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Vision
Greymouse gives entrepreneurs and 
business owners FREEDOM in their 
lives.

We do this by reducing time pressure 
on business owners and staff by taking 
responsibility for accurate delivery of 
work each and every day. We release 
the business owner from mundane 
tasks, leveraging human resources with 
minimal effort.

Greymouse supplies the “Customer 
Service Experience” that exceeds world 
standards, delighting and exciting our 
clients and turning them into “raving 
fans”.
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Mission
Together, we shall achieve our Vision by 
using Technologies and Human Resource 
Skills to deliver a “customer service 
experience” that enhances professional 
relationship through communication and 
trust.

Listening to our client’s needs, we 
cement an unbreakable bond by 
continually learning and adapting to 
ensure our clients’ business success. We 
will complete our clients’ work on time 
with accuracy, dedication and personal 
ownership of the tasks, duties and 
responsibilities.

Our clients’ delight will come from 
our consistent and reliable approach 
to communication by acknowledging, 
auctioning and responding to all points 
of contact quickly and efficiently. 

Greymouse Culture is based on,

•	 HONESTY, 
•	 INTEGRITY 
•	 TEAM WORK 
•	 TRANSPARENCY 
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What is 
Greymouse 
Virtual 
Workforce?
Greymouse Virtual Workforce is an 
Australian controlled HR provider 
supplying high quality, time sensitive 
and cost effective services through 
its own off-shoring facilities based in 
Suva, Fiji South Pacific and Legazpi, 
in the Philippines. We maximise 
the strengths of both countries, 
plus reduce outsourcing risks, 
giving our clients a massive 
head start.
 
The business world 
is being flattened by 
economics, technology, 
demographics and 
regulations. To win in 
this flattening world, 
companies must transform 
their way of thinking, 
working, and engagement 
with partners that help them 
achieve a global workforce. 
This way our customers realise new 
opportunities as and when they arise.

We give our clients the ability to 
expand their operations, people and 
resources across time zones, and 
geographies giving them an "unfair 
advantage" in their market. Our Philosophies

Our philosophies stand for excellence in “how 
we do business with our clients and their end 
customers”. The essence of our existence is 

to identify and respond to our end customer’s 
immediate enquiries. We are able to accomplish 
this at the speed of Google®  by paying careful 
attention to what customers want and when 

they want it. By “keeping it simple”, we provide 
excellent soft sales support for your customers and 

by conducting extensive updated training, post sales 
support is provided in every step of the journey.
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How does it work?
We start slowly to be sure that the systems all work 
for your business. With a feedback loop we constantly 
improve and refine systems. 

Providing customers with a 24 hours and 7 days a week 
service option, we fulfil our objective to give you, the 
business owner time freedom to finish more pressing 
matters. Delivered in accordance with our philosophies, 
your business grows organically.

We believe that each point of contact the client makes 
is valuable, (Contact Point) regardless of the form it 
takes. Contact points now come in from social media, 
web site chats, phone email and SMS. Whatever the 
generational your customer profile fits, we have the 
tools that suit.'

How do we engage with our clients?
1. Our Confidentiality Promise

Information we use is very often confidential to both 
clients and your customer base. Greymouse has the 
security systems in place to ensure this confidentiality 
is protected, locally and internationally: We do this by 

1. Suppling a confidentiality promise to our clients 
2. Valid for at least three (3) years, or longer. 
3. As the direct employer of the team Greymouse does 

NOT contract our services to another provider.
4. Ensure the confidentiality agreement is complete 

from your business through to the person delivering 
the service. 

Our confidentiality promise gives peace of mind that 
your company intellectual property is protected for 
years.

The company has an extensive employment agreement 

(to international standards) with all staff within Fiji, 
and a Code of Conduct with special dispensation for 
Philippines employees. This attention to detail ensure 
confidentiality remains protected. 

2. Resources

Greymouse Virtual Workforce gives you the option of 
either;

Daytime

Allowing YOUR client to purchase or make enquiries 
during your working hours whilst you are away on 
holiday, looking after your business needs while you 
attend a meeting and attending to those incoming 
bookings, appointment making and scheduling while 
you take a lunch date. This leaves you free to be more 
mobile, no longer worrying about who will answer 
calls and control issues that may occur.

Anytime
 
Allowing YOUR client to purchase 
or make enquiries anytime is the 
future business world. To be ready 
for when your customers are, we 
remove the frustration felt when 
a business is closed. Greymouse 
already uses all the technology tools 
to grow our client business. This 
service runs 24/7 and is available 
365 days in a year! This allows you 
to take a holiday, go to those remote 
locations without mobile network or 
even internet and be rest assured that 
your business is well looked after. 

Your calls are being answered and 
addressed or escalated. Your clients 
I.T. issues are being sorted, Data is 

being backed up and monitored. You get to live your 
dreams and make money at the same time!

Guaranteed service

Double resources (one trained team in Fiji and the 
second in Philippines) working shifts, also ensure 
continuance, even in the event of natural disasters on 
one country or location. This way the service level is 
assured. 
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How do we offer 
these Services?
By listening to your business needs, followed by your 
client issues and challenges. We improve service levels  
creating raving fans. We study the system that you 
use, and then focus on customer service key points and 
desires. Together we adapt your system to the modern 
technology delivery methods.

STUDY YOUR BUSINESS

We study your business procedure manual and when 
required, we re-write sections to make it simple, clear 
and concise. We work within your current systems using 
all the technology tools to allow a remote teleworker to 
operate confidently with the same functions. 

If you do not have these systems in place, we work with 
your business to implement the best solution for your 
customers. 

Constant feedbacks and improvement are critical on 
the first three months. Once the system is finetuned 
with continuous training, it works for years. We also 
implement a self-improvement loop so when an issue is 
identified, you are advised and the systems corrected. 

Greymouse conduct weekly systems procedural tests 
to ensure all team members are following the correct 
procedure day and night.
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Why use 
Greymouse Virtual 
Workforce? 
We have the resources for the Australian market with a 
South Pacific accent, plus the resources in the Philippines 
for an American accent. Accent is often the biggest 
customer concern, so we have the right resources and the 
Voice Systems to ensure quality calls every time. 

The voice system is not reliant on Skype ®. Our 
Voice system is specially built with multiple levels of 
redundancy to ensure high availability and resiliency. 
Business requires high quality so we have two systems, 
Lync and Asterisk to ensure quality. 

SO SURE - WE GIVE
A MONEY BACK
GUARANTEE

In the event you are not 100% satisfied with our service 
we will provide a refund of the months support fee. 

DNA 
Our team members come from a culture where, being of 
service is an important part of our DNA. Based in both 
the Philippines and Fiji, our special focus of care and 
attention delights your customers in a way unlike any 
other.

YOU COME FIRST
We pride ourselves in providing the solution on your 
journey, which is unique for each of our clients. 

NO FIXED TERM CONTRACTS – YOU ARE THE 
BOSS
You remain in control. Once we know your business 
system, there are no fixed tervm contracts for the small 
services. Larger support contracts, (24/7) often require 
fixed terms for business continuance. 

CUSTOMER SERVICE AUDITS
We constantly train “Excellence in Customer service” to 
be simply the very best. 

REDUNDANCY OPTION
We allow you peace of mind that guarantees business 
continuity regardless of the resource. We have the option 
of a second trained (backup) resources are ready to take 
your role in case of sickness, leave, accident of any 
unforced event.

The Greymouse 
Advantage
Team members that belong to specific groups are 
monitored by team leaders who are working 24 hours 
a day, 7 days a week in supporting clients in multiple 
countries around the world. You receive immediate 
investigation and resolution regardless of your staff’s 
location. 

Other IT providers often use Greymouse resources to 
supplement their own demands. Greymouse is known 
as a Master Managed Service Provider providing these 
services to other industry standard IT businesses.

We back our quality service with
 
•	 Professional	Indemnity	Insurance
•	 Professional	liability	insurance	

This is an added step for IT Companies that need to 
comply with compliance auditors plus a peace of mind. 
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WHAT IS THE RESULT?
Freedom from the costs and micro delivery 

of customer satisfaction. 

We give our clients a competitive 
advantage that allows them to stand apart 

from the competition. 



GREYMOUSE
VIRTUAL RECEPTIONISTS

Greymouse Virtual Receptionists saves you time and money.  We go 
beyond the conventional Receptionist and provide you more flexibility

Answer all your calls; never miss another call again. 
Greymouse Virtual Receptionist answers your calls 
whilst you, attend to that important meeting, while 
you have your lunch and even while you sleep. We 
make sure there is always someone there to answer 
your call. You will never have to worry about 
losing a potential client ever again.

Send You SMS updates; waiting for an important 
call but need to go to another meeting? No worries! 
Greymouse Virtual Receptionist ensures that your 
call is answered and we will notify you via SMS 
as soon as we receive it. This method allows you 
to multitask with ease and leave your competitor 
wondering how you handle it all.

Your success is part of 
our business, when you 

grow so do we.

 This is why we are so 
focused on ensuring the 
integrated systems are 

seamless.

What we do for you:
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GREYMOUSE
VIRTUAL ASSISTANTS
with Social Media Management

We provide the ‘techs’ needed to make 
sure your website, Facebook, LinkedIn 
and Twitter are kept updated, blog 
posted and SEO management.

We can use Aweber, MailChimp, 
Infusionsoft and other packages 
to make sure your newsletters are 
formatted and ready to be sent.

f
t

g
in
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GREYMOUSE
I.T. SPECIALISTS

We all live on our technology systems. Being 
certified partners in Microsoft (amongst others) 
ensures business that use our virtual workforce 
their peace of mind.  Web sites, domain transfers, 
or server support 24/7. 

Greymouse IT Support saves you money by 
meeting your demand for immediate IT resource 
responsiveness. We provide outstanding services 
that fulfil your needs.

Imagine your business experience of 
•						Flexibility
•						Mobility
•						Competitive	edge
•						Freedom
•						Confidence

As a master managed service provider, Greymouse 
focuses on supplying the specialist service to other 
managed service providers that wish to resell to 
clients. (A 'whitebox service') 

Our vendor relationships with Microsoft, On-
track Data Recovery, On-line Backup, software 
and VoIP suppliers ensure leading edge business 
services together with a business peace of mind. 
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Technology 
support is all about 
your business
In today’s world competitive business rely on 
technology to maintain their systems, financial 
reporting and customer service. When technology 
counts 24 hours a day, 7 days a week, Greymouse 
immediate escalation and resolution works.  

Technologies purpose is to support your business 
mission giving your team effortless access to 
company information, to support a pleasurable 
customer service experience. 99.5% of all issues 
are fixed remotely and often while you sleep. This 
maximalises your business and clients uptime and 
reliability.

Immediate 
Response model 
is based on a Total 
Client Experience
Long term system availability commences with the 
business needs and how best this works for your 
client and for us to support the design. 

This results in a cost effective and high availability 
solution that totally benefits you.

Customer service has always been the key in all 
business relationships that Greymouse develops 
and the only way you will ever get the real feel of 
this is by trying it out for yourself.

Some of the maintenance tasks included is 
automated, verified and reported.

Immediate Desktop 
Response

•	 Monthly reporting
•	 Issue escalation and notification
•	 Request for change (RFC) and 

authorisation process / approval
•	 Patience, care understanding your 

business needs 
•	 Issue logging, recording and resolution
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GREYMOUSE
MONITORING

Introduction
Monitoring in two areas, availability and security. 
The Network Operations Centre, or Security 
monitoring is derived from the same business need. 
Visual checks and escalation when and as necessary. 
Network monitoring team is responsible for 
monitoring the security, infrastructure and network 
for alarms or certain conditions that may require 
special attention to avoid impact on the network's 
performance or physical or logical security. 

Greymouse Monitoring has three stages of 
monitoring systems available to select from:

If necessary, the team escalates problems to the 
appropriate personnel or third party (for example 
an Internet Provider), with SMS, emails and active 
communication during the priority and resolution 
process. Day, night or weekends all while you rest.  
Three stages service is available, you select which 
you require.  

1. Monitoring – Visual, Email and Alarm 
Monitoring 

2. Investigation – Investigating the cause 
immediately so as to determine the resolution 
or escalation if required. 

3. Resolution – Continuing the communication 
process with the client, partner and third 
party until the issue is correctly resolved and 
services have been returned to normal. 

Who needs a 24 / 7 
Customer service? 
Business that cover multiple time zones, require 

guaranteed service 24 hours per day 7 days a week. 
The option of having two countries to provide the 
service ensures even in the event of Cyclones, 
Typhoons, earthquakes or any other natural disaster 
to hit one country, the service continues using our 
second facility. This service guarantee gives our 
customers peace of mind. 

Customers want the confidence that you are 
watching their systems 24 hours per day, 7 days a 
week, and 365 days a year with guaranteed response. 
Greymouse NOC provides the eyes and ears by;

•	 Alarm response anytime
•	 Human interaction when it really counts 
•	 Following the instructions and escalation (to 

you) if required 
•	 Complete alert procedures ensuring you have 

the confidence over your competition. 

To give a simple example, If a critical server 
backup fails procedure, it is identified, resolved, 
and backup process recommenced while you and 
your customers are asleep. Sleep well knowing 
your customer data is protected enough to enable 
your business power to lead the market. 
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When you business needs a consistent reliable 
online technology support service, check out the 
Greymouse Techies. 

In today’s market place on line (internet support 
services) is a vital part of business. Having a 
Techie available when you need them is now more 
important than ever before. No longer do you 
need to find new contractors and interview them 
whenever you need tasks completed. Greymouse 
provide a constant ongoing relationship with a 
post project, unlimited support offer ensuring the 
business on line presence is kept up to date. 

The Techie’s look after these technologies
for clients. 
•	Web site makeover and design

o Search Engine Optimisation Specialists 
(SEO) 

o Keyword and organics listings specialists, 
o Live chat integration with the Virtual 

Assistant support team. 
•	Mobile friendly tablet and touch friendly 

web site integration 
o Security updates, patching and handling 

module updates
o Wordpress and CSS (Style sheets – layout)
o Hosting and & C/panel knowledge
o File transfers and updates FTP Files

o Backup / restore 
o Shopping carts and payment gateways

•	Integration of Aweber, Mailchimp and 
Infusionsoft. 

•	Auto responders, HTML template designs 
•	Social Media intergration

o Linked in page designs,
o Advertisements, Landing page
o Lead pages, squeeze page integration

•	Custom pages on Facebook
•	Video editing

o movies, intros, outros, music overlays, 
photos and text then uploading to Youtube 
and or website

o Uploading audio files 
•	Graphics Artist – Photoshop / Adobe

o Design of printed material integrating with 
the web site and on line themes.

o Company profiles
o Flyer design integrating with sites. 
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Greymouse provides 
unbeatable value,

1. Communications infrastructure
a. A local Voip number for telephone redirection 

& customer service
b. Good quality voice communications systems
c. Triple backup internet links
d. Generator and Uninterrpted power supply 
 systems

 
2. Security focused with Intellectual Property 

(IP) protection
a. Customer confidentiality agreement
b. International standard employment agreements
c. Company Code of Conduct
d. Park, building and office security
e. Staff work from the office (not home)

3. Management of the team member
a. Day to day HR management
b. Escalation contact point to HR manager
c. Meals snacks, and drinks provided
d. After hours secure transportation to and from 
 work

 
4. Feel part of your team

a. Working your business hours
b. Skype / web camera for interaction
c. Social activities

 
5. Greymouse trains the best making the on-

board process real simple
a. Hold your hand through the process
b. Initial training done for you
c. Seamless and frictionless resource selection 
 and engagement



Testimonials 
COMMON CLIENT'S COMMENTS      
We have included just a sample of our client’s feedback 
“ IT JUST WORKS!” 
“ Now I can go on leave for 3 weeks with peace of 
mind” 
“ I can focus ON my business while Greymouse helps 
IN the business” 
“The team are extremely patient and really helpful”
“Freedom at last!”
“Thank you for allowing to holiday in Bali, while my 
customers are looked after”

AUSTRALIAN BUSINESS CLASS
We had always considered having IT support as a 
necessary evil in business and spent many years trying 
to identify how our providers could add value to our 
business. As experts in the training and development of 
people, our focus is not on our IT systems and as such 
we have looked for a long time for a provider that just 
took care of our IT needs and made sure our systems 
were effective. 

Greymouse are the only proactive problem solving IT 
provider that we have encountered in the past 20 years.  
They have supported us through general business, up 
scaling, new technology, office relocations, major 
power outages and attacks from overseas hackers. The 
Team on the help desk are polite and never give up on 
a problem until we are completely satisfied with the 
outcome. I now regularly refer to Greymouse as an 
example of excellence in service in our workshops and 
seminars.

Mary & Phil Corbett 

GRACE PROPERTY
I was becoming fearful of missing out on important 
calls, or not responding to those important calls in a 
timely manner.

Initial set up was a breeze as the Greymouse staffs is 
highly trained in the services they provide and adjusted 
to our requirements within days of start-up and I was 
blown away by the services and benefits it brought to 
the company.

This given us the freedom to be mobile and out of 
the office without worrying about missing those 
vital incoming calls from our clients. When we are 
at meetings with clients we instead of diverting the 
mobiles to the voice mail it goes straight to Shobna and 
the calls are answered and taken care of by a real person 
not a machine.

The Most exciting benefit is even when in the office and 
the phone rings we no longer need to respond to it as we 
know Shobna will look after all the real calls and deliver 
the important messages and deter those unwanted calls 
which are spam/junk/time wasters, hence the team can 
concentrate on important dollar productive activities.

JULIANNE DAVIES
Jonathan did most of the liaison on with Greymouse but 
we both found the experience exceptional. The level 
of professional and ease of working with Greymouse 
is second to none and I would highly recommend your 
services to anyone looking for a website

Julianne & Jonathan Davies
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Marisa Wiman
- Founder
In 2002 Marisa had an idea and in 2005 the idea 
bacame Greymouse Virtual Resources. Marisa's 
solid business systems and Information Technology 
experience includes creation of support channels, 
data processing, quality assurance, helpdesk, 
contact centres, sales / business development, 
service delivery, within Australia. 

Marisa has experience developing and 
implementing ITIL (international Standard) 
service delivery creating benchmarks others 
constantly strive to achieve.

Marisa has sound business management skills 
developed through exposure to international 
businesses and corporate compliance formalities 
from Europe, through Australia and the South 
Pacific regions.

A sound understanding of business financial issues 
comes from personal involvement in management 
of investment companies in Australia.

Excellence in Customer Service is her main drive 
and constantly keeps in touch with the teams to 
make sure the quality is at its best.
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Faiyaz Khan
- Operations Manager / 
Accountant
As a qualified Bachelor of Arts accountant 
majoring in accounting and economics, Faiyaz 
has a depth of knowledge in compliance, auditing, 
operations and HR management. 

Having worked with BDO, Ernst & Young, KPMG 
and Price Water House over the past 10 years, 
Faiyaz’s strength lies in accounting, auditing and 
compliance. 

Furthermore, the knowledge of tax and auditing 
rules for Fiji, NZ, Australia, Vanuatu and most 
recently, the Philippines, is an added bonus 
that comfortably supplements his accounting 
experience. Working with Greymouse customers 
takes service delivery to a whole new level within 
the modern multinational business environment 
together with its guaranteed services. Faiyaz’s 
sound accounting qualifications allows him to 
deliver a cost effective and compliant customer 
service experience at all levels. 
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Kelvin Davis
Founder and director of Greymouse, Kelvin has a 
broad depth of international and domestic business 
Information Technology industry experience 
including the countries of USA, Australia, PNG, 
Solomon Islands and Fiji.

Kelvin's accounting and compliance knowledge 
comes from working with BDO, KPMG, and 
Ernst & Young internationally. Understanding 
accounting firms processing and technology needs 
ensures easy and open communication. 

Information Technology experience ranges from 
design, implementation and support of enterprise 
wide Technology solutions with a focus on long 
term cost reductions through efficiencies in 
business processing integrating cost effective 
work places. Kelvin has extensive experience and 
a high standard of customer service at all levels of 
support, managing small and large implementation 
teams, transitioning solutions into supportable 
environments ensuring operational staff to meet 
key performance indicators ensuring ongoing 
customer confidence.

Kelvin participates in the Queensland Government, 
Department of State Development and Innovation, 
Mentoring for Growth (M4G) and Mentoring for 
Investment (M4I) programs based in Brisbane and 
Sunshine Coast districts. Kelvin is a member of 
the Australian Information Industries Association 
(AIIA) the Founders Forum Brisbane and retired 
business mentor for the Achaeus - Financing 
Innovation Growth (FIG) and Bluestorm programs.

Kelvin is now a published author of 3 books on 
www.lulu.com
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