
YORKTEL CASE STUDY

Retail

As one of the world’s leading upscale American lifestyle and fashion retailers, this client 
focuses on high-end clothes for men and women, accessories, footwear, fragrances, 
ŚŽŵĞ�ĂŶĚ�ŚŽƵƐĞǁĂƌĞƐ�ǁŝƚŚ�ŽǀĞƌ�ϲϬϬ�ƌĞƚĂŝů�ůŽĐĂƟŽŶƐ�ĂĐƌŽƐƐ�ƚŚĞ�ŐůŽďĞ͕�ŐĞŶĞƌĂƟŶŐ�ŵŽƌĞ�
than $4B in annual revenue. 

THE CHALLENGE
�Ɛ�ĂŶ�ƵƉƐĐĂůĞ�ƌĞƚĂŝůĞƌ͕ �ĐŽŵƉĂŶǇ�ƐƚƌĂƚĞŐǇ�ƐŽƵŐŚƚ�Ă�ŚŝŐŚͲƚŽƵĐŚ�ĐŽŶĐŝĞƌŐĞ�ďĂƐĞĚ�ŵĂŶĂŐĞĚ�
ƐĞƌǀŝĐĞƐ�ƚŽ�ƐƵƉƉŽƌƚ�ĂŶĚ�ŵĂŶĂŐĞ�ƚŚĞŝƌ�ŐůŽďĂů�ǀŝĚĞŽ�ĐŽŶĨĞƌĞŶĐŝŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ĂŶĚ�ƵƐĞƌ�
ĐŽŵŵƵŶŝƚǇ͘ �tŝƚŚ�ϲϱ�ŐůŽďĂů�ĞŶĚƉŽŝŶƚƐ�ĂŶĚ�ƌĂŝƐŝŶŐ�ƉƌĞƐƐƵƌĞ�ƚŽ�ĚŽ�ŵŽƌĞ�ǁŝƚŚ�ůĞƐƐ͕�ƚŚĞ�
'ůŽďĂů�/d�/ŶĨƌĂƐƚƌƵĐƚƵƌĞ�ƚĞĂŵ�ĐŽŶƐŽůŝĚĂƚĞĚ�ƚŚĞŝƌ�ĂƵĚŝŽ�ĂŶĚ�ǀŝĚĞŽ�ĐŽŶĨĞƌĞŶĐŝŶŐ�ƐĞƌǀŝĐĞƐ�
ƚŽ�Ă�ƐŝŶŐůĞ�ŽƵƚƐŽƵƌĐĞ�ƉĂƌƚŶĞƌ�ŝŶ�ϮϬϭϬ�ĂƐ�ƉĂƌƚ�ŽĨ�Ă�ƐŚŝŌ�ƚŽ�ŵĂŶĂŐĞĚ�ƐĞƌǀŝĐĞƐ͕�ǁŝƚŚ�ƚŚĞ�
ďĞůŝĞĨ�ƚŚĂƚ�ƚŚŝƐ�ƉƌŽǀŝĚĞƌ�ĐĂŶ�ŚĂŶĚůĞ�ǀŝĚĞŽ�ĐŽŶĨĞƌĞŶĐŝŶŐ�ũƵƐƚ�ůŝŬĞ�ƚŚĞǇ͛ǀĞ�ĚŽŶĞ�ĨŽƌ�ǇĞĂƌƐ�
with audio conferencing.

hŶĨŽƌƚƵŶĂƚĞůǇ�ƚŚŝƐ�ǁĂƐ�ŶŽƚ�ƚŚĞ�ĐĂƐĞ͕�ƚŚĞ�ĐůŝĞŶƚ�ĨŽƵŶĚ�ƚŚĂƚ�ƚŚĞ�ƐƵƉƉůŝĞƌ�ǁĂƐ�ŶŽƚ�ĂďůĞ�ƚŽ�
give the client’s customers the specialized services they expected and required. The 
ƐƵƉƉůŝĞƌ Ɛ͛�ŚĞůƉ�ĚĞƐŬ�ǁĂƐ�ƌĞƉĞĂƚĞĚůǇ�ƵŶĨĂŵŝůŝĂƌ�ǁŝƚŚ�ƚŚĞ�ĐůŝĞŶƚ Ɛ͛�ƚĞĐŚŶŽůŽŐǇ�ĞŶǀŝƌŽŶŵĞŶƚ�
ĂŶĚ�ƉƌŽĐĞƐƐ͕�ƌĞƐƵůƟŶŐ�ŝŶ�ƵŶŶĞĐĞƐƐĂƌǇ�ƌĞƉĞƟƟŽŶ�ŽĨ�ƉƌŽďůĞŵ�ĂŶĚ�ĞŶǀŝƌŽŶŵĞŶƚ�ĚĞƚĂŝůƐ͘��
^ĞƌǀŝĐĞƐ�ǁĞƌĞ�ƌŝŐŝĚ�ĂŶĚ�ƐƚƌƵĐƚƵƌĞĚ͕�ŶŽƚ�ŵĞĞƟŶŐ�ƚŚĞ�ĚĞŵĂŶĚŝŶŐ�ŶĞĞĚƐ�ŽĨ�ƚŚŝƐ�ŚŝŐŚͲĞŶĚ�
retailer.  

zŽƌŬƚĞů�ǁĂƐ�ĞŶŐĂŐĞĚ�ďǇ�ƚŚĞ��ǆĞĐƵƟǀĞ��ŝƌĞĐƚŽƌ�ŽĨ�/ŶĨƌĂƐƚƌƵĐƚƵƌĞ�^ĞƌǀŝĐĞƐ�ǁŚŝůĞ�ƐƟůů�ŝŶ�
ĐŽŶƚƌĂĐƚ�ǁŝƚŚ�ƚŚĞ�ůĞŐĂĐǇ�ƐƵƉƉůŝĞƌ͘ �dŚĞŝƌ�ƌĞƋƵĞƐƚ�ǁĂƐ�ĨŽƌ�zŽƌŬƚĞů�ƚŽ�ĚĞǀĞůŽƉ�Ă�ƐĞƌǀŝĐĞ�
ŵŽĚĞů�ƚŚĂƚ�ĞŶĂďůĞƐ�ƐĞůĨͲƐĞƌǀŝĐĞ�ƐĐŚĞĚƵůŝŶŐ͕�ŝŶĐƌĞĂƐĞƐ�ƵƐĞƌ�ĂĚŽƉƟŽŶ͕�ŝŶĐƌĞĂƐĞƐ�
ĐƵƐƚŽŵĞƌ�ƐĂƟƐĨĂĐƟŽŶ͕�ƌĞĚƵĐĞƐ�ƵƐĞƌ�ĞƌƌŽƌƐ�ĂŶĚ�ĨĂŝůƵƌĞƐ�ŽĨ�ĞǆŝƐƟŶŐ�ƚĞĐŚŶŽůŽŐǇ͕ �ĂŶĚ�ǁŝůů�
ĞǀŽůǀĞ�ƚŚĞŝƌ�ƐĞƌǀŝĐĞ�ĐĂƉĂďŝůŝƟĞƐ�ŽǀĞƌ�ƟŵĞ�ĂƐ�ƚŚĞŝƌ�ďƵƐŝŶĞƐƐ�ƉƌŝŽƌŝƟĞƐ�ĐŚĂŶŐĞ͘�

Yorktel’s transformational 

service model enabled 

this client to regain 

employee confidence in 

IT and improve the ROI of 

their multi-million dollar 

investment. Customers 

have embraced Outlook-

based scheduling and 

usage trends show 

an increase in video 

conference usage by 14% 

by existing users of the 

service and an increase 

of 9% annually for new 

users taking advantage 

of the service.

Video Managed Services

Ez�D�dZK����������K^dKE���������^zZ��h^����������t�^,/E'dKE��͘�͘�����������>/&KZE/����������hE/d���</E'�KD���������&Z�E��
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d,��^K>hd/KE
tŝƚŚ�ŶĞĂƌůǇ�ϯϬ�ǇĞĂƌƐ�ŽĨ�ǀŝĚĞŽ�ĞǆƉĞƌŝĞŶĐĞ͕�zŽƌŬƚĞů�ƌĞƐƉŽŶĚĞĚ�ǁŝƚŚ�ƚŚĞŝƌ�ƚƌĂŶƐĨŽƌŵĂƟŽŶĂů�
ƐĞƌǀŝĐĞ�ĚĞůŝǀĞƌǇ�ŵŽĚĞů͘�zŽƌŬƚĞů�ďĞůŝĞǀĞƐ�ŝŶ�ĚĞǀĞůŽƉŝŶŐ�Ă�ŵĂƐƚĞƌ�ƉůĂŶ�ĨŽƌ�ƚŚĞŝƌ�ĐůŝĞŶƚƐ͕�
ǁŚŝĐŚ�ŝŶĐůƵĚĞƐ�Ă�ďĂƐĞůŝŶĞ�ƐĞƌǀŝĐĞ�ƉůƵƐ�ƐŵĂůů�ŝŶĐƌĞŵĞŶƚĂů�ĐŚĂŶŐĞƐ�ŽǀĞƌ�ƟŵĞ�ƚŽ�ĞǀŽůǀĞ�
ƚŚĞ�ĐƵƐƚŽŵĞƌƐ͛�ǀŝĚĞŽ�ĞŶǀŝƌŽŶŵĞŶƚ�ŝŶƚŽ�Ă�ďĞƐƚ�ŽĨ�ďƌĞĞĚ�^>��ďĂƐĞĚ�ĚĞůŝǀĞƌǇ�ŵŽĚĞů�
ǁŝƚŚ�ĂŶ�ŝŵƉƌŽǀĞĚ�ƵƐĞƌ�ĞǆƉĞƌŝĞŶĐĞ͕�ĞǀŽůǀŝŶŐ�ƚĞĐŚŶŝĐĂů�ĐĂƉĂďŝůŝƟĞƐ�ĂŶĚ�Ă�ůŽŶŐͲƚĞƌŵ�
ƉƌĞĚŝĐƚĂďůĞ�ĐŽƐƚ�ƐƚƌƵĐƚƵƌĞ͘

hƉŽŶ�ĂǁĂƌĚ͕�zŽƌŬƚĞů�ĚĞǀĞůŽƉĞĚ�Ă�ϯͲǇĞĂƌ�DĂƐƚĞƌ�WůĂŶ�ĨŽƌ�ǀŝĚĞŽ�ĐŽŶĨĞƌĞŶĐĞ�ĨŽĐƵƐĞĚ�ŽŶ�
ƚĂŬŝŶŐ�ŽǀĞƌ�ƚŚĞ�ĞǆŝƐƟŶŐ�ĞŶǀŝƌŽŶŵĞŶƚ�ǁŝƚŚ�ůŝŵŝƚĞĚ�ƵƐĞƌ�ŝŵƉĂĐƚ�ĂŶĚ�ƌĞƐƚŽƌŝŶŐ�ĐƵƐƚŽŵĞƌ�
ĐŽŶĮĚĞŶĐĞ�ŝŶ�ƚŚĞ�ǀŝĚĞŽ�ƐĞƌǀŝĐĞ͘�dŚĞ�ƐĞƌǀŝĐĞ�ŵŽĚĞů�ŝŶĐůƵĚĞĚ�Ă�͞ƚƵƌŶͲŬĞǇ͟�^>�ͲďĂƐĞĚ�
�ĂǇ�Ϯ�ƌĞŵŽƚĞ�ŵĂŶĂŐĞŵĞŶƚ�ŽĨ�ĞǆŝƐƟŶŐ�ĐƵƐƚŽŵĞƌ�ƉƌĞŵŝƐĞ�ŝŶĨƌĂƐƚƌƵĐƚƵƌĞ͕�ĨƵůůǇ�ŝŶƚĞŐƌĂƚĞĚ�
ƵƐĞƌ�ĂĚŽƉƟŽŶ�ƚƌĂŝŶŝŶŐ�ĂŶĚ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ƉůĂŶƐ͕�ĞŶĂďůĞŵĞŶƚ�ŽĨ�ƐĞůĨͲƐĞƌǀŝĐĞ�ƐĐŚĞĚƵůŝŶŐ�
ǀŝĂ�DŝĐƌŽƐŽŌ�KƵƚůŽŽŬ͕�ĂƵƚŽ�ĐĂůů�ůĂƵŶĐŚ�ƚŽ�ƌĞĚƵĐĞ�ĞƌƌŽƌƐ͕�ĐŽŶĐŝĞƌŐĞ�ƐĞƌǀŝĐĞƐ�ĂǀĂŝůĂďůĞ�ŽŶ�
ĚĞŵĂŶĚ�ĂƐ�ŶĞĞĚĞĚ�ďǇ�ƚŚĞ�ŵŽƐƚ�ĐƌŝƟĐĂů�ďƵƐŝŶĞƐƐ�ƵƐĞƌƐ͕�ĂŶĚ�ĂĚǀŝƐŽƌǇ�ƐĞƌǀŝĐĞƐ�ƚŽ�ĞǀŽůǀĞ�
ƚŚĞŝƌ�ĐĂƉĂďŝůŝƟĞƐ�ŽǀĞƌ�ƉŚĂƐĞƐ�ƚŚƌŽƵŐŚ�ƵŶďŝĂƐĞĚ�ƚĞĐŚŶŽůŽŐǇ�ŐƵŝĚĂŶĐĞ͘

THE RESULT
zŽƌŬƚĞů Ɛ͛�ƚƌĂŶƐĨŽƌŵĂƟŽŶĂů�ƐĞƌǀŝĐĞ�ŵŽĚĞů�ĞŶĂďůĞĚ�ƚŚŝƐ�ĐůŝĞŶƚ�ƚŽ�ƌĞŐĂŝŶ�ĞŵƉůŽǇĞĞ�
ĐŽŶĮĚĞŶĐĞ�ŝŶ�/d�ĂŶĚ�ŝŵƉƌŽǀĞ�ƚŚĞ�ZK/�ŽĨ�ƚŚĞŝƌ�ŵƵůƟͲŵŝůůŝŽŶ�ĚŽůůĂƌ�ŝŶǀĞƐƚŵĞŶƚ͘�
�ƵƐƚŽŵĞƌƐ�ŚĂǀĞ�ĞŵďƌĂĐĞĚ�KƵƚůŽŽŬ�ďĂƐĞĚ�ƐĐŚĞĚƵůŝŶŐ�ĂŶĚ�ƵƐĂŐĞ�ƚƌĞŶĚƐ�ƐŚŽǁ�ĂŶ�
ŝŶĐƌĞĂƐĞ�ŝŶ�ǀŝĚĞŽ�ĐŽŶĨĞƌĞŶĐĞ�ƵƐĂŐĞ�ďǇ�ϭϰй�ďǇ�ĞǆŝƐƟŶŐ�ƵƐĞƌƐ�ŽĨ�ƚŚĞ�ƐĞƌǀŝĐĞ�ĂŶĚ�ĂŶ�
ŝŶĐƌĞĂƐĞ�ŽĨ�ϵй�ĂŶŶƵĂůůǇ�ĨŽƌ�ŶĞǁ�ƵƐĞƌƐ�ƚĂŬŝŶŐ�ĂĚǀĂŶƚĂŐĞ�ŽĨ�ƚŚĞ�ƐĞƌǀŝĐĞ͘��ĚĚŝƟŽŶĂůůǇ͕ �
zŽƌŬƚĞů�ŚĂƐ�ŵŽǀĞĚ�ŝŶƚŽ�WŚĂƐĞ�ϯ�ŽĨ�ƚŚĞŝƌ�ƐĞƌǀŝĐĞ�ƌŽĂĚŵĂƉ͕�ŽƵƚůŝŶŝŶŐ�ƐĞƌǀŝĐĞ�ŝŵƉĂĐƚ�ĂŶĚ�
ƚĞĐŚŶŝĐĂů�ƚƌĂŶƐŝƟŽŶ�ƉůĂŶƐ�ƚŽ�ĞŶĂďůĞ�ŝŶƚĞƌŽƉĞƌĂďŝůŝƚǇ�ǀŝĂ�DŝĐƌŽƐŽŌ�>ǇŶĐ�ĂƐ�ǁĞůů�ĂƐ�Ă�ƐŚŝŌ�
ƚŽǁĂƌĚ�ĐůŽƵĚ�ƐĞƌǀŝĐĞƐ͕�ŝŶƐƚĞĂĚ�ŽĨ�ŵĂŬŝŶŐ�ĐŽŶƟŶƵĞĚ�ŝŶǀĞƐƚŵĞŶƚƐ�ŝŶ�ĐĂƉŝƚĂů�ĂƐƐĞƚƐ͕�ǁŚŝĐŚ�
ŝƐ�Ă�ďƌŽĂĚĞƌ�ĐŽƌƉŽƌĂƚĞ�/d�ƐƚƌĂƚĞŐŝĐ�ĚŝƌĞĐƟŽŶ͘

zKZ<d�>���^��^dh�z͗�s/��K�D�E�'���^�Zs/��^

Their request was for 

Yorktel to develop a 

service model that 

enables self-service 

scheduling, increases 

user adoption, 

increases customer 

satisfaction, reduces 

user errors and failures 

of existing technology, 

and will evolve their 

service capabilities over 

time as their business 

priorities change.

Ez�D�dZK���K^dKE��^zZ��h^���t�^,/E'dKE��͘�͘����>/&KZE/���hE/d���</E'�KD��&Z�E��

ϴϭ��KZ��dd�t�z͕ ���dKEdKtE͕�E:�ϬϳϳϮϰ����������ϳϯϮ͘ϰϭϯ͘ϲϬϬϬ����������<EKtDKZ�ΝzKZ<d�>͘�KD


