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The Harley Medical Group
Established in 1983, The Harley Medical Group
(HMG) is among the UK and Republic of Ireland’s
Leading Cosmetic Surgery Groups.
HMG wanted to replace the Avaya telephone system
in their contact centre in Birmingham, as it had become
outdated and did not include all of the necessary
features to ensure smooth running of the business.
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Automated Call Distribution (ACD)

Outbound call campaigns are now scheduled by contact centre

Prior to the installation of the new system, agents were designated

managers, giving them the flexibility to meet variable requirements.

as either working on ‘inbound’ or ‘outbound’ calls. The existing
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system did not prioritise the more valuable incoming calls over

and success of customer communication. With the previous system,
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and outgoing calls. Incoming calls are prioritised, and presented to
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reduces caller hold time and distributes call volume evenly amongst
HMG’s contact centre agents.

Our Solution has Dramatically Improved:

• Call answer rates for inbound sales calls
• Inbound callers’ perception of the business
• Accuracy & depth of call information in CRM system
• Follow up rates for customer enquiries
Reduce Your Costs and Improve Efficiency
Incom Business Systems has spent 23 years at the leading edge of
the business communications industry and our team is made up of
highly skilled individuals. Combine this with an extensive, proven
portfolio from industry leading manufacturers and you have a
single, trusted partner for all your business communication
requirements. We develop relationships with our customers by
gaining an understanding of how their individual business needs to
communicate, and then meeting these specific needs. Incom
Business Systems provide one bill and one point of contact for
everything from telephone systems and data networks to line
rental, call charges and business mobile. Contact us today to find
out how you can reduce costs and increase productivity in your

“The Harley Medical Group’s experience of dealing with
Incom has been a positive and productive one. Throughout
our relationship, I have found Incom’s staff to be very helpful
and professional. All issues or queries are dealt with in a
timely and appropriate manner and I would not hesitate to
recommend Incom to other companies.”

business.

- Denise Emsley, Central Reservations Manager, HMG

Exceeding the Requirement
Outdial and CRM Integration
Due to the length of time between an initial customer enquiry and
a decision to proceed with a cosmetic procedure, it is vital that
HMG schedule call backs to follow up any enquiries. Prior to the
installation of the NEC system, scheduling of outbound call
campaigns was managed by HMG’s ClinicMaster supplier – this
included call backs to website enquiries. Utilising the NEC's outdial

Incom Business Systems Ltd
Clarendon House
Clarendon Road
Manchester
M30 9AL

feature, we created 'call back' queries within the telephone system
to automatically add call backs to the outbound queue on a
specified date. Thereby all potential leads are followed up.
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web: www.incomtele.com

