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~ Sainsbury

Sainsbury Sends Competition Packing
with Mitel IP Telephony Solution

CUSTOMER NEEDS

* Replace aging key system PBX with
future proof IP system

o Accommodate rapid growth
o Allow advanced customer handling
SOLUTION COMPONENTS

o Mitel 3300 Integrated Communications
Platform (ICP)

e Mitel 5201 IP Phones
o Mitel Your Assistant
RESULTS

o Improved personalization of customer
service delivery

e Integration of Windows computer
applications with phone system

Solution

John Coughlan is convinced that customer service excellence is the key to
rapid growth when it comes to the rough and tumble of the ultra-competitive
packaging industry. John runs Sainsbury, a company based in Sydney, Australia,
that specializes in producing corrugated boxes and retail point-of-sale

display solutions.

With approximately 40 staff, Sainsbury relies heavily on telephone based
sales and customer service. Competition is fierce.

To ensure that clients keep coming back, Sainsbury rolls out the red carpet.
Personal attention is their passion. From start to finish, Sainsbury’s customer
service team is expected to personally handle every aspect of a client’s
requirements, without requiring the call to be transferred between

team members.

So when rapid growth led to growing pains for their voice system, Coughlan
decided that it was time to move immediately to IP Telephony. “We needed

a system that could grow with us, and help us continue to innovate in our
customer service delivery,” Coughlan explains. “We chose a Mitel IP Telephony
solution because we wanted to take our customer service delivery to the

next level.”
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ABOUT SAINSBURY

Business type: Manufacturer of corrugated
boxes and retail point-of-
sale display solutions.

Customers: Businesses of all sizes

Location: Sydney, Australia

“We needed a system that
could grow with us, and help
us continue to innovate in our
customer service delivery. We chose
a Mitel IP Telephony solution
because we wanted to take our
customer service delivery to
the next level.”

— John Coughlan,
Sales Director, Sainsbury

Sainsbury

For Sainsbury, it is critical that every client inquiry is correctly routed to the
most suitable customer service team member — first time, every time.

To meet their exacting requirements, Coughlan chose to replace Sainsbury’s
aging key system voice solution with an IP Telephony solution from Mitel,
incorporating a Mitel 3300 Integrated Communications Platform (ICP), Mitel
5201 IP Phones, and Mitel Your Assistant™ software.

“The installation was quick, and had us up and running straight away. We now
have a solid platform to support our rapidly growing business. It's everything
we wanted it to be,” Coughlan explained.

Personalization is a key element of Coughlan’s customer service strategy.
Computer Telephony Integration (CTI) has been used to integrate Sainsbury's
3300 ICP with the Windows-based software applications used to handle
customer service. Client details are now automatically presented on-screen
to staff at the beginning of each client call.

Coughlan said, “For our business, inbound call management is critical. Using
Caller ID and Computer Telephony Integration (CTI) to integrate our computer
applications with our Mitel IP phone solution, allows us to automatically
send calls to the most appropriate team member for the situation. Our

Mitel solution has made it much easier for our staff to become customer
service superstars.”
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