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PRESS RELEASE

Tollring help Samsung to take Call Centre Management to a new level

18th July - Uxbridge, Middlesex: When Samsung made the decision to market their own Call Centre solution, which would be developed specifically for their product suite, they turned to Tollring to help them create a market-leading product that would complement their existing range of telecommunications solutions. Samsung explored different options including in-house development, partnership and OEM agreement.  

Ali Zartash-Lloyd, Sales and Marketing Director for Samsung Telecoms explains:

“We had a very clear idea of the product we needed to offer. Targeting Start-up and Informal Call Centres, we wanted a product that was designed to our exact specification, enhancing and complementing our OfficeServ extensive call routing capabilities. We wanted a partner that was willing to listen to our requirements and deliver a quality product that we could put our name to. We also needed a stable and lasting partnership that was built on trust and mutual confidence. We reviewed many software vendors from UK and the European Union and found that the Tollring team could deliver everything we were looking for in an OEM relationship, plus they were UK-based - resulting in shorter and easier lines of communication”.
Simon Whatley, Business Development Manager at Tollring, provides some background: 

“The Samsung Call Centre Management System (CMS) was jointly developed by ourselves and Samsung based on our well-established Tollring TMS product, but tailored to enhance the already-powerful feature set of the Samsung product range. CMS is an advanced Call Centre management software solution that easily integrates with all Samsung systems, providing historical and real-time reporting of calls and agent information. Through detailed management reports, group, agents and extension activity can be analysed to provide a thorough evaluation of call traffic, ensuring that Samsung customers can make the most of their communications resources throughout the day”.

Samsung Business Communications introduced their CMS call management solution in September of 2004 and have recently announced the release of CMS V2 to their channel partners. The product is aimed at the informal Call Centre market for which there is currently no competitive offering. The OEM agreement for CMS is a worldwide contract and the product is already being sold in the UK, Ireland, Greece, Cyprus and Spain, with the US, Italy and Finland already at evaluation stage.

Fuelled by the success of the initial product and having listened to feedback from End-Users and their Channel Partners, Samsung have now produced and released the next generation of the Samsung CMS solution. The new release is far more Call Centre centric than the original version and has many new features, including easier programming, wallboards, system monitoring and so on, improving return on investment. The new version brings with it many detailed improvements, including enhanced reporting and management tools specifically for call centre analysis.
Commenting on CMS V2, Zartash-Lloyd added:  “We have been very impressed with Tollring and the partnership we are developing. CMS has been extremely successful, with more systems being sold each month since September 2004 than in the previous month - and we are confident that CMS V2 will continue that trend”
Notes for Editors:

Tollring

Tollring was established in 1991 to produce tailored software solutions for the telecoms market and  specialises in the design, manufacture and marketing of voice and data management information systems. They have approximately 1,000 clients worldwide using their full range of products and services in both the public and private sectors.

Samsung Business Communications
Samsung Business Communications is a division of Samsung Electronics, a global leader in the manufacture and supply of innovative electronics solutions - which in turn is part of the Samsung Group, one of the world’s largest companies with global turnover of €30 billion and some 175,000 employees. An annual R&D budget of €2.5 billion puts Samsung Electronics at the forefront of research into digital communications. With this backing, Samsung Business Communications is exploiting the convergence of voice and data services, providing businesses with integrated and future-proof communications solutions. Samsung’s OfficeServ Enterprise IP solutions support a fully integrated Virtual Enterprise environment that increases staff productivity while reducing infrastructure and home working costs.  Even its smallest SME (small to medium-sized enterprise) solutions incorporate features such as VoIP (Voice over Internet Protocol), Wi-Fi, Call Centre, etc. With a head office in Manchester and an additional support operation in Chertsey, Samsung Business Communications provides a firm commitment to a network of Samsung Channel Partners across the EU. In 2004, it won  prestigious industry accolades for the Most Innovative Product and Best Channel Development Campaign at the Comms Channel Awards.
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