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operations  for continued excellence & 

 expertise 

Specsavers Case Study

Specsavers had experienced a number of external incidents 
which threatened its ability to carry out business at its contact 
centres in recent years. Its retail contact centre in Nottingham 
suffered power failure as a result of construction workers, 
who were laying the city’s new tramline, cutting through 
cables. A severe winter snow drift had also caused a denial of 
access issue.

For a company which prides itself on excellent customer 
service, not being contactable by customers or store directors 
was unacceptable.
 

Challenge 
Kevin Bennett, Specsavers Business Continuity Manager, 
said: “We have a very good reputation when it comes to 
customer service and this is something we desperately want 
to protect. When people have issues involving their eyes and 
ears it can be very emotive. It really wouldn’t be very good PR 
if people couldn’t get hold of us.”

He added: “As we have joint venture ownership with our store 
owners, who pay us for the services we provide, we also want 
them to know we have disaster recovery plans in place. So 
business continuity is something we take very seriously.”

How we help

Client
Specsavers is an international optical group with an estimated 28 
million customers. As an organisation, Specsavers operates a 
joint venture model with almost 2,000 store directors.

Challenge
To satisfy its own and its corporate customers’ requirements, 
Specsavers required a business continuity plan to ensure staff 
could carry on work as usual in the event of a disaster. The need 
for this solution was heightened by a series of power cuts at one 
of its key locations.

Solution
Workarea recovery, with full replication of IT and 
telecommunication systems, at two of Daisy’s business continuity 
centres in Nottingham and Hampshire.

Benefits
Regular testing at the business continuity centres has proved that 
Specsavers is able to switch to its workarea recovery site with 
speed and simplicity. Daisy’s support staff helped Specsavers’ 
business continuity team overcome technical issues they were 
encountering when attempting to replicate systems. A fully 
supported service at the business continuity centres has ensured 
a smooth transition for staff when they work from the recovery 
sites on test days.

"We promote that we do these things to the store 
directors, in our newsletter, and tell them what is 
going on behind the scenes but if they contacted us on 
a test day they wouldn’t be able to tell anything 
was different."
Kevin Bennett
Business Continuity Manager, Specsavers
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Solution
The company determined that as part of its business continuity 
plan, two workarea recovery sites were required to enable staff to 
continue operating as normal if they suffered any further disasters 
in future.

The business had to be able to relocate between 100 and 115 
staff in Nottingham and 20 staff in Hampshire at a moment’s 
notice. This would require the replication of all its critical IT and 
telecommunication systems at a third party site. If there was 
another disaster employees would have the same data and 
functionality available in their usual offices.

Daisy, which operates 18 business continuity centres nationwide,
worked with Specsavers to develop a technical recovery plan and 
provide a managed service capable of delivering a smooth transition 
of employees and IT staff to Daisy centres as required.

Successfully tested
Specsavers has tested their workarea recovery service on 
several occasions and found the process both a quick and simple 
experience. “The last time we ran a test, we were up and running 
within the hour. It is almost like the Daisy site is one of our other 
offices,” said Bennett.

“It was just like flicking a switch, all we really needed to do was 
redirect our VPN. We were able to walk in and they had everything 
ready for us.”

Operating in partnership
It was as a result of successful testing at the Nottingham 
site that Specsavers decided to work with Daisy again on the 
development of their second workarea recovery site in Hampshire. 
The organisation’s business continuity team praised Daisy’s 
professionalism, flexibility and ability to help them overcome
any technical issues.

“The location was important but we were also very happy with the
relationship we have with Daisy. It feels more like a partnership
rather than a customer and service provider - that counts for a lot,” 
said Bennett.

“I’ve worked in the business continuity field for a long time and I 
have found Daisy to be very customer focused and flexible. At a 
recent test the technical staff really helped us out when we were 
experiencing an issue, which required extra support. I am pleased to 
say they exceeded my expectations.”

Smooth transition
Specsavers staff and partners have also been supportive of the 
development of workarea recovery sites. Employees who have been
asked to work at the Nottingham and Hampshire sites on the test
days, have slotted into their new environment without experiencing
any difficulties.

Bennett said: “There have been no complaints from staff - even 
when we surprised them with a 6am call on one particular test day.
Some of them actually like the test days now - probably because the
recovery office is closer to home.” He adds the process of moving
the offices is so smooth that the store directors, who rely on the 
contact centre on a daily basis, are left unaware that any change of 
location has occurred.”

We would love to tell your story to our 40,000 monthly website visitors.
If you are a Daisy client and would like us to talk about your company and your experiences on our website, 
across our social media channels and in the press, simply email us at pressoffice@daisygroup.com with your 
company name and contact details and we will call you back.
 
NB: This  is a service provided free of charge to our clients and we will include links to your business’ website.
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