Case Study

INTERACTIVE INTELLIGENCE

Contact Center Automation

o Multimedia Recording & Quality Monitoring

e Customer Feedback Management

e Outbound/Blended Dialing & Campaign
Management

o Network-based Pre/Post-Call Routing

o Web Self-Service & Knowledge Management

e Workforce Management
Enterprise IP Telephony

Enterprise Messaging

Customer: Credit Union of America

.

CHEINT LINKRS
(Ameria

Headquarters: Wichita, KS
Industry: Banking & Finance

Challenge: Replace existing Comdial
and NEC PBXs with an all-software
option that would support SIP, offer a
wide-range of pre-integrated applications,
and contact center automation for
maintaining and improving service levels.

Solution: Customer Interaction Center®
(CIC) is an all-in-one communications
software suite that provides multi-channel
contact center automation and enterprise
IP telephony functionality for mid-size to
large customer-focused and interaction-
intense organizations.

Benefits:

o Approximately $30,000 saved due to
increased WAN bandwidth

e Increased productivity due to call
control buttons and presence
management integrated into a single
interface

Credit Union Reduces Costs By
Integrating Branch Offices Using
All-in-one IP Communications

Software Suite

Since its charter in 1935, Credit Union of America (CUA) has grown to more than 27,000
members served through six offices in Wichita, Kansas and surrounding areas. CUA
membership includes Wichita teachers, educators across the state of Kansas, and
individuals that live or work in the following eight Kansas counties: Sedgwick, Butler,
Harvey, Kingman, Sumner, Harper, Barton, and Pawnee. In addition to branch banking,
CUA also offers Internet home banking, electronic bill payment, ATM’s, and a full line of
electronic card products. CUA is headquartered in Wichita and employs approximately
100 people.

www.cuofamerica.com

With several Comdial and NEC PBXs supporting its six branch offices, and no
integration between sites, Credit Union of America (CUA) found it increasingly difficult to
maintain adequate service levels for its growing membership base. Simple call transfers
between branches were impossible, and dropped calls and lost voice mails were a
growing problem.

CUA’s existing PBXs also didn’t provide the type of functionality it required in order to
maximize employee productivity. In addition, the systems’ disparate, proprietary
architecture made administration challenging and caused stability problems when
integrating to third-party applications, such as CUA’s automated telephone account
access system, Call-24.

“In order to improve customer service and maximize both employee productivity and
operational efficiencies, we needed to standardize on a single communications system,
said CUA’s IT manager, Richard Logan. “To simplify moves, adds and changes, and
take advantage of toll-bypass across our branch offices, we also wanted a system that
supported voice over IP (VolP). Equally important, we required a full range of features to
meet the needs of our member service reps and tellers alike.”

»

After reviewing systems from Cisco and 3Com, CUA chose an all-in-one IP
communications software suite that provided contact center automation called Customer
Interaction Center® (CIC) from Interactive Intelligence. The credit union selected CIC
over the competition because of its streamlined architecture that offered a wide range of
pre-integrated applications all running on a single platform. It also liked CIC’s support of
the open session initiation protocol (SIP) standard for VolP, and the product’s all-
software option, which used Intel's host media processing software (HMP) to eliminate
the need for voice boards.

“The other systems we reviewed were either hardware-centric, or just didn’'t have the
kind of rich functionality we required,” Logan said. “CIC, however, was a true standards-
based software product, which gave us maximum flexibility and a lower total cost of
ownership, plus it came with a full range of applications that could be customized in-
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