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Executive Summary

In today's dynamic business environment, delivering exceptional customer service is paramount, yet many 
companies struggle to achieve this due to resource limitations and the complexities of managing diverse 
communication channels, which can include business call answering, email, web messaging and social 
media. Outsourcing to a contact centre, particularly one offering a bureau service model, offers a strategic 
solution for businesses as this allows them to focus on customer care while not stretching their resources.

The bureau model promotes cost efficiencies by distributing infrastructure and personnel expenses across The bureau model promotes cost efficiencies by distributing infrastructure and personnel expenses across 
multiple clients, fostering a consumption-based pricing structure that aligns costs with actual service 
utilisation. This approach provides scalability, enabling businesses to easily adjust resources to 
accommodate fluctuating demand or seasonal peaks. By outsourcing non-core but customer-facing 
activities, businesses are also able to allow their trained, in-house team to focus on tasks that require their 
specific expertise and training.

Successful outsourcing depends on a strong mobilisation plan and effective knowledge transfer and Successful outsourcing depends on a strong mobilisation plan and effective knowledge transfer and 
system integration. An experienced contact centre provider will have an internal projects team to manage 
the on-boarding process, as well as robust tools and processes in place to transfer client knowledge 
efficiently, such as a dynamic knowledgebase, triage tools and the ability to integrate with client portals. 
These systems ensure frontline agents are equipped with the insights needed to represent the client’s 
brand accurately and professionally, delivering a seamless customer experience.

By leveraging the expertise, technology, and 24/7 support capabilities of a bureau contact centre service, By leveraging the expertise, technology, and 24/7 support capabilities of a bureau contact centre service, 
organisations can improve customer satisfaction, boost employee productivity, and concentrate on core 
business processes that drive revenue and strategic growth. This allows the business to concentrate on its 
primary functions and what it does best, which makes the bureau service model a compelling strategy for 
optimising customer interactions, enhancing overall operational efficiency, and gaining a competitive 
advantage in today's demanding marketplace.

“By outsourcing to a bureau call centre, businesses can enjoy significant 
cost savings while maintaining the flexibility to scale their operations up 
or down as needed. This allows them to adapt quickly to changes in 

demand without incurring unnecessary overhead costs.”
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Introduction

In today's fast-paced business environment, delivering exceptional customer service is no longer a luxury 
but a necessity for businesses seeking to differentiate themselves and drive growth. Customer service 
excellence plays a pivotal role in increasing revenue and profitability while boosting customer loyalty and 
retention. However, many companies face challenges in achieving the desired levels of service due to 
constraints such as limited resources, inconsistent service quality, and time constraints. These challenges 
have led numerous businesses to explore outsourcing as a strategic solution for managing customer 
interactions effectively.

An outsourced contact centre is a specialised company that handles both incoming and outgoing An outsourced contact centre is a specialised company that handles both incoming and outgoing 
customer communications across a wide range of channels, including business call answering, emails, live 
chats, social media, SMS, and more. These services can be provided as overflow support during peak 
periods, daytime assistance, or out-of-hours service, ensuring that customers receive timely and 
professional support whenever they need it. Outsourced contact centres act as an extension of their clients' 
businesses, serving as a central hub for managing customer experiences and interactions. By leveraging 
advanced systems and technology, these centres provide agents with quick access to customer data, 
enabling personalised interactions and faster response times. This integration of technology and human 
expertise ensures that customers receive consistent and high-quality service across all touchpoints.

Contact centres offering a bureau service present a compelling option for businesses seeking to optimise Contact centres offering a bureau service present a compelling option for businesses seeking to optimise 
their customer service operations without significant upfront investments. The bureau model operates on 
a pay-per-use or shared-resource basis, allowing businesses to access professional customer service 
support while only paying for the resources they utilise. This flexible pricing structure is particularly 
beneficial for companies with fluctuating call volumes or those experiencing seasonal demand peaks. By 
outsourcing to a bureau call centre, businesses can ensure that they have access to 24/7 professional 
customer service support without the financial burden of maintaining an in-house team around the clock.

The benefits of the bureau model extend beyond cost savings and scalability. It also enables businesses to 
focus on their core competencies while ensuring that customer service operations are handled efficiently 
and effectively. By entrusting customer interactions to a specialised provider, internal teams can 
concentrate on strategic initiatives that drive revenue and growth. Moreover, the bureau model allows 
businesses to tap into advanced technology and expertise without having to invest in these resources 
themselves.

By leveraging the expertise and resources of a bureau call centre, businesses can ensure that they remain By leveraging the expertise and resources of a bureau call centre, businesses can ensure that they remain 
competitive and responsive to customer needs, even in the most dynamic market conditions.



A bureau call centre solution offers outsourced services on a shared-resource basis, setting it apart from 
dedicated options. Unlike dedicated teams exclusively focused on a single client, a bureau leverages a 
pooled infrastructure and agents to serve multiple clients simultaneously. Agents are highly versatile and 
adept at transitioning between different client brands, products, and protocols, this allows businesses to 
access enterprise-level customer service capabilities without bearing the full cost burden.

This shared model fosters significant cost efficiencies, as expenses for personnel, technology, and This shared model fosters significant cost efficiencies, as expenses for personnel, technology, and 
infrastructure are distributed across numerous clients, lowering the individual financial obligation. Bureau 
call centre services typically operate on a consumption-based pricing model, allowing businesses to 
benefit from cost-effective solutions. This means only paying for the minutes, calls, or interactions handled 
and aligning expenses directly with service utilisation, enhancing budgeting accuracy and eliminating the 
financial risk associated with underutilised resources.

The scalability of a bureau call centre services proves advantageous for businesses experiencing The scalability of a bureau call centre services proves advantageous for businesses experiencing 
unpredictable demand. Whether driven by seasonal trends, marketing campaigns, or unexpected events, 
the ability to rapidly scale resources up or down ensures that customer service levels are maintained 
without incurring unnecessary costs or stress on internal teams. For companies operating on tight budgets 
or who are just starting out, the bureau service allows them to access resources as needed without 
investing in an in-house team. Meaning they are getting expert support whilst also making sure that they 
remain budget-conscious.
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Understanding Bureau Call Handling 
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Key Benefits of Bureau Call Handling 

Cost Efficiency

One of the most significant advantages of bureau call handling is cost efficiency. Traditional in-house 
contact centres require substantial investments in infrastructure, software, and staffing. Outsourced 
contact centres eliminate these upfront costs by providing access to ready-made resources. With the 
ability to convert fixed costs into variable costs, businesses can gain financial flexibility, which is highly 
advantageous, especially for small to medium-sized enterprises.

Scalability & Flexibility

Contact centre bureau services offer unparalleled scalability, allowing businesses to adjust their call 
and email handling resources based on demand. During periods of high enquiries and call volume, 
businesses can easily scale up their resources without needing additional hiring or infrastructure 
investments. By contrast, they can scale down during slower periods, optimising costs. This flexibility 
is particularly valuable for businesses experiencing growth or seasonal fluctuations.

Focus on Core Business Processes

Outsourcing customer service to a contact centre using a bureau resource enables businesses to 
focus on their core competencies. By entrusting customer service to a third-party provider, internal 
teams can concentrate on activities that directly contribute to revenue generation and strategic 
growth. This can lead to increased productivity in areas such as production, sales, and distribution.

Bureau call handling offers numerous benefits for businesses seeking to enhance their customer service 
operations. It provides cost efficiency by converting fixed costs into variable expenses, allowing companies 
to pay only for the resources they use. Additionally, it offers scalability and flexibility, enabling businesses to 
adjust their service capacity in response to fluctuating demand without significant investments in 
infrastructure or staffing. Businesses also gain access to expertise and advanced technology, ensuring 
high-quality support across multiple channels. This leads to improved customer service through consistent 
and personalised interactions, allowing in-house teams to focus on their core competencies such as 
product development and strategic growth initiatives. 
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Access to Expertise & Technology

Outsourced contact centres specialise in customer service, utilising trained professionals and 
advanced technology, they continually train their staff to ensure customer service excellence. They 
can provide access to agents who have experience handling even the most complex customer 
support requirements. Contact centres invest in the latest software and infrastructure, ensuring 
high-quality service delivery.

Improved Customer Service

Partnering with an outsourced contact centre for bureau support can enhance customer service by 
ensuring that calls and emails are answered promptly and professionally. Outsourcing customer 
service enables businesses to provide extended hours of support, including 24/7 availability, without 
straining internal resources.

Employee Well-Being & Productivity

Outsourcing customer support using a bureau service can reduce the pressure on internal teams, 
allowing them to focus on their core responsibilities without the burden of constant interruptions. 
This can improve employee morale, reduce stress, and increase productivity, leading to a more 
efficient and engaged workforce.

“Implementing bureau customer support has been a cost-effective 
solution for our out-of-hours calls, allowing our in-house team to achieve 

a better work-life balance, even when on call.”

– National Lift Company



7  |  lemoncontactcentre.co.uk

Mobilising with a Bureau Service Provider 

When a new client mobilises with an outsourced contact centre providing a bureau call handling service, 
the process involves several key phases. It begins with an initial assessment and planning phase, where the 
client and provider assess the client's needs, goals, and existing infrastructure to develop a tailored 
strategy. This phase includes setting clear service level agreements (SLAs) that outline performance 
metrics and expectations for service quality.

During the planning phase a mobilisation plan is produced by the service provider’s project management During the planning phase a mobilisation plan is produced by the service provider’s project management 
team. This is used to outline the project schedule and summarise the key elements of the project for the 
client, and is used to organise, coordinate and track the project effectively for the supplier, making sure that 
the project is completed on time and within budget.

Following the planning phase, process mapping, system integration and IT setup occur. This involves Following the planning phase, process mapping, system integration and IT setup occur. This involves 
aligning systems and processes to ensure seamless communication and data exchange between the client 
and provider. Dedicated IT and account management teams play a crucial role in this phase, ensuring that 
all technical aspects are properly integrated. This includes configuring CRM systems, integrating telephony 
solutions, and setting up data analytics tools to monitor performance and customer interactions.

Staff training and onboarding are essential for equipping outsourced agents with the necessary knowledge Staff training and onboarding are essential for equipping outsourced agents with the necessary knowledge 
and skills to handle customer enquiries effectively. Training programmes are tailored to the client's specific 
products, services, and brand values, ensuring that agents can provide personalised and accurate support. 
Agents learn about the client's customer service policies, product offerings, and communication protocols, 
enabling them to deliver consistent service quality across all interactions according to the agreed-upon 
SLAs.

Once operations commence the service provider proactively monitors all interactions, ensuring any Once operations commence the service provider proactively monitors all interactions, ensuring any 
early-stage challenges are acknowledged and addressed quickly. This close support immediately after 
going live guarantees a strong relationship from the offset, and the very best support for the provider’s 
client and their customers.

Ongoing monitoring and feedback are integral to maintaining high service quality. Regular performance Ongoing monitoring and feedback are integral to maintaining high service quality. Regular performance 
reviews and quality assessments help identify areas for improvement and ensure that service delivery 
continues to meet or exceed client expectations. Data analytics provide valuable insights into customer 
behaviour and preferences, informing strategic decisions about service improvements and operational 
optimisations. A strong mobilisation period and an ongoing close working relationship creates the best 
environment for success.
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Conclusion

In today's competitive business landscape, many companies face challenges in delivering exceptional 
customer service due to resource constraints, inconsistent service quality, and time limitations. 
Outsourcing to a contact centre, particularly one offering a bureau service, has become an attractive 
solution. Bureau call centres operate on a shared-resource model, providing access to business call 
answering, email, live chat and social media services, enabling businesses to optimise customer 
interactions across various channels without significant capital investment. 

The bureau model fosters cost efficiencies by distributing expenses for staffing, technology, and The bureau model fosters cost efficiencies by distributing expenses for staffing, technology, and 
infrastructure across multiple clients, offering unparalleled scalability and flexibility. The 
consumption-based pricing common in bureau services aligns costs with actual service utilisation, which is 
particularly beneficial for companies with fluctuating call volumes or those operating on tight budgets.

Working with a contact centre that holds ISO certifications, is a Real Living Wage accredited company, and Working with a contact centre that holds ISO certifications, is a Real Living Wage accredited company, and 
possesses relevant industry experience is crucial for businesses seeking to ensure high-quality customer 
service. ISO certifications demonstrate a commitment to maintaining rigorous standards in quality 
management and information security, providing assurance that customer data is handled securely and 
efficiently. Being a Real Living Wage accredited company indicates a dedication to employee welfare, 
which translates into higher staff morale and retention rates, ultimately benefiting customer service 
quality. Relevant industry experience ensures that the contact centre understands the specific needs and 
challenges of the business, allowing them to tailor their services effectively.

This expertise, combined with the bureau model's flexibility and cost efficiencies, enables businesses to 
focus on core activities while enhancing employee well-being and productivity. By outsourcing customer 
service to a specialised provider, internal teams can concentrate on revenue-generating activities and 
strategic growth initiatives, making bureau call centre services a valuable asset for businesses seeking to 
cost-effectively optimise customer interactions and maintain a competitive edge.
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About Lemon

Lemon Contact Centre is a leading UK-based provider of 24/7 customer support solutions, dedicated to 
enhancing the customer experience through seamless communication across multiple platforms. 
Established with a vision to transform how businesses interact with their clients, Lemon Contact Centre 
offers cohesive bureau and dedicated agent strategies that provide flexible, cost-effective, professional 
customer service support.

Our contact centre services are also designed to integrate seamlessly with third-party platforms and CRM, Our contact centre services are also designed to integrate seamlessly with third-party platforms and CRM, 
ensuring a smooth and scalable experience for your business. Dedicated account managers provide expert 
onboarding and continuous support, while our diagnostic tools and knowledgebase enable efficient call 
triage.

Lemon Contact Centre provide a number of customer service solutions:

Inbound & Outbound Business Call Handling

Email Management

Web Messaging

SMS & WhatsApp

Social Media Management

lemoncontactcentre.co.uk 0800 612 7595 zest@no-sour-business.co.uk

At Lemon we also understand the importance of data security and have the expertise and technical 
controls in place to keep your customer data safe. We are certified by UKAS accredited auditors to both 
ISO9001 for Quality Management and ISO27001 for Information Security Management, as well as being PCI 
DSS compliant for card payment security and GDPR compliant for data protection.

As a Real Living Wage employer we actively demonstrate our commitment to our employee’s well-being, 
which fosters a positive work environment that translates into exceptional customer service and improved 
service quality for our clients. 

Contact us to discuss how we can support your business with our dedicated and bureau contact centre Contact us to discuss how we can support your business with our dedicated and bureau contact centre 
services.



Lemon Contact Centre
Unit 1, Lockheed Court
Preston Farm Business Park
Stockton-on-Tees
TS18 3SH

lemoncontactcentre.co.uk

0800 612 7595

zest@no-sour-business.co.uk

Lemon Business Solutions Ltd is a company registered in England and Wales with Company Number 05941029 and VAT registration number GB 986 0005 20.


