
Customer rings 

KD on 0845 

6041400

Customer rings 

MK on 0845 

6033020

Call In Office 

Hours?

Out of hours 

announcement
No

Customer enters 

contract number

Recognised?

Yes

Status?

Yes

Call routed to 

Survey Booking 

hunt grp (outside 

of Symposium)

A – L, * and X

M - Z

Call directed to 

assigned Project 

Coordinator first

Agent 

logged in?

Call placed in 

agent’s queue

Region 

logged in?

Yes

No

Agent 

busy*?

Call put through to 

agent’s phone

Answered?

Customer call 

answered

No

Yes

Call placed in 

region’s queue

Yes

Call goes straight 

to designated 

Customer Support 

Agent’s voicemail 

(no option to 

queue)

No

All agents

busy*?

Call put through to 

available agent’s 

phone

No

Answered?

Customer call 

answered

Yes

Agent’s 

handset 

automatically 

put to ‘not 

ready’

No

Call put back to 

region queue and 

given option to 

leave voicemail

Yes

Customer 

holds?

Yes

Customer leaves 

voicemail

message – goes 

to assigned 

Customer Support 

Agent’s inbox

Customer hangs 

up

No No

Customer rings on 

0161 8722422

Reception check if 

customer has 

order number to 

hand

Has order 

number?

Call transferred to 

Symposium via 

designated 

internal extension 

numbers

Yes

Reception transfer 

call to internal 

extension (based 

on post-code)

Line busy?

No

Call goes straight 

through to handset 

voicemail (not on 

internal calls 

unless user set)

Yes

Handset rings

No

Call 

answered?

Call goes to 

handset voicemail 

after 5 rings

No

Customer call 

answered

Yes

Symposium 

System

Cornbrook 

Phone System

KEY:

Reception 

establish MK or 

KD

Message left?

Voicemail 

message left on 

Customer Support 

Agent’s phone

Yes

Customer hangs 

up without leaving 

message

No

*”Busy” – for symposium calls 

means the agent is on a call, has 

finished a call within a set time 

period (specified within 

Symposium) or has set the 

handset to “not ready”. For direct 

line or extension calls “busy” 

applies only to the first criteria

Fitter or any other 

caller (not 

customer) rings 

direct dial

(internal calls 

different)

Yes

Incorrect order 

number entered 

(or integration 

system failure). 

Call put to an “All 

Regions” catch all 

skills set

No

Call delivered to 

first available 

agent

All agents 

busy?

No

Customer in 

queue. Music 

played but no 

opportunity to 

leave voicemail

Yes

Emergency 

announcement 

plays – only if set 

manually, not a 

system fault 

contingency

Yes
Emergency 

Settings?

No

Call transferred 

out of Symposium 

via DN line
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