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Retail customer contact solution  
 
 
 

Staples UK – the chain of office supplies superstores serving 
businesses, people who work from home, families and 
schools – has rapidly grown since its first store opened in 
1993.  With more than 130 stores nationwide and new stores 
opening every year, Staples were keen to ensure their 
customer service remained of the highest quality and could 
manage every channel of communication from their 
customers. 

Multi-channel contact centre 

MPL i contact, from mplsystems, is comprised of a set of 
contact centre components which combine multi-channel 
contact handling with CRM and business process 
management and so was the ideal choice for Staples.  

i contact allows Staples to handle all customer contact media 
in a single prioritised queue and dramatically reduces the 
agent’s call handling time through an integrated desktop. 

An integrated approach 

mpl systems’ approach of creating customer interaction 
applications within the contact centre allows them to be 
designed around the agent’s requirements whilst focussing on 
specific customer orientated business processes.  For 
Staples’ customer service requirement, the agent desktop 
application was easily configurable to manage the different 
channels of communication Staples’ customer choose to use 
as well as integrating with their existing back office order 
management, CRM and stock systems.   

Agent desktop functionality 

The desktop draws on all information available within the 
organisation to manage the customer’s enquiry and presents 
it to the agent in one place; when coupled with the ability to 
quickly make changes and updates to the contact centre 
application and processes, this gives Staples far greater 
flexibility to manage campaigns and, critically, to keep their 
customers and agents updated in near real-time 

As well as this integrated agent desktop, i contact also 
provides additional contact centre functionality including 
trouble ticketing, digital call recording, dynamic reports and an 
integrated ACD.   

Business benefits 

 Improved access for customers 

 Simple and productive agent desktop 

 Unrivalled flexibility to serve customers 

 Low cost and fast implementation 

 Ability to overflow calls in high season 

 

“We have been impressed with the comprehensive scope and flexibility of the mplsystems’ solution.  This 
gives us a platform to deliver improved customer service now and in the future”. 

Sean Godding, Customer Services Manager, Staples 

 


