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CLARION CASE STUDY

Clarion supports LOROS,

by replacing an in-premise phone
system with a more flexible
hosted solution.
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LOROS - HOSPICE CARE

Hospice Care for Leicester, Leicestershire & Rutland

LOROS Hospice is a community-based charity which
provides free, compassionate care to terminally-ill adults
across Leicestershire and Rutland. Founded in 1985 the
charity supports 2500 patients, their family and carers,

delivering care that is special and unique to each individual.

The charity enjoys strong visibility locally, with the main
hospice and learning and development centre in Leicester,
plus 29 shops scattered across the region. A devoted team
of more than 340 staff and 1300 volunteers enables LOROS
to offer many high quality care services, including outreach
support, in-patient short stays, day therapy and counsel-

ling.
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clarion

Founded in 1999, Clarion provides comprehensive IT,
Voice & Data services to clients across a broad range of
Industries, throughout the UK. Clarion offers complete
technology solutions for Private and Public Sector
organisations.

We specialise in the installation, maintenance and
support of voice and data networks and systems. We
also advise on and supply our clients with disaster
recovery options, mobility solutions, cloud and hosted
services, etc. We have partnerships with multiple
hardware and software vendors and we are proud to be
a Platinum 3CX partner.




THE CHALLENGE

A change of phone system seems like a comparatively small step in a sector such
as Social Care, where any day can bring a new challenge.

For LOROS the need to change came because the existing on-premise PBX

system required significant investment and could not adequately address the
remote working challenges introduced by the COVID pandemic. Their existing
system included 17 ISDN channels, and LOROS was aware that BT's support for this
network will end in 2025. Financially it made sense to run the system to the contract’s
end but then came the pandemic, and the need to ensure that any

replacement system also addressed the issues raised with the changing social care
landscape because of COVID. This included the need for greater flexibility on how and
where some staff could work.

The option to remain with their current provider was rendered uneconomical when
they were quoted several thousand pounds to upgrade to the latest software but still

without being able to adequately support a mobile workforce.

For a time, and with access to Microsoft's platform, LOROS was able to use
applications like Teams to get through the first lockdown. This did not include
telephony though, so staff were obliged to use their own mobiles — an expensive and
sometimes unreliable option.

Faced with the task of finding a solution, the IT department conducted its own
research whilst counting down the days left on the existing phone contract. A shortlist
was drawn up and we were invited to put our best foot forward.




THE BRIEF

Having made the decision to move on from their existing supplier, the obvious question for
LOROS became: could they get something better - and would it accommodate the need to

communicate remotely?

As a hospice LOROS has a 31 bed in-patient ward so there are always clinical staff on site, but for
most other departments it was important that they could collaborate and communicate with each

other from any off-site location too.

We were asked if we could provide a hosted phone solution that would be quick and easy to set
up, inexpensive to run, and with some capability to expand.
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OUR PROPOSAL - 3CX

After close consideration of LOROS' needs, we felt that the award-winning 3CX phone system
could offer much more than just a quick solution for their short-term needs. PLATINUM PARTNER
Already the telecoms choice for many charities, 3CX has many advanced features and benefits,
including:

Free calls to UK Landlines and Mobiles

No per extension licensing — based on simultaneous calls

Unified Communications - combines voice, video and messaging
Mobile and softphone options for remote working

Self administration from simple management interface

Easy set-up - no expensive hardware purchase

Deploy on premise or in the Cloud

We were able to set up a trial of the 3CX platform so that LOROS could experience it for them-
selves. Won over by its simplicity, and all-inclusive benefits, LOROS made the decision to replace
their in-house PBX with a hosted 3CX solution.
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SUPPLY AND INSTALL

Following a successful trial, and with support and guidance from Clarion, the IT team at
LOROS deployed 3CX quickly to all key departments. Multiple call qgueues and ring groups
were configured at go-live stage, thereby bringing about greatly-improved call flow and
visibility.

There was no longer any need for home-based staff to use their own mobiles for remote
connectivity. Instead the new unified communications platformm made team collaboration much
easier from any location. Some staff felt so comfortable with the mobile application that they
handed back their business mobile phones.

Probably the biggest initial challenge was a human, rather than technical one...

For anyone used to older telephony, it can take a little while to get used to a software-based sys-
tem where softphones and headsets replace traditional-style physical desk handsets.

This learning curve was greatly reduced with a series of easy-to-understand visual

flowcharts, derived from 3CX then created in-house, so all employees could see and understand
how calls were being routed.

“..d seamless migration from one phone . 23 ]
system to the next” | o !



SYSTEM APPRAISAL & BENEFITS

Switching to 3CX enabled LOROS to meet its primary objectives: replacing an on-premises PBX with
limited functionality, and facilitating the option of remote working for staff. There have been other
benefits too:

Administration I lNlSI I
A single license covering all staff saves IT time as they do not need to categorise staff based on
their requirements: everyone has access to the full suite of 3CX features if they need it ———
IT can make changes in an instant across the entire system
Individual staff can easily manage their own presence and status messages

Cost
. We provide an instant, or same-day valuation for unwanted telephony equipment

We offer the very best prices to help meet demand from a global network of clients asking
us for specific stock

We can arrange collection from UK and overseas addresses, and arrange swift inspection so
that we can pay you promptly

We assist with compliance with any environmental legislation regarding equipment
disposal.

Reportlng
Comprehensive report options, enabling departments such as Lotteries to gain better
management insight into high demand periods, peak call hours, patterns and traffic
Real-time reporting show supervisors who is online, who is logged off, at any given time
Historical call reports available for call back checks and highlighting where call routing can be
further improved.

Functionality
All-inclusive, advanced features with 3CX, ready for instant deployment
LOROS already using call queuing, ring groups and digital receptionist
Lifetime hosted support from Clarion, a 3CX Platinum Partner

Scalability
Scope to deploy and extend system out to LOROS’ charity shops
Office 365 & Microsoft Teams integrations available if required
Flexible, future-proof software-based system scales easily up or down



