THE SOLUTION

“The first step was to find the right platform to integrate the computer and the telephone. It was
especially important for us to have well integrated outbound calling functions because we knew that
we were going to increase the volume of our outbound calling,” explains H.” Our ACD just couldn’t

do everything we needed it to anymore.”

XXX Pension also wanted a solution that would allow integration with its planned CRM (customer
relationship management) system. As the company grew, with new call centres coming online, it
needed to develop a single call centre infrastructure that could handle multiple centres. Finally, it
needed a tighter integration with its IVR (Interactive Voice Response) system so that it could
provide information to its customers such as their position in the queue. It also wanted to provide
agents with on-screen customer information collected from the IVR session or from customer

databases. “We needed to cut down dead time to make our agents more efficient,” says H.
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