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About Achiever

Making systems
meet the grade

Want to know more?

Hundreds of businesses in the Public and
Private sector use Achiever’s Customer
Information Management solution to
manage their business. Users range from 15
for a pilot system to over 2000 plus for
enterprise-wide solutions. 

Designed with the customer to create a
unique business solution Achiever is
implemented using a proven methodology
that has been developed using over 
14-years industry experience where training,
user-acceptance testing and user buy-in 
are integral to the success of the project.

Contact us now to discuss your 
requirements in more detail.

Call: +44 (0) 121 380 1010

Email: sales@achiever.co.uk

Visit: www.achiever.co.uk

Surrey County Council
Surrey previously had 271 external numbers for its customers to negotiate, 
which often resulted in callers being passed from person to person in order 
to access council services.   

The decision was made to develop a ‘one-stop-shop’ to act as Surrey’s front 
door, capable of handling an estimated 50,000 telephone contacts a 
month.  

Achiever worked closely with Surrey to develop a customised call logging 
system, which since its implementation, has enabled customers to 
customer satisfaction rating of 97%
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Why Achiever 

Bene�ts

Surrey wanted that a system that would provide 
the most e�cient customer service possible.  We 
developed a system combining a user friendly, 
uncomplicated interface, with sophisticated 
back-end functionality.  This enabled the 
operators to log each call as quickly and simply 
as possible, allowing them to concentrate on the 
quality of the service provided, while the system 
automates the majority of administration 
processes in the background.
  

Increased productivity

Prior to the implementation of Achiever, reporting 
was carried out at a high volumetric level with 
statistics taken purely from the phone system.
As enquiries entered the council at diverse touch 
points, and it could not be guaranteed that 
they were all being captured or indeed 
handled to resolution.

Achiever is now used to manage all day-to-
day activities and workloads.  Achiever also 
acts as an early warning system by 
identifying when local service teams 
experience operational di�culties by 
�agging up an increase in calls, complaints or 
customer comments. 

Many of Achiever’s reports are dashboard 
based which means that managers can have 
real time statistics on their desktop, allowing 
them to view agent’s workloads and 
productivity. Areas of concern can be quickly 
identi�ed and sta� can be 
pro actively redeployed to meet customer 
demand.

Since implementing the Achiever system in 
the contact centre, call volumes increased by 
50% in the �rst six months. Sta� productivity  
also increased over the same period by over 
80%. 

A 120 seat call centre was to be 
implemented to provide a more 
responsive service for its residents.  
This would process all incoming calls 
through one central number with 
the contact centre able to complete 
enquiries for any of the 60 core services
o�ered.

Surrey’s solution needed to focus on 
easing data capture where required 
and to allow agents to concentrate on the 
quality of their calls. Surrey required a 
�exible, intuitive system which could 
provide more than a call logging service, 
their requirements also included:

•    an automated mailing service     
     capable of sending over 400 
     di�erent lea�ets per day

•    the ability to link together cases 
     recorded on any number of 
     incumbent systems 

Surrey chose to work with Achiever, as they
felt we were committed to working in 
partnership to support the Council’s 
obligation to providing excellent service 
to its customers.   

Achiever met all of Surrey’s 
requirements within budget and time 
scale, with the security of knowing that 
their system would meet the evolving needs 
of the Contact Centre.

Customer Service Excellence

Reports generated from Achiever enabled Surrey 
to identify additional training requirements.  
Addressing these needs enabled the council to 
increase their call volume capacity by over 50%.

Achiever has also enabled the identi�cation of 
common enquiries.  This information has been 
successfully used to update the council website 
with new pages and sections.  This has improved 
customer service by making frequently requested 
information more accessible and reducing calls to 
enable operators to focus on other enquiries. 

The success in aligning web operations with the 
Customer Services Department has also resulted 
in Surrey being named as the best County Council 
website in the UK in the 2006 SOCITM report.

Another improvement to customer service 
excellence has been through the literature 
ful�lment function of Achiever.  Contact Centre 
operators now manage their workload more 
e�ectively as letters are printed through Achiever 
directly to a remote location and sent out 
immediately.  This far exceeds customer service 
levels and satisfaction for this service has not been 
below 96.5% since implementation.  

To help the council meet environmental targets 
and to further speed up the process, literature is 
now also sent out by email with hyperlinks 
through to the website to the appropriate 
documentation.  This ensures source information 
is only updated in one central location.   This new 
process allows an agent to send a lea�et electroni-
cally whilst the customer is on the phone and 
answer any questions immediately.

Achiever’s �exibility enables user ownership.  
Involving users in the design of the system’s 
interface has reduced the call logging process 
from one and a half minutes to around 10 
seconds.  Since the implementation of Achiever, 
call centre agents have been involved in regular 
feedback sessions which have led to 
improvements to the call logging process, 
including the introduction of a ‘quick log’ process 
for frequently asked questions.

Unexpected bene�ts
As well as predictable outcomes, a number of 
unexpected bene�ts have emerged through 
implementing the Achiever system. 

These include:
•    Legacy system improvements 
     contributing to  80% sta� 
     productivity gains
•    Freeing up frontline service 
     professionals to do the jobs they 
     are quali�ed to do
•    Providing services with data to   
     launch major improvement 
     programmes for the community
•    Data from the Achiever system has 
     been used during open council 
     meetings and is also regularly used 
     by Surrey County Council’s 
     Councillors, Executive Team and in 
     public communications such as 
     magazines and press articles.

Key
Requirements

Summary
Surrey County Council is now 
completely con�dent of its ability to 
deliver a high quality customer 
focused service and has become a 
�agship authority for public sector 
customer service in the UK.  

Surrey was highly commended at the 
2007 CCF European Call Centre Awards 
for  ‘Best Centre for Customer Service’, 
and often receives visits to from other 
local authorities looking to improve 
their own contact centres.

“Achiever has helped us identify and  minimise 
bureaucracy, improve customer satisfaction rat-
ings and �rst time �x scores beyond those of 
many public and private sector organisations”.

Simon Pollock
Head of Customer Services
Surrey County Council
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