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The Salvation Army is an international 
charitable organisation which works 
with vulnerable and disadvantaged 
people in the UK, including those 
experiencing homelessness, poverty, 
addiction, unemployment and modern 
slavery. The church and charity also 
provides practical and emotional care 
and support to older people, families 
and local communities. 

The Salvation Army Trading Company 
Ltd (SATCoL) is the trading arm of The 
Salvation Army charity. Profit made by 
SATCoL helps to support the charity’s 
life-saving work. 

Intercity Technology has worked with 
SATCoL for over four years, winning 
contracts to provide its company-wide 
mobile and fixed-line estate. 
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The Challenge 

In 2017, SATCoL was looking to 
make fundamental changes to the 
IT infrastructure of its 235 stores. 
Previously, stores worked in silos, the 
majority of them used out-dated PDQ 
machines and there was no shared 
connectivity between stores. E-mail 
capabilities were limited and had little 
support. The disjointed nature of these 
outlets also meant that SATCoL had 
little control over the security of the 
estate’s network.  

Since SATCoL was planning to open 
a number of “superstores” – the 
equivalent of high-street luxury stores 
– it wanted to address the connectivity 
issues across its retail estate and 
implement a reliable and secure 
network to bring together all of its sites 
and improve the technology available 
to staff.

The two contact centres for the charity’s 
trading arm, in its Wellingborough 
headquarters, were also in need of 
better communications technology to 
improve efficiencies and collaboration 
between its clothing collection points, 
music and merchandising arms and its 
other Support Centre Teams. 

“Knowing that a 
number of our 
systems were 
outdated and not 
compatible we 
had been looking 
to find the right 
solution to propel 
us into the next 
phase of our retail 
venture. We needed 
a provider who had 
tangible experience 
in implementing 
effective retail 
solutions and we 
were surprised at 
how quickly this was 
achieved. “ 



The solution

Intercity Technology was engaged to 
carry out an assessment of SATCoL’s 
IT estate. Following this, the company 
designed and implemented a new 
MPLS network across the charity’s 
235 stores and two contact centres. 

Intercity’s solution was set up and 
fully integrated with sites and all APIs 
within 12 weeks, allowing SATCoL to 
benefit from improved connectivity, 
quicker purchasing processes and 
the ability to monitor the status 
of tills across its stores. New WiFi 
was also installed across the entire 
retail estate for customers, staff and 
volunteers.

The two contact centres in the 
Wellingborough Support Centre were 
equipped with Intercity Technology’s 
innovative unified communications 
solution, Touch Technology. This 
patented technology transformed 
the way in which the charity’s 
different teams communicated with 
each other, boosting productivity 
and facilitating collaboration by 
delivering integrated voice calls, 
video conferencing, mobility, screen 
sharing and collaborative tools across 
all workforce devices. 

Along with the user-friendly 
management platform, the Touch 
Technology solution benefits from 
24/7 monitoring and maintenance, it 
has an open API and fully integrates 
with other business systems 
including Salesforce and Microsoft 
Dynamics, helping the organisation 
to streamline its business processes.  

Next Steps 

SATCoL has sought additional MPLS 
networks from Intercity Technology 
for its two existing superstores and 
up to 23 future superstores. 

There is potential to gain insight into 
consumer behaviour through data 
collection and customer geo-spotting 
solutions in all superstores and 
smaller outlets in order to improve 
the customer experience and adopt a 
more personalised approach. 

Plans are also underway to roll out 
Touch Technology, which is currently 
operational within the Support Centre 
and newer stores, across all sites to 
further improve collaboration across 
the charity’s entire retail estate.   
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“With Intercity’s
MPLS networks, 
rapid connectivity 
and innovative 
Touch Technology 
platform, we’re able 
to bridge the gap 
between all of our 
stores, allowing us 
to function as one 
business. It has 
helped to create an 
integrated approach 
to reinvigorating 
the retail experience 
for our customers, 
particularly as we 
open our more high-
end superstores 
across the country.” 

—  John Woods  
Project Delivery Manager

       The Salvation Army Trading       
 Company PLC
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Minimal disruption

Improved connectivity and 
security

Full control of the entire estate

Efficiency savings through 
unified communications

Enhanced retail experience for 
customers

24/7 monitoring, support and 
maintenance

About Intercity Technology
Intercity Technology help you transform business 
performance through communications technology. 
By connecting and securing your communications 
technology to work seamlessly together, we help you 
communicate more effectively, making it as easy for  
your team to work from your office, as it is from home  
or attending a conference on the other side of the 
world. Supported by resilient technology and utilising 
our expertise of enterprise mobility solutions, we can  
create competitive advantage for your business.
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