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providing the vital link Outsourced contact centre and fulfillment services

bss is a market leader in the provision of high quality
outsource contact centre and fulfilment services to
clients in the public, voluntary, broadcasting and
commercial sectors.

A prestigious client list includes such organisations as
Learndirect, Macmillan Cancer Support and Big Lottery
Fund. With over 30 years experience bss provide a range
of outsource contact centre services from short term
campaigns through to 24 hours a day long term
contracts.

The services provided include:

Helplines

Response Handling
Customer Service
Distribution and Fulfilment

Payment and Donation Processing

From straightforward information provision to dealing
with enquiries of a more complex or sensitive nature,
bss provide a quality product, focused on the client and
the end user. The bss aim is to enable individuals to take
action to improve the quality of both their lives and
society in general through the provision of information
and advice.
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Due to the growing client base and the resultant
increase in both volume and breadth of campaigns,
bss required a solution that would enhance its call
centre performance while accommodating this
growth. The requirement was for a system that
would easily integrate with the existing
infrastructure that included a knowledge
management system, telephony system and
logistics/distribution system.

In summary, the requirement was for a system
that would:
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Provide a unified desktop for agents
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Support agents during calls
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Validate data on entry
:(03: Reduce training time for agents

:@: Rapidly create complex scripts

After a review of available options synTelate was

selected as being the most appropriate solution to
meet these needs and support the future growth of

bss.
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synTelate integrates all applications used within
the call centre and provides a consistent and
unified desktop for agents. synTelate allows each
client campaign to be individually branded by bss
so that agents are provided with clear guidance
on the client calls that are being handled.
synTelate also presents the internal knowledge
management system to agents to ensure that
they are able to respond to calls as efficiently and
effectively as possible.

It is imperative that the data gathered by bss is
accurate. synTelate provides the tools to
minimise the margin for error on data entry
thereby allowing bss to provide detailed reports
to its clients from the campaigns.

The Big Lottery Fund is one of bss clients that
benefit from synTelate being used to handle its
calls.

“synTelate is very flexible and allows us to record
everything we need to know about each call.

As well as the quantitative data, such as where
the caller heard about the service, it enables us
to capture plenty of anecdotal feedback about the
caller’s situation and requirements.

Web: synTelate.com Email: sales@synTelate.com
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This level of information is crucial to Big and
often helps inform our policy. The advisor team
use synTelate to email complex queries straight
through to Big’s Information Team. With
synTelate, bss can also make changes

to screen layout and content very quickly, which
is really important with the nature and number of
funding programmes we have coming on board. It
also allows advisors easy click-access to related
websites and our knowledge management tool
which helps promote consistency of information
and speed of delivery,” comments Eoin
Heffernan, Head of Information Services, Big
Lottery Fund.
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“Using synTelate has significantly improved the

way we do business. Our processes are more
streamlined allowing our business to react
quickly to changes to existing client campaigns
or when new clients come on board. Our agents
require very little training between campaigns as
synTelate provides a consistent user interface,”
comments Karen Ditchfield, Contract and
Operations Manager, bss.

“synTelate is a flexible system that requires very
little support from the IT department allowing
the call centre operations team to create and
edit campaigns.”

If any further endorsement of the benefits of
synTelate were necessary, its worth noting that
the number of agents using synTelate has more
than tripled since initial implementation within
bss.
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