
Staffordshire furniture repair fi rm Ecomaster has 
hired fi ve new staff to work in its contact centre
after a review of its operations by telecoms experts Armstrong Bell 
revealed that it was handling 75 per cent more calls than reported.

Telephony audit rings change for Staffs fi rm with fi ve new

contact centre jobs created

Ecomaster books service visits for its nationwide network 
of repair technicians each week, all set up by telephone.  
Staff reported that they constantly felt inundated with 
the volume of calls they were processing, despite their 
telephone system reporting seemingly modest numbers 
of incoming calls to handle. 

Charlotte Turner, offi ce manager at Ecomaster, said: “As 
a contact centre – processing customer requests and 
arranging appointments – we know it is essential we have 
the right number of skilled staff available to match call 
volumes. But things just didn’t add up – staff were under 
pressure to cope, but our phone system was telling us 
everything should have been okay. Our team is small and 
hardworking, so it’s easy to be intuitive about workloads. 
But intuition wasn’t matching the data.” 

Ecomaster called in Bromsgrove-based telecoms 
specialist Armstrong Bell to review their system and see 
what improvements could be made. 

William Copley, Managing Director for Armstrong Bell, 
commented: “Although Ecomaster’s previous system 
was only six years old, it clearly wasn’t coping with the 
rate at which their workload had increased. 

“Advances in technology means that facilities which were 
prohibitively expensive when the system was installed are 
now either included in new system packages as standard, 
or are available at only modest extra cost. It was better 
value to replace the system in its entirety rather than trying 
to upgrade it.  

“I was astonished - we knew 
that something wasn’t right, 

but we hadn’t imagined 
that we were working 75% 

harder than the call logs were 
showing. No wonder we were 

feeling the strain.”

Find out more information at www.armstrongbell.co.uk
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“The system we installed has all of the statistical reporting 
features vital for managing a contact centre effi ciently, 
as well as an additional call recording package. Within 
the fi rst weeks of operation it revealed that the previous 
system had been under reporting call activity by 75 per 
cent.”

Charlotte said: “I was astonished – we knew that 
something wasn’t right, but we hadn’t imagined that we 
were working 75 per cent harder than the call logs were 
showing. No wonder we were feeling the strain.”

“Because our part of the business relies on speaking to 
people at home to arrange appointments, it’s important 
that we are able to speak to them at times they are available 
and not just set up a game of answer-machine ping pong. 
The new reporting features have accurately highlighted 
peak times, enabling us to make more staff available. It 
has also shown up abandoned calls, which has led to us 
create new jobs and extend our operating hours. The call 
success rate has improved, particularly for evening and 
weekend shifts. I believe that we are delivering the best 
service to customers that we possibly can.

“We now also have call recording as standard. This 
is unbelievably helpful as a team member is able to 
instantly go back to a call to review exactly what has 
been said. Sometimes we use it to clarify details, other 
times to remind ourselves and customers of exactly what 
was agreed during a call. It’s also had the unexpected 
advantage of being able to let our technicians hear exactly 
the appointment details we have arranged for them with a 
customer, which has improved their confi dence about the 
appointments we are setting up for them.”

Armstrong Bell is an authorised NEC reseller and provides 
telecoms solutions for businesses across the UK. 

For further information call Armstrong Bell on 
01527 834850 or email info@armstrongbell.co.uk.
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“Although Ecomaster’s 
previous system was only 

six years old, it clearly 
wasn’t coping with the rate 

at which their workload 
had increased.”


