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Case Study

""The task to build an inter-
nal call center operation
is a large undertaking.

A company has to take the
time to really understand
and reflect upon call
center needs for today,
but also outline a strategy
of where they want to
take their call center in
the future. CT Source and
Vertical took the time to
understand our needs and
helped us map out a mas-
ter growth plan. The other
quotes we received were
for an IVR toolkit only, and
we needed a complete
solution. The TeleVantage
solution was able to deliver
all the big-company func-
tionality we need now and
for the future...and for
less money!"’

Dan Merrill, SVP
Operations, Utix Group, Inc.

Utix Group, Inc.- TeleVantage Provides
the Ultimate Call Center Experience

A leading pre-paid gift card company, Utix Group, Inc., employed an outsourced call

center organization to solicit new customers and to assist card recipients with card

activation and redemption. As the company grew, Utix wanted to move the call center

function in-house so it could more closely monitor customer service issues, provide

more sophisticated business data for decision making purposes and reduce business

costs. Utix installed the Vertical TeleVantage™ business communication system with

a custom Interactive Voice Response (IVR) application that has helped Utix run its

business more effectively and deliver dramatic bottom line cost savings.

Based in Burlington, Massachusetts, Utix
Group, Inc. provides prepaid gift card
experiences to corporate and retail buyers
with access to a first-class network of partici-
pating golf courses, ski resorts, movie the-
aters and spas throughout the United States
and Canada. Utix Experience Tickets™ are
typically given as a gift, incentive or reward
and are offered without restrictions or
blackout dates through two distinct distri-
bution channels: direct corporate sales

and consumer sales at mass merchandise
retail venues. Utix recently announced

an arrangement to offer its products in

over 6,000 CVS/pharmacy® stores.

THE CHALLENGE

Utix has a two-tier sales model made up of a
large corporate account sales team and a call
center sales-and-support staff responsible for
soliciting new customers and assisting card-
holders with customer service issues, such as
card activation to account balance inquiries
to locating participating retailers.

As market demand for Utix Experience
Tickets increased, Utix began to reassess its
business decision to outsource its call cen-
ter. Call center costs were rising, and it was
apparent that Utix was quickly outgrowing

its contracted call center organization. Utix
executives frequently requested supporting
call center data to aid in decision-making
regarding new marketing program initiatives.
The outsourced call center company, however,
was unable to consistently and accurately
track Utix programs and delivered incomplete
and unusable reports. Utix also wanted to
reduce the number of calls coming into the
call center by implementing an IVR system
that would direct callers to a specific transac-
tion function or live person. As their call
center requirements became more specific
and sophisticated, Utix sought a new solution
to help it run its business more effectively
and deliver bottom line cost savings, specifi-
cally, reduced per-call costs.



THE SOLUTION

Utix decided the time was right to invest
and upgrade their telecommunications net-
work. Ultimately, the decision to upgrade
meant Utix could set up its own sophisticated
in-house call center. Their existing telephone
system was only a few years old, so they
contacted the original telecom vendor and
requested a quote to add IVR capability.
Concurrently, they contacted CT Source, a
communications solutions provider, based
in Salem, Massachusetts, to recommend a
telecommunications solution that included
IVR capability and complete functionality

to support an internal contact center. With
both bids in hand, the decision was clear.
Utix selected CT Source to install a com-
pletely new telephony solution because the
price to add IVR capability to the existing
Utix system was approximately the same

as the cost to purchase a new Vertical
TeleVantage Business Communications
System. Utix also favored the ease of man-
agement associated with the TeleVantage
single server solution. Vertical TeleVantage,
a software-based IP-PBX solution that
includes high-value voice applications,
offers full-featured voicemail, personalized
call handling rules and robust call center
capabilities.
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This custom report tracks callers’ inbound calls. It defines
the purpose of the calls and how many went to customer
service versus used the IVR system.

Utix's new telecommunications network
involves two corporate locations: the
Burlington, Massachusetts headquarters and
a remote call center location. Supporting

40 IP Phones and a T1, Utix uses a wide
array of TeleVantage features and functions
to meet their changing business needs. The
most important Vertical applications utilized
now at Utix include custom IVR applications,
the award-winning ViewPoint," graphical user
interface with unified messaging and call
recording features, TeleVantage Conference
Manager, TeleVantage Contact Center, and
extensive reporting capabilities.

PRODUCTIVITY AND FINANCIAL RESULTS

The IVR capabilities of TeleVantage proved
to be the right business choice for Utix.

A large number of incoming calls are
straightforward, such as activating the call-
er's gift cards, and shouldn't require dedicat-
ed personnel. The company wanted to reduce
the number of 'live’ calls by giving the caller
the option to receive transaction information
through the touch-tone IVR system or to
speak with a representative.

By using the IVR capabilities of TeleVantage,
Utix shifted more calls to the IVR system and
cut average call time from 4 to 5 minutes to 2
minutes. Previously, with the outsourced call
center, Utix was charged $1.00 per minute
for every incoming call, with an IVR charge of
$0.25 for each separate call answered. With
the new TeleVantage system implemented by
CT Source, the cost per live call was cut 87%
to just $0.13 per minute. Utix has already
achieved significant costs savings from this
one program alone of more than $75,000.

One of the world's largest consumer food
products companies recently partnered with
Utix to promote one of its national cereal
brands along with a summer blockbuster
movie. The company used Utix gift cards that
could be redeemed for movie tickets. With
TeleVantage, CT Source developed a custom
telephone IVR interface to help Utix activate
the more than 200,000 movie ticket cards
issued. Consumers called into an 800 number,
entered the ticket number and a promotional
code to validate the card for use at over
6000 movie theaters. At one point in the
campaign, Utix was activating over 100 tickets
per hour — all without human intervention.



BRINGING CALL CENTER ACTIVITIES
IN-HOUSE

Efficient call management is the key to a
profitable contact center. When calls are
routed quickly and accurately, both agents
and customers enjoy a valuable and pleasant
interaction. A major benefit of TeleVantage is
its intuitive, user-friendly and award-winning
ViewPoint™ desktop call management software,
which enables simple point-and-click and
drag-and-drop operations for dialing, queue
management, customer database access

and many more operations.

CONFERENCE BRIDGE SAVINGS

Conference bridging was another budget
expense that was steadily rising. Using
TeleVantage Conference Manager, Utix

was able to end its dependency on a third-
party conference bridge service, saving Utix
approximately another $6,000 per year.

SUPPORT FOR REMOTE CALL CENTER
AGENTS

TeleVantage now handles all incoming calls
during weekdays, weekends and on holidays.
On weekends, holidays and during peak
periods, incoming calls are routed through
TeleVantage but sent to an outsourced call
center staffed by both onsite and remote
home-based agents. The beauty of this
implementation is that even though call
center responsibility is toggled back and
forth between the Utix in-house call center
and the outsourced agency, all tracking

and reporting metrics are captured in
TeleVantage for a single, unified view into
daily, weekly and monthly call activity.
TeleVantage call recording capabilities also
allow Utix to conduct quality assurance
checks to support training efforts and to
ensure that calls are being handled properly
at all times.

ENHANCED CONTACT CENTER
CAPABILITIES

TeleVantage has long included Automatic
Call Distribution (ACD) and contact center
capabilities in a way that is considerably less
expensive than other contact and call center
systems. These features help Utix better
manage queue and agent performance to
deliver improved customer service and lower
costs. And unlike other call center products
that require complex advanced programming,
TeleVantage provides Utix administrators
with appropriate permissions control of
contact center features through an easy
point-and-click interface.

REPORTING AIDS IN DECISION MAKING

Utix is constantly evaluating ways to tweak
their call center activities to maximize rev-
enue, improve customer service and enhance
productivity. TeleVantage Call Reporting

is the best way to look at historic contact
center data. With scores of reports that can
be generated on demand and in real-time,
TeleVantage features make it easy for

Utix to gain valuable insight into business
performance through reports on call
volume, abandoned and misdirected calls,
and response to marketing programs.

Of particular importance is the unique cus-
tom reporting field available on TeleVantage
reports. This is used to capture inquiries and
guestions that customers ask on a daily basis.
Utix uses this business intelligence to con-
tinually monitor and fine tune its IVR system
to improve customer service. Changes to

a program offering or procedures within the
call center are based on actual customer
needs versus ‘guessing’ what the customer
wants.



ABOUT VERTICAL

Vertical Communications is one of the
largest telephony vendors in North
America and a global leader in next-
generation IP-based business com-

munications systems and applications,

with a current installed base of over
200,000 customers. Vertical combines
voice and data technologies with
business process understanding to
deliver integrated IP-PBX and applica-
tion solutions that enhance customer
service and business productivity.
Vertical's customers are leading
companies of all sizes, from small

to large and distributed, and include
CVS/pharmacy? Staples and Apria
Healthcare. Vertical delivers its solu-
tions through a worldwide network
of over 1800 business partners.

ABOUT CT SOURCE, INC.

CTSource, Inc. is a provider of voice
and data communication products
and services, including network
engineering. Since 1983, the company,
headquartered in Salem, MA, has been
a pioneer in the development, instal-
lation, and support of software-based
voice communication platforms that
integrate the power of computers
with enhanced telephone calling.

For more information on CT Source,
visit www.ctsource.com.

STREAMLINED MAINTENANCE AND
ADMINISTRATION

Having an intuitive phone system adminis-
trator interface makes routine maintenance
- such as adding and moving phone lines
fast and easy for Utix staff. As the business
continues to grow and call center needs fluc-
tuate, Utix staff can easily manage updates.
This helps reduce maintenance costs

by avoiding service calls for routine tasks.

A positive telephone experience drives
customer loyalty, which in turn results in
repeat business and enthusiastic referrals.
As Utix continues its pre-paid card market-
place success, the company will continue

to rely on the latest Vertical technology to
support its growing customer base. The
Vertical TeleVantage business communica-
tion solution, customized by CT Source,

has delivered an affordable, customized call
center application that allows Utix to better
manage both inside and outsourced call
center operations, enhance customer service
and build customer loyalty, reduce the cost
of doing business, and lay the foundation
to add new capabilities as future business
needs dictate.

THE RESULTS

* 87% reduction in call per minute from
$1.25 to approximately $.13

* Enhanced customer service and satisfaction
* Improved employee productivity

» Better business decision-making

* Reduced call wait times

e Seamless call handling and reporting
despite employing an outside call center
organization on weekends and holidays

* Reduced telephone system maintenance
costs
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