Telecoms Project – Objectives and Outcomes
Objective
To enhance customer service and operational efficiency through a robust telecoms solution that integrates advanced technologies and supports seamless communication across multiple channels, to deliver superior service, optimized operations, sustainable growth and cost efficiencies.
Outcomes:
1. Enhanced Efficiency
The proposed solution should integrate advanced technologies such as AI, automation, and omnichannel capabilities, to streamline operations and reduce manual workloads and duplicated processes.
2. Improved Customer Experience
Customer expectations are continually evolving, and Taff are looking to continue to provide exceptional customer services but would also like to provide a more tailored to the needs of the individual. The proposed telecom solutions should offer seamless integration with the data held in the Rubixx Housing Management system, allowing for key information to be on hand and visible.
Customers should be able to contact Taff via various channels, in a media that they are most comfortable with.  In addition, language support should be available across all channels, including automated translation capability.
3. Provide Value for Money
Value for money will be achieved by rationalising phone lines and services, lowering operational costs, the addition of features like call masking and call recording ensure compliance and reduce the risk of costly data breaches.
The efficient management of Direct Dial-In (DDI) lines and integration with existing systems, such as Microsoft Teams and Taff’s Housing Management Solution “Rubixx”, further optimizing resources and reducing overheads.
4. Analytics
The solution should provide comprehensive insights into telecommunication activities, enabling Taff to optimize their communication strategies, improve customer service, and enhance operational efficiency. This data should be easily accessible to Taff via API connections.	
5. Future Proofing
Ensure Taff remains agile and adaptable to future technological advancements, with scalable and flexible systems allow us to grow and evolve without the need for frequent overhauls.
	
