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New Comms Solution From Network Defence Stops Accord’s Customers
from Going ‘Round the Houses’
Accord Housing Association deploys unified comms solution to improve
customer service and comply with Audit Commission regulatory standards

28 July, 2009 — The Accord Housing Association has deployed a unified
communications solution from Network Defence to provide customers with an
integrated one-stop-shop for their enquiries, enhancing customer service and
helping towards compliance with the Audit Commission’s regulatory
standards.

In order to reduce support costs, improve staff efficiency and deliver a better
standard of service to their customers, Accord Housing used leading
managed services provider Network Defence to deploy an integrated IP
telephony system to provide a professional front-end call centre to the

organisation.

Having experienced a major outage at one site Accord needed a more
resilient data network and voice service. The new IP telephony system now
supports a more resilient call centre where customers can call in on a 0300
number and be immediately directed to the appropriate department. The
organisation also now has access to more advanced comms features such as
call quality monitoring, call response monitoring and centralised data

management.

lan Tinsley, information systems manager for Accord Housing, said: “As it was
over a decade old our previous telephony system was nearing capacity and
had limited call centre functionality. Additionally, due to the growth of the
business the system has become disparate and getting an upgrade to gain
additional telecoms services would have been extremely costly. We needed a
solution that would reduce our long-term costs, simplify administration and

enhance customer service.



“Network Defence provided us with a solution that has helped to do all this
and streamlined our whole telecomms system - saving people calling in from
being passed from pillar to post. Having worked with them before we know
their experience and knowledge gets results and their consultative approach
has yet again given us an effective solution to our problem. We now have
access to a multitude of comms functionalities which staff find easy to use,
and importantly, the newly integrated system has enabled us to comply with
the Audit Commission’s standards of a more unified system.”

Network Defence partnered with NTL: Telewest to replace Accord Housing’s
previous digital telephony system with a Cisco call manager phone system
and Cisco contact centre.
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About Network Defence

Based in the North West, Network Defence is a leading IT and Data security consultancy that
works with a range of companies in different markets to improve overall IT security and
business efficiency saving time and money. www.networkdefence.com

About Accord Housing

The Accord Group is a family of six organisations which work together to provide outstanding
homes and services to 30,000 people across the Midlands. The partners are Accord and
Ashram housing associations, the bchs community regeneration agency, Fry Housing Trust,
Redditch Co-operative Homes and Moseley & District Churches Housing Association.

Accord is one the largest housing associations within the West Midlands Region, specialising
in involving customers and communities in identifying and providing innovative and
enterprising solutions to housing and community needs. Offices are based in Darlaston,
Coventry, West Bromwich, Birmingham, and Redditch.



