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Professional Quality Leaders

Case Study:

Enhancing Customer Service Levels in Yorkshire

SPS Doorguard Ltd
296 St. Vincent Street
GLASGOW

G2 5RU

T: 08457 62 65 42
F: 0141 243 2221
E: sales@spsdoorguard.com

Residents benefit from SPS Out of Hours Call Handling
solutions

For a major housing association in Yorkshire, reacting to the needs of its
huge number of residents is paramount for the organisation, which relies on
an Out of Hours Call Handling Service to respond to emergencies when its
offices are closed.

In January 2008, as a result of an SPS online marketing campaign, the
housing association made an enquiry about the provision of Out of Hours Call
Handling Services. Later that month, following an initial meeting at the
National Housing Maintenance Forum, Graham Tweed, Maintenance
Manager, and Shirley Duffus, Director of SPS Doorguard, began to shape the
objectives of the tailored solution that would become the housing
associationds new Out of Hours Calll
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Professional Quality Leaders

SPS Doorguard Limited

Identify poor performing contractors
Update the housi ng as stime vimarcHomwse6s system in real
Maximise customer satisfaction, for both residents and employees

Improve on the service provided by previous supplier

<N NS S

Generate daily, weekly and monthly reports

Prior to the implementation of the SPS solution, discussions were held with Helen Ryan, Repairs Call
Centre Helpdesk Manager, and her team of 15 employees. Together they handle the calls of 16,500
residents and it was vital that SPS were able to mi

associationds cal l centre closed at the end of t he

SPS were able to demonstrate its experience, knowledge, expertise and willingness to listen to the
requirements of its customers. Subsequently, after 3 more meetings between SPS and the housing
association, SPS had fully trained its own call centre team of 30+ employees to meet the demands of the

customerds service specificdt imen, yisnelmu diam g Hiolhues eds e

6arcHoused is provided by Orchard and is an except.i
and Housing Associations. One of the most important aspects of the contract was for the supplier to be
able to use 6arcHoused to update the housing asso

great proficiency.

The contract was awarded on 1st October 2008 and implemented with immediate affect. Within the first

month SPS had made significant improvements on the service provided by previous suppliers, and

satisfaction amongst residents was massively increa
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SPS Doorguard Limited

customer service.

AfThe customer had great confidence in our abilities
closed their offices for training and seminars. In one morning we serviced nearly 1,000 calls, managing

repairs, processing orders, instructing contractors and following up jobs that had already been passed.

We mirrored their
excellent day time
call centre without
any di ffi
Shirley Duffus,
Director of SPS.

All of the
customer 6
including the call
centre, were
closed over the
festive period and
SPS handled
3,000 calls,

managing all types

of repairs from gas
central heating system problems, communal lighting failures, broken communal fridges, problems with

solid fuel and lock-out situations.
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296 St. Vincent Street
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