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Implementing future-proofed 
communications to service a 
75-seat call centre 

“The system we were working with had no flexibility to 
deal with multi-skilled staff. We needed to physically move 
the agent from one group to another and back again. This 
took up a lot of management time.” 
Sue Earnshaw, Operations Director, Premier Holidays 

Summary 

Premier Holidays is a privately 
owned, independent tour operator 
with over 75 years experience in 
selling holidays. It tailors holidays 
to suit individual needs and desires.  
This business practice demanded 
skill based call routing to service a 
75-seat call centre. At the heart of 
the solution is a Siemens HiPath 
3750 with bespoke call management 
software that increased call centre 
productivity, delivered real-time 
agent statistics to increase account-
ability and auto attendants that fil-
tered product specific calls to the 
relevant agents. 

Challenges 
• Improve system flexibility to 

deal with  the randomized nature 
to high call volumes specific to 
the industry 

• Remove the time wasted by 
management by physically mov-
ing agents from one group to 
another 

• Reduce costs incurred from a 
legacy telephone system 

Solution 

• Siemens HiPath 3750 with fea-
ture-rich telephony  and voip 
capabilities 

• Bespoke call management soft-
ware 

• 75 individual agent wallboards 

Benefits 
• Ability to return missed calls to 

quote for a booking. Beat the 
competition 

• Calls routed intelligently to the 
relevant agents 

• Future-proofed telephony and 
cost reduction from the offset 

 



Providing communications for the open minded 

Opus Telecom            
www.opustelecom.co.uk 

Premier Holidays is a privately owned, inde-
pendent tour operator with over 65 years experi-
ence in selling holidays. Their independence 
ensures customers have the widest choice of 
destinations, grades of accommodation and air-
lines to match every pocket and every dream. 

 

Their approach to tour operating means every 
aspect to booking a holiday is tailored to suit 
individual needs and desires. It is this business 
practice that demanded skill based call routing 
technology to service a 75-seat call centre. 

 

Sue Earnshaw, Operations Director to Premier 
Holidays comments: “We were working with an 
old Featureline system that tied us completely to 
our previous supplier. The system was very lim-
ited in reference to what statistics could be pro-
vided and there was no flexibility to deal with 
multi-skilled staff. Agents were designated a 
group and if calls were queuing in another 
group, they couldn’t be fed to them. To over-
come this, we needed to physically move the 
agent from one group to another and then back 
again. Consequently this took up a lot of man-
agement time!” The brief was to design a solu-
tion that enhanced Premier’s call centre produc-
tivity, deliver real-time statistics and a level of 
agent accountability through the provision of 
individual ‘wallboards’. System flexibility was a 
key attribute to the solution, so the randomized 
nature to high call volumes in the travel industry 
could be catered for. The challenge was set and 
as Sue says: “The system we were working with 
was old technology, which meant our previous 
supplier was withdrawing its support. We 
needed to implement new telephony and ensure 
it was going to be future-proofed.” 

Premier Holidays had a very clear vision of 
what they wanted from the outset. Roland Hop-
kins, Opus’ Technical Director, recounts: “It’s 
refreshing to work with a client who really 
knows what they’re looking for. After the first 
planning meeting, it became apparent many 
more would follow due to the complexities in-
volved.” Five meetings later, a solution was ta-
bled. 

 

Opus proposed utilising a Siemens HiPath 3750 
to drive 120 extensions, including a 75-seat call 
centre. In partnership with Swan Solutions, the 
call management element to the requirement 
was tendered with the suggested use of detailed 
agent reporting to generate real-time productiv-
ity statistics and individual ‘wallboards’ so the 
agent can monitor the number of calls queuing, 
missed and taken. The same software would 
also tag the caller identity of missed calls and 
allow these to be actively returned. Auto atten-
dants were included to ensure incoming calls 
enquiring about specific products were routed to 
the relevantly qualified agent. During peak call 
periods the system needed to be flexible enough 
to force calls from one group to another to en-
sure holding times are kept to a minimum and 
qualified agents are available to take the enquir-
ies.  
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With a solution agreed and in an effort to keep 
staff disruption and downtime to a minimum, 
Opus scheduled the hardware phase of the in-
stall to be completed overnight and during the 
run up to Christmas.  

 

The next stage was to implement the call man-
agement software and as Roland remembers: 
“The project looked straightforward on paper. 
We compromised with certain features to keep 
on budget, but needed to deliver enough teleph-
ony technology that would satisfy the original 
requirement. However, this was always going 
to be the one area where things could go 
wrong!” Opus and the Swan development team 
were pushing the Siemens switch to its limits 
and adapting call management software around 
very specific requirements. The system was up 
and running by mid December, but as we 
moved into the New Year, serious problems 
occurred in respect to calls getting lost in the 
system. Roland comments: “We could see the 
error, but weren’t sure whether it was the 
switch or software related. We weren’t getting 
these errors before Christmas and put this 
down to the low call volume experienced at 
this time. It quickly became apparent that as 
soon as January’s peak call period started, the 
errors increased and the reality of Premier los-
ing business was concentrating my mind.” Af-
ter several controlled tests, the problem was 
isolated to a software error in the switch. This 
required a rewrite using Siemens resources 
based in Germany. Sue adds: “We realised that 
the requirement was going to be a tall order 
due to the demands we put on a phone system. 
We had high expectations of the system, but 
soon realised it was necessary to compromise 
on some things. However, Opus always lis-
tened to what we wanted and their technical 
department tried to devise workable solutions 
to keep us communicating until the software 
rewrite happened. There was a lot of trial and 
error, which was frustrating for everyone, but 
Roland remained reassuring that the issues 
would be resolved.”  

 

With the new software downloaded onto the 
switch, the system was fired up and tested. Cer-
tain errors were fixed, yet a number of calls 
were still getting lost. An improvement on the 

It was to take two further software versions and 
a lot of patience for Premier Holidays to realise 
the powerful benefits bespoke telephony man-
agement software has over call centre produc-
tivity. Sue’s thoughts after the installation 
were: “Whilst it took some time to resolve a lot 
of the problems, we initially went with Opus 
because we felt we could trust the company 
and more importantly, the people we were 
dealing with. Their solution is realising a num-
ber of immediate benefits, notably the reduc-
tion in call charges, but the very fact we are 
able to return missed calls means we can quote 
on a booking which might have otherwise gone 
to a competitor. Conversely, we can track 
whether that missed caller tried again later and 
got through. Most agents and clients are very 
impressed that we have the facility to do this 
and it shows that we value our customers 
enough to get back to them. The overall pro-
ductivity of the call centre has improved, with 
targets being set and met through enhanced 
reporting and ‘wallboard’ functionalities. 
Agents are becoming more accountable for 
their actions and their focus improved with the 
provision of minute by minute performance 
statistics.”  

 

In Premier Holidays, Opus has learned invalu-
able lessons that’s further improving the way it 
tenders, wins and installs large enterprise deals. 
The provision and subsequent maintenance of 
Premier’s multi-functional call centre serves as 
a benchmark to Opus’ abilities within the tele-
com market place. However, Roland Hopkins 
has the last word: “Success is only guaranteed 
with the customer on your side!”  

 

“We initially went with Opus because 
we felt we could trust the company and 
more importantly, the people we  were 
dealing with” 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


