
DELIVERING THE  
ART OF THE POSSIBLE

In a complex and crowded telecoms marketplace, Convergence Group is building 
a distinctive market presence as provider of outsourced B2B communications. 
7KH�NH\�WR�WKH�RƪHU�LV�VLPSOLFLW\��D�VLQJOH�FRQWUDFW�WKDW�JLYHV�WKH�FXVWRPHU�
everything they need.

p&XVWRPHUV�ZKR�DUH�ORRNLQJ�IRU�D�VHUYLFH�SURYLGHU�ZKR�GRHV�WKLQJV�GLƪHUHQWO\���
They don’t want to think about the complexity that sits behind their 
communications.  They need resilience. They need connectivity.  And they want 
everything to work – and that’s our job. We deliver the art of the possible for our 
customers,” explains the company’s Operations Director, Mary Rowen.

'RLQJ�WKLQJV�GLƪHUHQWO\�

A newcomer to telecoms when she joined Convergence Group in 2012, Mary 
5RZHQ�XQGHUVWRRG�WKDW�GHOLYHULQJ�VLPSOH�RXWVRXUFHG�RƪHUV�ZRXOG�EH�D�FRPSOH[�
challenge. It would require comprehensive business transformation. Mary 
commented “I didn’t just want to patch things up – I knew I would need to 
rebuild our systems from the ground up.”

For one, Convergence Group was dealing with around 20 connectivity 
providers – and each of those providers had its own business processes. 

Managing inventory was a major headache. Without accurate and timely data 
it was impossible to deliver the service and value expected by customers. “We 
don’t talk about days and weeks, we talk about hours and minutes. We need 
access to up-to-the minute information from carriers,” explains Mary Rowen.  

%7�:KROHVDOH�LV�ZRUNLQJ�KDQG�LQ�KDQG�
ZLWK�&RQYHUJHQFH�*URXS�WR�HQDEOH�
FXVWRPHU�H[FHOOHQFH�DQG�DOVR�VXSSRUW�
WKH�RXWVRXUFHG�VHUYLFHV�SURYLGHUoV�
DPELWLRXV�JURZWK�VWUDWHJ\�

CUSTOMER STORIES

“   :H�DUH�SDVVLRQDWH�DERXW�
FXVWRPHU�VHUYLFH��7KDWoV�ZKDW�
RXU�EXVLQHVV�LV�DERXW�s�DQG�ZH�
VHH�WKH�VDPH�LQ�%7�:KROHVDOH�” 

0DU\�5RZHQ, 
 Operations Director, Convergence Group



Convergence Group needed a connectivity provider who would provide 
WKH�SURGXFWV�DQG�VXSSRUW�LW�QHHGHG�WR�JURZ�LWV�RƪHU�SRUWIROLR��ZLWK�WKH�
ODWHVW�DQG�EHVW�QHWZRUN�WHFKQRORJLHV��%7�:KROHVDOH�ƬWWHG�WKH�ELOO��p:H�
only deal with companies that want to be on our journey to excellent 
customer service. That’s what we expect and what we get from BT 
Wholesale.”

7UDQVIRUPLQJ�ZLWK�%7�:KROHVDOH

BT Wholesale was already working with Convergence Group as 
one of the company’s network providers. Now, with the focus on 
transformation, BT Wholesale introduced a new account management 
team set on winning preferred supplier status.   

7KH�ƬUVW�SULRULW\�IRU�%7�:KROHVDOH�ZDV�WR�JDLQ�D�GHHS�XQGHUVWDQGLQJ�
of Convergence Group’s growth objectives, and learn how it could 
align with them. The account team worked closely with Convergence 
Group to streamline operations and improve interfaces between the 
companies. Ann-Marie Taggart, BT Wholesale’s Account Manager, 
says her team had one simple goal. “We wanted to make it as easy as 
possible for Convergence Group to do business with BT Wholesale. ”

An intensive programme saw BT Wholesale carry out training for 
sales and pre-sales teams across Convergence Group, introduce 
faster escalations and provide APIs for pricing that fed directly into 
Convergence Group’s portal.

0DU\�5RZHQ�FRPPHQWV��p8QOLNH�PRVW�SURYLGHUV��%7�:KROHVDOH�
challenged us. They brought us their expertise but they also asked 
questions about how we could improve our systems.  We’ve had a few 
heated discussions along the way – but that’s part and parcel of  
a relationship.”

8SJUDGLQJ�ZLWK�(WKHUQHW

All that hard work on operations laid the foundations for a new 
relationship, underpinned by a £31 million framework agreement. 
Together, Convergence Group and BT Wholesale would cooperate to 
FUHDWH�GLƪHUHQWLDWHG�RƪHUV��VWLPXODWH�QHZ�EXVLQHVV�DQG�WDUJHW�JURZWK�
$W�WKH�KHDUW�RI�WKH�UHODWLRQVKLS�LV�%7�:KROHVDOH�(WKHUQHW��WKH�FRUH�
WHFKQRORJ\�WR�FRVW�HƪHFWLYH��VHFXUH�DQG�KLJK�VSHHG�FRQQHFWLYLW\�
demanded by today’s B2B customers. BT Wholesale works with 
Convergence Group’s sales teams to create competitively priced 
Ethernet propositions, supported by initiatives like free installation, 
DWWUDFWLYH����DQG����0E�RƪHUV��DQG�ƮH[LELOLW\�RQ�(&&��([FHVV�
Construction Charges).

BT Wholesale is delivering a range of Ethernet products - including 
GHGLFDWHG�ƬEUH��FRSSHU�()0��(WKHUQHW�LQ�WKH�)LUVW�0LOH��DQG�QH[W�
JHQHUDWLRQ�ƬEUH�*($��*HQHULF�(WKHUQHW�$FFHVV��s�WKDW�PHDQV�
Convergence Group can give its customers the best combination of 
Ethernet performance and price for their business needs.  

By using BT Wholesale’s Ethernet ELAN, it is simple for Convergence Group 
to design, implement and maintain networks across multiple locations. 
(/$1�LV�D�YDULDQW�RI�(WKHUƮRZ�&RQQHFWLRQ�IRU���&�(WKHUQHW�ZKLFK�HQDEOHV�
DQ\�WR�DQ\�FRQQHFWLYLW\��93/6����(VVHQWLDOO\��LW�FUHDWHV�D�/$1��/RFDO�$UHD�
Network) that Convergence Group can extend to wherever it’s needed 
by customers. On one single circuit, across multiple locations, ELAN lets 
&RQYHUJHQFH�*URXS�RƪHU�D�FRPSOHWH�SRUWIROLR�RI�FRPPXQLFDWLRQ�VHUYLFHV�LQ�
D�FRVW�HƪHFWLYH��ƮH[LEOH�DQG�VHFXUH�ZD\�

Today the cloud plays a growing role in the outsourced services 
VWRU\��SURYLGLQJ�VHFXUH��UHVLOLHQW�FRQQHFWLRQV�WR�WKH�FORXG�LV�YLWDO��
&RQYHUJHQFH�*URXS�EHQHƬWV�IURP�%7�:KROHVDOHoV�UHODWLRQVKLS�ZLWK�
&LVFR�RQ�FORXG�PDQDJHG�VHUYLFHV��%\�SDUWLFLSDWLQJ�LQ�WKH�&063��&ORXG�
Managed Services Programme), Convergence Group can take advantage 
RI�VXSHULRU�GLVFRXQWV�RQ�&3(��&XVWRPHU�3UHPLVHV�(TXLSPHQW��DQG�
managed services.

&RRSHUDWLQJ�IRU�JURZWK

By working together so closely with Convergence Group, BT Wholesale 
has gained a deep understanding about the company’s business drivers.   
At the same time, Convergence Group’s sales teams have got to know 
BT Wholesale’s Service Level Agreements inside-out, ensuring their 
customers get the most out of BT’s high performing network.

The health and success of the relationship can be seen in the numbers.  
By working hand-in-hand with their peers at Convergence Group, the  
%7�:KROHVDOH�WHDP�KDV�GRXEOHG�LWV�&�6$7��&XVWRPHU�6DWLVIDFWLRQ��VFRUH�
in just over a year. Customer renewals are rising steadily and revenues 
in Mary Rowen’s Operations directorate have grown from £11 million in 
�����WR�~���PLOOLRQ�LQ�WKH�ODVW�ƬQDQFLDO�\HDU�

“ 8QOLNH�PRVW�SURYLGHUV��%7�:KROHVDOH�
FKDOOHQJHG�XV��7KH\�EURXJKW�XV�
WKHLU�H[SHUWLVH�EXW�WKH\�DOVR�DVNHG�
TXHVWLRQV�DERXW�KRZ�ZH�FRXOG�
LPSURYH�RXU�V\VWHPV��:HoYH�KDG� 
D�IHZ�KHDWHG�GLVFXVVLRQV�DORQJ�WKH�
ZD\�s�EXW�WKDWoV�SDUW�DQG�SDUFHO�RI� 
D�UHODWLRQVKLS�”

� 0DU\�5RZHQ��
 Operations Director, Convergence Group

“ :H�FDQ�RQO\�GHDO�ZLWK�SDUWQHUV�
WKDW�ZDQW�WR�EH�RQ�RXU�MRXUQH\�WR�
H[FHOOHQW�FXVWRPHU�VHUYLFH��7KDWoV�
ZKDW�ZH�H[SHFW�DQG�ZKDW�ZH�JHW�
IURP�%7�:KROHVDOH�”

� 0DU\�5RZHQ��
 Operations Director, Convergence Group

2012

£11m

2013

£29m



7KH�QH[W�VWHS�WR�VHUYLFH�H[FHOOHQFH

Mary Rowen believes Convergence Group – with BT Wholesale – 
FDQ�ZRUN�HYHQ�KDUGHU�WR�ƬQG�JURZWK�DQG�KHDG�Rƪ�WKH�FRPSHWLWLYH�
challenge from new arrivals in the outsourced services space.

Convergence Group is launching a new online portal to deliver 
comprehensive real-time status on every customer. “We are playing 
a long game. No one else is talking about customer service, full 
integration and automation. This system is not just built for today.   
It’s built for ten years from now,” explains Mary Rowen.

BT Wholesale has supported the development of the portal, providing 
LQYHQWRU\�GDWD��%�%�JDWHZD\V��$3,V��$SSOLFDWLRQ�3URJUDPPLQJ�,QWHUIDFHV��
and crunching through legacy data inherited from outsource wins. 

With the portal in place, Mary can re-deploy her people from low value 
tasks like chasing inventory information and put them in front of the 
FXVWRPHU��p$XWRPDWLQJ�HLJKW\�ƬYH�SHU�FHQW�RI�RXU�WUDQVDFWLRQV�ZLOO� 
free up our people to have real conversations with the customer.   
That human touch is the key to customer service.”

It’s the next step on Convergence Group’s quest for customer 
H[FHOOHQFH��D�MRXUQH\�WRZDUGV�JURZWK�WKDW�QRZ�VHHV�&RQYHUJHQFH�*URXS�
on track to bid for public sector opportunities via the UK government’s 
361��3XEOLF�6HUYLFHV�1HWZRUN��SURJUDPPH��p:H�DUH�SDVVLRQDWH�DERXW�
customer service. That’s what our business is about – and we see the 
same in BT Wholesale.”

%7�:KROHVDOH�SURYLGHV�D�
EURDG�SRUWIROLR�RI�SURGXFWV��
VXSSRUWHG�E\�XQSUHFHGHQWHG�
H[SHUWLVH�DQG�FRPSHWLWLYH�
SURPRWLRQV��WR�KHOS�
&RQYHUJHQFH�*URXS�GHOLYHU� 
LWV�RXWVRXUFHG�RƪHU�

r��%7�:KROHVDOH�(WKHUQHW���ZLWK�FRQQHFWLYLW\�ULJKW�DFURVV�WKH�8.��RXU�VROXWLRQ�
PHDQV�XQULYDOOHG�JHRJUDSKLFDO�FRYHUDJH�DQG�FRVW�HƪHFWLYH��VHFXUH�KLJK�VSHHG�
connectivity, which supports bandwidth options from 0.2Mbps to 10Gbps. 
With our  Fibre, EFM and GEA and Wholesale Ethernet ELAN solutions, 
&RQYHUJHQFH�*URXS�FDQ�RƪHU�FXVWRPHUV�DFURVV�WKH�8.�H[DFWO\�WKH�ULJKW�
combination of performance and price.

r��%7�:KROHVDOH�%URDGEDQG��FRPSOHWLQJ�WKH�FRQQHFWLYLW\�RƪHU���%7�:KROHVDOH�
Broadband gives Convergence Group more ways to serve customers with lower 
volume and back-up requirements.  Convergence Group can take advantage 
RI�VROXWLRQV�UDQJLQJ�IURP�$'6/�WKURXJK�WR�KLJK�VSHHG�ƬEUH�VHUYLFHV�LQFOXGLQJ�
)LEUH�WR�WKH�3UHPLVHV��)773��

r��&LVFR��&RQYHUJHQFH�*URXS�SDUWLFLSDWHV�LQ�&LVFR�DQG�%7�:KROHVDOHoV�&063�
�&XVWRPHU�0DQDJHG�6HUYLFHV�3URJUDPPH��LQLWLDWLYH��PHDQLQJ�WKH\�FDQ�WDNH�
advantage of superior discounts on CPE and managed services, as well as 
delivering service excellence. 

r��2SHQUHDFK�($'��(WKHUQHW�$FFHVV�'LUHFW��DQG�:/5��:KROHVDOH�/LQH�5HQWDO���%7�
Wholesale’s account team provides downstream management on Openreach 
Ethernet point-to-point, leveraging their insight on Convergence Group’s 
business needs and network.
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WE MAKE IT POSSIBLE

The information in this publication was correct at time 
of production. We may make minor alterations to the 
ZWLJPÄJH[PVUZ�VM�WYVK\J[Z�^OPJO�KV�UV[�HɈLJ[�[OLPY�
performance, and may vary prices and delivery charges.

The telecommunications services described in this 
W\ISPJH[PVU�HYL�Z\IQLJ[�[V�H]HPSHIPSP[`�HUK�TH`�IL�TVKPÄLK�
from time to time. Services and equipment are provided 
subject to British Telecommunications plc’s respective 
standard conditions of contract. Nothing in this publication 
forms part of any contract.
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9LNPZ[LYLK�6ɉJL!����5L^NH[L�:[YLL[��3VUKVU�
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