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A high speed response to technical issues is a vital element for any organisation.
This often requires competent hands on site quickly to minimise down time.
National Callout Centre (NCC) based at our UK headquarters in Swindon has been
setuptoprovide support rapidly and efficiently.

At the heart of the NCC is a team who operate a powerful 'trouble ticketing'
programme that handles Call Logging, Call Tracking and Call Reporting. The NCCis
ideally equipped to handle a wide range of support demands from field to system
equipment failures.

Primary NCC functions include:

Providing helpdesk support.

Mobilising technical support.

Mobilising and monitoring field activities.

Managing trouble-tickets to closure.

Managing safe equipment returns.

Providing accurate and timely feedback to customers.

The NCC successfully manages and delivers a UK wide service with Service Level
Agreements (SLAs) as stringent as 2 hours to site and 2 hours to fix, depending on
client requirements. A unique service is provided for each customer to match their
needs and to deliver against their particular SLAs.

Varying levels of priority can be allocated by the NCC to any incoming incident.
These priority levels categorise the impact a problem is having on the customer's
network operations and determines what appropriate escalation response is
required on the part of . This optimises the response time and the successful
resolution of any fault.

Typical support packages

As with all technical support, the cost of the package directly correlates with the
speed and type of response required. is able to offer a standard response
package, ranging from 2 hours to site, through to a scheduled visit at the
customer's convenience. If the standard package does not meet the customer's
needs, can also offer a bespoke approach to technical support to meet the
specific requirements. In addition to the usual approach offers an alternate
'Pay as you go' package. This is particularly designed for new market entrants as it
combines anentry level per site payment, with a fee per call-out.
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100 Faraday Business Park, Faraday Road, Dorcan, Swindon, Wiltshire SN3 5JF United Kingdom



