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

e Web Self-Service & Knowledge Management

e Workforce Management
Enterprise IP Telephony

Enterprise Messaging

Customer: Cost-U-Less
Csr.
U-LEss
Headquarters: Rancho Cordova, CA

Industry: Insurance

Challenge: Replace multiple phone
systems with a dedicated IP voice
network that integrates Web chat. Ensure
that the new system would accommodate
the old phone lines until management
was convinced that IP telephony was the
right solution.

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 Sales up 15 percent upon system
going live

¢ Hold time down from five minutes to
less than 30 seconds

o Eliminated expected need for four to
five new hires

e Two call center agents re-purposed
because of increased
capacity/efficiency

¢ No overall cost increase; investment
immediately cost-justified

Cost-U-Less Insurance Deploys
IP-based Communications
System to Provide Superior Multi-

Channel Customer

Cost-U-Less (800-390-SAVE, www.costulessins.com) is one of California’s largest
non-standard auto insurance brokers, with more than 70 locations throughout the
state. Based in Rancho Cordova, it has been in the insurance business since 1980.
Cost-U-Less is part of Keenan Holdings, which also runs Stonewood Insurance
Services, Statewide Insurance Services and other related businesses in the insurance
industry.

Cost-U-Less had several different phone systems in its administrative offices, retail
offices and contact center. Its sister companies used different phone systems altogether.

“The phone systems were functioning at an acceptable level, but were inefficient when
we had to make changes and we had no real-time data to see how well we were
managing our call center,” said Christopher Ewing, president and CEO of parent
company for Cost-U-Less, Keenan Holdings. “Calls were getting dropped because
customers were spending too much time on hold, and agents had to use a completely
different system to chat with customers over the Web. Plus, it was expensive to run.”

Cost-U-Less had already gone through one failed voice over IP (VolP) deployment from
a hosted solutions provider and from consultants who didn’t bring value. It had cost the
company business and had led to lost calls, and Cost-U-Less had actually taken a step
back by removing its VoIP system.

After careful consideration, Cost-U-Less selected a flexible VolP network configuration,
combined a reliable, single-platform communications solution from Interactive
Intelligence.

The network design included a dedicated IP voice network, just like a traditional phone
PBX. The centerpiece of the new system would be contact center automation software
from Interactive Intelligence, called Customer Interaction Centere (CIC).

CIC offered applications such as interactive voice response (IVR), automated call
distribution (ACD), end-to-end reporting, call recording, real-time supervisory monitoring,
desktop faxing, unified messaging, and more.

While other vendors offered “single” solutions, these often amounted to a collection of
multiple products by different third-party providers.

“We decided that trying to deploy and manage a ‘multi-box’ system would be too costly
and complex,” Ewing said. “We selected CIC because it eliminated these issues, while
still offering best-of-breed applications.”

Cost-U-Less also liked the fact that Web chat was inherently built into CIC. “While we
already had a Web chat system, it wasn’t integrated with our phones, nor did it offer
real-time management,” Ewing said.

CIC was also able to work as a hybrid TDM and IP system, thus capable of
incorporating the company’s old phone lines, which further convinced Cost-U-Less that
this time its investment in VolP would work.

The CIC deployment was completed in July 2006.
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