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Telephone Answering Case Study 

Healthcare Sector 
 

 

Our client provides personal care to wheelchair users. They are an important provider of 
quality services to people with limited mobility throughout the country. This client is proud 
of the genuine and caring customer service they provide to wheelchair users.  
Arema Connect take their after-hours and emergency calls. 

Objective of this Case Study 
This case study will provide an insight into: 
 

 Demonstrate our experience in the healthcare sector  
 Prove our ability to deal with medical emergencies 
 Experience in dealing with sensitive data from our clients 
 Escalation process to nurses, PA and medical staff 
 Data Protection handling process requirements 
 Flexible hours: 24 by 7 customer care support 
 Capacity to fulfil expectations  
 Our experienced team  
 Arema Connect as a reliable and trustworthy partner 

 
 

 

Description of Project & Scope of Work  

 

The main objective is to handle their emergency and afterhours calls. This service has to 
meet our client’s high standards in quality, confidentiality and reliability. The inbound calls 
were from customers looking for cover, personal assistants (PA’s) and service users. Because 
of the critical nature of each call, various levels of escalation need to be adhered to.   

 

 
 Client Requirements 

 
The Initial requirements for this client were: 

 All call details be recorded on a log sheet 

 All calls to be recorded  

 Communicating with Personal Assistants  

 The escalation of calls subject to the region 

 Continuing to make calls to the staff member we escalated to until he/she agrees to 
deal with the callers query 

 Accurate messages taken  

 Disaster recovery 
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Business Challenge 

 

The main challenges were: 

 To deal with medical emergencies 

 To provide accurate reports and analysis  

 To arrange recording of the calls 

 Completing the calls at various times of the day including weekend and evenings 

 Data Protection and Security 

 Dealing with personal assistants 

 Handling issues from housebound patients 

 

 
 

 

Our Proposal 

We were referred to this client by an existing one. Our reputation in the healthcare sector 
played a major role in the acquisition of the contract. They wanted afterhours support for 
Munster initially. Arema connect are able to boast a wealth of experience with regards 
taking healthcare campaigns, this meant that we were able to prove our ability to handle 
housebound patients.  

 

Arema Connect had to sign a non-disclosure agreement (NDA) and our team got trained by 
the client prior to work commencing. We were able to guarantee data protection through 
our experienced staff and also by the utilisation of our secure web link (TCM). Our liaison 
officer Sarah Foley is the account manager and Pat Keogh (CEO) has regular meetings with 
the IWA in Dublin to discuss improvements and problems along the way.      

 

 

Data Recording 

 

Arema Connect use our own software system (TCM) which is a state-of-the-art web link with 
a track record for security and efficiency. The safekeeping of people’s personal records and 
healthcare details is paramount to us; every procedure we carry out has the focal point of 
data protection. The patients name and contact details are logged. It is also determined and 
logged whether there are personal assistants available in their location. If they have a PA 
then their name is also stored.  
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Telephone Answering Service 

 

Arema Connect provide afterhours telephone answering services during weekends, bank 
holidays, and Christmas holidays. Our team answer the call by introducing client and who 
they are through to. Then the caller’s details are logged. The calls we handle for this client 
can be emergencies so our team takes pride in the fact that no customer is left waiting.  

 

If a personal assistant is calling, our team must confirm if he/she has contacted their 
colleagues regarding the issue.  

 

If they have and there is no cover then the agent in question calls a relief PA from a secure 
contact list entrusted to us. If they have not contacted their colleagues we would ask them 
to do so before doing anything further.  

 

If we cannot get through to anyone or cannot get cover the call is escalated to a higher tier 
of service. Furthermore any medical issues are escalated in compliance with the client’s 
policies and procedures.  

 

We use an escalation list to contact managers when a staff member is unable to cover their 
shift, the managers duties is to find a replacement and make sure the patient is covered 
regardless of the time or day including Saturday & Sunday. 

  

We also have an escalation list for all the regions and must continue to make calls until a 
staff member agrees to deal with the callers query. 

 

 

Results 

An after hours customer service was provided to wheelchair users around Ireland in a 
successful ongoing campaign. After a 6 month trial period in the Munster area our client 
chose us to commence a nationwide campaign and we have been working with them for 3 
years.  

Regular meetings are held in Dublin to discuss enhancements that can be made so we can 
continue to provide excellent customer service.          


