
With an integrated Mitel communications solution, 
Britannic has helped Kelliher Insurance Group 
to consolidate business communication services 
across its trade brands and to unlock previously 
unrecognised sales opportunities.

Kelliher Insurance Group builds on the strengths of four trade brands which offer specialist policies 
for the construction and property sectors. Streamlining the ICT infrastructure across the Group and 
increasing contact centre performance for its Trade Direct Insurance brand, Kelliher’s technology 

refresh project has greatly simplified IT management and supported business growth. 
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NEED FOR TECHNOLOGY ALIGNMENT

Kelliher was bogged down by four standalone phone systems which were causing unnecessary 
internal call costs and complicating ICT system management across the Group. In Britannic 
Technologies, Kelliher Group Head of IT, Simon Davey, found a partner that helped him to consolidate 
and virtualise communications technology in line with Group IT and business strategies.  

The new IP telephony solution builds on the existing VMware infrastructure and was delivered through 
a managed services offering that has allowed the Kelliher IT team to drastically simplify telecom and 
supplier management. Now, Kelliher only needs to manage one communications supplier and can 
offload day-to-day management of the ICT platform and applications to Britannic’s engineers. This 
balances the need to upskill the in-house IT team and frees them up to focus on the management 
of its on-premise VMware and network.

“Britannic understands our business needs and they are flexible enough to let us control the areas 
we want to. They really align their service with our business objectives”, commends Simon Davey.

TWO BIRDS WITH ONE STONE

Beyond streamlining the call management process for what is now one shared Group reception 
desk, working with Britannic has positively influenced the success of several teams. The managed 
ICT service has allowed the Kelliher IT team to refocus on the support of business projects such as 
the contact centre upgrade for the Trade Direct Insurance brand, for example. 

In turn, the contact centre upgrade has powered sales growth with improved reporting, customer 
self-service and agent tools, and contact centre integration into Kelliher’s insurance database. Sales 
& Service Manager, Andy Marlow confirms, “Britannic’s Mitel solution has really helped us improve 
our call centre performance and they’ve been extremely flexible in tailoring our telephony customer 
journey. We have many staff working in multiple teams and over multiple brands but setting this up 
with Britannic felt easy.”



NEW CONTACT CENTRE 
INSIGHT BOOSTS 
BUSINESS GROWTH

Better reporting in the Trade Direct Insurance 
contact centre, a high-volume, low-margin 
division that relies on an efficient sales 
process, surfaced new insight into customer 
behaviour that Andy Marlow addressed 
with a lead generation campaign: “With the 
new solution and Britannic’s help we have 
been able to report on and understand the 
volume of customers attempting to contact 
us outside our working hours. This led us 
to review our opening hours and to call the 
clients who had been unable to get through, 
creating new sales leads that we previously 
were unaware of.”

SIMON DAVEY,
Group Head of IT,

Kelliher Insurance Group

“I HAD HEARD OF 
BRITANNIC THANKS TO 
THEIR OUTSTANDING 
REPUTATION IN THE 
INDUSTRY, AND FIRST MET 
THE TEAM AT A TRADE 
SHOW. I was very impressed 
with their level of understanding 
of networking, rather than just 
telephony, and how they took the 
time to understand our business.”

THE TECHNOLOGY

Britannic’s resilient high-
availability SIP platform 
optimises line resource, 
ensures availability and 

security of communications 
services, and adds 

scalability as Kelliher’s 
business grows. netX2 has 

cut out internal call cost, 
saving 23% on call cost.

The MiVoice Business IP 
platform sits on Kelliher’s 
VMware server. Treating 

voice like any other 
business application 

simplifies IT management, 
reduces hardware, 

removes separate telecoms 
management processes 

and tools.

MiContact Centre Business  
helps Sales and Customer 
Service agents to efficiently 

engage customers via 
voice, email or text. Open 
architecture allows Kelliher 
to integrate other business 
applications and databases 

for seamless data flows 
across IT systems.



TALK TO THE 
SOLUTIONS PEOPLE
We know a thing or two about solving business 
problems. 
Since 1984, we’ve been matching business problems with the right technology solutions. 
Creating opportunities for growth, adding value and helping businesses disrupt their market. 
Digital transformation isn’t for the faint hearted, but luckily it’s not a journey your business 
needs to do alone. Get smart.

BOOK A DEMO WITH A MEMBER OF OUR TEAM TODAY!

01483 242 526    |    hello@btlnet.co.uk    |    www.btlnet.co.uk    |    @BritannicTech

https://www.btlnet.co.uk/get-in-touch
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