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PROFILE Graham Technology:

“Call

systems are awpul”

In a frank interview, Graham Technology’s Mike
Hughes tells Claudia Hathway why he thinks call
centres are being let down by the tools of the trade

t's hard not to feel cynical when you
hear a technology supplier talk about its
desire to improve the level of customer
service in call centres. After all, it just helps
sell more kit, doesn't it?

Perhaps. But there is one software vendor
currently coming to the fore that has man-
aged to slip past my usual scepticism. There’s
something disarmingly genuine and unas-
suming about Graham Technology that
piqued my interest to the extent that | found
myself travelling all the way to Glasgow to
meet md Mike Hughes and find out more.

It becomes obvious pretty quickly that
Hughes is a straightforward kind of guy.
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Within five minutes of meeting he tells me
with calm authority that he believes “the root
of alot of problems in call centres is that IT
departments have too much power.” Not an
insignificant statement for a computer
science graduate who has spent the last

20 years helping to shape the fortunes of

an IT firm.

Graham Technology started life as an
accountancy software firm until the reces-
sion in the early 90s forced founder lain
Graham to look for alternative revenue
streams. He tasked Hughes with creating a
product — any product, so long as it was
“better than everybody else’s.” After a great
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