PRESS RELEASE pC/pOIO
March 9 2023

Darlington Borough Council secures contact centre payments with PCI Pal®

PCI Pal Agent Assist delivers PCI DSS compliance and enhances payment experience for the public

sector.

Darlington Borough Council has selected PCI Pal® (LON: PCIP), the global SaaS provider of secure

payment solutions for business communications, to manage its contact centre payment security and

ensure it adheres to the compliance standards relating to card-based payment transactions.

Having undertaken an exercise to self-certify the council’s PClI DSS compliance status, it was agreed
that telephone payments was an area that needed attention, in order to replace a Pause and

Resume solution.

Working with its payment provider, Civica, the Council has upgraded to the PCI Pal Agent Assist
solution, which allows secure payments to be taken using dual-tone multi-frequency (DTMF)
masking technology. This means callers input payment card details using their telephone keypad.
This information is intercepted by PCl Pal’s technology, which conceals all sensitive information, and
payment details are automatically routed to the Council’s payment processor to complete the

transaction.

Andrew Hazlett, Systems & Process Officer at Darlington Borough Council explains: “Previously, our
contact centre agents would have to manually pause telephone recordings so we didn’t capture any
payment card details, but that still meant the information was exposed to our agents and
infrastructure - just not captured within our call recordings. We wanted a solution that would
remove the onus from our staff on pausing and resuming calls and stop any sensitive information

entering our environment.”

The Council’s contact centre is the first point of contact for all of its services, as Andrew continues:
“When implementing any new system, you worry that it’s going to create a big change for users or
the integration won’t be as seamless as you anticipate, however with PCl Pal everything was so
organised: the implementation was fast and communication was good. Now it’s live we are assured
that the Council is using the best payment compliance tool for our telephone payments; it’s very

reassuring.”


https://www.darlington.gov.uk/
https://www.pcipal.com/?utm_source=google&utm_medium=pr&utm_campaign=PR

For more information regarding PCl Pal, visit www.pcipal.com, call +44 207 030 3770 to arrange a

demonstration or follow PCI Pal on LinkedIn: https://www.linkedin.com/company/pci-pal/.

ends
Notes to Editors:

About PCI Pal

PCI Pal® (LON: PCIP) is a leading provider of Saa$ solutions that empower companies to take
payments securely, adhere to strict industry governance, and remove their business from the
significant risks posed by non-compliance and data loss. Using patented technology, its mission is to
safeguard reputation and trust by providing customers with secure payment solutions for any
business communications environment including voice, chat, social, email, and contact centre.

PCI Pal is integrated to, and resold by, some of the worlds' leading business communications
vendors, as well as major payment service providers. PCl Pal products can be used by any size
organisation globally, and it is proud to work with some of the largest and most respected brands in
the world. For more information visit www.pcipal.com or follow the team on

LinkedIn: https://www.linkedin.com/company/pci-pal/.
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