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Bracknell Forest Council

Council Chamber, Easthampstead House

TMTM

Redwood Technologies Group

Who We Are

E
s
t.

 1
9

9
3

E
s
t.

 2
0

0
5

E
s
t.

 2
0

1
3

Redwood Technologies 
Group Ltd

Manufactures
specialised hardware 

and software for 
communications 

services

Delivers 
multi-channel 

communications 
through the cloud 

using Redwood 
technology

Provides high-touch 
consultancy and helps 
to deliver end-to-end 
framework solutions
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TMTM

Our Marketplace 

Cloud Customer Engagement Hubs Overview

• Primary interfaces between organisations and public 

• Customer expectations are rapidly evolving – as is technology

• Customer Engagement Hubs service multiple communication channels 

• Customer contacts are automated or digitalised-human driven.

TMTM

Content Guru

Industry Recognition
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TMTM

Content Guru

Example Local Authority Users

TMTM

Content Guru

Other Sectors

Customers include hundreds of the world’s largest organisations:

UTILITIES

CSPS

FINANCIAL 
SERVICES

TRAVEL

ONLINE & 
RETAIL

PUBLIC 
SECTOR
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Content Guru

How We Do It

• Fully-integrated multi-channel communication micro services 

Wherever, whenever, on whichever device

• Powerful integration tools for information systems

• Massive scalability across every channel of interaction.

Europe's largest Communications Integration™ platform, providing:

Web Chat Email SMS Social Media Voice Web Forms

storm

Connecting People to Information

MMS

Voice

Fax

Social
Media

WAPV2M

Web

Email

SMS

Content

Databases

Contact
Centres

CRM

Customer

Search

Communications Channels

storm Application Layer

Customer Systems
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storm Local Government Example

Complete Comms Migration

Third-sector 
Provider 

Voice

PSTN

DR – Third Party Contact Centre

PBXAgents

LAN

Router OMS

Wallboards

ACD

DiallerRecorder

SMS & 
web chat 
interface

Agents

Payment 
Gateway

SMS Gateway

storm Utilities Example

Customer Engagement Hub Transformation 
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Voice

SMS

PSTN

PSTN

DR – Third Party Contact Centre

PBXAgents

LAN

OMS

Wallboards

PSP

Web

DTA

CRM / WFM

Omni-Channel 
Agents

Email

Social Media

Web info, web 
chat & payments

storm

storm Utilities Example

Customer Engagement Hub Transformation 

TMTM

storm Utilities Example

Customer Journey – UK Power Networks

201420132012201120092008 2010 20162015

storm SHIELD™ protects 
UK Power Networks from 
sudden peaks in demand 
by providing personalised 
service on a mass scale

storm SPEAK™ allows 
customers to speak their 
postcode so they can be 
identified more rapidly.

storm SURE™ automatically 
identifies customers by 
looking up their phone number 
or postcode in back-end 
systems.

storm FLOW™ allows multi-
channel workflows to be 
configured quickly and easily for 
rapid customisation of messages.

storm INTEGRATE: 
ENMAC™ links into live 
outage information to 
provide customers with 
instant access to relevant 
data.

storm SHOUT™ pro-
actively informs customers 
of problems with their 
power supply via SMS.

storm RESPONSE: SMS™ lets 
customers register for SMS 
updates, capturing mobile 
numbers for the UK Power 
Networks database.

storm VIEW™ provides detailed 
real-time and historical analytics 
across the UK Power Networks 
emergency call handling lines.

storm INTEGRATE: 
Aspect™ combines 
storm’s real-time metrics 
with information from 
existing on-premise 
systems.

storm LOSS™ allows UK 
Power Networks operators 
to rapidly update messages 
through a touch-screen 
interface.

storm RESPONSE: WEB™ 
enables customers to submit 
requests for power 
information online via self-
service and web chat.

storm RECORDER™ ensures 
that all calls to UK Power 
Networks’ backup contact 
centres can be captured via 
network-based recording.

storm CONTACT: 
Provides advanced iACD®

and contact centre 
features throughout the 
UK Power Networks 
estate.

storm RECORDER captures 
conversations across any 
channel, replacing legacy 
equipment.

storm VIEW™ combines 
real-time data across voice, 
web chat email and SMS 
enquiries to drive consistent 
customer service.

storm DIAL™ reaches out to 
vulnerable customers when 
power cuts occur to ensure 
priority service can be 
provided.

storm INTEGRATE: 
PBX™ allows back office 
users and contact centre 
agents to collaborate 
seamlessly on a single 
system.

storm INTEGRATE: SAP™ 
enables dynamic routing of 
contacts and ensures agents have 
the customer information they 
need.

storm LOCK® takes PCI-
compliant payments from 
customers whilst allowing 
agents to stay on the line 
to assist the caller.

storm 
CONTACT:SOCIAL™ will 
facilitate effective 
monitoring and web 
customer service across 
different social 
networks.

storm ASK™ will enable 
customers to leave feedback 
across their preferred channel, 
enabling to optimisation of 
service levels.

storm CONTROL™ 

enables UK Power 
Networks to manage its 
Command & Control 
functions through a web-
based interface

storm CONTACT™ service 
expanded to cover a new 
site and HR department, 
providing consistent multi-
location services.

storm RESPONSE:IVR has 
introduced an additional IVR 
layer, enabling customers to more 
rapidly route to the desired 
source of information.
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storm Utilities Example

UK Power Networks

• Automation of enquiries at critical peak times

• Largest electricity distributor in the UK, with 8m+ customer homes & business

93%

50%

• Instant customisation for incident response

• Bespoke integration and proactive notifications

• Access to information via voice, SMS, web and chat

>50%

• Reduction in repeat callers due to multi-channel

• Of the UK & Ireland’s electricity enquiries now go through storm
due to EDF / UKPN trailblazer.

TMTM

Communications Integration for the Health & Social Care Hub

NHS London PRM



05/12/2016

8

TMTM

Communications Integration for the Health & Social Care Hub

The Base: NHS 111 & Primary Care

Voice-enabled patient

Provider
NHS Pathways

Primary Care Data

GP

111 National 
Routing

TMTM

Communications Integration for the Health & Social Care Hub

The First Integration: storm Dashboard, Repeat Caller, Dentistry

Voice-enabled patient

NHS Pathways
Provider

111 National 
Routing

VIEW™ Reporting
Primary Care Data

GP
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Communications Integration for the Health & Social Care Hub

The Second Integration: PRM – Long Term / EoL, Alerting

Voice-enabled patient

Long Term Condition & 
End of Life Care Plans

NHS Pathways

111 National 
Routing

Provider

Patient Relationship 
Management

N3

VIEW™ Reporting
Primary Care Data

GP

TMTM

Communications Integration for the Health & Social Care Hub

The Third Integration: PRM to Further Clinical Systems

Voice-enabled patient

Long Term Condition & 
End of Life Care Plans

Specialised Clinical 
Information Systems

NHS Pathways

111 National 
Routing

Provider

Patient Relationship 
Management

N3N3

VIEW™ Reporting
Primary Care Data

GP
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Communications Integration for the Health & Social Care Hub

The Fourth Integration: Primary Care Lookup

Voice-enabled patient

Primary Care Information Systems

Patient Relationship 
Management

GP

NHS Pathways
Provider

111 National 
Routing

Long Term Condition & 
End of Life Care Plans

Specialised Clinical 
Information Systems N3N3

VIEW™ Reporting

N3

TMTM

Communications Integration for the Health & Social Care Hub

The Fifth Integration: Route to Self-Care 

Primary Care Information Systems

Specialised Clinical 
Information Systems

Long Term Condition & 
End of Life Care Plans

NHS Pathways

Multi-channel self-care option

GP

111 National 
Routing

Provider

Patient Relationship 
Management

N3N3

VIEW™ Reporting

N3
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Communications Integration for the Health & Social Care Hub

The Sixth Integration: Social Care

Primary Care Information Systems

Long Term Condition & 
End of Life Care Plans

NHS Pathways

GP

Social Care

111 National 
Routing

Provider

Patient Relationship 
Management

Specialised Clinical 
Information Systems

Multi-channel self-care option

N3

NSF / PSN

N3

VIEW™ Reporting

N3

TMTM

Communications Integration for the Health & Social Care Hub

The Seventh Integration: Wireless Home Health Devices

Primary Care Information Systems

Specialised Clinical 
Information Systems

Long Term Condition & 
End of Life Care Plans

Telehealth IoT

NHS Pathways

M2M IoT integration

GP

Social Care

111 National 
Routing

Provider

Patient Relationship 
Management

N3

NSF / PSN

Multi-channel self-care option

N3

VIEW™ Reporting

N3
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Communications Integration for the Health & Social Care Hub

The Eighth Integration: Video Consultations

Primary Care Information Systems

Specialised Clinical 
Information Systems

Long Term Condition & 
End of Life Care Plans

Telehealth IoT

NHS Pathways

M2M IoT integration

Multi-channel self-care

Video
WebRTC

Video
WebRTC

GP

Social Care

111 National 
Routing

Provider

Patient Relationship 
Management

N3

NSF / PSN

N3

VIEW™ Reporting

N3

TMTM

NHS Pathways Evo

Communications Integration for the Health & Social Care Hub

The Ninth Integration: Artificial Intelligence and Learning 

Primary Care Information Systems

Specialised Clinical 
Information Systems

Long Term Condition & 
End of Life Care Plans

Telehealth IoT

M2M IoT integration

Video
WebRTC

Video
WebRTC

GP

AI

Social Care

Multi-channel self-care

111 National 
Routing

Provider

Patient Relationship 
Management

N3

NSF / PSN

N3

VIEW™

N3
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World-class cloud
communications

Worldwide HQ
Bracknell

Health & Social 
Care Leader

Redwood Technologies Group

Key Takeaways

Thank You

Questions


