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Who are Business Systems? 

 
Business Systems (UK) Ltd is the UK’s largest independent provider of Call Recording and Workforce 

Management technologies collectively called Workforce Optimisation (WFO). Founded in 1988 we 

have over 30 years of history implementing and maintaining this technology for commercial, 

institutional and government customers, we were also one of the first companies to migrate these 

services into the cloud in 2008. 

 

This means that the advice we offer our customers is both experienced and unbiased, as we will 

provide ‘best fit’ Software as a Service (SaaS) solutions from industry leading manufacturers, then 

provide all the necessary expertise to implement and deliver the working solution. 

 

Many of the services we deliver to our customers must service operations which are ‘mission-critical’ 

and where projects have a high degree of complexity, not least transitioning legacy systems data into 

the new environment whilst still maintaining full operational integrity; our customers in Air traffic 

Control (NATS), Bank of England, Emergency Services and The Home Office bear witness to that 

process. 

 

Our aim is to help organisations increase the productivity and security of their business operations 

using WFO SaaS applications such as Workforce Management, Call Recording, Interaction Analytics 

and Robotic Process Automation. 

 

And finally provide our customers with the full migration service from legacy ‘on-premise’ to cloud or 

hybrid cloud as best fits their needs. 

 

What is the Service? 

 
Our cloud-based Workforce Management solutions help ensure our customers have the right employees 

with the right skills are in the right roles, at the right times. With complete visibility of all resource 

combined with analytics, management teams are provided with the best possible insight to optimise 

the workforce to the required tasks at the lowest cost to the business. 

 
Business Systems and Teleopti: Optimum Solution, Exceptional Support 

Business Systems is the chosen UK delivery partner for the Teleopti Workforce Management solution. 

The success of this relationship is based on Business Systems’ extensive experience in this market 

and implementation services alongside Teleopti’s robust and innovative cloud platform. Teleopti is a 

proven technology provider within Gartner’s ‘Magic Quadrant’ in the WFO, earning top score for the 

fourth year running for overall vendor satisfaction, as recognised by DMG Consulting (2018 – 2019 

Workforce Management Product and Market Report).  

 
The collaborative Business Systems and Teleopti partnership ensures that our customers benefit from 

a winning formula of technical expertise and know-how coupled with a proven training and 

consultancy offering (assuming these services are required beyond standard set up). Once the project 

is in ‘go-live’ phase, Business Systems conducts regular account reviews as well as an annual 

operational review to ensure the product and service continues to meet the customer’s objectives. 



 
 

 
 

 

 

 

End to End Hosted Solution 
 

Teleopti is a modular WFM solution that provides the flexibility for the organisation to expand the 

functionality into the advanced optional modules. It is an open solution that can support integration 

into third party applications such as HR and Payroll to reduce duplication and automate processes. 

 
Teleopti is a fully integrated solution made up of key WFM building blocks. The application is 

constantly evolving and is at the cutting edge of WFM technologies. This means any end user feature 

requests or new functionality can be introduced with an agile approach. 
 

 

Teleopti Solution Overview 

 
 

 



 
 

 
 

 

 

 

Data Backup, Restore and Disaster Recovery 
 

 
The cloud service is hosted within Microsoft Azure and was selected on the basis that Microsoft had 

invested over $15 billion in infrastructure since opening its first datacentres in 1989. Microsoft offers 

unmatched security monitoring and management for cloud resources. 

 
The hosting service offers a guaranteed uptime of 98%, excluding any planned maintenance within 

the Operational Time, scheduled and agreed downtime, and the occurrence of any Force Majeure 

Event. 

 
Backup procedures may include a process whereby the data is resent regularly to mitigate against any 

failures in transmission, or reading of data. Alternatively, data transmissions may be stored 

temporarily and deleted only once confirmation is received that the data has been successfully written 

to the subscriber system. 

 
Some organisations (when contracting professional services from Business Systems) request that 

updates are sent on changes only, i.e. the data between original and updated data set or complete 

data sets for a range, in either case this data would be timestamped to allow for most recent changes 

to take precedence. Regular automated parity checks of data reported from both systems allow for 

an alert to be generated in case of any disparity. 



 
 

 

 

 

 
 

On-boarding and Off-boarding Support 
 

 
Business Systems’ Cloud Services are delivered in the form of Software as a Service (SaaS) and as a 

result, can be very quickly deployed. Hosted and managed centrally, standard services can be turned 

on and off and additional modules added as customer requirements evolve. 

 
For every major on-boarding, Business Systems assigns a dedicated Prince II certified Project 

Manager (PM). It is the PM’s responsibility to ensure that all new installations are implemented 

against and adhere to the agreed project specification. 

 
 

Training 
 

 

Training is on site and delivered by Business Systems WFM Consultants with resource planning 

backgrounds. The training is consultative and enables the knowledge transfer through hands on 

exercises and support in building the hierarchy and schedules. 
 

There is also an online "Wiki" that provides a wealth of material for end users. This includes context 

driven help, process overview, and troubleshooting guides. End users will also have access to the 

customer portal which includes forums, FAQ's and product documentation. 
 

Business Systems will provide training material covering the main modules. These guides provide an 

overview of the main functionality for modules in scope. 
 

Support 
 

 

Business Systems provides 1st, 2nd and 3rd line support facility to its customers via the Customer 

Service Centre (CSC) based in Isleworth. The CSC operational hours are 08:00 to 17:30 UK time Monday 

to Friday (excluding Bank holidays). 98% of calls are answered within 5 seconds and 1st technical 

response is typically within 20 minutes. 
 

Cases are logged by telephone, web-portal or email; all cases are assigned with a unique reference 

number. These are owned by the CSC who allocates the case to suitable engineering resource. The 

CSC monitors the case/project through to completion and will also make the customer aware, via 

email or phone, of any unforeseen issues we have proactively identified. 
 

A 24-hour facility is also available. Any cases reported prior to 08:00 or after 17:30 in accordance with 

your hours of cover or in the event of a UK bank holiday will be responded to via an on-call engineer 

using the PIN provided. 
 

Business Systems can provide a tailored maintenance contract. Examples range from standard 

business hours to complete cover (24 hours a day, 365 days a year).  These types of maintenance 

contracts will have fixed hours of cover and specific response times. 



 
 

 

 

 

 
 

Pricing Overview 
 
 

Hosted deployment is licensed on a per agent per month basis, invoiced quarterly. 
 

Module Unit Price Pricing Notes 
Base* £19 Assumes Bronze Support(Mon-Fri, 9-5pm) 

Pricing Excludes VAT at the prevailing rate 
Based on a standard product and assumes no 
configuration changes. 

 
 

* Additional modules are priced at £3 - £6 per agent, per month e.g. Employee Self Service and 
Real Time Adherence modules. 

 

Exclusions 
 

Professional Services 
 

If contracted, professional services can be provided at £1,200 per day. 
 

For example, user guides and training literature is provided as standard but depending upon the 
size of the customer requirement and number of users live training may be applicable. It is always 
prudent to budget for live training and the rate is £1,200 per day. 

 

This includes consultancy, training and data extraction services. 
 

Integration 
 

The pricing provided does not include integration services. This would be scoped and the price 
agreed on request. 



 
 

 

 

 

Service Constraints 

 
Maintenance windows are reserved on the 2nd Wednesday of every month for patching and cloud 

maintenance. Customers receive 14 days’ notice if this is going to occur or not. Typically, the window 

will take no longer than 1 hour, and is used outside of the customer’s core hours. 

 
Microsoft Azure uses active replication, meaning that at any one time there are 3 instances of a 

customer’s environment available in 3 separate locations. Should one become unavailable the 

solution will automatically and seamlessly switch over to another so as to safeguard against any 

disruption for the customer. 
 

 

Service Levels 

 
Business Systems provides five levels of support including: 

 
1. Platinum - Full support, 24 hours a day, 365 days per year with 4 hours response (remote access is 

a pre requisite). 

 
2. Gold - Full support, 0800-2000 hours a day, 365 days per year with 4 hours response (remote access 

is a pre requisite) 

 
3. Silver - Standard on-site support (including telephone support), 0800- 2000 Monday-Saturday; 

Response time of 8 hours UK (typically 4 hours in the City of London) 

 
4. Bronze - Basic on-site support (including telephone support), 0900-1700 Monday-Friday; Response 

time of 8 hours UK (typically 4 hours in the City of London) 

 
5. Tailored Service Level - Based on the customer's requirements e.g. custom support hours, on-site 

support, technical account manager etc. 

 
Please note, Bronze Support is provided as standard. 

 
Business Systems Service Desk 

 

The Business Systems Service Desk will be the central point of contact for all queries, including any 

security related matters. 
 

The cloud platform provides 24 hour surveillance and should Business Systems be made aware of any 

security concerns, these will be proactively communicated to the customer. 
 

Business Systems provides 1st, 2nd and 3rd line support via the Customer Service Centre (CSC). 
 

The CSC operational hours are 08:00 to 17:30 UK time Monday to Friday(excluding Bank 

holidays). A 24-hour facility is available to customers for incidents logged outside of the CSC 

operational hours.  Incidents logged via the 24-hour facility will be responded to via the on-call 

engineering team which comprises of 3 engineers and 1 duty manager. 



 

 

 

 

 

 Service Level Matrix 
 

PROBLEM RESPONSE BY MAINTAINER 

Priority  1 (P1) 

Critical or Major impact on business 

processes and no workaround. 

Maintainer will provide a response as soon as possible, 

and a qualified member of its staff will begin to diagnose 

and correct a Priority 1 case as soon as reasonably possible 

but in any event work will commence on the resolution 

within agreed SLA response times. 

Maintainer will continue to provide reasonable efforts to 

resolve Priority 1 cases in less than 24 Contracted Hours. 

The resolution may be delivered to the Client as a work-

around or as an emergency software fix. If the Maintainer 

delivers an effective work-around, the classification will 

drop to a Priority 2 case. 

Priority 2 (P2) 

Any other problem which is not 

classified as a priority 1 

 

Maintainer will provide a response as soon as possible, 

and a qualified member of its staff will begin to diagnose 

and correct a Priority 2 case as soon as reasonably possible 

but in any event work will commence on the resolution 

within SLA. 

Priority 3 (P3) 

Request for information or non-

service affecting issue. 

 

Maintainer will provide a response as soon as possible. 

 

Service Credits 

 
In the unlikely event that Business Systems fail to meet the Resolution Target* for a P1 Critical Incident 

a Service Credit of 15% of the monthly fee (up to a maximum of 60%) will be credited based on the 

number of users impacted. Service credits must be applied for in writing within 7 days of the failure. 

*Exceptions apply. 
 
 
 
 
 
 



 

 

 

 

 

Ordering and Invoicing Process 

 
All customers are assigned a Business Systems account manager who will generally be the first point 

of contact for commercial queries. Any customer requirements are discussed and documented in a 

works order for sign off by the customer before any additional cloud services can be set up. 

 
- Information and sales enquiries can also be directed to Tel 020 8326 8200.  
- Purchase Orders should be sent to sales@businesssystemsuk.com   
- Payment terms are 30 days 

- All charges are subject to VAT at the prevailing rate 
 

 

Off-Boarding 
 

The service can be cancelled in writing as per the terms as specified in the initial contract. To 

facilitate service transition, there are a number of options available for extraction of data at the end of 

the contract. These would be scoped and agreed with Business Systems and a price provided on a time 

and materials basis. 

Technical Requirements 

Client requirements 

 

Web tools for team leaders and agents 

- Modern browser with updates. If a modern browser cannot be used, the manufacturer includes a 

standalone runtime environment that can host the web application. 

 

Note: The WFM service is currently tested on IEII, Edge and Chrome. If you find issues with 

another browser, please try one those before reporting it.  

 

- Many features available also from most tablets and smart phones. 
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Resource Planner Client: 

Client used for forecasting and generating schedules, for Resource Planners only.  

 

Performance matrix: 

Number of agents: Up to 400 agents 

Specs: I Dual core x64 4GB memory 

Client: Thin, one MS Live Account per user 

 

 

 High Performing CPU.  

 Dual Core x64, 4GB RAM 

 200 MB available space on hard drive and automatically managed paging files size.  

 Local clients need fast network: 10mb (up and down) network, WIFI not recommended.  

 Access to http://wiki.teleopti.com/ and http://www.teleopti.com for online resources.  

 Windows 7/8/10 (64bit recommended), latest updates applied.  

 Internet Explorer 9 or later (later means better user experience), Chrome or Firefox.  

 Latest Microsoft.NET framework (4.7.1 or later). Full, not client profile only, with latest updates from Windows.  

 PDF reader or Excel for exports.  

 Firewall: port 80 http and 443 for https needs to be open to the Teleopti cloud service. 

 Firewall: port 1433 from client to cloud for Azure SQL. Database needs to be open. 

 Screen resolution: minimum 1280x1024.    

 

Note: The application may be installed locally on workstations, or added to central software packaging  

For those who wish. A traditional msi install is available for this purpose.  
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