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Case Study

Improving Sky’s 
Customer Order Experience
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Challenge
Sky Ireland needed a software solution that would improve the customer experience 
at point of order for both their customers and their Retailer Sales team.

However they need to have confidence that the integrity and security of their data 
would not be compromised in the process.

Having been a trusted partner of theirs for over 10 years, they turned to 
Dataconversion.

Solution
Working alongside their Sales and Operations teams, Dataconversion designed, built 
and implemented a modular Retail Extranet used by Sky, its Retail Partners and its 
individual Sales Personnel.

This retail extranet gives users a seamless web-based application that allows Sky’s 
retailer, field and inside sales teams to login and process orders for Sky TV and related 
hardware packages.

The modular design means that new sales and upgrade products can be bolted on as 
Sky’s product offering continues to evolve. In addition to this, the Management 
Information component of the solution allows the Management team to track sales 
and performance.

Furthermore, support is offered on all aspects of the product giving Sky full peace of 
mind should any queries arise.
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Technical features include:

• An advanced record locking system to ensure that multiple call centre agents cannot 
update the same record concurrently.

• Call-backs and follow-up communications.

• A suite of sales, usage and agent performance reports developed as part of the MIS 
component.

• A multi-tiered solution based on ASP.Net C# and SQL Server 2008.

• SQL Server Integration Services and SQL Server Reporting Services for ETL and MI 
Reporting.

• XML Web Services for integration with Sky’s third party providers and partners.

• Mobile applications to support door-to-door sales of Sky TV and broadband 
services.

Results
Sky understands the importance of Customer Experience at on-boarding stage: 
getting these first interactions correct is vitally important.

Dataconversion’s solution allows them to manage this process smoothly, while the 
reporting and analytics elements of the solution continuously monitors ways of 
improving this for their customers.
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