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•  Failed PABX unable to 
meet the needs of the 
business

•  Unified communications •  Reliable inbound and 
outbound call centre 
functionality

•  Increased productivity 
and throughput

•  Wait times slashed in 
half

•  Improved flexibility, call 
control, and reporting

About  
Ingenico
Ingenico is a leading provider of payment services and technology, 
including support, maintenance and repairs for EFTPOS terminals on 
behalf of banks. At the core of this service is a call centre of about 
50 people that handles inbound and outbound calls for banks, retail 
merchants and the coordination of onsite technicians nationally.

The  
Summary
Ingenico had in place an ageing PABX telephone system that was past 
its useful life and unable to meet the demands of the business.

Based on a recommendation from Brennan, Ingenico had selected a 
Unified Cisco Call Manager platform, integrated with Zeacom Contact 
Centre to support the demanding communications needs of the 
business. Rather than wait for the scheduled implementation, the team 
had to move fast in the face of this business-critical communication 
outage.

Ingenico is clearly pleased with the new Unified Cisco CallManager 
platform, integrated with Zeacom Contact Centre. The availability of 
management information—including call patterns and call times—has 
allowed Ingenico to make small changes that have slashed call wait 
times in half.

Business 
Challenge

The
Solution

The
Results

https://ingenico.com


Case Study | Ingenicowww.brennanit.com.au

Ingenico

Reliable & Consistent Solutions For  
A Growing Organisaion

A Call Centre Solutions Case Study

The Situation
The company had in place an ageing PABX telephone system that was 
past its useful life and unable to meet the demands of the business.

“The hardware was out of support, and it was difficult to add new people 
to the system and change processes. We had to find a new system that 
could handle the load as well as efficiently provide reporting facilities to 
our customers,” explains Mike Ryan, IT and MIS manager at Ingenico.

Ingenico’s primary concern, however, was that the existing system would 
cut out altogether, leaving them without service—a concern that became 
a reality at five o’clock one afternoon when a critical fault occurred within 
the system two weeks out from the scheduled implementation of the 
new system

“We’ve been blown away 
by how significant the 
improvements have been in 
such a short period.”

Mike Ryan
IT & MIS Manager
Ingenico

The Solution
Based on a recommendation from Brennan, Ingenico had selected a 
Unified Cisco Call Manager platform, integrated with Zeacom Contact 
Centre to support the demanding communications needs of the business.

Rather than wait for the scheduled implementation, the team had to 
move fast in the face of this business-critical communication outage.

“We hadn’t completed testing and configuration of the new telephony 
system,” says Brian Sullivan, Ingenico service delivery manager. “However, 
Brennan was able to bring together the project team within an hour to 
commence the migration and installation of the new system.”

Three hours from the server failure, Ingenico logged its first call on 
the new system. “It was as close to seamless as you could get,” Brian 
recalls. “Brennan had already installed all the user handset, so when we 
switched over the call centre, the team were able to use the new handsets 
immediately.”

While not the ideal situation to introduce a new system, “We 
implemented first and then tested later,” jokes Mike—Brian says the 
project showed the importance of being prepared. “A lot of the credit 
should go to Brennan,” he adds. “It was their confidence that swayed us in 
terms of what we would do.”

Ingenico had been clients of Brennan for five years, so Brennan knew the 
business and its requirements well. Ingenico chose Brennan to update the 
new system because of its unified communications expertise, added to an 
existing understanding of the IT infrastructure.
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The  
Results 
Ingenico is clearly pleased with the new Unified Cisco CallManager 
platform, integrated with Zeacom Contact Centre.

“It’s sensational. It has provided us with the flexibility and the tools  
to actually manage our call centre as a call centre in 2011,” says Brian. 
“We have a level of responsiveness we could only have dreamed  
about previously.”

To respond to an outage on the network, the old system only allowed 
specific people to issue an announcement. “The new system allows us to 
do that at the click of a mouse,” Brian explains. “Almost instantaneously 
we’re able to place a recorded message on the contact centre queues. 
Even in the event of an outage that we don’t have a message for, any 
of our operators can record one through their handset and apply it 
immediately. That’s one significant advantage.”

Moreover, the availability of management information—including call 
patterns and call times—has allowed Ingenico to make small changes 
that have slashed call wait times in half, Brian asserts. It is also easier to 
produce reports for clients, as data is drawn straight from the system, 
reducing previous handling.

“We’ve been blown away by how significant the improvements  
have been in such a short period,” says Brian. “The real beauty of this 
system is that it is largely user-definable—we know there are further 
enhancements that we can introduce.”

Reliable call centre 
functionality

Increased productivity

Wait times reduced  
by 50%
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Related 
Services

Voice, Business Internet & Unified Communications

Brennan can be your complete telecoms provider, offering unified 
communications such as voice, internet, video conferencing solutions 
and general support services, providing you services via a wide range  
of providers.

Learn more  

Call Centre Solutions

Respond to customers faster and easier, no matter how they contact 
you. Whether you have a simple phone support helpdesk or a 
sophisticated multi-channel call centre, your agents will have what  
they need to be more helpful, more efficient and more motivated.

Learn more  

Want more information about 
the products and services that 
Brennan have helped Ingenico 
with? Here’s a brief overview.

Visit brennanit.com.au  
for more information.

https://www.brennanit.com.au/business-telecommunications/
https://www.brennanit.com.au/business-telecommunications/call-centres/
http://brennanit.com.au
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SPEAK TO US TODAY:
www.brennanit.com.au 

1300 500 000  
sayhello@brennanit.com.au

SYDNEY - BRISBANE - MELBOURNE 
NEWCASTLE - MUMBAI - KOCHI

Why Are We Different?
We’re uniquely positioned to design, manage, and optimise your complete 
IT environment - or just the parts you need help with - so your people can 
have a truly seamless technology experience, wherever they are working.

Out teams are crazy about delivering an exceptional customer experience for 
our clients, which is why we continue to invest in our people, systems, and 
automation. This has resulted in us achieving a world-class Net Promoter 
Score of +80.

Unlike nearly every other Managed Services Provider, Brennan offers a 
complete range of services across infrastructure, networking, end-user 
support, unified communications & telephony, IT security, hardware & 
software procurement, pre-paid support & project services, and bespoke 
business application development such as CRM, intranet, and automation.

Get in touch with us today to see how we can help your organisation. 

www.brennanit.com.au


