a
single system, facilitating free calls between sites.

The system has helped Now Vauxhall to both significantly improve the
service experienced by their customers, while simultaneously reducing
their costs. The company is now able to maximise the return from incoming
enquiries, whilst responding efficiently to customers, making it much more
likely that they will keep returning.
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Tools for success

Concert’s hosted telephony
system has given Now
Vauxhall the tools we need
to help provide an excellent
level of telephone service.

The wallooard has been

an invaluable management
tool, enabling us to build

up an accurate picture of

our incoming and outgoing
calls, which help us make
intelligent decisions relating to
staffing and query handling,
whilst giving us a benchmark
for continual improvement.

Jon Taylor
Managing Director, Now Vauxhall

Contact us

To find out how Concert can help

improve your business communications

by using the latest technologies,
call us on: 0808 208 2400,

or visit our website:
www.concertnetworks.co.uk

for more information.

Concert, 3 Tabley Court, Moss Lane,
Knutsford, Cheshire, WA16 OPL

0808 208 2400
contactus@concertnetworks.co.uk
www.concertnetworks.co.uk




