Case Study

INTERACTIVE INTELLIGENCE

Contact Center Automation
e Multimedia Recording & Quality Monitoring
e Customer Feedback Management
e QOutbound/Blended Dialing & Campaign
Management
e Network-based Pre/Post-Call Routing

e Web Self-Service & Knowledge Management

e Workforce Management
Enterprise IP Telephony

Enterprise Messaging

Customer: Computershare

€ omputershare

Headquarters: Melbourne, Australia
Industry: Stock Transfer

Challenge: Convert proprietary,
hardware-based multi-vendor
communications systems across global
sites to a single-vendor solution to
provide simplified management, improved
quality monitoring, and faster customer
response time.

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.

Interaction Recordere is a multimedia
recorder offering call, e-mail, fax and
web/screen recording and scoring for
organizations of all types and sizes.

Benefits:

¢ Reduced support staff and better use
of IT resources

o Faster application development and
roll-out for improved customer service

¢ More consistent quality monitoring and
true “cradle-to-grave” reporting across
sites

e Empowered business users with

access to customizable, MS-based

Global Financial Services Firm
Enhances Operational
Efficiencies and Customer
Response Time Using Bundled
Communications Application
Suite

Computershare (ASX:CPU) is a global leader in share registration/transfer agency,
employee equity plans, proxy solicitation and other specialized financial and
communication services. Many of the world’s largest companies employ
Computershare’s innovative solutions to maximize the value of their relationships with
investors, employees, customers and members. Computershare has approximately
10,000 employees across the world and serves 14,000 corporations, and 90 million
shareholders and employee accounts in 21 countries across five continents.
Computershare was founded in Australia in 1978 with office locations in the United
Kingdom, Ireland, Channel Islands, Canada, South Africa, New Zealand, U.S.,
Germany, Hong Kong and Australia.

www.computershare.com

Over the past several years, Computershare had expanded its business globally through
successive acquisitions in North America and Europe. As a result of the acquisitions,
however, Computershare operations in Australia, the U.K., Canada and the U.S., had
amassed a multitude of disparate communications systems from a variety of vendors.
These ranged from PBXs and voice mail systems, to call recorders and interactive voice
response systems, each with its own administrative, customization, reporting, and user
interfaces.

Complicating this environment further was the fact that the majority of these systems
were hardware-centric and based on proprietary architectures.

“By 2000, we had inherited a host of multi-vendor systems—systems that, due to their
architectures, were highly inflexible,” said Computershare’s Global InvestorPhone
Manager, Greg Chrisp. “This made system management time-consuming,
interoperability restrictive, and response to changing business requirements slow. We
knew there had to be an alternative to teaching administrators to handle five different
interfaces. We didn’t want to have to set up the same users multiple times across
separate systems.”

Computershare considered upgrade paths offered by several of its existing vendors, and
also reviewed products from new vendors, but continued to face the same problems that
resulted from multiple interfaces and hardware-centric, proprietary architectures.

“Even with a single vendor, we kept running into solutions that were actually a loosely
integrated set of products typically acquired through mergers,” Chrisp said. “So we still
had to contend with multiple interfaces. Tracking interactions across these different
systems for end-to-end reporting, and tracking interactions across sites for things like
load balancing also proved difficult. In addition, their hardware-centric approach meant
we would be locked into costly ‘specialty’ components.”

Computershare needed new technology to assimilate its communications systems
quickly and effectively.
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