
Garden Shop
A well-established garden centre 
provided an outstanding selection 
of garden plants and gardening 
products. This centre prided itself 
on its loyal customer base and 
exemplary customer service. To 
grow its business, the garden centre 
started to provide new offerings to 
its community, such as landscaping classes. 

These new offerings as well as typical seasonal peaks in the industry 
resulted in a substantial increase in call volume. As its popularity 
in the community grew, the garden centre found itself answering 
additional queries about stock availability, product specials, classes 
and operating hours. 

Adding to the issue of call volume, was that the age of the 
phone system was necessitating expensive and unpredictable 
maintenance which could take days to resolve.

Changing business needs
The shop’s owners wanted to expand to a second location and they 
were keen to continue customer-valued classes and promotions. 

After evaluating their current system, future needs and budget, it 
was recommended that replacing their old phone system with a 
unified communications system would offer new functionality and 
the number of lines and features they required.

A cloud-based solution was exactly what was needed so that 
the owners could avoid costs associated with installing and 
maintaining new hardware when it came time to open the 
second location.

Challenge

An outdated phone 
system was putting 
huge demands on a 
garden centre’s small 
staff, causing costly 
maintenance and lengthy 
delays, which resulted in a 
poor customer experience.

Opportunity

The garden centre 
wanted to increase 
customer satisfaction 
by improving personal 
service, effortlessly scale 
up or down to meet 
changing business needs, 
and provide management 
with seamless business 
communications in and 
out of the office.

Results

The garden centre chose 
a unified communications 
solution, and immediately 
saw improvements in staff 
productivity, customer 
experience and increased 
sales, all delivered by one 
provider at a fixed 
monthly cost.

Smart, user-friendly voice solution enhances 
customer experience for garden centre.

SmartVoice



Simple, flexible, scalable
Because the new phone system is an intuitive, 
user-friendly voice solution, staff learned the 
system quickly.

Callers requesting simple information such as 
store hours, locations or class times were directed 
to an automated attendant. Customers inquiring 
about product availability, prices or wanting to 
register for classes were routed directly to back 
office staff. These phone settings allowed more 
time for staff to spend with their customers.

Features expand along with 
business growth
When the owners added a second store, staff at 
both locations could seamlessly connect with 
customers, suppliers and each other, through 
features such as direct extension dialing and 
call park. Management instantly achieved more 
flexibility and productivity because they could 
stay in constant touch in the office or on the road 
from any of their devices—landlines, cell phones 
or tablets, while being able to access directories, 
instant messaging and voicemail from one 
number. 

Now, when managers call from their home 
office or mobile phone, customers see only the 
business number and customers enjoy having one 
main  number to reach anyone in the company 
regardless of their current location.

While checking voicemail messages used to be a 
hassle for management and staff, the new voice 
system allowed incoming calls to be routed to the 
appropriate voice mailbox and easily accessed 
through mobile, desk phone, or the user web portal. 

Sales increase as productivity 
improves
The garden centre realized significant cost 
savings by eliminating costly and often lengthy 
maintenance calls, and by using a cloud-based 
voice solution to predict their monthly expenses. 

The owners also received peace of mind knowing 
that in the event of a fire or other disaster, the 
business would not be interrupted as incoming 
calls could be easily routed to another location. 

Overall, having a reliable phone solution and a 
predictable budget provided staff with more 
time to spend on superior customer service, 
and allowed management to focus on growing 
their business, not managing their business 
communications. 

1-888-840-9093 business.shaw.ca/smartvoice

Learn more about SmartVoice

*VoIP phone emergency 9-1-1 features differ from traditional 9-1-1 services.  Visit  www.business.shaw.ca/smartvoice911 for more information.


