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About
Innogy SE
Innogy SE is Germany’s leading energy 
company, with revenue of around €44 
billion (2016), more than 40,000 employees 
and activities in 16 countries across Europe. 

lnnogy’s activities focus on its 23 million customers, and on offering 
them innovative and sustainable products and services which 
enable them to use energy more efficiently and improve their 
quality of life. 
 
The principal markets are Germany, the United Kingdom, the 
Netherlands and Belgium, as well as several countries in Central 
Eastern and South Eastern Europe, especially the Czech Republic, 
Hungary and Poland

lnnogy’s UK Brand is npower one of Britain’s leading energy 
companies, serve around 4.84 million residential and business 
accounts with electricity and gas

Summary

03

Customer
Innogy SE Energy Provider

Location
Germany, UK, Netherlands, Belgium

42000
Staff

of people

Millions

Serving a customer base of

1200
Contact Centre Agents

12
Contact Centres
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The
Challenge

Legacy Technology
Npower were running on aged legacy systems 
from different vendors and which were nearing 
the end of support. As a regulated company, the 
out of support platforms posed a considerable 
risk. They were also operating siloed applications 
from multiple CRM systems, including SAP, Siebel 
and Salesforce.

System in Review
The company undertook a telephony review to find 
a vendor and solution that would allow them to flex 
up and down as their needs changed. The system 
needed to support smart metering and take secure 
payments for their services over the phone. They also 
wanted a solution that would be sustainable, improve 
efficiency and productivity and that would give them 
the ability to develop new applications in line with 
their future requirements.

Looking to the Future
The key drivers for change included a need to resolve 
immediate sustainability issues with the core Contact 
Centre estate and a requirement to create a platform 
for the future, which would support their strategic 
ambition to enhance customer satisfaction through 
the growth and support of advanced features. 
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FourNet,  worked  with  Avaya,  BT  and  Semafone,  to  provide  npower  
with  an innovative  cloud-based  contact  centre  solution.  Based  
upon  Avaya’s  Aura®  Contact  Centre technology and delivered as a 
BT Wholesale hosted communications solution. FourNet the end-to-end 
infrastructure, including providing on-site and remote services to manage 
the platform proactively.

The  managed  cloud  solution  delivers  multi-channel  customer  contact  
as  part  of  a  single integrated  solution,  developing  the  customer  
experience  through  a  range  of automated features. It allows npower’s 
agents to engage with customers via voice, email, SMS and web chat. 
Automated telephony features, including Interactive Voice Response (IVR), 
routes calls to the most appropriate agent and customers have the option 
to self-serve without the need to speak to an operator. 

The pay-per-use nature of the cloud solution replaces the need for upfront 
capital investment with monthly service charges, which are aligned with 
customer demand following, for example, seasonal demand patterns.

For example, customers will be able to pay their bill or enter their meter 
reading by simply pushing  buttons  on  their  phone.  Avaya’s  Aura  platform  
offers  more  than  700  features  and applications, providing a resilient, 
scalable and extremely adaptable communications solution. For complete 
security, these new capabilities will be complemented by BT Secure Contact, 
an innovative cloud solution, which is underpinned by technology from 
Semafone. The product protects against fraud by ensuring that payment 
card details are never shared between the customer and the contact centre 
agent, giving customers complete peace of mind that their card details 
remain safe.

BT Secure Contact allows callers to input payment card numbers directly 
into their telephone keypad. The agent stays in full communication with 
the customer at all times, to help with any issues that may arise, which 
improves the quality of customer service. Customer details are transferred  
directly  to  the  payment  service  provider  (PSP),  bypassing  the  contact  
centre environment entirely and thereby de scoping the centre from the 
Payment Card Industry Data Security Standard (PCI DSS), which saves the 
organisation money and worry in meeting these compliance standards.

The Semafone technology, which underpins BT Secure Contact, works 
for both inbound and outbound calls. From an Agent perspective the 
process for putting the call into SecureMode is the same for both call types. 
The interaction between the Call Centre Agent and the customer is  not  
interrupted  by  the  Semafone  solution,  thus  allowing  constant  dialogue  
between  the Agent and the customer. There is no need to dial other 
telephone numbers or for the Agent to put the caller on hold.

The end-to-end cloud service provided to npower was delivered over BT 
Wholesale’s hosted communications platform, SIP Trunking and ultrafast 
Ethernet network which boast business grade levels of security, reliability  
and resiliency.

The Solution
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Implementing 
the Solution

Andy Parkinson
Infrastructure Programme Manager

“Moving to FourNet’s Agile Cloud has provided npower 
with a wide range of benefits. The pay per user nature of 
the cloud solution has delivered substantial operational 
savings to our business, as it has replaced the need for 
upfront capital investment and has reduced the cost of 
managing on-premise systems.

“The flexibility of Agile Cloud has allowed us to not only 
scale our resources as we need but gives us the ability 
to create a customer journey-driven experience, which 
means that we can communicate with our customers 
in the way that they choose, helping to improve 
satisfaction, loyalty, and retention.  
 
“The new automated features and applications have 
significantly boosted the efficiency and productivity of 
our agents, and we have reduced customer payment 
risks through the introduction of the Secure Payments 
Service.”

FourNet worked with multiple suppliers to 
deliver the solution including:
• Avaya
• BT Wholesale
• Semafone

The implementation of the twelve UK and international sites took 
eight months, with the Domestic Contact Centre transitioning 1200 
users over a weekend. FourNet ran several workshops to support the 
implementation and adoption of the new solution. This helped sell 
the benefits of the technology internally to educate the business and 
improve productivity and helps teams learn about the capabilities of  
the solution.

We provided a comprehensive implementation 
solution including:
• Project Management (Single Point of Contact and Accountability)
• Integration and Configure-to-Order Staging; Data centre build
• Software Configuration
• Technical Training and Knowledge Transfer 

Our project management, online documentation and technical expertise 
ensured we delivered a successful solution implementation, which 
resulted in a project delivered within scope, on-time and cost effectively.
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The Benefits

The pay-per-use nature of the 
cloud solution delivered substantial 
operational savings because it 
replaced the need for upfront 
capital investment with monthly 
service charges which are aligned 
with customer demand/seasonal 
peaks and streamlined operations 
and systems 

Now have the ability to offer 
home working for contact centre 
staff for DR

The new automated features 
significantly boosted the 
efficiency and productivity  
of their agents

They now can rapidly flex their 
resources to respond to peaks in 
customer demand

Pay-per-use Savings

Reduced the cost to manage on site 
systems by moving to the cloud They can now communicate via  

their customers preferred media  
and customer payment risks have 
been removed with the Secure 
Contact service

Context Store improves the 
customer service as the agent  
can see the full customer journey 

The service allows the flexibility 
to create customer journey-
driven experiences that generate 
customer satisfaction, loyalty  
and retention

Flexibility Reduced Cost Improved 
Customer Service

Customer  
Preferred Media

Automated Features Rapid Response Home Working
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Npower will be driving adoption through the business. They are also looking 
at a wider back office adoption which runs into multiple thousands of users.  
 
In addition, as part of the Government mandated roll out of Smart Meters, 
npower is required to deploy in the region of 4 million Smart Meters to 
its domestic gas and electricity customers by the end of 2020. npower’s 
existing engagement model for booking and confirming customer Smart 
Meter installation appointments was handled by call centre operators and 
there was a strategic requirement to update the operational business model 
through digitalisation and automation. 
 
FourNet developed an application using SMS technology that automates 
appointment booking for SMART meters, saving time and money in 
cancelled or no-show appointments. The solution is based on Avaya’s 
Proactive Outreach Manager (POM) capability that was already included 
in the Contact Centre as a Service (CCaaS) solution. This solution not only 
delivers on their key requirements but helped npower move closer towards a 
fully joined up digital customer journey. 

The Future
The SMART meter solution helped npower to: 

• Automate customer contact/engagement

• Confirm customer appointments

• Deliver the Smart deployment plan with great customer experience

• Provide highly effective omni-channel contact with customers

• Contact is intelligent and automated, tailored to customer preferences
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FourNet’s powerful combination of service excellence 
and technical expertise makes us the partner of 
choice for organisations who want to transform the 
way they communicate with customers, staff and 
stakeholders, reduce costs and gain competitive 
advantage.  
 
Our contact centre, unified communications, managed services and telephony 
solutions are designed to address today’s complex business challenges, helping 
you to respond to your customer and staff requirements.  
 
From simple IP Telephony Solutions to Virtual Contact Centres, from Unified 
Communications to Cloud Services, we partner with best in class vendors such as 
Avaya, Microsoft and Enghouse, to deliver a solutions portfolio that will address 
today’s changing workplace and build tomorrow’s future, making FourNet the 
preferred communications partner for many businesses across the globe.

Richard Pennington
CEO FourNet

“FourNet has been creating ground-breaking, innovative 
solutions for our customers in both commercial 
enterprises and the public sector for some years; 
however, this project with npower is particularly exciting 
for us. 
 
”The range of applications we can deploy and way we 
are delivering the solution through the innovative use 
of cloud services will help transform npower’s business, 
enabling them to be innovative in the way they work 
with their customers, improving customer experience 
but also reducing their costs through our consumption-
based pricing model.  
 
Over the years, we have built a reputation for long and 
successful relationships with our customers and we look 
forward to developing this with npower.”
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Thank you 

0161 864 5130
fournet.co.uk


