Case Study

INTERACTIVE INTELLIGENCE

Contact Center Automation
e 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: CDS Global

Global

Headquarters: Des Moines, IA
Industry: Data Management

Challenge: Replace existing outsourced
IVR and own auto-attendant feature with
a unique self-service option via speech
recognition to effectively compete for new
business, while increasing client
retention.

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:

e Call handle time reduced by 20-30
seconds per call

e Increased revenue

* 92% average speech recognition
completion rate

Magazine Subscription Fulfillment
Company Uses Speech
Recognition

Increased Client Retention & Differentiated
Service Offerings

CDS Global is an international data management company. Its clients are some of the
world’s largest magazine publishers and direct marketing firms. CDS was founded in
1972, and is backed by parent company, The Hearst Corp. CDS is headquartered in
Des Moines, lowa.

www.cdsfulfillment.com

By early 2003, CDS Global (CDS) was facing increased competition from offshore
outsourcing firms, and needed to find a way to more effectively compete for new
business, while increasing client retention.

To see where improvements could make the most impact, CDS reviewed customer
service offerings already in place, including its basic interactive voice response (IVR),
which it had been outsourcing on behalf of a small percentage of its clients. CDS also
reviewed its own auto-attendant feature, used to route calls to the right “class” of
customer service representatives (CSRs) by matching specific types of inquiries with
CSRs who had the most appropriate skill-set or experience level. The system did a
basic look-up to back-end data for screen pop, but was not used to provide any speech
recognition functionality.

After a careful review, CDS decided that adding a unique self-service option via speech
recognition would be the most effective way to increase competitive differentiation, while
offering clients more convenient service.

“We had a number of calls we were taking on behalf of clients that were pretty routine in
nature, such as requests for address changes, which amounted to nearly 30% of all
calls,” said CDS senior product manager for customer service systems, Marc Francisco.
“We believed that these types of interactions were ideal for a speech recognition
application due to their relative consistency and simplicity.”

CDS considered the option of outsourcing speech recognition functionality to reduce
start-up time and more adequately handle spikes in call volume by offering a larger pool
of IVR ports. However, start-up and maintenance costs proved higher, thus the ultimate
return on investment was not as favorable.

CDS also reviewed in-house speech solutions, but instead, chose to look for a platform
that, in addition to meeting its IVR and speech needs, would also include technology
that could benefit its contact center. Ultimately, CDS selected Customer Interaction
Center® (CIC) from Interactive Intelligence. As a standards-based, all-in-one

IP communications software suite, CIC offered built-in IVR with support for multiple
speech recognition vendors, as well as contact center automation functionality.
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