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“Since the beginning, Talkdesk has been 
with us. It has continuously facilitated 
our growth while also adapting to 
the di�erent stages of our company.”

Miguel Santo Amaro, Co-Founder & CEO 



Connecting with 
customers in 
real-time using 
Talkdesk
Uniplaces, a U.K.-based startup, helps students 
find safe and reliable housing when traveling 
abroad. The company is unique in that it must 
serve students as well as landlords who list 
accommodations on the website. With two unique 
groups of clients, Uniplaces aims to provide all 
customers with the kind of service that drives 
loyalty and fuels growth.

Reaching the far corners 
of the globe
When designing their call center, Uniplaces had 
to consider the needs of both students and 
landlords. Traveling can often bring surprises for 
students and the company wanted to be available 
for emergencies and urgent matters that 
sometimes a�ect landlords. The email support 
Uniplaces already o�ered was helpful, but not 
su�cient for the immediate support they wanted 
to provide their customers. With voice being 
the most direct way to connect with both students 
and landlords, Uniplaces made the decision
to implement phone support.

It was important for Uniplaces to find a call center 
solution that was powerful, yet flexible enough 
to grow alongside the company as it expanded 
globally. Although customer service was 
an important use case for the company’s call 
center, Uniplaces also wanted a solution they could 
use for inbound sales and outbound calls. To that 
end, a call center application that could e�ectively 
handle both inbound and outbound calls with fast 
phone number provisioning was crucial. After 
having experimented with a number of other 
applications, Uniplaces discovered Talkdesk. In just 
a few minutes, the company was delighted to have 
a fully functional call center.

     Challenge
• Provide e�ective real-time 

  customer service

• Support a global and rapidly 

expanding customer base

• Empower agents with a user-friendly 

application and easily accessible 

customer data

      Results
• Identified problem areas to make 

immediate improvements with 

Talkdesk reporting

• Provided uninterrupted phone 

support while transitioning between 

two CRM applications

• Easily altered and updated Talkdesk’s 

configuration as the team grew 

tenfold

     Solution
• Implemented Talkdesk across four 

di�erent teams within the company

• Supported international expansion 

with fast number provisioning and 

IVR configuration

• Saved agents’ time with CRM 

integration and two-way 

  synchroni- zation of data



Working smarter with Talkdesk
With Talkdesk, Uniplaces has been able to build 
a call center structure that adapts with the 
company’s growing business needs. Talkdesk’s easy 
phone number provision has enabled Uniplaces 
to provide quality phone support as they expand 
their international presence and service coverage. 
Uniplaces also employs Talkdesk’s skills-based 
routing functionality to consistently connect callers 
with the correct agent. This feature has been 
critical to the structure of Uniplaces’ call center, 
as the company has implemented Talkdesk across 
four di�erent teams: inbound sales, outbound 
sales, customer support and account management. 
With the proper agents handling each call, 
Uniplaces has been able to increase customer 
satisfaction and improve average handle time.

Since adopting Talkdesk, Uniplaces has been able 
to continuously improve the customer experience 
they provide for callers. Talkdesk’s numerous 
reporting and monitoring features give managers 
the information they need to make data-driven 
decisions. Agents can also listen to past call 
recordings, enabling them to assess areas for 
improvement and e�ectively onboard new
agents. To ensure all teams always have access 
to the right data, Uniplaces uses Talkdesk’s 
Pipedrive integration and real-time data 

synchronization. For Uniplaces, Talkdesk’s 
numerous integrations have proven to be more 
than just time savers: When the company moved 
from their previous CRM to Pipedrive, Talkdesk’s 
seamless integrations with both their old and new 
platforms eased the transition. Even as customer 
data was being migrated, Talkdesk ensured that 
phone service remained uninterrupted. Itis this kind 
of flexibility that has ultimately allowed Uniplaces’ 
call center to flourish and expand.

Meeting global demands
Although Uniplaces has evolved since its founding, 
the company’s mission has remained the same: 
to make it as easy as possible for students to find 
comfortable accommodations abroad. Talkdesk 
has empowered Uniplaces to meet this goal 
by simplifying customer communication. When 
Uniplaces first adopted Talkdesk, they had only five 
agents. Three years later, the company now has 
78 agents who have collectively logged more than 
50,000 hours of calls with Talkdesk. “Anytime 
an agent is talking on the phone, they are doing 
it through Talkdesk,” says founder Miguel Santo 
Amaro. “Talkdesk has given us the technology 
to provide the best customer experience possible, 
no matter who is calling.”
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