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Telecom
Call handling options to 
improve the experience for 
you and your customers.

IN THIS ISSUE: Mobile
Summer holidays things 
to remember if you are 
heading overseas.

Welcome, to the first ever 
edition of Redline News.

A new way for us to keep you up 
to date with what’s happening 
at Redline and share useful 
information for you and your 
business.
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Vehicle Tracking
George spends the 
morning at Arthur 
Oakley Transport



Being accesible and connected to your 
client base 24/7 can be achieved when 
using a VoiP based system.

Successfully answering directed calls 
when using an IVR system is imperative 
to the customer experience.

Nick - Messages, music on hold
Professionally produced music on hold and messages cost less now 
than ever before but in order for them to work for your business 
you have to follow Bob’s rules and make sure they are appropriate 
and expected. To be successful the music you choose needs to be in 
keeping with your business image, a dance track may be ok for a surf 
school but not for a firm of solicitors. The same goes for the voice 
and the big brands take this very seriously spending a lot of time and 
money to ensure that their customers like the music and voice that 
they hear and these can often become part of their brand.

Remote Extension
All of our current telephone systems have the facility for remote 
extensions, these can be physical handsets or an application on your 
laptop or smartphone. Providing you have an internet connection 
your office phone can now follow you wherever you go. You can 
make, receive and transfer calls as if you were in the office anywhere 
in the world. In terms of call handling this is great for your customers 
and your business providing a great customer experience as well as 
enabling flexible working and efficiency.

The Customer Experience
CALL HANDLING

Bob
When considering how best to handle your incoming calls 
I think you need to forget how it will be achieved, you can 
leave this to us. Put yourself in the position of the caller and 
think about their expectation when they dial your number. 
Every business is different so there is no one size fits all 
solution. When it comes to handling your calls there are lots 
of options that can improve your customers experience and 
improve efficiency in your business. Information and comfort 
messages, music on hold, voicemail, IVR (Interactive Voice 
Response) systems and remote extensions all have their 
place but whatever you choose think it through from your 
customers perspective and make sure it is appropriate and 
expected.

IVR
For a larger business with lots of departments callers will 
expect to get through to an IVR system where they can select 
from various option in order for the call to be directed to the 
appropriate team and therefore handled efficiently. For an 
IVR system to be successful you must ensure that you have 
adequate resource in each department to answer the calls, if 
your customers, clients or suppliers spend time listening to 
and carefully selecting the appropriate options from the IVR 
system to be left on hold or their call answered by the wrong 
department it will certainly not help your business.

Voicemail
Having the facility for callers to leave a message when you are 
unable to answer their call is generally expected but so is a 
timely response so make sure that voicemail is monitored and 
that messages responded to as soon as possible.

BOBNICK

Solve > Support > Satisfy



Alex v Samsung
MOBILE

I recently swapped my iPhone 5s for the 
very latest Android operated device, 
the Samsung Galaxy S7 Edge. Here’s my 
review which I hope you find helpful:

Memory
The handset comes with 32GB memory as 
standard with a 64GB option also available. 
The re-introduction of expandable memory 
is a great addition and I’m sure as my phone 
becomes full of photos this will be a really 
handy feature. 

Battery Life
Based on my moderate to high usage last 
weekend the handset was able to go over 
24 hours without charge. This included 
streaming a few short videos, running several 
social media applications and making a 
couple of short phone calls. 

Waterproof! 
This latest handset has followed in the 
footsteps of its predecessor the S5 Neo and 
is both dust and water resistant. I haven’t 
tried this out yet but it’s reassuring as we all 
know accidents can happen! 

Display
The large screen is fantastic for web 
browsing and social media applications, 
Streaming videos on YouTube has been 
taken to a whole new level.

Camera
The revamped 12MP camera takes stunning 
photographs and auto-adjusts to different 
light environments meaning I had no issues 
when trying to take some quick snaps at the 
football on the weekend!

Negatives?
You can’t have both a large screen and 
full user practicality I’m afraid! For some 
this handset may be too large and I have 
had issues with the device falling out of 
my pocket when getting into my car for 
example. 

Overall
A very impressive handset by Samsung. It’s 
fast, it looks great and the screen is fantastic. 
With plenty of apps available on Android, a 
highly impressive camera and expandable 
memory, this handset has it all.

SAMSUNG GALAXY S7 EDGE  9/10

After completing the sales and customer service course with 
Quartix at their head office just up the road in Newtown I was 
keen to see their vehicle tracking system in action. When the 
opportunity arose to visit Arthur Oakley Transport Ltd with our 
installations director Ray and sales director Ed I jumped at the 
chance. 

On the way down to the Rotherwas Industrial Estate Ray 
explained how Arthur Oakley Transport who operate Palletways, 
Europe’s largest palletised freight network, have a modern fleet 
with a programme in place for continuous renewal and today he 
would be de-installing a unit from a lorry that was being replaced 
and reinstalling it into the new one.

When we arrived Ray wasted no time in removing the tracking 
unit from the old lorry, we were soon walking across the yard 
to the brand new shiny one. I had seen the units on the training 
course but when Ray removed some panels on the lorry to expose 
the wiring suddenly installing it didn’t seem so straight forward!

Having installed thousands of units Ray had it fitted and 
commissioned in no time so I popped into the offices where 
Ed was helping Guy and Lindsey name and ring fence some 
destinations on the Quartix system. Lindsey explained that 
he would now receive an alert each time one of the company 
vehicles visited any of these destinations. 

The phone was constantly ringing and I could see a stream of 
vehicles arriving and leaving the yard and yet Lindsey and Guy 
seemed calm and in control. They showed me their view of the 
vehicles on the Quartix system and explained how it has improved 
both customer service and productivity. 

When Guy received a call with a request to collect a pallet he 
showed me how his view of the vehicles on the familiar google 
maps screen allowed him to identify which available lorry was 
closest to the site and give the customer an estimated time of 
arrival. As the calls kept coming we were keeping an eye on the 
lorry collecting from site with Lindsey pointing out that he could 
see how long the vehicle was onsite and then accurately estimate 
the time of arrival at the next collection allowing him to keep his 
customers informed.

Having spent a day in the classroom it was great to see the system 
in action. It is hard to see how Lindsey and Guy could control 
everything without the information and visibility that the tracking 
system gives, it certainly saves a huge amount of telephone calls 
backwards and forwards to drivers and customers. Thanks to 
Lindsey, Guy and the team at Arthur Oakley Transport Ltd for 
the invaluable experience.

A Site Visit with George
TRACKING



INSIDE REDLINE

Training
Ray Morgan our Vehicle 
installation director 
will be taking part in 
Ironman Switzerland 
in July. The event will 
see Ray swim 2.4 miles 
before riding 112 miles 
on his bike and finishing 
off with a 26.2 mile run. 
To monitor his progress Ray has fitted himself 
with a tracker! In training to date he has 
covered 3275 miles.

Ray is raising money for Callums Dream 
http://gofundme.com/Callum-sDream

Training
Nick has been very busy with training of a 
different sort he has completed MiCall and Mi 
Contact accreditations for inbound and VOIP 
services and earlier this month completed his 
training on the Ericsson LG range of telephone 
systems and is now a fully qualified installation 
and maintenance engineer.

And more Training
Continuing on the training theme our Business 
Manager Cheryl has recently completed a 
TAQA qualification enabling her to assess our 
apprentice’s in house.

What do you find most enjoyable about your job?

It would have to be the people, we have a great team at 
Radbournes and a very loyal customer base. Our customers 
vary from someone embarking on their first ever DIY project 
to large contractors and developers so no two days are the 
same.

What parts of your job do you find most challenging?

Controlling all of the various aspects of the business is the 
biggest challenge. We pride ourselves on delivering the 
highest standards of customer service and our reputation 
has been built up over 35 years by consistently delivering 
the highest quality materials at the most competitive prices. 
Achieving this requires a lot of control including stock levels 
and quality. We deliver with our own fleet which also requires 
strict control.

Has technology improved efficiency in your business?

Although I would definitely not consider our business to be hi 
tech we use technology in almost every part of our business. 
From the office computer network and telephone system to 
our vehicle tracking, sat nav, cameras and our smartphones. 
All of these things allow us to deliver great service for our 
customers. We spend a lot of time money and effort on 
creating opportunities so for our business to be successful 
we must ensure that we make the most of them whether 
that’s getting the right product to our customer on time or 
delivering an extra load of concrete on a busy day.

What piece of technology could you not do without?

It would have to be my smartphone it not only gives me 
access to my contacts, diary and email but I can see where 
all of our vehicles are with the tracking app. When we had 
a power cut earlier this year I was able to get the sales calls 
diverted to my mobile and the business could continue to 
operate, luckily I had remembered to charge it overnight!

GUEST COLUMN

by Chris Radbourne 
Managing Director

The Misfit Flash
To help with your own training we are 
giving away one of these great little 
fitness trackers. For your chance to win 
simply email us with any feedback or just 
to say hello.’ The return email address is 
hello@redlinetele.com

1. Check that you have international roaming 
enabled.

2. Make sure you have a voicemail PIN set and 
that you can remember it!

3. If you don’t have a data roaming bundle in 
place and want to avoid charges make sure 
data roaming is switched off on your handset, 
you can still use WiFi when available.

SOME TIPS FOR YOUR 
OVERSEAS TRIPS

We really hope you enjoy our first newsletter
and if you have any feedback or think we can
assist you with anything please get in touch.

01432 367188
info@redlinetele.com
www.redlinetele.com

MOBILE


