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Three people, three cities, one 
problem: find a bed for the night.

Tony’s meeting has run over. Something’s come up and he’s 
been delayed in New York. He needs to stay over an extra 
night but his usual hotel is fully booked. 

Miranda in Berlin has been held up by an air traffic control 
strike. There won’t be a flight home to London until 
tomorrow morning. 

Helen is in Johannesburg, she missed her connecting flight 
to Cape Town. It’s been a long day. 

Luckily each of them has a person they can call.

Hogg Robinson Group (HRG) is an award-winning corporate 
services company. The business books, manages and 
analyses the travel requirements of hundreds of corporate 
clients, all day, every day... Right now someone somewhere 
within HRG is finding Tony, Miranda and Helen their rooms for 
the night.
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Finding a room for the night is not the problem. 
Finding the right room at a price that meets the 
clients’ travel policy is. It is the same for flights, 
railways, meeting rooms, visas or car hire. HRG 
provides all aspects of a traveller’s itinerary to 
best suit their needs and their company policy.

To do this HRG has developed its own unique 
systems and invests in training and retaining 
its client-facing staff. While developing and 
integrating new technology can make clients’ 
travel management easier, there is no escaping 
the importance of the human touch.

“People make and maintain relationships,” 
says Neil Kirk, HRG’s Head of Unified 
Communications, “technology assists them.”

The challenge for HRG is to make sure its staff 
are always available, that client expertise can 
be quickly brought to bear on any issue. “If 
there is an airline strike, or another Icelandic 
ash cloud, our guys will know about it before 
the client,” says Kirk. “We can see how many of 
our clients’ staff will be affected, and we can be 
working on solutions.”

To do so it needs a combination of things. It 
needs to mesh its systems with client-facing 
staff, it needs a seamless contact centre 
experience for clients, and it needs to create 
a more flexible work environment. If HRG is to 
respond to calls at all hours, rather than being 
bound to the office, more staff should be able 
work remotely. “We need to give our staff the 
tools they need to do their jobs, regardless of 
location,” says Kirk.

People maintain relationships, technology assists
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The UK case example

Vodafone has worked with HRG since 2000. 
“Vodafone is best in class in terms of strategy, 
infrastructure and products,” says Kirk. The 
company signed a new five-year agreement 
across fixed and mobile in 2012.

“For us, Vodafone is best placed to make the 
most of these converged technologies. Clearly 
there is a benefit in terms of economies of 
scale, but we also looked at who Vodafone 
partners with. They’re a gold level partner of 
Avaya, and Avaya is at the heart of our global 
contact centre operations.”

In the UK, Vodafone is delivering a 
comprehensive Unified Communications 
solution, consolidating a communications 
estate across nine UK offices. It has migrated 
1,500 fixed lines to new non-geographic 
numbers. 

Working with Unified Communications delivers 
new collaboration tools for support staff and 
SIP trunking into the nine contact centre 
operations creates a more resilient, feature-rich 
environment at the front line. “It means we now 
manage just one site, rather than nine individual 
offices,” says Kirk. “Our contact centres are 
better placed in terms of business continuity, 
we’re more flexible in that we can add new lines 
quickly, and we can integrate multimedia.”

For Tony, Miranda and Helen, it means their calls 
for help are responded to faster, and routed to 
the right person.“We believe in People Going 
Further, and that applies to what we do for our 
clients, and for our own staff,” says Kirk. “When 
you give the right technology to your staff, the 
more opportunities you will have as a business. 
Working with Vodafone as a partner, we’re 
building value together. We’re using technology 
that is applicable to our business.”
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Business Need:

HRG has a 1,500 person operation in the UK and 
Vodafone’s services were a great fit for the size 
and shape of the project.  The business need 
was to migrate those 1,500 people from nine 
telephone systems to one, interconnecting 
skills, people and services into a seamless 
solution while increasing the number of home 
based workers.  It was equally important that the 
solution could be further integrated into HRG’s 
worldwide unified communication strategy.  
Aligning previous technology investments 
across multiple continents to encompass the 
same basic goals, but adding diverse countries, 
cultures and time-zones.

Solution:

Vodafone delivers a comprehensive Unified 
Communications solution, consolidating a 
communications estate. It has migrated  
1,500 fixed lines to new non-geographic 
numbers. Working with Unified Communications 
delivers new collaboration tools for back office 
staff; SIP trunking into the nine contact centre 
operations creates a more resilient, feature-rich 
environment at the front line.

Business benefits:

•  Improved customer service with calls into 
the nine contact centres answered faster, 
and routed to appropriate client teams 

•  Allows  HRG to create virtual teams to 
support clients, regardless of location

•  Secures partnership with key suppliers 
across mobile hardware, collaboration tools 
and contact centre operations

•  Facilitates the use of home workers, 
establishing the business case for remote 
working on both back office and frontline 
operations, meeting corporate objectives 
for staff retention and service delivery

•  Free internal calls following switch from fixed 
line to non-geographic numbers over WAN. 

Executive summary

“ When you give the right technology to your staff, the more 
opportunities you will have as a business. Working with 
Vodafone as a partner, we’re building value together.  
We’re using technology that is applicable to our business.”

 Neil Kirk,  

 Head of Unified Communications, 

 HRG

About:

HRG is an award-winning international corporate services provider specialising in travel, expense 
and data management, underpinned by proprietary technology. Vodafone is the company’s lead 
communications partner, and has worked with HRG since 2000. www.hrgworldwide.com
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To find out more, please contact your Account Manager. 
Or for new business, call us on 0845 084 0157
vodafone.co.uk/business
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