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I mproved Call Routing

Business Situation
Cdl dlocation between two customer service centers was not leveraging available
cadl center agents and causing longer answer times then desred. The process
required congant manud adjusment to the cal control tables in an effort to
sugtain peformance. Additiondly, cals were being manudly transferred between
the two centers to compensate for agent availability increasng communications
costs.

Action

Implemented a Cisco Geotd/ICM system to route cdls to any avalable agent
based on the 800 number cdled by the customer. This project leveraged Xerox
interna resources and outsde vendors to build a combined CTI sysem. This
included integration of the two centers ACDs with servers that monitor each
centers performance that is communicated to a centrd server usng sgndly with
AT&T to route the cal. HPA provided the system architecture and project
management for our client.

Results
Our approach saved over $100K from the origind budget for this project. Cdls
ae now automaticaly routed to the next avalable agent across both centers
reducing cusomer wait times and eiminating the need for manua bdancing of
cdl loads between the two centers.  Elimination of dedicated transfer lines saved
an additiona $150K annualy.

Working with HPA
“Thisisredly excdlent work, | and the entire team are extremely
appreciative of the quality of this output and the speed of ddivery!!”
.... Xerox TeleNetwork Competency Center Manager



