


The Solution

Concert provided TheHutGroup.com with a series of new 0844 numbers,
integrating these and their old numbers into a ‘cloud-based’ inbound call
management system. This solution handles and delivers inbound calls
to the existing systems and continues to deliver the following benefits to
TheHutGroup.com and their customers:

e Superior customer support by providing comprehensive queuing
functionality, which queues calls even when the physical infrastructure
or call centres are operating at maximum capacity. This ensures no calls
are lost as a result of ‘dead’ or engaged tones.

e Productivity reporting provided via an online portal, allows managers to
predict call volumes for busy periods and plan ahead. For example in the
run up to the busy Christmas period, managers used the call reports to
plan for the increase in call volumes, by recruiting additional operatives.
Concert were also asked to address the infrastructure limitations, by
supplying an additional ISDN30 circuit.

e Business continuity in the event of an emergency e.g. power cuts, adverse
weather conditions or fire, by redirecting calls to alternative sites. See
‘Putting Concert to the test’ in the red panel to the right, for an example of

how Concert’s system maintained service during a series of power cuts.

e Qverall cost reductions were made by consolidating TheHutGroup.com’s
multiple telephony suppliers and services, transferring all telephone lines
and calls over to Concert. TheHutGroup.com now contact Concert’s
dedicated support centre, resulting in quicker resolution times, managed
by a single point of contact.

TheHutGroup.com’s IT Infrastructure Manager, John Dawson said:
“Concert’s telephony solutions and sound advice have had a significant,
positive impact on our business. The Concert team have played an
important part in helping us meet our ambitious growth plans in 2010.”

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.

case study: TheHutGroup.com

Putting Concert to the test

The solution that Concert put
in place for us proved to be
invaluable when we recently

experienced a series of
36 hour power cuts.

We used the call management
system’s web portal to

set-up voicemalil on each of our
numbers, notifying callers of the
outage and advising them when
the office would re-open.

Concert's telephony solution
has given us peace of mind.
We feel confident that our
systems are well placed to
help us manage any future
interruptions to the business.
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