Dialling
Up Frustrationfree Phone Calls
ITEC‘s Technology Managed Service helped this
busy GP surgery transform their staff and patient
experience with updated telephone system
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Bottreaux Surgery is a busy GP
practice in the beautiful Boscastle
area of Cornwall. Its three GPs work
hard to provide care for over 5,000
people in an area spanning 100
square miles.
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“Calls couldn’t

get through,
leaving more
and more
patients feeling
frustrated.
- MATTHEW GIBBONS, SURGERY BUSINESS MANAGER

CHALLENGES

Providing an exceptional service to
patients was a top priority for the
team at Bottreaux Surgery, but with
outdated telephone systems in
place, it was proving to be
increasingly difficult.

CHALLENGES

Frustrated
Patients

Like lots of other GP surgeries,
every morning the practice
would be flooded with calls
from worried patients keen to
book same-day appointments,
get test results or request
prescriptions.
The existing system of
Panasonic PBX and a mix of
ISDN and analogue lines simply
couldn’t keep up. A significant
number of patients were
finding it almost impossible
to get through. It wasn’t just
inconvenient for them, but
exasperating too.

Dialling
Up Digital

The old way of doing things at
Bottreaux Surgery meant every
single call had to go through to
reception staff, who already had
a long list of jobs to do to keep
the surgery running smoothly. It
was an overwhelming task that
was taking its toll on everyone.
As well as being labour
intensive, the old system was
also expensive to support and
maintain.
It was time to dial up the digital.
“We knew we needed a better
way of doing things.”
- Matthew Gibbons,
Surgery Business Manager

“Because of our new

system, we even
avoided any disruption
when a recent storm
caused a power cut.
- MATTHEW GIBBONS, SURGERY BUSINESS MANAGER

SOLUTIONS

A Simpler,
Smarter
System

A complete digital overhaul was needed –
and fast. ITEC Engineers stepped in to create
a bespoke Technology Managed Services
solution to ease the pressure on staff and
make life simpler for patients.
To enable the practice to customise the call
experience for patients, ITEC set up a stateof-the-art, super-efficient Mitel VoIP system.
ITEC consulted carefully with the team at the
surgery to design a call flow system that was
suited to their needs.
“A major attraction of the Mitel technology is its
easy configurability, so we can design exactly
how we want calls to be handled. Now we can be
confident that calls are being handled correctly.”
- Matthew Gibbons, Surgery Business Manager

Connected Quickly
and Accurately

A MiCloud Office solution was expertly
installed as part of the digital transformation
to offload calls from reception to an auto
attendant using interactive voice response
(IVR). It means calls are effectively and quickly
directed to the right person.
Patients now have a frustration-free
experience by being able to listen to a list of
clear options before selecting the one that’s
right for them. Instead of facing a daily battle
with outdated technology, reception staff
have been handed back more time to dedicate
to what they do best: helping patients and
ensuring the surgery runs like clockwork.
It’s speedier and simpler than ever before, and
it’s saving all-important time and energy for
staff and patients.

“Now we deliver a

first-class service
to patients.
- MATTHEW GIBBONS, SURGERY BUSINESS MANAGER

MORE

Efficient staff

No more
FRUSTRATION

Patients calling the surgery for an
urgent appointment, test results or
a dispensary request no longer have
to face the added stress of not being
able to get through on the phone.
With the new Technology Managed
Service system from ITEC in place,
customer complaints at Bottreaux
Surgery have been slashed. A
significant proportion of the surgery’s
5,000 patients are elderly, but age
has not been a barrier to enthusiastic
adoption of the new digital system. In
fact, feedback from patients has been
overwhelmingly positive.

TECHNICAL DETAILS
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MiCloud Office

COMPLAINTS

Mitel VoIP phone system

RESULTS

Happier
Staff

Reception staff at the surgery have said
goodbye to stressful mornings trying to
handle large volumes of calls on an inefficient
system.
The benefits of ITEC’s Technology Managed
Service for employees were instant. The
customised set-up is easy to understand and
requires zero day-to-day manual maintenance.
Answering machines click on automatically
and calls get to the right person, every time.
“ITEC’s solution unburdened our 18 admin,
clinical and reception staff and freed them
up to do their jobs even more effectively than
before.” - Matthew Gibbons, Surgery Business
Manager

Using Tech To
Get Results

The Mitel system’s detailed reporting
capability has given the team a fascinating
insight into patient preferences, helping them
to work smarter and improve other aspects of
the patient experience.
For instance, the system reported that most
calls for the dispensary department were
arriving when the dispensary was closed for
lunch. In response, opening times across the
surgery have been tweaked to meet demand.
It’s just another example of the smart use of
office technology to improve the customer
experience, achieved with ITEC’s help.
“The technology has enabled us to vastly
improve the quality of our patient service.”
- Matthew Gibbons, Surgery Business Manager

“MiCloud Office has allowed
us to connect patients
with the most appropriate
person as quickly and
efficiently as possible.
- MATTHEW GIBBONS, SURGERY BUSINESS MANAGER

SERVICE

“A
resounding
success”

ITEC was proud to help Bottreaux Surgery with
the digital transformation of their telephone
system to successfully meet, and even exceed,
the expectations of patients.
With all NHS services under growing pressure,
a modern solution for handling calls is a way
to help GP surgeries keep up with the demand
of modern times. ITEC’s Technology Managed
Service ticks every box.
“We have limited resources, but even so, we have
been able to improve the quality of our patient
service, and improve the speed and efficiency
with which we handle calls.” – Matthew
Gibbons, Surgery Business Manager
ITEC’s partnership with Bottreaux Surgery is
now well-established and continues to work
seamlessly, for today and the future.
“The customers was thrilled with the solution
ITEC came up with and seeing the hugely
positive impact it has had on patients and staff
alike has been a personal highlight of working on
this project.
Because we offer a hosted solution, our support
is ongoing and the client can relax in knowledge
that the system will always automatically offer
the most up-to-date service possible. It’s been a
resounding success.” – Kevin Roberts,
Account Director

ABOUT ITEC

ITEC is your local business technology
expert. For over 30 years, we’ve been
delivering outstanding managed services
and helping organisations smash their
business goals.
Today, we power 3,800 businesses and
organisations throughout the South
West and beyond with full Technology
Managed Services. Whatever your
organisation, we drive you to success
with powerful technology strategies
and partnerships.
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