as canada’s leading and fastest growing satellite tv
service provider and the nation’s fifth largest
broadcast distributor, bell expressvu knows how to
build a team of people who can drive their business
objectives. creating a fun, stimulating and yet highly
functional work environment has always been
paramount. with exponential growth since their
inception in 1997, the company outgrew quickly their
original 25,000 sqft call centre location, complete
with high ceilings, multiple levels, greenery and lots
of light. while the new site’s 60,000 sqft floor plate
would easily accomodate their 558 employees as well
as growth projections over the next five years, it
also presented some sizeable challenges. herman
miller joined the team that would transform this
non-descript, single-level floor plate (roughly the 3
of three football fields) into one of the most
inspiring and functional call centre facilities in
north America.

customer:
Bell ExpressVu
Toronto, Ontario

product:
Resolve® systems furniture, Kiva® tables,
Ethospace® systems furniture, Meridian® towers
Aeron® chairs, Caper® chairs, Reaction®
chairs and other classic Herman Miller pieces

project size:
60,000 square feet
accomodation for over 550 employees
95 sqft per occupant

design firm:
Julian Jacobs Architects

For Bell ExpressVu, an inspiring and functional facility was paramount
In an industry plagued by churn, Bell ExpressVu’s Toronto call
centre facility has no problem with employee retention, and for
good reason. They understood how critical a stimulating; pleasing
work environment is to promoting teamwork, health and safety,
effective work processes, productivity and overall employee satisfaction.

the big picture
“The role of our Customer Service Representatives (CSRs) is not
an easy one. It’s repetitive. It involves solving a lot of negative
situations. It’s a job largely tied to one workstation for 7.5 hours a
day,” explained Mark Knapton, Bell ExpressVu’s Vice President of
Call Centre Sales and Customer Services. “We wanted people to
feel proud of their work space. Each station needed to adjust easily
to the individual needs of many users. Natural light was important.
Employees needed access to fellow team members for trouble
shooting as well as the visual stimulation of seeing what’s happening in and around their work areas. Overall, we wanted the new
space to make people feel a part of something special, part of the
big picture.”

setting objectives
With the move planned for early 2002, the company’s big picture
goals for the new space were also clear. While funky and light-filled,
the old location was too small and teams were fragmented, tucked
into any available space. Room was needed to resolve the
operational issues of overcrowding and to accomodate their

customer needs:
Bell ExpressVu wanted their new Toronto call
centre facility to:

maintain, if not improve upon the youthful,
creative, modern feel of their previous location
easily accomodate their rapid growth rate over
the next 5 years and the ongoing changes to
CSR teams
reflect the company’s youthful, high-tech,
innovative culture with an airy, expansive,
non-rectilinear work environment
ensure the highest standards of ergonomics, and
health and safety
enhance productivity and foster teamwork

