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Greater Western 
Water empowers 
hybrid working 
and in-house 
PCI regulatory 
compliance processes 
with Calabrio ONE.
Greater Western Water has offices in Footscray and Sunbury. The Contact Centre 
at the Footscray office covers four divisions: Customer Service, Technical Enquiries, 
Faults & Emergencies, and Credit and Collections and takes approximately 260,000 
calls per year, with an average answer time of 30 seconds. 

As the global pandemic took hold, Greater Western Water, along with organisations 
across the globe, needed to enable its contact centre employees to work from home. 
The contact centre plays an important role in keeping Greater Western Water 
connected with its customers, especially those in urgent need of assistance. 

THE CHALLENGE
Even before the COVID-19 pandemic, Greater Western Water (Footscray site) 
was looking for a new contact centre call recording solution. The existing system 
required complex and time-consuming steps to meet the legislative requirements 
of the Payment Card Industry Data Security Standard (PCI DSS). The system was 
nearing end of life and required significant investment. In addition, it did not allow 
for remote working, which was an immediate and critical need. A flexible cloud 
solution that could be implemented quickly was needed to ensure that the contact 
centre could continue to operate effectively and stay connected with customers.
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Utilities.

PRODUCTS USED
Calabrio Workforce 
Management, Quality 
Management and  
Call Recording.

THE CHALLENGE
Existing solution was no 
longer fit for purpose 
without significant further 
investment and did not support 
remote working. Laborious 
workarounds were required  
to comply with PCI DSS 
(Payment Card Industry  
Data Security Standard) 
regulatory requirements.

THE SOLUTION
A cloud solution from Calabrio 
enabled remote working and 
supported simplified processes 
to comply with PCI legislation.
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THE SOLUTION
Calabrio’s workforce engagement management (WEM) 
suite, Calabrio ONE, was selected for the exciting range 
of possibilities it enables. For instance, being a cloud-first 
solution means it is easy to manage remote employees, 
including handling the increased complexity of call recording 
when working remotely. Calabrio ONE is compatible 
with the existing CISCO Finesse ACD system, while being 
platform-agnostic, allowing flexibility for future digital 
transformation of the contact centre with published APIs 
for integrating a range of other technologies. In addition, the 
WEM suite provides a range of extra functionality that can be 
implemented as required and as the organisation demands. 
Greater Western Water is evaluating extending their solution 
to include Calabrio Analytics which enables reporting on 
activity and sentiment of inbound customer conversations, 
to support quality management and monitor customer 
satisfaction, even from a distance. 

The initial build was completed by Calabrio within two  
weeks and was deployed to all contact centre employees 
(Footscray site) via a link to log in to the cloud-based system 
from any device. This was a fast, straightforward operation 
for the IT department, without requiring configuration on 
end-user devices. 

Oliver Atanasovski, Workforce Optimisation Manager 
at Greater Western Water commented; “The pandemic 
impacted the contact centre as our system required everyone 
to work from the office. Calabrio’s cloud solution was 
deployed across the organisation almost instantly – so our 
employees can log in from anywhere, and our customers can 
easily connect with us.”

Calabrio ONE is currently being used for call recording, 
workforce scheduling and quality assurance. Even while 
working remotely, the cloud-first nature of Calabrio ONE 
provides contact centre employees, supervisors and 
managers with access to the full range of functionality, 
enabling business as usual: 

• Workforce planners use the solution to forecast 
and schedule the workforce to cope with peaks and 
troughs of demand.

• Quality analysts use Calabrio ONE for call sampling 
and managing service level quality.

• Team leaders can balance their management of 
schedule adherence, random sampling and downtime 
management for improved customer service. 

• Employees can influence their own individual 
scheduling and time management. 

“The pandemic impacted 
the contact centre as 
our system required 
everyone to work from 
the office. Calabrio’s 
cloud solution was 
deployed across the 
organisation almost 
instantly — so our 
employees can log in 
from anywhere, and our 
customers can easily 
connect with us.”

– OLIVER ATANASOVSKI  
 WORKFORCE OPTIMISATION MANAGER  
 GREATER WESTERN WATER



Greater Western Water empowers hybrid working  
and in-house PCI regulatory compliance processes 
with Calabrio ONE

3

Calabrio is the customer experience intelligence company that empowers organizations to enrich human interactions. The scalability of our cloud platform allows for quick 
deployment of remote work models — and it gives our customers precise control over both operating costs and customer satisfaction levels. Our AI-driven analytics tools make it 
easy for contact centers to uncover customer sentiment and share compelling insights with other parts of the organization. Customers choose Calabrio because we understand 
their needs and provide a best-in-class experience, from implementation to ongoing support.
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A major benefit for Greater Western Water has been simplifying the process to delete calls as and when 
regulations require. This process alone has resulted in cost savings as a third-party vendor is no longer required. 

Michael Sanders, Strategic IT Business Partner – Customer Experience explains: “Previously, the process to meet 
compliance requirements was convoluted. With Calabrio, we have control over our compliance processes, with 
the correct people now able to delete calls at the click of a button. This is a significant step forward for us.”

RESULTS
The cloud-first nature of Calabrio’s suite has enabled Greater Western Water to take control and ownership of its 
compliance processes, moving to a best practice operation and saving time. 

Calabrio ONE enables a hybrid working model and supports employee wellbeing by enabling seamless working 
between office and home and the ability to achieve work/life balance. 

SET FOR THE FUTURE
The deployment of Calabrio ONE has delivered significant operational benefits and provides a scalable platform 
that will accommodate growth. Over the next 30 years, the population in the service area is expected to double. 
With Calabrio ONE as a centralised optimisation tool, Greater Western Water will be well positioned to manage 
the requirements of its customers and employees and to continue to provide exceptional customer service. 

Learn more about Calabrio.
VISIT CALABRIO.COM TODAY

http://www.calabrio.com
http://www.calabrio.com

