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INtelligent solution at the busy theatre venue has Ii
both customer service and internal communications

Customers naturally expect to receive a high quality performance when they visit the the
they are looking for prompt, accurate information and a smooth and pain free experienc
tickets. With over thousands of calls per month coming into the box o ce, this busy venu
solution that would deliver on this expectation. When the box o ce is open there are, an
ready to take calls and, with some tickets very costly, sta take great care not to rush pe
making their bookings. Decisions on manning levels within the box o ce are a managem
with the need to balance customers’ expectation of excellent customer service against t
overhead costs.

E cient Handling of Inbound Calls Delivers Enhan

Service

One solution identi ed to assist with this challenge was to provide an automated voice S!
obtain information relevant to their enquiry in situations where they don’t, necessarily, ne
of sta personally. Examples identi ed within the venue include performance running tims
seats and information on standard areas such as the returns policy and support for disa

Today, the theatre is using a carefully implemented automated call answering service. C
the information they require by using their telephone keypad to select from a list of spok
hears a prerecorded announcement providing the information requested. Maintaining tF
approach, the option to wait to speak with one of the box o ce sta is always available. T
30% of the calls into the box o ce to be handled swiftly and e ciently, providing the preci:
without them having to wait till a member of sta is free to take their call. This ensures th
available to assist those customers requiring a more personalised service.

Implementation

A TeleWare server was installed on-site and connected to their existing PBX (Private Br
via a DPNSS (Digital Private Network Signalling System) link. The server was con gurec
into the box o ce. The intelligent Auto Attendant (iAA) application was deployed to provi
using simple voice response menus. IT sta at the theatre were able to readily modify th:
to meet ongoing changes in requirements. The pre-recorded announcements heard afte
readily updated by any authorised person using any telephone within the theatre. No tra
particular announcement, the person dials a speci ed number to access the IAA applica
primary function, the same installation provides voice mailboxes for around 500 ROH st
costs of the services creating a Return on Investment of under two years.
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