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Then and now



About Sesui

● Providers of managed Cloud CCaaS
● Specialists in supporting clients in 

delivering critical customer support to 
their customers

● Focus sectors UK Health and Travel
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Case Study

• Survival – Changing 
ways of working

• Beyond Survival –
Adapt and Iterate 
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Tech
CTM had adopted a 1-day home working policy for 12 months earlier.

- Tried & tested - staff comfortable
- Sesui Softphone & Anyphone allowing immediate  Business Continuity

Insight

Survival – Changing ways of working
Initial focus was on staff - shift to remote working to support the 
immediate needs of clients

Flexibility

With staff at home it was critical to get performance management for remote 
working provided through:

- Dashboard - Real-time  stats on operator/agent activity against KPIs
- MIS – Standard reports to optimise operational performance.

As CTM client needs changed the workforce requirements changed. 
Sesui flexed licences  so use as needed.



Beyond Survival

“This is an ever evolving situation”

Adapt & Iterate

CTM won the contract to support the UK Government’s Foreign & 
Commonwealth Office (FCO) to facilitate the repatriation of British nationals 
wishing to return to the UK as a result of COVID-19 travel restrictions.



Thanks!
@Sesui_ltd @Sesui-ltd sesui.com 03445 600 600
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Keep iterating and adapting
1. Inbound calls

2. Call-back

3. Duplicates

4. SMS

5. Time of Day



Thanks!
@Sesui_ltd @Sesui-ltd sesui.com 03445 600 600
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1. Inbound calls
Started with single number 
28 UK Direct dial numbers
Some cities getting a dedicated number
This generated long queue times with key 
issues:
• Call drop outs - lose place in the queue
• Call costs - calling using a UK mobile



Thanks!
@Sesui_ltd @Sesui-ltd sesui.com 03445 600 600
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2. Call-backs

Rather than waiting is a queue the Sesui 
platform captured the number and placed 
the caller in a virtual queue.
Solved previous issues but created a new 
one:
• Multiple entries - callers would keep 

calling and have duplicates in the queue



Thanks!
@Sesui_ltd @Sesui-ltd sesui.com 03445 600 600
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3. Duplicates
The Sesui platform now checked the 
number against those already in the queue. 
Only allowing one entry.

CTM continued to look at improving the 
service and proposed to the FCO an SMS 
engagement method



Thanks!
@Sesui_ltd @Sesui-ltd sesui.com 03445 600 600
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4. SMS
Allowing travellers to text to join the queue. 
Information in the text was presented to 
the agent.
24 countries, with specific cities, 9 in India.
The large global spread of travellers created 
the final issue:
• Matching local time of day with the call-

back time



Thanks!
@Sesui_ltd @Sesui-ltd sesui.com 03445 600 600
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5. Time of day

With average response time at 3-4 hours
we need to create local ”opening hours” for 
each country.
Helping travellers not receive calls back in 
the middle of their night



Thanks!
@Sesui_ltd @Sesui-ltd sesui.com 03445 600 600
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Real-Time Dashboard
Supporting way of working meant reporting was crucial.
Real-Time Dashboard was deployed to monitor:

• Inbound call & SMS tracking 
- Live Queue Stats
- Daily Total



Beyond Survival - Adapt and Iterate

Programme is winding down, with Sesui and CTM highly satisfied having 
delivered a successful solution.

What’s next?

“This is an ever evolving situation”

Adapt | Iterate | Flex
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Thank you
Oli White

oli@sesui.com
07979530908

Any questions?

Karen Janssen CIO at CTM 

Lee Bryant MD at Sesui

mailto:oli@sesui.com

