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To optimise 
efficiency and 

reduce costs while 
ensuring great 

benefits for 
customers too. 

Project Objectives  

 

“This is a long-term 

relationship . . . can’t 

wait to see what the 

next upgrade will 

bring in terms of 

even more flexibility 

and other benefits.” 
 

EK Services is an award-winning 
services organisation working in 
partnership with Canterbury City 
Council, Dover District Council and 
Thanet District Council to deliver and 
support their HR, ICT, Customer 
Services and Revenues & Benefits 
operations. 
 
As part of this they have a single 90-
seat contact centre to communicate 
with customers, sharing a centralised 
rostrvm platform across three 
different locations – Canterbury, 
Dover and Thanet, plus homeworking 
capability. They benefit from: 
 
 Inbound call management. 
 Outbound, including skills 

routing. 
 IVR. 
 CallBack functionality. 
 Call recording for quality 

assessment and compliance. 
 Email routing. 
 
The challenges 
 
Local councils have to make cost 
savings more than ever these days 
and still provide good customer 
service. Originally, Canterbury City 
Council brought rostrvm in to provide 
services to the Canterbury contact 
centre alone back in 2008. This had 
been working very well and then 
Dover implemented rostrvm too.  
 
In order to optimise efficiency in their 
operations, the integration of local 
services was discussed between 
Canterbury, Dover and Thanet but 
they needed to ensure great benefits 
for customers too. 

The solution 
 
During discussions the concept of 
using rostrvm’s flexibility and 
functionality even more was 
considered across the three sites. By 
sharing a single rostrvm platform 
several advantages could be enjoyed, 
including shared costs, shared 
development and support – and, 
crucially, customers would benefit 
from a seamless service.  
 
So all three council contact centres’ 
services were integrated onto one 
rostrvm platform, allowing a virtual 
contact centre covering about 24 
services. This involved aligning the 
skills of staff across the three 
locations and enabling economies of 
scale to be realised.  
 
One team administrates it all, headed 
by Lola Leveridge, Operational 
Development Team Leader at EK 
Services, who has used rostrvm since 
it was first implemented at 
Canterbury City Council.  
 
Lola explains, “There are numerous 
advantages to having a shared service 
with rostrvm; firstly, contact centre 
advisors can work at any of the three 
sites, whichever is convenient, and 
they can also work from home. This 
provides massive flexibility.”  
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EK Services works in partnership with Canterbury City Council, Dover District Council and 
Thanet District Council to deliver and support their HR, ICT, Customer Services and 
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“The staff have been 
trained by the 
Rostrvm project 
team so that they 
can configure the 
system as needed - 
just implement the 
necessary licences 
and off they go.” 

 

Highlight  

The results 

Teams are skilled in all areas of service across the locations, so can take a call or 
email from any site. For example, if a council tax query is picked up at Dover, it 
can be dealt with at Thanet or Canterbury, as required. At peak times calls and 
emails can be shared, to balance out the contact volumes received at any one 
site.   

They can also blend based on skills routing, feeding calls to the most appropriate 
and available advisor. They can make changes instantly, reacting rapidly to 
feedback or new circumstances by making changes to agents’ scripts. 

IVR messages can be changed when necessary, in line with seasonal operations. 
Customers can press to be put through to their required department, so agents 
don’t have to pass calls around. About 20% of basic enquiries are handled by 
automated IVR now.  

When the lines are really busy, rostrvm CallBack is blended with inbound calls and 
email and is prioritised according to service level agreements. 

Lola says, “A great benefit now is being able to have web forms capturing 
customer information – their name, telephone number, email and what the 
enquiry is about – this is sent through to the contact centre, which helps speed up 
communications. The contact is routed through to the most experienced team 
member in the particular area, which results in a greater number of First Call 
Resolutions and improves customer satisfaction.”  

At the end of every call intelligence is captured about what it was about – e.g. if it 
was Council Tax there might be say, eight different reasons for calling – was it 
regarding a bill received; or a recovery notice; was it because of a move? This 
information allows the teams to benchmark their key activities and test the 
success of various marketing campaigns etc.  

Lola explains, “For example, at the moment we are encouraging customers to self 
serve using our online forms to save them time queuing for an advisor, also the 
forms are available evenings and weekends when we are closed; so now 
customers can fill out the form if they’re moving or report a change. We are able 
to benchmark its success by measuring how many customers have completed 
since we had the online forms compared to previously. It has proved to be a 
major benefit.”  

They can also capture call recordings and store them on the rostrvm system. 
They’re easily retrievable when they need to hear a specific recording for training, 
quality and compliance purposes.  

rostrvm’s functionality has enabled the service to be extended to other teams, 
not just the contact centre. The staff have been trained by the Rostrvm project 
team so that they can configure the system as needed - just implement the 
necessary licences and off they go. 

The Corporate Income team, which works across multiple locations, is now using 
rostrvm; the Business Rates and some EK Housing teams are also utilising it. 

Lola adds, “We all see the value of the Intelligence and Reporting stats provided 
by the rostrvm system. This is a long-term relationship and we’re looking to 
introduce fully-blended web chat in the future and can’t wait to see what the next 
upgrade will bring in terms of even more flexibility and other benefits.” 

Software used 

rostrvm CallDirectorACD 
 
rostrvm OutBound 
 
rostrvm MultiChannel  
 
rostrvm CallGuide 
 
rostrvm CallBack 
 
rostrvm AutoAgent  
 
rostrvm AuditLog 
 
rostrvm Manager 

Case study continued: 
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Flexible commercials 
 

Truly integrated 
functionality 
 

Future-proof and cost 
effective 
 

 

Topic 

Our applications allow our 

customers to work profitably, 

productively, efficiently and 

with accountability. Start from 

scratch or use rostrvm to work 

in harmony with your existing 

technology and add new 

features and functions at a 

fraction of the cost of other 

suppliers. 

Highlight  

Just add rostrvm 
 
rostrvm simplifies your existing call centre and back office technology and processes so that 
they play well together.  We do this with innovation and flexibility; qualities that are all too 
rare in a market that is largely served by traditional offerings from the traditional vendors 
with the traditional limitations. 
 

 We deliver tailored solutions and a unique combination of benefits that leave our 
competition standing: 

 

 Commercial frameworks that really benefit your business. rostrvm works on site or 
hosted in the cloud and can be acquired on a capex, opex, subscription or pay-per-
use basis. 

 

 Support and improve any telephone system and IT environment. Why throw away 
your existing investment when you can enhance it cost effectively and with minimal 
risk? 

 

 A truly integrated platform that supports truly integrated functionality. One 
administration, configuration and information environment for total control of 
inbound, outbound and back office contact and processes. 

 
Our company 
 
We’re a British software company. We design, develop and support the rostrvm suite of 
applications with a dedicated team of experts all based in Woking, Surrey UK. 
 
We have a very demanding and loyal customer base that relies on us for the provision and 
support of their core call handling and process management functions. See our web site for 
more case studies. 
  
As a privately held company we maintain a strong culture of independence which is 
increasingly rare in our market sector. We see our independence as a major benefit to our 
customers and partners - it guarantees the openness of our technology and the 
objectiveness of our approach and advice. 
 
What now? 
 
You can find out more about our stuff and what we do with it on our web site. If you like 
what you see why don’t you drop us a line or give us a call to arrange a meeting? – we’ll 
make it worth your while. 
 
All of our people are call centre and process management experts with years of experience. 
We’re used to dealing with all sorts of people, from those who know exactly what they 
want to those who haven’t got a clue! 
 
We don’t have all the answers but you can be sure of the knowledgeable approach and the 
can do attitude that consistently meets and exceeds the expectations of our customers so 
they can do the same for theirs. 
 
We look forward to hearing from you soon. 
 

Rostrvm Solutions Limited is  
ISO 9001:2008 accredited for all 

 business processes and procedures. 

About Rostrvm Solutions: 
 
 

To find out more call us on 0800 6122 192 or visit www.rostrvm.com 
 

rostrvm®, CLIPboard®, Invex®, Switchless®, CallManager®, AdVisor®, rostrvm CallGuide®, ScreenPhone®, OutBound®, 
CallDirector®, rostrvm CallBroker®, ControlCentre®, InterAct®, AutoAgent®, ToneType®, rostrvm AuditLog®, 
ReportWriter®, SuperVisor® and rostrvm InterFace® are all registered trade marks of Rostrvm Solutions Limited. 
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