
 

WHY DID KEYCARE NEED A NEW PHONE SYSTEM? 

Keycare had limited knowledge of the types of calls they were receiving, along with the quantity of 
these calls, so installing a new phone system would allow Keycare to gain this key insight and 
improve their business workflow, being able to allocate resources more efficiently. 

Keycare’s existing system also had limited reporting features available, making it difficult for them to 
analyse performance and build an even better customer service experience for their callers. Statistical 
analysis was difficult and time consuming on their old system, and a new phone system would save 
them time and provide greater insight for their staff. 

WHICH SYSTEM DID WE USE? 

We implemented an Ericsson-LG iPECS solution for Keycare, as this would allow them to manage 
much of the system in-house, removing the time-consuming nature of relying on 3rd parties for 
maintenance and changes. 

Keycare had over 70 different phone numbers, each requiring different greetings, call flows and 
statistical analysis. The iPECS system was able to handle all of these different settings and numbers, 
allowing Keycare to manage all of their call flows efficiently and reliably. 

WHICH APPS DID WE USE? 

We also installed a ContactQ system that would allow Keycare to better manage and report on their 
calls, solving their issue with statistical analysis and allowing them to improve customer experiences. 

With the benefits of ContactQ, Keycare were able to understand why and when customers are likely 
to call and have been able to adapt processes and procedures to answer calls and queries quickly 
and efficiently. 

Specific Features: 

• LIP 9020 handsets 

• ContactQ 

WHAT BENEFITS HAS THE SYSTEM PROVIDED? 

By prioritising agents with specific skill sets, Keycare have been able to improve efficiency in their 
contact centre, making sure calls are directed to the correct agents. Having a more efficient contact 
centre has meant that Keycare has been able to improve the experience they offer to customers. 

Callers to Keycare often need urgently attending to, needing a locksmith to solve problems that can 
often be distressing and time sensitive. Being able to handle calls from these customers quickly and 
with a very high level of service means Keycare can reassure customers, understand their situation 
and help them in the best way possible. 
 
WHAT ARE YOUR CHALLENGES? 

If you’re experiencing similar problems to those that Keycare used to face, and need to speak to one 
of our experts to find out what solutions you might need and how they could improve and grow your 
business, then please get in touch. 

 

https://www.yorkshiretelecom.co.uk/contact-us
https://www.yorkshiretelecom.co.uk/contact-us

