HORNBILL SUCCESS STORY: Greggs

Greggs Uses Hornbill’s Enterprise Support Platform to
Provide Service and IT Support to its Nationwide
Retail Stores, Bakery Operations and Customers

Greggs is the UK’s leading bakery retailer. With 1,350 shops nationwide a Greggs or
Bakers Oven branch is never far away. The company serves over 5 million customers
each week throughout all of its shops. A large proportion of Greggs’ business is in
takeaway food - principally shop-made sandwiches and freshly-baked savoury
products. The company also operates catering units through its Bakers Oven brand.

To keep the operations running smoothly on a daily basis, the company has recently
invested in service desk solutions for each of its 14 business divisions. The service
desk staff provide both IT and operational support to 19,500 staff across its shops
nationwide. Incoming calls are logged and tracked using service desk applications
built on Hornbill’s Supportworks Enterprise Support Platform (ESP). The company
selected Hornbill having initially been impressed with Hornbill’s IT Helpdesk and felt
that adopting a common service infrastructure would benefit the company even
more.

Managing Service Delivery

As well as the service desks in the divisions, the company has a central service desk
where all information, including all calls taken within the divisions, is managed and
which provides management reports that cover the entire organisation. Each
divisional IT team handles first line support calls locally, and refers more complex
second line calls, that can’t be dealt with by the division, to the central head office
IT support desk. The customer service desk handles customer calls from the general
public on all aspects of Greggs’ business.

Since implementing Supportworks for IT Support Desk and Customer Service, Greggs
has also customised and implemented two further helpdesks - one for its internal
distribution service and one for its facilities management service desk. Staff on the
internal distribution service desk receive calls from the stores regarding deliveries -
on damaged goods or orders not received.

Within each division Greggs has IT and administration staff providing support. The
admin support staff use a customised version of the Hornbill system for facilities
management - specifically shop maintenance. Requests from shops for maintenance
issues - on ovens, electrics and internal shop fittings - are all logged and handled at
divisional level. The similarity of the user interface also enables support staff for
either IT or operations to cover for others in case of absence.

"Across all of our service desks we handle approximately 300-400 calls a day,”
said James Holmes, Project Manager at Greggs. “Hornbill’s solutions
have enabled us to log and track all customer
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"It’s easy for our analysts
to cover other functional
desks because they’re so
familiar with the system.”

“There is no doubt that
with Hornbill’s service
desk solutions we have
efficiencies across the
board. The customisation
has been relatively
straightforward, and each
part of the business is
benefiting from improved
information recording and
reporting.”




*Hornbill’s solutions have
enabled us to log and track
all customer contact, both
from external customers and
those that we support
internally. The flexibility of
the system has enabled us
to consolidate the business
needs and gain economies
of scale throughout the
organisation.”

“As a retailer today we face
ever increasing demands on
non-store activities.
Streamlining processes and
managing service delivery
efficiently ensures profit
levels are maintained with
no risk to reputation or
product quality.”
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contact, both from external customers and those that we support internally. The
flexibility of the system has enabled us to consolidate the business needs and gain
economies of scale throughout the organisation.”

Improved Service Information

Warranty information is stored on assets (such as fridges, ovens and tills) to enable
service call outs to be arranged. Services or repairs are handled either by the
company’s internal engineers in the field, with a high priority text message sent, or
passed to a third party engineer if appropriate. Recording asset information centrally
has significantly reduced overall maintenance bills, since the company now has
accurate records of warranty dates and policies, which were previously recorded
manually or on Excel spreadsheets and were often difficult to access.

“Previously we had a variety of systems for our facilities management, with varying
degrees of efficiency. With Hornbill’s system in place we now have all our warranty
and service information standardised and in one place, which is hugely beneficial for
shop maintenance,” explained Holmes.

Streamlined Customer Contact
Within the customer service desk, letters have been standardised to give customers
common messages using Microsoft Word. As well as logging incoming calls, Hornbill
worked with the IT team to integrate the system with Greggs’ website.
With all of the customisation work carried out, Holmes has spent considerable time
preparing manuals and user training designed specifically for the business user.
Support call screens are tailored for the facilities management team (shop
maintenance) to reflect the type of call that they handle.

“We have completed a lot of customisation to the system ourselves to ensure that it
aligns closely with the business needs, which has been very easy to implement” said
Holmes. “By assigning a business owner to each system - customer service, IT, internal
distribution and shop maintenance, we have been able to see real business benefits.
We have worked closely with the business unit to define their system requirements,
which we have then implemented and now support.”

Part of the customisation includes call routing, whereby parameters have been set
such that when a call comes in it is routed according to the nature of the
requirement. For example, a call about a hard disk problem is routed to the IT
network team, while an EPOS call (till problem) will be routed to the appropriate
service centre for the shop location.

Aligning with the Business

In addition Greggs has customised the facilities management system to monitor the
temperature of the tills in stores. Calls are automatically logged into the system if any
problems are encountered. Automating the checking of till temperatures in this way
has significantly reduced the number of service calls since engineers are able to apply
pre-emptive maintenance. The GDS service desk system has also been customised,
enabling shops to call in if an order has been missed or damaged, logging a call against
several products if required.

"We have found the system highly configurable and so enabling us to configure it in
line with business needs. Not only that, we are able to act upon the generic reports
that we are able to run from the central data.” said Holmes.

"We have been able to adhere to our Service Level Agreements continuously and it’s
easy for our analysts to cover other functional desks because they’re so familiar with
the system. The reports that we generate can highlight trends and requirements, so

that resource issues can be addressed before problems occur.”

Not only has the accurate central asset data meant significant savings in handling
warranty issues, common problems can be identified and acted upon, reducing the
overall number of calls.

"There is no doubt that with Hornbill’s service desk solutions we have efficiencies
across the board. The customisation has been relatively straightforward, and each part
of the business is benefiting from improved information recording and reporting.
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